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Some managerial frameworks
&

decisional

methods and tools...

useful to executive, to understand and behave,
within permanent creative mess generated by
galloping technologies...

...decoding grids,

and

...the clear need to generate your own personal
ideas and methods on these matters, capitalizing
on acquired past and present knowledge.
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Optimizing Business Performance:

A Study Conducted by CIO Magazine, Microsoft
PRTM, and The InterUnity Group Solutions

aligning 1T and business priorities is a
key business competency, critical for
achieving and sustaining a competitive Micrasoft Business Solutions.
edge. although many companies believe Delivering insight t
that their IT function and business units elivering insight for smarter
are aligned, only a few companies have business decisions.

actually achieved this alignment and




Harvard Business Review
@ May 2003

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 will
need to change dramatically.

R TwIpnerd Nitp://www.roughtype.com/

VEIUOTS O PATTIETS, SECUTITY DIedaces,
even terrorism-and some have become
magnified as companies have moved
from tightly controlled, proprietary sys-
tems to open, shared ones. Today, 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 IT
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 td
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 impertant—and this holds
true for any commodity input —is to be

ahla #n canawda acandial invacsmants

(

(

New Rules for IT Management

With the opportunities for gaining strategic advantage from information
technology rapidly disappearing, many companies will want to take a hard
look at how they invest in IT and manage their systems. As a starting

e guidelines for the future:

aw thatthe companies with the biggest IT invest

Spend less. Studies
el bestfinancial results. As the commoditization of IT

ments
continues, the penalties for wasteful spending will only grow larger. It is
getting much harder to achieve a competitive advantage through an IT
{s getting much easier to putyour business at a cost

Follow, don't lead. Moglre’s Law guarantees that the longer you wait to

make an IT purg #the more you’ll get for your money. And waiting
ecrease your risk of buying something technologically flawed or
doomed to rapid obsolescence. In some cases, being on the cutting edge
makes sense. Butthose cases are becoming rarer and rarer as 1T capabili-
ties become more homogenized

Focus on vulnerabilities, not opportunities, inusual for a company
1o gain a competitive advanta Nthe distinctive use of a mature
infra: Tral technology, but even a brief disruption in the availability of
the technology can be devastating. As corporations continue to cede con-
trol aver their IT applications and networks to vendors and other third par-
ties, the threats they face will proliferate. They need to prepare themselves

for technical glitches, outages, and security breaches, shifting their atten-
tion frem opportunities to vulnerabilities,
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Some executives have mixed feelings about IT/IS...

El TIC pervasive, ubiquitous, ...

%l It doesn't work !

%l | already know ! (web, laptops, telephone, ...)

¥/ ERP implementation .....!!!

%/ IT: binary world of false/true vs truth?

%l For everybody or for specialists?

%) Strategic or utility?

%l MBA's "monoculture” (Strat/ Finance / Cultures/ ....)
®/00 +IT=C00
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EOVEI‘I’IGI’ICE

How
Top Performers
Manage IT

Decision Rights for
Superior Results

Peter Weill
Jeanne W. Ross
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IT Governance: What is it?

IT GOVERNANCE

A structure of relationships and processes to direct
and control the enterprise in order to achieve the
enterprise’s goals by adding value while balancing risk
versus return over IT and its processes.

and its dimensions:
Strategic Alignment
Operational Efficiency
Risk Management
Security
Business Continuity
Change Management
System Integrity
Cost Management
Regulatory Compliance
Value Delivery

17 ©J.-FDavid 2012

Storage

Productivity

Competitive
advantage

IT trends

Cormmunication
Man/maching interface

Mgt system

Measurements

Management

Alignment Prospective
IT

Governance

Processes

IT infrastructures

Systems
Communication

Structures
People acceptance Cultures
KM

Information Systems

Methods
IT market

+ philosophy  + cognitive sciences + neurobiology +arts +

+ games +cyberworlds + ....
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B Teaching Methods

E Formal lectures to motivate on the sub-topic, multi-faces business
cases running during the whole course, many real examples from
various sectors, some methodological exercises (IT balanced
scorecard, culture benchmark, IT quality assessment, ..) and
discussions.

B Evaluation

¥ Group's contribution for business cases, individual assignments
results, personal contributions during the whole course.

E +....Final formal exam within MC block

B "What | hear, | forget.

B What | see, | remember.

B And what I do, | understand."

ol Chinese Proverb
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Prospective IT governance
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IT governance: why ?

€] IT Governance books: some readings....

Computer Confluence Beekman Tathswohl Prenctice Hall 2003 ...state of the art

IT Mgr Survival Guide Aalders Hind Wiley 2002 ...good rules

CIO Survival Guide Carl Schubert John Wiley 2004 ...some issues
Knowledge Management Gamble Blackwell Kogan Page 2002 ...good synthesis

KM Harvard Business R. HBS 1998 ...guru's

Business Value of IT Harvard Business R. HBS 1999 ..guru's

Godel, Escher,Bach Hofstadter Penguin Books 1980 ...man, mind and machines
IBM System Journal v32-1 IBM System Journal v32-2 IBM 1993 ...alignment

IT Service Management Jan le Bon Addison Wesley 2002 ...detailed "bible"
CRM Kincaid HP 2003 ..CRM

MIS Laudon Prenctice Hall 1996-2002...basics
Customer-Driven IT Moschella HBS 2003 ...role of IT user
Managing IT as Investment Moskowitz Kern Prenctice Hall 2003 ...rules of the game
Being Digital Negroponte Vintage books 1998 ...MIT Medialab guru
Does IT matter Nicolas Carr HBS 2003 ...a real perspective

IT Governance Peter Weill, Jeanne Ross HBS 2004 ...IT Governance study
Mass Customization Pine HBS 1993 ...nice concept
Making IT Count Willcocks & ... BH 2002 ...impressive rules

Bl IT governance study (Sloan School MIT 2003)

Bl CISR study of 256 global companies reveals that the profits of
companies with top-notch IT governance practices are 20%
higher than those of companies with poor IT governance.

2 ©J.-FDavid 2012

Howard Smith & Peter Fingar

i Doesn't Matter

DOES IT s

|NFORMAT|O~ TECHNOLOGY ‘ 1 ‘"Rv VAl
NICHOLAS G. CARR G“ID[

THE ROLES AND RESPONSIBILITIES
OF THE
CHIEF INFORMATION OFFICER

MATTER?




Prospective IT governance

0 intro 001-009
1 some IS/IT challenges 010-021
2 Systems and transverse 022-033
3 ICT Technotrends 034-048
4 IS/IT old "rules" 049-050
5 IS quality and Governance 051-085
6 IT and Strategy 086-092
7 ICT intelligence 093-097
8 IT and Organization 098-117
9 IT and Projects 118-127
10 Concurrent engineering 128-132
11 IT infrastructures 133-134
12 ERP's 135-138
13 Mass Customization and Cultures 139-143
14 KM 144-154
15 Informal Networks, Cops, ... 155-156
i ©J.-FDavid 2012

. Harvard Business Review

@ May 2003

-

Does
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 wilf
need to change dramatically.
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MAIN CHALLENGES FOR THE
NEXT FIVE YEARS...

<
1. Develop the organizational capabilities of the company
(respanse time and flexibility, total quality, innovation) (92%) 3

2 Increase market share in the core business towards leadership (20%)

2. Develop afull understanding of the client's needs and desires (87%)

4.Increase the international development (85%) q W

5. Launch productivity and cost decrease programs (83%) s .
. Increase the competency level inside some critical structures (technologies /
factaries/ marketing) and allows sharing of these by profit centers {81%)

7. Redesign the main processes (reengineering) and in-depth transfarm g

the organization and the way the company acts (72%)

BOG Ewopean study 199405

10 ©7 -F.David 2012

Balanced Score Card

Financial What financial results are necessary to satisfy the
Perspective expectations of our stakeholders?
Customies To achieve our financial objectives,

what level of service and quality

Perspective 3
must we deliver to our customers?

What processes are needed to I'“E"'i:}‘"_" Business
meet and exceed our rocess

! M Perspective
cutomers expectiations:

4
How must the organization, its people, and its Learning and
processes grow and evolve to meet changing %’HHDVRHQH
demands in our marketplace? erspective

©7 .-F.David 2012




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%)
i i anization v

12 ©J.-FDavid 2012

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.

©7 -F.David 2012




Which final tool towards competitiveness?

competitiveness

4

= /; Technology

=~ People
Organization
11E ©J -F.David 2012
Strategic Alignment

1/n year

echnological
Intelligence
\ n/ year

n/ year

1/n year
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J. de Rosnay

B. Walliser

G.Bateson

E.Hall

P.Watzlawick

L. Von Bertalanffy

E.Berne

ese

J.M

E.Morin

J.-L. Lemoigne
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SYSTEM

"A system is a set of elements in dynamic interaction, organized
according to a purpose"” Joél de Rosnay

1) A set in mutual connection with an environment, this
interdependence insuring it a certain autonomy

2) This set is formed by systems in interaction, this interdependence
insuring it a certain degree of coherence

3) It undergoes more or less deep modifications along time while

preserving a certain durability " B.Walliser
23 ©J -F.David 2012

Complex Adaptive System Model

Information < MATERIALS & MORPHOLOGY -
Energy
\\b __DETECTORS __X_ RULE SYSTEM EFFECTORS
Locomation
Information Communication
Matter idegttlii'::%m/ ME:LT:];?:: !
- COMpPression
P S /-;Ies
. feses \
0 AN
)
N

i _um i o

| / Space Feedback

z Adaptive
Learning

Sca

.
TRELTRERT R e e e e e
Time
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4 Organization as a living SYSTEM

- Level 1: Feedbacks, Regulations
- Level 2: Memories, Decisions

- Level 3: Autodefinition of goals r

Complexity
+5% /year
r Intelligence
Speed
Needs ! Response k,
Desires |
26 ©7 -F.David 2012
Structures.... Processes.... X-functionnalities
" Organisations are not built to serve customers
they are built to preserve internal order.
To customers, the internal structure may not only mean very little
it may serve as a barrier.
Organization charts are vertical,
but serving the customer is horizontal"
G.Fischer, CEO, Motorola
©J -F.David 2012
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Systems and Time

‘ue

Variations,

Experience
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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 T%e Psvckalagical Review. 1956, val. 63. an. 81-97
Information Processing Theory (G. Miller)
Overview.

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

—% TEST —

L

OPERATE

The first concept is "chunking" and the capacity of short term memory. Miller (1356 presented the idea that short-term memory could enly hold 5-% chunks of
mformation (seven plus or minus two) where a chunk 15 any meamngfil umt. A chunk could refer to digits, words, chess posttions, 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.

©7 .-F.David 2012
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Gates Warns on Information Overload AP Associated Press

By ELIZABETH M. GILLESPIE, Associated Press Writer
20 minutes ago

REDMOND, WWash. - At his annual shindig for CEOs, Micrasoft Corp. Chairman Bill Gates 8
told executives that businesses need to do more to help their employees sort through an
ever-growing flnod of infarmation that threatens to become a drain on productivity.

"It's overwhelming," Gates said Thursday at the software cormpany's ninth annual CEQ Summit.
“Mobody's paid to do search or just find information. At the end of the day you're paid for
AF Photo: In this photo provided by designing a new product, having a satisfied custorner and daing that with the minimum amount

Mictasett Corp, Microseft Chaiman "
iR it of time, the minirmurm amount of people

Gates...
e He said Microsoft's Office division is already developing products designed to make it easier for
gl;?::huw MicrasomandiBill people to stay on task, collaborate on projects and guantify whether they're hitting their targets
Without giving many details, Gates announced that the next wave of Office products,
RELATED QUOTES code-named Office 12, will be released in the second half of 2008, with test versions coming out
msFT 250000 +opa el
uis 67200  0.01  He said the programs will help businesses be mare competitive in what he called the "new world

AOIUSS 3833200 528 of work," where it will be easier to set priorities, understand irmportant data and spend less time
ol . | organizing information
et Cuntes
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Communicational Opulence

NEEDS
+
DESIRES

©J .-F.David 2012

30 IEEA

Individual Time...

=H DB

@

b

- Temporal "bubble”
- Mgt "double language"

- Trade-offs
- Generalized Ergonomia
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Organization timing and people timing

i jes
| seeep ——L s7RESS-
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General Systems Theory
\

REACTIVITY
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DEALER

BUSINESS IN
(ALLOCAT O
2400 UNITS

2000 UNITS

85 88

TOYOTA

T-IN DEALER

TRANSPORT

AUTO MAKER

BUSINESS SPEED
(LEAD TIME

17.0 DAYS

1.9 DAYS

a8 86
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PARTS SUPPLY

PARTS VENDOR

DISTRIBUTION STOCK

196.1 DAYS

5.0 DAYS

DAYS
REDUCTION

©7 .-F.David 2012




AR
T

©J -F.David 2012

45/370

]
o
<
b}
s
o
&
T
)
[




34 ©J -F David 2012

Key technologies

Microprocessors Storage Communications MM interfaces:

FAST & CONTINUOUS PROCESS

but unequal

34 ©J .-F David 2012
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*4 every 2,5 years

|-18%/ year |

Technologies Timing
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The experts look ahead

Cramming more components
onto integrated circuits

With unit costfa

g as the number of components per

circuit rises, by 1975 economics may dictate squeezing as

many as 65,000 components on a single s

By Gordon E. Moore

Esrcnig

icon chip

Direcsr,
divsion of Fairciuld Camera and lns rumert Corp.

Thefuture of inerated elestronios is the futuse of electron-
s el The shantaess of will bring sbout 3
proliferstion of lectronics, this science iato many
new areas.

sated. cireuits will lesd 1o such wanders = hame

—sumatke controls for automabiles. and personsl
poriable comaunkcations equipment. The slest
watch noeds only  display w be fessible wday
st poemtial lis in the production of large

wriste

ment. Imegrated creuits will also swiich telephane circuits

and pestorns dats processing

Compuers il be nssre powwerful sad will be organized
in compleiely different ways. For example, memorics bilk
o ntegsated elect oaics may be distribated fhroughout the

Tre sumor

D Garden £ Moo s ana af
the new breed of sleckronic

PR dagres in physical

machin: instead of being
ition. 1he improved reliabiliy m ke poss ol by inkrated
circuits willallow the constructionof larger proce sing it
o thase in exisience today will be bail 1
ower conts and with faster tira-an
Present and futirs
ted electronics, | mesn all the vasious tech-
wlogies which s i ferred 10-35 microsloctronks Bday a5
well 25 sny additional ones thet sesul in eleetranies fanc-
tions supplind to the user as imeducible uniss. Thess tech-
oologies were firs investigaied i fhe ke 1950's. The ob-
ject was 1 miniatur ize elecwonics equipasent to inchide in-
eressingly eomplex electronic funetions n limied space with
Several approsches evolved, neluding

microsssembly technigues for individusl componeas, o
structares and semiconduc o inte graed ci culs,

Each approsch evolved rapldly snd converged 50 that
esch borsowed tochniques from snother. Many rescarchers
believethe way of e future 10 be s combiastion ol the vr -
ous approaches.

