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Blue Ocean Strategy: How to Create
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Mauborgne), 112–113
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Budgets: external partnering, 139;

including placeholder amounts for

projects in, 79–80; metrics for, 92t;
prioritizing the, 79

Business alignment. See Partnership
Business analysis: caution against out-

sourcing, 128; external partner role
in, 140

Business continuity plans: examples of
need for, 50–51; external partners
for outsourcing role in, 126–127,
139; importance of developing,
49–50; metrics for, 57t; process and
steps for developing, 51–53
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Business strategy: aligning IT with

company, 105–106, 116t–117t;
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with, 111–113; external partnering
alignment with, 140; prioritizing IT
strategic fit of, 70
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procedures for, 24–25; metrics
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CFOs (chief financial officers), 3
CIO magazine, 101, 122
CIOs (chief information officers):

business understanding of effective,
2, 3; desire to improve charac-
teristic of top, 144–145; email
communication tips for, 104–105;
facilitating IT business align-
ment, 98–99, 112, 144; innovation
facilitated by, 108; instituting dash-
boards with metrics, 3–4; IT used
as strategic weapon by, 8; multiple
roles in career development of, 100;
tendency to neglect IT infrastruc-
ture, 145–146

Collaboration. See External
partnering

Communication: controlling email,
104–105; external partners and
internal IT, 141; internal IT depart-
ment, 114, 118t; as partnership
building block, 102–105, 116t;
technology facilitating collabora-
tive, 16

Compensation: external partnering
and, 138; for high performance,
23–24; metrics for performance, 30t

Computer Economics report (2008),
126–128

Contingency plans, 78
Corporate IT (McKesson), 66–69
Cost-to-benefit analysis, 70
CSO Security and Risk magazine, 52
CTOs (chief technology officers), 8
Culture. See IT culture
Customer relationship management

(CRM), 107, 111–112

D
Dashboards: portfolio management

using, 81–83fig; value of instituting,
3–4. See also Metrics

Data center operations, 127
Data network operations, 127
Database administration, 128
Desktop support, 128

DFSS (Design for Six Sigma), 109
‘‘Digital natives,’’ 101
Disaster recovery plans: examples of

need for, 50–51; external partners
for outsourcing role in, 126–127,
139; importance of developing,
49–50; metrics for, 57t; process and
steps for developing, 51–53

DMAIC (define, measure, analyze,
improve, control), 109

Documentation: of project manage-
ment methodology, 84–85; QA
(quality assurance), 87

E
eCommerce strategy: Amazon.com

versus Barnes & Noble, 60; com-
petitive advantage through, 61–62;
outsourcing and website, 126

EDS, 37
Email communication, 104–105
Emergency crises: developing plans

to deal with, 49–50; examples of,
50–51; external partners for out-
sourcing role in, 126–127, 139;
steps for developing plans for,
51–53

Employees. See World Class IT people
Enron scandal, 60
Enterprise architecture, 128
Entry-level employee skills, 20
External partnering: advantages of

developing, 9, 10fig, 119–120;
Computer Economics report on
trends of, 126–128; getting
your own house in order before,
120; good and bad reasons for,
120–121; hazards and payoffs of,
121–123; IT’s expanded company
role and, 137–141; metrics for,
134–137; requirements of success-
ful, 124–126; three subprinciples
of, 130fig–134; when to avoid,
128–130. See also Partnering

External partnering subprinciples: 1:
segment vendors, 130fig, 131–132,
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135t; 2: procure your vendors,
130fig, 132–133, 135t; 3: man-
age vendors, 130fig, 133–134,
135t–136t

External risk, 77

F
FAQs (frequency asked questions),

54, 55
Financial risk, 77
Future of Work, 15–16

G
Gartner, 109
General Electric, 74, 109
Generating ideas. See Idea generation
Generation X, 100
Generation Y, 100
Grove, Andy, 144

H
Hairball, 122
Harrah’s Entertainment, 3, 61–62,

107
Harvard Business School, 61, 110
HBOC, 6
Health Insurance Portability and

Accountability Act (HIPAA), 48
Help desk. See Service desk
Hibernia Bank, 50
Hilton Hotels, 36
Hrelic, Darko, 109–110
Hurricane Katrina, 50

I
IBM, 37
Idea generation: common mistakes

made during, 63–65; external
partnering and, 139; McKesson
example of effective, 65–69;
metrics for, 91t; prioritizing for
evaluating, 69–78

iGATE Corporation, 125
Implementation risk, 76–77
Information security: importance of,

