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P
r
o
s IT governance: why ?
P
e
c
; * 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
I CIO Survival Guide Carl Schubert John Wiley 2004 ...some issues
T Knowledge Management Gamble Blackwell Kogan Page 2002 ...good synthesis
KM Harvard Business R. HBS 1998 ...guru's
G Business Value of IT Harvard Business R. HBS 1999 ..guru's
o Godel, Escher,Bach Hofstadter Penguin Books 1980 ...man, mind and machines
v IBM System Journal v32-1 IBM System Journal v32-2 IBM 1993 ...alignment
e IT Service Management Jan le Bon Addison Wesley 2002 ...detailed "bible"
r CRM Kincaid HP 2003 ..CRM
n MIS Laudon Prenctice Hall 1996-2002...basics
a Customer-Driven IT Moschella HBS 2003 ...role of IT user
n Managing IT as Investment Moskowitz Kern Prenctice Hall 2003 ...rules of the game
c Being Digital Negroponte Vintage books 1998 ..MIT Medialab guru
e 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
» IT governance study (Sloan School MIT 2003)
— 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.
J.-F. DAVID
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IT Governance course

Jean-Frangois DAVID
Strategist

G
; http://www.davidjf.com
f 30 years within IBM France (Project manager, CPG Industry Strategy Director, Co-Founder
n of IBM France Consulting Group), author of many contributions on various IT and
j Organizational topics: Intelligent agents, IT perspectives, Strategic Alignment, Processes
c and IT, ...
e
Since 95:
Education (HEC MBA, ESCP, HEC Management, Collége de I'X, ENST, University of
Nantes)
Independent consultant, active member of many networks (EFQM, IQM, AFNET,APM ,
CJD,...)
Research themes:
Governance and IT Governance. Strategic alignment. IT/Organization/Culture interference.
Time-Based Strategies. KM and cognitive aspects. Man/machine interfaces.
J.-F. DAVID
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P
r . g
o First Mover, Competitive advantage or...
S
b ...IT does not matter?
e
c
t
i
v
e
I
T » Carr article in HBR 2003
G
o
5 — Spend less
5
a
n — Follow, don't lead
c
e
— Focus on vulnerabilities, not opportunities
» Criticism
— read Carr articles and articles on IT still matters
— read Business Week' Web 50's
J.-F. DAVID
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MBA students have mixed feelings about IT/IS...
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1
T « TIC pervasive, ubiquitous, ...
S + It doesn't work !
o + lalready know ! (web, laptops, telephone, ...)
" + SAP implementation .....I!
s « IT: binary world of false/true vs truth?
’ » For everybody or for specialists?
» Strategic or utility?
* MBA's "monoculture" (Strat/ Finance / Cultures/....)
«+ OO+IT=CO0O0
J.-F. DAVID
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P
,Z, Various disciplines connected...
t
¢ » Strategy «  Methods
I — productivity
T — Competitive advantage * IT Market
g + Management alignment < 4.
v — Mgt system
f — Measurement
n — Processes CRM, SCM, ERP, BI, KM
n * Information systems
; — Systems

— Communication
* T trends
— Strorage, Computers, Communication, Man/machine interface
* Usages
— e-Biz, B2B, B2C, B2E, ....
* IT Projects
* IT infrastructures
* People acceptance
— Knowledge and KM

J.-F. DAVID — Structures
6 — Cultures
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Knowledge to be acquired

Understanding of information systems' role within organizations and society.
Knowledge about technological trends, about laws governing IT and IT markets.

Awareness, beyond the IT potential, of the complexity of the relations between
information technologies, organization and human aspects. Ability to build a
personal not simplistic opinion on this subject.

Knowledge of mental models on strategic alignment (strategy, technologies,
processes, organization, cultures, projects,...). Full appropriation of connected
methodologies.

Understanding of IT main fallacies, before and after "Internet bubble". E-biz
positioning.

Knowledge of the true potential of IT, awareness of the traps in the
implementations.

Ability to discuss, with the culture and the adequate vocabulary, with computer
specialists.

Capability of disentangling a certain truth, beyond the speeches of the vendors
and IT gurus

Knowledge of IT governance principles in connection with corporate governance

4= O<~"0O0T OO
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Teaching Methods & Evaluations...

Teaching Methods
— 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.

Evaluation

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

"What | hear, | forget. What | see, | remember.
And what | do, | understand.”
Chinese Proverb
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* +...some basic TRICKY TOOLS
inside a FUZZY WORLD
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J.-F. DAVID
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1 Main challenges of CEO, 1995...

* Time

*  Quality

* Innovation

* Market Share, Growth

» Clients needs and desires
» Costs, Profit, productivity
+ Competency

* Redesign processes

* Think
— client: push or pull?
— What is a process?
— A sample "Balanced Score Card" ?
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Which leverage for growth?

New ideas through client non-satisfaction topics analysis

g Geographical expansion
: Redesign of main company processes to increase reactivity
g Research of new ideas by combination of apparently
" incompatible attributes (price/quality/speed/added value/
© personalization, ...)
External growth
Think
— Mass Customization:
* think about, Benneton, Dell, Toyota, ...
 find examples in products, in services
* Mass Customization and need of upcoming information...
J.-F. DAVID
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’
: Main challenges CEO 2000...
t
T Globalization
S Improving Knowledge Management
5 Cost and Cycle time reduction
Improving supply chain globally
. Multiple locations/countries manufacturing

J.-F. DAVID
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Managing part-time, temporary and contract workers

Think
— Why KM suddenly top?




P
E 1 Which lever to deploy strategy ?
t
e competitiveness
] \
G
m Technology
=~ People
Organization
* Think
— Correlation proof impossible?
— Timing
— Which first?
F
g 1 Strategic Alignment model
{
1
L
G
. Organization

Read articles on topic
Think ...
— Strategy alignment on IT?
— Process prioritization
— Structures vs Processes




1 IT Governance: What is it?

P<~~00T®WOTY

* Many definitions with common elements:

1
T responsibility of the board of directors
. protects shareholder value
5 ensures risk transparency
r . . . .
5 directs and controls IT investment, opportunity, benefits and
n risks
c
° aligns IT with the business while accepting IT is a critical input to
and component of the strategic plan, influencing strategic
opportunities
sustains the current operation and prepares for the future
is an integral part of a global governance structure
» Think:
— Why is IT governance specific?
J-F. DAVID — Look at definitions on the web...
15
P
r
o . .
s 1 IT Governance: What is it?
.
c
t
i
v
° Corporate Governance:
1 . .
T A system by which  companies  are
directed and controlled, incorporating
f both legistative regulations and corporate
v policies  and  procedures designed 1o
,e ensure accurdey in reporting on  the
: financial activities of an entity for use by
n interested parties.
.
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.
J.-F. DAVID
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1 IT Governance: What is it?

IT GOVERNANCE

G A structure of relationships and processes to direct
o and control the enterprise in order to achieve the
. enterprise’s goals by adding value while balancing risk
r versus return over IT and its processes.
n
a and its dimensions:
¢ Strategic Alignment
Operational Efficiency
Risk Management
Security
Business Continuity
Change Management
System Integrity
Cost Management
Regulatory Compliance
J.-F. DAVID Value Delivery
17

P
r
© .
s 1 IT Governance: a possible framework
:
t
i
v
2 -
. Provide
7 Direction l
G
2 Set Objectives IT Activities
e ® T is aligned with the ® Increase automation
n business, enables (make_ the business
j the business and effective)
c maximises benefits === CoOmM pare ® Decrease cost
e ® IT resources are (make the enterprise

used responsibly efficient) _

® IT related risks are ® Manage risks

managed (security, reliability
appropriately and compliance)
Measure - I
Performance

J.-F. DAVID
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1 COBIT framework
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1
T v
o e = T X e
1 e vt sty { T o o andcaes
§ £ s e VLoBI L) |8 EErmamem, |
b e s
e el
e
n
a
n
c
e
* Read articles on topic
* Think ...
— IT processes?
— Technocratic?
J.-F. DAVID — Realistic?
19
P
r
o
s 1 COBIT again...
P
e
c
t
i
v
e
1
T
IT Governance
G
o . . DIRECT
v Objectives IT Activities
e
r + IT is aligned with PLAN Planning and Organisation
Z the business, Do Acquisition and Implementation
n empl i CHECK Delivery and Support
c :’nuailirll'rleis:e:"d CORRECT Monitoring
e benefits
© Manage risks Realise Benefits
+ IT resources are
used responsibly < ety | Autometion- | Costa- be
= compliance | be effective efficient
« IT related risks
are managed }
appropriately
REPORT
* Think ...
— Relation with Quality?
o DA;’g — Different from "normal" management?
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Strategic Alignment

Vision & Strategy
<A
*B

Business Challenges
*A
*B

Management System & Style
<A
*B

Information Technologies

®POSVITO<O0OQ -

Processes & Organization
<A

4= O<~"0O0T OO
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*B
/1
People, Culture, Knowledge
<A
-B
Projects & IS Projects
N
°B
[T~
2 System and Time

J. de Rosnay
B. Walliser
G.Bateson
..Palo-Alto
E.Hall -
L. Von Bertalanffy
P.Watzlawick

E.Berne

TA
E.Morin
J.Mélése
J.-L. Lemoigne
’ ‘complexity
constructivism
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2 System

- "Asystem is a set of elements in dynamic interaction, organized

G according to a purpose" Joél de Rosnay
o
o
a * 1) A set in mutual connection with an environment, this
c 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
J.-F. DAVID
23
P
s 2 René Descartes, rationalism
‘
Y The FIRST was never to accept anything for true which I did not clearly know
e to be such; that is to say, carefully to avoid precipitancy and prejudice, and to
| comprise nothing more in my judgment than what was presented to my mind so
T clearly and distinctly as to exclude all ground of doubt"
G OBVIOUSNESS principle
> "The SECOND, to divide each of the difficulties under examination into as many
Z parts as possible, and as might be necessary for its adequate solution"
o REDUCTIONIST principle
"The THIRD, to conduct my thoughts in such order that, by commencing with
objects the simplest and easiest to know, | might ascend by little and little,
and, as it were, step by step, to the knowledge of the more complex... "
CAUSAL principle
"At the LAST, in every case to make enumerations so complete, and reviews so
general, that | might be assured that nothing was omitted."
EXAUSTIVENESS principle
J.-F. DAVID
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2 System theory, constructivism

Agree that any object which we shall consider defines itself with regard to the implicit or
explicit intentions of the analyst. Never refrain to question this definition if, our intentions
modifying, the perception we had of this object modifies.

APTNESS principle

P<~~00T®WOTY
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Always consider the object to know by our intelligence as an immersed and active part within a
bigger one set. Perceive it at first globally, in its functional relation with its
environment without caring excessively to establish an accurate image of its internal
structure, among which the existence and the uniqueness will never be considered as
acquired.

GLOBALISM principle

DO 3I®HITO<OQ

Interpret the object not in itself, but by its behavior, without trying to explain a priori this
behavior by some law involved in a possible structure. Understand on the other hand this
behavior and the resources that it mobilizes with regard to the projects which, freely, the
analyst attributes to the object.

TELEOLOGIC principle

Agree that any representation is simplifying, not by neglect of the analyst, but
deliberately. Look as a consequence for some receipts able to guide the
selection of aggregates considered as relevant and exclude imaginary objectivity
of an exhaustive inventory of elements

JREDAVID A GGREGATIVITY principle

25

2 System theory, organization as systems...

O<~~"00THOT

4 Organization as a living SYSTEM

- =

Level 2: Memories, Decisions

= Level 3: Autodefinition of goals r
Think ..