The advocstes of semiconductor i
abeadyus i

dachines

ainimu w

epsed cireuiry are
of thin-fikm resis-
ek Gl dissctly 1040 30 Semnicondic
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st techaiques For the sl

3
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Both spproaches have worked well and are being

Elsctronics, Voluma 38 Number & Apri 19,1955
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Microprocessor trends
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10b
chip: 8080
transistor count: 4,500
10
1
Altair 8800 (1975)
The first personal computer was built around
the 8080 chip. The computer came with 256
bytes of memory
i 29000

8000 | 8500
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Metcalfe's law:
network value = *nb of users

Gilder's law:
bandwidth *3 every year
communication volume="2 every 100days

©J.-FDavid 2012

©7.-FDavid 2012




Worldwide IT Spending Forecast (Billions of US Dollars)

2009 2009 2010 2010
Spending Growth (%) | Spending Growth (%)

Computing Hardware 333 -12.5 353 5.7

Software 221 -2.1 232 5.1

IT Services FiliTs -4.0 821 5.7

Telecom 1,892 -3.4 1,988 S

All IT 3,223 -4.5 3,394 5.3

Source: Gartner (April 2010)
©J.-F.David 2012

e-"too much"

e-economy
e-procurement

e-business

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

To e- or not to be...
37 ©J.-FDavid 2012
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Lis ARTICLES BE RAFERNCE POUR COPRENDR

La net-économie
a bout de souffle ?

M 2299 “ 2000 F
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Awareness Interest A ction
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@ 2010 Entwine Inc.

©J -F.David 2012




“On the Internet, nobody knows you're a dog.”

cartoon by Peter Steiner The New Yorker (Vol.69 (LXIX) no. 20) only for academic

France







. Physics of Holography

Twio coharent (laser)
beams intersect in space

- mmh.'ﬂ]] e - ) |
. el
\\\\\\\\‘\“ e

fringes is formex is exposed by the higher fight
intensity in the bright fringes

Light fram one beam is diffracted by the

The photosenstive mediunr structure to exactly
replicates the fringes ' rephcate the cthar \
as a;kmg: in: g bear ‘
rtion -
- e i = J ) ’
- thickness . u ' L)

\\\\\\ j
Processing may of may not be required \\\\%\\\\\% complex 3D abject can be

treated as an assambly of points
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GRID computing : or how virtualize...

Next GRID

68/370
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Emerging Technologies: GRID

Three types of Grids are known as per today.

» Computational Grid Examples are

SETI, RSA-155, Genome, Virtual Supercomputing.
* Storage Grid Examples are

P2P applications on music, video, scientific data.

* Information Grid Examples are

virtual organizations.

Can we think of gBusiness and gSociety?

39 ©7 -F.David 2012

Gote Electrode

Nanotube field-effect transistor

Transistors are the basic building blocks of mtegrated cirenits. To use nanotubes in
future: sircuits 1 is sssential bo be abls to malks transistors from them We have
successfilly fabrisated and tested nanotube transistors nsing individual multi-vall
or single-wall nanotubes as the channel of a field-cffect ransistor (FET).
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A circuit on a molecule?

©J -F.David 2012

Researchers have just
discovered how to build the
first complete electronic
integrated circuit around a
single carbon nanotube
molecule
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The holographic technology under development would be able

, and deal with all of the Internet and multimedia data
starting to appear. Exabytes, the successor to petabytes, are 10Mb of data to the square
of 15, while yottabytes are 10Mb to the square of 24. Other definitions say an exabyte as, in
decimal terms, a billion gigabytes.

"If we make the assumption that everyone needs 40
petabytes of data in a lifetime of 100 years, then the world
could use 200 yottabytes of data, including video, which

takes up the most storage space,"
said Bill Cody, senior manager of exploratory data management research at IBM's Almaden
Research Center in California.
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IBM Investor Briefing

Vision: >1 Tbps on a 3D chip

Light out
for off-chip traffic

Multiplexor

Analog Digital Inter-layer
detector CMOS CMOS 3D vias

Modulator

©2011 Intemational Business Machines Corporation
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IBM Investor Briefing
DNA Transistor Experimental Setup

©2011 Intemational Business Machines Corporation
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IBM Investor Briefing
New BiglFast Data Brings New Opportunities, Requires New Analytics

Homeland Security
600,000 records/sec, 50B/day
1-2 ms/decision
320TB for Deep Analytics

Telco Promotions
100,000 records/sec, 6B/day
10 ms/decision
270TB for Deep Analytics

DeepQA
100s GB for Deep Analytics

Traditional Data 3 sec/decision
Warehouse and
Business Intelligence

Data in Motie J
250K GPS probes/sec
630K segments/sec

Up to 10,000 times.
faster
2 ms/decision, 4K vehicles

mo  wk day hr min , ms s

Occasional P Frequent P  Realfime

Decision Frequency

©2011 Intemational Business Machines Corporation

©7 .-F.David 2012

IBM Investor Briefing
Maximum Insight Requires Combining Deep and Reactive Analytics

Data Scale

4 \'*

Traditional Data
Warehouse and
Business Intelligence

w mo wk day b min  se .. ms
P Frequent $ Realtime

Decision Frequency

©2011 Intemational Business Machines Corporation
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|IBM Investor Briefing
Maximum Insight Requires Combining Deep an ive Analytics

New Client
Value

Data Scale

System s

Traditional Data
Warehouse and
Business Intelligence

W min s .. ms s
$ Frequent P Realtime

Decision Frequency

©2011 Internafional Business Machines Corporation
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IBM Investor Briefing
What is Watson?

. Hypothesis i
Decomposition  Generation vagr?cﬁgesséﬁng

Synthesis Final Confidence

Question &
Merging & Ranking

Topic Analysis

Text Search Structured Search

Frame / Concept | Sequence \ Graph \ Frame

I Entity ‘ Relation \ Topic \ Senkence
¥ = : 5

-

Deep
Parsing

Statistical and Rule-based Analysis

Statistical Learning Framework
(Statistically combines disparate scores from many analytics based on Mashine Learning)

UIMA for Text Analytics Standard Interopera
UIMA-AS (Standard Messaging) for Scale-out and Speed

Linux

Workload Optimized

Power7

©2011 Intemational Business Machines Corporation
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BRI-5 PG,
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| RFID Metro Pass

N WLt
s [ RadioBand |
RFID Inlay

m"a::ml-.ll d e SoupiTabr .|

&

the real-world supply chain, with
=\ working products and solid profits.

KEVIN R. SHARP, SENIOR TECHNICAL EDITOR
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“We're ripe, pick us! "
N

en everything connects

The
Economist

G “Blood pressure

“I'm all out of milk” 100 high”
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Self-protection

Self-healing

84/370

AUTONOMIC

Self-optimizing

Self-configuring

Source: IBM France
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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

©7.-FDavid 2012
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UBIQUITY

uCommerce Tactics uCommerce Strategies

E Characteristics
Bl IT technology everywhere and embedded in everything
Bl Global connectivity and always on
Bl Physical world joining virtual

Tl cyberspace acts can affect real-world processes and vice
versa Operating Systems,

Devices Applications Languages and Standards
E| Web pages and portals for everything
Eldocuments, people, things, places, events, processes
fipages give access to files, sensors, actuators, controls

E Enablers
E| performance: more bang for buck in less space
El mobility
The uCommerce Local Area Networks
Technology Mix Wide Area Networks Establish a Connection
43 ©J -F David 2012
Risks, Security, ...
®| Virus
%l Back-ups
®| Hackers
%l Spywares, worms
%l Phishing

¥ Attacks, accidents

%l Bugs (Godel theorem 1)
%l Networks

%l Distance screen capture
¥ Big Brother...

i/
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Threats

Threats in the digital world, as in the analogue one, originate with
people. These people fall into five groups:

¢ Criminals (thieves, fraudsters, organized crime),

¢ Malefactors (hackers, vandals, terrorists, cyber-warriors,
some ex-employees and other disgruntled or vengeful
individuals),

¢ Spies (commercial and governmental),

¢ TUndesirables (scam artists, spammers, ‘ethical’ hackers
and nerds). and

¢ The incompetent, or the simply unaware (staff,
contractors. customers and other third parties).

91/370
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WHOLE HOME VISI

PC
TV screen and box - Broadband
™ - Digital Multiroom - Live intemet TV plus downloads
- Internet calls
4 -

Traditional phone
- Internet calls
Digital Radio
-DAB.
-DRM

TV screen and box
- High Definition TV
- Digital Multireom

- Video on Demand

Laptop
- Broadband )
- Live intenet TV plus downloads \

©7 .-F.David 2012

- Internet calls \\

Mobile phone
- Remote PVR booking
~Mobile TV

--DMB
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‘Just what do you think you’re doing, Dave?
Look, Dave, | can see you're really upset about
this. | honestly think you ought to sit down
calmly, take a stress pill and talk things over.”

— HAL, just prior to disconnection, 2001: A Space Odyssey, a film
by Stanley Kubrick

©7 -F.David 2012
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What is Al?

(&

Artificial Intelligence involves studying the thought
processes of humans and representing those processes via
machines (computers, robots, etc).

Al has three objectives

Bl To make machines smarter (the primary objective)

Bl To understand what intelligence is (the Nobel Laureate

purpose)

Bl To make machines more useful (the entrepreneurial purpose)
Can a machine become human? What is human
intelligence?

E| Alis a branch of computer science that deals with ways of
representing knowledge using symbols and heuristics

€]

li"

©7.-F David 2012




ARTIFICIAL
INTELLIGENCE

NATURAL PERCEPTIVE

46 ©J -F.David 2012

Expert Systems

% What does an expert do?
E| Provides solutions to complex problems

E| They have specific knowledge and experience in
problem area

El They are aware of alternate solutions, chances of
success, and how much it will cost

E| The more unstructured the situation, the more
specialized and expensive is the advice

B What is an expert system?
Bl ES are an attempt to mimic human experts.
EJ] Al technology have proved to be very successful.

46 ©J -F David 2012




Consultation Environment Development Environment

l User l
User interface ||

Knowledge base
Facts: What is known about the
domain area
Rules: Logical reference (e.g.,
between symptoms and
causes)

Facts about the
specific incident

r

Knowledge
engineer

1K nowledge

acquisition
Expert and
Recommended documented
action knowledge
'\

k

H |
| 1 |
| Blackboard 1 Knowledge |
: (workplace) refinement :

|
: I 4 |
1 ! |
| e e e e e A |

NLP and Voice Technology

Bl NLP refers to communicating with a computer in
English like language.

F Give computer directions what to do and it does that.

B NLP understanding investigates methods of allowing
a computer to comprehend instructions via keyboard
or voice (known as voice recognition).

% NL generation allows computers to produce ordinary
English language on screen or by voice (known as
voice synthesis)
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Weights

W

Neural Processing

Output (Y)

Summation Transfer

Processing Element (PE)

Input — attributes of a problem; weights — relative strength; output — solution to a problem

Cf. Dr. Samir Chatterjee Claremont Graduate University
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Qutput 1

Output
Layer

Hidden
Layer

Input
Layer

Inputs

= Processing Element

Neural Network

Output 2

Inputs Inputs Inputs

Cf. Dr. Samir Chatterjee Claremont Graduate University
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Data
Maintenance

Knowledge
Acquisition

Fuzzy Logic

Databases

Company Industry Econometric Country
Data Data Data Data

User
Neural Forecaster Stock Interface
Market
Forecast
FuzzyNet | (|
1
i Country Selection I Country | =
HE I = User
S | S 4 £
M L3
Stock Selection - Stock : £
List , @
1

Company Industry Attribute Country
Rules Rules Rules Rules

Rule Base
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Virtual Reality

Tracking
Systemn
Transmitter

Head-Mounted
Display

s

= 3-D Audio
Geometry Database | <= >

qﬁp 3-D Graphics

Sound Database |<_— >

qﬁ—. 3-D Tracking Interface Board

World Database <= >

Speakers

—1

Tracking
System
Transmitter
Tracking
Controller System
Receiver

Monitor
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Intelligent Agents

% |A helps humans to filter information and can play
important role in e-commerce

E They are also called software agents, wizards,
knowbots, softbots.

¥ What can it do?
El Information access and navigation
E| Decision support and empowerment
Bl Repetitive office activity
El Mundane personal activity
E| Search and retrieval
E| Domain experts

©7 -F.David 2012
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Intelligence function
Ok, let's go \/\’_\,\

What do you want
(f_") to do?

Agent function

Ve
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n/ year

n/ year

1/n year

Harvard Business Review

[T

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 wilf
need to change dramatically.
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application potential

technology
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incoherent files...




network architecture
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APPLICATION
PRESENTATION
SESSION
TRANSPORTATION
NETWORK
LINK
PHYSICAL
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Business Process

Semantic Objects....

Syntactic XML....

Technical Architecture HTML, IP, ....
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Coherency
Communication

Semi-finished ‘

product
end-user Iangage\ %

Finished product
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IT productivity,- Q
& governance

RElifRervice ratio

networks , protocols

vocabulary, objects

strategy from the board
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the “Meet the Speakers" session later they still failed to
get a definition out of him. This was very much an IBM
oriented talk, largely dealing with SNA, and the experiences
of a user who had actually installed SNA could have been
of more interest

M David described the current status of telecommun-
cations in the area of distributed processing, highlighting
the particular aspects which needed attention, .as well as
the problems which arise. He described in detail the way
that SNA tackles the problems and the functional working
of SNA in three levels, as well as the limitations of the
system

A measure of the interest which M David's presentation
engendered was the discussion and questions which
followed. More than one delegate considered that, in
SNA, IBM had made a simple thing complicated but, said
M David, SNA is really the tip of the iceberg and it
indicates the emergence of something which will grow
and develop much further later on when the present
difficulties, partly due to historical reasons, have been
solved. Other questions related to details of IBM's
intentions and the design of various parts of the network
and although this was certainly a very IBM-angled session,
the audience got a great deal more out of it than they
would have done from a straightforward IBM marketing
presentation, even if, as one delegate put it, ‘they

“didn’t exactly go overboard aboutit""

\

Mr. James Martin

mi

M. Jean David

The panel of speakers coordinated by Diebold
Deutschland also came under fire—from everyone but
the German delegates. Others found that the all-German
panel ended up in an all-German debate as the German
delegates discussed points with the panel, leaving those
from other nationalities looking on from the side-lines.
Chauvinism again? Or just how much really does get lost
during the translation process? It would certainly appear
that there is something of the feeling of “live” interchange

issing.
Two presentations in the second half of the conference,
however, received almost unqualified praise. The first was
that of Dott V Mei, of Societa Assicuratrice Industriale,
Italy. His company has carried out a hardware purchasing
policy which is remarkable for the rapidity with which it
has been implemented, the cost savings it has achieved
and the courage and determination behind the policy.
Most users would be a great deal more cautious, but SAl's
policy has paid dividends in improved throughput and
reduced costs.

