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Management Summary

IT security, digitalisation and cloud computing are at the top of 

the 2021 IT agenda. As in previous years, IT is less focused on 

itself, but is primarily working on improving the portfolio of 

services for its customers. 

In the current year, IT budgets are increasing by around five 

percent on average. This may also be due to Covid-19. Only 17 

percent of the respondents expect a decrease in spending. 

There is also consistency in make or buy: applications are 

increasingly being provided internally, while infrastructure is 

more often sourced from IT service companies. 

Automation will shape IT in the current decade. Nevertheless, 

an upfront business case always remains a must. This is not a 

new development, but the growing use of Agile continues to 

drive the trend.

• IT operations management already has a high degree of 

automation. 

• Software deployment is in the middle of the pack in terms 

of automation. 

• IT service management lags behind somewhat, but at a 

fairly balanced level.

Steadily increasing IT budgets, an unchanged focus on strategic issues and a trend towards 

automation show IT departments have not been set back by Covid-19. In summary:           

IT remains on track in the 2021 New Normal.
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IT Security

Digitalisation

Cloud Computing

Agility / Flexibility of IT

Reducing Complexity

Recruiting IT Skills
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Blockchain

High Priority (>50%)
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2021 - strategic      
IT priorities

Covid-19 as a catalyst for essential topics: 

Security and digitalisation underline their 

relevance also in 2021.

While the importance of IT agility and flexibility 

remains at a high level, cloud computing again 

recorded strong gains. 

IT service management experienced the biggest 

decline with 15 percentage points compared to 

the previous year. 

Most organisations have done their homework 

when it comes to charging for and promoting 

their IT services.
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Hype of the year

Which technical or organisational trend is most widely exaggerated?

Blockchain is the serial winner of the past years, mainly "for lack of 

concrete application areas".

The free comments of the respondents on the topic of artificial 

intelligence are also interesting. As in the previous year, AI landed in 

second place, stuck "between claim and reality“; this is "primarily due to 

the confusion as to what is AI and what it is not“. After all, "the customer 

is unable to do a serious check as to whether there is REALLY AI behind a 

solution", because "at present, an AI sticker is stuck on everything which 

is not AI".

Another hype: "The use of Robotic Process Automation (RPA) in 

business units without the involvement of IT (often called Citizen IT)." 

And: "Those who rely on this trend automate processes with tools 

which do not address the cause, but only the symptoms."

Blockchain

AI

RPA
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IT budget as a
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IT budget as a        
share of revenue

The top-level indicator "IT budget" shows 

a wide range and industry-specific 

differences.

In the current survey, the average share of the IT 

budget is given as 4.3 per cent of revenue. 

In the previous year's survey, the figure was 4.4 

per cent - at first glance a constant evolution. 

However, the ratio must always be evaluated 

from an industry-specific perspective, because 

banks and construction companies are worlds 

apart.
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4.3%

Banking / Insurance / Financial Services

Electrical engineering / Medical tech

Energy & Utilities

IT / Telecommunications

Consulting

Biotech / Chemistry / Pharma / Medicine

Consumer goods & Food

Automotive & Suppliers

Administration / Public Services

Mechanical and Plant engineering

Transport / Traffic 

Construction



2021 IT budget

IT budget

compared to 2020?

IT budget change 

compared to 2020
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Trend: 
IT spend

Things are moving upwards: The average 

increase of 5.1 per cent can be explained 

by Covid-19 related additional 

expenditure.

The IT budget has grown continuously over the 

past three years. In the current survey, less than 

20 per cent of respondents expect IT budgets to 

shrink in 2021, while a quarter of respondents 

plan for zero growth. The majority of 

respondents enjoy larger IT budgets.

The expected growth was already evident in our 

study "IT Sourcing 2020".
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+5.1 %

Average

59%
24%

17%

Increase Remain constant Decrease
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In-house IT production

In-house production share Most expected change until 2023

Application development in, 

infrastructure out - this trend is 

evident in IT for years.

