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Index

A
Accountability

embedding, 73
improvement, 91e

Action, 166e
Ad hoc reconciliation/reporting, 

elimination, 170e
Airlines, market share (gaining), 105
Align step, 126–130

cause-and-effect relationship, 126–127
criteria, 127
explanation, 126–127
improvement, 91e
process fl ow, 127e
review, 146–149
tasks, 132e, 154e
tests, 92e

examples, 129e–130e
reapplication, 146–147
usage, 129–130

Analysis
clarity/brevity, 100
credibility, 98

Analysts, role, 114
Analyze step, 145–151

explanation, 145
fi nancial calculations, 148
fi nancial results, comparison, 149e
Global KnowledgeBase (GKB) business 

case, 149e
process fl ow, 145e
recommendations, determination, 150–151
tasks

description, 146–151
overview 132e, 154e

themes, identifi cation, 149

Animosity, anticipating, 160
Assessment (assess)

phase, 131
completion, 153

steps, 132e, 154e
Associates, term (usage), 134
Assumed value, business unit shift, 76–77
Attorney, role, 114
Audience

confi rmation, 156
identifi cation, 193
language, 156
story selection, 193–194
understanding, 159

Audit costs, reducing, 170e
Authorized system, functionality 

(extension), 168e

B
Back-end confusion, 115
Balanced Scorecard

categories, 188e
explanation, 208e

ValueBoard, 122–123, 241e
Value Ladders, inclusion, 242e

view, 239
Balanced Scorecard–oriented ValueBoard, 

usage, 122–123
Banks, resource processing, 105
Base period, defi nition, 267
Benefi t assumption errors, 223
Benefi ts calculation, formulas (usage), 180
Benefi ts realization, 219–220

implementation options, resequencing, 223
implementation strategy, guidance, 223
management process, 220
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Benefi ts tracking, 37
auditing, 58–60
nature/importance, 58, 60
usage, 60
Value Practices Audit profi le, 58, 59e

Best-practices method, 24
Boundaries, impact, 117
Bulletproof reasoning, 141
Business

activity (levels), KPIs, 49e
disruptions, 69
drivers, impact, 233
goals, IT features, 98
payoffs, 49–50
thinking, evolution (monitoring), 190
transformation program, 70

Business case
afterthought/IT value, 8–9
analysis/report, detail level, 117
areas

evidence requirement, 142e
evidence statements, examples, 143e

assertions/recommendations, 
requirement, 131

audit, acceleration, 88
auditing, 34–39
benefi t assumptions, problems 

(correction), 223
business case–to–business case 

comparisons, 149
business results targeting, 121e
calculations, decision team rejection, 

133–134
construction, VALUE-on-Demand 

methods, 263e
content audit, 92e

tool (seven Cs), 100, 103e, 104e
content defects, 10
content quality factors, explanation, 

101e–102e
creation

quality standards, setup, 72
steps, 115e

criteria, 117–126
explanation, 118
process fl ow, 119e
tasks, description, 119–120

decision criteria, support, 113
defects, discovering, 9–13
defi nition, 267
design weakness, 108
determination, 95

development, information (eligibility 
review), 134

documentation, 113–115
problems, 109

drivers/boundaries, defi ning, 116–117
effectiveness, 105
errors, examples, 11e–12e
fi ndings, explanation (focus), 160
goals, 114
half-right strategies, examples, 22–23
impacts, 9e, 13
improvement, 90e

construction, 113, 131
steps/tasks list, 132e

members, confusion, 174
nature/importance, 35–37
payoff, quantifi cation, 137
problems, 7–13
procedures/forms, complexity, 108
Process Audit Tool, 109–110

instructions, 111e
scoresheet, 112e

project, selection, 264
prove, inclusion (problem), 141
quality, 98
quick audits, 92e
reader attention, terms to keep, 195e
recommendations, example, 150e
role myopia, 10, 13
roles, 13e, 14e
sample, 227

explanation, 227–228
scope, 115–117

deliverables/team/schedule, 
identifi cation, 117

executive sponsorship, 
solidifi cation, 117

explanation, 116
process fl ow, 116e

submission, decision criteria, 187e
submittal standards, 211–213
team

misinterpretation, 119
responsibility, 149

terminology, confusion, 9–10
trusted case, 97–98
trustworthiness, recognition, 37–39

process, 97
understanding, 70
validity, intangible benefi ts 

(importance), 173
value message, loss, 125
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Value Practices Audit profi le, 35, 36e
writing, mistakes, 192