The problems and benefits of a mixed, plug-compatible
system, clearly described by Dott Mei, created a good deal
of interest among the audience — “refreshing, stimulating”

+were among the adjectives used. And Dott Mei hammered

home the point that one of the essential features in imple-
menting a policy of this kind is to be completely independent
in the decision taking and to have full confidence from the
top management, from the board of directors.
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Attractivity

desinvest

57

Playground: where?

invest

Strenghts
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Downes and Mui's New Forces Model
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Paradigm changes

Banks --> Insurance products, Retirement products, ...
Insurance --> Travel, Retirement, Leisure, ...
Credit card --> Luxury, Services, ...

Retail --> Credit, Travel, Insurance, ...

Water distribution -->Wiring, multimedia, TV, ...
Construction --> Wiring, telephon, leisures, ...
Hospital --> Hotel, services, medical devices, ...
Nuclear --> expert systems, software dvpt, ...
Real Estate -->3 rd age services, robotics, ...
Aerospace --> CAD/CAM, ...

Hotels --> health, sport, check-up, ...

f1e) ©J.-F.David 2012
Method 1
a) Paradigm change, profession slippage .
Why do client want this kind of service/product ?
4 New professions, competitors
4 New vision
b) List of product/services service
How can we add
4 more customization services
¢ more ICT
ICT
91 ©J.-F.David 2012
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Method 2

How to decide go/no go ?

benefits

D e

risks
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Bonzai Strategy

PRODUIT:/AMARCHE

ECHNOFOGIES
DE{BASE]
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Promotion

Inventory_HMgt

Spare_Parts

IFF_(Financing)

Sales_&_Supports

Sales_CompsChannels

Customer_Education

Tage une TOUCHE pour CONTINUER :

Announcement/Pricing

DRS_(Devlt_&_HNHetwork)

IT-IT




. CEM3
DIAL_Agents

. NAGESA
DIAL_Customers
TARIF
C3D3/3tock_order

. IWS/Bravo
SBO_System_Integration
. Mesures_DGA

. HONEAFIC

. CEDEBZ

17:18
Tage une TOUCHE pour CONTINUER
1 A T
1
1
1
1 o
: Dial_Agents Hagbsa
1
a,54 :
1
1
o 1
Dial_Custorimers
1
8,8 |
1
1
o 1
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(=] 1
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g,: L el Nttt : —————————————————————————————————
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pl -~ 1
= 1
ey |
1
1
1
8,6 i
1
1
1
o 1
ons de cmde :
8,5 o i
7 Mesures DGA H
i
o 1
HOme/Fic : o
1 CELRZ2
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s rocesses, Activities,

v 3%9 chain, ...
P - L&%?:ge effect on strategies

"3 - Clien \eeds and desires

- Compari

4 - Structures vs Activities
- Matrix type Mgt system

- Conflicts solving
- Plans

1 . - Culture /md¢tivation
“' i - Emp| //rn‘-f'ht, leadership .

i

B on
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Value Chain

=\

E H.R. Management

=

> X

=] Finance
To Know g

= Purchase

=]

a

a

3 M

7]

Research &
Produce

Make Know

Main activities

i i Know-How

- = W
¢
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Management
Hardware
Development

Market Intelligence
Product Concept
Technical Doc
Proposals
Technical Reclaims
Future needs

MARKETING

MktResearch
Client Mgt
Sales Mgt
After Sales
Distribution

_144/370
100

IBM 11 key processes

Software
Development

Production
Customer
Fullfilment

Fondam. Research
Define the product
Test the concept
Detailed Dvpt
Technological Scan

Management
Finance/Accounting
Administration
Human Ressources
D.P. Optimization

PROD/MKTG

Sales/product Plan
Orders Scheduling
Special Orders
Reclaims

©J .-F.David 2012
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Customer

Plans & Prototypes
Technical Changes
Process definition
Plant modification
Quality process
Cost Ctl Process

PRODUCTION

Manufact. Plan
Capacity planning
Plant Floor Mgt
Stocks Mgt
Reception Ctl
Shop Floor Mgt
Automatisation
Maintenance




Process Management

What is Process Management?

A business process is any broad collection of activities within your
company that is involved in the ultimate goal of developing your product
or service for the customer.

Business processes are typically evaluated from the customer's
viewpoint.

Ensuring a smoothly running business process is critical in maximizing
the added value you are providing to your customers.

Managing the key processes efficiently is critical to the success of the
company.

But managing the processes is harder than it may seem at first - mostly
because these processes don't stand alone, but interact with one
another.

102 ©J.-FDavid 2012

Process Management

There are many types of business processes such as key processes,
support processes and sub-processes. Typical business processes
include:

* Procurement: Securing the materials and equipment necessary to
produce your goods or services.

* Product development: Planning new goods or services for
your customers or refining existing products.

* Production: Creating those goods or services.

* Order delivery: Receiving orders from customers and ensuring that
those orders are fulfilled.

* Distribution: Ensuring smooth distribution of goods to customers.

* Customer support: Providing assistance to customers after they've
bought your product or service.
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events

suppliers

IR

suppliers

v ¥ ¥

Process

/Ny

actions

clients

clients

New value chain...
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L ———————
SCM CRM
Supply Chai Customer Relationship
Miazéem::t] Management '/“
‘_’7
/
ERP
Enterprise
Ressource
Plannin ’\ >
/
Bl KM |\
Busjness Knowledge ~—~——
Intelligence Management
/ ‘\/
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Main processes

SCM I
Order CRM - - 1 -
Buy Listen to client voice
Supply Design product/service
Produce Develop offer
Transport < Marketing
Deliver Contract
Invoice Follow c_hent
Reclaim —
ERP I I
Control
oo | B 4—
/ “
Listen
Know manage people
Anticipate manage knowledge
/ Decide

©J .-F.David 2012
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Business Strategy

Commerce
Cooperation

Supply Chain  Enterprise ) Customer

Management  Ressource ~ Relationship

Planning Mangement

Knowledge Management
Business Intelligence, Decision

Technical Infrastructure

MAZm=r0




IBM Global Services
Commerce
S :
U Cooperation c
L
P SAP, JDE, Siebel |
P Oracle, Movex, ... _ -UStomer
L - Relationship E
| Planning RLEUCEUELD N
. T
E Lotus Domino s
R Knuwive g~ .anagement
S AR EN, oss Intelligence, Decision
= Unix, Linux, ...
105 ©7 -F.David 2012
Investigate, amazement reports, ... Process zoom
Moments of Truth CRM
Client intelligence Manage opportunities
Claims analysis \ Manage territories
Listen to client voice Forecast sales .
| Design product/service || Answer RFP/RFQ, bids
Invent product/service Develop offer Negotiate
Analyse/test the needs Marketing Quotations
Design the system Contract Isssltlje / Manage contracts
Define processes . €
Prototyge w Follow client Take the orders
Design subsystems
Industrialize
Negotiate sub-contracting
Integrate Manage service demands
Test Claims management
Deploy/Control Q Provide support
Document Manage real time services/mails
Annonce Manage call centers

Campaign management
Customer segmentation
Customer value management Fax. Email
Analyze the markets Pho,ne/CaII centers
Analyze customers | Face to face
Analyze competition / Internet

Route to markets Dealers
Visits/Contact management

Agents
106 ©J -F.David 2012

Constitute the offer

Fix the price

Manage the accounts
Follow-up profit/products
Promotion campaigns
Manage catalogs




Quality control
Match (invoices/product)
Supplier payment

107

Invoice clients
Cash/Reclaim

©J .-F.David 2012

Provisional order management
SCM Sales planning
Process zoom Production planning
Budgets, cost analysis
Manage customer orders | Capacity planning
MRP
Study suppliers performance Maintenance
Use the market places CTL/Quality mgt
Answer bids(RFI/RFP/RFQ) Order Plan floor planning
Negotiate with suppliers Buy Product assembly
gre;n;ge contracts ﬁ:‘gg&‘;e I};/Ilanage intermediary stocks
: ; ; annin,
Info exchange, auctions, dynamic trading Transport Controlg
Deliver Order
Manage finished products stoyé Invow:e N
Plan supply Reclaim
Supply
Buy orders Manage transportation
Logistics suppliers Manage distribution
Reception Manage warehouses

Picking and conditioning
Delivery planning
Delivery fllow-up
Management of returns

Process zoom

[ ]

Manage people
Manage knowledge

Control
Measure
Listen Finance
Know
Anticipate
Decide Finance management

Environnemental intelligence

Commercial intelligence
Technological intelligence

General ac

counting

Asset management

Treasury management
Accounting and finance plan
Projects management

Staff management
Pay management

Recruitment
Education

Strategic planning
Operational planning

Business rules
Client rules
Supplier rules
Auditability

Investments management
Infrastructures
Information system
Communication system

Management reporting
Finance reporting, ABM
Q reporting

108 ©7 -F.David 2012

Incentive Management
Unions relations




" Strategy

Win/Win
{ 5 A Strategy
; Objectives... ... Oocrves /\
: = L
Strategy
Ob]ectlves |me”igence Intelligence
N Innovation, R&D Innovation, R&D
Prototyping e L Prototyping
Marketing / _____ . o Marketing
. e-design | » Marketing . Sales, studies, quotations
Innovation // Sales, studies, quotations | Order entry
e ﬂOrder entry Industrialize
Sourcing / I-r.1‘c.iustrialize Production plannings
i o i\./ianuiacluring
Négociation Production plannings Production plans
Contract Capacity planning
Procurement Manufacturing R
order Production plans
; Capacity planning s N | o
Logistics e-supply dhain Plantfloor planning Maintenance <
Transportation Stocks Logistics
Reception D_ -~»]  Client management
Dispatch Purchase, ... P—— lskzleerssr:lzzﬁ.gement
Stocks Maintenance ¢ | | ..
..... ‘E Finance mgt
Manufacturing Logistics People mgt
----- Client management
Sales ‘\\ Sales management
4 I~ After sales... =1
.......... - Supplier 2
Finance mgt
...... [ "standardized"zones
Prime contractor People mgt Supplier 1 —» some relations....
worery | | > Systemic complexity
Processes are now extented processes !!!
lain manufacturer Suppliers
Domain Domain
Sell e-sourcing Buy
e-auction
Procure e-procurement Deliver
R&D < e-design _ R&D
Production<g g.supply chain $ Production
e-billing
Accounting e-payment Accounting
Suppliers Customers
All e-collaboration / e-share All
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routes to market

Who does what?

By product? Call centers
By market? Face to face
Marketing
Production .
Transaction cost...
Company
Partners 1

Hoshin Kanri

2 Measuring the business system as a whole
2 Setting core objectives of the business

2 Understanding the environmental situation in which the business
operates

2 Defining processes that make up the system, and their activities, goals,
and metrics

2 Providing resources to perform activities to achieve business objectives.

7 &t

),_
Hoshin = a course, a policy, a plan, an aim %}Vi

Kanri = administration, management, control, charge of, care for

Hoshin = Policy Deployment
111 ©7.-FDavid 2012
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Management ScoreCard (insurance sector)

Strategic Objectives KPI's, indicators Relative weight
Profitability Damages/Suscriptions 7
Liquidation provisions
Financial income/turnover
Reinsurance
Growth Volume +/-, Contracts +/- 5

Coverage ratio

Penetration ratio

Turnover new contracts

Customer satisfaction

Client satisfaction survey 6

Demanded cancelations

Reclaims

Simplification

Non operational time 4

Demand/contact delays

Dammages payment delays

People competence

Absenteism 3

Education days

Error ratio
Europe extension Nb news partnerships
Leadership, Image Image survey 3

111

Financial What financial results are necessary to satisfy the
Perspective expectations of our stakeholders?
Bustiias To achieve our financial objectives,
Perspective what level of service and quality
must we deliver to our customers?

What processes are needed to I'“E"'F}L?l Business

meet and exceed our Pe'_'sc;giiis\_e

cutomers' expectiations? t

#~
How must the organization, its people, and its Learning and
processes grow and evolve to meet changing Innovation
demands in our marketplace?

Perspective




Value Chain, list of Business Processes

04-Sell (informations, pricing, conclusion)

01-Study the market { Competitive intelligence, Marketing strat, ..)
02-Design products (New contracts , Mking, Techn Dept, )
03-Sales sector management (prospect, update client/prospect file)

05-Contracts management (create docs, modifications, )

06-Maintain clients (informations,garanties adaptation, follow-up)
07-Invoice payment actions (computation, letters, cashing, reclaim,..)
08-Damagesrefund and payment (open files, inquiries, payment, ...)
09-Client follow-up (follow results, negotiation modifications, ...)

128-Experts structure management
13S-Reinsurance management
14S-Communicate (internal, external)
15S-Infrastructure supply (IS, facilities,... )

10S-People management (enroll,education,management,...)
118-Finance management / Control (budget, controls, measurements, ...)

