
Accelerated depreciation, 443
Acceptance testing, 459
Accountability:

business units, 488–489
IT organization, 116–117
project management, 551

Acquisitions, 63, 511
Agencies, technical recruiting,

366–369
Agency issues, CIO role, 127
Agenda:

outsiders driving, 549–550
setting (IT hierarchy of needs,

Level V), 75, 80–81
Agent, defined, xiii
Agile development methodology, 336
Allstate Insurance Co., 16
American Management Association, 475
American Purchasing Society (APS),

475
AMR, 16
Apache, 170
Application(s):

age of, as cost driver, 63
architecture, 300
baseline support, 72–73
complexity of as costs driver, 63
defined, xiii
development versus support, 319
IT organization, and development /

support of, 106–115
business analyst group, 112
database administrators (DBAs),

110–111
development teams, 107–108
electronic data interchange (EDI)

specialists, 111

key drivers for IT development
structure and staffing levels,
113–114

manager of applications
management, 112–113

separation of responsibilities,
114–115, 320

support group, 109
testing, 109–110

metrics, 598
vendor economics, 388
version control /release management,

324–325, 332–333
Application development, new, 

329–339
build versus buy, 314–315
Capability Maturity Model (CMM),

338, 576
Capability Maturity Model

Integrated (CMMI), 
338–339

documentation, 332
maintenance, 333
managing software development

effort, 332–333
methodologies, 333–338

agile development, 336
alternate waterfall development

methodology, 336
Extreme Programming (XP),

337–338
Rapid Application Development

(RAD), 335–336
waterfall, 333–335

milestones, 333
overview table (project phases, steps,

deliverables), 330–332
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Application development, new
(Continued)

priority assessment, 310–312
productivity measures, 332
project prioritization (see Project

management; Project
prioritization process)

project structure, 329–332
strategy, 310–315
testing, 333
upgrading/enhancing existing

applications versus replacement,
312–314

version control, 332–333
Application management, 298–346

applications environments
management, 323

architecture, 299–310
application, 300
business, 299
information, 299
service-oriented (SOA), 307–310
target, 306–307
technical, 300

assessment decision tree, 310
best practices, 328
enterprise architecture framework,

overview pyramid diagram, 300
implementing packaged applications,

339–342
business process definition,

341–342
conference room pilot (CRP), 341
estimating, 339–340
milestone management, 340–341

integrated applications versus “best
of breed,” 317–318

key roles in, 322–323
life cycle, 327
maintaining existing applications,

318–328
help desk concept, 318–321
setting service level agreements

(SLAs), 321–322
overview/introduction, 298, 346
performance management, 323–324
quality assurance (QA) testing,

342–345

functional testing, 343–344
integration testing, 344
multiple session testing, 344
platform testing, 344
regression testing, 344
stress/performance testing, 344
unit testing, 344

Software as a Service (SAAS),
316–318

strategic issues, 310–315
web management, 325–327
why topic important, 298–299

Approval, project:
demand management, 553–554
vendor selection, 444

Architecture, 299–310
application, 300–302
business, 299
enterprise overview diagram, 300
information, 299
large companies, 117
migration plan, 307
service-oriented (SOA), 307–310
target application architecture,

306–307
technical, 300

Archiving data, 246
Arianespace (France), 16
ARS (Remedy), 274
Asset lifetime, expected (decision

factor, IT standards), 150, 158
Asset management, IT, 200, 246–249,

512
Assignment rights, 459
Association for Information Technology

Professionals, 141
Atmos Energy, 10
Attrition model, 10 percent,

376–377
Audit /auditing:

budgeting, 515–516
configuration management database

(CMDB), 200
governance, 607–608
large companies and, 118
vendor management, 456

Automated call distributor (ACD), 95
Avis Europe PLC, 15
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Back-office/front-office systems, xiii,
xv, 77–78

Backup:
archiving data, 246
compression and encryption,

245–246
disks, 244
incremental /full, 245
magnetic tape, 243–244
media, 243–244
media rotation, 244–245
storage service providers (SSPs), 244
virtual tape library (VTL), xviii, 244

Bailey, Martin, 8, 38–39
Bailey, Robert S., 382
Baptist Health South Florida, 10
Baseline support versus projects, 72
Batch processing capacity

requirements, 536
Behavioral testing, 371
Belk, Inc., 576
Best of breed, integrated applications

versus, 317–318
Bies, Susan Schmidt, 5
Blog, defined, xiii
Boorstin, Daniel J., 603
Branch support, 206
Brooks, Fredrick P. (The Mythical Man-

Month), 30
Brynjolfsson, Erik, 7, 38
BSD Unix, 170
Budgeting and cost management,

493–520
acquisitions and, 63, 511
asset management and, 512
assumptions, 506
auditing IT department, 515–516
basics, 507–510
budget creation methods, 508–510
business downturns, economic

climate, 511
chargebacks, 518–519
components of IT budget, 498–507
contingency planning, 516
corporate budgeting process,

495–496
cost drivers, 510–512
data communications, 500

employee base, growth/decline, and,
511

enterprise IT spending versus IT
department budget, 496–497

external service providers, 500
handling out-of-budget business unit

requests, 517–518
hardware, 498–499, 501–503
infrastructure, 510, 511
labor, 499, 505
lease versus buy decisions, 514–515
management, 516–517
managing/minimizing capital

expenditures, 512–514
overview/introduction, 495, 519–520
revenue growth, 511
run-rate budgeting, 509–510
service levels, reexamining, 512
software, 499, 503–505
typical breakout of spending, 505–506
vendor contracts, renegotiating, 512
why topic important, 494–495
zero-based budgeting, 508–509

Budget Rent-A-Car, 16
Business, the (defined), xiv
Business analyst group, 112, 118
Business architecture, 299
Business case interview, 371
Business communications, 481–491

benefits of improving IT/business
relationship, 482–483

building communication and
relationship attributes into
personnel reviews, 489

building online communication
mechanisms, 491

holding business units accountable,
488–489

improving social interaction with the
business, 484–485

improving verbal and written
communication skills, 485–488

making changes permanent, 491
promoting accomplishments/

objectives/priorities of IT
department, 260–262, 490

recruiting staff from the business
side, 489–490
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Business communications (Continued)
setting goals for each level of IT

organization, 484
why topic important, 481–482

Business continuity, xiv, 204. See also
Disaster recovery (DR)

Business process:
definition, 341–342
f low diagram, example, 395

Business supporting applications, IT
strategy level, 77–78

Business units:
chargebacks, 518–519
defined, xiv
handling out-of-budget requests by,

517–518

California, 16
Canceled project phenomenon, 613
Candidate sourcing strategy (HR life

cycle step 2), 362–369
additional screening for permanent

hires, 364–365
developing candidate profile, 362
example candidate tracking summary,

