CONTENTS

Protace  xi
SOQUL LIE AULDIOS XX

Arkoiiadedament XX

Section i Delivering Value with IT 1

Chapter 1 DEVELOPING AND DELIVERING ON
THE IT VALUE PROPOSITION 1

Peeling the Onion: Understanding IT Value 2
What Is IT Value? 2
Where Is IT Value? 3
Who Delivers IT Value? 4
When Is IT Value Realized? 4
The Three Components of the IT Value Proposition 5
Identification of Potential Value 6
Effective Conversion 7
Realizing Value 8
Five Principles for Delivering Value 9

Principle 1. Have a Clearly Defined Portfolio Value
Management Process 9

Principle 2. Aim for Chunks of Value 10
Principle 3. Adopt a Holistic Orientation to Technology Value 10
Principle 4. Aim for Joint Ownership of Technology Initiatives 10

Principle 5. Experiment More Often 11
Conclusion 11 e References 12

Chapter 2 DEVELOPING IT STRATEGY FOR BUSINESS VALUE 13
Business and IT Strategies: Past, Present, and Future 14
Four Critical Success Factors 16
The Many Dimensions of IT Strategy 17
Toward an IT Strategy-Development Process 19

Challenges for CIOs 21
Conclusion 23 e References 23

Chapter 3 COMMUNICATING WITH BUSINESS MANAGERS 24
Communication in the Business—IT Relationship 25
What Is “Good” Communication? 26



vi

Contents

Chapter 4

Chapter 5

Section 1l

Chapter 6

Obstacles to Effective Communication 28
“T-Level” Communication Skills for IT Staff 29

Improving Business—IT Communication 31

Conclusion 33 e References 33 e Appendix A:IT
Communication Competencies 35

BUILDING A STRONG RELATIONSHIP WITH THE
BUSINESS 36

The Nature of the Business—IT Relationship 37
The Foundation of a Strong Business-IT Relationship 39

Building Block #1: Competence 39
STRENGTHENING COMPETENCE 41

Building Block #2: Credibility 41
STRENGTHENING CREDIBILITY 42

Building Block #3: Interpersonal Interaction 42
STRENGTHENING INTERPERSONAL INTERACTIONS 44

Building Block #4: Trust 44
STRENGTHENING TRUST 46
Conclusion 46 e References 46 o Appendix A: The Five
IT Value Profiles 48 e Appendix B: Guidelines for Building a
Strong IT-Business Relationship 49

DEVELOPING IT PROFESSIONALISM 50
Professional Versus Professionalism 51

Principles of Professionalism for IT Management 53
Principles of Professionalism for IT Workers 54

Developing Professionalism: Advice to IT Managers 58
Conclusion 59 e References 60 ¢ Appendix A: ACM Code
of Ethics and Professional Conduct 1992 61 o Appendix B:
IT Professional Standards and Professionalism 62

MINI CASES

Delivering Business Value with IT at Hefty Hardware 63
Investing in TUFS 67

IT Planning at ModMeters 69

IT Governance 72

INFORMATION MANAGEMENT: THE NEXUS
OF BUSINESS AND IT 72

information Management: How Does It Fit? 73
A Framework forIM 74



Chapter 7

Chapter 8

Contents

Stage One: Develop an IM Policy 74
Stage Two: Articulate the Operational Components 75
Stage Three: Establish Information Stewardship 76
Stage Four: Build Information Standards 76
IssuesiniM 77
Culture and Behavior 78
Information Risk Management 78
Information Value 79
Privacy 79
Knowledge Management 80
The Knowing-Doing Gap 81
Getting Started in IM 81

Conclusion 83 e References 83 e Appendix A: Elements of
IM Operations 84

THE IT BUDGETING PROCESS 85
Key Concepts in IT Budgeting 86
The Importance of Budgets 88
The IT Planning and Budget Process 89
Corporate Processes 90
IT Processes 91
Assess Actual IT Spending 93

IT Budgeting Practices That Deliver Value 93
Conclusion 95 e References 95

CREATING AND EVOLVING A TECHNOLOGY
ROADMAP 96

What Is a Technology Roadmap? 97

The Benefits of a Technology Roadmap 97
External Benefits (Effectiveness) 97
Internal Benefits (Efficiency) 98

Elements of the Technology Roadmap 99
Activity Number #1: Guiding Principles 100
Activity Number #2: Assess Current Technology 101
Activity Number #3: Analyze Gaps 102
Activity Number #4: Evaluate Technology Landscape 103
Activity Number #5: Describe Future Technology 103
Activity Number #6: Outline Migration Strategy 104
Activity Number #7: Establish Governance 105

vii



viii Contents

Practical Steps for Developing a Technology Roadmap 106

Conclusion 107 s References 107 e Appendix A: Principles
to Guide a Migration Strategy 108

Chapter 9 DELIVERING IT FUNCTIONS: A DECISION
FRAMEWORK 109

A Maturity Model for IT Functions 110
IT Delivery Options: Theory Versus Practice 114
The “Real” Decision Criteria 115
Decision Criterion #1: Flexibility 117
Decision Criterion #2: Control 118
Decision Criterion #3: Knowledge Enhancement 118
Decision Criterion #4: Business Exigency 119
A Decision Framework for Delivering IT Functions 119
Identify Your Core IT Functions 119
Create a “Function Delivery” Profile 120
Evolve Full-time IT Personnel 121