©J .-F.David 2012
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Leverage effect of processes on strategic objectives

7 5 6 4 3 4 3
Profit Growth Cust.sat Simpli People Europe Image
poids> 7 5 6 4 3 4 3
tudy the market 2 2 3
Design products 1 3 2 1 2 1
ales sector management 3 1 2 2 2 1
ell 1 4 1 1
Contracts management 1 4 1
aintain clients 1 3 1 2
nvoice payments actions 2 2
Damages refund and payment] 1 4 2 1 3
Client follow-up 2 2 1 2 1 1
People management 1 1 2 4 2
Finance management 1 2 2
Reinsurance management 2, 2 1
nfrastructure/IT management 3 1 3 1
@ oo Frangats DAND 1595
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Infrastructure/IT management
Reinsurance management i
Finance management
People management

Damages refund and payment
Invoice payments actions

Contracts management
Sales sector management

Study the market

Client follow-up

Maintain clients

Sell

Design products

60

©J .-F.David 2012
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Hoshin Kanri Method 4

I Balanced Scorecard I

yd
\ Strat 1
|/everage \

Strat3

Strat 2

Projects |
\E=m

Poessss | > DS >S >
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Motricity / Independence of processes

1[Study the market . 1: 34 S0 B 70 : S0 1 1
2| Design products 1 MktStud|D (3 |0 1 ] 1 o o |2 [0 (@ jo |0
3[Sales sector management 2 - F'T’DDEB\ D D 1 1 D 2 1 D D D 1 D D
5.'" 3: Salesh |2 1 i} 3 1 2 2 2 2 1 o [0 1
Contracts management
Maintain clients 4 Sell 1 0 0 o 3 3 3 3 0 0 1 1 o
Invoice payments actions G:ContMg (O (1 |2 |0 @@ (2 3 |3 |1 |0 2 (1 I
Damages refund and payment G- Luyally 1 1 3 3 3 0 3 2 3 2 - 2 0
?|ient follow wp Tmwoce 8 1 2 [T 2 |8 0 1 T 1 B |2 [
10|People management
11|Finance management 5 Refund |1 2 3 2 3 1 0 0 3 3 3 2 2
12 |Reinsurance management 9 Followl) (1 3 1 2 2 2 2 3 0 1 2 1 1
13 |Infrastructure/IT management 10 : HR 1] B 3 2 1 1 2 2 ] 1] 1 1] 2
Infiuences range from 010 3 T Fnanc|0 |1 |2 [0 |2 |9 |2 |35 [T [T [0 |3 |1
0: Mo influence -
1:Weak 12:Reinsu|d |2 |0 |2 o0 |2 0 (1t |0 [0 |3 [0 [0
2: Moderate infl
5 Srang mugnte fcmani U2 10 3 0 12 2 1 1 oo
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Motricity / Independence of processes

Influence / Dependance Map

LuzathglI i

(e
levers
motors [FollowUplys
a@
<4
2
= 5 4
€ = y_*
EE N Finance |
“ :
independents
dependents
@
[EroBesign j
dependance -
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In "my" use of words, lever in "hoshin kanri" approach, is used when
something plays on something different (projects on processes
processes on strategies, strategies on vision, ...)

In the other method, where people try to disentangle a complex problem
of interference of objects of the same category (people on people,
processes on processes, strategies on strategies, ...) and try to detect
where is the "hen" and where is the "egg" and where to start, motricity
means action of something on the others, dependence means the
contrary.

Any factor has a certain level of motricity on the others, and a certain
level of dependency.

If motricity ++ and dependency -- elements are called MOTORS

If motricity -- and dependency -- , elements are called INDEPENDENTS
If motricity -- and dependency ++, elements are called DEPENDENTS
If motricity ++ and dependency ++, elements are called LEVERS

This use of word lever is not the same than within Hoshin Kanri.

113 ©J.-FDavid 2012
[ Motors  Levers
Method 5
MicMac (motricity / dependency) Indep. Depend.
http://www.3ie.fr/lipsor/lipsor_uk/plan_uk.htm _

Vertical sum = dependency
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Process vs Structures (ABM/ABC Prototype)

SalesDir SalesMgt__|Salesmen |5 ing|Adminigt__|sini GM HR T GenSec Techsvees
Study the market 5 7 7 o
Design products 3 5 4 13 45
Sales sector 2 2 2 13 8| 8| 2|«
Sell 2 3 30 7 17
Contracts 2 4 13 42 25 16
WMaintain clients 2 9 15 33 17 13 3 BE
Invoice payments actions 2 5 7 7 4 & 8|
Damages refund and payment 18 19 7 20 25 16 o<
Client follow-up 3 B 16 20 8| & <
People 24 28] 5 5 5 & o5 <
Finance 24 5

i 2 2 4 5 & 2 o
Infrastructure/IT management 2 5 41 100
,f‘i ,-et
ol 4 el d
Ve L
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Method 6

ABC prototype

processes

% of time spent
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Henry Mintzberg
Nl

B Cleghorn Professor of Management Studies, Faculty of
Management, McGill University, Canada

EJ Ph.D. Sloan School of Management, M.I.T., 1968.

E| Current Work : focuses on the development of a family of
programs for educating practicing managers, as well as a
book entitled Developing Managers, not MBAs, and a
pamphlet called Getting Past Smith and Marx... toward a
Balanced Society.

B
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Bl Simple Structure &

E Machine Bureaucracy C/% %¥
E Professional Bureaucracy &

F, . . . .
£ Divisionalized Form C&&&&

£ Adhocracy Q/qj
S T

E| +... Missionnary :r( E

y Y

Bl +...Political LN
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Direct supervision
One person gives direct orders to others
Standardization of work processes
One person designs the general work procedures of others to ensure that
these are all coordinated.
Standardization of output
One person specifies the general outputs of the work of another.
Standardization of skills
A person is trained in a certain way so that he or she coordinates
automatically with others.
Mutual adjustment
Two or more people communicate informally among themselves to
coordinate their work.

% Operating core
El  The basic work of producing the organization’s products and
services gets done.
f  Strategic apex

E|  The home of top management

% Middle line

El  Managers who stand in a direct line relationship between the
strategic apex and the operating core.

B Techostructure
Bl The staff analysts who design the systems by which work
processes and outputs are standardized in the organization.
B Support staff
E|  The specialists who provide support to the organization
outside of its operating workflow. FIGURES-1 The rive Baslc Perts ofthe Grummimation, | From Herey Mrtzner, Tno s
173/370

Direct supervision
One person gives direct orders to others
Standardization of work processes
One person designs the general work procedures of others to ensure that
these are all coordinated.
Standardization of output
One person specifies the general outputs of the work of another.
Standardization of skills
Aperson is trained in a certain way so that he or she coordinates
automatically with others.
Mutual adjustment
Two or more people communicate informally among themselves to
coordinate their work.

% Operating core
El  The basic work of producing the organization’s products and
services gets done.
. Strategic apex

El  The home of top management

B Middle line

El  Managers who stand in a direct line relationship between the
strategic apex and the operating core.
B Techostructure
Bl The staff analysts who design the systems by which work
processes and outputs are standardized in the organization.
% Support staff
Bl The specialists who provide support to the organization
outside of its operating workflow. FIGURE 31 The Five Basic parts ot e Organizaton, o

v o Orguravenrs (Englonood Gue, N1 o

torvy Mintzberg, Tne Siuc-
oo, e 173)
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Mechanic vs Organic, Life Cycle

Structural Prime Co- Key Part of Type of
complex Configuration ordinating Organization D ion
mechaniesm
Simple Structure Direct supervision Strategic apex Vertical and horizontal
Decentralized Decentralized centralization
Bureaucratic Organic
(ggasrl\(t‘::‘asr)d\zanon (mutual adjustment) Machine Standardizationof | Technostructure | Limited horizontal de-
Bureaucracy work processes centralization
stable . dynamic Professional Standardizationof | Operating core Vertical and horizontal
Centralized Bureaucracy skills de-centralization
Bureaucratic Centralized
S':/T:?: rdization (d?eacr;‘gupervisiun) Divisionalized Standardizationof | Middle line Limited vertical
processes) Form outputs decentralization
Adhocracy Mutual adjustment | Support staff Selective de-
. centralization
simple
FUNCTIONAL ———
DIVISIONNALIZED \
ENTREPRENEURIAL- POLITICIZED
BIRTH DEATH

©J .-F.David 2012

Business Functions

ACCOUNTING AND FINANCE
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Business Function — Accounting & Finance

£ Vendor payments

© Receipting of cash from customers

. Accounts receivable function

¥ Recording of raw materials purchases
% Recording of Sales

E Generating financials statements

® Asset register maintenance

135 ©7 -F.David 2012

Business Function — Human Resource

E| Organisation Development
E| Performance Management
%l Training
El HR Information Systems
E| -Payroll
%l -Personnel Administration
%l Employee Self Service
El HR Communication
E| Labour Relations
El Employee Assistance Programmes

135 ©J -F David 2012




Business Function — Prod & Materials Mgmt

Making the product
Purchasing raw materials for making the product

Production planning used to develop orders for raw
materials

Raw material orders are based on the production plans,
so that sufficient raw materials are available to support
the production plan, but excessive inventory that might
spoil is not carried

El Inventory management

(.l e,

1
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Business Function — Marketing and Sales

E| Developing products

E| Determining pricing

El Promoting products to customers

E| Taking customer orders

E| Create sales forecasts

E| Market research in relation to products

135 ©J -F David 2012
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ERP Systems

Early 1990s first fully integrated software system

Current ERP systems evolved as a result of development of
hardware and software technology needed to support systems

Developments of vision of integrated systems
Release of personal productivity software (word-processing)

1979 Introduction of first spreadsheet software (complex business
analysis without programming) hence need to connect individual
users’ PCs

Telecommunications allowed sharing of data (server to client)

ERP began on a factory floor (inventory tracking system —
Materials Requirements Planning)

©J .-F.David 2012
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ERP Systems

An ERP system is defined by Markus et al. (2000: 245) as a
software package which makes possible the sharing of business
information stored on a common database among targeted
business units in the entire organisation.

Enterprise Resource Planning is a way of making internal
processes in an organisation to work in harmony. In an ERP
software all components of an organisation functions are
supported therefore data or information is shared across the entire
organisation.

The purpose served by an ERP system is of organising, codifying
and standardisation of the business processes and information or
data. Furthermore ERP systems provide an enterprise with a
common language and a common pool of data (Norris et al. 2000:
12-13; Adam and O’Doherty, 2000: 306)
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Overview of major ERP systems

THE PUBLIC SECTOR

TELECOMMUNICATION
FMCG
FINANCIAL SERVICES
NGOs
MANUFACTURING

©7 -F.David 2012
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my

SAP

® Founded in 1972
® Based in Walldorf, Germany

® World’s largest inter-enterprise software
company

%) Third largest independent software supplier

% 13,000+ customers in 120+ countries

. Employs a workforce of over 22,900 (June ‘00)
® Offices in more than 50 countries
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O 1 Since the launch of the world's firse relational darabase in 1977,
r aC e Orracle has been an essential part of a technology revolution thar

has irrevocably changed modern business. Oracle innovarion has

always lead by example; whether by adopting open source
This timeline summarizes

Oracle's technological . . .
advances over the past or embracing Interner-based business pracrices, Oracle has seq

rechnologies, integrating its software across all produce lines

25 years. a high standard for sofware ingenuity.

Lsr Géd-bir
BEDEMS

st commercial Lst clies
SOL RDMS "

1979 1984 1986
L

1988 1993 1995 1997 1999 2001 2003
]

1983 1985 1987 1992 1994 1996 1998 2000 2002
edia serve o Lst dacabase o pass
. .

150 COMPANLY 6o 1sr o
introduce LININ- Te S
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Overview Oracle

Know More. Do More. Spend Less.

HR  Finance

Service Projects

Intelligence

Maintain

Logistics Develop

Make Market & Sell

Procure Order
Plan
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Overview PeopleSoft

Product Lines

Get infarmation on the business product lines availahla
profitakility.

AppConnect

Application Intedgration

Customer Relationship Manadgement

Enterprise Performance Manadgemeant

Enterprise Service Automation

Financial Management Solutions

Human Capital Managerment

Human Fesources Management Solutions
mManufacturing dormerly Supply Chain Management)
Supplier Relationship Managerment

©J.-FDavid 2012

Overview J.D. Edwards
Now part of PeopleSoft

=tart wwwhere wou weasnt
wol wwsmnt more moculs 1
wourwe =aicd thiat won Bk
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Overview BAAN

B Horne = Salutions > Industry Solutions

iBaan Industry Solutions
Dedicated solutions based on 'knowledge’

Baan has been working with 2 range of industries for 25 years and with itz industry dormain
expertise, continues to successfully provide reliable and effective solutions to industrias such as
Aeraspace & Defense, Automotive, Electronics, Industrial Machinery & Equipment as well a5 a
select nurnber of ather industries,

Benefits of ERP systems

Benefits of implementing ERP system

Eenefit type Organisational benefits

Operational ® Process ceost reduction., cycle time
reduction and productivity
improvement

I lanagerial = Better resource tmanagement

& Improved decisien malkiing

Strategic ® Supperting business growth
® Building cost leadership, product
differentiation

® Linkage to customers and suppliers

Information Technology = PBusiness flexibility
e TIT cost reduction e.g software
maintenance
Organisational = Supporting organisational change,

facilitating organisational learning,

empowering of staff

& Building commeon wision

(Source: Adapted from JIT 20004, editorial comment: 243-244)
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Bl The R/3 System

%l Over 1000 predefined

transactions

Bl Possibility of 30 different

languages

©l 14 different modules

Introduction to SAP R/3 - the System

©J .-F.David 2012
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R/3 Financial Applications

General ledger

Accounts Receivable/
Payable

Special Ledgers
Fixed Asset Accounting

Overhead Management
Activity Based Costing
Product Cost Accounting
Profitability Analysis

Investment Planning/
Budgeting/Controlling

Depreciation Forecast/
Simulation/Calculation

EC

PS

>

]

CCI:]

el

Executive Information
System

Profit Center Accounting

Work Breakdown Structure
Costs and budgeting

Time scheduling

Orders in the project
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SD

MM

R/3 Logistics Applications (1/2)

Bl Sales Promotion/Sales
Activities
Bl Inquiries/Quotations/Order

El  Contracts and scheduling
agreements P P

E| Shipping/Transportation/ Foreign
trade

Bl Billing

E| Materials requirements planning

Bl Purchasing

El  Goods movement

Bl Invoice verification BW
El Inventory management

Simulation/Calculation

E| Sales/Production planning

E| Material requirements
planning

Bl Forecasting

E|  Capacity planning

Bl Shop Floor Information
System

E| Management reporting
Bl Data collection from various
sources stored in a central

repository
E| “Slice and Dice”

©J .-F.David 2012
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R/3 Logistics Applications (2/2)
R/3 Human Resources

Service planning

Processing service orders u
Service Information P M L)
System i
Quality planning B

Quality inspection H R B
Quality Management Information
System Ll

Maintenance planning
Processing maintenance orders
Maintenance Information System

Recruitment management

Personnel Capacity and Shift
Planning

Payroll accounting

136 ©J -F David 2012




Table 1: Five Success Factors for ERP
P ro j e Cts Brown Vessey "lessons learned from ERP"

1. Top management is engaged in the project, not
just involved

2. Project leaders are veterans, and team members
are decision makers

3. Third parties fill gaps in expertise and transfer
their knowledge

4. Change management goes hand-in-hand with
project management

5. A satisficing mindset prevails

©7 -F.David 2012

Optimisation is done through processes,
organizations and ERP systems evolution

1% New technologies
2% Strategies

People
& Structures

Education 20% '

ses 45% Processes




Strategic Alignment

1/n year

echnological

Intelliggnce
/%/

n/ year
n/ year

1/n year

1/5 n year

14 ©J.-F David 2012

Where to start alignment?

ref: Henders
Strategic execution Technology transformation

Organizational Technologies

approaches as
fist leverage

Service level
Technological

implementation

Competitive potential
Strategic use g

of
L.T.