Business case–grounded processes
impact, 105–106
problems with

acceptance, lack of, 109
costs of, 106–107
detecting, 109–110
maintenance, lack of, 109
signs, 108–109

Business Case Quick Audit, 88
Business process reengineered (BPR) 

world, 106
Business results

business case–grounded processes, 
impact, 105–106

business case targeting, 121e
conclusions, summary statement, 135–136
focus, 120

Business unit meetings, usage, 87–88
Buy-in acceleration, 85

C
Calculate step, 133–140

decision team rejection, 133–134
explanation, 133–134

construction, 135–137
omission, 134

obscurity, 134
process fl ow, 134e
tasks

description, 135–138
overview, 132e, 154e

Cash fl ow, 104, 110, 287
defi nition, 267

Cause and effect
expression, 180
location, 165e

Cause-and-effect relationships, discovery, 165e
Cause-and-effect value chart, 182e
Change, primary driver, 137
Chief executive offi cer (CEO)

CEO-level involvement, importance, 76
mind-set shift, 72–75
personal agenda, 75
value success quick wins, 75e

Chief fi nancial offi cer (CFO)
mind-set shift, 71–72
rates, collection, 148
team, convening, 191–192

Chief information offi cer (CIO), mind-set 
shift, 68–70

CIO. See Chief information offi cer (CIO)
CEO. See Chief executive offi cer (CEO)
CFO. See Chief fi nancial offi cer (CFO)
Closing books faster

cause-and-effect value chart, 182e
intangible conversion, example, 

181e–182e
PayoffCard, example, 183e–184e

Communication-related problems, 
155–156

examples, 155
Competitive advantage, increasing, 185e
Completeness checks, usage, 216
Comprehension, acceleration, 135
Computation errors, 133
Concept visuals, usage, 157
Consensus building, 214
Content defects, 10
Content quality, assessment (seven C’s), 

98–100
Continuous learning company, value, 184
Corporate portal value, maximization, 184
Cost-benefi t analysis. See Business case
Cost elements, defi nition, 267
Criteria step, 117–126

alignment, 120
candidates, fi ltering, 126
classifi cation, 124
components, 118
evaluation worksheet, 215e
explanation, 118
identifi cation, 120
intangible value, 126
investment option, cause-and-effect 

linkage, 120
problems, impact, 119–120
process fl ow, 119e
standardized rating scales, 213
standardized weights, 213
tangible value, 126
tasks

description, 119–120
overview, 132e, 154e

themes, establishing, 123
weights, assigning, 209

Customer commitment, demonstrating, 184
Customer relationship management (CRM)

implementation, proposal, 99
investment decisions, business case, 99
investment plans, 100
system upgrades, problems, 6
value, business case examination, 98–99
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284 Index

Customer satisfaction
enhancement, 99
increasing, 186e

Customer turnover, reducing
PayoffCard, calculation section, 138e
PayoffCard, evidence/support section, 

144e
PayoffCard, explanation section, 136e
Value Ladder, 127, 128e

CxO meeting agendas
value, attaining, 71
value topics, usage, 88

D
Dartboard-of-value approach, 120
Data

clarifi cation, 134
eliminating location time, 164, 166e–167e

Decentralized corporation, concept, 177
Decision candidates, locating, 126
Decision criteria

defi nition, 267
enterprise targeting, 120
example, 187e
identifying, 119–120, 124
standardization, usage, 213–214
tangibility, 124

determination, guidelines, 125e
value-based implications, 134

Decision framework, usage, 81–82
Decision making. See Program 

decision making
Decision participants

defi ning, 119
defi nition, 267
enabling, 136

Decisions, improvement, 91e
Decision teams

confusion, 174
defi nition, 268

Defi ne phase, 131
steps, 132e, 154e

Deliver phase, 153
steps, 154e
theme, 153

Design, value-based. See Value-based 
design

Detective role, 114
Discounted cash fl ow. See Internal rate of 

return (IRR)
Discretionary employees, scheduling, 

167, 169e

Due diligence, application, 145
Duplicate systems, eliminating, 167, 168e

E
Effects, locating, 165e
Effectiveness/effi ciency, 165e–166e
Effectiveness payoffs, 165e
Employees

compensation metric, 139
cost, 169e
morale, increasing, 186e
turnover, reducing, 167, 169e