367
importance of timing, 363
permanent and contract candidate

sourcing, 363–364
prescreen strategy, 362
recruiting funnel, 365–366
resources, 385
steps, 362–363
technical testing, 363
working with agencies and technical

recruiters, 366–369
Capability Maturity Model (CMM),

338, 576
Capability Maturity Model Integrated

(CMMI), 338–339
Capacity:

data center, fraction actually
utilized, 219

management, 204
risk management and, 534–536
setting levels, 534–536

Capital expenditures. See also Cost(s)
assessing requests for, 620–621
historical, 62, 67

managing, 512–513
minimizing, 513–514
risk management and, 529–531

Capuzzo, N., 538
Career development, and measurement

benefits, 585–586. See also Human
resources, IT

Carnegie Mellon University, 218, 338.
See also Software Engineering
Institute (SEI)/CMM/CMMI

Cell phones, 516
Centralization versus decentralization:

IT operations, 63
large companies, 119
purchasing, 63

CERT, 210, 218
Change control, 249–250
Chargebacks, 63, 518–519
Charted Institute of Purchasing and

Supply (CIPS), 475
Chemical Bank, 16
Chief financial officer (CFO), defined,

xiv
Chief information officer (CIO),

121–141
administrative support and IT

organization, 115
agency issues, 127
allocation of time by, 130–133
candidate recruitment /retention,

133–135
CIO as “Career Is Over,” 11
critical role of, 122–124
CTO and, 139–140
defined, xiv
evaluating, 138–139
evaluation scorecard, 134
factors impacting role of, 135–137
Groucho Marx problem, 126
poll of (CIO Insight), 126
professional organizations for, 141
promotion to as career-ending

experience for new manager,
137

responsibilities and skills needed,
128–130

role of IT steering committee,
137–138

salary equation, 126–127
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skills:
needed to remain effective,

135–136
post-promotion, 125
pre-promotion, 124

talent challenge, 124–127
why topic important, 121–122

Chief technology officer (CTO):
CIO and, 139–140
large company considerations, 117

CIGNA Corp., 15
CIO Executive Council, 141
CIO magazine, 189
Cisco Systems, 13
CMM. See Capability Maturity Model

(CMM)
CMMI. See Capability Maturity Model

Integrated (CMMI)
Coaching, management, 382–383
COBIT. See Control Objectives for

Information and Related
Technology (COBIT)

Communication(s):
data, 500, 515–516
improving (see Business

communications)
project problems and, 550–551

Company due diligence, vendor
selection, 430–431

Company size (IT cost driver), 62
Compensation/salary, 378, 380–381,

385
Competitive initiatives, as cost driver,

62
Competitive parity, 78–79
Complexity of internal operations, as

cost driver, 62
Computer Security Resource Center

(CSRC), 218
Conference room pilot (CRP), 341
Configuration management database

(CMDB), xiv, 199–202
asset management, 200
audit, 200
backup coverage and, 246
defined, xiv
disaster recovery, 201
help desk and, 200, 285–286
key features, 201–202

license compliance, 200
monitoring, 200
sample tool screen, 203
security, 200
systems and network administration,

200
troubleshooting and diagnosis, 200

Consultants, 357, 399
Contingency planning, 516
Contract(s). See Vendor(s), contracts
Contract personnel /contractors,

115–116, 363–364
human resources, 356–357
interviewing, 372–374

Contract-to-hire, 357
Control Objectives for Information and

Related Technology (COBIT), xiv,
83–84

Cooling, data center, 226–231
conversions between common heat

load measures (O&I), 228
layout for optimal air circulation,

230
ventilation, 229–231

Cost(s):
of costs, 27
decision factor, IT standards, 152,

163–164
of downtime by industry, 227
drivers of hidden IT spending, 53
of information technology (see

Spending, IT)
of IT measurement, 580–581
management (see Budgeting and cost

management)
risk management and, 525–536

capital expenditures and IT
spending, 529–531

IT outages and recovery,
531–533

setting capacity levels, 534–536
setting service levels, 533–534

Cost /benefits model, vendor selection,
397–399

Cost drivers, key, 61–63, 510–512
age of infrastructure, 63
application age, 63
application complexity, 63
budgeting and, 510–512
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Cost drivers, key (Continued)
central versus decentralized IT

operations, 63
central versus decentralized

purchasing, 63
chargeback mechanism employed,

63
company size, 62
competitive initiatives, 62
complexity of internal operations, 62
current economic/marketplace

condition, 62
demand from customers or suppliers,

62
historical capital spending, 62
industry, 62
merger/acquisition activity, 63
number of computers per knowledge

worker, 62
number of platforms, 63
standardization, 63

CRM, defined, xiv
CRP. See Conference room pilot

(CRP)
c.Support (GWI Software), 274
CSX, 9
Culture of high performance, 580
Customer-is-always-right philosophy,

29
Customer(s):

demand from, as IT cost driver, 62
satisfaction, performance

measurement and, 585
service, performance measurement

and, 578–579
use, as decision factor, IT standards,

154
vendors’ (information sharing with),

464–465
Customization:

decision factor, IT standards, 150,
158–159

ERP software, 107, 108
third-party software applications,

108

Daily systems operations, 249
Dashboard, 581–582, 583, 587. See also

Performance measurement, IT

Database:
configuration management (see

Configuration management
database (CMDB))

FOSS and, 171
Database administrators (DBAs),

110–111
Data center, xiv, 218–234

capacity, fraction actually utilized,
219

conversions between common heat
load measures, 228

cooling, 226–229
costs of downtime by industry, 227
defined, xiv
environmental and security

monitoring, 222–223
equipment distribution, 231–232
fire prevention, detection, and

suppression, 232–234
humidity, 231
layout for optimal air circulation,

230
physical site, 220–222
power, 223–226

emergency power off switches,
223

uninterruptible power supply
(UPS), xviii, 225, 249

ventilation, 229–231
Data collection/analysis/reporting,

measurement systems, 589–591
Data communications, budgeting and,

500, 515–516
Data protection. See Backup
Data thefts, 213, 217
Davey, G. C. L., 538
Dean, Dizzy, 192
Decision making:

and outcomes (quadrants), 525
and risk management (see Risk

management)
Decision trees:

application assessment, 310
vendor recompetes, 467

Delivery, project, 585
Dell computer, 10
Demand from customers/suppliers, as

IT cost driver, 62
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Demand management, xiv, 250–251,
542–573

defined, xiv
impact on project performance,

544–545
methodology, 551–572

commissioning projects, 570
in-process projects, 570
inventory of all potential projects,

551–552
process overview diagram, 551
project approval, 553–554
project completion and review,

570–571
project definition and proposal,

552–553
project prioritization (see Project

prioritization process)
operations and infrastructure scope,

250–251
overview/introduction, 542–543
price of project failure, 545–546
resource management, 572
resources, 572–573
success factors for project

management, 571
why good project management not

enough, 546–551
why topic important, 543–544

Democracy Player, 170
Denver International Airport,12
Department organization. See