Where is the "anchor", where is the "driver"?




Strategic perspectives

aA

BUSINESS
STRATEGY

BUSINESS
STRATEGY

ORGANIZATIONAL

I ORGANIZATIONAL
INFRASTRUCTURE INFRASTRUCTURE

T
INFRASTRUCTURE INFRASTRUCTURE

‘THE COMPETITIVE POTENTIAL PERSPECTIVE
‘THE TECHNOLOGY POTENTIAL PERSPECTIVE

1/T STRATEGY ~THE ANCHOR DOMAIN
BUSINESS STRATEGY - THE PIVOT DOMAIN B EeTHE ARCHOR DON
'ORGANIZATIONAL INFRASTRUCTURE - THE IMPACTED DOMAIN ERIAATEG = IHEEVOTHOMN,

1T INFRASTRUCTURE - THE INPACTED DOMAIN

BUSINESS
STRATEGY

BUSINESS
STRATEGY

y
ORGANIZATIONAL [l
INFRASTRUCTURE INFRASTRUCTURE.

OAGANIZATIONAL
TUR

THE SERVICE LEVEL PERSPECTIVE

Bl \TEGY THE ANCHOR DOMAIN
VT ITRATEGY TIHEANCHOR DOMARY. ORGANIZATIONAL INFRASTRUCTURE ~ THE PIVOT DOMAN
BGHFRASIRS Rt THE VR OOMAR, /T INFRASTRUCTURE ~ THE IMPACTED DOMAN

ORGANIZATIONAL INFRASTRUCTURE - THE IMPAGTED DOMAIN

199/3

Organization's pro-jection and its PROJECTS

Organization finality —p Sub-finalites —» PROCESSES

e

Vision ——— CSF "3 pROJECTS
Strategic objectives




The Pharaoh and the pyramids
time, short delay
limited human resources
technical specifications

Project triangle

time

/N

ressources technical specs

X50-105 Afnor standard: « a specific approach which enable methodically
and gradually to structure a reality to come ... »

« ... a project is implemented to work out a response to the need of one
user, one customer or one market. It implies an objective, actions to be
undertaken with given resources ... »

121 ©J -F David 2012
PROJECT definition
A project is

- a coordinated set of works,

- accomplished by people

- using means and supports

- in order to equip a company with a product, a service or a system
- to deal with anticipated situation aimed

- at the slightest cost

the cost can be financial, social, human, technical

121 ©7.-FDavid 2012
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Basic tools
for projects
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Project typology by economic importance for organizations

A Type: Some big, strategic, important projects, split into sub-projects
ex: automotive industry
pb: company regulation vs projects autonomy

B Type: Project in the center of regulation, enterprise project

C type: small projects, reduced autonomy
ex: pharmaceutical, ....

123 ©7.-FDavid 2012




Function manager

Function people

Function Manager on the project

Function
project managers

Function people
on the project

Project
Coordinator

~ Non hierarchical

Function manager

Function Manager

Function people
on the project

Function people
on the project

Function
project managers

Function 7
project managers

Project manager Project manager

Project Project
Manager intervention zone Manager intervention zone
Outside ressources Outside ressources

(industrial partners, markets, specialists, ..) (industrial partners, markets, specialists, ..)

For instance, the Standish Group’s research on IT project failure
found that:

e 16.2 percent of software projects completed on time and
on budget:

* 31 percent of projects were cancelled before completion;
and

® 53 percent of projects would cost over 189 percent of their

original estimates.
There hasn’t been a significant improvement since then. A

Conference Board survey in 2001 found that:

e 40 percent of projects failed to achieve their business case
within one year of ‘live”;

e  Where benefits came through, it was six months later than
expected:

* Implementation costs were, on average, 125 percent of
budget;

* Support costs were, on average, 120 percent of budget.

But it’s not only about project failure. 80 percent of corporate assets
today are digital and, as shareholders and boards focus on the extent
to which information and intellectual capital are fundamental to their
competitive position and long term survival, so they recognize the

o fiduciary nature of their responsibility to shareholders in respect of
the organization’s information assets and IT.




Project failure

The strategic vision must be translated into operational systems and
organizations don’t have much of a track record of successful
execution. According to research (‘the Chaos Report’) by the
Standish Group. the US Govt and businesses together spent US$81
BN on failed projects in 1995 alone; on top of that, there was
another US$59 BN for project over runs.

* On average: one-sixth of the projects were completed on
time and within budget.

* Onaverage, at the point a halt was called, the failed projects

were:
— 189 percent over budget:
— 222 percent behind schedule:
— Contained only 61 percent of the original
specification. ;
B The Standish
Group. in a 2000 repeat of its earlier survey, identified project
success factors, and their average contribution to the success of the
project, as:
1. Executive support (18 percent)
2. User involvement (16 percent)
3. Experienced project manager (14 percent)
4. Clear business objectives (12 percent)
5. Minimized scope (10 percent)
6. Standard software infrastructure (8 percent)
7. Firm basic requirements (6 percent)
8. Formal methodology (5 percent)
207/370 . 5
9. Reliable estimates (5 percent)
Project Resolution History (1994-2000)
Project Resolution (2000) 2000 = (-
23%
s ded
o i of | [eee
Challenged Hchallenged
o
Succeeded
28% } T * v ” 1
0% 20% 40% 80% 80% 100%
Frojctseas e e i, ol chars gl A rechaion of e 0,000 applcarionsprofocs
s ange e, antmall ros iy LS ompantes stod sy T SancllsGron i 1094
60%
40%
20% \\
0% R
1994 (1996 (1998 (2000 2002 (1004 2009
BmSucceeded | 16% | 27% | 26% | 28% | 34% | 200 32%
B Failed 31% | 40% | 28% | 23% | 15% | 18% 24%
O Challenged | 53% | 33% | 46% | 49% | 51% | 53% 44%

CHAOS Summary 2009
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Some IT project typical diseases....

Intellectual temptation
or ... perfection pursuit

i Creeping specs
Y or ... inability to say no
Cavalry y .
b &‘ _ or ... therapeutic obstinacy ‘ I“
'!!J" ~
: Enforced project T
or ... go after others happiness without their consent
4t Project arthritis ¥
or ... Insidious paralysis e
F

The monster
or ... uncontrollable gigantism

¥ Degeneracy
PO ) or ... memento mori

124 ©7.-F.David 2012

Quality plan, garanty of success

s

1- What was client's | 2 - What has been 3 - What has been
demand... proposed by IT & designed by project
Organization group... team...

4 - What has been J 5 - After some final 6 - Client's real
really implemented... J| adjustments by the need...
2 end user...




Anticipated Synthesis
situation Project history

Project

Lead the project

What is Who, whatl::> Where [j‘> Is it ha"’)‘g‘:;e .
objectives resources ready e
the goal do we are what we during the

project?

to achieve? need? we? expected?

Project Memory

Do

Achieve the project

. Management system
122 Project Management informetion system
Anticipated Synthesis

situation Project history

rd
Project
e
Lead the project

:r‘:-:ii:; Analyze

i il | Create [:‘i - : Tasks Project E; project
oblegtlves [ R SEEE supervision[sref:}"' ption ¢ ot 0
constraints coptiact lessons

122

( l
Objectives .
Constraints Project Memory

Do

Achieve the project

Management tasks Mahagement system
nformationsystem |




Anticipated Synthesis
situation Project history

Project
Lead the project

Define Analyze

project c ; roject

- — reate [:‘in : Tasks Project proj
obp;tlves onsrans’|  project e supervision| pti @ ol 2
constraints coptiact lessons

Project

Objectives contract .
Constraints Project Memory

Do

Achieve the project

122 Management taSkS Management system
Refused
Requested  changes
changes

5
Lead the project
Accepted changes

Tl i Lasks d's.lt-:'ikiion
signed Planning to be done '& ctl)nl:rol —‘ Y

Progression
revues dates Achievement Change
revues dates | Management

Plannin L - :
Cnmmlg Deviations * Iy

evirtions
Quality

Control Tasks done

¥ Tasks *

Activities done
Ownership ; Qualit Change
Planning  Project Memory e torin history

T
Achieve the project l

122




Anticipated Synthesis
situation Requested Referenced Project history
changes changes
Project
" -
Lead the project
Define

constraints Contiect

project
objectives [Objectives Cre_ate Signat. Tasl_(s_ System
& Constraint project | conract 4 supervision| ready

Analyze

Project @ project
5 In . ity oL
&

P

lessons

Tasks
Project results
Objectives contract
Constraints

History of changes

Project Memory

[ |

"As Is" "To Be" System
Study Design Development

System
Installation|

Achieve the project

122 Project reception Management system
Anticipated Synthesis
Policies  situation Requested Referenced Project history
changes changes
Project
Lead the project
Define

122

constraints Contiect

Analyze

ol':‘r:c!:stes Y Create ../ Tasks Project , [ project
'& (Constrain project | contrzct | supervision| ready ption (14 oL 2

lessons

' I l I
. Tasks
Project results

Objectives contract

Constraints

Project Memory

History of changes l

Conformance certificate

"As Is" "To Be" System
Study Design Development

System System
Installation pl ion

Tasks synthesis

Achieve the project
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Traditional "Waterfall" methodology

| System requirement & specs |“|

L’ | Software requ. & validation |<—|

L | Preliminary design and validation h

I_,I Detailed design and validation l—l

I__I Code, debug, ... H
I__I Unit by unit tests |“|

Integration, deployment, tests ﬁ

Pre-operation, validation test |“|

Operation, maintenance, final val. |

217/370

V-cycle: risk of forgetting needs, weak delays mastership...

Needs specification & Operational system
Y Tunnel effect /
|System requirement & specs | |Operation, maintenance, final val. |
| Software requ. & validation | | Pre-operation, validation test |
| Preliminary design and validation | | Integration, deployment, tests |
| Detailed design and validation | | Unit by unit tests |

|
1 | Code, debug, ... |

iSource - Pact Group af Congis)




Needs,
Solutions,
Constraints,
definition

Cumulative cost’&

Y

Step by step progress

| Step products review |

(Source - Fact Lroup et Concs)

125
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Spiral cycle : a better adequation to needs

Alternatives research,
Risk decrease

| lterative development

In 1986, Dr. Barry Boehm created the Spiral Method which he

recognized and incorporated the factor of “project risk” into a life
cycle model. The aim of the new model ways to incorporate shifting
the management emphasis to risk evaluation and resolution.

The spiral model illustrated one strength, in which the system size
grows but the resources can be held constant. This sometimes
known as “project risk”. The spiral model is an attempt to provide a
disciplined framework for software development that both overcomes

deficiencies in the waterfall model, and accommodates activities

such as prototyping, reuse, and automatic coding as a part of the

process.

125 ©7.-FDavid 2012




The Spiral Model

Determine objectives, Ewvaluate alternatives;

alternatives ] identify, resolve risks
constraints

Risk ;
____E_nalyms

Rizk analyziz

Risk -
analyzis

—_— |
REVIEW

Requirements plan
Life cycle plan

Dperation

imulations [models }henchmlﬁrk&
Concepts

roduct, -
i etaile
Development  |Hequirsmert desian /4= 5ar

. plan  [walidation” Code
Integ?é?lﬁ‘ﬁ"‘"*——— : .
and test plan fﬁé?ign_& _I,...E- th_nlt test 5 | _
Flan next phase enlfication 'MLEgraa ewvelop, verify

tes g
Service| AECERtance nextHevel product
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Methodology

apid Application Development
. lterative Process vs. Linear (Traditional Development)

Traditional Development

D >~ |

—_———————— ) Compress §——

125 ©J -F .David 2012




RAD

RAPID APPLICATION DEVELOPMENT USING ITERATIVE PROTOTYPING

Focus Group Sessions

JAD Session
Developers* / \
Conception

L3

ydaauoy
adoag

syuawannbay

suojeasads
SuoRsuny

saineay
sabueyn
asuewlIopag
sagaa
sabueyy
"
"
"
abeyaeqd
=L

Customers'
Conception
Re-design

l ﬁ\j‘/f-ZT <\

Re-specify Days Re-evaluste

(C) 1997 hyWalter Maner Months
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Enterprise s TO BE org
Prototyping... e

AS IS org

AS |S inf

TO BE inf

and CHANGE MANAGEMENT...
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Adapt my

organization,

processes,
cultures ?

/ /\\
my organization...

N

Tailor the

ERP, adapt, program

@J’ F.David 2012

The Current IT Deployment Paradigm: The
birthplace of “Successful Fallures

Level of Effectlveness

Increase Va!ue

. of Processes, . Project
Information Practices - ROI ™| wercCosts i
and People o l : - :
I Project
S -
I _ GuolLivel Usage by
2 L . - Business Areas?
¥ Project e o
: : oyme :
Project Plan_ FReyI : _ -
0 ; improves?
A e m el e DL - Stays the Same?
Prajeut Laurlch : B Declines?
2 ms e Bome o 2
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Corporate Governance:

A system by which companies dre
directed and controlled, incorporating
both legislative regulations and corporate
policies and procedures designed to
ensure daccuracy in reporting on the
financial activities of an entity for use by
interested parties.

IT Governance:
What is it?

IT GOVERNANCE

A structure of relationships and processes to direct
and control the enterprise in order to achieve the
enterprise’s goals by adding value while balancing risk
versus return over IT and its processes.

16 ©7 -F.David 2012




Governance

How
Top Performers
Manage IT
Decision Rights for
Superior Results

Peter Weill
Jeanne W. Ross

©J .-F.David 2012

15

IT Governance Defined
Definition

» “IT GOVERNANCE, like other governance
subjects, is the responsibility of executives and
shareholders (represented by the board of
directors).

o It consists of:
o the leadership,

e organisational structures and

» processes that ensure that the organisation’s IT
sustains and extends the organisation’s strategies
and objectives”.

Z

©7 .-F.David 2012




IT Governance: What is it?