End users, empowering, 164, 167e
Engineering effi ciency, 147
Enterprise behavior, changing, 25, 64

application process, 28–31
areas, 34e
business case audits, 34–39
components, in relation to VFM, 43
design, principles, 27
effort/duration, 27
example, 29e
information fl ow, 28e
overview, 26–31
profi le, 35
quick audits, relationship with, 27–28
results, usage, 27
scope, 26–27
scoring table, 29e
steps, 28e
understanding/usage, 33–34

Enterprise resource planning (ERP), 
ERP-based transformation 
program, 68

Enterprise success, 66, 126
Errors, avoiding, 171e
Evaluation committees, confusion, 174
Evaluation team, Project Prioritization 

Process (P3) guidelines, 214–217
Evidence

location/documentation, 144–145
needs, prioritizing, 144
providing, 142–145
recording, 142, 144e
section, 144e
types, openness, 144

Evidence, requirement, 142e
Executive interviewing, 163e
Executive Operations Group (EOG) 

meeting, 68
Executive Report, usage, 265
Executive sponsorship, solidifi cation, 117
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Index 285

Executive summary, usage, 136, 158
Expenses, ongoing (defi nition), 268
Explanation, construction, 135–137
Expression, conciseness, 98

F
Factual ROI stories, 194
False value business case, 37
Feedback, 160
Field adoption rates, 7
Filter criteria, 124–126
Final ROI, computing, 146–149
Financial formula, defi nition, 268
Financial results

calculating, 146
ROI calculations, usage, 150

Finger in the dike principle, 221
First-look test, 98
Focused interviewing, quality, 190
Formulas

absence of, 137
assumptions of validity, 133
as change drivers, 137
complications, 134
sets/variables, defi ning, 137–138

Free cash fl ow. See Cash fl ow
Front-end precision, 115

G
GEI story. See Global Enterprises, 

Inc. (GEI)
Global Enterprises, Inc. (GEI), 67

business fl exibility, 74
EOG meeting, 68, 71
example, understanding, 67
implementation success, ownership 

(absence), 69
management mind-sets, 67–84
mind-set shift, 68
momentum, 74
solution design decisions, 71

Global KnowledgeBase (GKB), 127
business case, fi nancial results 

(comparison), 149e
concept, visual example, 157e

Governance. See Value governance
Grading scale comparison, 216e
Grand total, 268
Graphics, constructing, 154e, 169
Grievance management, usage, 170e
Guided conversation, quality, 156
Guidance Software, PPS example, 211

H
Half-right value strategies, 21–23

examples, 22–23
“Here today, gone tomorrow” business case, 38
Hidden asset, discovery, 167, 168e
Hidden benefi ts, 2
Hidden value

discovery, 88, 161
theme, 161

High-payoff IT investment option, 106
Hurdle rate, 147

defi nition, 268
fi nancial comparison, 237e

I
Implementation

options, resequencing, 223
staffi ng levels/skills, adjusting, 223

Increase Competitive Advantage, PayoffCard 
profi le, 248–249

Increase Customer Loyalty, grading scale 
comparison, 216e

Increase Customer Satisfaction, PayoffCard 
title, 136

Increase Engineering Productivity, 
PayoffCard profi le, 249–250

Increase Profi t via GKB Cost Savings, 
PayoffCard profi le, 252–253

Information resource specialists, enlisting, 145
Information searching, 166e
Information technology (IT)

attention, 77
costs, reducing, 99
evaluating, 173
IT-enabled solutions programs, 64
solution, fi eld manager/employee 

impact, 144
steering committee, business case 

submission (decision criteria), 187e
success, value leakage problems (impact), 6
value, 8–9

maximization, goals (subversion), 109
Information technology (IT) benefi ts 

realization (BR)
contribution, business cases (impact), 223
diffi culty, 220e
principles, construction tools, 224e
process, principles, 221–223, 223e

Information technology (IT) benefi ts 
realization (BR) process audit, 220–221

tool, 92e, 221e
scoresheet, 222e
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Information Technology Evaluation 
Committee (ITEC), 189, 203

