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accountability, 25
account manager, 85
accounts payable, 115
advice for would-be heroes,

xix–xxiii
after-sales systems, 43
afterword, 213–15
airline pilot, 111
Aldridge, Ashlee, 139–41
altruism, 206–7
The American CEO (Drucker),

207–9
annual subscription, 98
apple carts, 12
application

development, 36
support, 35–36

applications development
manager, 187

Arizona, 172
Arthur, King, 99
asking for help, 182
audit, 80–82
authorized users, 81
automated shipping center, 76
automated voice response

system, 74–75
AXA PPP Healthcare, 184

B
Baby Boomers, 201
Barlow, Mike, 206
behavior, 203

behavior change, 205
Belgium, 37–38
bells and whistles, 100
best performers, 8
big picture strategy, 180
BlackberryTM, 19
“black box,” 132
blog, 163
blogging, 57, 59, 162–64

internal, 163
board of directors, 17, 182–84
board reviews, 15
brand, 149

identity, 151, 159
management, 151, 156, 158,

161
strategy, 152

branding, 151, 185
Brazil, 22, 40
Brazilian tax code, 22
BRMs. See business

relationship managers
(BRMs)

budget considerations, 61
“bully pulpit,” 177
Burroughs B-500, 40–41
business

analytics, 24
cases, 61
costs, 9
critical IT solution, 87
goals, 113, 140
intelligence, 24, 34
IT, 14
IT alignment, 185
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business (Continued )
model, 77
needs, 71
objectives, 96
partners, 3, 157
perspective, 25, 181
priorities, 59, 214
savvy, 153
schools, 52
strategy/strategies, 56, 169,

190
team, 135, 186
to-consumer capability, 23
unit liaisons, 134
units, 138
values, 129

business relationship managers
(BRMs), 138–39

buyer-seller equation, 73

C
Canada, 22
capitalism, 149
car buyers, 22–23
Celta (car), 22–24
CEO. See Chief Executive

Officer (CEO)
CFO. See Chief Financial

Officer (CFO)
Chambers, John, 165
change agent, 149
channel partners, 202
checklists, 100–101
chief executive, 195
Chief Executive Officer (CEO),

197, 199–200, 203–5, 208
altruism, don’t forget, 206–7
business within the business,

198–99
executive summary, 195

IT functions reflect
enterprise business
functions, 199

middle ground, finding,
209–11

outside versus inside, 207–9
role, 206
step back, take a, 202–3
style is important, 203–5
why behave like one,

200–201
ziggurat climbing, 197–98

Chief Financial Officer (CFO),
183

Chief Information Officer
(CIO), 199–201, 203–6,
211, 214–15

cabinet, 14
global, 197
IT strategy, 158
job, 179, 208
primary responsibilities,

154
responsibilities, 202
role, 209

Chief Operating Officer
(COO), 203–5

China, 22, 142–43
Chiquita Brands International,

131–32
CIO. See Chief Information

Officer (CIO)
Cisco, 165
Citigroup’s Global Consumer

Group, 24, 26
C-level executives, 190
C-level officer, 78, 118, 200
cloud computing, 57, 59, 100,

188, 210
Coach K, 6, 13, 28
cockpit management, 111
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collaboration, 137, 139–41,
160, 207

collaborative partnership, 139
collaborative process, 59
communication skills, 19, 28
communications strategy, 179
communism, 149
competencies, 9
competition, 140
competitive

advantage, 24, 131
assessment, 55, 59
initiatives, 61
landscape, 9

confidentiality, 164
consultants, 3, 157
consumer

brands, 161
packaged goods, 136
price goods, 131

continuous
improvement, 78–79
improvement process, 80
reinvention, 131

contract(s), 21–22
management, 116–17
negotiation, 93, 101, 107
process, 110, 122
signing, 121

contracting, 22
COO. See Chief Operating

Officer (COO)
corporate

e-mail application, 34
mission, 152
parent, 110
social media, 162
speak, 163
strategist, 185
strategy, 185
ziggurat, 197

cost-cutting activities, 33
cost-cutting mode, 31
cost reduction, 15, 54
counteroffer, 98
creative artistry, 26
critical

