Quelques modeles mentaux
de management

et

aides a la décision...

Réunion KSFETI 23 avril 2009 ©J -F David 2009 UNIV

Jean-Francois DAVID
Stratégiste

|
IBM France 1967-1995
1992-95 Directeur R&D IBM Conseil

Depuis 1995: Consultant
Veille stratégique et organisationnelle
Enseignant a

Dauphine MIB, MBC, MCT,

HEC/MBA & eMBA, ESCP, College de I 'X, , MBA Varsovie, ...
Business models, Marketing planning, IT Governance, OM, Consulting,...
Expert APM,CJD, AFNET, ...

jf@davidjf.com

www.davidjf.com .
freejfd.blogspot.com mNE

UNIVERSITE PARIS

Réunion KSFETI 23 avril 2009 ©J -F David 2009




On parleraici des impacts
sur l'entreprise et le management

et non des aspects grands publics
(largement déja évoqués par le

professeur Roux...)
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Optimizing Business Performance: Using IT for
Competitive Advantage, Part Il

Jun 03, 2003

Optimizing Business Performance:
Using IT for Gompetitive Advantage

A Study Conducted by CI0 Magazine,
PRTM, and The InterUnity Group

Aligning IT and business priarities is a
key business competency, critical for
achieving and sustaining a competitive
edge. although many companies believe
that their IT function and business units
are aligned, only a few companies have
actually achieved this alignment and
have the bottom-line results to prove it,

Key Findings

Part II: Governance
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Doesn’t
Matter

by Nicholas G. Carr

As information technology’s power and ubiquity have
grown, its strategic importance has diminished. The
way you approach IT investment and management wifl
need to change dramatically.

EI 23 avril 2009
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VELUOTS OF PArtiers, SeCUurity oreacies,
even terrorism-and some have become
magnified as companies have moved
from tightly controlled, proprietary sys-
tems to open, shared ones. Teday, an IT
disruption can paralyze a company’s
ability to make its products, deliver its
services, and connect with its customers,
not to mention foul its reputation. Yet
few companies have done a thorough
job of identifying and tempering their
vulnerabilities. Worrying about what
might go wrong may not be as glam-
orous a job as speculating about the fu-
ture, but it is a more essential job right
now. (See the sidebar “New Rules for [T
Management.”)

In the long run, though, the greatest
IT risk facing most companies is more
prosaic than a catastrophe. It is, simply,
overspending. IT may be a commodity,
and its costs may fall rapidly enough to
ensure that any new capabilities are
quickly shared, but the very fact that it
is entwined with so many business
functions means that it will continue to
consume a large portion of corporate
spending. For most companies, just stay-
ing in business will require big outlays
for IT.What's important—and this holds
true for any commodity input-is to be

ahla ta canawts acantial iarastmants
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New Rules for IT Management

With the opportunities for gaining strategic advantage from information
technologuuagidly disappearing, many companies will want to take a hard
ok at how they ir

point, here are three

st in IT and manage their systems. As a starting
uidelines for the future:

Spend less. Studies ghow that the companies with the biggest IT invest-

> the bestfinancial results. As the commaoditization of IT
=5 for wasteful spending will enly grow larger. Itis
hieve a competitive advantage through an IT
it it is gettindymuch easier to put your business at a cost

disadvantage.

Follow, don't lead. Moore'sfLaw guarantees that the longer you wait to
make an IT purchase, tl
15k of buying something technologically flawed or

doomed to rapid obsolescence. In some cases, being on the cutting edge

fore you'll get for your money. And waiting

makes sense. But those cases are becoming rarer and rarer as T capabili-

Focus on vulnerabilities, not opportuniti
ain a competitive advan]

unusual for a company
Ugh the distinctive use of a mature
infrastructural technology, but even a brief disruption in the availability of
the technology can be devastating. As corperations continue to cede con-
trol overtheir IT applications and networks to vendors and other third par-
ties, the threats they face will proliferate. They need to prepare themse lves
for technical glitches, outages, and security breaches, shifting their atten-
tion from opportunitiesto vulnerabilities.

PH
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LES PRINCIPAUX DEFIS SUR LES
5 PROCHAINES ANNEES

o
1. Développer les capacités organisationnelles de I'entreprise o O
(temps de réponse et flexibilité, qualité totale, capacité d'innovation) (92%) &
2. Gagner des parts de marche dans ses métiers de base ety
rechercher leadership (90%)

w

. Développer un compréhension détailllée des besoins des clients (87%)

. Poursuivre le développement international (85%) gm

'S

.