Criteria Match Worksheet, 214, 215e
funding evaluation, 204e
meeting, 211, 213

Information technology (IT) investments
benefi ts, realization (diffi culty), 219
business case, benefi ts (discovery), 161
choices, 114
decision making, 97, 117

method, fl aw, 106
PPS principles, 207

decision requirement, 116
decision teams, comparison, 148
impact, 106
intangibility, impact, 177
option, 106–107

risk, 149
risks, 140
selection, 118, 127

game, main rules, 118
value, 146

maximization, 100
Information technology (IT) programs

failure, 5
problems

business case–based causes, 9e
leakage, 5–6

Information technology (IT) projects
competition, outline, 203
justifi cation, 189e
proposals, usage, 200
selection, 173

methods, 197
process, frustration/discouragement, 

201
Information technology (IT)-enabled 

program selection process
audit, 92e

tool, 201e, 202e
usage, 200–202

fl aws, tolerating, 198
shortchanging, reasons, 199e

Infosys Technologies, xi, xii, 279
Initial investment, defi nition, 268
Input data, misinterpretation, 138
Input variable, value, 142e
Intangibility

defi nition/controversy, 176–178
impact, 177
policy memo, 189

contents, 189e

Intangible benefi ts
importance, 173
tangible versions, 185e–186e
underuse, 201

Intangible concepts, examples, 184
Intangible decision criteria, balancing with 

tangible, 186
Intangible factors, 150

importance, misgauging, 124
Intangibles

allowance, case-by-case basis, 178
banning, 178
category subdivision, 187
conversion, 179–186

examples, 181e–182e, 184
strategies, 181

defi nition, 268
factor, controversy/importance, 173–176
grouping, 178–179
handling, 173

methods, 178–179
IT project selection participant 

viewpoint, 176
management

advice, 189–190
pushback, preparation, 190
scoresheet, usage, 186–189

management, skill/style (usage), 178–190
personal opinion, 176
project scores, 206e
risks, 187
scorable items, 178
specifi cation, 124
usage, 189e

importance, 177
Intangible value areas, assessment, 99
Intellectual capital, value (increase), 184
Internal bulletins, usage, 88
Internal rate of return (IRR), 146, 151

defi nition, 268
example, 267

Intranet effectiveness, enhancement, 185e
Intranet Global KnowledgeBase (GKB)

benefi ts, Value Ladder summary, 225e
business value, summary, 236e

concept, visual example, 157e
evaluation, criteria, 121e, 123e
payoff, 127
scoring results, interpretation, 209–210
solution

evaluation committee interest, 214
impact, 225
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Index 287

system, vendors (consideration), 211e
tangibles worksheet, 148e

Intranet Global KnowledgeBase (GKB) 
Initiative, business case (sample), 230

analysis, 238–244
assumptions, 238
process, usage, 263–264
scope, 234–235

Balanced Scorecard ValueBoard, Value 
Ladders (addition), 242e

benefi ts, payoff amounts ranking, 239e
business case team, activities, 265–266
business drivers, impact, 233
contributors, list, 245–246
data fl ow, 265
Executive Report, usage, 265
executive summary, 235–238

recommendation, 235–236
exhibits, list, 232
fi nancial comparison, 237e
fi nancial results, 247
Increase Competitive Advantage, 

PayoffCard profi le, 248–249
Increase Engineering Productivity, 

PayoffCard profi le, 249–250
Increase Enterprise Flexibility, PayoffCard 

profi le, 251–252
Increase Profi t via GKB Cost Savings, 

PayoffCard profi le, 252–253
intangibles, 240e
internal rate of return (IRR), 247
introduction, 233–235
Make Better New Product Decisions, 

PayoffCard profi le, 253–254
metric improvements, 240e
net present value (NPV), 247
payoff areas, Balanced Scorecard 

ValueBoard, 241e
PayoffCard

profi les, 248–262
usage, 265

Reduce Communication and Print Material 
Costs, PayoffCard profi le, 254–255

Reduce Content Manager Skill 
Requirements, PayoffCard profi le, 
255–256

Reduce Customer Turnover, PayoffCard 
profi le, 257–258

Reduce Engineer Turnover, PayoffCard 
profi le, 258–259

Reduce Risk of GKB Project Failure, 
PayoffCard profi le, 259–260

Reduce Risk of Security Breaches, 
PayoffCard profi le, 260–261

Reduce Total Cost of Ownership, 
PayoffCard profi le, 261–262

return on investment (ROI), 247
risk analysis, 242–243
sensitivity analysis, 243
tangible benefi t, executive summary, 237e
Tangibles Worksheet, usage, 241–242, 

243e, 265
tools, description, 265
value analysis results, 239–243
ValueBoard, usage, 265
Value Ladder, usage, 265
VALUE-on-Demand business case 

development, data fl ow, 264e
value results, summary, 236–238

Inventory system, ROI superiority, 198
Investigative reporter role, 114
Investment, initial (defi nition), 268
Investment opportunities, 148
Investment options

assessment, 117
criteria, cause-and-effect linkage, 120

“It’s not my business case” business case, 
38–39

IRR. See Internal rate of return (IRR)