54%

71%

51%

46%

29%

49%

Application development

Application management

Infrastructure

→



Many companies consider the development of applications to be a core competence 

- in contrast to IT infrastructure, which is increasingly being outsourced to service 

providers and the cloud. 

A potential driver for internal application development is low-code / no-code 

platforms, which are intended to enable business units to implement their own 

applications more quickly.

41% of the study participants expect an increase in 

in-house production for application development

54% of the study participants do not expect a change in 

in-house production for application management

47% of the study participants expect a decrease in 

in-house production for IT infrastructure





IaaS, PaaS and SaaS

Database as a Service

Desktop as a Service

Security as a Service

AI as a Service
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Maturity Level & Benefit

Infrastructure, Platform and Software as a 

Service are established, they rank in the 

highest quadrant for benefit and maturity.

Dedicated offerings such as security, desktop 

and database as a service are positioned in 

the middle ground. As they mature, they 

have the potential to surpass the established 

cloud services in terms of business value.

In contrast, AI as a Service trails in terms of 

maturity. This result is not surprising, 

considering the state of AI use and the 

criticism of its promotion. Artificial 

intelligence was often mentioned as hype in 

this study, yet the expected benefits are on 

par with other cloud services.

8
1 = very low, 2 = low, 3 = high, 4 = very high

Cloud Computing



Edge Computing

Virtual & Augmented Reality

Machine Learning

Low Code Platforms

Robotic Process
Automation (RPA)
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In the technology section, all topics are in 

the middle of the field. RPA tops the list in 

terms of benefits and maturity. 
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Technology

The hoped-for benefits of machine learning, 

low-code platforms and edge computing are 

above the current level of maturity and 

underline the expectations in this segment.

In contrast, virtual and augmented reality seem 

to be stagnating. However, these technologies 

could benefit from a positive development in 

the field of AI.

Maturity Level & Benefit

1 = very low, 2 = low, 3 = high, 4 = very high



ITIL 4

Service Integration 
Mgmt. (SIAM)

COBIT 5SAFe 5.0

LeSS

Nexus

Scrum@Scale
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Among the agile frameworks, 

Scrum@Scale is clearly ahead of SAFe 5.0, 

LeSS and Nexus in terms of maturity and 

benefits.
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Organisation

Service Integration and Management (SIAM) for 

the governance of multi-sourcing has a similarly 

high benefit as the process framework ITIL 4. In 

terms of maturity, however, ITIL 4 is clearly 

ahead.

In contrast, the well-known governance 

framework COBIT 5 appears to be relatively 

mature, but the benefit is assessed as lower. 

Maturity Level & Benefit

1 = very low, 2 = low, 3 = high, 4 = very high
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Special: IT Automation


 

IT Operations Management

▪ Backup & Restore

▪ Archive Management

▪ Provision & Decommission

▪ Patch Management

▪ Security Management

Software Deployment

▪ Build Automation

▪ Test Automation

▪ Artifact Management

▪ Quality Management

▪ Deployment

IT Service Management

▪ Service Desk

▪ Event Management

▪ Incident Management

▪ Request Fulfilment

▪ Change Management

The processes in the area of IT operations management show the highest degree of automation.
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IT Operations Management: Backup & Restore and Archive Management 
show the highest proportion of a (very) high degree of automation

32%
36%

22%
27% 24%

42%
26%

19%

27%

17%

Backup &
Restore

Archive
Management

Provision /
Decommission

Patch
Management

Security
Management

high very high

IT Operations Management

▪ Backup & Restore

▪ Archive Management

▪ Provision / Decommission

▪ Patch Management

▪ Security Management

Degree of automation: high and very high

Degree of automation:
Very low ≙ 0% - 25%
Low ≙ 26% - 50%
High ≙ 51% - 75%
Very high ≙ 75% - 100%
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Software Deployment: Deployment and Build Automation show the highest 
proportion of a (very) high degree of automation