(4]

. Lancer des programmes d'amélioration de la productivité et de réduction s ,\/\
des frais généraux (83%)

=3}

=

. Reconcevair les principaux processus (reengineering) et transformer en JA
profondeur I'organisation et le fonctionnement de I'entreprise (72%) @

Elude BCG 1904

. Renforcer les compétences dans certaines fonctions critiques (technologie /
industriel f marketing) et en assurer la mobilité entre centres de profits (81%)

HINE
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THE US CEOs LOOK TO THE FUTURE

o

s
Foundation for the Malcolm Baldrige National Quality Award 199

8

Six trends affecting major U.S. companies are judged to be "major" by more than 70% of the

CEOs surveyed:

- globalization (94%)

- improving knowledge management (88%)

- cost and cycle time reduction (79%)

- improving supply chains globally (78%)

- manufacturing at multiple locations in many countries (76%)

- managing the use of more part-time, temporary and contract workers

(71%)

Eight other trends were judged to be major by between 50% and 70% of the CEOs:

- developing new employee relationships based on performance (69%)

- improving human resources management (68%)
- improving the execution of strategic plans (68%)
- developing more appropriate strategic plans (64%)

- ongoing measurement and analysis of organizational processes (60%)

- developing a consistent global corporate culture (56%)
- outsourcing of manufacturing (55%)
- creating a learning organization (52%)

HINE
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and now.....

The top three challenges?

Not surprisingly, they are all related to competitiveness as measured
by revenue growth. The Conference Board’s annual survey for
2004 listed the top three challenges identified by CEOs worldwide
as:

1. Sustained and steady top-line growth
2. Speed, flexibility, adaptability to change
3. Customer loyalty, retention

In the AT Kearney survey ., only 28 percent of IT leaders ranked IT
as a top 10 percent issue; only 37 percent of ALL the executives
surveyed ranked IT as being this important.

Réunion KSFET 23 avril 2009 ©J.-F.bavid 2009 UNIVERSITE PARIS

Les Conditions de la Compétitivité

Compétitivité

TECHNOLOGIE

> HOMME

ORGANISATION

Réunion KSFET 23 avril 2009 ©J.-F.bavid 2009 UNIVERSITE PARIS




L’Alignement Dynamique

©J.-F.David 2009
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A UENTREPRISE, UN SYSTEME VIVANT

f -
\,‘\

COMPLEXITE
+ 5%/an

Intelligence
' “Réactivité”

Speed

B i
HI RE
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Structures,.....  Processus,....

"Les organisations ne sont pas faites pour servir le client mais
pour préserver l'ordre intérieur.

Pour le client, non seulement la structure interne ne lui est que peu
d‘utilité, mais de plus elle sert souvent de barriére.
L'organisation est verticale, le service au client est horizontal”

G.Fischer, CEO, Motorola

Réunion KSFET 23 avril 2009 ©J.-F.bavid 2009 UNIVERSITE PARIS




Systemes et Temps
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The Magical Number Seven, Plus or Minus Two: Some Limits on OQur
Capacity for Processing Information

by George A. Miller

originallv published in The Psvchological Review. 1956, vol. 63. oo, 81-97

Information Processing Theory (G. Miller)

COwerview:

George & Miller has provided two theoretical ideas that are fundamental to cognitive psychology and the information processing framework.

— TEST —

OPERATE

The first concept 15 "chunlang” and the capacity of short term memory. Miller (1956) presented the idea that short-term memeory could only hold 5-5 chunks of
information (seven plus or minus two) where a chunk is any meaningful unit. & chunk could refer to digits, words, chess positions, or people's faces. The concept of
chunking and the limited capacity of short term memory became a basic element of all subsequent theories of memory,

HINE
RIS
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L’Opulence communicationnelle

>> BESOINS
DESIRS

DAUPHINE
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Le Temps de I’Acteur

« Bulle temporelie

« Double Langage

» Arbitrages

« Ergonomie généralisée

HINE
RIS
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| Le "speed” de l'entreprise et lindividu I
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Key technologies