J
Judgmental adjectives, avoiding, 151

K
Key assets, inventory, 168e
Key management principle, importance,142e
Key metric

defi nition, 268–269
value, 142e

Key performance indicators (KPIs), 75
baseline data, reliability (absence), 50
characteristics, 48e
identifi cation, 47–48
ownership/hierarchy/governance, 

establishment, 48–50
usage, 49e

KnowledgeBase Initiative, business case 
(sample), 230

KPIs. See Key performance indicators (KPIs)

L
Labor relations, improving, 170e
Labor savings, 99, 178
Labor supply, matching, 169e
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288 Index

Language, vividness, 194–195
Leader education/motivation, 67
“Let sleeping dogs lie” business case, 38
Level, defi nition, 269
Litigation exposure, reduction, 184
Low-payoff IT investment option, 107

M
Make Better New Product Decisions, 

PayoffCard profi le, 253–254
Managed value, 76–78
Management

confi dence-building path, 97
leader, idea openness, 67
monitoring, benefi ts, 219
processes, integration, 24
time, saving, 170e

Management mind-sets
audit question, 64
nature/importance, 63–64, 66
shift, 63

advice, 66–67
Value Practices Audit profi le, 64, 65e

Marketplace image, improving, 185e
Master storytelling, skill, 192
Mathematical accuracy, verifi ability 

(problem), 137
Metrics, 180

estimating, 139
improvements, 239, 240e
locating/calculating, 138–140
problems, 133
source, documentation, 139
usage, mistakes, 139

Milestone tracking, 68–70
CIO tracking, 68

Mind-sets
shifting, ease, 66
Shifting Management Mind-Sets at GEI, 

example, 68–84
tips for changing, 66–67
world view, 66–67

Monetary benefi t areas, identifi cation, 99
Money chain, following, 165e
Monthly program status dashboard, 83–84

N
Narratives, constructing, 154e, 159
Net cash fl ow, defi nition, 269
Net present value (NPV), 146

defi nition, 269
example, 267

New product
design, making, 147
successes, improvement, 149

Non–senior management business case 
developer, education, 136

NPV. See Net present value (NPV)
Numbers

estimating, 139
obsession, CFO shift, 71–73

Numeric base, selection, 207

O
On-budget

management, 18
program director shift, 82

Ongoing expenses, defi nition, 268
On-time

management, 18
program director shift, 82

On-time, on-budget milestone success, 74
On-value, xii, xv, 1–3, 13, 23, 66

management, 17–18
impact, 18e

program director shift, 82
third pillar of success, 15

Option, defi nition, 269
Organizational neighbors, conversation, 164e
Organizational units, involvement, 117
“Out in left fi eld” business case, 39

P
Payback period (PP), 146

defi nition, 269–270
Payoff

amounts, benefi ts ranking, 239e
area, inclusion (justifi cation), 142e
cause-and-effect relationship, 146
shortfalls, warning, 221

PayoffCard
advantages, 134–135
business importance, 136
Close Books Faster example, 183e–184e
components, 135e
defi nition, 270
evidence/support, recording (example), 

142, 144e
formula sets/variables, defi ning, 137–138
importance, credibility, 142
metrics, location/calculation, 138–140
reduce engineering labor costs, 146–147
relevance, 138
sample, 138e
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Index 289

solution drivers, 136
title, revision, 147e
usage, 134–135, 265
uses, 134
value, non–senior management business 

case developer (education), 136
viewing, 137

People-oriented tales, 158
Policy memo, contents, 189e
Politician, role, 114
Position, defi nition, 270
Presentations

animosity, anticipation of, 160
charts/diagrams, usage, 160
defi ning/delivery, 154e, 159–160
feedback, 160
purpose/duration, 159
questions, time allotted, 160
stories, usage, 160

Prioritization, 197
critical success factors, 55
scoresheet, 120

Process Audit Tool, 109–110
instructions, 111e
scoresheet, 112e

Processes
audit, 109
importance, 105

reason, 105–109
proposing process, 106
quality, improvement, 184
selecting process, 106
tracking process, 106

Process problems
symptoms, 107–108
toleration, costs, 106–107
types, 108–109

Productivity savings, calculation, 137
Product maintenance data, access, 99
Profi t per market share point, usage, 133
Program cost overruns, 7
Program deadlines, problems, 7
Program decision making, 35, 91

auditing, 50–55
solution design decisions, 51, 53
solution rollout decisions, 53
solution vendor decisions, 53
usage, 53–55
Value Practices Audit profi le, 51, 52e

