
v

Contents

Preface to the Second Edition xv

Acknowledgments xvii

Introduction xix

PART ONE  UNDERSTANDING VALUE LEAKS: MAJOR 
 THREATS TO PROGRAM SUCCESS 1

CHAPTER 1 Why Value Leaks Torpedo Program Success 5

CHAPTER 2 Being “On-Value”: The Essential 
Third Pillar of Investment Success 15

PART TWO  FLUSHING OUT VALUE LEAKS: 
 A GUIDED JOURNEY 19

CHAPTER 3 Avoiding Half-Right “Fixes” 21

CHAPTER 4 Introducing the Value Practices Audit 25

CHAPTER 5 Evaluating Value Practice Areas 33

CHAPTER 6 Shifting the Mind-Sets of Management: 
The Key Fix for Value Leaks 63

PART THREE PLUGGING VALUE LEAKS: SUCCESS BEGINS HERE  85

CHAPTER 7 Finding the Best Quick Wins 87

toc.indd   vtoc.indd   v 3/5/11   7:31:36 AM3/5/11   7:31:36 AM

CO
PYRIG

HTED
 M

ATERIA
L

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



vi Contents

PART FOUR GETTING THE BUSINESS CASE RIGHT 95

CHAPTER 8 How to Recognize a Trustworthy Business Case 97

CHAPTER 9  The Importance of Good Processes
for Value Realization 105

CHAPTER 10  Defi ning: Steps 1, 2, and 3 to Building  
Better Business Cases 113

CHAPTER 11  Assessing: Steps 4, 5, and 6 to Building 
Better Business Cases 131

CHAPTER 12  Delivering: Step 7 to Building Better 
Business Cases 153

CHAPTER 13  Finding Hidden Value That Others Miss 161

CHAPTER 14  Handling Intangibles: The Emotional 
Enigma of Value Realization 173

CHAPTER 15 Using ROI Storytelling to Drive Home 
the Message 191

CHAPTER 16  Selecting: Prioritizing Programs with 
Confi dence and Ease 197

CHAPTER 17 Tracking: Making Sure Benefi ts Get Realized  219

APPENDIX Sample Business Case  227

Glossary 267

Bibliography 275

About the Author 279

Index  281

toc.indd   vitoc.indd   vi 3/5/11   7:31:37 AM3/5/11   7:31:37 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



vii

Detailed Table of Contents

Preface to the Second Edition xv

Acknowledgments xvii

Introduction xix

PART ONE  UNDERSTANDING VALUE LEAKS: MAJOR 
 THREATS TO PROGRAM SUCCESS 1

CHAPTER 1 Why Value Leaks Torpedo Program Success 5

When IT Program Problems Are Really 
Value Leakage Problems 5

How Value Leakage Problems Torpedo IT Success 6

Top Ten Danger Areas for Value Leaks 7

The Business Case: The High Cost of Not 
Getting It Right 7

The Business Case: Flawed Afterthought 
or IT Value Star? 8

Spotting Business Case Defects 9

Eight Ways Good Business Cases Shape 
Program Success 13

CHAPTER 2 Being “On-Value”: The Essential 
Third Pillar of Investment Success 15

Why Value Leaks Persist: Finding the Root Cause 15

Managing to “On-Value”: The Ultimate 
Success Measure 17

toc.indd   viitoc.indd   vii 3/5/11   7:31:37 AM3/5/11   7:31:37 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



viii Detailed Table of Contents

PART TWO  FLUSHING OUT VALUE LEAKS: 
 A GUIDED JOURNEY 19

CHAPTER 3 Avoiding Half-Right “Fixes” 21

Need for a Value Improvement Strategy 21

Half-Right Value Strategies 21

Characteristics of an Effective Value 23
Improvement Strategy

CHAPTER 4 Introducing the Value Practices Audit 25

Why a Value Practices Audit? 25

Where Leaks Typically Hang Out 25

Overview of the Value Practices Audit 26

Scope of the Audit 26

Guiding Principles for the Audit’s Design 27

Effort and Duration of the Audit 27

Using Audit Results 27

Relationship of the Value Practices 
Audit to “Quick Audits” Found 
Elsewhere in This Book 27