Information technology (IT)
department organization

Dependencies, 566, 567
Desktop(s):

economies of scale and, 64
FOSS, 170–171
metrics, 595

Development languages, FOSS, 171
Disaster recovery (DR), xiv, 

239–246
business continuity plan, 239
configuration management database

(CMDB) and, 201
data protection/backup:

archiving data, 246
compression and encryption,

245–246

disks, 244
incremental /full backups, 245
magnetic tape, 243–244
media, 243–244
media rotation, 244–245
storage service providers (SSPs),

244
virtual tape library (VTL), xviii,

244
defined, xiv
plan, creating, 241–242
plan, periodic review of, 242–243
server consolidation, 204
vendor contracts, 460

Discounts, services, 461
Dispute resolution, vendor

management, 460
Documentation, 182, 186, 255, 332,

460, 469–470
Due diligence, 421–438

checking references, 431–435
company, 430–431
development environment /approach,

430
functional, 422–425
gap analysis, 435–438
process overview diagram, 421
technical, 425–430
technical platform—options and

requirements, 425–427
transaction volume support and

scalability, 427–430
updating evaluation framework,

421–422
Durability (decision factor, IT

standards), 154

Ease of use (decision factor, IT
standards), 154

Economic analysis, vendor selection,
388, 442–444

Economic/marketplace conditions:
budgeting and, 511
as IT cost driver, 62

EDI. See Electronic data interchange
(EDI) specialists

eGroupWare, 171
Electronic data interchange (EDI)

specialists, 111
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E-mail:
servers, and scale economy, 64
system support, 234–237
unsolicited commercial e-mail

(UCE), xviii
Emergency power off switches, 223
Employees:

budgeting, and growth/decline in
number of, 511

career development, and
measurement benefits, 585–586

hiring (see Human resources, IT)
personnel reviews, building

communication and relationship
attributes into, 489

recruiting (see Human resources, IT)
End-user support /break-fix group,

97–99
Enterprise applications, FOSS, 171
Enterprise architecture framework

(overview diagram), 300
Enterprise Resource Planning (ERP)

software:
characteristics, versus best of breed,

319
customization and, 107, 108
defined, xiv, 317
general guidelines for, 320
scale economies, 64
survey on success of, 12
systems, 108

Environmental Protection Agency
(EPA), 225

Environmental /security monitoring,
222–223

Equipment distribution, 231–232
Erlang C model, 277, 278, 279
Ethics in purchasing and vendor

management, 473–474
Expected asset lifetime (decision

factor, IT standards), 150, 158
External service providers, budgeting

and, 500
Extreme Programming (XP), 337

Failure, price of project, 545–546
Family Educational Rights and Privacy

Act (FERPA), 218
Federal Aviation Administration, 16

FEMA, 220
Financial analysts as sources of

information:
assessing technology standards, 191
vendor selection, 401

Financial assessments:
dashboard, IT investment return, 585
evaluating infrastructure

investments, 262–269
investment evaluation framework,

265–269
popular methodologies, 264–265

project valuation, 555–560
business value calculation

approach, 558
example project financial value

calculation, web site
promotion, 559

example project system adequacy
versus financial value
assessment, 566

scorecard, 557
resources, 269–270, 572–573

Firefox, 169, 170
Fire prevention/detection/suppression,

232–234
Firewall, defined, xv
Fish bone diagram, 261
Flexibility (decision factor, IT

standards), 153
Foote, David, 122
Ford, Henry, 192, 386
Ford Motor Co., 15
Forrester Research, 54
FOSS. See Free and Open Source

Software (FOSS)
FoxMeyer Drug Co., 13, 16
Framing, 524
Free and Open Source Software

(FOSS), xv, 164–174
benefits, 166–167
database, 171
defined, xv
desktop, 170–171
development languages, 171
enterprise applications, 171
Firefox, 169, 170
initiatives, 169
justifying, 172–173
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licensing, 171–172
Linux, 169, 170
MySQL, 169, 171
OpenOffice.org, 169, 170
operating systems, 170
options, 168–169
resources, 174
selected systems, 170–171
systems monitoring, 207
systems tools, 170

Front-office/back-office systems, xiii,
xv, 77–78

Functional due diligence, vendor
selection, 422–425

Functional group, defined, xv
Functional testing, 343–344

GAIM desktop tool, 171
Galbraith, John Kenneth, 89
Gap analysis, 435–438

example package assessment sheet,
437

example requirement prioritization
matrix, 436

Gartner Group survey, 11
Gartner, Inc., 38, 52, 54 ,128, 198
Gatekeepers, project, 547
Geneen, Harold, 24
General Electric (GE), 9
GNOME, 170
GNU Image Manipulation Program

(GIMP), 170
Governance, IT, 603–622

control and audit, 607–608
functions supporting, 608–609
issues addressed by, 606–607
key activities in, 606
overview, 603–607, 621–622
resources, 622
scope of IT and, 70–71
steering committee concept,

609–610 (see also Steering
committee, IT (ITSC))

why topic important, 604–605
Gramm-Leach-Biley Act (GLBA), 218
Greenspan, Alan, 6
Greyhound Lines Inc., 16
Growth plans, organization (decision

factor, IT standards), 151, 161

Hackett Group, 18
Hall of Shame, 14, 15–16
Hardware:

budgeting, 498–499
establishing requirements, 501–503
vendor selection, 438–439

Health Insurance Portability and
Accountability Act of 1996
(HIPAA), 217, 222

HEAT (FrontRange Solutions), 274
Help desk, 94–97, 272–297

alternative ticket acquisition
technology, 295–296

applications management and,
318–321

certification, Help Desk Institute
(HDI), 276

configuration management database
(CMDB) and, 200

defined, xv
determining required agents,

277–280
diagram, typical escalation process

for IT problems and requests,
273

effective management of, 274–296
escalation, 273, 281–287
incentives, 280
IT organization and, 94–97
outsourcing, 296–297
problem and request management,

272–275
remote login technology, 296
roles/responsibilities, department

organization, 94–97 (see also
Help desk)

sample severity—contact matrix, 283
sample severity matrix, 282–283
sample ticket status definition, 285
scale economies, infrastructure, 64
self-service technology, 296
staffing, 275–277
support ratios based on business/IT

goals, 257
systems available, 274
technology, 294–296
telephone technology, 294–295
ticket acquisition, 284–286
ticket assignment, 286–287
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Help desk (Continued)
ticket distribution by type, 287
ticket management technology, 295
ticket status, 284
training, specialists versus

generalists, 277
vendor selection, and service level

and support, 448
why topic important, 272

Help desk metrics, 288–294, 595
abandonment rate, 288, 290, 293
call volume, 288, 289
first call resolution rates, 288, 291,

292
pass through percent, 288, 290
percentage of incidents resolved, by

tier, 292
resolution time compliance (SLA),

291
speed of answer, 290, 293
staff utilization, 288
talk time, 288, 293
telephone system metrics, 289
ticket distribution by type of request,

294
ticket severity, 288
ticket type, 288
time-to-abandon rate, 288
time to resolve, 288, 291