Program director, decisions, 83
Program investments, accountability 

(embedding), 73

Program lifetime, business case roles, 
13e–14e

Program managers, meeting, 84
Program resources, 79
Program ROI, boost, 67
Program success

business cases, impact, 13–14
threats, 1

Project
best business value, identifi cation 

(accuracy), 199
candidates, ITEC funding evaluation, 204e
manager, role, 114
prioritization, 197
proposal process, 100
scores, 206e
selection criteria, enterprise visibility, 199
selection process, 100

decision committee, impact, 217
success (improvement), ROI tools 

(usage), 185e
tracking process, 100

Project Prioritization Process (P3), 199–200
advantages, 200
completeness checks, usage, 216
consensus building, 214
criteria

balance, 216
correctness, 214

customized grading scales, usage, 216
grading scale comparison, 216e
implementation guidelines, 214–217
reasons, emphasis, 216
simplicity, 200

Project Prioritization Scoresheet (PPS), 188e, 
203–211

approach, usage (consideration), 212
balanced scorecard categories, 208e
criteria weights, assigning, 209
examples, 203–206
levels, naming, 207
numeric base, usage, 207
PPS-for-all approach, components, 

213–214
principles, 207
prioritization ability, 203
risk factor, 211
scoring process, 207–209
understanding, 207–209
uses, 203–206
vendor, comparison, 209–211, 212e
weight totals, assigning, 209
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Project template, defi nition, 271
Proof, 140–145
Proposed requirements/functionality, 

prioritization (value-based 
scoring), 54e

Proposing process, 106
fl aws, 106–107
problems, symptoms, 107e
repair, 107e

Prove step
documentation, 145
due diligence, application, 145
evidence

needs, prioritization, 144
providing, 142–145

explanation, 140–145
including, problem, 141
information resource specialists, 

enlisting, 145
process fl ow, 141e
requirement, 141
tasks,

description, 141–145
overview, 132e, 154e

vendors, employment, 145
Public pronouncements, examination, 163e
Purchase order processing, 166e

cost, reducing, 225
Pushback, preparation for, 190

Q
Quick audits, Value Practices Audit 

(relationship), 27–28
Quick wins

action, 89
determination, 67
discovery, 87
ranking, 87–88

R
Recommendations, determination, 150–151
Reduce Communication and Print 

Material Costs, PayoffCard profi le, 
254–255

Reduce Content Manager Skill Requirements, 
PayoffCard profi le, 255–256

Reduce Customer Turnover, PayoffCard
calculation section, 138e
evidence/support section, 144e
explanation section, 136e
profi le, 257–258

Reduce Customer Turnover, Value Ladder, 
127, 128e

Reduce engineering labor costs, payoff area, 
146–147

Reduce Engineer Turnover, PayoffCard 
profi le, 258–259

Reduce Risk of GKB Project Failure, 
PayoffCard profi le, 259–260

Reduce Risk of Security Breaches, 
PayoffCard profi le, 260–261

Reduce Total Cost of Ownership, PayoffCard 
profi le, 261–262

Redundant systems, 168e
References, 142
Refl ective essay, usage, 192
Return on investment (ROI), 146

analysis, creation, 134
appearance, 72
attractiveness, 205
defi nition, 271
drainage, prevention, 15
example, 267
maximization, 95
meanings, multiplicity, 10e
promise, 6
results, determination, 147
ROI-related defi ciencies, 7
stories, writing, 154e, 158–159
success, value leak seriousness 

(awareness), 15
terminology confusion, 9–10
threats, 2
tools, usage, 185e

Return on investment (ROI) stories
succinctness, 195–196
types, 194

Return on investment (ROI) storytelling
avoidance, 159
impact, reason, 191–193
people-oriented tales, 158
principles, 193–196
theme, 191
usage, 191

Return realization, on-value management 
(usage), 18e

Revenue-oriented market success, 123
Risk analysis, 150
Risk-free business case, 39
ROI. See Return on investment (ROI)
Role myopia, 10, 13
Rollout priorities, 2
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Index 291

S
Salesperson role, 114
Scenarios, types, 90e–91e
Scope control

decisions, 2
maintenance, decision framework (usage), 

81–82
Scope step, 115–117

deliverables/team/schedule, 
identifi cation, 117

executive sponsorship, solidifi cation, 117
explanation, 116
process fl ow, 116e
tasks, 132e, 154e