How to Apply the Value Practices Audit 28

CHAPTER 5 Evaluating Value Practice Areas 33

Understanding and Using the Value Practices Audit 33

Section A. Auditing the Business Case 34

1. Value Practices Audit Profi le for the 
Business Case 35

2. Nature and Importance of the Business Case 35

3. Tips for Recognizing the Trustworthiness 
of a Business Case 37

Section B: Auditing the Value Flow Map 39

1. Value Practices Audit Profi le for the 
Value Flow Map 40

2. Nature and Importance of a Value Flow Map 40

3. Tips for Building a Highly Effective 
Value Flow Map 43

toc.indd   viiitoc.indd   viii 3/5/11   7:31:37 AM3/5/11   7:31:37 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



Detailed Table of Contents ix

Section C. Auditing Stakeholder Accountability 44

1. Value Practices Audit Profi le for 
Stakeholder Accountability 44

2. The Nature and Importance of 
Stakeholder Accountability 46

3. Tips for Addressing Stakeholder Accountability 47

Section D. Auditing Program Decision Making 50

1. Value Practices Audit Profi le for Program 
Decision Making 51

2. Nature and Importance of Value-Directed 
Decision Making 51

3. Tips for Effective Program Decision Making 53

Section E. Auditing Value-Based Design 55

1. Value Practices Audit Profi le for 
Value-Based Design 56

2. Nature and Importance of Value-Based Design 56

3. Tips for Doing Value-Based Design 58

Section F. Auditing Benefi ts Tracking 58

1. Value Practices Audit Profi le for 
Benefi ts Tracking 58

2. Nature and Importance of Benefi ts Tracking 58

3. Tips for Effective Benefi ts Tracking 60

Section G. Auditing Value Governance 60

1. Value Practices Audit Profi le for 
Value Governance 62

2. Nature and Importance of Value Governance 62

3. Tips for Effective Value Governance 62

CHAPTER 6 Shifting the Mind-Sets of Management: 
The Key Fix for Value Leaks 63

Section H: Management Mind-Sets 64

1. Value Practices Audit Profi le for 
Management Mind-Sets 64

2. Nature and Importance of Management 
Mind-Set Shifts 64

3. Tips for Shifting Management Mind-Sets 66

Management Mind-Sets Shifting at GEI (A Story) 67

toc.indd   ixtoc.indd   ix 3/5/11   7:31:38 AM3/5/11   7:31:38 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



x Detailed Table of Contents

PART THREE PLUGGING VALUE LEAKS: SUCCESS BEGINS HERE  85

CHAPTER 7 Finding the Best Quick Wins 87

Big Four Quick Wins for Everyone 87

1. Get Vocal and Visible 87

2. Put Value Topics on CxO Meeting Agendas 88

3. Do a Speedy Business Case Audit 88

4. Dramatize How Hidden Value Can 
Be Flushed into the Open 88

Tailor Next Steps to Type of Value Challenge 90

Using Quick Audits 92

The Ultimate Goal: 24/7 Value Thinking 92

In the Final Analysis 93

PART FOUR GETTING THE BUSINESS CASE RIGHT 95

CHAPTER 8 How to Recognize a Trustworthy Business Case 97

The Business Case as a Trusted Scout 97

Using the Seven C’s to Assess Content Quality 98

The Seven C’s of Content Quality 98

The Seven C’s Content Audit Tool 
for Business Cases 100

CHAPTER 9  The Importance of Good Processes 105
for Value Realization

Why Value Realization Processes Really Matter 105

Business Case–Grounded Processes 
Drive Business Results 105

Substandard Business Case Processes Abound 106

Costs of Tolerating Process Problems 
Are High 106

Symptoms of Process Problems 107

Types of Value Realization Process Problems 108

Detecting Value Realization Process Problems 109

The Process Audit Tool for Value Realization 110

toc.indd   xtoc.indd   x 3/5/11   7:31:38 AM3/5/11   7:31:38 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



Detailed Table of Contents xi

CHAPTER 10  Defi ning: Steps 1, 2, and 3 to Building 
Better Business Cases 113

Seven Hats for Seven Steps 113

STEP 1: SCOPE (Who Expects What?) 115

SCOPE in a Nutshell (Main Hat to Wear: 
Project Manager) 116

SCOPE Explained 116

Description of Tasks 116

STEP 2: CRITERIA (Who Cares About What?) 117

CRITERIA in a Nutshell (Main Hats to 
Wear: Reporter, Politician, Salesperson) 118

