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[EIa4Mir (bR
E=Tnn (% 25 B9 1) (88 75 B 1)
B 5% 11%
AETEE (NPS) 30% 49%
EEMEEDN 18% 36%
e [ RS EhETE -9% -33%
EEMRA -14% -34%
IT A4S -17% -45%
B ERAEN -24% -43%
MEZ2EMH -19% -56%

X EFSTNENTERIZSE
58 10 TIAVIR B RO T FIHEMBHE T RIZ. B WREESEFER Tk,
BAIRUE) FRXERIE, UBERENMEI KA ERMEER ML,

1. Percentage of revenue from new products/services launched in the past year: 25%.
Note: Accelerated revenue due to faster product launches is
included in the overall 10% revenue improvement.'

2. Totalcost of continuing operations as a percentage of revenue: 73%.
Note: IT cost reductions are included in the overall 22% operating cost reduction."

3. Average number of non-cyber high-severity IT incidents/outages per year: Between 1 and 30.
Note: These values exclude high severity incidents resulting from cybersecurity issues."

4. Typicalservice-level agreement for downtime for IT incidents: Moderate

to major severity: 4-12+ hours; critical failures: 24+ hours."

Average number of cybersecurity incidents from minor to major severity peryear: 222."

6. Hourly cost of downtime: $300,000/hour (excluding legal fees, penalties, or goodwill
costs). Enterprises must account for additional costs beyond remediation.”

o

i.  IBMInstitute for Business Value benchmark study, physical product development. 2023.
Unpublished data.

ii. IBMInstitute for Business Value enterprise IT benchmarks. 2025. Unpublished data.

iii. Global Data Center Survey 2024. Uptime Institute. Accessed August 21, 2025. https://
datacenter.uptimeinstitute.com/rs/711-RIA-145/images/2024.GlobalDataCenterSurvey.
Report.pdf?version=0

iv. “Service level agreements.” IT Outcomes. 2025. https://www.itoutcomes.com/sla/

v. Alimpactonsecurity benchmark study. IBM Institute for Business Value. 2025.
Unpublished data.

vi. ITIC 2024 Hourly Cost of Downtime Report, ITIC, November 2024. https://itic-corp.com/
itic-2024-hourly-cost-of-downtime-report
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The Great Tech Reset: How hybrid by design
creates business value
https://ibm.co/great-tech-reset-book

From Al projects to profits: How agentic AI
can sustain financial returns.
https.//ibm.co/agentic-ai-profits

Orchestrating agentic Al for intelligent
business operations
https://ibm.co/agentic-process-automation
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Al Falasi, Saeed, Lula Mohanty, Irfan Verjee, Anthony
Marshall, and Jacob Dencik. Solving the AI ROI puzzle:
How Chief AI Officers cut through complexity to create
new paths to value. IBM Institute for Business Value.
July 13, 2025. https://ibm.biz/chief-ai-officer

IBM Institute for Business Value enterprise IT
benchmarks

“Forrester’s Technology & Security Predictions 2025:
Tech Leaders Will Triple The Adoption Of AIOps To
Reduce Technical Debt” Forrester. October 22, 2024.
https://investor.forrester.com/news-releases/
news-release-details/forresters-technology-
security-predictions-2025-tech-leaders

“New Survey Finds Cloud Waste is On the Rise—Driven
by Preventable Mistakes, Inefficiencies, and New Al
Initiatives.” Businesswire. October 8, 2024.
https://www.businesswire.com/news/home/
20241008442795/en/New-Survey-Finds-Cloud-
Waste-is-On-the-Rise---Driven-by-Preventable-
Mistakes-Inefficiencies-and-New-Al-Initiatives

“Al Rajhi Capital’s journey to Saudi Arabia’s financial
summit.” IBM case study. Accessed July 29, 2025.
https://www.ibm.com/case-studies/al-rajhi-capital

Global C-suite Series. 32nd edition. CEO Study. 5
mindshifts to supercharge business growth: Move from
productivity to performance with agentic AL IBM
Institute for Business Value. May 6, 2025.
https://ibm.co/ceo-2025

Blair, Kate, Francesco Brenna, Nick Fuller, Brian
Goehring, Brian Goehring, and Matt Sanchez. From AI
projects to profits: How agentic AI can sustain financial
returns. IBM Institute for Business Value. June 9, 2025.
https://ibm.co/agentic-ai-profits

“Digital transformation with Apptio.” IBM case study.
Accessed July 29, 2025. https://www.ibm.com/
case-studies/cio-apptio

Application TCO includes software licenses and
expenses, labor cost for development and support,
costs forinfrastructure and infrastructure labor support,
and center lease expenses.
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