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➢ ICIEC Takaful System (ITS) implementation Project 
➢% deviation of the SLA using Jira Service Desk 
➢Average time to resolve incidents and staff requests (SLA)

➢ Reduction of the IT shared services cost
➢ Satisfaction of the ICIEC management on the efficiency, accuracy of the output of the processes and reporting system

➢ # of new IT initiatives/awareness to improve the ICIEC overall performance  
➢Development / Enhancement of statistic reports and Dashboards (IMS, SAP, MISYS)
➢ Customer satisfaction index rating (survey)
➢ Staff Engagement (staff survey)

➢Managerial effectiveness (staff survey)

➢ IT Service Availability (incl. Security Breaches) and Downtime, availability target rate of 87.5% 
➢Availability of backups and disaster recovery programs



IT Projects KPIs IT Service Desk KPIs
IT Incident 

Management KPIs
IT Problem 

Management KPIs
IT Service Level 

Management KPIs

Information Technology Management Division KPIs Groups
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Information Technology Management Division Staff KPIs
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https://iciec.isdb.org

THANK YOU
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