- You as a system... Complexi ty

- Relations and systems +5% / ycar
- Time, intelligence

- Processes...
r Intelligence

Speed

Needs !I Response k,

J.-F. DAVID Desires
26

I - Level 1: Feedbacks, Regulations

®OS0O3ITO<OQ




P
r
o . e
s 2 Structures...  Processes...  X-functionnalities...
P ]
e
c
t
i
v
e
/ chent
s
G
o
v
e
r
n
a
n
c
e " 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
Think:
- vertical efficiency vs horizontal solidarity
- Management system - Matrix organizations
J.-F. DAVID
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s 2 System and time
2 ]
e
c
'
i
v -
e R —
1%
I
' :
= T
G 5 * H
o \ P \ % Transformation Experience|
v " \ ™ R
v _/"' .I \ A z [‘/, / e-engineering 2
h - o n
a / /" 5 ’;‘ f N / / — ()rle tions Evaluauuns
. [oowr o 0] e Sl E
o S T - \ °
1 @ \c\ P' |’F {N 4/’\ Adapt Ajust Cvmerlgem:lw T
| —
% Regulahun Devmtmns E
¢
u
) §
|
o
LN
Think: Explosion of communication (good or bad?).
Human limitations to treat information.
J.-F. DAVID
28  Reading: Miller and Short term memory. Chunks ...




2 Cognitive sciences...

The Magical Number Seven, Plus or Minus Two: Some Limits on Our
Capacity for Processing Information

P<~~00T®WOTY
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by George A. Miller

G blished in The Psychalagical Review, 1956, vel. 63, pp. 81-97
o
v
e Information Processing Theory (G. Miller)
2 Crrerview:
g George A Miler has provided two theoretical ideas that are fnd  to copniive psychology and the information p
e
— TEST [—
OPERATE
J.-F. DAVID i . . .
29 Think: Media + Message >> Needs + Desires, Opulence, Zapping, ...
P
r
o . . . . g
s 2 Individual time, priorities, queues,
P
e
c
t
i
v A I
e \
. ’ . k
I A \ \ I
Jl : 4 I's
G n} e '
o }
v ‘.\\\f /i—" l
e
: |
n
a |
n '
c
e |

- Temporal "bubble”

- Mgt "double language"
- Trade-offs

- Generalized Ergonomia

Think:

- Information System
- Queues, priorities

J.-F. DAVID - Speed and Stress...
30
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2 Five type of solutions...

\

HIRING
EDUCATION ~
ORGANIZATIO
D.P.

QUALITY

Think: ‘
- Information System again...
- Top down vs Bottom up, Mechanical vs Organic balance

POSIHITOSOH —H~ OSTTOOT OO

J.-F. DAVID
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2 Competitiveness and mastership of linkages -ECI

HOE- -5 s Eo= U —HE83EdCIM

_.-1\
Think:
N cim
) \ J Integration and ERP trend
LN o Optimization vs Sub-optimization
Centralization




P
E 2 Competitiveness and mastership of linkages
t MKTG/PRODUCTION SYSTEM @
: TOYOTA PP
I MARKET-IN DEALER
T
G "I'RANS_PORT UPPL N
3 DEALER/BO S5y FARTS B i E
e T
: AUTO MAKER 0
c R
o DEALER : PARTS VENDOR K
BUSINESS INCREASE BUSINESS SP .
LOCAON DN CREER IS cmn'rsu'g; EED DISTRIBUTION STOCK
2400 UNITS
T000 UNITE 7.6 bars
8s Bé 88 1] 85 Bé
NIKKEI COMMUNICATION 1987.2.23
J.-F.DAVID  Think: application to Sales-RnD link, to RnD-Production link, to led enterprise...
33 communication and Standards (data, protocols, ...)

P
r
o
s 3 Techno trends
e
c
] » Chip story
v » Store, Compute and Transform, Communicate
i » Microprocessors, Storage, Communications, MM Interfaces
G
7 » Moore's law:
; — *2 every 18 months, 20% price decrease/year
n
a + Guilder's law:
c — Communication volume = *2 every 100days
— bandwidth *3 every year
* Metcalfe's law:
— network value = *nb of users
Read articles on topic
Think ...
IT cost decrease vs IT budget increase
Web and Metcalfe law
J.-F. DAVID
34
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Moore's law

The experts look ahead

1] H
3 Cramming more components
= 14 . . .
! S 13 onto integrated circuits
-
’ 32l
wsT ol )
G E% ab e With unit costfalling as the number of components per
o ‘5-.-3 ak P circuit rises, by 1975 economics may diclate squeezing as
v st T - many as 65,000 components on a single silicon chip
) £°3 s
-]
r @z g By Gordon E. Moore
n s . p—
== . dvaion of Frenkt Camers and s vumere Cors.
a a 2
[l
n |
@ Q
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watchnseds anly  display 1 b fessibe 1day
i the bisset pokatial lis in the production of luge oo " e -
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st e Jogies were fst Investgated f e ik 1950, Thi abe
g st s snmatples a7 TSR T L
o dspeocsing . | minimam weigh Seweral approsches evohed, nchuding
in complesl dillrad ways. For example. Tk Bk 1 e o b bt e
oF i ke may be duisuil froughout e e it
bonrowed technique from ancdher. Many researchers
The authar believe the way ofthe flture to-be:a combination of the var b
.« Gorden € Moors mameal  us
e o T advasstes ol semiconductor integated circuiiry are
\ piyetatscances s skealy using the improved characteristics of thin-film ress-
electranics. He eamed 285 t0rs by applying such films direedly (oan setive semicondue-
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i 4 Techmclogy b wes s
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J.-F. DAVID emioprt isborsare wace
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35 Electronics, Valume 38 Number 8 April 19,1965
P
-
o
s 3 Trends
P
e Micreprocessor trends
c
t
i —
v Cdl Construction Layars
e Line | Transis Tie
Process Mask
Year Product rwidhih tors Frochus Clodk Viltage Cache size
ivpe Tayers 3 Paly [Metal
! o) | 0D ey | om0 | s )
T
1971 4004 PMOS 10 00023 Lo 0.108 12 o 1 1 135
G 1972 8008 PMOS 10 00033 8 0z 12 n e 1 152
o 1974 2080 HM0og 60 0.006 g 2 12 o 1 1 200
v 1976 | s0es mos || 30 || 0g06s G 037 5 0 1 [ 1 [[20
e Ll
r
W 1978 8086 WMOS | 300 | 0039 16 510 3 0 1 1 ||286
a
n 1979 8088 HMOS 30 0.0z 168 58 k- L) 4 1 8.6
c
e 1952 | guSS | CMOS | 15 | 003 16 612 ] 0 1|2 |eer
1985 | 8038603 CMOS 15 0.275 0 32 1633 £ o 4 2 104
1989 | 2048603 CMOS 10 13 12 32 2550 5 o 1 3 163
1992 | B0486D32 CMOS 0s 12 32 5066 3 0 1 3 21
1903 | Pegten |[Bicmos [ 08 [ 31 [ 18 [ 3 [ eoes 5 0 1 [ 380 [[26¢
1904 | 204260303 CMOE 0.5 16 2 75-100 5 L 1 2N
1995 | Pathon Pro | BiCMOS || 035 A8 20 33064 150-200 33 o 1 44 20
1997 | Penthnn T CMOS 035 75 16 33064 233300 a8 0 I 441 200
1906 | Celmon || CMOS 025 | 19 | 1 | 3aed | 30033 |1 [sA
1999 | Pentim 0T CMOS 018 28 21 33064 S00-733 165 256 1 6A1 | 140
2000 | Puntimm 4 CMOS 018 42 21 32054 1,400-2.000 17 256 1 BA1 124
2001 | Pediom 4 CMOS 013 55 23 33064 2,000-2 200 L5 512 4 6Cu || 146
2001 pES CMOE 018 25 21 6464 733-800 o6 1 61
2002 | Paghnd | eWos (013 || 55 | 23 | ame [2m0300 | L5 s |1 [ecu (131
J.-F. DAVID 2002 | Benien 1 | emos (023 [ 220 [ 23 | 644 | 001000 aserns00 | 1 [ 6a1 (421
36 2005 | Pogimnd4 | eWos (009 || =55 | 25 | same | espo0 | 13 | =312 | 1 |7tw




A
.
o .
s 3 top management and e-"intox"
e
c
t - .
i e-procurement e-business
. €-economy e-sourcing
; th . e-customer care
3 " iniires
T J Ge e-payment
w| J\ 1 e-learning e-commerce
G f A .
° A T L"J e-transformation
v : FI lv ” , e-turbulence
e I i e-manager
r . ¥ i e-success
n '\ﬁ e-volution
: |
o 1 . e-xcellence
c ﬂ e-commitment
© e-infrastructure e-cceleration
To e- or not to be...
Think ...
Does IT really matters?
Internet "bubble"
Management subjects: Strategy, Finance, HR, Marketing, ... and IS/IT?
Your own debatable opinion...
J.-F. DAVID
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P
r
o .
s 3 trends in B2B, B2C, B2M, ...?
P
e
c
t
i
v
e
I
.
G
o
v
e
r
n
a
n
c
€ Business 1o L] J04MM Users @ 12/31/00° 00-103 CAGR
Consuwner | 2%
500 1
| Mar &%, 2001
and o et
]
|
il
ol ———1
1987 1968 1996 2000 2001 2002 2003
Think ...
e DA‘;’S Find real curves in Europe, in your country, broadband, users, volume, ...
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3 Techno future

e Silicium trends
* Physics limitations, electron beams, X-ray, ...

! * Nanotechnologies and atoms...
T
@ . Copper connections
o
v * some hardware trends
e
r — Holography
n
a — Grid computing
n
¢ — Wearable
— Nanotubes
'
— RFID's
Read articles on topic
Think about:
Need of permanent technological scan, of IT intelligence?
Applications in sciences, biotechs
Applications in finance, industries, distribution, ...
J.-F. DAVID RFID opportunities and risks
39
P
r
o .
s 3 units...
P
e
Wamn Profix Factar
;7 octa = o Here are the 51 magnifying prefizes, along with the cotrespending binary interpretations in commoen use
i - 2
(/ gt 10 prefix  decimal binary
. atta [ 1ori® kilo-  1000*1  1024*1 = 2*10 = 1,024
P— ¢ o mega—-  1000%2  1024°2z = 2°20 = 1,048,576
| — giga-  1000°3  1024*3 = 2%30 = 1,073,741,824
T Casacd P 0 tera-  1000*4  1024*4 = 2°40 = 1,099,511,627,776
nanc: n 1w0® peta- 10005 10245 = 2*50 = 1,125,899,906,542, 624
G — . \oé exa- 1000%6 10246 = 260 = 1,152,921,504, 606, 546,576
o zetta- 1000%7  1024%7 = 2°70 = 1,180,591, 620,717,411,303,424
v mk - L votta- 1000%8  1024*8 = 2*80 = 1,203,925,819,614,629,174,706,176
centi [ 1or?
f n ) = Here are the SI fractional prefixes
W il k 10t . . . .
a prefix decimal jargon usage®
o mega M [uf milli-  1000*-1 {seldom used in jargon)
pa o a WP micro-  1000%-2 small or human-scale (see micro-)
o = nano-  1000*-3 even smaller (see nano-)
tera T 1ot pico-  1000%-2 even smaller yet (se= pico-)
peta F 1ot femto-  1000%-5 (not used in jargon--yet)
- E 10 atto- 1000*%-6 (not used in jargon--yet)
- a = zepto-  1000%-7 (not used in jargon--yet)
z 10+ yooto-  1000°-5 (not used in jargon—-vet)
T il
[19%3 update: hacker Morgan Burke has propesed, to general approval on Usenet, the following additional prefizes
groucho 107(-30) harpo 107-27) harpt 107(27) grouchs 107(30)
TWe observe that this would leave the prefizes zeppo-, gummo-, and chico- available for future expansion.
J.-F. DAVID

40
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3 trends and potential use...