HelpSTAR (Help Desk Technology
International Corp.), 274

Hershey Foods, 12, 15
Hewlett-Packard Co., 15
Hidden IT spending, drivers of, 53
Hightower, Cullen, 298
Hilton Hotels, 16
Hiring:

plan, 361–362 (see also Human
resources, IT)

step 4, in HR life cycle, 374–376
checking references, 375
finalizing an offer, 374–375
ramping up new hires quickly,

375–376
Hirscheim, Rudy (Lacity and;

Information Systems Outsourcing:
Myths, Metaphors, and Realities),
14, 27

Historical capital spending, as IT cost
driver, 62

Hitt, Lorin, 7
HTTP/HTTPS, 309
Hudson Bay Co., Canada, 15
Human resources, IT, 348–384

introduction, 350–351
life cycle (five key steps) overview,

348, 352
life cycle step 1: determining

personnel needs, 351–362
consultants, 357
contractors, 356–357, 359–360
contract-to-hire, 357
defining roles and responsibilities,

360–361
example hiring plan worksheet, 361
hiring plan, 361–362
organization chart, 351–353
overview (diagram), 358
permanent versus contrast staffing,

356–360
skill mapping and assessment of

current employees, 355
strategy, 356–360
swap analysis and identify

personnel gaps, 353–356
life cycle step 2: candidate sourcing

strategy, 362–369
additional screening for permanent

hires, 364–365
developing candidate profile, 362
example candidate tracking

summary, 367
importance of timing, 363
permanent and contract candidate

sourcing, 363–364
prescreen strategy, 362
recruiting funnel, 365–366
resources, 385
steps, 362–363
technical testing, 363
working with agencies and

technical recruiters, 366–369
life cycle step 3: effective

interviewing, 369–374
behavioral testing, 371
business case interview, 371
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candidate testing, 371
high-volume interviewing, 372
interviewing contractors, 372–374
scorecard, 371

life cycle step 4: effective hiring,
374–376

checking references, 375
finalizing an offer, 374–375
ramping up new hires quickly,

375–376
life cycle step 5: managing the

workforce, 376–384
attrition model, 10-percent,

376–377
career growth opportunities, 378
compensation, 378, 380–381, 385
IT staff career development,

377–378
key drivers of staff retention,

378–380
layoffs, 381–382
management coaching, 382–383
overview, 384
performance plans, 383–384
promotion opportunities, 377, 379
resources, 385
satisfaction with supervisor,

378–379
training opportunities, 377, 379

overview/introduction, 348–349
resources, 385
why topic important, 349–350

Humidity, controlling, 231
Huxley, Thomas Henry, 493

Incident postmortems, 538
Indemnification, vendor contracts,

460
Industry:

adoption of technology by, as decision
factor, IT standards, 152

as cost driver, 62
groups, as sources of information for

assessing technology standards,
188–191

IT spending, 18, 47, 49, 55, 56, 57,
58

Information architecture, 299

Information Systems Audit and Control
Association (ISACA), xv, 83–84

Information technology (IT):
as a business unit, 39
as competitive advantage source, 39
defined, xv
dilemma, 3–20

benefits, 4–10
“burning platform,” 17–18
defined, 19–20
misery, 11–17
positive anecdotes, 9

distress/ineffectiveness, 11–17, 24–42
budget problems, 26–28
business satisfaction, 25–26
business turmoil, 32–33
financial and risk management,

33–34
high profile project failures, 11–17
project effectiveness, 28–30
project management issues, 28–30
proximate versus ultimate causes,

32–39
skills, post-promotion versus pre-

promotion, 35, 36
staffing and communications, 33
staffing problems, 30–32
symptoms overview, 25
vendor management, 33

as a function, 39
governance (see Governance, IT)
initiatives, defined, xvi
overview, xii–xiii, 74
problem management (see Problem/

request management, IT)
Rodney Dangerfield Complex, 17, 483
satisfaction, 18–19
scope of activities, 69–73

application baseline support and
projects, 72–73

conceptual model for, 70
governance, 70–71 (see also

Governance, IT)
operations and infrastructure

(O&I) baseline support and
projects, 71–72 (see also
Operations and infrastructure
(O&I))
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Information technology (IT)
(Continued)
overview/introduction, 69–70,

73
problem management, 71 (see also

Problem/request management,
IT)

why topic important, 69–70
spending (see Cost(s); Spending, IT)
staffing (see Human resources, IT)
strategy (see Strategic assessment;

Strategic priorities (IT), setting)
terminology (glossary), xiii–xviii
typical company progression, 19

Information technology (IT)
department organization, 89–120

accountability issues, 116–117
capacity charts, 568, 569
CIO and administrative support, 115
large company considerations,

117–119
architecture, 117
audit /accounting control, 118
business analyst group, 118
centralization versus

decentralization, 119
organization by business functions,

application types, business
units, departments, and /or
geography, 119

project management office (PMO),
118

security, 118
mix of contract and employee IT

personnel, 115–116
organization charts, 92, 351–353
overview, vii, 91–93, 119–120
roles/responsibilities, Application

Development and Support
group, 106–115

application development teams,
107–108

application support group, 109
application testing, 109–110
business analyst group, 112
database administrators (DBAs),

110–111
electronic data interchange (EDI)

specialists, 111

key drivers for IT development
structure and staffing levels,
113–114

manager of applications
management, 112–113

roles/responsibilities, IT Operations
and Infrastructure group, 94–106

definition, xvi
end-user support /break-fix group,

97–99
help desk, 94–97 (see also Help desk)
key drivers for structure and

staffing levels, 105–106
network administration group,

99–100
operations manager, 104
process responsibility, 104–105
system administration and

computer operations group,
100–103

telecommunications services
group, 103–104

separation of responsibilities, two
groups, 114–115

why topic important, 90–91
Information Technology Association of

America (ITAA), 364
Information Technology Governance

Institute (ITGI), 84, 86
Information Technology Infrastructure

Library (ITIL), xvi, 69, 81–82, 84,
86, 269

Information Technology Infrastructure
Management Association (ITIM),
141

Information technology (IT)
management:

applications (see Application(s);
Application development, new;
Application management)

CIOs (see Chief information officer
(CIO))

coaching, 382–383
cost management (see Budgeting and

cost management)
defined, xvi
governance (see Governance, IT)
human resources (see Human

