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Introduction 

Research Objective 
The main objective of this research was to generate insight about the allocation of time and ranking of importance 
regarding a variety of maintenance, deployment and strategic IT tasks that are performed by IT departments.   
 
Who Should Read This Report 
This report is beneficial to those interested in knowing how IT departments rank the importance of mission-critical 
IT tasks and on which task they are spending their time. This report sheds light on the tasks that may be 
considered for outsourcing to provide IT leadership with more time for strategic IT tasks and planning.   
 
Methodology 
The research was conducted from Nov.13-Dec.3, 2009.  A survey was distributed via email and calls were placed 
to achieve the targeted quantity of 160 responses. This targeted quantity of responses was achieved. Of the 160 
responses, 151 were achieved via email and nine were achieved via calling efforts. The 160 respondents 
represent 160 unique organizations. The research was conducted by Pegasus Research Group. The survey was 
comprised of 29 questions. A copy of the survey is included within this report immediately following the “Executive 
Summary” section.  Research study participants who provided contact information and were among the first 100 
to respond by the survey deadline were entered into a drawing to receive a complimentary Amazon Kindle 
wireless reading device. 
 
The original data set for this research included mid-to-high-level IT contacts amongst a sample universe of 
approximately 21,000 individuals representing 11,550 organizations nationwide amongst a variety of industries. A 
total of 18,063 surveys were emailed (this quantity is smaller than the original data set because not all contacts 
had associated email addresses). Of the total quantity of emailed surveys, 15,210 surveys were successfully 
delivered (this is due to invalid email addresses and other reasons for email bounces). In addition 1,012 calls 
were placed to achieve the total targeted number of responses. 
 
Graph Presentation 
In the graphs, the vertical axis represents the total number of people responding stated as a percentage of the 
overall respondents, while the horizontal axis represents the ratings of the level of importance and the allocation 
of time to each task type. 
 
Respondents by Industry  
The majority of the respondent organizations (13%) submitted their survey responses anonymously so therefore 
their industry sector is unknown. Eleven percent of the respondent organizations are within the Business Services 
sector; 11% are within the Health Services sector; and the remaining respondent organizations represent a 
variety of sectors as shown below. 
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Respondents by Region 
Twenty-four percent of the respondent organizations are located in the Western region (including AZ, CA, NV, 
WA, CO, ID, MT, NM, UT and WY); 24% are located in the Central region (including AL, AR, IL, IA, KS, LA, MN, 
MS, MO, NB, ND, OK, SD, TN, TX and WI); 51% are located in the Eastern region (including CT, DE, DC, FL, 
GA, IN, KY, ME, MD, MA, MI, NH, NJ, NY, NC, OH, PA, RI, SC, VT, VA and WV); and 1% submitted their survey 
responses anonymously and therefore their location is unknown.  
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Respondents by Revenue Range 
Seventy-two of the respondent organizations are within an annual revenue range of $100M-$499.9M; 26 are 
within an annual revenue range of $500M-$999.9M; 22 are within an annual revenue range of $1B-$1.9B; 25 are 
within an annual revenue range of $2B+; and 15 submitted their survey responses anonymously so therefore their 
revenue range is unknown.  
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Respondents by Title 
The respondents represent various IT titles/levels within these organizations. Sixty-one percent of the contacts 
are directors, 17% are vice-presidents, 4% are managers, 2% are C-level executives, and 16% submitted their 
survey responses anonymously and therefore their titles are unknown.   

V-Level
17%C-Level

2%

Director 
Level
61%

Manager 
Level
4%

Anonymous
16%

Respondents by Title 

 
Margin of Error 
The Margin of Error (MoE) is a statistic expressing the amount of random sampling error in a survey's results. In 
other words, it is a measurement of the accuracy of the results of the research. The larger the MoE the less faith 
one should have that the reported results of the research are close to the "true" figures; that is, the figures for the 
whole population. For this research study, the MoE of plus or minus 8% means that there is a 92% (i.e., 100% 
minus 8%) likelihood that the responses of the target population as a whole would fall somewhere between 8% 
more or 8% less (+/- 8%) than the responses of the sample (a 16% spread). 
 