Supercomputer Milestones

Suprrcompeder bistory brges with Sey s st e, the CDC 6600 Fromn Costrol Dita
Corp. Comtmg nest the petallops era , the Defense Advanced Research Progects Agency
wacts aniasse. machine hat cae crunch quadelions of calolaions every second

Ve Rn;rru;ny:n Thworetscal Poak Speed®** A RElCC' fOl" F‘lom (T

s E Snl::ZDDl Japan's ss.percunmers have left the US. inthe dust

1% TIRAF! LOCATION
MOLECULAR umul-l‘.‘s mmu:- Institute of Physical & Chemica| Research (fiken)
G il i GRAPE-6* Universty of Tokyo
o 1ot Traxt Bewwl o= NEC EARTH SIMULATOR Eath Simutaior Center
4 10 late 4501 Red HP ASCIQ s Mamis National Wb
e CALIFORNIA DIGITAL CLUSTER* Linerence Live more Mational Lab
r APPLE CLUSTER 3 Wirginia Tech
o DELL CLUSTER National Center kor Supercompuling Applications
i IBM ASCI WHITE Lirsrcnce Live mmare Hationad Ly
c
e
ST pregricn sed. rupercompeter chatters d Te h
e s s o oavemes o0 0 AN ra 1eju9t the Beglnnmg
bilon, and e & rilon.
Pcmer needed to complete most complex task in one week
TASK PEAK SPEED
AUTOMOTIVE DEVELOPMENT 100 TERAFLOPS
HUMAN VISION SIMULATION 100 TERAFLOPS
AERODYNAMIC ANALYSES 1 PETAFLOPS
e LASER OPTICS 10 PETAFLOPS
o MOLECULAR DYNAMICS IN BIOLOGY 20 PETAFLOPS
o, S P o, T RIS AERODYNAMIC DESIGN 1 EXAFLOPS
ek e ey : COMPUTATIONAL COSMOLOGY 10 EXAFLOPS
b et TURBULENCE IN PHYSICS 100 EXAFLOPS
urness soltware. vecton are e, o protaeTs Can be dved up among.
J.-F. DAVID Iy ch e Ao e P s 3 B COMPUTATIONAL CHEMISTRY 1 ZETTAFLOP
41 e e 3
P
r
o .
s 3 memory of humanity?
P
e
c
t The holographic technology under development would be able to store so-called yottabytes of
(/ data, and deal with all of the Internet and multimedia data starting to appear. Exabytes, the
e 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.
-
o "If we make the assumption that everyone needs 40 petabytes of data in a
o lifetime of 100 years, then the world could use 200 yottabytes of data,
v including video, which takes up the most storage space," said Bill Cody, senior
r manager of exploratory data management research at IBM's AlImaden Research Center in
n California.
a
Z He explained that the world had needed to store 81,000 terabytes of data in 1995 at a cost of
e 33 cents per Mb, this had risen to 800,000 by 1999 at a cost of $0.044 per Mb.In 2001, the
figure to increased to six million terabytes, and the cost is $0.006 per Mb.
"Some 85 per cent of the world's data is currently unstructured and is not accessible using
storage technology," he said. "But at $0.06 per Mb, storage starts to compete with paper and
film. As storage capacity goes up, price is coming down and storage technology is getting
more ubiquitous."
Think ...
- Media vs Message
- Data, Information and Knowledge
J.-F. DAVID
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3 Some more trends

» Keyboard, voice recognition
* Virtual reality
« Autonomic (self protection/optimization/healing/configuring)
+ Communications
— broadband, DSL, Satellites, Web, ... Ampfication merketing
— IT + Media, streaming (extendslennances anarensss)
— Telephone, PDA's,
- VOIP The hyper-real The post-human
- P2P
Contextual marketing Transcension marketing

— Games... Unique | Ubigquitous
* Ubiquity

({time-space specific) (time-space independent)

Think ...
- Your ubiquity choices
- Products, markets... |
Unconsclous
- VOIP market {behind or out of conscious awareness)
- P2P and right protections

4= O<~"0O0T OO
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3 Ubiquity

Post-Human Opportunities unique, conscious

The post-human opportunities are those that involve processes that are ultra-conscious and unique
for each individual. These are extraordinary experiences, such as adventuring, entertainment, and
teleimmersion. Since they are time-space independent and extend or enhance our awareness of
the world around it, firms that wish to do business within this space should seek business
opportunities that enhance conscious interaction with the phenomenal world in specific situations.
Hyper-real Opportunities ubiquitous, conscious

The hyper-real opportunities are those that involve processes that are ultra-conscious and
ubiquitous for individuals. This opportunity takes advantage of the characteristic that the network is
always on and seeks to enhance human facilities. For example, advanced prosthetics that are
connected to the network or genetic enhancements to individuals are hyper-real. These
opportunities enhance conscious interaction with the phenomenal world acontextually — that is
transcending specific time-space locations.

Node Opportunities ubiquitous, unconscious

The node opportunities are those that involve processes that are unconscious and ubiquitous for
individuals. Firms that seek to find opportunities in the node space seek to move tasks from
conscious to unconscious automated consumption. For example, the use of automated toll booths
and smart cards or price comparison bots that execute in the background. These free attention for
individuals and are universal, acontextual processes designed to automatically perform tasks.
Matrix Opportunities unique, unconscious

The matrix opportunities are those that involve processes that are unconscious and unique to each
individual. Examples of firms seeking business opportunities within this space are a CRM that tries
to understand the customer so well that offers easily capture attention or a wine-of-the month club
that comes with the permission of the individual. These opportunities reduce the necessity of an
individual or collective to consciously interact with phenomena in specific

contexts.
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Risks, Security, ...

Virus

Back-ups

Hackers

Spywares, worms
Phishing

Attacks, accidents

Bugs (Gddel theorem !)
Networks

Distance screen capture
Big Brother...

Think ...
- Opportunities vs risks
- Proprietary sy vs Open sy risks

4= O<~"0O0T OO

®OS0O3ITO<OQ

J.-F. DAVID
46

Man/machine interfaces

Pre-historical?
Effort/return ratio

Binary logic and thinking
Artificial Intelligence
Natural Language
Robotics
Perceptive systems
Expert Systems

— Intelligent Machines
Computer vision

Neural processing and networks
Fuzzy logic

Intelligent agents, bots




P
r
o
s 3 expert system zoom
P
e
c Consultation Environment Development Environment
t |
i T
v User I Knowledge base
e : Facts: What is known about the
/ Facts about the | domain area
7 specific incident I Rules: Logical reference (e.g.,
! between symptoms and
G : causes)
3 User interface I
; 4 : ‘
r Y Explanation 1
W tacility ! Knowledge
i : engineer
c 1
e I Knowledge
: ! acquisition
Inference e‘ngine : ‘I Expert and
Recommended e nofksions || documented
action T knowledge
I 1
e
| : y i
I T |
1 Blackboard I I
! (workplace) :
1 |
1 L !
1 [}
b e e e |
J.-F. DAVID Cf. Dr. Samir Chatterjee Claremont Graduate University
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P
r
o
s 3 bots zoom...
P
e
c
t
i
v + 2faces of bots...
, — Intelligence function IROI@BE—
T . Turned tOWard S B Aoamt Dige T MG % Te e Mose T 0 g e o b b N
G understanding and LRSI E Protect you privacy ), Download
° ) and clean your PC! "'. Smasher
v adaptation Fadis
2 — "a priori" objectives : »
n — "a posteriori"
° suggested
c — "over the shoulder"
e
— Agent function
+ Turned towards
execution of the
mission
* Languages, KQML, ...
Look at: botspot.com, agentland.com
Think ...
- Your ideas about bots' best use
- Bots and risks
J.-F. DAVID
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r
o .
s 4 Old but still true rules
e
7 + Self-blocking process, why?
7 — Coherency problem
° » need of shared information. Which standard?
lT — Data Base design, BSP methods, Strategy vs
Coding
G . APPLICATION
° — Map and territory...
. — Network protocols
: » 7 osilayers
g + 4 conceptual layers LINK
g — Business processes PHYSICAL
— Semantic (objects,...)
— Syntactic (XML,...) cgﬁfm"::::fm
— Technical (HTML, IP, ...)
— Balanced approach Somifinished 4@
product r
enchuser langage
- Finished product WP
— Internal IT Governance and productivity
Think ...
- Map and territory
- Proprietary systems vs Open systems
SR DAZ’;’ - Leadership and standards mastership
3
r
o
s 4 Old but still true rules E [l
P
e -
c Open Systems Interconnection (OSl) Reference Model |
i Upper Layers Lower Layars
v
e Apﬂination Presentation Session Transpaort Network Data Link Physical
. wer (7) Layer (6] Layer (5) Layer (4} Layer (31 Laver (2) Layer (1)
s
N
o
v Transmission Intemet
: N, e e
; Protecel [TCP) Version B
: | o |
Z Applications
e
Bz
| =
Services
Intemet
o
Version 4




5
}: 5 Quality and IS/IT Quality -
What is Quality? :
. History
° — Ctl: QControl -- Q Insurance -- 1SO 9000 3/2/1 -- 9000 V2000
- — Org: Q Circle/Groups -- Processes -- BPR
B — Models: Deming -- Malcom Balridge -- EFQM
. Q --> Productivity --> Profit?
g Japan: 1952
; PPMstory LA
¢ Kaisen
How to get 0 default? By management? By rational analysis?
THE 4 CONCEPTS
DEFINITION | Cont to req
e,
METHOD I Prevention
Think ... MEASURE i\ Cost of Quality
- What is Quality? - -
- What is IT Quality? STANDARD I Zaro Default
J-F. DAVID -What is IS Quality? -
51
P
g 5 Q: Old but still efficient and necessary approaches... ﬁ [l
‘
(/ CONFORMANCE TO REQUIREMENTS PREVENTION
€ = [ waniee |
T =
[ s |
G
3 =
:‘1 i
Cost of QUALITY (COQ)
Failures
Q.
J.-F. DAVID
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B
o .
s 5 Malcolm-Balridge, EFQM
o
c
t
o
1
L
G
o
o
"
a
n
c
e
Results
Customer Sat. People Sat.
Think ...
- Excellence vs Quality
J-F. DAVID - Certification "technocracy"?
53 - Bottom/Up vs Top/down approaches...
P
s 5 Are Q concepts applicable to IT? ﬁ [l
t
L In the facts, Quality and IT are often in a complex relation:
. . One way, more and more sophisticated development techniques and
5 tools enable high level quality application development...
. ...another way, permanent technology evolution periodically scrutinize
a validity of these tools.
c
° . One way, IT centers are able to provide ISO certified services...
...another way, they are unable (like many organization) to fulfill to
Malcolm-Balridge or EFQM criteria.
. One way, IT departments are truly and since a long time sensitive to
client satisfaction...
...another way, IT users are mainly and permanently unsatisfied...
J.-F. DAVID
54




5 Mgt concepts vs Q concepts vs IT concepts...

P<~~00T®WOTY

-~

cDQ
MB, EFQM
Client L
ubiquitous
web , networks
processes gutsourcing
coQ  client/server
finalities micros
Qc & al productivity
" Qctl strategic
infocenter
centralized

IS0

DO 3I®HITO<OQ

I.T. emerging

1950 1960 1970 1980 1990 2000

Think ...
J.-F. DAVID - Are technotrends, t phil hies, Q ts di: ted?
55

5 IT Governance

» Several definitions with common elements:
responsibility of the board of directors
protects shareholder value
ensures risk transparency
directs and controls IT investment, opportunity, benefits and
risks
aligns IT with the business while accepting IT is a critical input to
and component of the strategic plan, influencing strategic
opportunities
sustains the current operation and prepares for the future
is an integral part of a global governance structure

4= O<~"0O0T OO
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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.