Resources, IT)
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IT director, defined, xv
management team, and scale

economies, 64
manager feedback approach matrix,

383
methodologies for, 81–86

Control Objectives for Information
and Related Technology
(COBIT), 83–84

Information Technology
Infrastructure Library (ITIL),
81–82

Information Technology Service
Management (ITSM), xvi, 69,
82–83, 84, 86

ISO/IEC 17799, 83
ISO/IEC 20000, 83
Zachman framework for enterprise

architecture, 84–86
operations (see Operations and

infrastructure (O&I))
overview, viii
performance measurement (see

Performance measurement, IT)
problem/requests (see Help desk)
project prioritization (see Demand

management; Project
prioritization process)

relationship with the business (see
Business communications)

risk management (see Risk
management)

senior management:
defined, xvii
overview, viii

standards (see Standards-setting
process, IT)

steps to effectiveness, 39–42
vendors (see Vendor(s); Vendor

selection)
Information Technology Service

Management (ITSM), xvi, 69,
82–83, 84, 86

Information Week, 17, 54, 189, 483
Infrastructure. See also Operations and

infrastructure (O&I):
age of as cost driver, 63
budgeting and, 510, 511
defined, xv

investment, demand management
and, 566

measurement, 585
Inkscape, 170
Insider threats (O&I), 213
Instant messaging (IM), xv, 

237–238
Insurance, in vendor contracts, 

459
Integration testing, 344
Interfaces with other systems (decision

factor, IT standards), 150,
159–160

Internal Revenue Service (IRS), 16
International Foundation for Protection

Officers (IFPO), 220
Internet:

job boards, 385, 432–434
online communication mechanisms,

491
sources of information for assessing

technology standards, 190
vendor selection and, 401, 432–434
Virtual Private Network (VPN), 

xviii, 99
web management, 325–327
web servers, 168
Web Services Description Language

(WSDL), 309
Interviewing (HR life cycle step 3),

369–374
behavioral testing, 371
business case interview, 371
candidate testing, 371
high-volume interviewing, 372
interviewing contractors, 372–374
scorecard, 371

Investment analysis. See Financial
assessments

ISACA. See Information Systems Audit
and Control Association (ISACA)

ISO/IEC 17799, 83, 218
ISO/IEC 20000, 83, 86
ITSC. See Steering committee, IT

(ITSC)

Joint Aerospace Weapons Systems
(JAWS), 12

J Sainsbury (U.K. food retailer), 14, 15
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K Desktop Environment (KDE), 170
Kettering, Charles, 272
KIAH, 9
Kmart Corp., 15
KPMG, 11
Kunreuther, Howard, 538

Labor:
availability (decision factor, IT

standards), 152
budgeting/estimating costs, 499,

505
workforce management (see

Workforce management (HR life
cycle step 5))

Lacity, Marcy (and Hirscheim;
Information Systems Outsourcing:
Myths, Metaphors, and Realities),
14, 27

LAN/ WAN network infrastructure
management, 195–197

Large company considerations:
architecture, 117
audit /accounting control, 118
business analyst group, 118
centralization versus

decentralization, 119
organization by business functions,

application types, business units,
departments, and /or geography,
119

project management office (PMO),
118

security, 118
Lawsuits, technology, 461
Layoffs, 381–382
Lease versus buy decisions, 514–515
Legal issues, offshoring vendors, 470
Liability, vendor management and, 447,

460
License compliance, configuration

management database (CMDB),
200

License/maintenance fees:
end-users, and scale economies, 64
vendor management, 459

Licensing terms, vendor selection and,
447, 448

Life cycle analysis:
application, 327
human resources (see Human

resources, IT)
standards setting and, 153
technology, 174–180

Linux, 169, 170
Lombardi, Vince, 451
London Ambulance Service, 16
London Stock Exchange, 16

Magic (Remedy), 274
Mainframe metrics, 596–597
Maintenance of existing applications,

318–328
help desk concept, 318–321 (see also

Help desk)
setting service level agreements

(SLAs), 321–322
Maintenance fees:

prepaying, 447
vendor selection and, 449

Manageability (decision factor, IT
standards), 154

Management. See Information
technology (IT) management

Marriott International, 16
Maslow’s hierarchy, 75–76
McDonald’s Corp., 15
Measurement. See Performance

measurement, IT
Merger/acquisition activity, as IT cost

driver, 63
Merrill Lynch, 49, 576
Messaging management, 234–238

e-mail system support, 234–237
instant messaging (IM), xv, 237–238

META Group and Metricnet survey, 49
Metrics, IT, 593–599. See also

Performance measurement, IT
application, 598
desktop, 595
help desk, 595
mainframe, 596–597
midrange, 597
network and telecommunication, 596
objective, 593–594
subjective, 599
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Middleware, defined, xvi
Midrange metrics, 597
Milestones, managing, 340–341
Mission criticality (decision factor, IT

standards), 148–156
Mississippi, 13, 15
Monitoring:

configuration management database
(CMDB) and, 200

environmental and security,
222–223

systems, 206–208
MySQL, 169, 171

Nagios, 170
National Association of Computer

Consulting Business (NACCB),
364

National Association of Governmental
Purchasing, 475

National Association of Purchasing
Management /Institute for Supply
Chain Management (NAPM/ISM),
473, 474

National Association of Purchasing
Managers, 475–476

National Fire Protection Association
(NFPA), 232

National Institute of Standards and
Technology (NIST), 218

Needs, IT hierarchy of, 75–76
Negotiations, vendor, 444–450, 512
Network(s):

administration, 99–100
economy of scale, and, 64
fuzzy perimeters, 213
LAN/ WAN network infrastructure

management, 195–197
metrics, 596
periphery devices, 212
Simple Network Management

Protocol (SNMP), defined,
xvii

New applications. See Application
development, new

New technology, 213
Niche application exploits, 212–213
Niche vendors, 215

Nike, 12–13, 15
Nonsolicitation clauses, 459

Objective metrics, 593–594
Offshoring issues:

access, 470
documentation, 469–470
friction, 469
hours, 470
image, 470
legal, 470
political environment, 470
security, 470

Olsen, Ken, 143
Online. See Internet
Openbrave ERP, 171
OpenOffice.org, 169, 170
Operating systems, FOSS, 170
Operations, defined, xvi
Operations and infrastructure (O&I),

71–72, 94–106, 192–269
communicating success of, 260–262
conceptual fish bone diagram, 261
defined, xvi
evaluating infrastructure

investments, 262–269
measurement, 253, 585
needs hierarchy (Level I), 76–77
overview, 71–72, 194, 269
process improvement, 258–260
resources, 269–270
roles/responsibilities, 94–106

end-user support /break-fix group,
97–99

help desk, 94–97
key drivers for structure and

staffing levels, 105–106
network administration group,

99–100
operations manager, 104
process responsibility, 104–105
separation of responsibilities,

114–115
system administration and

computer operations group,
100–103

telecommunications services
group, 103–104
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Operations and infrastructure (O&I)
(Continued)

root cause analysis, 258–260
scope of operations, 194–251

asset management, IT, 246–249
branch support, 206
change control, 249–250
configuration management,

199–202
daily systems operations, 249
data center management, 218–234
demand management, 250–251
disaster recovery, 239–246
LAN/ WAN network infrastructure

management, 195–197
messaging management, 234–238
patch management, 197–199
performance management and

service level agreements
(SLAs), 251

security management, 208–218
server virtualization, 202–206
system monitoring, 206–208
systems management, 197–206
telecom equipment and

administration, 238–239
voice over IP (VOIP), 239

staffing resource levels, setting,
256–258

staff productivity, 253
standardization techniques, 252–256
training/staff skills, 252–253
why topic important, 193–194
work quality, 253