45–46; Information-Based Strategy

(Capital One) for, 46–47; ISO and
IEC code of practice for, 47; metrics
for, 57t; NASDAQ’s approach to,
46–47; outsourcing role in, 127;
potential threats of, 46; recommen-
dations and standards for, 47–48

Infosys, 37, 125
Infrastructure. See IT infrastructure
Infrastructure Solutions

(Kimberly-Clark), 38
Innovation: examples of company,

107–109; ‘‘exploration’’ approach
to, 110–111; external partner-
ing role in, 140; partnership role
of IT, 106–111, 117t; ‘‘trystorm’’
approach to, 110

Intel Corporation, 144
International Electrotechnical Com-

mission (IEC), 47
International Organization for Stan-

dardization (ISO), 47
Internet bubble burst (2000), 60
Inventory skills: clarifying titles, roles,

and responsibilities tied to, 21–22,
29t; determining, 18–21, 29t; for
entry-level employees, 20; external
partnering and internal, 137; for
mid-level employees, 20–21; tech-
nical, management, business, other,
19; Web 20.0, 20. See also Skill gaps

IT culture: description and assessment
of, 25; metrics for assessing, 30t;
recommendations for nurturing, 26

IT (information technology): chang-
ing strategic perception of, 98–100;
external partnering and expanded
company role of, 137–141; fail-
ure to utilize business advantages
of, 1; impact of Sarbannes-Oxley
Act on, 48, 60–61; importance of
planning workforce of, 21, 137;
increasing organizational promi-
nence of, 143; infrastructure and
expanded company role of, 58;
internal department communica-
tion, 114, 118t; IT people and
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IT (information technology)
(continued):
expanded company role of, 32–33;
partnering and expanded company
role of, 115; project/portfolio man-
agement and expanded company
role of, 90, 95; strategic value
of, 1. See also World Class IT
Methodology

IT infrastructure: building and main-
taining a robust, 8, 35–38;
connecting IT company role to, 58;
external partnering and, 138–139;
illustrative diagram of effective,
39fig; metrics for, 55–57t; questions
to ask for effective, 37; retirement
of, 45, 56t; seven subprinciples of,
38–55; tendency of CIO to neglect
the, 145–146

IT infrastructure maintenance: eval-
uating components of, 43–44;
metrics for, 56t; planning the tim-
ing of, 44–45

IT infrastructure roadmap: creation of,
5, 38–40; external partnering and,
138–139; metrics of, 56t

IT infrastructure subprinciples: 1:
create an infrastructure roadmap,
38–40, 56t, 138–139; 2: maximize
systems’ up-time, 40–43, 56t, 139;
3: maintain your infrastructure,
43–45, 56t; 4: plan infrastructure
retirement, 45, 56t; 5: security,
45–48, 57t; 6: disaster recovery and
business continuity plans, 49–53,
57t, 126–127, 139; 7: improve your
service desk, 53–55, 57t

IT strategy: aligning business and,
111–113; external partnering and,
140–141; metrics of partnering,
117t

K
Kim, W. Chan, 112
Kimberly-Clark, 38
Krishnamurthy, Nirup, 5–6

L
LaSalle Bank, 53
Loveman, Gary, 61
Lundquist, Eric, 20

M
Management risk, 76
Management skills, 19
Marks & Spencer, 122
Mauborgne, Renée, 112
McDonald, Pete, 6
McKesson Corporation, 65–69
McNerney, James, 109
Metis Strategy, 8, 69
Metrics: for external partnering

and outsourcing, 134–137; for
IT infrastructure, 55–57t; for IT
partnerships, 115, 116t–118t; for
project and portfolio management,
90, 91t–94t; service desk, 54, 55;
SMART approach to, 11–12; sys-
tems’ up-time, 40–43; value of
broadcasting, 4; value of instituting,
3–4; for World Class IT employees,
28–32t. See also Dashboards

Mid-level employee skills, 20–21
Motorola, 109
Murthy, Phaneesh, 125–126, 133

N
NASDAQ, 46, 50
Natural disasters, 50
9/11 attacks, 9, 50

O
Only the Paranoid Survive (Grove),

144
OnQ (Hilton Hotels), 36–37
Outsourcing: Computer Economics

report (2008) on trends of,
126–128; getting your own house
in order before, 120; good and bad
reasons for, 120–121; hazards and
payoffs of massive, 121–123; met-
rics for, 134–137; requirements for