Microprocessors

Storage Communications MM interfaces

FAST & CONTINUOUS PROCESS

but unequal
Source: IBM France
©J -F.David 2009 UNIVERSITE PARIS




L'intox du e-

To e- or not to be...
e-economy

e-business
e-procurement

e-sourcing
e-customer care
e-commerce

e-learning e-payment

e-turbulence e-transformation

. e-manager
e-volution _ e-success
e-commitment

e-infrastructure e-xcellence
e-cceleration

£ [ 4 '
e¥ 2001, |'odyssée de |'e-space
DAUPHINE
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Droblemes

La net-économie
a bout de souffle ?

w 2.607 @ La net-économie a bout de souffle ?

roblémeS

i

DAUPHINE
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Wep 2.0, ...

syndication

folksonomy podcast
SOCiaI ’ long tail blogroll
bookmarking pros

Crowdsourcing
videocast

mashup content

DP(U‘P_H\INE-
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Le Temps des Technologies

\

™
PHINE
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Loi de Metcalfe:
Valeur d'un réseau = "nb d'utilisateurs
- |
Loi de Guilder: &
Bande passante = *3 chaque année
Volume communications =*2 tous les 100 jours
UPHINE
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chrons

—

horg?]

Electrode

—

Silicon Oxide
Gate Elecirode

Nanotube field-effect transistor

Transistors are the basic building blocks ef integrated circuits. To use nanotubes in
future circuits it is essential to be able to make transistors from them. We have
successhully Eabricated and tested nanotube transistors using individual multi-vwall
ot single-wall nanotubes as the channel of a field-effect transistor (FET).

HINE

©J -F.David 2009 UNIVERSITE PARIS

10um

A circuit on a molecule?

Researchers have just
discovered how to build the
first complete electronic
integrated circuit around a
single carbon nanotube

molecule
DAUPHINE

UNIVERSITE PARIS




RFID Meiro Pass

T pesmin
Tordon

. [RadioBand
RFID Inlay

Bus Pass P Southan Tk €5
031823 s

working products and solid profits.
% KEVIN . SHARP, SENIOR TECHNICAL EDITOR

§the real-world supply chain, with

HINE
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Wearable computers:
Aesthetics

How comfortable would
you be chatting
socially with
this guy?

Figure from Proem, a wearable system for exchanging flexible user profiles

DP(JPT—ﬁNE
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Acces hauts débits : une richesse de solutions

3.5 G Mobile
HSPDA.
teractive TV, ,y =
o~ Webcam ‘z% o
Audio/Video UMTS

Range VDSL e treaming, f"‘"
. Fioar ™ 25 G Mobile,
4 GPS, GPRS : 0
Giobal | [/ ’ __' - —="" GPRS/EDGE
1,000 [ Bluetooth DSL, J/ = = f
* ‘ ‘ ) 3 é%M WAP
o d"" i A/ IMODE
o0y E-mall, B S\
; \“*}3 -mali ~

100

HINE
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L’Alignement Dynamique

Réunion KSFETI 23 avril 2009 ©7.-F.David 2009 UNIVERSITE PARIS

Quoi?

Captiver ses client ...
« 5 forces de compétitivité

« Service a V.A. + Technologi

Comment?

D HINE

Réunion KSFETI 23 avril 2009 ©7.-F.David 2009 UNIVERSITE PARIS




Terrain de jeu:
ou?

ATTRAITS

désinvestir

investir

ATOUT
DAUPHINE
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Downes and Mui's New Forces Model
/‘ff__-i\“\‘

// \\
‘ The New Forces ‘ b

N

#

/ o b
4 Ar? “Traditional Sources ™ € \
// > W of Competitive Leverage ™. ‘%,/ \
& = %
/(g / POTENTIELS \ ':’\

2

/ | L
_ywe- |

/

UPHINE
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LES GLISSEMENTS DE METIERS

Banques
Assurance

Cartes cie crédit
Grande distribution
Compagnies des eaux
Batiment

Hopitaux

Nucléaire
Immobilier
Aviation

Hotels

produits d'assurance, de retraite

voyage, loisirs, retraite

luxe, service, vente par correspondance
crédit, voyage, assurance

cablage, télévision, multimédias, batiment
cablage informatique, parcs de jeux, loisirs
hétellerie, informatique médicale
ingénierie logiciel, systémes experts
services 3"/4' ages, robotique