J.-F. DAVID Think ...
56 - Governance, IT Governance: a new "buzzword" for consultants?
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5 IT Governance

Corporate governance

Shareholders

Other stakeholders

1
-
o Monitoring
o
: I Senior executive team I
p
n
j —| Strategy = -m= - s mmmsm=mmme Desirable behavior '—
c
e
Key assets
Human Financial Physaical P " Information Relationship
assets assets assets assets and [T assets assets
Financial governance T .
N governance mechanisms
rechanisms (committees, budgets, etc.)
(committees, budgets, etc.) ! gets, :
Key asset governance
] 1T gowvernance.
J.-F. DAVID 2003 MIT Sloan School Center for Information Systems Research (CISR). Used with permission.
57
P
r
o . .
s 5 Why is IT Governance important?
P
e
c
t
i
. Why is IT Governance Important?
1 .
7 Because:
G .
o W Links to corporate governance
. B [T is now completely embedded in enterprises => maturity
. B Demand for IT comes from all areas of the enterprise
° W | eadership has limited bandwidth
¢ B |earn from good corporate and financial governance
B Firms with focused strategies and above average IT governance
had 30% higher ROAs
B [T Governance can be explained on two pages
B Top performing enterprises govern IT differently
B Good governance can simultaneously empower and ensure
compliance to enterprise vision
==> Rethink IT Governance: set vision, decision rights,
accountabilities and desirable behaviors.
J.-F. DAVID 0 MIT Sloan Center for Information Sysiems Reseaich 2003 - Weil
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5 IT Governance

What is IT Governance?

Decision rights and accountability framework to encourage
desirable behavior in the use of IT

G
v Who has decision rights and input to key IT decisions.
: B T Principles—role for IT
. B [T Infrastructure—what is shared and put in first
" B |T Architecture—integration & compatibility
e B Business application needs—what is required
B [T Investment & Prioritization—how much and when
What is desirable behavior in the enterprise.
B Sharing, reuse, cost savings, innovation, growth
What mechanisms are used to implement governance.
B E g IT council, process teams, architecture office, SLAs
How much business value.
B Responsibilities, accountabilities, measurement and metrics
Source: IT Governance: How Top Performers Manage IT Decision Rights for Superi
P.Weill & J. Ross, Harvard Business School Press, Forthcoming
J.-F. DAVID £ MIT Sloan Center for Information Systems Research_2003 - Weill
59
P
r
o
s 5 IT Governance framework
P
e
c
t
i
v
e
i Provide
T . -
Direction I
G
o - -
v Set Objectives IT Activities
e
r ® |T is aligned with the ® Increase automation
: business, enables (makg the business
n the business and effective)
c maximizes benefits > Compare ® Decrease cost
* |T resources are (make the enterprise
used responsibly efficient) :
® IT related risks are ® Manage risks
managed (security, reliability
appropriately and compliance)
Measure ¢ I
Performance
Think ...
- What is IS mgt, What is IT Mgt?
- Why only now, after 40 years of "mature” IT?
J.-F. DAVID
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P g ]
7
o
s !
p -]
e
c
t
i
v
e i v
- PN T
W1 manitor the processes ¥ ~ [t | FO1 el o arstegic I plan
! M2 assess intsenal certrel adequacy X ~N13 FOZ  detine the information archilecture.
M3 obiain indspendent assurance 7 9 |2 PO3  determine the technolcgical directicn
T M4 provide fer independent audit L ey e P4 define the IT crganisation and relationships.
—— — POS  manags the IT investment
PRl POE communicate management aims and directicn
G PO7  manage human resources
FOB  srsurs compliance with edemal requirements
o OO assess risks
v PO10manags projscts
® POT1 manags quality
r
n
a
n
c
e
D51 dafin and manags service levals
D52 manage thirdparty services
D52 manage performance and capcity
D54 ensure continuous sarvice
DS ensure systems sseurity
DSE  identity and allacats costs
D57 educate and train users
DSE  assiz and aduiss cusomers Al identity autcmated sclutions
D59 manage the canfiguraticn AIZ acquirs and maintain applicaticn somware
DS10 manage problems and incidents :}j E;'; Zx Wn‘;‘x '::‘ v:i‘(ﬂ:dﬁi inrastucturs
D511 manage data 4
DS12 manaqe tociltiss Al install and accrdit systems
J.-F. DAVID D512 manage opsrations Al manags changes

P
r - |
o
s 5 IT Governance framework |
P |
e
c
t
1
v
e
I
7
. IT Governance
3 DIRECT
. Objectives IT Activities
7
n « IT is aligned with PLAN Planning and Organisation
a the business, Do Acquisition and Implementation
n :::m:::":“ﬂ CHECK Delivery and Support
c
e maximises CORRECT Monitoring

benefits

© Manage risks Realise Benefits

. resources are
. - security Increase Decrease
used responsibly « reliability | Automation. | Costs - be
= compliance | be effective efficient
« IT related risks
are managed
appropriately
REPORT
Think ...
- What is specific to IT Management? What is the difference with
usual management?
J.-F. DAVID
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I3
.
o
s 5 ITIL model
P
e
c
t Top Scorecard Suppliers
1
v Cust; . Innovation
5 Perspecine | | & Gt | | Intermal Pmmml | Finance
/
g Jocat i Service. Dellvery
G
® | . Auatabily Minage ment & |
v Relationship Senice EE
e ™ Lanagement Buidl [ Senice ] ¥ ) T
r & [yl Design
n Test Financial umm:'
a
Senice Level
" Sl o 1
e
User Service Desk
heident
Managenent
Iolan aggerment hanagement
Managerent
J.-F. DAVID
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P
r
o
s 5 IT Governance improvement E [l
P
e
c
t
e
’T Line Business Deliver Effective Business
of Requirements | | EELNETLELTE I Satisfaction Customers
N Business || - qualiy | -
v (LOB) « Cost I Manage 1| - satistaction Survey
o * Service Demand ) - Benefit Analysts
e - Responsive Time I - Repeat Business
o - 1 Employees
a | Analyze
% Corpetate Investments |
. IT|
e
[ Pian & Manage I I'?o'};:er-s
IT Governance || Work . IT Performance
= Funding o 2
. | = Benefits Delivered
T o ST;EZE?SQES Optimize l| - Timeliness
= Resource Capacity I Resource Capacity | :E?;:‘WHMW Partners
I
= 1
Regulatory |l Quantify Regulatory
Requirements || Benefits I/ compliance
Rregilatoia = Sarbanes-Oxle ]| ~zEpE i Regulators
i . - Internal Audits =
» Finance Audit Measure Key | - S s
% [} Performance
Indicators
J.-F. DAVID
64




P
r
o . 0
s 5 Maturity scoring
e
c
; Process Informal Defined Repeatable Measurable  Ouistanding
v Area
: P c T
{’. Manage Demand C T
f ?:::fb:nntr C T
5 e C iy
’ Eesource c s
a Capacity
Z Quantify Benefits c T
e
Ao C i
Indicators
C = Current
T = Target 1
33 - 35 e Outstanding
2632 e ,-3' Measurable et
19-25 e E Repeatable
Think ... 12-18 41— g Defined
- is CMM a tool ey ! 3
for all? iy !
R ora g _Process Improvement
65 = »”
P
r
o . .
s 5 CISR study 256 enterprises, 23 countries
e
c
t
i
v
PP High level statements about how IT is used in the
e IT principles Bheiness
I
v An integrated set of technical choices to guide the
G ) organization in satisfying business needs. The
o IT architecture architecture is a set of policies and rules that govern the
v use of IT and plot a migration path to the way business
f will be done (includes data, technology, and applications)
Z . Strategies for the base foundation of budgeted-for IT
g IT infrastructure capability (both technical and human), shared throughout
: the firm as reliable services, and centrally coordinated
€ Strategles (e.g., network, help desk, shared data)
Business Specifying the business need for purchased or internally
application needs developed IT applications
ROV ED LR pecisions about how much and where to invest in IT
prioritization including project approvals and justification techniques
Think ...
- Who does what in the organizations you know?
J.-F. DAVID
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5 CISR study 256 enterprises, 23 countries

IT Governance Archetypes

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

1
T Business A group of, or individual business executives (i.e., CxOs). Includes
committees comprised of senior business executives (may include C10).
G U GUELGG Excludes IT executives acting independently.
o
v
e IT s 5
’ Individuals or groups of IT executives
n Monarchy
a
n
c Feudal Business unit leaders, key process owners or their delegates
e
Shared by C level executives and at least one other business group (e.g.,
Federal Cx0O 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, infsrmation Ecology.” Oxford University Press, 1997
J.-F. DAVID & MIT Sloan Center for Information Systems Research 2003 - Weill
67
P
r
o
s 5 CISR study 256 enterprises, 23 countries
P
e
c
t
i
v
; How do enterprises govern?
1
T
G
o
v
e
7 Most
n |:| common
a pattem for
n all firms
c
: s
® The numbers in
.E each cell are
a percentages of
P the 256
o enterprises
g studied in 23
§ countries. The
columns add to
3 100%.
[
@ 2003 MIT Sloan CISR - Weill. Thiz framework is ad.
Weedham's work originally published and copyrig
J.-F. DAVID CISR as Working Paper No. 326, "Don't Just Les em: Implementing

68

Effective IT Governance,” Al 2002,
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5

CISR study 256 enterprises, 23 countries

Effective IT Governance requires
harmony in two directions

Enterprise
Strategy &

Organization

IT Governance

Arrangements
- Decision Rights via
Monarchies, Federal etr

&

Business
Performance
Goals

IT Organization &
Desirable Behavior

IT Governance

Mechanisms
{e.g., Committees, budgets etc.}

IT Decision
Domains
Principles
=Architecturs

“Infrastructure
=Applications
*Investment

IT Metrics
& Accountabilities

“ Harmonize What

& MIT Sloan Centes for Information Systems Research 2003 - Wieill

]

Harmonize How
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Critical Success Factors

Don’t Just Lead, Govern! — Critical Success Factors

Governance leverages the ingenuity of all the enterprise’s people, not

just the leaders, while ensuring compliance with the overall vision and

principles.

Transparency: more transparency == more confidence.

Actively design governance: ineffective governance is often the result

of governance by default and uncoordinated mechanisms.

Know when to redesign: implementation takes months—only change

governance when desirable behaviors radically change.

reinforce & redirect behaviors.

Educate: educate managers why governance is important—engage,

Good governance requires choices: Only a small number of goals,

behaviors and metrics can be optimized by governance.

senior management.

Have a clear exception handling process: exceptions are how
enterprises learn—should encourage debate but escalate quickly to

Ensure IT governance is owned and has metrics.
Design governance at enterprise and BU levels.

Can your enterprise pass the acid test?




P
i
o
s 5 Some structures...
e
c
t
i .
v Information
° contract .
I Project Manager
T .
functions
G
o
. Information
’ contract
a
o Project Owner
e
Method & Projects Group:
Mixed professionals & IS
Detect needs
Stimulate the function
Both IS and Organisation
Think ...
- What are the specific reasons why it does not work so well?
- What must be the knowledge and objecti of MPG people?
J.-F. DAVID
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P
r
o .
s 5 Portofolio
P
e
c
t . Current Portfolio Map ran W
! | Filtered by: Include all active projects. include all active assets
v | Size of bubble indicates: Budget
e | Color of bubble indicates: Business Objective
. |
T Risk
25 L]
G
o
v
e 0
r
n
a
: . o
o @
e
W &
. o . .
: O
L ]
N @)
0 5 50 75 100 125
Vale
B (o Business Objetive) B 10% Incmase in Revenue porEmpbyes 15% Grwth in ParnerChanns ks
B 25% fremase in EBITOA T 50% OnTirm Shipment Bl 9 Month Rebate Cyck
J.-F. DAVID
72 Think ... What is your mental methodology to trade-off between strategic opportunity, profit and risk?