Selecting process, 106
fl aw, 107
problems, symptoms, 108e
repair, 108e

Selection criteria/methodology, enterprise 
visibility, 199

Senior leadership
action, 67
authority, 66

Senior management
leadership, 63–64
personal views/actions, 64

Sensitivity analysis, 150, 243
Shadow systems, eliminating, 168e
Shareholder value, increasing, 185e
Sloan, Alfred, 177
“Smoke-fi lled back room” business case, 38
“Soft benefi ts not allowed” business case, 37
Solution decisions, prioritization, 71
Solution design decisions, 51, 53
Solution design decisions, value basis, 71
Solution drivers, defi nition, 271
Solution rollout decisions, 53
Solution vendor decisions, 53
Sporadic attention to visible leadership, CEO 

shift, 73–76
Staffers, term (usage), 134
Stakeholder accountability, 35

addressing, 47–50
auditing, 44–50
nature/importance, 46
Value Practice Areas, relationship, 46
Value Practices Audit profi le, 44–46, 45e

Stakeholders
business value, communication, 84
defi nition, 271
engagement, improvement, 90e

interest payoffs, cause-and-effect 
linkage, 122

ownership, usage, 70
penalization, 120
value share, involvement/accountability, 

78–79
workplace interview, 166e

Standardized decision criteria, usage, 
213–214

Starbucks, enterprise (examination), 126–127
State-of-the-business gatherings, usage, 88
Story (stories)

construction, 194
delivery format, usage, 194
function, reason, 193
goal, 193
ideas, awareness, 196
interest, 100
language, vividness, 194–195
number, requirement, 193
selection, 193–194
succinctness, 195–196
usage, 98

“Storyless” business case, 39
Storytell step, 66e, 71–72

animosity, anticipation of, 160
business case, constructing, 154e
concept visuals, usage, 157
executive summary, usage, 158
explanation, 155–156
feedback, 160
graphics, constructing, 156–158
importance, 192
narratives, constructing, 156–158
phase, 153–160
presentations, defi ning/delivery, 159–160
process fl ow, 156e
rationale, clarity, 157
ROI stories, writing, 158–159
ROI storytelling, avoiding, 159
skill, 192
tasks 

description, 156–160
overview, 132e, 154e

text, succinctness/vividness, 157
themes, understanding (confi rmation), 156
visual aids, clarifi cation, 160
visual communication techniques, 

resources, 158e
written communication techniques, 

resources, 159e
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292 Index

Storytelling (storytell) audience
confi rmation, 156
language, 156
understanding, 159

Strategic alliance success, increase, 184
Structured document, design, 134
Student minds, 106
Subformulas, involvement, 134
Substandard business case processes, 106
Success, driving, 105
Succinct explanations, encouraging, 135
Synergy, 68–69

business value, communication, 84
design, problems, 69
implementation progress, 74
position, business transformation 

program, 70
results (achievement), stakeholder 

ownership (impact), 70
transformation program, 74

Synergy Management Steering Committee 
(SMSC), 80

T
Tangibility

defi nition, 272
DNA, 179–184

fl ow, 180e
extent, 180e

Tangible benefi t, executive summary, 237e
Tangible decision criteria, vs. intangible 

decision criteria, 186
Tangible factors, 205e

importance, misgauging, 124
Tangible payoff areas, appearance, 

164–171
Tangibles

defi nition, 271–272
elements, 180
grading scale, 205e
intangibles conversion, 179–186

examples, 181e–182e, 184
strategies, 181

metrics, 180
premise, 180
project scores, 206e
proof, 180
risks, 187

Tangibles availability, 204–205
Tangible savings, list, 170e–171e
Tangibles Worksheet, 241–242

defi nition, 272

example, 148e, 243e
usage, 265

Tangible value areas, assessment, 99
Target period, defi nition, 272
Team collaboration, improvement, 170e
Terminology, confusion, 134
“Thanks but no thanks (aka Who needs it?)” 

business case, 38
Time period, clarity (absence), 137
Time-sensitive processes, acceleration, 170e
Total net payoff per year, defi nition, 272
Total payoff per year, defi nition, 272
Tracking, 219

theme, 219
Tracking process, 106

fl aw, 107
problems, symptoms, 108e
repair, 108e

Training, ineffectiveness (elimination), 171e
Transformation programs, impact, 66
24/7 value thinking, 92–93