Organization. See Information
technology (IT) department
organization

Organization charts, 92, 351–353, 568,
569

OS (operating system), defined, xvi
OSHA, 225
Outages/recovery, 531–533
Outsiders driving the agenda, 549–550
Outsourcing:

help desk, 296–297
vendors, 469, 471–472

Overconfidence bias, 549
Oxford Health Plans Inc., 16

Packaged applications:
buy versus build decisions, 

314–315
implementing, 339–342

Parcells, Bill, 348
Patch:

defined, xvi
management, 197–199

PBX, 103–104, 238
Peer companies:

sources of information for assessing
technology standards, 190

vendor selection and, 400
Peregrine, 274
Performance management and service

level agreements (SLAs), 251
Performance measurement, IT,

574–601
by area, 586
baseline current performance,

587–588
benefits, 576–581

high performance culture, 580
improved customer service,

578–579
improved system performance and

uptime, 579
increase in staff productivity

(development and support),
579–580

more efficient allocation of
resources, 579

reduction in risk and unplanned
activities, 579

costs, 580–581
customer satisfaction, 585
dashboard, 581–582, 583, 587
defining target performance for each

metric, 586
developing management process for

data collection/analysis/
reporting, 589–591

developing program for, 581–592
evaluating metrics, 582–586
evaluating and taking action, 593
infrastructure and operations, 253,

585
investment return, 585
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metrics, 593–599
overview diagram, 584
overview/introduction, 574
people development, 585–586
periodic IT health check, 599–601
project delivery, 585
reassessing measurement program,

591–592
resources, 602
why topic important, 575–576

Performance plans, human resources,
383–384

Periphery network devices, 212
Peters, Tom, 574
phpBB, 171
Platform(s):

“burning,” 17–18
number of, as IT cost driver, 63
testing, 344
unauthorized /unknown, 213

PMO (Project Management Office),
defined, xvi

Political environment, and offshoring,
470

Political viability, demand management
and, 566–567

PostgreSQL, 171
Powell, Colin, 121
Power/electricity, 223–226
Pragmatism, 69, 73–75
Prioritization. See Demand

management; Project prioritization
process

Problem/request management, IT:
implementing (see Help desk)
IT scope, 71

Process responsibility in IT operations,
104–105

Productivity:
improvement statistics, 6, 7
measurement, and improvement in,

579–580
paradox, 5
staff productivity, 253

Project management:
demand (see Demand management;

Project prioritization process)
inventory overlap, 29

sources of problems, 546–551
heterogeneous technology, 549
indistinct goals, 549
moving goalposts, 548
no individual accountability, 551
no project gatekeepers, 547
outsiders driving the agenda,

549–550
overambitious goals, 548
overconfidence bias, 549
poor communication, 550–551
project size, 550
too many moving parts, 550
too many projects, 546–547
too many simultaneous projects,

547–548
too much elapsed time, 548
unclear benefits, 549

vendor selection resources, 450
Project management office (PMO), 118
Project prioritization process, 544,

555–570. See also Demand
management

capacity assessment (IT
department /organization),
568–570

current project manager adequacy
versus project business value,
569

current system adequacy, assessment
of, 560–563, 564

data gathering template, 567
defined, 544
dependencies, 566, 567
financial value determination,

555–560, 565, 566
infrastructure investment, 566
overview diagram, 556
political viability, 566–567
prioritizing/sequencing projects,

563–565, 567–568
risk assessment, 560, 561
steering committee approval,

620–621
strategic value assessment, 560, 562,

565
timing, project, 566

Promotion opportunities, 379
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Purchasing, scale economies, 64
Purchasing Management Association of

Canada, 476

Quality assurance (QA):
responsibility for, 538–539
testing, 110, 342–345

functional testing, 343–344
integration testing, 110, 344
multiple session testing, 344
platform testing, 344
regression testing, 344
stress/performance testing, 344
unit testing, 110, 344

Rapid Application Development (RAD),
335–336

Reagan, Ronald, 493
Recompetes, vendor, 466–469
Recruiting IT staff:

from business side, 489–490
candidate sourcing strategy (HR life

cycle step 2), 362–369
additional screening for permanent

hires, 364–365
developing candidate profile, 362
example candidate tracking

summary, 367
importance of timing, 363
permanent and contract candidate

sourcing, 363–364
prescreen strategy, 362
recruiting funnel, 365–366
resources, 385
steps, 362–363
technical testing, 363
working with agencies and

technical recruiters, 366–369
References, checking:

human resources, 375
vendors, 431–435

Regression testing, 344
Regulations, U.S., 217–218
Reich, Robert, 6
Release management, application,

324–325
Reliability (decision factor, IT

standards), 153

Requests for proposal (RFPs), 407–421
creating, 409–416

company information, 410
customer qualifications, 414–415
economics, 416
functional coverage, 413–414
process information, 410
project implementation approach,

416
project information, 410
technical, 414
vendors, 413, 415

issuing, 416–418
process overview diagram, 409
response assessment, 418–419

example vendor forced ranking,
420

final vendor scoring roll up process
(overview diagram), 419

refining vendor list, 419–421
Requirements methodology, 450
Research firms, technology:

assessing technology standards, 190
vendor selection, 401

Resource allocation, measurement and,
579

Return on equity versus IT spending
per employee, 38

Return on investment (ROI), defined,
xvi

Revenue growth, budgeting and, 511
Risk management, 521–540

assessment of risk, 269, 560
as balancing act, 523
cost and risk, 525–536

capital expenditures and IT
spending, 529–531

IT outages and recovery, 531–533
setting capacity levels, 534–536
setting service levels, 533–534

decision making:
critical role of, 523, 524–525
framing, 524
gathering intelligence, 524
learning from experience, 524
outcomes matrix (quadrants), 525
process, 524

incident postmortems, 538
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measurement, and risk reduction, 579
methodology, 536–537
overview/introduction, 521–522, 528,

539–540
resources, 540–541
responsibility for, 538–539
why topic important, 522–523

Robbins-Gioia survey, 12
Root cause analysis, 258–260
Rudolph, Arthur, 521
Run-rate budgeting, 509–510
Russo, J. Edward (and Schoemaker;

Winning Decisions), 524

SAAS. See Software as a Service
(SAAS)

Salary/compensation, 378, 380–381,
385

Sarbanes-Oxley, 217, 222
Saturday Night Live character, Nick

Burns (stereotype), 14, 19
Scalability (decision factor, IT

standards), 153
Scale economies, 64–65
Schade, Christian, 538
Schoemaker, Paul J. H. (Russo and;

Winning Decisions), 524
Scope. See Information technology (IT),

scope of activities
Scope/requirements definition/vendor

selection, 390–399
SDLC. See Software Development Life

Cycle (SDLC)
Security management, 208–218

attacks against end-user systems, 212
breach consequences, 210–211
commonsense precautions, 214–217
configuration management database