CAO, informatique embarquée

santé, thalassothérapie, check-up, sports

©J -F.David 2009 UNIVERSITE PARIS

Strategie du

Bonzai

PRODUITY/MARCHE

©J.-F.David 2009
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Methode1

a) Changement de paradigme, glissement métiers
Pourquoi achéte-t-on ce type de produit ?
— Nouveaux métiers, concurrents
— Nouvelle vision

b) Liste des produits/services SM
Comment ajouter
— plus de "sur-mesure"
— des TIC plus émergentes
TIC

DMP_H\INE
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Methode 2

Comment décide-t-on d'y aller ?

bénéfices
A Prototyper

Veille Ciblée

» risques

DmNE
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L’Alignement Dynamique
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Zoom sur...

KNOWLEDGE MANAGEMENT

i KSFETI 23 avril 2009

Réunion

KSFETI 23 avril 2009




JEAN-YVES PRAX

EGUIDE
o K NOWLEDGE

Knowledge
Management

MANAGEMEN

Concepts et pratiques
du management de la connaissance

Préface de Hervé Sérieyx

René-Charles Tisseyre

DAUPHINE
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KM, concepts de base...

Données Information Savoir
Projet "Learning by doing"
Opulence s.I. K-M.

DMI;H\INE
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On sait...

formaﬁisation

Modéle

\socialisation

Je sais...

association \

Regles, lois

)

intériorisation

TACITE

Réunion K SFETI 23 avril 2009
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The challenge is to identify
the ratio of each type of

- v knowledge to the other
Embodied knowledge & within the enterprise
® what knowers intrinsically know Q
/

Represented knowledge

® knowledge that is contained with
documents, databases and records

Embedded knowledge w,

-
# pvidenced by processes, products, -
nules and procedures

\ 4

The types of knowledge that exist in and around every organization...

Source: Knowledge Management Gamble/Blackweill Kogan Page 2002

DmNE
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Improving knowledge |
performance requires
Identifying approaches

Sense
& Listen I~
#® Capture ‘ \\

internalize
#® Create new

knowledge
® Understand

Organize
® Categorize
@ Personalize

Socialize
® Share
® Collaborate

Approaches for managing knowledge processes

Source: Knowlecge Management Gambie/Blackwell Kogan Page 2002

HINE
RIS
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M |
e =
= TYPe Embodied Represented Embedded
Approach " |
Observe Gather Hypothesize
« Knowladge surveys * Businass intalligence 4 Market/customer/
Sense & Worksnops/intenvisws * Text and data miting compatitor analysis
* Matwork analysis * intedligar agents * Modeling/reasoning tooks
* Rewarse anginsaring
Contextualize Categorize Map
. * Focus groups * Knowlsdge taxonomies * Job/workplace design
Organlze « Expertise guides * Libraries * Workflow analysis
= Knowledge voordinators * Data marts + Performance moasuJrss
Share Disseminate Simulate
T + Mantoring/coaching * Broadeast tools/Internet/ || # Scenaria planning
Socialize » Communities of practice Intranat/a-mall + After-action reviews
* Conferensing tools” * Distanice learring » Training/competency
‘ Qroupwarg » Application sysiems management
| I ||
et m—
o
Internalize C Apply ~ Decide - Act 5}
T —— |
The KM Matrix
Range of tools used in approaches 1o knowledge management
Source: Knowledge Management Gamble/Blackwell Kogan Page 2002
Réunion K SFET 23 avril 2009 ©J -F.David 2009 UNIVERSITE PARIS

Share
Knowledge

Group
Collaboration
Systems

* Groupware
*+ Intranets

KM and ICT (Processes and Tools mapping)

Distribute
Knowledge

Office

Systems.