business operations, 35
milestones, 118
services, 8
thinking skills, 19

CRM. See customer relationship
management (CRM)

cultural differences, 180
customer(s), 151

feedback, 155
information, 24
representatives, 24
satisfaction, 215
service, 27

customer relationship
management (CRM), 84

customers
internal, 156–57

cycle of innovations, 137

D
dashboards, 116, 118
data center outage, 213
data centers, 38
data privacy, 27
deal structuring, 95
development

product, 136, 199
software, 74
strategy, 53
team, 102

DHL Express US, 82–83
digital devices, 201
disaster recovery, 38
discounts, 118
discretionary spending, 33–35
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distribution network, 23
“divide and conquer”

objectives, 33
drilldown capabilities, 116
Drucker, Peter, 207–9

E
earnbacks, 118
economic meltdown, 11
EDS, 81, 109–10
Eiras, José, 213–14
emergency response services,

89
empowerment, 20
end-to-end supply chain, 142
engineering, 199
enterprise IT team, 42
enterprise resource planning

(ERP), 37, 84
enterprise systems, 42
ERP. See enterprise resource

planning
ethical standpoint, 80
European Economic

Community, 41
Evident Point Software, 173
executive

leadership, 197
skills, 8
sponsorship, 25

executive summary
Chief Executive Officer

(CEO), 195
IT brand, 147
IT goals proactively

established, 31
IT strategy design, 49
management contracts, 107
negotiation, before, 93
relationship building, 169
team building, 3

vendor accountability, 71
work with business, 129

external
customers, 157
providers, 125
resources, 125

F
Facebook, 164, 172
face-to-face meetings, 78, 174
fast-learners, 9
FBI, 171, 181
finance, 14, 27, 35, 109, 159
finance department, 37
financial analysis, 99
financial management, 19,

116–17
free-standing business, 199
front-line business managers,

179

G
General Foods, 52–53, 55, 123,

161
General Motors, 173
General Motors China Group,

141
General Motors Europe, 18, 20,

22, 36, 80–81, 142, 197
General Motors Latin America,

109–10
Generation Y, 201
Gen Xers, 201
Germany, 37–38
Giustini, Jim, xvi, 213
“glass ceiling,” 197
global

businesses, 124
CIO, 197
contracting strategies, 104
economy, 104, 131, 136
enterprise, 39, 45, 159–60
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information technology
community, 197

IT department, 163
IT strategies, 103
organization, 156
strategies, 104
suppliers, 21, 98

globally-contracted services,
103

glossy brochures, 157
goals, 141
good communicators, 9
good governance, 115
go-to-market strategy, 21
governance process, 112, 116,

120, 123
gratitude, 190
growing the business, 54

H
hand-off points, 85
hands-on management style,

27
hands-on managers, 28
hard-core technologies, 25
hardware issues, 76
headcount, 102
high performance team, 20–21
hiring objectives, 8
HR. See human resources (HR)
Hugo, Michael, 175–76
human resources (HR), 6, 10,

17, 22, 27, 43, 159, 178

I
ice cream manufacturer, 40
inbound calls, 86
incident management, 22
incidents, 15, 83, 85
individual players, 10
information security, 27

information technology (IT)
assessment grid template,

153
benefits not quantified, 42
Board, 13–14, 17–18, 56, 78,

176–77, 180–81
Board members, 177
brand, 147
brand identity, 153–54
branding and reality, 151–52
brand management, 158,

160–62
brand strategy, 152–53
competitive assessment, 60
crisis, you were hired to

solve a, 51–52
discipline, turning

consistency into, 158–60
executive summary, 31, 49,

147
financial summary, high

level, 42
function, 15
global department, 163
global strategies, 103
goals proactively

established, 31
group, 58
industry trends, 57
infrastructure, 22
initiatives, 55, 67, 86
integrate whenever possible,

39
internal projects, 34
internal resources, 125
inventory, 136
management function, 14
management skills, 20
marketing, 154–55
masters, learn from the,