Encourage Exploration of the Whole Range
of Delivery Options 122

Combine Delivery Options Strategically 123
Conclusion 123 s References 124

Chapter 10 IT SOURCING 125
The Evolution of Sourcing 126

Offshore and Nearshore Qutsourcing: Emerging
Sourcing Models 129

Offshore Outsourcing Benefits 129

Offshore Outsourcing Locations 130

Offshore Outsourcing Risks 131

Variations in Offshore Outsourcing Models 132
Successful Sourcing 132

Sourcing Strategy 133

Risk Management/Mitigation 133

Governance 134

Cost Structures 134

The Changing Role of IT 135
Conclusion 135 e References 136

Chapter 11 APPLICATION PORTFOLIO MANAGEMENT 137
The Applications Quagmire 138



Section Il

Chapter 12

Chapter 13

Chapter 14

Contents

The Benefits of a Portfolio Perspective 139
Making APM Happen 141
Capability 1: Strategy and Governance 143
Capability 2: Inventory Management 147
Capability 3: Reporting and Rationalization 148
Key Lessons Learned 149
Conclusion 150 e References 150 e Appendix A Applicatio:
information 151
MINI CASES
Building Shared Services at RR Communications 154
Creating a Process-Driven Organization at AgCredit 158
IT Investment at North American Financial 162

Information-Enabled Innovation 166

STRATEGIC EXPERIMENTATION WITH IT 166
Innovation and Strategic Experimentation 167

Strategic Experimentation Within the Innovation Process 168
Strategies for Successful IT Experimentation 170

From Experimentation to Innovation: Lessons Learned 173
Conclusion 174 s References 174

ENABLING COLLABORATION WITHIT 175
Why Collaborate? 176

Characteristics of Collaboration 179
Components of Successful Collaboration 181
The Role of IT in Collaboration 183

First Steps for Facilitating Effective Collaboration 186
Conclusion 188 e References 188

SOCIAL COMPUTING: HOW SHOULD IT
BE MANAGED? 190

What Is Social Computing? 191
What's Driving Social Computing in Organizations? 192
Where Is Social Computing Leading Us? 194

Pulling in Two Different Directions: The Challenge for
IT Managers 197

Preparing for the Future 198
Conclusion 200 e References 200



Contents

Chapter 15

Chapter 16

Section IV

Chapter 17

INFORMATION DELIVERY: IT'S EVOLVING ROLE
Information and IT: Why Now? 203
Delivering Value Through Information 204
Effective Information Delivery 207
New Information Skills 208
New Information Roles 208
New Information Practices 209
New Information Strategies 210

The Future of Information Delivery 211
Conclusion 213 e References 214

MASTER DATA MANAGEMENT 215
What Is MDM? 216
The Data Ecosystem 218
IM Strategy and Principles 218
Enterprise Architecture 219
Data Management 219
Data Quality 220
Data Integration 220
The MDM Value Proposition 221
Prerequisites for MDM Success 223

The Data Journey 224
Conclusion 226 e References 226

MINI CASES

Information Management at Homestyle Hotels 227
Innovation at International Foods 230

CRM at Minitrex 234

Customer Service at Datatronics 236

IT Capability Management 240

DEVELOPING IT CAPABILITIES 240

Why Focus on IT Capabilities? 240

A Framework for Developing Key IT Capabilities 241
Step 1: Create a Capability Management Office 242

Step 2: Identify Essential Capabilities Aligned with
Business Goals 243

Step 3: Subdivide IT Capabilities into Key Processes

202

245

Step 4: Assess the Maturity Level of IT Capabilities 247



Chapter 18

Chapter 19

Chapter 20

Chapter 21

INDEX 308

Step 5: Link IT Skills to IT Capabilities 248
Conclusion 250 e References 250

BUILDING BETTER IT LEADERS FROM THE
BOTTOM UP 251

The Changing Role of the IT Leader 252
What Makes a Good IT Leader? 254
How to Build Better IT Leaders 256

Investing in Leadership Development: Articulating the
Value Proposition 260

Conclusion 261 e References 261

MANAGING IT-BASED RISK 263

A Holistic View of IT-Based Risk 264

Holistic Risk Management: A Portrait 267
Developing a Risk Management Framework 269

Improving Risk Management Capabilities 271

Conclusion 272 e References 273 = Appendix A: A Selection
of Risk Classification Schemes 274

THE IDENTITY MANAGEMENT CHALLENGE 275
Identity Management (IDM) Basics 276

IDM as a Business Enabler 278

IDM Challenges for IT Managers 280

Principles of Effective IDM in the Future 282

Moving Forward with IDM: Advice for IT Managers 284
Conclusion 286 ¢ References 286

LINKING IT TO BUSINESS METRICS 288
Business Measurement: An Overview 289
Key Business Metrics for IT 291

Designing Business Metrics for IT 292

Advice to Managers 296
Conclusion 297 e References 297

MINI CASES

Leveraging IT Vendors at SleepSmart 298
Project Management at MM 302
Managing Technology at Genex Fuels 306

xi