CRITERIA Explained 118

Description of Tasks 119

Hitting the “Dartboard of Value” 120

Using the ValueBoard 121

Using a Balanced Scorecard –Oriented 
ValueBoard 122

Establishing Key Themes 123

STEP 3: ALIGN (Connect the Dots) 126

ALIGN in a Nutshell (Main Hats to Wear: 
Analyst, Detective) 126

ALIGN Explained 126

Using the Value Ladder to Display 
Alignment 127

Using the Seven Tests of Alignment 129

CHAPTER 11  Assessing: Steps 4, 5, and 6 to Building 
Better Business Cases 131

Introduction 131

Step 4: CALCULATE (Show the Money) 133

CALCULATE in a Nutshell (Main Hats 
to Wear: Analyst, Detective) 133

CALCULATE Explained 133

Using the PayoffCard 134

Description of Tasks 135

toc.indd   xitoc.indd   xi 3/5/11   7:31:38 AM3/5/11   7:31:38 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



xii Detailed Table of Contents

Step 5: PROVE (Who Says So?) 140

PROVE in a Nutshell (Main Hats to 
Wear: Attorney, Detective) 140

PROVE Explained 140

Description of Tasks 141

Step 6: ANALYZE (Find the Winner) 145

ANALYZE in a Nutshell (Main Hats 
to Wear: Analyst, Project Manager) 145

ANALYZE Explained 146

Description of Tasks 146

CHAPTER 12  Delivering: Step 7 to Building Better 
Business Cases 153

Introduction 153

Step 7: STORYTELL (Explain It) 153

STORYTELL in a Nutshell (Main Hats to Wear: 
Salesperson, Attorney, and Reporter) 155

STORYTELL Explained 155

Description of Tasks 156

CHAPTER 13  Finding Hidden Value That Others Miss 161

Who Has the Value? 161

Finding Commonly Overlooked Value Areas 162

Knowing Where to Look 162

Knowing What to Look For 164

CHAPTER 14  Handling Intangibles: The Emotional 
Enigma of Value Realization 173

The “Intangibles” Factor: Controversial Yet Crucial 173

What Is “Intangibility,” and Why Is It Controversial? 176

Managing Intangibles with Skill and Style 178

Five Ways to Handle Intangibles 178

Converting Intangibles to Tangibles 179

Using the Scoresheet to Manage Intangibles 186

toc.indd   xiitoc.indd   xii 3/5/11   7:31:38 AM3/5/11   7:31:38 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



Detailed Table of Contents xiii

An Intangibility Policy Memo 189

Tips on Management of Intangibles 189

CHAPTER 15 Using ROI Storytelling to Drive Home 
the Message 191

Why ROI Storytelling Drives Home the Message 191

Principles of Good ROI Storytelling 193

Pick the Right Story for the Right Audience 193

Build Stories That Touch Human Hearts 194

Use Vivid Language 194

Be Succinct 195

Stay Alert for Story Ideas 196

CHAPTER 16  Selecting: Prioritizing Programs with 
Confi dence and Ease 197

IT Project Selection: Replacing Anxiety 
with Confi dence 197

A Simple Project Prioritization Process 199

How Are We Doing? A Quick Project Selection 
Process Audit 200

A Simple Project 
Prioritization Scoresheet 203

Uses 203

Understanding the Project Prioritization 
Scoresheet (PPS) 207

A Vendor Comparison Prioritization Scoresheet 209

Business Case Submittal Standards 211

Using Standardized Decision Criteria 213

P3 Implementation Guidelines for the 
Evaluation Team 214

CHAPTER 17 Tracking: Making Sure Benefi ts Get Realized  219

Benefi ts Realization: Fantasy or Fact? 219

The IT Benefi ts Realization Process Audit 220

toc.indd   xiiitoc.indd   xiii 3/5/11   7:31:39 AM3/5/11   7:31:39 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



xiv Detailed Table of Contents

Principles of a Good IT Benefi ts Realization Process 221

How Good Business Cases Contribute to the Successful 
Realization of IT Benefi ts 223

The Value Ladder: A Tool for Clarifying 
Benefi ts Realization Targets 224

APPENDIX Sample Business Case  227

Glossary 267

Bibliography 275

About the Author 279

Index 281

toc.indd   xivtoc.indd   xiv 3/5/11   7:31:39 AM3/5/11   7:31:39 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.1000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 150
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 150
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /CreateJDFFile false
  /Description <<
    /FRA <>
    /ENU (Use these settings to create PDF documents with higher image resolution for improved printing quality. The PDF documents can be opened with Acrobat and Reader 5.0 and later.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308000200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e30593002537052376642306e753b8cea3092670059279650306b4fdd306430533068304c3067304d307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


		2011-03-11T06:04:42-0500
	Certified PDF 2 Signature