Contact Information 
For more information on this research report please contact Amelia Brown, Research Associate, Pegasus 
Research Group at +1 800-293-5027 x8109. 
 
Researcher’s Notes 
Within the “Highlights by Industry” section of this report we have only published results of five of the 14 industry 
sectors represented in this survey (some respondents did not indicate the industry that their company represents). 
The five that we selected to present in this report were chosen because these industries represent the largest 
quantity of respondents. Whenever possible, we have included an “Actionable Insight” section associated with its 
respective graphs and narrative explanation. In some cases, the graphs and narratives speak for themselves and 
no additional actionable insight was necessary. 
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Executive Summary 

The following represent highlights of The State of IT Task Management research project: 
 
Time Allocation vs. Company Importance:  The majority of respondents claim that all Maintenance, 
Deployment and Strategic tasks generally consume 0%-20% of their time regardless of their company’s revenue 
range, geographic location, industry sector, or their job title. This indicates that, in general, no single task stands 
out as receiving more attention/time despite the fact that some of the tasks were rated either as “important” or 
“highly important” to the organization. 
 
Higher Importance Tasks:   Tasks rated as “highly important” to an organization (a score of 5) include Backup, 
Security, Compliance and IT/Business Alignment. Tasks rated as “important” to an organization (a score of 4) 
include Hardware/Problem Resolution, User Account Management, Permission Management, Storage 
Management, Disaster Recovery, Email Management, Application Management, Infrastructure/Network 
Monitoring, Procurement, Configuration, Infrastructure Planning, and IT Cost Optimization. Again, despite the 
higher importance ratings of these tasks, they are generally not consuming a disproportionately greater allocation 
of the respondents’ time. 
 
Lower Importance Tasks:   Tasks related as “low importance” (a score of 2) to an organization include only File 
Restore and Attending Training. No tasks were rated as “very low importance” (a score of 1). 
 
Higher Importance Tasks by Task Category:   When reviewing the responses in relation to the quantity of tasks 
in each task group, it appears that Deployment and Strategic tasks are generally rated higher in importance 
overall. Amongst the four Deployment tasks two were most frequently given a higher importance rating of 4 
(representing 50% of the total), and amongst the six Strategic tasks three were most frequently given a higher 
importance rating of 4 (representing 50% of the total). This contrasts somewhat against the Maintenance tasks 
because of the 19 tasks in this category seven were most frequently given a higher importance rating of 4 or 5 by 
respondents (representing 37% of the total). 
 
Task Importance by Revenue Range:   Upon review of the responses by revenue range, there generally 
appears to be a higher level of importance placed on Maintenance tasks, primarily at companies within the top 
three revenue ranges.  
 
Task Importance by Industry:  Upon review of responses by industry type, the Insurance industry appears to 
stand out as rating all three task categories with a higher level of importance to their organizations. The 
Manufacturing sector stands out due to the lower level of importance they place on Deployment tasks compared 
to other industries.  
 
Task Importance by Title: Upon review of the responses by title, V-level and C-level execs state that Strategic 
and Maintenance tasks are more important to their organization then Deployment tasks. Director-level 
respondents state that none of the three task areas are of any more or less importance than the others. Manager-
level respondents indicate that Strategic tasks are in the lower level of importance to their organization and rate 
Maintenance and Deployment task generally the same – not low or high in importance.   