5 Metrics of interest

DS T"00OT OO

Competitive Advantage

Growth, Agility, Image

Income Statement, Balance Sheet,
Cash Flow

ROIT™ (EVA / IT Spending) , IT Spending
NPV, Payback Period, IRR, Project Selection

®POSVITO<O0OQ -

Key Business Metrics

(Revenue, DSO, Sales Cycle, Productivity)

Total Cost of Ownership
Key IT Metrics (Staff per user, Call Time)

3
r ’7
o
s 5 Intangible Benefits & Risks E [I
P
e
4
t
i
5 ——Alinean ROl Dashboard™ Model —— « Costs
I * Business unit
T
s Costs vs. Benefits *IT costs
f TANGIBLE ROl ro o * Tangible benefits
: e :;w * IT cost reductions
: yhack Farkod * Business op efficiency
@ Resources . R
n Schedul & * Business strategic advantage
INTANGIBLE
2 ml:nd BENEFITS A » Financial impact
fove Strategic “;u':.r?w * Revenue/profit
i nm' ,,,,:., » Operating expenses
. xw' Capital o ) * Accounts payable

» Accounts receivable

* Inventory

* Net fixed assets

* Risks
* Intangible benefits
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Contracts

Service contract
signed for any project
part of project

G
7 - Application definition and objectives
- Project owner (function) responsibilities
a - IS responsibilities
o - Revision conditions
- Service level
- Education
- Implementation rules
- Indicators
signed by operations and managers
same for internal and external
J.-F. DAVID
75
P
E Quality indicators
‘
Y Usually around 30...
L 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 :
a 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
J.-F. DAVID
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5

Productivity and Function Points

Systemic approach of programming productivity

’ Nb queries
\ / Nb interfaces

G

Z Program

a — —_—

5 Nb input t Nb output

. Nb files

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

J.-F. DAVID Think ... Is that kind of method applicable to other d ins?

77

P

g 5 IT and COQ....

. Ex:

:

. Staffs  57%

, Machines 12%

T Network 31%

G Prevention: education, tools, checklists, code reviews, planning, QC, ...

v Control/Measure: Phase reviews, tests, reports, audits, ...

e Failures: Stopped projects, bug correction, change mgt, re-runs, stops,

n virus, ...

: Base Prevention Failure %
Personnel 68% 13,6% 18,4% 57%
Machines 60% 21% 18% 12%
Network(data) 80% 4% 16% 12%
Telecom 67% 14% 18% 19%
TOTAL 68% 14% 18%

J.-F. DAVID
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5 IT and BSC...

Custamer

/
2
G
o Middrange change
v
e
r
n
a
n
c
e
For internal IT development group, a sample scorecard...
Organization Agility 7 Nb of reengineered processes/year
Image 2 Image indicator
People 5 Morale index
Absenteeism
Innovation 4 % innov vs existing
Speed 7 Time / function point
Delay demand/delivery
Client satisfaction 9 Ratio treated vs demanded
Claims nb
Engagement observance (pts, t)
Product Q 8 Bugs / function points
Fulfillment delay
Production cost 5 $ | function point
J.-F. DAVID
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P
r
o
s 5 IT and processes...
P
e
c For internal IT development group, a sample value chain (processes) ...
t
i
v 01- Client's needs knowledge
e 02- Study/complement specifications
/ 03- Study demands impacts (estimation, points)
T 04- Develop formal contract )
05- Studies, production, quality planning 26- Pilot / Control dvpt center, scorecard
G 06- Project launching and follow-up 27- Prepare plans, budget, ...
o 07- Development management 28- Negotiate plans, budget
; 08- Software objects production 29- People management
M 09- Prepare middleware and data structures 30- Resources management
n 10- Integrate versions 31-Finance management
a 11- Implement versions 32- Internal/external communication mgt
n 12- Correct bugs 33- Technological scan & intelligence
g 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
24- Data/ Application directory
25- Dvpt process control
J.-F. DAVID
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s 5 Spice...
p |
e
@
t
- -
i L
. Process dimension:
e
; PRIMARY PROCESSES ENG SUPPORTING PROCESSES
T Development
G Acquisition
@ Preparation Software
4 Supplier selection requirements
© Supplier mar analysis
; . Cus Software design Quality A
a Supply Software . .
i implementation Verification
® Requirements elicitation Softwa
e
Operation . Joint review
System operation
Customer suppeort Audit
Problem r
ORGANISATIONAL PROCESSESJ
MAN Infrastructure
Management Human Resource
Project management Management
Quality management Measurement
. . Process improvement
Risk manage ment Reuse
12
J.-F. DAVID
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3 ]
7
o
s 5 Zoom on processes...
P |
e
c
t
i
v
e
1
T n
6 Supplier EZ ) Client
o
v
e
r
n
a
n
c
. [Efficiency) (Efficiency |
=Qualtyé
=Conformance - Delays = Conformanc e
- Batisfaction « Ressources - Salisfaction
Think ...
- Why are the 3 (Quality, Cost, Delays) criteria not sufficient?
- What is a process "finality"?
- Must a process be completely defined ?
J.-F. DAVID
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o
s 5 Zoom on processes...
e
c
t
i
v 2
e LA
, % cLEnTs A
‘ PROCESS I:l LIE
G
o
v Product/Service
e
r P
a
] [s o -
n t -“\f‘l"
p i Fc' I
e i
D g
B | 7% g. | &
n
i
E H
Dept 1
# 1
P SUPPLIER i
%'.'% PRO?:IESS E
J.-F. DAVID
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P
r
o
s 5 Incremental or Breakthrough? BPR ?
P
e
c
' ! !
i i .
v T | Which process?
€ Importance
/
-
f Performance
; break-throughs
n "Benchmarks" gl
a
n
; = B JAMES CHAMPY
e o 4 e
incrémental -
v, Quality mdre
. Incremestal > + Tt
Think ... Iprovement \\ CTIC
- must we benchmark mainly with > AT
competitors? ’
- Which process must we outsource? =
In what case? §
- Which process can we outsource? E /
- Is BPR incompatible with Kaisen? § ‘ £ : :E;;':”.,
a « Speci dists
J.-F. DAVID L ™
84 Time =i
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o .
0 5 Improvement Consulting Methodology?
e
c
! Phase 1 Phase 2 Phase 3
v
e
PROBLEMS RESSOURCES CHALLENGES NEW
I ORIENTATION AND LEVERAGES CHOICES SOLUTIONS IMPLEMENT
T
G 3
o SELL L = 3
: PROCESSES | -
r PROCESS
2 1&,& REDESIGN
. =z | i
c STRATEGY E 9 ’
6 VISION ORGANIZATI L L
0 _ 7 10 cLr
PROCESS s
- — —| /7/ {—| LIMPROVEMENT| —| g
INITALEZE QPPORTUNITIES INSTALLATION
2&“ 5 -
*l H ae==
CLIENTs — 11 D
NEEDS FTECHNOLOGIE - L
6 i - METRICS
(_ o)L
FINANCE
| 12 ToTAL quALITY |
J.-F. DAVID
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P
r
o
s 6 IT and Strategy
e
c -
t P
! g
v ..-‘-
e Where /
] 72D MarKeting Mix
R O Core: Qthologles
0 "World
v \,
e N
r N
o "
" What/ [ Client “capture™
n 5 Competitivity Forces
® Added Value + Technology
Alllanc?/ﬁ//now-how .....
w m Tec alliances :
ai
J.-F. DAVID
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6 Portfolio

| Attractiveiss !

P<~~00T®WOTY

/

2

G Tl

o "‘ ..“

v L]

e : ; 1

r desinves 1 wantl

n

5 B /

n

c

° invest
Think ...
- What is the difference between BCG, McKinsey, ... portfolio models?
- Can portfolio model be applied to IS/IT?
- Building a business plan, what is the right sequence for SWOT,

Vision, Competitive analysis, Portfolio approaches?
J.-F. DAVID
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P

r

o

s 6 What...

P

e

c

t

i

v New Intrants

e

I

7

G

v Competitors

: Suppliers = <f— Clients

n

a

n

c

e

f

Substitution
M.Parter model....

Satisfied --> Excited --> Delighted

Added Value Service +++ (Customized?) = Idea

The generic strategy: Idea + Emerging Technology
- Upcoming information stream

- Experience curve + proposition to competitors --> new activity
J.-F. DAVID Think ... Apply this kind of thinking to your industry, your pany...
88 - Just dream: What kind of impressive customized added value services for your clients?
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6 Activity moving...

L Vi :

G Paradigm changes

o

v

: Banks --> Insurance products, Retirement products, ...

" Insurance --> Travel, Retirement, Leisure, ...

n Credit card --> Luxury, Services, ...

c - .

o 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, ...

J.-F. DAVID
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P

s 6 Refocusing or diversification? @

t

’T Products/Markets

G

:

.

e

Think ...
- What kind of problems to find the right alliance in ICT?
J.-F. DAVID
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6 Method 1: Paradigm change + List of Product/Services

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

POIVITOSO0OEH —H= O<STTOOT OO

b) List of product/services service
How can we add 1
4 more customization services

¢ more ICT

ICT

J.-F. DAVID
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6 Method 2 Decision matrix

How to decide go/no go ?

A
benefits DO
PROTO

POIDITOSOH == O<T"O0OT OO

INTELLIGENCE

ABSORB NO

risks

J.-F. DAVID
92
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Intelligence

Technological

G
v Fundamental Science
e
r Competitive s
. Information System
Z Economy Products
‘ Strategy Processes
. Shared Clients
Clients
Markets
Suppliers
Sociology Staff
Politics
Culture
JF DAVID General economy
93 Ecology
P
s 7 Intelligence
! TECHNOLOGY /,—\\
; ’,--—\::!ISSION?__/ —
I oL NEW !\ DIAGNOSIS e
T U Targeend
|-nsp !
G s <ECISIONS
o A| owo a
v G
v E
Z NEW DIVERSIF . Tnmﬁ?uxm
.
95% of useful information can be obtained by intelligence
£
% gray information intelligence intelligence d:n'm
(-]
white informati o intelligence oty CHEoen)
open organized ilbegal
J.-F. DAVID & deontelogieal
94 technique used
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7 Intelligence

Pioneer
= Mo
* Mot proven

ATM
Data
) Mining | Video
Fuzzy Logic Personnel
Digital
Assts
Neural

Leader
* Accepled * G
by a few ac

Woridlow

Obsolete
 Later technodogy
Supenon

Accepted Standard

ralty * Most use it

Inferactive
Operational
ElS Image
Psnl Info
Mgrs

Fublishing
image

Groupware
Expert

DO 3I®HITO<OQ

Systerns
Data EDI

Nets Networks

Graphical

Interface

Y

Evalition

Benefit
-
-
-
-

J.-F. DAVID -
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7 Intelligence

O<~~"00THOT

i
1- The majority of collected and communicated information by individuals
and organizations have little to do with the decisions which they must take

- =

2. The majority of information used to justify decisions are collected
and interpreted once the decision is taken or almost taken

3. The majority of the information collected in response to a request
are not taken into account at the time of the decision-making

®OS0O3ITO<OQ

4. Whatever information is available at the moment a decision is
considered, one claims additionnal information

5. One complains that the organization does not have enough information
to make a decision while not using information available

8. The relevance of the information provided for the decision taken is
less manifest than the insistence with which it is collected

J.-F. DAVID
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®POSVITO<O0OQ -

7

Cultures

identity
A

totémic holomorphic
strong

weak | technocratic externalised

| - .
strong weak » extraversion

4= O<~"0O0T OO

DOI®LITOS<OQ

Organization

e chain, ...
ge effect on strategies

- Structures vs Activities
- Matrix type Mgt system
- Conflicts solving




8 Value Chain
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Value Chain

A

!