33% 30%
23%

18%

36%

9%
4%

4%
5%

22%

Build
Automation

Test
Automation

Artifact
Management

Quality
Management

Deployment

high very high

Software Deployment

▪ Build Automation

▪ Test Automation

▪ Artifact Management

▪ Quality Management

▪ Deployment

Degree of automation: high and very high

Degree of automation:
Very low ≙ 0% - 25%
Low ≙ 26% - 50%
High ≙ 51% - 75%
Very high ≙ 75% - 100%
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IT Service Management: Incident Management and Service Desk show 
the highest proportion of a (very) high degree of automation

26% 22%
29%

17% 17%

11%
12%

12%

12% 7%

Service Desk Event
Management

Incident
Management

Request
Fulfilment

Change
Management

high very high

IT Service Management

▪ Service Desk

▪ Event Management

▪ Incident Management

▪ Request Fulfilment

▪ Change Management

Degree of automation:
Very low ≙ 0% - 25%
Low ≙ 26% - 50%
High ≙ 51% - 75%
Very high ≙ 75% - 100%

Degree of automation: high and very high
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The trend towards agile work accelerates automation

For digitalisation and automation projects, a cost-benefit
calculation is made beforehand

Updates/patches can be applied without great manual effort

We have a standardised and automated production environment
for applications

Processes are predominantly automated and digitalised

During development, suitable test scenarios are defined and
automated testing is used

Automation of work in IT is finite and many tasks can still only be
done by people
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Changes through
IT Automation

Agile methods demand and promote the 

automation of IT. But the road to 

industrial SW development is still long. 

The high significance of Agile and its 

consequences for automation are not surprising. 

It is standard for projects to be preceded by a 

cost-benefit calculation.

In software testing, the degree of automation 

lags behind, and processes also offer some 

potential for efficiency.

15

1 = don't agree at all, 6 = agree completely 

Average values

Please indicate your degree of consent with the 

following theses:
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97% of the study participants expect the degree of IT automation will 

fundamentally increase - the technical prerequisites for the decade of 

industrialised IT are in place.

Karsten Tampier, Head of Data Analytics, Metrics
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About this survey

Industry

Employees

The study is based on an online survey of European managers in business and 

IT by Metrics. A total of 129 participants were registered, for example CIOs, IT 

board members, buyers as well as heads of IT, of business units or projects. 

Rounding differences may result in totals other than 100%.

17% 17% 30% 13% 23%

<500 500 – 1,000 1,001  - 5,000 5,001 – 10,000 > 10,000

9%
12%

2%
6% 6%

3%

9%

15%

6%
9% 8% 9%

5%

Automotive &
Suppliers

Banking / Insurance
/ Financial Services

Construction Consulting Biotech / Chemistry
/ Pharma / Medicine

Electrical
engineering /
Medical tech

Energy & Utilities IT / Telcos Consumer goods &
Food

Mechanical and
Plant engineering

Transport / Traffic Administration /
Public Services

Other
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More surveys by Metrics

Plan Build Run

New paradigms on the rise

2020 IT Sourcing

Focus: Covid-19 impact on the IT 
organisation

Cloud Computing

Up or out?

New IT paradigms Share of applications in the Cloud

17%
21%

41%

30–59%

3%

26%

<10% 10–29% 60–89%

1%

10%

>90%

1%
6%

2018 2020

74%

10%

7%

13%

14%

51%

44%

55%

69%

38%

49%

32%

17%

Less outsourcing

Outsourcing: applications

Outsourcing: overall

Outsourcing: infrastructure

More outsourcing

Outsourcing: business processes

No change

How outsourcing will develop until 2023

39%

34%

19%

8%

Run 
Grow 

Transform

Innovate
Design
Transform

Source
Make

Deliver

Other
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We are Metrics

Metrics

www.metrics.biz

Since 2001, our focus has been on IT usage data collated from client organisations. The data was collected 

from leading European companies in all industries and validated during our own projects. 

Metrics is driven by individual assessments of the efficiency, effectiveness and agility of IT - the fact-

based fundamentals of strategic decisions. In short: Data Driven Decisions

1
Data Lake

> 500
Customers

> 4.000
Projects

> 60 bn €
Sourcing volume

Amsterdam – London – Milan  – Munich  – Vienna  – Z ur ich

> 20
Years of experience