U
Users, self-suffi ciency, 184

V
Value

alignment, business case team discovery/
communication, 127

analysis results, 239–242
areas, discovery, 162–171
assessment

information, 135
organizational units, involvement, 117

assurance, 66, 68
basis, 71
believers, team, 83
boosting awareness, enhancement, 87–88
calculations, 125
casualness, shift, 80–81
challenge, steps, 90–92
creation, actions (usage), 87
dartboard, hitting, 120
direction, decisions (types), 51–53
effectiveness/effi ciency, 165e–166e
ending, factors (convergence), 89
executive summary, 136
expectation, 83

business case driver, 95
focus (assurance), performance 

management processes, 66
knowledge, repository, 24
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Index 293

loss, threats, 47
maximization, 118
misfi res, 7
myths, 16–17, 66
necessity, 66
occurrence, 66
opportunities, discovery, 161
owners, identifi cation, 161–162
ownership, insistence, 75
progress, tracking, 83–84
resolve, 80
results, summary, 123, 236–238
search

narrowing, 164
setup, 162

shortfalls
cause, 63
frustration, 88

story, 72
storytelling, 66e, 71–72
tangible savings, list, 170e–171e
thinking, 24/7 value thinking, 92–93
topics, usage, 88

Value achievement
KPIs, 75
rollout priorities, impact, 2

Value-based design, 35
auditing, 55–58
execution, 58
nature/importance, 56
Value Practices Audit profi le, 56, 57e

Value-based scoring, 54e
Value-based thinking

execution stage, 93e
planning stage, 93e
scope, 93e

ValueBoard, 120
alignment, 147e
Balanced Scorecard, relationship, 122–123
criteria, 121e, 123e
defi nition, 272
organizational-shaped value dartboard, 122
review, 146
Scorecard view, 239
usage, 121–122, 265
usefulness, 122
Value Ladder, display, 128e

Value-boosting best practices, 90e–91e
Value-directed decision making, nature/

importance, 51–53
Value discovery facilitator, impact, 162
Value Element, defi nition, 273

Value Flow Map (VFM), 35
auditing, 39–44
benefi ts, 43
completion, information, 42
constructing, 43–44
example, 42e
nature/importance, 40–43
textual representation, 40
Value Practices Audit

components, relationship, 43
profi le, 40, 41e

Value governance, 37
auditing, 60–62
function, 24
nature/importance, 62
usage, 62
Value Practices Audit profi le, 61e, 62

Value Improvement Strategy
characteristics, 23–24
requirement, 21
senior leadership, impact, 64

Value Ladder, 224–226
defi nition, 273
display, 128e
examination, 127
example, 128e
inclusion, 242e
interpretation, 129
summary, 225e
usage, 265
usefulness, 129

Value leakage
control, program ROI (impact), 67
danger areas, 8e
problems, impact, 6
reducing, 170e

Value leaks
benefi t opportunity, 2
cause

discovery, 15–17
senior management leadership, 

absence of, 63
cessation, 85

consensus/commitment, absence of, 16
danger zones, 7
discovery, 19

process, consensus (absence of), 16
fi xing, 63
impact, 5
locating, 25–26
nature/timing, 3
occurrence, reasons (misperceptions), 15
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Value leaks (continued )
persistence, 15–17
understanding, 1

Value management
focus, absence of, 66
mind-sets, nature/importance, 63–64, 66

Value metrics
approach, organizational readiness, 47
pushback, 49–50
at senior management level, 50
shortfalls, 47

“Value missing” business case, 37
Value Practice Areas

evaluation, 33
stakeholder accountability, relationship, 46

Value Practices Audit, 64
applying, 28
completion, 85
profi le, 64, 65e
Scoresheet, 29

Value realization
focus, manager avoidance, 15–16
increasing, with management 

mind-set, 66e
Values, defi nition, 273
Value success

CEO quick wins, 75e
CFO quick wins, 72e–73e

CIO quick wins, 70e–71e
program director quick wins, 

83e–84e
quick wins, 78e–79e
SESC quick wins, 81e–82e

Value story, 8, 26, 40, 66, 71–73, 90
Value-thinking, 64
Variable

defi nition, 273
value, defi nition, 273

Variables, involvement, 134
Vendors

comparison prioritization scoresheet, 
209–211, 212e

employment, 145
Visible leadership, 73–75
Visionary ROI stories, 194
Visual aids, clarifi cation, 160
Visual communication techniques, 

resources, 158e

W
Walton, Sam (tangible analysis), 177
Weight adjustment, 210
Weight totals, assigning, 209
Worker productivity, increases, 7
Written communication techniques, 

resources, 159e
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