(CMDB), 200
data theft, 213
data thefts, planning for, 217
fuzzy network perimeters, 213
incidents reported to CERT

(1992–2003), 210
insider threats, 213
large companies, 118
monitoring, 222–223
new technology, 213

niche application exploits, 212–213
nonstop threats, 209–210
number of malicious programs

(2001–2005), 211
offshore vendors, 470
periphery network devices, 212
regulations and, 217–218
social engineering, 213
threat sources, 211–213
types of threats, 212
unauthorized /unknown platforms,

213
SEI. See Software Engineering

Institute (SEI)/CMM/CMMI
Senior management, defined, xvii
Server consolidation approach:

benefits, 204–205
business continuity, 204
capacity management, 204
disaster recovery, 204
portability, 205
rapid deployment, 205

Server virtualization, 202–206
Service level(s):

reexamining, 512
setting, 533–534

Service level agreements (SLAs), 490
performance management and, 251
setting, applications management,

321–322
vendor management, 463

Service Oriented Architecture (SOA),
xvii, 307–310

Service providers, professional,
439–440

Shell, Richard, 485–486
Simple Network Management Protocol

(SNMP), defined, xvii
Skills:

mapping, 355
pre-promotion/post-promotion, 35,

36, 124, 125
SLAs. See Service level agreements

(SLAs)
Snap-on Inc., 16
SOA. See Service Oriented

Architecture (SOA)
SOAP protocol, 309
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Social engineering, 213
Social interaction, IT/business,

484–485
Society for Information Management,

141
Software as a Service (SAAS), xvii,

316–318
Software Development Life Cycle

(SDLC), xvii, 333
Software Engineering Institute

(SEI)/CMM/CMMI, 338–339, 
576

Software/hardware maintenance
contracts, 516

Software requirements, budgeting, 499,
503–505

Solow, Robert, 6
SOPs. See Standard operating

procedures (SOPs)
Source code/working documents,

vendor contracts and, 460
Spam, defined, xvii
Spending, IT, 43–68

aligning with business strategy,
65–66

benchmarking:
introduction, 44–46
against peer group using company

size, 59–60
taking action based on, 66
using IT spending as percent of

revenue, 54–56
using IT spending per employee,

57–59
using linear equation based on key

drivers, 60–61
CIO evaluation and, 43, 44
versus company revenue growth, 67
data on:

percent of revenue, by industry,
18, 55

percent of revenue, by industry
and company size, 56

percent of revenue, by U.S.
corporations, 49

per employee by industry, 57
per employee by industry, large

companies, 58

decisions, summary, 66–68
defining, and identifying hidden

costs, 50–53
estimating, 53–61
IT capital budget and, 46–48
versus IT department budget,

496–497
key cost drivers, 61–63

age of infrastructure, 63
application age, 63
application complexity, 63
central versus decentralized IT

operations, 63
central versus decentralized

purchasing, 63
chargeback mechanism employed,

63
company size, 62
competitive initiatives, 62
complexity of internal operations,

62
current economic/marketplace

condition, 62
demand from customers or

suppliers, 62
historical capital spending, 62
industry, 62
merger/acquisition activity, 63
number of computers per

knowledge worker, 62
number of platforms, 63
standardization, 63

major drivers of increased spending
in past decade, 45

quality of, 49–50
satisfaction versus (quadrants), 18,

51
attempt to reach competitive

advantage, 51
goal-efficient spending, 51
penalty box, 51
utility approach, 51

scale economies, 64–65
total, 48–49
trends, 17, 46–61
why topic important, 44

Stability of area supported (decision
factor, IT standards), 149, 157–158
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Staffing levels/capacity:
Help Desk, 275–280
IT employees in organization as

percent of total employee
population, 60

IT staff by company size, 59
key drivers for, 105–106, 113–114
O&I, setting resource levels, 256–258
operations, and risk management, and

monthly demand for, 535
productivity, 253

Staffing requirements (HR life cycle
step 1), 351–362

consultants, 357
contractors, 356–357, 359–360
contract-to-hire, 357
defining roles and responsibilities,

360–361
hiring plan, 361–362
organization chart, 351–353
overview (diagram), 358
permanent versus contrast staffing,

356–360
skill mapping and assessment of

current employees, 355
strategy, 356–360
swap analysis and identification of

personnel gaps, 353–356
worksheet example, 361

Standardization as cost driver, 63
Standard operating procedures (SOPs),

192, 253–256
adding to master list, 255
creating final documentation and

checklist, 255
creating inventory of routine tasks,

253
developing SOP for task, 254
example procedure chart, 256
incorporating into staff evaluation

processes, 255
setting labor standard for task,

254–255
staff management /measurement and,

255
testing, 254
training, 255
updating/refreshing, 255–256

Standards-setting process, IT, 143–191
communicating IT standards to the

business, 180–183
decision factor(s), 148–164

available support, 154
consistency/interoperability, 152
cost, 152, 163–164
current life cycle, 153
customer, supplier, and competitor

use, 154
customization level, 150, 158–159
durability, 154
ease of use, 154
expected asset lifetime, 150, 158
f lexibility, 153
industry adoption, 152
interfaces with other systems, 150,

159–160
labor availability, 152
manageability, 154
mission criticality, 148–156
organization growth plans, 151,

161
reliability, 153
scalability, 153
stability of area supported, 149,

157–158
timing/availability, 153
transaction volume required,

current /future, 151, 160–161
unit volume, 149, 156–157
upgrade path, 152
user base, size/type, 151, 161–163

decision factor and criteria weighting
matrix, 155

documentation, communication, and
update process (diagram), 182

enforcing, 183–185
framework for setting technology

standards, 145–165
process overview, 147
sample technology inventory, 146

Free and Open Source Software
(FOSS), 164–174

inheriting a mess (“highly
heterogeneous environment”),
185–188

building migration plan, 187
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Standards-setting process, IT (Continued)
documenting everything, 186
executing the plan, 187–188
quantifying implications, 186–187
setting expectations, 187
understanding why, 186

overview, 147, 182, 188, 189
product life-cycle implications,

174–180
sources of information for assessing

technology standards, 188–191
why topic important, 144–145

Standish Group statistics, 11, 14, 544
Steering committee, IT (ITSC), xvi, 71,

603, 609–621. See also
Governance, IT

benefits:
to business units, 613
to company, 613
to IT department, 614
to IT management, 613–614

capital expenditure requests,
assessing, 620–621

communication f lows, 610
critical issues, reviewing, 619
defined, xvi
example agenda, 619
in-process projects, reviewing status

of, 619–620
new project approval, 620–621
objective of, 614–616
operating of, 618–621
overview/introduction, 71, 603,