IT GOVERNANCE

A structure of relationships and processes to direct
and control the enterprise in order to achieve the
enterprise’s goals by adding value while balancing risk
versus return over IT and its processes.

and its dimensions:
Strategic Alignment
Operational Efficiency
Risk Management
Security
Business Continuity
Change Management
System Integrity
Cost Management
Regulatory Compliance
Value Delivery

17 ©J.-FDavid 2012

IT Governance = CIO priorities

1. Strategic Alignment

“aligning with the business and providing collaborative solutions™
2. Value Delivery

“focus on IT expenses and proof of value®
3. IT Asset Management

“knowledge, infrastructure and partners”

4. Risk Management

“safeguarding assets and disaster recovery”
5. Performance Measurement

r

— Business
Strategy

Business
Operations

-

Alignment
Activities

IT Strategy |

b

3

——- IT Operations

18 ©7 -F.David 2012




COBIT: An IT Control Framework

4 Starts from the premise that IT needs to deliver the
information that the enterprise needs to achieve its
objectives.

4 Promotes process focus and process ownership

+Planning
+ Acquiring & Implementing
4 Delivery & Support

#Divides IT into 34 processes belonging to four #Monitoring
domains and provides a high level control objective
for each
#Looks at fiduciary, quality and security needs of
enterprises,providing seven information criteria that + Effectiveness
can be used to generically define what the + Efficiency
business requires from I T #Availability
. +Integrity
@ls su p_ported by a set of over 300 detailed control «Confidentiality
objectives +Reliability
+ Compliance
233/370
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M1 monitor the processes

M2 assess internal control adequacy
M3 obtain independent assurance
M4 provide for independent audit

235/370

PO define a strategic IT plan

POZ  define the information architecture

P32 determine the technological direction

P4 define the IT organisation and relationships
POs  manage the [T investment

POE  communicate management aims and direction
PO7  manage human resources

P02 ensure compliance with external requirements
PO9  assess risks

P10 manage projects

P11 manage quality

D51 define and manage service levels
D52  manage third-pary services
D53 manage performance and capacity
DS54 ensure continuous service

DS5  ensure systems security

D56 identify and allocate costs

D57 educate and train users

D58  assist and advise customers
D59 manage the configuration

D510 manage problems and incidents
D511 manage data

D512 manage facilities

D513 manage operations

Al identify automated solutions

Al2 acquire and maintain application software
Al3 acquire and maintain technology infrastucture
Al4 develop and maintain procedures

Als ingtall and accredit systems

Al& manage changes

236/370




IT Governance

DIRECT
Objectives IT Activities
+ IT is aligned with PLAN Planning and Organisation
the business, Do Acquisition and Implementation
:naples the 4 CHECK Delivery and Support
usiness an
P Monit
maximises CORRECT onitoring
benefits
Manage risks Realise Benefits
« IT resources are
- = security Increase Decrease
used responsibly + reliability Automation - Costs - be
+ compliance | be effective efficient
« IT related risks
are managed
appropriately

REPORT

62

COBIT Positioning Model

Strategic

Process Control

Process Execution

(enterprise process model defined
using Aris, Rational, etc.)

Work Instruction

CoBiT= Control Objectives for ion and Related (ITG Institute; www.itgi.org)
ITIL = Information Technology Library (UK Government, www ogc gov.uk)

CMM = Capability Maturity Model {Camegie Mellon; www sei.cmu.edu/crm/)

ISO 17799 = ISO IT Security Best Practice Standard (www iso.ch)

238/370




UeAu n 3caaum
6usHeca

YNPABAEHWE MHOOPMAUWOHHBIMUW TEXHOAOTUSA

M1 PPOBOAT MOHITOPMHT
npoLeccos

M2 OUEHHETTE AARKRTTHOCT
BHYTDEHHETO KOHTPOAR

VI3 DAY U HESCBHEIMEIS TORGHTN

M4 GBS CNeNHaaT: HE3CBMCHMLIR
ey

1101 orpaasnun, cTparsnie

102 OMpeABATL HHGORMOLE
ABASKTYDY

1108 onpesenum TexHoRCTIH
HanpEnere

1104 anpeseAun, opfammaLy
EacumcomHowen HT

1105 yrpamRsTL MBI

FIC6 Comacosarso yIpaRsT

M1 yrposatrs kevecTeom

2UHZ

9275

OBJETIVOS DE NEGOCIO

ConIT

)

BPM

CBopYACBaHIA

©J .-F.David 2012
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Incident
Management

Business, Customers, Users

Service
Desk

Problem Change
Management Management

Release
management
Configuration
management

Network,
Systems, DB
and Operations
Management

Customer
Relationship
Management

Application
Management

Security
Management

Service-Level
Management
Availability
Management
Capacity
Management
Financial
Management
IT Service

Continuity
Management




How to Improve your IT Governance & Resource Mgmt

Define - Are your IT Processes up to PAR?

Line Business
of Requirements |l
Business - Quality |
(LOB) + Cost
= Service I
- Responsive Time 1
Corporate 1
|
|
IT Governance ||
+ Funding
IT » Process Maturity 1
- Quality Standards 1
» Resource Capacity
Regulatory |
Requirements 1
Regulators
- Sarbanes-Oxley 1
= Finance Audit

B

Deliver Effective Business
Governance ) Satisfaction Customers
Manage 1| - satistaction Survey
Demand l - Benefit Analysis
- Repeat Business
- I Employees
Analyze
Investments |
1 Share-
Plan & Manage 1 Holders
Work IT Performance
- I = Benefits Delivered
Optimize | : Timeliness
H = Productivi
Resource Capacity 1 - ity I Partners
. <
Quantify Regulatory
Benefits | Compliance
|| - Reporting Regulators
= Internal Audits
Measure Key  FlSwEsR DTS

Performance
Indicators

Example IT Governance Maturity Scoring
Assessment Framework

Process
Area

Deliver Effective
Governance

Informal

C

Defined

Repeatable

Measurable

Outstanding

Manage Demand

0

Analyze
Investments

0

Plan & Manage
Work

Optimize
Resource
Capacity

Quantify Benefits

0O

Measure Key
Performance
Indicators

0

=

C = Current
T = Target

A I TIToITT




Your It Governance Maturity Level?

33-35

26 - 32 =

19-25 -

Maturity

12-18 =

7-1 =

—_———

Outstanding

Continuous
Improvement

Measurable
Repeatable

Defined

Informal
Process Improvement

65 IR

Control Implementation Guide

Control Status mm) Gap Analysis
0 1 2 3 4 5

POl define a strategic IT plan l
P03 determine technological direction
PO5 manage the IT investment

PO9 assess risks
PO10 manage projects A‘I* * To-Be
AIl identify solutions

AI2  acquire & maintain applications
AI5 install and accredit system
AI6 manage changes £
DS1  define service levels

DS54 ensure continuous service:
DS5  ensure system security *
DS10 manage problems and incident:
DS11 manage data
M1  monitor the processes

i
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High

Ease

Proof

Low

First Mover
Advantage

Risk Mitigation

Figure 8-2: Five Methods for Justifying IT Investments

Industry
Trends and
Regulations

Legal
Requirement

Innovation
and Revenue
Enhancement

NPV, ROI, ROA, P&L,
EVA, EPS, Margins, Cash
Flows, Industry Trends
and Directions
Cost Avoidance

and Containment Benchmarking, Operational Gains

{pracess, labor, fixed assets
inventory, taxes, depreciation, life
cycle management)

Cost of “Insurance” Relative to Worst-Case
Scenario, Probability Analysis, Benchmarks
Duration

Market Share, NPV, ROI, ROA, P&L, EVA,
Margins, Cash Flows

Low

Source: Gartner

Perceived Business Value High

EPS  earnings per share
EVA  economic value add
NPV net present value
P&L  profit and loss

ROA retum on assets
ROl retumn on investment
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Alignement (89) IBM France

W v sanesv

- Announcement Pricing

M s.ioc_compsthannels

. Spare Farts

- Customer Education

Spec_Bid
Contract_Mgt

Promotion

IFF (Financing)

DRS (Devlt & Network)

Inventory_Myt

17114
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CEMS

DIAL_Agents
NAGESA
DIAL_Customers
TARIF
C8D3/Stock_order

IWS/Bravo

SB0_System_Integration

Mesures_DGA

HONEAFIC
CEDB2Z2

17:18

Tape une TOUCHE pour CONTINUER :
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Portofolio Mgt

ROI Strategic Value versus ROI

© @
e ° O

Colour = Risk Strategic Value Index
Size of Bubble = Cost
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Bl Current Portfolio Map
Filtered by: Include all active projects. Include all active assets
Size of bubble indicates: Budget -
Color of bubble indicates: Business Objective
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‘Governance

How
Top Performers
Manage IT
Decision Rights for
Superior Results

Peter Weill
VJeanne W. Ross




AUGUST 30, 2004 (COMPUTERWORLD) -
IT Governance: How Top Performers Manage IT Decision Rights for Superior Results, by Peter
Weill and Jeanne W. Ross (Harvard Business School Press, 2004; 269 pages, $35).

IT governance is a pressing issue these days, particularly since technology spending accounts
for up to half of all capital expenditures at many companies. But few managers can accurately
describe IT governance within their companies, much less quantify the impact of good
governance on their bottom lines.

Weill and Ross, research scientists at the Center for Information Systems Research at MIT's
Sloan School of Management, do just that and more. For instance, a CISR study of 256 global
companies reveals that the profits of companies with top-notch IT governance practices are
20% higher than those of companies with poor IT governance.

More important, the authors thoroughly describe what IT governance is, classify the approaches
used to govern IT and offer advice on how to set up an IT gove ce committee.

While the authors acknowledge that there is no one-size-fits-all approach to effective IT
governance, their research finds that companies that are focused on either profits or growth
tend to have similar governance models.

The book is aimed at for-profit companies, but it has a chapter devoted to government agencies
and not-for-profits. This is highly recommended reading for anyone who's struggling with these

ISSUW ©J -F.David 2012

Five major IT decisions need to be made

High level statements about how IT is used in the
IT pri les business

An integrated set of technical choices to guide the
organization in satisfying business needs. The

IT architecture architecture is a set of policies and rules that govern the
use of IT and plot a migration path to the way business
will be done (includes data, technology, and applications)

. Strategies for the base foundation of budgeted-for IT

IT infrastructure capability (both technical and human), shared throughout
H the firm as reliable services, and centrally coordinated

strategies (e.g., network, help desk, shared data)

Business Specifying the business need for purchased or internally
T [ W1 s | developed IT applications

RS ED G | pecisions about how much and where to invest in IT
prioritization including project approvals and justification techniques

©MIT Sloan Center for Information Systems Research 2003 - Weill Center for Information Systems Research m
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IT Governance Archetypes

Decision rights or inputs to decisions for a particular IT domain are held by:

Business A group of, or individual business executives (i.e., CxOs). Includes
Monarchy

committees comprised of senior business executives (may include CIO).
lud, tives acting independentl

IT

Individuals or groups of IT executives
Monarchy

Feudal Business unit leaders, key process owners or their delegates

Shared by C level executives and at least one other business group (e.g.,
Federal Cx0 and BU leaders) — may also include IT executives. Equivalent of the
center and states working together.

IT

IT executives and one other group (e.g., CxO or BU leaders)
Duopoly

Anarchy Each individual user

Note: Some governance styles inspired by Tom Davenport, Information Ecology. Oxford University Press, 1997.
Center for Information Systems Research wm

© MIT Sloan Center for Information Systems Research_2003 - Weill

©J .-F.David 2012

How do enterprises govern?

IT Principles:

Most
I:I common
patterm for

all firms.

The numbers in
each cell are
percentages of
the 256
enterprises
studied in 23
countries. The
calumns add to
100%.

Governance Archetype

©2003 MIT Sloan CISR - Weill, This framework is adapted frem Weill &

Weodham's work originally published and copyrightad by the MIT Slean

CISR as Working Paper No_ 326, "Don't Just Lead, Govern: Implementing

Effective T Gavemnance,” April 2002. Center for Information Systems Research

©7 .-F.David 2012




Top Three Governance Performers

(in general without considering other factors)

T 1 Business IT investment
application and
needs prioritization

IT principles

architecture infrastructure

Business

o @ . Top Three Performers -
ot of g

Governance performance is the T by the CI0 to deliver four IT objectives weighted by impartance:

cost effective use of IT & effective use of IT for asset utilization, revenue growth & business flexibility. Governance performance has

statistically significant positive relationship with several measures of financial performance (l.e. ROA ROE, market cap growth). il
® 2003 MIT Sloan Center for Information Systems Research (Weill) and m
Gartner, Inc., drawing on the framework of Waill and Woodham, 2002. Center for Information Systems Research wm

Information
contract

functions O

Information
contract

Method & Projects Group:

Mixed professionals & IS
Detect needs

Stimulate the function
Both IS and Organisation

7 ©7.-FDavid 2012




Contracts

Service contract

signed for any project

part of project
- Application definition and objectives
- Project owner (function) responsibilities
- IS responsibilities
- Revision conditions
- Service level
- Education
- Implementation rules
- Indicators

signed by operations and managers

same for internal and external

75 ©7 -F.David 2012

Q indicators

Usually around 30...

Examples:

1A: What is your feeling about the service given by the recently installed
application? (excellent, good, average, bad)

For every question, subsidiary questions on :
response time, screen design, education, doc, availability, ...

1B: During the development, judge your relation with IS dpt
(understanding the need, planning, relation with project mgr, ...)

2: Modifications ratio
nb of function point modified/ nb of function point

3: Nb validated bugs/function point

76 ©7 -F.David 2012




Function Points

Systemic approach of programming

@ Nb queries

Program

!
8 Nb files

+ adjustment by complexity factor for each
+ global adjustment by general factors (technique employed, ..)
Modified every year, additions, suppressions, modifications...

©J.-FDavid 2012

% Nb interfaces
—

Nb output

Nb input

'You cannot WELELERVHETRTY T

cannot measurel = _




Financial

What financial results are necessary to satisfy the
Perspective

expectations of our stakeholders?

To achieve our financial objectives,
what level of service and quality
must we deliver to our customers?

Customer
Perspective

Internal Business
Process
Perspective

What processes are needed to
meet and exceed our
cutomers' expectiations?

# .
Learning and

Innovation
Perspective

How must the organization, its people, and its
processes grow and evolve to meet changing
demands in our marketplace?

263/370

' Customer \

Malnframe availability
Midrange availability
End-user satifaction

Learning

Internal

Strategy
o enhance profitability by
maximizing efficiency of
data center operations

Mainframe disk utllization
Mainframe CPU utilization

Midrange change activity

Financial
Unit costs
Hardware costs

Personnel productivity

Peronnel development

Staff turnover
Contractor ratio

264/370




Goals: IT Balanced Scorecard

Business
Contribution

Customer
Orientation

»Level of service delivery up

»Satisfaction of existing
customers

»# of new customers reached

=& of new service delivery
channels

Learning

»# of IT customers

#Cost per IT transaction

»Cost-efficiency of IT processes
up

»Delivery of IT value per

employee Operational
- Excellence
»Availability of systems and
services
...... Information «sss=ss«p | >Developments on schedule
and budget

»Throughput & response times
\rhmou nt of errors and rework

v

»Staff productivity and morale

»# of staff trained in new
technology/services

#Value delivery per employee

up

»Mincreased availability of
knowledge systems

N

J

265/370 ©J.-F.David 20

For internal IT development group, a sample scorecard...