52–55
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information technology (IT)
(Continued )

message, the medium is the,
162–65

migration plan, high level,
44

my approach to, 55–67
numbers, why I am

comfortable with, 40–41
one step at a time, 43, 45
operations, 39, 129, 138
perspective, 11
plan, 187
planning session, 135
portfolio, 9, 156–58
proactive, it pays to be,

36–39
programs, 55
project, 38, 56
project pipeline, 66
project prioritization, 64
project scope and high level

business case, 63
related process, 16
resource managers, 112
right direction, three steps in

the, 152–53
service contracts, 35–36
shop, 22
spending, discretionary,

34–35
spending, non-discretionary,

35
story, back to our, 41–43
story, telling the, 149–50
strategic and technical

studies template, 59
strategic initiatives roadmap,

65
strategic projects, identified,

62

strategy, 55, 67, 158, 182
strategy design, 49
strategy planning process, 56
suppliers, internal, 82–86
support, 14
as a thankless job, 133
unique perspective of,

131–33
universe, 111
you call the shots, 33

Information Week, 162
infrastructure folks, 134
infrastructure team, 135
innovation, 136
innovative strategies, 202
institutional knowledge, 24
institutional memory, 27
integration, 86
intentions, 189
interest rates, 114
internal

audit, 11
blogging, 163
customers, 156–57
IT projects, 34
IT resources, 125
marketing campaigns, 154
resources, 90, 125
teams, 125

inventory, 175–76
investors, 157
iPod, 41
issue documentation, 115
IT. See information technology

(IT)

J
Jell-O, 161
job elimination, 8
John, Darwin, 171, 181–82
journalists, 157
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K
Keenan, Jack, 123–24
keeping the lights on, 54
key competencies, 10
key technology issues, 58
killer app, 211
Kirkpatrick, Beth, 88–90
knowledge transfer process, 16
Koeppel, Harvey, 24–27
Korn/Ferry International, 203
Krzyzewski, Mike, 6

L
Lafley, A.G., 207–9
landing gear, 101
Latin America, 23
lawyers, 121, 178
leadership

meeting, 134
role, 160
skills, 52
style, 205

lead vendor, 76
legacy

footprint, 136
hardware, 35
spaghetti, 158
systems, 31, 42

legal, 14, 27, 109
licenses, 97
licensing models, 98
licensing terms and conditions,

97
LinkedIn, 172
Linux, 35
lone wolf, 87
long-term

consequences, 174
contract, 97
objectives, 153
service agreement, 74

strategic planning, 139
strategy, 136

low-hanging fruit, 33
low-risk solutions, 210

M
machine program language, 40
maintenance

application, 36
costs, 98
reinstatement, 100

major outage, 83
management contracts

contract management, 117
contracts, managing like a

pro, 111–15
contracts, structure to make

life easier, 121–22
executive summary, 107
eyeball to eyeball, 123–24
financial management, 117
in-sourcing, what about, 125
IT governance processes,

consolidated
dashboards for, 119

one-shot deal, it is never a,
110–11

outside help, seek when
necessary, 122–23

performance management,
117

price of ignorance, 120–21
relationship management,

117
seed crystal, 109
service management and

governance, four
disciplines of, 117

true story, 109–10
vendor performance, don’t

focus solely on, 115–18
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management information
services, 41

management posts, 204
manager of sports team, 73–74
manufacturing sector, 58–59
map of relationships, 111
Marais, Claude, 111–15, 118,

120–21
Marenakos, Steve, 137–39
Martinez, Alejandro, 20–21,

27–28
market conditions, 114
marketing, 27, 34–35, 149, 159

campaigns, internal, 154
department, 147
gal, 178
information technology,

154–55
messages, 155
programs, 161
strategies, 156

Marketing and Sales, 61
M&As. See mergers and

acquisitions (M&As)
McElroy, Neil H., 158
McGrath, Rita Gunther, 206–7
meaningful relationships, 172
mergers and acquisitions

(M&As), 159–60
micro-management, 27
micromanagers, 28
Microsoft, 155
middleware sub-teams, 26
mini-vehicles, 142
miracles, 10
mission, 21, 188
mobility, 57
“Monty Python and the Holy