609–610
priorities, assessing/approving, 621
purpose of, 610–614
roles/responsibilities:

chair, 617
members, 618
scribe, 618
secretary, 618

structure of, 617–618
Stiroh, Kevin J., 5
Storage service providers (SSPs), 244
Strassmann, Paul, 8, 37–38, 46, 60–61
Strategic assessment:

application management, 310–315
demand management, 560, 561, 562,

565

developing custom applications
versus implementing package
applications, 314–315

investment evaluation framework,
268

priority assessment, 310–312
upgrading/enhancing existing

applications versus replacement,
312–314

Strategic priorities (IT), setting,
69–81

agenda setting (needs hierarchy Level
V), 80–81

aligning IT spending with business
strategy, 65–66

business-IT alignment (needs
hierarchy Level IV), 79–80

business supporting applications
(needs hierarchy Level II),
77–78

competitive parity plus (needs
hierarchy Level III), 78–79

needs hierarchy (Maslow’s), 75–76
operations and infrastructure (needs

hierarchy Level I), 76–77
overview, 69–70, 74, 81
pragmatism, 73–75
why topic important, 69–70

Stress/performance testing, 345
Subjective metrics, 599
Success, communicating, 260–262
SugarCRM, 171
Supervisor, satisfaction with, 378–379
Swap analysis, 353–356
Sydney Water Corp. (Australia), 15
System, defined, xvii
System administration and computer

operations group, roles/
responsibilities, 100–103

Systems management, 197–206
branch support, 206
configuration management, 199–202
patch management, 197–199
server virtualization, 202–206

Systems monitoring, 206–208
Systems and network administration,

configuration management
database (CMDB), 200

Systems tools, FOSS, 170
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Tallis, F., 538
TCO. See Total cost of ownership

(TCO)
Teams:

application development, 107–108
management team, scale economies,

64
Technical architecture, 300
Technical due diligence, 425–430
Technical /systems dependencies, 567
Technology:

authorities, 123
defined, xvii
heterogeneous, demand management

and, 549
information (see Information

technology (IT))
local organizations, 141
publications, sources of information

for assessing standards, 188
staff augmentation companies,

434
standards (see Standards-setting

process, IT)
Telecommunications:

equipment and administration,
238–239

metrics, 596
scale economy and, 64
services group, 103–104

Testing:
application, 109–110
candidate, 371
functional, 343–344
integration, 110, 344
multiple session, 344
platform, 344
quality assurance (QA), 110,

342–345
regression, 344
stress/performance, 344
unit, 110, 344

TeX/LaTeX, 171
Tier-1/2/3, defined, xvii
Toronto Stock Exchange, 16
Total cost of ownership (TCO), xvii,

163, 267–268, 312
Track-It (Intuit), 274
Trade shows, industry/technology, 400

Training:
career development and, 377–378
hallmarks of good programs,

377
IT operations and infrastructure,

252–253
opportunities for, 379
vendor selection/management and,

449, 461
Transaction volume, and IT standards,

151, 160–161
Tri Valley Growers, 13
Tsutaya, 9
Turnaround specialists, 127
Tyson, Laura D’Andrea, 6

UCE (unsolicited commercial email),
xviii

U.K. Inland Revenue, 15
Unauthorized /unknown platforms

(O&I), 213
Uninterruptible power supply (UPS),

xviii, 225, 249
United Health Group, 9
United Way, 15
Unit testing, 110, 344
Unit volume (decision factor, IT

standards), 149, 156–157
Universal Description, Discovery, and

Integration (UDDI), 309
Upgrade path (decision factor, IT

standards), 152
User base, size/type (decision factor,

IT standards), 151, 161–163

Vendor(s), xviii, 386–450, 451–476
acceptance testing, 459
assignment rights, 459
audit /cleanup process (overview

diagram), 456
beginning new vendor relationships,

457
contracts:

renegotiations, 512
review frequency, 463
terms, 457–461, 512

defined, xviii
disaster recovery, 460
dispute resolution, 460
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Vendor(s) (Continued)
ethics in purchasing and vendor

management, 473–474
in financial difficulty, 472–473
future pricing, 460
help desk support, and service level,

448
indemnification, 460
information sharing with other

customers, 464–465
as information source, assessing

technology standards, 189
insurance, 459
liability, 447, 460
license fees, 459
licensing terms, 447, 448
maintenance fees, 449, 459

prepaying maintenance, 447
management of, role/function in IT

department, 455
niche, 215
nonsolicitation clauses, 459
offshoring, 469–470
outsourcing, 469, 471–472
overview/introduction, 474–475
as partners, 452–455
payment terms, 460
performance management, 462–464
recompetes, 466–469
resources, 450, 475–476
right to withhold payment, 460
security issues, 215, 216
services discounts, 461
source code/working documents, 460
taking control of, 455–457
technology lawsuits, causes of, 461
templates/processes, resources, 476
training, 449, 461
warranty, 460
why topic important, 451–452

Vendor selection, 386–450
application vendor economics, 388
due diligence, 421–438

checking references, 431–435
company due diligence, 430–431
development environment /

approach, 430
functional due diligence, 422–425

gap analysis, 435–438
process overview diagram, 421
technical due diligence, 425–430
technical platform—options and

requirements, 425–427
transaction volume support and

scalability, 427–430
updating evaluation framework,

421–422
methodology overview, 388–390
negotiations, 444–450
overview, 386, 389
preliminary screening, 399–407
project planning and approval,

441–444
requests for proposal (RFPs),

407–421
creating, 409–416
issuing, 416–418
process overview diagram, 409
response assessment, 418–419

scope and requirements definition,
390–399

sources for vendor search, 399–401
supplemental vendor selection,

438–440
hardware vendors, 438–439
professional service providers,

439–440
what if no vendor or set of vendors

emerges from the analysis,
406–407

why topic important, 386–388
Ventilation, 229–231
Virtual CIO, steering committee as,

138
Virtual private network (VPN), xviii, 99
Virtual tape library (VTL), xviii, 244
V model, 337
VNC, 170
Voice-Over-Internet-Protocol (VOIP),

xviii, 239

WANs/LANs, 99–100
Warranty, 460
Washington, DC, 15
Washington state, 13, 16
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Waterfall methodology, 333–335
alternate, 336

Web logs, 190
Web management, 325–327
Web searches, 401
Web servers, 168
Web Services Description Language

(WSDL), 309
Web sites, 190
Weirton Steel, 9
Windows Management Instrumentation

(WMI), defined, xviii
WINE, 170
Women in Technology (WIT), 141
Workforce management (HR life cycle

step 5), 376–384
attrition model, 10-percent, 376–377
career development, 377–378
compensation, 378, 380–381, 385
key drivers of staff retention,

378–380

layoffs, 381–382
management coaching, 382–383
overview, 384
performance plans, 383–384
promotion opportunities, 377, 379
resources, 385
satisfaction with supervisor, 

378–379
training opportunities, 377, 379

World Information Technology and
Services Alliance (WITSA), 8

W. W. Grainger Inc., 13

XML, 309
XP. See Extreme Programming (XP)

Zachman framework for enterprise
architecture, 84–86

Zachman Institute for Framework
Advancement, 86

Zero-based budgeting, 508–509
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