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



High bindex.tex V2 - 10/06/09 3:10pm Page 159

Index 159

successful, 124–126; three exter-
nal partnering subprinciples for,
130t–134, 135t–136t; types of work
that should not be, 128–130

P
Partnering: changing strategic

perception of IT for, 98–100; con-
necting IT with broader company
role, 115; illustrative diagram of,
103fig; importance of laying foun-
dation for, 97–98; metrics of, 115,
116t–118t; Sheleen Quish’s under-
standing of, 101–102; technology
facilitating communication for, 16.
See also External partnering

Partnership subprinciples: 1: com-
municate well with the business,
102–105; 2: align IT with business’s
strategy, 105–106, 140; 3: inno-
vate, 106–111, 140; 4: create an
IT strategy, 111–113, 140–141; 5:
communicate within the IT depart-
ment, 114, 141

Payment card industry (PCI) stan-
dards, 48

Per Se Technologies, 7
Performance: external partnering and,

138, 140; metrics for recognizing
and compensating for, 30t; rec-
ognizing and compensating for,
23–24; reviewing and reporting
portfolio, 88–89, 94t

PMO (program management office),
81

Portfolio management: attributes of
effective, 80; avoid outsourcing,
129; dashboards used for, 81–83fig;
external partnering and, 139;
inability to cancel projects prob-
lem of, 82; meetings held as part of,
81; metrics for, 92t; PMO (program
management office) for, 81; review-
ing and reporting performance,
88–89, 94t

Post-It Note, 109

Prioritizing: budgets, 79; contin-
gency plans development by, 78;
cost-to-benefit analysis criteria for,
70; impact on project/portfolio suc-
cess, 77–78; as key function for
evaluating ideas, 69; metrics for,
91t–92t; project interdependency
criteria for, 70–72fig; qualitative
benefit versus qualitative change
criteria for, 72–76; reasons for mas-
sive outsourcing, 123; risk analysis
criteria for, 76–77; strategic fit cri-
teria for, 70

Professional development: establish-
ing procedures for, 24–25; metrics
for, 30t; retaining future leaders
through, 27–28; training compo-
nent of, 27; training metrics
for, 31t

Project evaluation: cost-to-benefit
analysis for, 70; project interdepen-
dency for, 70–72fig; of qualitative
benefit vs. change, 72–76; risk anal-
ysis for, 76–77; strategic fit, 70

Project interdependency, 70–72fig
Project/portfolio management: avoid

outsourcing for, 128–129; con-
necting IT company influence
and effective, 90, 95; contingency
plans developed for, 78; descrip-
tion of effective, 8–9, 10fig; eight
subprinciples of, 63–90; external
partnering and, 140; illustrative
diagram of effective, 64fig; impact
of Sarbannes-Oxley Act on, 60–61;
metrics of, 90, 91t–94t; testing IT’s
mettle through, 59–63

Project/portfolio management sub-
principles: 1: generate ideas, 63–69,
91t, 139; 2: prioritize, 69–78,
91t–92t; 3: budget, 79–80, 92t,
193; 4: manage portfolios, 80–83fig,
92t, 139; 5: manage and execute
projects, 84–86, 93t, 140; 6: ensure
quality, 86–88, 93t–94t, 140;
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Project/portfolio management
subprinciples (continued):
7: review and report performance,
88–89, 94t, 140; 8: analyze after the
project is done, 89–90, 94t, 140

Projects: analyses of completed,
89–90, 94t; avoid outsourcing
management of, 128–129; evalu-
ating, 70–77; external partnering
and management of, 140; inter-
dependency of, 70–72fig; issue
of canceling, 82; managing and
executing, 84–86; metrics for man-
aging/executing, 93t; QA (quality
assurance) of, 86–88

Promus Hotel Corporation, 36

Q
QA lifecycle, 87
QA (quality assurance): external part-

nering and, 140; guiding ideas for,
86–88; importance of, 86; metrics
for, 93t–94t

Qualitative benefit vs. change anal-
ysis: benefit matrix used for, 73fig;
description of, 72, 74, 76; process
change vs. technology change,
75fig

