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IT STRATEGIC PLAN 

EXECUTIVE SUMMARY  

This high-level IT Strategic Plan was developed by TechEffect LLC for  <ORGANIAITION NAME>.  The 
basis for this strategy was obtained via documentation provided by <CONTACT NAME> and face to face 
interviews with <PARTICIPANTS NAMES>.   

The plan outlines the IT goals, objectives and current risks for the next 12-18 months.  It is important to 
note that those goals are based on supporting the overall business goals for the organization.  From 
what was discussed there are <NUMBER> business goals that require the support of the IT 
department: Growing the business to $<XX> in revenue, growing the number of services available to 
customers, and retaining customers.  We will briefly address each below.  

First, there is a desire to grow the business and the business offerings nationwide.  The main challenge 
is that current operational processes cannot scale to support dozens of sales people and thousands of 
customers and the existing technology portfolio is not capable of automating the labor-intensive steps.  
By optimizing and then automating these processes the organization would be able to support more 
sales people and add only minimal operational staff in order to scale.   

Second is to add additional service offerings.  There are several areas to explore such as SEO and web 
design services, however investigating the use of chatbots is highly recommended.   Additionally, there 
is also a desire to stay abreast of technology changes in the marketplace that could possibly impact the 
firms competitiveness.  The best way to do this is to partner with a technology consulting company.    

The final goal is to retain customers.  The challenge is that some customers are underutilizing the 
service, so they aren’t maximizing the return on their investments and therefore there is no incentive 
for them to increase spend.  While the customers should be surveyed on why they are not using it we 
can make some assumptions: They are confused, overwhelmed, uncertain and/or simply to busy to pay 
attention to the tool.  The recommendation here is to increase customer face to face training, develop 
on-line video training, establish regular electronic communications with the users of the product and 
create multiple dedicated customer success managers (as the business grows) to execute these new 
business processes.  

GOALS AND OBJECTIVES  

1. GOAL:  THE ENTERPRISE PLAN   
<Organization Name>  has a goal of operating nationwide and adding up to <##> sales people in 
order to generate $<XX> in revenue annually.   Existing business processes and the supporting 
technology portfolio is not capable supporting an enterprise of that size and complexity.    
   
1.1. OBJECTIVE #1: PROCESS IMPROVEMENT  

Conduct a Business Process Improvement project where legacy processes are documented and 
analyzed.  New, more efficient processes are to be designed and deployed so the can be 
automated as much as possible. 
 

1.2. OBJECTIVE #2: PROCESS AUTOMATION 
Acquire new technology to support and automate the new processes. Acquiring a Customer 
Relationship Database is critical to the on-going success of <ORGANIZATION’S NAME>. 
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1.3. OBJECTIVE #3:  IT BUDGETING 

Develop a detailed IT Budget in order to control costs as the business grows and the IT portfolio 
expands.  
 

1.4. OBJECTIVE #4 : EXPLORE THIRD PARTY SERVICES 
Investigate partnering with a third-party service in the sales, support and customer service 
space to minimize additional head count, reduce operational overhead, and keep cost low as 
possible as the business scales up in the number of clients it supports.  Without clear process, 
modern systems and automation <ORGANIZAITON NAME> will be unable to fully leverage the 
value these services can deliver.  

 
2. GOAL #2:  DRIVE END USER ADOPOTION    

2.1. OBJECTIVE #5:  CUSTOMER TRAINING 
As the business grows it will be critical to establish multiple “Customer Success Manager” roles 
inhouse. The CSM will be a customer focusing subject matter expert and can be marketed to 
the customers as a value add.  Additionally, these individuals will also be trainers for both staff 
and customers as well as author on-line technical documentation and create training videos.   

 
2.2. OBJECTIVE #6:  CHATBOTS 

Investigate the possibility of using chatbots and third parties to ease the customer service labor 
overhead.  According to one study 44% of consumer sate they would prefer to interact with a 
chatbot over a human. Chatbots can be used both internally as well as for it’s customers as a 
service offering.  

 
OBJECTIVE #7:  CUSTOMER SELF SERVICE 
Create training videos specifically for the customers of the product.  They could not only help 
lessen support and customer service costs but be used as marketing material on the web site.   

 
3. GOAL #3:  Prepare for Voice Search 

Voice search conducted through virtual digital assistants such as Microsoft’s Cortana, Apple’s Siri, or 
Google’s assistant, or Amazon’s Alexa will radically change how e-marketing is done.  Landmark 
needs to adjust for this technological shift. 
 
3.1. OBJECTIVE #8:  DEVELOP OR HIRE CHATBOT EXPERTISE  

Develop expertise in Search Engine optimization specifically tailored to Voice Searches. 

 
3.2. OBJECTIVE #9:  ADVISE CLIENTS 

Advise existing clients on how to prepare their web sites to adjust to this change.   

 
3.3. OBJECTIVE #10:  INVESTIGATE THE IMPACT TO THE PRICING MODLE 

Investigate and assess the impact it will have on the cost to deliver programmatic marketing by 
the end of this calendar year.  
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4. GOAL #4:  Control IT Spend 
4.1. OBJECTIVE #11:  INVESTIGATE VOICE OVER IP (VoIP) 

The monthly cost of VoIP is much lower than landline phones, and the setup and hardware fees 
for VoIP are typically very low.  This also has the advantage to supporting a distributed 
workforce and would directly support the Enterprise plan goal. 

RISKS  

Below is a list of potential IT security, operational and business risks identified during the assessment. 

Risks Severity Summary Suggested Actions 

Single Critical Vendor High Much of the revenue 
generated is dependent on the 
success and performance of a 
single critical vendor.   

 

1. Leadership should 
investigate other vendors 
in this space to see how 
they perform.  

2. Diversify their ecommerce 
services (such as web site 
redesign, SEO, etc.)  These 
services will hedge against 
disruptions to the market 
space.   

Individual Employee’s 
with multiple roles 

Medium As with most companies with 
tight budgets, individual 
employees are asked to fill 
multiple roles.   In some cases, 
this is unavoidable, however 
efforts should be made to 
develop more specific roles to 
improve service delivery, 
customer satisfaction, and 
speed up the sales lifecycle to 
speed revenue generation. 

1. Revise business processes 
to reduce redundant efforts 
and streamline manual 
workflow. 

2. Map out information flow in 
systems to look for 
redundant steps, 
opportunities to automate 
manual tasks with existing 
IT investments.  

3. Explore additional 
technology to further 
automate business 
processes.  

Lack of a CRM tool High Currently customer info is being 
manually entered, multiple 
times in to spreadsheets.  This is 
error prone and leads to more 
manual effort that required.  

1. Deploy a SaaS (web 
hosted) CRM tool that will 
integrate with existing 
systems. 

 