T Ny
W

G - H.R. Management
=

° =
= Finance

. To Knowg

; = Purchase
o

a a

n a

c 3 L

e w

Research &
Produce
Logistics

Make Know

e
3

Main activities

i i Know-How

J.-F. DAVID
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5
g 8 Processes
‘
. T Fondam. Research
afxel meaence Define the product Plans & Prototypes
T ?mu?i i Test the concept Technical Changes
echnical Doc 2 g
6 Proposals Detailed Dvpt Process definition
o Technical Reclaims Technological Scan Plant modification
. Future needs | Quality process
n Management Cost Ctl Process
5 Finance/Accounting
c cross| Administration PRODUCTION
gu??.;‘ Re§sogrces Manufact. Plan
MARKETING AL Capacity planning
Plant Floor Mgt
PR
kReoTh OD]MKTG. Stocks Mgt
Clart Wt Salesfproduct Plan Reception Cf
:;ff s“:%s Orders Scheduling Shop Floor Mgt
Distribution Special Orders Automatisation
Reclaims Maintenance
Think ...
i D,%Ig - Why is this "circle" repr of pr more efficient than Porter's arrow?
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s 8 Alignment story....
P
e
; é % i £33 ;5 . E ..Be\lnx A_Supparts
v LR g 4 £ 4 N . ' R
° TN T | [T
7 IR A Pramct ion
R R R
G LEEERRERIRNIN W .. roChannels
o L4141 5 K o35 4.4 5 3 @ M- LA _Metuork)
v SR
e 303103 3 3% 3n1 4% o4 84 -
n !
a 1 4 3 3 3 3 4 * % 3 3 a3 .lnvnnlury_n']l
n MR S B osace rares
c 4 33 4 a2 3 12 % 32213 4 o3E
e
M ronir
CERI/Btock_ordar
M-
| !
W oneric b
. CERRZ o
J.-F. DAVID
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P
r
o
s 8 Process management
P
e
f What is Process Management?
i
v A business process is any broad collection of activities within your company that
e is involved in the ultimate goal of developing your product or service for the
I customer.
T Business processes are typically evaluated from the customer's viewpoint.
G Ensuring a smoothly running business process is critical in maximizing the added
o value you are providing to your customers.
; Managing the key processes efficiently is critical to the success of the company.
r But managing the processes is harder than it may seem at first - mostly because
n these processes don't stand alone, but interact with one another.
a
n
c
@ 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.
J.-F. DAVID
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P
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s 8 "new" value chain
P
e
c
t
i
v
e
G
o SCM CRM m
Supply Chain Customer Relationship
? Management Management ol
n
a : [ ]
n
. ERP *
Enterprise
Ressource
/ Planning L4 (]
BI KM W
Business Knowledge
Intelligence Management
J.-F. DAVID
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P
r
0 n "
; 8 new" processes
e
c
t
i
v i
¢ Order i . . L]
/ B Listen to client voice -
v ol Design product/service
Supply snp
;3 Friliee ?’Ievt:iug offer
v Transport ‘ o artre c;lg | >
e Deliver Folrll a -
n Invoice oltow clien []
° Reclaim
(4
e
Control
. Measure m
- > [
/ Finance W
Know manage people
manage knowledge
J.-F. DAVID
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s 8 Processes or Softwares?
P B
e
c
t
i
v
e
! Business Strategy
-
G S Commerce
)
v
. U C
’
n P L
a P 0 . i |
n [ Oracle, Moyex,
P L B Supply Cha T2 b E
e Management N
E T
R S
S 2ol 'gEidsir.ess Intelligence, Decision
Toohnical Infrastruciore [
IBM strategy partial view
Think ...
J.-F. DAVID - Why such a vocabulary mixture bet Pra and Softwares ?
105
P —
i
o
s 8 Sub-Processes
P B
e
;’ Investigate, amazement reports, ...
i Moments of Truth CRM
v Clie.nt intellig?nce . Manage opportunities
€ Claims analysis Manage territories
/ Listen to client voice Forecast sales ]
T |, Design product/service Answer REP/RFQ, bids
& Invent product/service Develop offer Iéegoh.ate
Analyseftest the needs : uotations
° A Marlketing Issue / Manage contracts
v Design the system
o Defu%e roceises Cle s Sell
; Prototy]l:e Follow client. Take the orders
a Design subsystems
n Industrialize
¢ Negotiate sub-¢ontracting
° Integrate Manag ¢ service demands
Test Claims management
Deploy/Control Q Provide support
Document Manag e real time services/mail s
Amnnonce Y Manage call centers
Campaign management
Constitute the offer Customer segmentation
Fix the pri Customer value management .
pree Analyze the markets Fax, Email
Manage the accounts Anal;ze customers Phone/Call centers
Follnw-.up prnﬁb’]?roducts Analyze competition | ¥ | Face to face
Promotion campaigns / Internet
Route to markets
Manage catalogs - Dealers
Visits/Contact manag ement
Agents
J.-F. DAVID
106




P — ||
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o
s 8 Sub-Processes -
P ]
e
@
t
7 Provisional order management
v Sales planning
e Production planning
; Budgets, cost analysis
- I Manage customer orders | Capacity planning
G Study suppliers performance Maintenance
o Use the market places CTL/Quality mgt
v Answer bids(RFVRFP/RFQ) Order Plan floor planning
f Negotiate with suppliers - Buy Product assembly
Manage contracts Suppl
Z Ordcrg Prgllilu);:e gliana.ge intermediary stocks
n Inf hange, auctions, d: ic tradi anmig
" 0 exchange, auctions, dynamic trading Transport Control
e / Deliver Order
Manage finished produets stocky Invoice
Tlan supply Reclaim
Supply
B“Y_ °‘jder5 . Manage transportation
L°815h_°5 suppliers Manage distribution
Rece_ptmn Manage warchouses
Quality control Picking and conditioning
Mateh (invoices/product) Delivery planning
Supplier payment - - Delivery fllow-up
Inveice °l‘°_"t5 Management of retumns
Cash/Reclaim
J.-F. DAVID
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P ]
: -
o
s 8 Sub-Processes -
P ]
e
c
t
i
v
e
,
T Control
Measure
f Listen Finance Manage people
v Know Manage knowledge
e Anticipate
; Decide Finance management
a General accounting
n Asset management Staff management
¢ Pay management
. . . Treasury management ¥ &
e gnwronne_rallle.nttal]ll_ntelhgence Accounting and finance plan R““‘it_mf“t
ommercial intelligence Projects management Educa!:mn
Technological intelligence Tnvestments management Incentive Management
- - Infrastructures Unions relations
Strategic plannis .
Operational planmin. Information system
P P 2 Communication system
Business rules Management reporting
Client rules Finance reporting, ABM
Supplier rules Q reporting
Auditability
J.-F. DAVID
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Processes in extended entreprize

MM Mw
Objecitees
Leaelligence
| e [m.wanm..\&l;.l‘hlmé o
T -
of - €8, quotations
G . Industealie
o
v A
‘: Prodaction plaanings
n Manufactating
a Frodsction plans
n
c
e
Manufactunng
Sales
>
Fisnsce mgt
" Prime contractor Feogle mgt Supplier 1
J
Think ...
- What are the main B2B Challenges (standards, deals, power, cost pressures, ...)
- for suppliers
J.-F. DAVID .
- for clients
109
P
r
o
s B2B...
P
e
c
t
i
v Muin musmgfuctiirer Suppliers
e
; Donurin Donuin
T i
Sell LAOHICHE, »  Buy
G e-aHcion
o
v
e-procirement
e Procire % ' = Daliver
7
n
a e-design
g R&D o > R&D
e
iy chai
Producﬁon‘ KLy e A ’ Production
- e-biiling
Acconnting e-payment _ Accounting
Suppliers » Cusiomers
Al < e-collaboration / e-share > Al
J.-F. DAVID
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P
r
o . .
s 8 Hoshin Kanri
P
e
@
t A Measuring the business syslem as a wholo y——
{/ & Sutling core cojectives of the business
e Al which the business
operates
1
A Defiring pracesses that make up Ihe System, and their aclivilies, goals, e
G and et o
e
G A Providing resources to pecform activilies 1o achieve business cbjectives. L ——
o procewes .
v -~ betnanmh i o ::wf.l
e
r
. Management ScoreCard (insurance sector)
n [
C I oz
€ Hoshin = a course, a policy, a plan, an aim | Results balance 5 Dammags
st
Paradm Firancisl produztal Revenus ratio
e Hetmuarance
B Ei G 5 TContracts +. Vonwms «
| Contracts - Volums -
| Covarage raticn, nb conractcient
! Penetraton rate:
Kanri = administration, management, control, charge of, care for : | e et e ki
Poophe competonce R Seucion dave
Hoshin = Policy Deployment ::;‘:n‘;mn
Cilent's satistaction i e
lc-nn--n- by
Leadership i Wi sarvny S
J.-F. DAVID
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P
r
o
s 8 Hoshin Kanri (key methodology)
P
e
c . .
t Processes Strategic Weight
Y \\ of Processes
e 01-Study the market | strat, ..} ",
02-Design products mewcnmncls Ml:lng, ‘r:chn Dem. 1 E
03-Gales sector (prosp prospect file) “ I 01-Study the markd
! N CEm— ]
04-Sell pricing, 02-Design productd
! " p il ; — s bvesor
06 clients ( follow-up) Yt 04-Sell (informatior]
G 07-Invoice payment actions (computation, letters, cashing, reclaim,..) . — 05-Contracts manaj
o 02-Damagesrefund and payment (open files, inquiries, payment, ...) N, = ﬁ:z::‘“:;"““:
08-Client follow-up (follow results, negotiation modifications, ..} 1 meny
v 08-Damagesrefund|
; / —— -: =i s |
r % 10S-People manage
n 108-People (enroll — . ¢ 115-Finance manag
S 118-Finance management | Control (budget, controls, measuremems. -] — -gtu'slxpem struchy
128-Experts structure management e 138-Reinsurance mj
% 13S-Reinsurance management 14S-Communicate
c 145-Communic ate (internal, external) 1584nfrastructure
e 158nfrastructure supply (IS, faciiities,... )
\ Leverage effect
E £ r) =
de (=l =1 =1 1-1=1=1-1=1=1~01- [z [=|"
(L0 o S N T T T N N T T TN TN TN TN N
01-Study the market F] T T T 0 T
62-Design products. F 3 I EN I p [N I T
03-Babes sector " T T E T T T T % T
04-Sell F N I N I 3 1 BN I N
O6-Maintain clients 1 T z P Y S W S -
Q7-nvoice payment actions = F) T T 0
0 and payment |5 T T 0 0 z p 3 T : 3
105-Peopi m 0 - P I ; % ; D
115 I Control = T T T
128-Eaperts struchies managesment 1 = Y T g T T T 0 T 0
138 [ T 0 T v 3
4 148-Communical B 3 0 T T=
L D?‘IIIZD Iﬁs-lmnlrucn-: supply T ‘: T : T T T T :‘ ;
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8 Motricity / Independence