Quish, Sheleen, 101–102

R
Recognition: establishing procedures

for, 23–24; external partnering and,
138; metrics for, 32t

Release management, 129–130
Retaining workers: establishing proce-

dures for, 28; metrics for, 32t
Retiring IT infrastructure, 45, 56t
Richter, David, 38
Risk analysis: evaluating projects and

portfolios using, 76, 77–78; five
categories of, 76–77

Roles. See Work roles
ROWE (Results Only Work Environ-

ment) program [Best Buy], 16–17,
28

S
Sarbanes-Oxley Act (SOX), 48,

60–61
SDLC (software-development life-

cycle), 8
Security. See Information security
September 11th attacks, 5, 50
Service desk: importance of the, 53;

metrics for, 57t; outsourcing role
in, 127; steps taken to improve
function of, 54–55

Service-level agreements (SLAs),
124–125

Signature Group, 101
Six Sigma, 74, 109
Skill gaps, 18–21. See also Inventory

skills
SMART, 11–12
Smith, Bill, 109
Spratt, Randy, 66, 67, 68
Standish Group, 62
Stanley, Tim, 3, 107–108
Statement on Auditing Standards

(SAS) 70, 48
Strategic fit, 70
System21 (Hilton Hotels), 36
Systems up-time: description of, 40;

example of improving, 42–43;
external partnering and, 139; met-
rics for, 56t; seven-step root-cause
analysis of, 41–42

T
Technical skills, 19
Technology: Amazon.com versus

Barnes & Noble use of, 60; avoid
outsourcing release management
of new, 129–130; competitive
advantage of creative use of, 61–62;
process change versus change in,
75fig

Technology risk, 76
Testing: QA group, 87; timing,

real-world application, tools for,
87–88; tracking defects found
during, 88
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3M, 108–109
Training: establishing programs for,

27; metrics for, 31t
Tropical Storm Allison, 49
‘‘Trystorm,’’ 110
Tushman, Michael, 110
Tyco International scandal, 60

U
United Airlines, 5–6
Unitrin, 101
U.S. Can, 101

V
Vendor management offices (VMOs),

133–134, 137, 139
Vendors: management of, 130,

133–134, 135t–136t; procure-
ment (or sourcing) of, 132–133,
135t; segmentation of outsourced,
131–132, 135t

Voice network operations, 127
VoIP (voice over Internet Protocol),

16

W
Web 20.0 skills, 20
Welch, Jack, 28
Wharton Business School, 110
Willett, Robert, 17, 122, 123
Work roles/responsibilities: clarify-

ing individual, 21–22; connecting
workers to company, 32–33; eval-
uating meaningfully, 22; external
partnering and, 138

Workforce planning: exercise for, 21;
external partnering and, 137

World Class IT Methodology: defini-
tion of, 2–5; importance of under-
standing and applying, 144–146;
McKesson example of corporate
glue function of, 6–7; SMART
metrics for measuring performance

of, 11–13; United Airlines example
of saving role of, 5–6; universality
of principles as strength of, 146. See
also IT (information technology);
World Class IT principles

World Class IT people: Best Buy’s
ROWE program for, 16–17, 28;
connecting IT company role with
the, 32–33; external partnering
and skills of, 137; Future of Work
approach to, 15–16; metrics related
to, 28–32t; ten subprinciples of the,
17–28

World Class IT people subprinciples:
1: inventory existing skills, 18–21,
29t, 137; 2: plan your workforce,
21, 29t, 35–58, 137; 3: clarify titles,
roles, and responsibilities, 21–22,
29t, 138; 4: evaluate meaningfully,
22, 29t, 138; 5: recognize and com-
pensate high performance, 23–24,
30t, 138; 6: help plan employee
careers, 24–25, 30t; 7: assess IT
culture, 25–26, 30t; 8: train new
employees, 27, 31t; 9: retain the
people you want, 27–28, 32t; 10:
recruit people you need, 28, 32t

World Class IT principles: 1: recruit,
train, retain World Class IT peo-
ple, 8, 10fig, 15–33; 2: build and
maintain robust IT infrastructure,
8, 35–58, 145–146; 3: manage
projects and portfolios effectively,
8–9, 10fig, 59–95; 4: ensure part-
nerships and alignment, 9, 10fig,
97–118t; 5: develop collaborative
relationship with external partners,
10fig, 99, 119–141. See also World
Class IT Methodology

WorldCom scandal, 60

Y
Year 2000 projects, 74
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