Grail,” 99
multinational enterprise, 136
multiple operating units, 156

multi-taskers, 9
multi-year contract, 98
mySpace, 164

N
negotiation, 98, 112, 122

checklist, ensure your
supplier follows your,
100–102

contract, read before
renewing, 99–100

executive summary, 93
how do you know that?,

97–100
regional versus global, 103–4

suppliers, no two are alike,
95–97

network performance, 100
Networks Services Company,

175
new technology, 140
New York, 172
New York Police Department,

52, 123
Nizker, Eugene, 173–74
non-discretionary spending,

33, 35
Northern Europe, 39
nuts and bolts of business, 181

O
Obama, President, 189
official agenda, 79
offshoring, 111
Onalfo, Jim, 52–55, 123–24
one-to-one conversations, 134,

172
one-to-one relationship, 173,

175, 187
online ordering, 60
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online product build, 60
OnStar, 88–90, 142
operability issues, 76
operational

efficiency, 215
management, 19
objectives, 141

operations, 22, 27, 35, 199
operations guy, 178
organizational chart, 186
organizational structure, 133
outages, 85
outsource, 123
outsource management, 111

P
passwords, 81
peers, 59
performance

agreements, 125
credits, 118
guarantee, 107
management, 116–17
measures, 118

Perot, Ross, 18
personal commitment, 124
personal rule of thumb, 36
“pet” executive projects, 34
planning group, 138
Poland, 172
Polansky, Mark, 203–5
polygamy, 120–21
Portugal, 37
Potts, Chris, 184–86
practical solutions, 26, 132
prejudice, 201
priorities, 114
priority recommendations, 186
privacy, 164
process integration program,

45

Procter & Gamble (P&G), 131,
136, 158, 207

product development, 136,
199

productivity, 141
program management, 9
programmers, 180
project

costs, 9
management, 22, 37
managers, 22
priority, 186
re-bid, 38
roadmap, 67

Prudential, 137–39
public web site, 157
purchasing, 14, 22, 109

Q
quality, 22
quarterly summary, 134
quick fixes, 87
quotas, 99

R
radar, 34
recipe for disaster, 85
recurring cost contracts, 36
redundancies, 86
redundant components, 31
Reagan Ronald, 189
regional strategies, 104
relationship building

business, learning the,
181–82

credibility, earning, 171
executive summary, 169
intangible but also valuable,

173–76
IT Board, role of, 176–80
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relationship building
(Continued )

managing and delegating
across the enterprise,
184–86

message, getting and staying
on, 189–90

power and responsibility,
sharing, 180–81

relationships, creating
upward, 182–84

relationships, one-to-one,
172–73

vendors, building
relationships with,
187–89

you are responsible and
accountable, make sure
that everyone knows,
190–91

relationship management,
116–17

relationships, 171
respect, 190–91
return on investment (ROI), 16,

43, 158
return on spending, 88
revolutionary thinking, 53
reward behaviors, 13
right cost solution, 142
ROI. See return on investment

(ROI)
root cause analysis, 83, 213
root causes, 85
rulebooks, 73–74
run-cost contracts, 36
run costs, 9
Russia, 22

S
sacred cows, 11–12
sacrifices, 13

sacrificial lambs, xix
sales, 27, 35, 159

contract management, 210
and marketing, 199
meetings, 138
people, 99

satisfaction surveys, 155
saving money, 54
scorecard, 155
Scott, Tony, 151–52, 154–55
senior executive, 87
server hosting, 113
service

agreement, 102
contracts, 33
levels, 114–15
oriented architectural

sub-team, 26–27
oriented architecture

strategy, 179
providers, 107, 116
providers’ organization, 120
providers’ performance, 120

shared services, 111
shipping company, 79
short-term

decisions, 67
goals, 8
objectives, 153
problem, 95
strategic planning, 139

Singh, Manjit, 131–36
Smart Software Deals LLC, 95
Smith Foods, 159
snap judgments, 204
social

media, 162–63, 165
media czar, 164
networking, 59
networking platforms, 164
networks, 57, 184

socialism, 149
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software
companies, 97
defects, 76
development project, 74
ownership, 99