 
Other/Administrative Tasks : Based on the research respondents’ answers regarding the allocation of their time 
to Maintenance, Deployment and Strategic tasks, we have inferred that the remaining percentage of their time is 
generally allocated to “Other/Admin” tasks, but because we did not ask what percentage of their time is allocated 
to “Other/Admin” tasks we were not able to display the statistic according to the specific time allocation ranges 
shown for the other task categories.  
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Survey Questionnaire 

Maintenance Tasks: 
 
For each of the following tasks, please indicate the percentage of time that you personally allocate to each and 
the level of importance of each task to your organization. (5 = Highest Importance) 

  Percentage of Time  Level of Importance  

1. Patch Management   

2. Firmware Updates   

3. Hardware Problem Resolution   

4. User Account Management   

5. Permission Management   

6. Storage Management   

7. Performance Management   

8. Disaster Recovery   

9. Backup   

10. File Restore   

11. Email Management   

12. Help Desk   

13. Resource Scheduling   

14. Security   

15. Compliance   

16. ITSM Toolset Management   

17. Application Management   

18. Infrastructure/Network Monitoring   

19. Vendor Management   
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Deployment Tasks: 
 
For each of the following tasks, please indicate the percentage of time that you personally allocate to each and 
the level of importance of each task to your organization. (5 = Highest Importance) 

  Percentage of Time  Level of Importance  

20. Procurement   

21. Installation   

22. Configuration   

23. Test/Burn-In   

  

Strategic Tasks: 
 
For each of the following tasks, please indicate the percentage of time that you personally allocate to each and 
the level of importance of each task to your organization. (5 = Highest Importance) 

  Percentage of Time  Level of Importance  

24. IT/Business Alignment   

25. Infrastructure Planning   

26. Resources Planning   

27. Attending Training   

28. Procedure/Policy Updates   

29. IT Cost Optimization   
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Actionable Insight 
·  The percentage of time that individuals within this revenue range chose most frequently is 0%-20% for 

maintenance, deployment and strategic tasks.  
·  The data for this revenue range shows that while many IT departments are primarily spending 0%-20% of 

their time on the various tasks, they are also most frequently rating these same tasks at an importance level 
of 4.  

 
 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories.  
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Actionable Insight 
·  IT departments in this revenue range are most frequently allocating 0%-20% of their time to maintenance, 

deployment and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, maintenance tasks 

are most frequently given the highest importance rating (5) over strategic and deployment tasks which were 
both most frequently given a rating of 3.   

 
 

 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories.  
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Actionable Insight 
·  IT departments in this revenue range are most frequently allocating 0%-20% of their time to maintenance, 

deployment and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, maintenance tasks 

are most frequently given the highest importance (5), while strategic and deployment tasks are most 
frequently both given an equal but lesser importance rating of 4.   

 
 
 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories.  
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Actionable Insight 
·  IT departments in this revenue range are most frequently allocating 0%-20% of their time to maintenance, 

deployment and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, maintenance tasks 

are most frequently given the highest importance rating (5), deployment tasks are most frequently rated 
second in importance (4), and strategic tasks most frequently rated less important (3).   
 

 
 
 

 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories.  
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Actionable Insight 
·  IT departments in this region are most frequently allocating 0%-20% of their time to maintenance, deployment 

and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, strategic tasks are 

most frequently given a higher importance (4). Deployment tasks are most frequently rated with both a 3 and 
a 4 in terms of importance, while maintenance tasks are most frequently rated less important (3).   

 
 

 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories. 
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Actionable Insight 
·  IT departments in this regional area are most frequently allocating 0%-20% of their time to maintenance, 

deployment and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, both strategic and 

deployment tasks are most frequently given the higher  importance rating or ‘4’, whereas maintenance tasks 
are most frequently rated less important (3).  

 
 
 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories. 
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Actionable Insight 
·  IT departments in this region are most frequently allocating 0%-20% of their time to maintenance, deployment 

and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, maintenance tasks 

are most frequently given an importance rating of 4 while deployment and strategic tasks are most frequently 
rated evenly with both a 3 and 4.   

 

 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories. 
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Actionable Insight 
·  IT departments in this industry segment are most frequently allocating 0%-20% of their time to maintenance, 

deployment and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, maintenance and 

strategic tasks are most frequently given a higher importance of 4 while deployment tasks are most frequently 
given a lesser importance rating of 3.  