Organization Agility
Image

People

Innovation

Speed

Client satisfaction

Product Q

Production cost

79

Nb of reengineered processes/year
Image indicator

Morale index
Absenteeism

% innov vs existing

Time / function point
Delay demand/delivery

Ratio treated vs demanded
Claims nb
Engagement observance (pts, t)

Bugs / function points
Fulfillment delay

$ / function point

©J.-F.David 2012




For internal IT development group, a sample value chain (processes)

01- Client's needs knowledge

02- Study/complement specifications

03- Study demands impacts (estimation, points)
04- Develop formal contract

05- Studies, production, quality planning
06- Project launching and follow-up

07- Development management

08- Software objects production

09- Prepare middleware and data structures
10- Integrate versions

11- Implement versions

12- Correct bugs

13- Documentation production

14- Educate users

15- Educate production centers

16- Problems management (hot line)

17- Corrections distribution

18- Assist users for new versions

19- Define/maintain dvpt methods (guides, reviews, Q, ..)

20- Define/maintain application architecture (principles, urbanization, ...)
21- Developers assistance (hot-line)

22- Dvpt information system

23- Control/measure applications

3 / Application directory _
process control ©J .-F.David 2012

26- Pilot / Control dvpt center, scorecard
27- Prepare plans, budget, ...

28- Negotiate plans, budget

29- People management

30- Resources management

31- Finance management

32- Internal/external communication mgt
33- Technological scan & intelligence

Sales volume / Marketing Costs (Cadproducer ) Inthal
‘Sales (dollars) | marketing costs (dollars)
Graph i
0 2 T Excelent
24 1 werage.
BT | |Ehe
N % ]
16 -
-~
]
14§
\ 730
12 J
v 2

10
Sales volume / Marketing Costs
(Actusl, Q4 2001)

10,00+
Q00 QiZN0D  QI2001 Q2001 QIZNL Q4200

Product Reliability (Cadproducer )
(Customers' perception of product reliability - based on a survey which is made every quarter

Graph

o

75 Product Reliability

3 Excellent
7 | 8 1o ] D ineroae
] or
65 /o ss 000 tual
~ .
5 . ] %
55 % Tos H
v ~
5 10
Product Refabilty
tActudl, 04 20013

4 J
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* Viser I'excellence opérationnells,
mesurer pour progresser...
focaliser, bien choisir ce que l'on fait™

Jean-Pierre Corniou

Qualité
Améliorer la qualité du service au idien en visant I'
- Enquéte de satisfaction utilisateurs : note globale > 3,21/5*
- Qualité d'exploitation : AQE = 152 et pas plus d'un mois < 148

Livrer i I'heure des systémes de qualité en alignement avec le business
- Sur les projets majeurs DTSI :
. Délai :80 % des jalons projets négociés sont respectés
- Productivité du développement : objectif de 1,02 Point Fonction/JxH
- Développer les synergies avec Nissan : mesurer les actions engagées : 555 points (Scorecard Alliance)

Performance
Acccroitre notre

a la pe business et a I'internationalisation

du Groupe N .
- Contribution des 5.1 aux bénéfices clients > & 60 M Euros sur les périmétres AQC”+ MQC

Accroitre notre performance et notre maitrise économique
-TQC 2004 = 2| M Euros d'actions de réduction du TQC

Management
Développer nos compétences métier et notre professionnalisme
- UET en " progrés continu * : | action de progrés en cours et 2 diagnostics Radar
- Initiative et créativité : 3 ICP par personne en 2004
- Formation et parcours : 100 % des i un volet ion et
documenté, en lien avec la cible métier:

*- En 2004, ol Iod de comversion ; 3,21/5 = L8774
AQE :Mesure 02 La qualité e lexplodtation informatique

AQC [Austre Que Constryit] :Coat bé sux

- MOC [Mieuoc Qe Constauit] :Coat s

TQC [Tel Que Construit] :Codth s

269/370 Dmﬁ; Sﬁ!al

@ Tableau de bord DTSI

- satisfaire nos clients:
note globale de I'enquéte >3,3/5
- assurer la disponibilité maximale des applications
AQE(Action Qualité Exploitation) >152,5
- réussir le partenariat (HP) postes de travail
+ de 42000 postes gérés par le partenaire
- développer les projets dans I'esprit QCD (Qualité Colts Délais)
- 80% jalons négociés avec MOA(Maitre d'ouvrage) respectés
sur les 35 bilans de projets effectués
- couverture fonctionnelle & 90% de la référence
- colts hors déploiement < 105% de la référence
- délais hors déploiement < 115% de la référence
- doubler ['utilisation des fonctionnalités de la plate forme d'intégration
- développer les synergies avec Nissan
réussir les 5 actions prioritaires reconnues
- contribuer au bénéfices de nos clients
>70M€
- réduire notre codt applicatif TQC(*)
de 21M€
- accroitre la productivité du développement
+ de 1,2 point de fonction / jour homme
- développer nos compétences métiers et notre professionnalisme
Chaque famille d'emploi type est parrainée par un conseiller métier
Chaque entretien contient un volant formation et orientation professionnelle

218)sFQC = tel que construit, les applications anciennes sans amélioration majeures en cours
(les autres sont MQC mieux que construit et AQC autre que construit)
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The Balanced Scorecard
and IT GOVErNaNCe u muwsuem:

Tne bkt scorecara (BSC) nitaty
developed by Kaplan and Norton, 15
‘performance marzigement Systom (st
should allow enterpriscs to drive their
strategies on measimement s follow:-p.
I recent years the BSC has been applicd.
1o information techmology (IT) and cur=
ety ihe first eal.tife IT applications are
Starting 10 emerge. In (i aricls, IS
shown bow the IT balanced seorecard (T
BSC) can be lirked o the businss bal-
amced SEGreced (B BSC) and in fis
way support the Ibusiness govemance:
and aligoment processss.

‘Reprinie fom the byormarion Symems Coutrol Jownal, Oftrad specillyto picipais
ofthe NACD Corporste Gorarmace Confirencs,coutesy ofthe IT Govermaace Insifua

Boargd Briefing
onIT

Vernance

&,
e

GovERIANCE

Resounce
[
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Super-goal
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echercheﬁnngl define: knowledge management - Netscape

I
af
. Recherche avancée  Préférences  Qutils linguistigues  Conseils de recherche m
O L )E; |defme knowledge management Recherche Google
Rechercher dans : @ Webh ¢ Pages francophones ¢ Pages : France
Images | Groupes ertoire | Actual
Definitions of knowledge management on the Web
Typically, the systermatic management and use of the knowledge in an organization; or, more abstrusely, "the leveraging of collective wisdom to increase
responsiveness and innovation " [Delphi Consulting Group]
i, ktwe b, argfrgloss. cfm
— The use of cornputer technology to organize, manage, and distribute electronically all types of information, customized to meet the needs of a wide variety H
of users
winy. Sirsi comflossary hirml
again an imprecise term very similar to information management the main difference is the sharing (mapping) of infarration and experience of many individuals
towards the betterment of an organisation, rather than information remaining with different individuals working separately towards the same goal
wiwyy 3slib. co ukfinfofglossary. html
A term with many meanings. It includes deliberate efforts to maximize an organizations's performance through creating, sharing and leveraging knowledge and
experienece from internal and external sources.
wiry Upstreamcio com/glossary asp
The way a company stores, organizes and accesses internal and external information. Narrower terms are: "Organizational Memaory” and "Knowledge
Transfer." (Process)
cee.mit. edu21cfiokey. html
The process of capturing walue, knowledge and understanding of corporate information, using IT systems, in arder to maintain, re-use and re-deploy that
knowledge. (See also the F.A Q. page)
winy docurnentmanagernent. ory ukipagesfylossary him
A system or framework for managing the organizational processes that create, store and distribute knowledge, as defined by its collective data, information
and body of experience
wiwwy bridgefieldaroup com/glass. him
a Business process that formalises management and leverage of a firm's intellectual assets. KM is an enterprise discipline that promotes a collaborative and
integrative approach to the creation, capture, organisation, access and use of information assets, including the tacit, uncaptured knowledge of people.
waini BCCS Uk comiresources/glossary asp
L s I - e L : . L . I~
® = A ©fE] | Document: Teming(0883) By

|Hoemare| [ WL EROEFew ooy | G 100% b @ Lo o ELOME SAHE O @:Ef‘ﬂhﬁ@%g Zrdd

) Recherche Google: def
D D |

knowledge management - Netscape

Ir

Capturing, storing, transfarming, and disseminating information within an arganization, with the goal of promoting efficiency at the least and innovation and
competitive advantage at the most
i ynulearning. cor/krmwp/iglossary. html

Knowledye management is a concept inwhich an enterprise gathers, organizes, shares, and analyzes its knowledge in terms of resources, documents, and
people skills. Knowledge management involves data mining and some method of operation to push information to users
wiyy discoverit co.uk/glossaryfull fk bt

A business process that formalizes management and leverage of a firm's intellectual assets. kM is an enterprise discipline that promotes a collaborative and
integrative approach to the creation, capture, organization, access and use of information assets, including the tacit, uncaptured knowledge of people.
weiriy dep. state pa us/dep/deputate/it/ecsinformation/plans/def/ecql him

Knowledge management focuses on the issues related to managing the knowledge assets of an organization, including experts, lessons learned documents,
artifact ternplates, best practices, and process improvernent
wrwbruege.in. tum. de/projects/ylobalsefpublications/glossaryy |

the strategies and processes of identifying, capturing, and leveraging knowledge to enhance competitiveness (adapted from the American Productivity &
Quality Center.) View records related to this term
wwy, Sirns. berkeley. edu/coursesis213s99/Projects/PIfweb sitedglossary. htrm

a business process that seeks to gather, manage and disseminate infarmation, data and experience throughout an arganization. The goal is to be sure all in
the organization know what they need to know, and are able to leverage what they know.
wiyy COwergeman comiSpecialPubs/Podal/glossary shtrm

Capturing, organizing, and storing knowledge and experiences of individual workers and groups within an organization and making it available to others in the
arganization. The information is stored in a special database called a knowledie base and is used to enhance organizational performance. Two of the most
common ways are: Docurenting individual's knowledge and disseminating through manuals or a database. Using such tools as groupware, email, and the
intemet that facilitates communication. Knowledge Mapping (mind maps) A leaming method similar to outlining that consists of drawing out circles and
connecting them with lines while writing words in the circles and on the lines. Back to top Leamer Centered Instruction An instructional process in which the _
content is determined by the student's needs, the instructional materials are geared to the student's abilities, and the instructional design makes the students
active participants.

ey Mgl sdu/~dhehrlic/rdd08/glo ss ary bt

The systematic process of finding, selecting, organizing, distilling and presenting infarmation in a way that improves an employee's comprehension in a
specific area of interest
. knowladgepoint. com.au/starting outfglossary hitrm

Knowledge Management is a discipline used to systematically leverage expertise and information to improve organizational efficiency, responsiveness,
cormpetency, and innovation. Systeratically means that the discipline does not rely on informal water cooler corversations, but on planned processes,
technology, measurement technigues, and behaviors. Knowledge management leverages all the key resources that a company has in place and that can be
put to use in a more effective way

iy, ifacets. netfglossary. him
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) Recherche Google: define: knowledge management - Netscape M= E
CO I T
specific area of interest

wiini, knowledgepaint. com.aufstarting aut/glossary. htm

Ir

Knowledye Management is a discipline used to systematically leverage expertise and information to improve organizational efficiency, responsiveness,
competency, and innovation. Systematically means that the discipline does not rely on informal water cooler corversations, but on planned processes,
technology, measurerent technigues, and behaviors. Knowledge managernent leverages all the key resources that a cormpany has in place and that can be
put to use in a more effective way.

winyy ifacets netiglossary htrn

Focuses on defining the knowledge employees or systems use to perform activities and saving it in some format so that others can access it. Knowledge
management systems can be organized along different lines. We recommend organizing it with processes and activities.
wair bptrends comfresources glossary cfm

Qrganising, sharing and applying knowledge through the support of people and technology
waweny finance gow.au/pubsiAnnualRepont99-00/gloss htm

technigues to build relationships between diverse infarmation objects in arder to enhance the retrieval of relevant infarmation; and
i, UStHm. cornfglossary/ps. html

The management of the vast stores of knowledge and information in a company.
Ims. thomsonelearing. comdhbopfglossary/glossary taf

The acquisition, management and distribution of relevant information to the parties who need to know.
wiwyy projectauditors. corn/Dictionary/ html

Techniques and toals for collecting, managing and disseminating knowledge within an organisation

wips. prenhall. comiwps/media‘objects/S05/517554/glossary. html

The retention, exploitation and sharing of knowledge in an organisation that will deliver sustainable competitive advantage
wewrwy. Ihfm. salford. ac. uk/Resources/Stratman/glossary itom.htm

is the industry buzzword used to describe a set of tools for capturing and reuse of knowledge
wiyy functionalknowledye comiglossary htrml

|define: knowledye management Fiecherche Google

E2003 Google =
@ = & &) | Document: Teming (088 <) T B

[#oenae| | L FEOERew=aSw |Gl I oxhe LeRoMesHECEEZ ORRESSEE e

Knowledge Management caters to the
critical issues of organizational adaptation,
survival and competence in face of
increasingly discontinuous environmental
change....

Essentially, it embodies organizational
processes that seek synergistic combination
of data and information processing capacity
of information technologies, and the creative
and innovative capacity of human beings.

www.brint.com
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KM, basic concepts...

Data Information Knowledge
Project Learning by doing
Communicational
Opulence
Just in case Just in time Just for you
145 ©J -F David 2012

DATA, INFORMATION, KNOWLEDGE

Data
* Objective observed facts about organizational events.
* Source of error - measurement related
Information
¢ A communication carrying a message.
«Can be found from data by adding relevance and purpose.
* Source of error - interpretation related

Knowledge
* Knowledge is a fluid mix of framed experience, values, contextual
information, and expert insight that provides a framework for
evaluating and incorporating new experiences and information.
« It originates and applied in the minds of knowers.
« Closest to “Action.”
« Various forms: Experience, Judgement, Intuition, Value and Beliefs,
« Source of error - validity related.
Internal validity - is this knowledge sound?
External validity - is this knowledge sound elsewhere?