Spain, 37, 41
spending

discretionary, 33–35
non-discretionary, 33, 35

staffing, 7–8, 17
stakeholders, 157
standard terms and conditions,

96
state sales tax, 23
status quo, 12
Stefanini, Marco, 103–4, 209–10
Stefanini IT Solutions, 103
strategic

business goals, 95, 200
leadership, 205
objectives, 141
partner, 133
partnership, 97
plan, 49, 51
planning process, 61
resources, 61

strategy. See also IT strategy
design

big picture, 180
brand, 152
business, 56, 169, 190
communications, 179
corporate, 185
development, 53
formulation, 9
go-to-market ., 21
IT, 55, 67, 158, 182
IT brand, 152–53
long-term, 136
planning sessions, 135
service-oriented architecture,

179

strengths, 153
sub-teams, 26
success profiles, 203
suppliers, 111, 157
supplier wrestling, 113
supply chain, 132

end-to-end, 142
management, 22
solution, 176

supply side, 82
supply side-demand-side

structure, 85
support

application, 35–36
IT, 14
services, 98

survival of the organization, 13
system outages, 15

T
tactical steps, 152
tagline, 152, 154
tax avoidance, 23
team building, 6

agent of change, you are an,
12–13

Brazil, profiting from
opportunity in, 22–24

business IT, 14
communication holds the

team together, 27–28
competencies, key IT, 9–10
executive summary, 3
global team for global effort,

24–27
human resources friend,

17–20
IT Board, 14
IT support, 14
role model, my, 5–7
Russia, quick start in, 21–22
start at the top, 13–17
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team building (Continued )
team, high performance,

20–21
team, importance of a great,

11–12
team leader, 87
teamwork, 160
technical staffers, 179
technology, 201

curve, 142
executives, 205
framework, 142
goals, 214
solutions, 141, 143
strategies, 143
wrestling, 113

telematics, 142
television commercial, 161
third-party web site, 157
top dog, 88
top performers, 35
totalitarianism, 149
TPI, Inc., 111
traditional IT, 12

boundaries, 112
suppliers, 21

training resources, 10
transformational change, 12
transformation process, 42
transformative leadership,

xix–xxiii
transparency, 16, 25, 121, 174
troops, 178
trust, 200
Turner, Bob, 95–96, 99, 102
tweeting, 162
tweets, 163
Twitter, 163–64

U
umbrella organization, 185
United Kingdom, 22, 37–38

unofficial social media czar,
164

upper hand, 110
“us” thinking, 17
“us versus them,” 137

V
value creation, 147
value leakage, 118
vendor(s), 3, 71, 74–75, 98,

101, 187
performance, 114–15
pitches, 156
relationship, 188–89

vendor accountability
continuous improvement,

44–79
contract or no contract, get

what you need, 79–82
escalate problems quickly

and decisively, 86–88
executive summary, 71
IT suppliers, internal, 82–86
leaping into the fray, 88–90

real versus ideal, 74–77
root causes of incidents and

outages, 84
win-win scenarios, 73–74

vendor’s
chain of command, 80
chief executive officer, 88
internal processes, 80

venture capitalists, 49
vision, 26

W
Wagner, Mitch, 162–63
Wale, Kevin, 141–43
Walt Disney Company, 151
Watson, Robin, 18–19
weaknesses, 153
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Web-based office applications,
35

Web mail, 35
web portal, 157
Western Europe, 39
West Marine, 140–41
“we-them” thinking, 17
What Only the CEO Can Do

(Lafley), 207
white elephant, 143
Wiggins, Simon, 203–5
wikis, 163
win-win situation, 82
work with business

collaboration, new model
for, 139–41

common solutions,
sometimes there are no,
141–43

discussion, formalize a
process to join the,
133–34

executive summary, 129
insight, processing,

134–37
IT’s unique perspective,

131–33
tango, it take two to,

137–39

Y
Young, Doug, 57

Z
Zadeh, Mansour, 159–60
zero-sum-game, 73
ziggurat climbing, 197–98
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