e
Sunemn R
R R
ERE - B - B R
I R = -
- ] omo I
IR - L] " " ! o "
; B Eee H ' 'motors i levers
- a1 da i H P -
i ans e L - ‘
@028 o0aa ' . F i
G TR LY b 1
o i
v i
- |
e L=l Culumen
r i :
i i
n s i
a i : Eral, s
i
c )
e i
In "my" use of words, lever in "hoshin kanri" approach, is used when 1
something plays on something different (projects on processes |
processes on strategies, strategies on vision, ...) '
L - i
' TRy Lo
In the other method, where people try to disentangle a complex I dependanf
problem of interference of objects of the same category (people on s 3 :
people, processes on processes, strategies on strategies, ...) and try to . e o - u
detect where is the "hen" and where is the "egg" and where to start, Hoavivrm wivadh
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.
J.-F. DAVID
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P
r
o
s 8 Process vs Structures (ABM/ABC Prototype)
P
e
c
t
i
v
e)
Ca Mg Jcmu [cn [ &P | &5 | e 5. oR W | == s. Da=
! mD . vai | . ca | ea |w T | ue
T i " Smi | m m
G 01-Study the market o I = .
® 02-Design products a L d Ll s
v 03-Sales sector management 3 ] W] 2 B » Lo 2
e 04-Sell 2 E) a0 0 o E] 0
r 05-Contracts management 2 5 20 ) 2 2 0 20
n 06-Maintain clients 2 HEEE 10 o 0 0
z 07-Invoice payment actions 2 3 10 0 ] @ 5 0 5
pa 08-Damagesrefund and payment 1S 0 10 1000 10 El 10 0
e 09-Client follow-up 3 [ s | @ 0 5 s
10S-People management 0 3 0 [} 5
11§-Finance management / Control 3 3
12S-Experts structure manag it 3 .
138-Reinsurance gem: = = —— - - =
14S-Communicate T T p— T
15S-Infrastructure supply 3 )
Think ...
- Why is that matrix repr ion of org not freq t?
- Who must cross-functional prc ?
J.-F. DAVID
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- When there is a conflict between silos and process owners, which mechanism?




8 Organization and Structures (Mintzberg)
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» Simple Structure ii—)
/
-
G * Machine Bureaucracy
o
v
e
’ .
7 + Professional Bureaucracy (__—O—bj
a
n
c
Lo . QD
¢ » Divisionalized Form R
» Adhocracy Y
Wb { ]
— +... Missionnary E =
RETNIEEIEN
N ] s
— +...Political ~
AN
|
J.-F. DAVID
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P
r
o . .
s 8 Organizations
P
e
c
4 Direct supervision
(/ One person gives direct orders to others
e Standardization of work processes
One person designs the general work procedures of others to ensure that
! these are all coordinated.
T Standardization of output
G One person specifies the general outputs of the work of another.
o Standardization of skills
v A person is trained in a certain way so that he or she coordinates
J automatically with others.
. Mutual adjustment
a Two or more people communicate informally among themselves to
n coordinate their work.
c
e
» Operating core
—  The basic work of producing the organization’s products and [ e ]
services gets done. \ - _J_,__
. it
» Strategic apex ) (’( ™
—  The home of top management i \
« Middle line -
- Managers who stand in a direct line relationship between the
strategic apex and the operating core. . /}
» Techostructure T
—  The staff analysts who design the systems by which work s o ‘
processes and outputs are standardized in the organization. M
*  Support staff o T e Pt
—  The specialists who provide support to the organization
J.-F. DAVID outside of its operating workflow.
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8 Mechanic vs Organic, Life Cycle

cqmplex

Decentralized Decentralized

Structural
o .

Prime Co-ordinating

Key Part of Type of
Or izatic D

Simple Structure

Direct supervision

Strategic apex Vertical and horizontal

Bureaucratic Organic centralization
(standardization (mutual adj 1t)
/ of skills) Machine of | T Limited horizontal de-
T stable dynamic | Bureaucracy work processes centralization
Centralized )
G Bureaucratic Centralized Professional Standardization of | Operating core Vertical and horizontal
(standardizati Organic Bureaucracy skills de-centralization
o on of work (direct supervision)
v - n . N
processes) Divisionalized Form Standardization of Middle line Limited vertical
e outputs decentralization
4 simple -
n Adhocracy Mutual adjustment Support staff Selective de-
a centralization
n
c
e
FUNCTIONAL ——,
1 DIVISIONNALIZED  —
) \
a -’;
ENTREPRENEURIAL- ITICIZED
BIRTH DEATH
J.-F. DAVID
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s 9 Where to start alignment?
P
e
c
t
i
v ref: Henderson /Venkatraman
e
Strategic execution Technology transformation
/
T Organizational Technologies
G approaches as
o fist leverage
v
e
r
n
a
n
c
° Service level
Technological Competitive potential
. . Strategic use
implementation
of
I.T.
H " {1 H n H i
Where is the "anchor", where is the "driver"?
J.-F. DAVID
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9 Where to start alignment?

Figure & Strategic perspactives

I

A

G

o

v

e

r

n

a

n

c

e

5

s 9 Projects

.

!

Y Organization finality == Sub-finalities —p PROCESSES
! !
o

f CSF imagination

a Vision Strategic objectives PROJECTS
c

e

- Reflection over the present (lack of satisfaction, what is missing)
- Desire or will to fill these lacks

- Implementation of actions at the service of this desire or will

- Organization to channel the actions

- Regular evaluation of the progression

Implementation of an organization by projects is a delicate activity,
because it requests to create effective imbalances, for it leads to
transform companies beyond their only organizational aspects..."
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9 Projects...

il
i
i

A project is

- a coordinated set of works,
- accomplished by people

- using means and supports

AREEEREERRD

I
T - in order to equip a company with a - > C
G product, a service or a system
v - to deal with anticipated situation aimed
e - at the slightest cost
’
: the cost can be financial, social, human, 5
n technical
c
e
Eﬂet}we
Management
Thind Edition
Traditional,
Adaptive,
Extreme (L]
Tt K. Wymrkl
iy
——
I3
r
o
s 9 Project sequence
e
c
t
i
v
e
1
s
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P
i
o .
s 9 Projects
P
g Project typology by economic importance for organizations
! Type A Type B TypaC
v
€ Grganization
I Projoct
G
o
v
f Various organizationnal structures for the project...
Z PROJECT COORDINATOR
n FUNCTIONAL STRUCTURE s
unct NG
c unction
e Think ... [e—— (I 1T1J] T
- What best organization . Function peaple W FeeE i ki
for your projects? sseee sl i
Project Kon hiersschical
Coordinatos ik
- Management of projects
vs OUTSIDE PROJECT
PROJECT MANAGER e
Management by projects i
Function Manages
Function peopie = | Function peaple
- Difference between 1 I M W gt b G @ O & st
Process Management and 8 o 8 00 \ O i ® e L] L] \ w:-:*w
Project Management
i Project Profect manager Project Progect managar
| Wanager Irtprvention zone Managar intorvention zone
II Outside ressources Outsida resscurces
J.-F. DAVID | (industrial partaars, markats, spocialsts. ) (indesstrial partnars. markets. spacialivts, )
123 From Vincent Giard (IAE Paris) dans Cahiers Frangais (La documentation Frangaise)
P
r
o
s 9 Projects problems
P
. | DEADLINES
t - 33% of enterprise wait for 3 years (Xephon 1983),
(, - delayed backlog is 7 years (Martin 1984).
e - 5 years for Fortune 500 (Rosenberger 1981), sometimes 10 years.
; - Demand is 2 to 3 times supply (Alloway et Quillard 1983)
T 2  COSTS
@ - 60% a 80% of maintenance costs are due to communication problems
o (Lientz et al. 1978).
. -30% a 50% of overall costs are due to communication problems
" Strassman (1985)
a 3 REQUIREMENTS Project Resolution History (1994-2000)
. - 80% of development budget = maintenance
e Intellectual temptation
or ... perfection pursuit
C .
‘reeping specs =
or ... inability to say no -
Cavalry Echatienged
or ... therapeutic obstinacy
Enforced project
or ... go after others happiness without their consent
Project arthritis — —
or ... insidious paralysis = = =
The monster
or ... uncontrollable gigantism
Degeneracy
it YD) or ... memento mori
124




DS T"00OT OO

9 Prototyping, RAD, ....

Spiral cycle : a better adequation to needs

A /! Cumulative A
Caniar ges changes Beculti cost m
/ Stop by step progress
Spécificaton lonctionnele Validstion ;
1 \ /
T Concepton generale Intégration
N /
e Concephen cetaliée Tests untares
v \ /
e 1 Développement Codaga 2
:’ Seoves Fact Greud of Coreal -
a
n
c
e
Sruwra - Bt i el Cooesd
Diesbesrrrune: obyescinaes, Evaluabe slormstes,
aligmathes e identdy, resobve risks
canstraints - Fik.
f;{FVIF\u’
Lie cucle plan |
oo
R
N E L T _
Flan nesd phage ™ ———— nins Dievalop, verty
Sorvion) Ammlw "_,/ nend-level product
)
r
o
s 9 Projects and Change Manageme
P
e
f Group maturation up to Cohesion
; ——
, Organizational TOBE org
e Prototyping
1
T e,
G AS IS org
o
v ASIS IT
e
r
n
a TOBE IT
n
c
e

The Standish Group Report
Success factors  (EXITACY)
1895
+ User Invatvement 2001
* Executive * Executive Support
;"‘w“" - User Invalvernent
+ Clear Statement of . E::".:":.‘: .
Requirements. Clea age
+ Proper Planning ' w’ Bu,,:m
+ Realistic e
Erpect + Minimized Scope
Sigwe 1

LT po
erigina sindy 1993, mprdate 2001,

Levels of
maniry




9 Projects and Change Management

IT/IS consultancy : a possible framework

P<~~00T®WOTY

/
T IIT Strategy Erﬁ/‘:;:g;ﬁ:m Competitors'
© and Strategy Technology
3 Initializat [ ———————>| Business T Strat
. nitialization ‘ Alignmem rategy
,
n STV:C':::O‘;';" Current IT
a Scan Resources
n
c
e
IIT Planning
Enterprise
Model
Initiative .| [Initiative | . Initiative .| Management
Identification Justification Phasing Control
Enterprise 7
Technical
Model
Organization
Plan
J.-F. DAVID
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P
r
o
s 10 Concurrent Engineering
P
© L3 3
: Concurrent Engineering
’ Definition
e
7 “A systematic approach to integrated deve opment
T of a product and its related processes, that
emphasizes response to custom er expectations and
G emhbodies team values of co-operation, frust, and
o sharing in such a manner that decision making
v : 1 :
o proceeds with large interval s of parallel working
r by all life-cyecle perspectives, synchronized by
n comparatively brief exchanges to produce
a consensus.”
n
c
e = Competivity
= Delays
= "Time to Market"
= Quality
:g:'i‘zi‘t""s:;:;:::::f s maninestions Dvpt delays decrease: 30 to 50%
u Decrease of non AV Fall of modification nb: 65 to 90%
= Closer "break-even point” Reduction for time to market: 20 to 90%
s Increase of "bilities” (manufacturability, reliability, ...) Increase of total quality: 200 to 600%
"white collar" productivity: +20to 110%
Sales increase 20 to 100%
Invested assets profitability + 20 to 120%
In automotive and aerospace industry, a 50% expense exceeding for RnD produce a 5% profit
JF DAVID decrease on 5 Years, a 10% expense exceeding for Production gives 25%, a 6 months delay vs

128 planned gives 33% profit decrease !!!