* Word Processing

* Desktop Publishing

* Imaging and

‘Web Publishing
« Electronic Calendars
* Desktop Databases

Capture and

IT Infrastructure

Management

Réunio KSFETI

Codify Knowledge

for Knowledge Networks Databases

Artificial

Intelligence

Systems

* Expert Systems

* Neural Nets

* Fuzzy Logic

» Genetic
Algorithms

* Intelligent Agents

23 avril 2009

Knowledge Work

Systems

«CAD

« Virtual Reality

* Investment
Workstations

Create
Knowledge

Internet
Tools

Processors Software

HINE
RIS
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DARK AGE MODERN AGE COMPUTER AGE

,If we spend more that 1/3 of KM budget on
IT it is no longer a KM project but IT project”

Laurence Prusak, Thomas Davenport

HINE
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e-learning
o Tllumination
(7 g
PSYCHO’.OG,E e Approfondissement
COGN""VE Définition Projet
o | Projet
Capitalisation vers la suite....
Vers un mix de media...
HINE
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Une cross-fertilisation nécessaire

& EES’:LEOHOUTE% .
Frigolfuiti’

|

Réunion KSFETI 23 avril 2009 ©J.-F.David 2009

UOIBZILIOISN) SSBIN

Réunion KSFETI 23 avril 2009 ©J -F.David 2009




A

La dialectique dedans/dehors

% extérieur

N

Sur mesure
de masse

X

Innovation

Production
de masse

\_/'

S —

Transformation

+>
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>

intérieur

HINE
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site web
34
3
@
/-\
& Portail | Communauté
K virtuelle
S —
> Site E-commerce
Institutionnel
\_j
>
PR & intérieur
HINE
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70% des efforts de transformation
butent sur le facteur humain.....

Les 15 "critéres” de Carnegie-Mellon....
VISION

YALEURS

CULTURE ORGANISATIONNELLE
STRUCTURE

COMMUNICATIONS

o PRISE DE DECISION

0% MESURE DE PERFORMANCE

&% RENUMERATION

5 0«\((\ Programmes DRH
§ % SUR MESURE|  |pnoyation & CONIRAT
SE | s & Et Jog autreg, COMPETENCES INDIVIDUELLES
s . *  LEADERSHIP
3 "gsants ,, CAPACITES de I'ORGANISATION
5o Frosucton S empio
55| e ¥és 7 MORAL
58 " Fandauin TOLERANCE au CHANGEMENT

Stable Dynamigue

Changement des Processus

AUPHI
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Vision :

Auto-projection a 3/5 ans de I'entreprise, décidée par la direction et

véhiculée et appropriée par le management
Valeurs :

Plus pérennes, liées a I'histoire de I'entreprise, explicites ou implicites
Culture Organisationnelle :

Rigueur ou souplesse des régles, rigueur ou souplesse de leur application
Structure :

Type d'organisation, classique, matricielle, réseausx, ...
Communication :

Mode de communication, descendant, montant, transverse, ...
Décision :

Qui décide et comment?
Performance :

Sur quoi mesure-t-on les individus?
Apprentissage :

Modalité de I'accroissement des savoirs
Compétences :

Quelle compétence recherche-t-on, favorise-t-on?
Leadership :

Archétype ambiant en ce qui concerne "l'i'mage du chef"
Motivation :

"A quoi" marchent les individus?
Changement :

Positionnement par rapport aux changements

HINE
RIS
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Short "Culture" test based on IBM Consulting Group expertise

1) Which of these sentences describes in closer the "vision" of your entity

a) We focus on the value creation thanks to our innovations and to our know-how

b) We focus on the rise of the customer satisfaction thanks to the improvement of our processes

c) We focus on the increase of the variety and the level of adaptation of our products / services offers
thanks to the flexibility of our processes and the decrease of the response times

d) We focus on the efficiency through our objectives and our controls

2) What of these various approaches is the most valued in your entity?

a) Be capable of adapting itself quickly to changeable needs

b) Make things for the way they must be made

c¢) Find new innovative manners to make things

d) Always look for the most effective way of making things

3) What of these sentences describes best your organization?

a) We have habits and some main rules and we are flexible

b) We have clear and described rules and they must be respected and followed

¢) We have habits and some main rules, but we are strict on their application

d) We have clear and described rules, but we are flexible

4) What describes best the way people work in your entity?

a) The work is mostly made in cooperation between people of different structures

b) People work mainly only

c) People work mostly in cooperation, in multi-professions teams formed in a informal way according to
the task to be made

d) People work mostly with colleagues of their specific profession

5) What describes best the way people communicate professionally?

a) People rely mainly on informal information

b) The information rises permanently towards the hierarchy ( bottom / up )

c) The information navigates freely in all the directions, in a formal and informal way

d) The information comes mainly from the hierarchy (top / down)

6) What describes best the way the decisions are taken in your entity?