 
 
 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories. 
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Actionable Insight 
·  IT departments in this industry segment are most frequently allocating 0%-20% of their time to maintenance, 

deployment and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, deployment tasks 

most frequently given a level 4 importance rating, whereas maintenance tasks are most frequently given a 3. 
Strategic tasks are most frequently rated equally with a 3, 4 and 5 rating.    

 
 
 
 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories. 
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Actionable Insight 
·  IT departments in this industry segment are most frequently allocating 0%-20% of their time to maintenance, 

deployment and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, all three task types 

are most frequently given the same importance rating of 4.   
 

 
 
 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories. 
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Actionable Insight 
·  IT departments in this industry segment are most frequently allocating 0%-20% of their time to maintenance, 

deployment and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, maintenance and 

deployment tasks are most frequently given higher importance (4) while strategic tasks are rated less 
important (3).   

 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories. 
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Actionable Insight 
·  IT departments in this industry segment are most frequently allocating 0%-20% of their time to maintenance, 

deployment and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, strategic tasks are 

most frequently given higher a  importance rating  of 3 and 4, while  maintenance tasks are most frequently 
given an importance rating of 3 and deployment tasks are most frequently rated with a low importance rating 
of 2.   

 
 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories. 
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Actionable Insight 
·  Respondents with this title level are most frequently allocating 0%-20% of their time to maintenance, 

deployment and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, strategic tasks are 

most frequently given ratings of 3, 4 and 5, maintenance tasks are most frequently given a rating of 4, and 
deployment tasks are most frequently given a 3 rating.   

 
 
 
 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories. 
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Actionable Insight 
·  Respondents with this title level are most frequently allocating 0%-20% of their time to maintenance, 

deployment and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, both maintenance 

and strategic tasks are most frequently given a higher  importance level of 4 while deployment tasks are given 
a low importance rating of 2.   

 
 
 
 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories. 
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Actionable Insight 
·  Respondents with this title level are most frequently allocating 0%-20% of their time to maintenance, 

deployment and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, all three IT task 

areas were most frequently given an importance rating of 3.  
 
 
 

 
 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories. 
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Actionable Insight 
·  Respondents with this title level are most frequently allocating 0%-20% of their time to maintenance, 

deployment and strategic tasks.  
·  When compared with the level of importance that these same individuals rated the tasks, maintenance tasks 

were most frequently given a 3 or 4 level of importance, deployment tasks were most frequently rated with a 
3, and strategic tasks were given a lower importance of 2.   

 
 
 
*Other/Admin Tasks: Based on the research respondents’ answers regarding the allocation of their time to Maintenance, Deployment and 
Strategic tasks, we have inferred that the remaining percentage of their time is generally allocated to “Other/Admin” tasks, but because we did 
not ask what percentage of their time is allocated to “Other/Admin” tasks we were not able to display the statistic according to the specific time 
allocation ranges shown for the other task categories. 
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Actionable Insight 
·  Backup, Security and Compliance are the maintenance tasks most frequently given the highest importance 

rating of 5 even though IT departments are generally only spending 0%-20% of their time on them. 
·  Tasks rated with a 3 importance rating (a rating that could be interpreted as neither of low nor high 

importance) include Patch Management, Firmware Updates, Performance Management, Help Desk, 
Resource Scheduling and Vendor Management. 

·  The task rated least important (2) is File Restore.  
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Highlights by Time Spent vs. Importance   
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Actionable Insight 
·  Procurement and Configuration tasks were given a  higher importance rating of 4. 
·  Installation and Test/Burn In task were given a mid-range rating of 3.  
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Actionable Insight 
·  IT/Business Alignment was most frequently given the highest importance rating (5) of all the strategic tasks. 
·  Resource Planning and Policy Procedure Updates were rated with a 3. 
·  The task most frequently rated the least important is Attending Training. 
 
  
 
 
 

 

 

 

 

 

 

 