146 ©7 -F.David 2012
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Improving knowledge sharing across units
Improving competitive response
Accelerating the rate of innovatian
Raducing or controlling costs

Reduring loss of intellectunl assets from wumover

Increased nead to operate globally

Ermnergence of internet technology

Better integration of mergers and acquisitions

10 20 80 40 60 60 70 BO 90 100

B Major [ Secondary [ Nota
driver driver consideration
Source: Gartner Cansufting siudy for major knowledge management providers |1994)

0

Eight key business drivers for knowledge managerment

Snurce ¥rnowledge Management Gamble/Blackwel! Kogan Page 2002
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forma||isation

We know... Model

association

socialization

I know... Set of Rules

interiol’ization

TACIT EXPLICIT

148 ©J.-F.David 2012

The challenge is to identify
the ratio of each type of

- s knowledge to the other
Embodied knowledge fvs within the enterprise
® what knowers intrinsically know Q
/.

Represented knowledge

* znowledge that is contained with
documents, databases and records

Embedded knowledge P W

]
® avidenced by processes, products, - .
rniles and procedures

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

Source: Knowiedge Management Gambie/Blackwell Kogan Page 2002
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internalize
® Create new

® Understand

Improving knowledge |
performance requires
Identifying approaches

Sense
& |isten I~
#® Capture ‘ \\

Organize
® Categorize
@ Personalize

knowledge

Socialize
& Share
® Collaborate

Approaches for managing knowledge processes

Source: Knowlecge Management Gambie/Blackwell Kogan Page 2002

149 ©J.-FDavid 2012

[ .
S JYRe Embodied Represented Embedded
Approach ““:"'-L‘.:-‘.__‘h
Sense Observe Gather Hypothesize
Organize Contextualize Categorize Map
Socialize Share Disseminate Simulate

Internalize

— R ==z
& Apply — Decide - Act )
—

Mapping approaches to types of knowledge — a systematic method

A Strategy for Knowledge

for improving business performance

Scurce: Knowledge Management Gamble/Blackwell Kogan Page 2002




ey ‘
e =
S TYPe Embodied Represented Embedded
Approach "~ |
Observe Gather Hypothesize
« Knowledga surveys = Business intalligence « Warkel/customer’
Sense * Worksnops/interviews ® Text and data mining compatitor analysis
* Natwnork analysis * intedligent agents * Modsling/reasaning tools
» Ravarse anginssring
Contextualize Categorize Map
. * Focus groups * Knowledge taxanomies = Job/workplace design

Orgamze « Expertisa guides * Libraries « Workfiow analysis
* Knowledge coordinators + Data marts * Parformance moasurss
Share Disseminate Simulate

T * Mantaring/coaching ¢ Broadicast tools/Intemet’ || ¢ Scenafio planning

Socialize » Communttias of practice intranst/a-mall * Aftar-action rewiews

* Confersncing tooks/ = Distarice laarming = Training/competency
| Qroupwarg = Application systems managernernt
| IS |
\ — =
Internalize & Apply ~ Decide - Act 3
"‘:":‘--__l =
The KM Matrix

Range of tools used in approaches to knowledge management

Source: Knowledge Management Gambie/Blackwell Kogan Page 2002
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Bridging Epistemologies (Cook, Brown)

Concepts

EXPLICIT
Knowing
as
action
TACIT

Skills Genres
INDIVIDUAL GROUP
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Socio-Economical
perspective

Build a Vision
Promote/inform/Educate
Organize/Coordinate
Facilitate/Stimulate
Measure/Follow-up

o

Ve

Acquire
Modelize
Formalize
Preserve

-

Strategic approach

Identify
Localize
Characterize
Map
Evaluate
Hierarchize

N

: Evaluate
Knowledge Standardize
Enrich

/ Middle / Up / Down approach

Organfzaﬁona! Access
i) Broadcast
perspective e
Exploit
Combine
Create R
Operational approach
Technological
perspective
289/370

KM and the learning Mix (Moingeon, HEC France)

KM is the explicit and rigorous management
of the Learning mix

Technology + K Portfolio
+ Structure + Identity

Technology is an important enabler for KM,
but it is only one component of the L mix.

“The medium should not be the message’
(K portfolio>Technology)

The vision must set the priorities,

K Portfolio = K Capital + NewK

Management of K Capital:
*Toidentify K (Danger = presbyopia,
wasting knowledge by not using it)
*To codify K
*Tore-use K (“don’t reinvent the
wheel”)

Objective = K sharing

New K:
“Knowledge is aware of what it does not know”
*To explore new alternatives (danger =
“competency trap”)

*To learn new K (danger = myopia,
“not invented here” syndrome)

Objective = K acquisition

not the technology.

Corporate level Need to have alearning identity

Chief Knowledge Officer “Promotes K sharing and K creation

Chief L earning Officer ~Highlevel of trust
*People can productively confront

Knowledge Director (heir views

Director of Intellectual Capital +Peaple can make the “real” issues
discussible
BU level

Knowledge Manager Obstadles to overcome:

Knowledge pion “Not invented here” syndrome
Knowledge Finder Hoarding: "K is Power"

Knowledge Editor

TLack of time to share K or learn

Leaders who are not role models
Emergence of

Communities of Practice Challenge :

Self-managed Learning teams From“K is power”
People share K because they share the same
‘passion

to “Shared K is more power”
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Trust and Intrinsic motivation




KM and ICT (Processes and Tools mapping)

Share Distribute
Knowledge Knowledge
Office
Group Systems
Collaboration * Word Processing
Systems * Desktop Publishing
* Groupware . ing and
« Intranets Web Publishing
* Electronic Calendars
* Desktop Databases

Acrtificial Knowledge Worlk

Intelligence Systems

Systems « CAD

* Expert Systems + Virtual Reality

* Neural Nets ¢ Investment

» Fuzzy Logic ‘Workstations

» Genetic
Algorithms

» Intelligent Agents
Capture and Create

Codify Knowledge Knowledge

IT Infrastructure
for Knowledge Networks Databases Processors Software
Management
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Internet
Tools

MODERN AGE COMPUTER AGE

LIf we spend more that 1/3 of KM budget on
IT itis no longer a KM project but IT project”

Laurance Prusak, Thomas Davenport
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KM and cognitive styles

“Cognitive style may be defined as individual variations in modes of perceiving,
remembering and thinking, or as distinctive ways of apprehending, storing,
transforming and utilizing information.” (Kogan, 1971)

“Learning is any relatively permanent change in behavior that occurs as a result of
experience.” “Learning styles are cognitive, affective, and physiological traits that serve
as relatively stable indicators of how learners perceive, interact with, and respond to
the learning environment.” (James W. Keefe)

EX: Serialist/Analytic —
Wholist/Global
Verbal/Linguistic —
Visual/Spatial
Field Dependent - Field Independent
Impulsive - Reflective
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e-learning

Illumination

=]

(77

- =
PSYCHOLOGE
OGNITIVE

Deepening, informations
Project definition
Project

Capitalization for next steps

Towards a media mix...
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A necessary cross-fertilization
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Inside / Outside
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Mass | |nnovation
Customization
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Clients Buying modes

"Off-the-rack" Mags : "One-of-a-kind"
Customization

Preferred

Salesman Supplier

Intégration into Client Process
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Strategies...
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Quiality...
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Customer ,
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Processes...

% outside
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process
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A o 4 procedure processus
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web sites...

/-\
Portal Virtual
Community
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<« | Institutionnal| E-.commerceé

site
\_/
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% outside

70% of TRANSFORMATION experiences
ar inhibited by HUMAN FACTOR.....

Vision
Values
Culture
Structure
Communications
Decision making
mployment relationship|
Performance evaluation
Compensation
HR programs
Org capabilities
ndividual competencies

Leadership vs with the best.
Morale Executives. . on each criteria
Tolerance for change Vision Be
L 4
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Thought Action

1 Mindsets = 2 Behaviors

Individual

Collective

4 Paradigms - 3 Cultures

©7 -F.David 2012

15 Carnegie-Mellon criterias

Vision shared stimulating view of the company in the future
Values common basic believes

Culture ways to act, based on myths, taboos, rituals, ...
Structure work organization style
Communications how the organization share information
Decision making how are decisions taken
Employment relationship company/employee contract
Performance evaluation what is valuated, rewarded
Compensation compensation system

HR programs style of educ., promotion, social, ...HR pgms
Org capabilities leaming abilities of organization
Individual competencies archetype of the perfect competence
Leadership recognized type of leader

Morale employees' satisfaction motor
Tolerance for change flexibility in front of changing world
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Cultures....

INVENTION

Dynamic

’
Production _§-~

Vision

Values

Culture. . .

Structure. .
Communications
Decision making.
Employment relationship
Performance evaluation.
Compensation

HR programs
[

Org capabilities
Individual compe

1 Leadership

Morale

Tolerance for changes. .

-

Contiuous
Impravment

Dynamic

entrepreneurial
innavation

highly informal
quid

infarmal networks
collaborative
indvidualized
creativity
individual
flexible

creative

expert
entrepreneurial
intnnsic

change generative

Cultures....

MASS PRODUCTION . Mass

Customigation

Innovation

SRIUCILER, oo vvmm i
Communications. .. .........
Decisionmaking. . . .........
Employment relationship. . . . .

Performance evaluation. . . . ..
Compensation. . ............
HR programs. . .............
Org capabilties. . ...........
Individual competencies. . . ..

Leadership. ... ...

OENE
Tolerance for change. . ......
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status quo
stability
highty formal
hierarchical
top-down
sequential
commodity
productivity
time-based
rigid
reactive
narrow skilled
authoritarian
extrinsic
change resistant




Cultures. Transformation

Innovation
VIRIOR: oms i ity gualtative
VRIS . cnsnvesesg  ETSENEY
GBI oo sin i formal
Structure team-based
Communications bottom-up
Decislonmaking. .. ........ consensual
Employment relationship atwil
Performance evaluation defects
Compensation team-based
HR programs ] innovative
Org capabilities anticipatory
Individual competencies advisory
Leadership................. entrepreneurial
recognition
incremental

Dynamic

©J .-F.David 2012

..................... customization
N et o e adaptation
L1 F e R R infarmal
Structure. . ........covinnans networked
Communications. ........... authorized networks
Decisionmaking. .. ......... simutaneous
Employmentrelationship. . . . . contractual
Performance evaluation. . . . .. service level
Compensation. . ............ mix
HR programs. . .. .......0.s cafeteria style
Org capabilities. . ........... metamorphic )
Indidual competencies. .. . . broad skilled 1
Leadership. . ............... ochestrator
.................... extrinsic R--y,;
........ continual trnnsfu,rm L? ;>
MASS 5 I R
CUSTOMIZATION Lol

Stable Dynamic
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Team A Team B

Central E Team D

THE CHART....
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AN INTERNAL COMMUNICATION NETWORK

-0 o o9
.}-\. 00 ® " cuan
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Team A Team B

Central E OPERATIONS: Team D
To whom do you speak about strategies?
155 ©7 -F.David 2012

N A s

GATEKEEPER REPRESENTATIVE BROKER
advises... represents... opens up...
COORDINATOR MEDIATOR INTEGRATOR  DISSEMINATOR
coordinate...  arbitrate... implements... publicize...

Some informal networks actors...
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VALUES MAP
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EXPERT MAP

AN
) e
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DECISION MAKING MAP
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FAQ  Submit Fesdback Logout

Explore your connection s and
label your professional worlds

- Use your mouse scroll ‘e 705
- Click and Drag the map to move

- Click an a connection's name to gat
more information

- Label the color-coded clusters to
describe your relationships.

Grow Your Network
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Stable Congealed
enough b &l Network

Predictable Mechanistic

Ephemeral Dynamically

s _d Reconfigurable

Nomadic Network

Unpredictable Biological
AN UNSTABLE WORLD...

©J .-F.David 2012

Strategic Alignment

1/n year

n/ year

1/n year
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...decoding grids,

useful to executive, to understand and behave,
within permanent creative mess generated by
galloping technologies...

and

...the clear need to generate your own personal
ideas and methods on these matters, capitalizing
on acquired past and present knowledge.

©J -F.David 2012
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Method 1

a) Paradigm change, profession slippage .
Why do client want this kind of service/product ?
4 New professions, competitors
¢ New vision

b) List of product/services service
How can we add
4 more customization services

¢ more ICT
ICT

91 ©7 -F.David 2012




Method 2

How to decide go/no go ?

benefits

D

risks

92 ©7 -F.David 2012

Method 3 (old, but still valid tricks)

Strategies

New Intrants

:

Competitors
Suppliers — ==jp» <) <4— Clients

Playground: where?

f

Substitution

87 / 8 e ©J -F.David 2012




Hoshin Kanri Method 4

I Balanced Scorecard I

e
N
leverage \ Strat 2
Strat3 -
Projects |

\E==1
Processes | > >> >> >
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Method 6

ABC prototype

processes

% of time spent
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[ Motors  Levers
Method 5
MicMac (motricity / dependency) Indep. Depend.
http://www.3ie.fr/lipsor/lipsor_uk/plan_uk.htm _

A B c . . X Y
A T
Q
=.
B S
)
Y g
Influence factor ?
3
=
)
X < + matrix multiplication
Y
Vertical sum = dependency
113 ©J.-FDavid 2012
+. .
Factorial Analysis

Mindmapping

Informal Networks tools

Linguistic analysis
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QUALITY METHODS & TOOLS

E 339/370

The EFQM Excellence Model

People People Results P
i Policy & P
Lecdership ol Processes . ‘CusPomef Results m::mm
Nmershwps ¢
& Paioiicas i Society Results h

INOVAYIQN AND I.IARNING
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Method 9: Culture benchmarks...

15 Carnegie-Mellon criterias

Vision shared stimulating view of the company in the future
Values common basic believes

Culture ways to act, based on myths, taboos, rituals, ....
Structure work organization style
Communications how the organization share information
Decision making how are decisions taken
Employment relationship company/employee contract
Performance evaluation what is valuated, rewarded
Compensation compensation system

HR programs style of educ., promotion, social, ...HR pgms
Org capabilities leaming abilities of organization
Individual competencies archetype of the perfect competence
Leadership recognized type of leader

Morale employees' satisfaction motor
Tolerance for change flexibility in front of changing world

©J .-F.David 2012

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




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
c) 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
¢) 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
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Technologies Timing

P

Inside / Outside

Systems and Time
EXPERT MAP

Goals: IT Balanced Scorecard

Customer
Orientation

»Level of servioe delivery up
»Satisfaction of existing

customers

»# of new customers reached
»# of new service delivery

channels

Business
Contribution
»# of IT customers

» Cost per T transaction
» Cost-efficiency of IT processes

up
»Delivery of IT value per
employee

»Staff productivity and morale
»# of staf trained in new
technologylservices
»Value delivery per employee
3 up
Learning »Mincreased availability of
knowledge systems
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