a) In a collective way

b) Hierarchical

c) In a transverse, inter-functional way

d) Delegation, empowerment

UNIVERSITE PARIS

7) What reflects in closer the way the performance is estimated?
a) By the individual contribution to new and\or better manners to do
b) By the level of supplied service
¢) By the weak number of defects or errors
d) By the amount of work supplied
8) What reflects best the capacity of your entity to learn and to innovate?
a) The entity learns in a progressive way
b) The capacity of the entity to learn is weak
c) The organization learns after the implementation of specific programs
d) The entity is endowed with an integrated system for permanent learning
9) What describes in closer what is professionally asked to the actors of your entity?
a) Competence and wide, inter-functional knowledge
b) Competence and knowledge defined in a precise way
c) A high level specialized competence and knowledge
d) Competence and knowledge complementing those the others in the teams
10) What describes best the style of "leadership” in your entity?
A) Orchestrator
B) Decision-maker
C) Participative
D) Entrepreneur
11) What influences most strongly the morale of the actors in your entity?
a) Satisfy every customer
b) The "rewards" and the "penalties"
¢) Personal auto-motivation
d) The shared values
12) What is the level of acceptance of the change in your entity?
a) The persons generate the change
b) The persons resist to the change
c) The persons accept the progressive change
d) The persons manage the permanent change

HINE
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Cultures....
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Invention
Vision
Valeurs
Culture.
Structure.
Communication
Processus de décision..
Contrat de travail....

Evaluation de performance..'.

Rémunération

Politique Res. Humaines..
Capacites...

Compétence!
Leadership....

Production/

de f

masse

Amélioration
continue

Stable Dynamique
Changement des Processus

Entrepreneuriale
Innovation

Trés informelle
Corporation

Réseaux informels
Participatif
Individualisé
Créativité

Individuelle

Flexible

Créatives

Expert
Entrepreneurial
Motivation personnelle
Génére le changement
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Cultures....

Structure.
Communications..
Processus de décision...
Contrat de travail

Rémunération
Politique Res. Humaines
Capacités...

Leadership.
Moral..........

Réunion

Production de masse

Evaluation de performancem

Compétences individuel esl...‘. Spécialiste

Tolérance au changement.... Résistance
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SUR MESURE
de MASSE

Statu quo
Stabilité

Trés formelle
Hiérarchique ,’
Descendante
Séquentiel
Banalisé
Productivité
Temps travaillé
Rigide
Reéactives

Autoritaire
Récompense
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Innovation
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Cultures....

SUR MESURE .
de MASSE Transformation
Qualitative
Efficience
Culture. Formelle
Structure. Equipe
Producllonj: Communicati ons Ascendante
Processus de décision.. Consensuel
_ Contrat de travail.... ... \olontaire
Evaluation de performance... Défauts
Rémunération Equipe
Politique Res. Humaines......  Innovative
Capacités............................  Anticipation
viduelles... Réalisation
Faciliteur
Reconnaissance
Progressive

Dynamique
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Cultures....
Sur-mesure de masse

Vision ... Sur mesure
Valeurs.. Adaptation
Culture... Informelle
Structure. ... Réseaux
Communications.........c..... Réseaux
Processus de décision.. Autonome
Contrat de travail........... Compétence

Evaluation de performance... Service
Rémunération...............c....... Fixe+variable

Politique Res. Humaines......  "libre service"
Capacités........................... Génératives
Compétences individuelles...  Polyvalence

... QOrchestrateur
Moral............ .. Réalisation collective
Tolérance au changement.... Change permanent

Madsse g ,
Amélioration
continue

Stable Dynamique
Changement des Processus
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SERVICE C
. SERVICE A

ADMINISTRATION
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UN RESEAU DE COMMUNICATIONS INTERNES

SOURCES

©J -F.David 2009 UNIVERSITE PARIS




o
w
=
&
w
(7]

SERVICE A

ADMINISTRATION

SERVICE B

OPERATIONS :
AVEC QUI PARLEZ-VOUS DE STRATEGIE ?
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EXPERT MAP
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DECISION MAKING MAP
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SUFFISAMMENT RESEAU
STABLE FIGE

PREVISIBLE MECANIQUE

EPHEMERE RESEAU

NOMADE
DYNAMIQUEMENT

IMPREVISIBLE ORGANIQUE
UN MONDE D’EPHEMERE
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L’Alignement Dynamique
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