10 Concurrent Engineering

Concurrent Design

DS T"00OT OO

Comept Detad Revisions Valid ation
'5:':.'; 5v| 184 550 ‘ FE ‘ Why CE?
/ = Avoid immature conceptions to begin production
T ‘ = Decrease design modification at the end of the process
@ — w0 = Avoid projects failures
e Desin S inge = Focus on hidden and indirect costs
v Longer Concept Thme = Prévention vs reaction
e «.....5horter Time to Market
r
n
a
n Project/Functions matrix
c Project t and - ~
‘ (S, e
éf [/ Purchase 0 Project Mgr
f [’Iﬂlemal Preduction : )
|/ " Methods .
= Project Mgr
Early invelvment of evarybody -
at the very beginning of the process... L
et Communication within function
Frovm Mictier L aute qui n'nustad paz
J.-F. DAVID
129

P
r
o . .
s 10 Concurrent Engineering (DoD effort)
P
e
c * CALS (start DoD 85)
f — Reason: Volume and reliability of documentation !
; — From MIL-STD-... military standard to ISO
’T 90,000,000,990,000 TECHNICAL DATA EXCHANGE
G
o
v MOVL
© FROE oy prtmnies
r THE =~ i veeen
n
a
n
(4
e

+ STEP
— Full standardized representation of objects (components, parts, assemblies, ...)

AP Composits & Meotalic
AP 210 Plecronic Awaubly, Andbysis & Ralsivd Dusign
Inissomac and Packsgiog Dorign

J-F.DAVID miTolrmcing
130




10 PDM challenge

- Design phase files
- Production files
- Quality files

DS T"00OT OO

- =

Technical - Documentation files
Data - Logistics & Support files
G
® Management
v System
e
r
n
a
n as designed
c
e
I
sheat as planned
COM eR IS nicdion
et
as built
Hents
du citon
revision level
J.-F. DAVID
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P
r
o g
s 10 CE: some conditions of success
e
c
; : : Processes
v * Again, Think on Data » A product s a sum of processes
e = Focus on hidden processes
/ — Processes = Avoid instable processes
. = Reduce nb of operations
T — Semantics = Eliminate bad processes (?)
6 — Syntax -
o Vakdste | —
v — Technical representation e
5 + Core shared information vs ko U
" individual needs... e e
c Caontrol I c:mmle
e
Production system design Human factor
= Conventional
=Hierarchies
= Departments objectives
= Inhibited communications
= CE
- Virtual co-existence
_ = Cultural barriers destruction
= Teams structure
= Cost decrease (transportations, ...)
J.-F. DAVID et o Tl

132 o st R 168
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11 IT infrastructure...

The base joundation of budgeted-for IT capability (bath technical and human), shared
throughout the firm as reliable services, and centrally coordinated.

Local
Applications

IT Infrastructure

Skared Inform ation Technology Services

Hiwm'ain [hifsiimiation Tekinology Inflastiuictule

Information Technology Components

Sowrce: P Weill & 3. Broadbent T esveraqing the New Infrastructure: How Maiket Leaders Capitaiize on T, Hawand Business
School Press, May 1998, Based on a study of 64 businesses in T counties over five years).
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11 IT infrastructure...

Information Technology astructure for e-Business

G
R
Shared / A
Centrally Coordinated v
!
Business Business T
Hnikz Order Processing Y
Knowledge Management
Financial Management
Intranet
Home page
PCILAN service

B Electronic mail

Large scale processing

Customer database

Telecommunications

network

service providers

Automotive industry supply
exchanges

Adapted from P. Weill & M. Broadbent “Leveraging the New Infrastructure:
How Market Leaders Capitalize on IT", Harvard Business School Press, June 1998, pp 37.




12 ERP?

— From history to dedicated applications for silos to integration
— CIM japan story

— ERP from finance consolidation to full system

— Process names and fundamentals vs Software first

P<~~00T®WOTY

/
-
o — Finance history vs Production History
® « Mapics story, ERP as plant "bottom-up" design vs finance "top-down"
v
,e —  Generalized or Sector oriented?
2 — Level of tailoring, difference in design ?
n — Standard creation ?
c
o - ERPandB2B ?
— ASPand ERP ?
— Banking? Insurance? Retail?
; B FiRANCALBERICES
—— MANUF ACTURING
L i | T L L
J.-F. DAVID
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P
r
o
s 12 ERP (SAP modules example)
P
e
c
t
(, R/3 Financial Applications
e
« General ledger « Executive Information
{r ’ Fl . accouns Recenasier E System "
Integrated Solution Payable « Profit Center Accounting
G Client | Server > - Special Ledgers
: Open Systoms - Fixed Asset Accounting
. « Work Breakdown Structure
v CO Overhead Management PS Costs and budgeting
e - Activity Based Cosling -+ Time scheduling
r - Produd Cosl Accounting = Orders in the project
n
a
n
c
e
R/3 Logistics Applications (2
: R/3 Human Resources
SD. b d M Service planning
- Cantract - Processing service orders + Maintenance planning
e PP :'-“N « Service Information PM Processing mainlenance
Sriopinp Trmaparistan - Ponming System orders
. ;:rm mwmw . I;:!I:onm Information
Sysem + Quality planning )
mm—-m BW QM Quality inspection
« Purchasing i clection = Qualit g Lfr
Vi i re e Information System HIt Fersoneat Capacity and Shift
Irvaice verfication regsRony Planning
" Simusticn/Caicuiation i : Payroll accounting
J.-F. DAVID

136
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s 12 ERP Success?
:
c
t
Y Table 1: Five Success Factors for ERP
e -
, Projects Brovn Vessey "lessons learned from ERP"
a
o 1. Top management is engaged in the project, not
e just involved
a .
n 2. Project leaders are veterans, and team members
c
° 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
J.-F. DAVID
137
B —]
s 12 ERP Success? |
P =
;? Optimisation is done through processes, organizations and ERP systems evolution
7 1% New technologies
T 200 Strategies
G N
0 People
> & Structures
Z Education 20%
Processes
ERP 29%
System
Think ...
- What is the best way to implement ERP?
Soft first, Education first?, Process BPR first?, ...
J.F. DAVID - In case of merge of 2 entities with different ERPs, what to do?
- 138 - Must your suppliers have the same rules than your own ERP?




P
i
o . .
s 13 Mass Customization
e
c
f L §
v g
e o
i /J_\‘
R Mass  ||nnovation i
o Customization _ :
v - ;
e k : E
r C =
n \\J f 2
- 'S i £
: > Mass Transformatior :
Production
) j
) >
<+~ inside
Towards Dynamic Stability.....
i wuf Davwiom, Pt 1, Ve
- From Benneton story to Toshiba future wane =t
- Is Dell Mass Customized? MasapRoOuCTON EE <
- Impossible to move directly from MP to MC and from | to MC ZATON B =
- Spend time on the left ! ii P
- Where are you on the cycle? I B
J.-F. DAVID =
139 oz rhaags
P
r
o
s 13 4 quartiles typology ... and semantics ﬁ [l
- strategy quality
t LY '§ 2
i B ]
v o
e 1 R’
@ Star 2 Customer | perfection
li : driven Q
X X
‘ > = I~
o - IS0 TaM
v «» | Cash | pogs? cntieaton | _
r cow ~
n s >
a L - inside
n > @ inside
c
e
processus Web sites
24 M
Cl H
1\ =P
process @ Portal Virtual
e Communit
S ‘ X
A~ A—
< | procedure | processus +» | Institutionnal| E.commerce
site
~]1 .
J.-F. DAVID - @ insice - @ inside
140




13 Cultures and Mass Customization...

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

4= O<-"00T OO

f Vision
v Values
e What criterias Culture
n Rk Structure
a Communications
c Decision making
° mployment relationship
Performance evaluation
Compensation
HR programs
Org capabilities
Individual competencies TR :
Leadership it il e Bt
Morale Executives. on each criteria
Tolerance for change (/imioN
BIC
Emp. You
J.-F. DAVID ~ - .
141
P
E 13 Change Management and Cultures
‘
: 15 Carnegie-Mellon criterias
T Vision shared stimulating view of the company in the future
G Values common basic believes
v Culture ways to act, based on myths, taboos, rituals, ....
: Structure waork organization style
o Communications how the organization share information
n Decision making how are decisions taken
e Employment relationship company/employee contract
Performance evaluation what is valuated, rewarded
Compensation compensation system
HR programs style of educ., promotion, sodal, ...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
142
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13

Culture benchmark....

Vision entrepreneurial

Values Innavation
; Cuture Fughly informal
T Structure. .. guid

Communications Infamal natwarks
G Decision making collaborative
° Employment redetionship .. .. indvidualized
v Parformance evalualion craativily
e Ci Indrvidual
r HR programs flaxible
n -\ Org capabiities. 5 craative
a | . Individusl competencies. .. .. et
n nnovation Leadsrship. anireprencurial
c Mosale 3 intrinsic
e Tolerance for changs, . change generative

" —
Transformation
Production Vislon..........oc0viveee..  Qualtalive
Monoculture
or core of shared culture?

P
r
o o '
s 14 Mac Kinsey 7'S
P
e
c
t
i
v
e
1
T
G Cold triangle
o
v
e
r
n
a
n
c
e

Werm triangle




14 KM

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

P<~~00T®WOTY

-~

G . . . . . X
o technologies, and the creative and innovative capacity of human beings.
v
e
r www.brint.com
n
a
” Data Information Knowledge
e
Project Learning by doing
Communicational is
Opulence
Just in case Just in time Just for you
J.-F. DAVID
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P
r
J .
s 14 Data, Information, Knowledge...
P
e
f Data
i * Objective observed facts about organizational events.
. « Source of error - measurement related
I
-
G Information
o * A communication carrying a message.
e » Can be found from data by adding relevance and purpose.
n * Source of error - interpretation related
a
n
c
e 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?

J.-F. DAVID

146
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14 Why KM?

Improving knowledge sharing across units

IT Improving competitive response
G Acoelerating the rate of innovation
5 Reducing or controlling costs
,e Reducing ioss of intellectual assets from wrnover
n
a Increased nead to operate globally
n
c Ermergence of Internet technology
e
Better integration of mergers and acquisitions
0 10 20 80 40 50 60 70 80 90 100
W Major O Secandary [ Nota
driver driver consideration
Source: Gartner Consufting siudy for major knowledge management providers (1998)
Eight key business drivers for knowledge management
Think ...
J.-F. DAVID - What is the main KM challenge of your organization?
147
P
r
o
s 14 What is K? (Nonaka)
P
e
c
4 -
(/ shared fornalize e
o knowledge knowledge
/ )
T We know... Model simple
G
o
v
e associate
; socialize
a
n
c
o I know... Rules, complex
standards
operational “-.;mm ety ko 2
knowledge N 4
TACIT EXPLICIT Rt {_1;
Erlacimd knowiedgs
* mimond o it EEN
T eypes of kmosalealien sbwr exist in and aeownd svery IEUREGEon
J.-F. DAVID
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14 What is K Management?

——
== _WPe | Embodied || Represented
‘Q‘:‘} rousches for mepnsging dnowledpe provesses
Gniher Hinathasias e
- B — * Busings: + Marhe/cussiomer!
. » Taset et s v compatine aratyss
* Notwcrk Bnalysis * Inlefligan * Modeng/fasoning 100k
. . * Rawarsn anginearing
[ C. Map
= Focus groups . ! "
Organize + Expertise guides + Ubraries '
= Knowindge coordinators || = Data marts .w
Socialize D e || mmncaw com/meTaY || - Scana paraig:
* Conferancing tooly/ » Distance lsaming « Tk compatanGy
Internalize Apply ~ Decide - Act
Il 1L
Tha KM Matrix

Runge of tools used in approaches o knowledge memagement
Soucs ook o
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14 What is K Management?

Socio-Economical Strategic approach
perspective

Build a Vision

Promote/inform/Educate 1‘19“}!?!(
Organize/Coordinate on 012:;2?
Facilitate/Stimulate ﬂﬁa ;ﬂze

Measure/Follow-up

— Evaluate
/ Hierarchize \

Acquire . Evaluate
Formalize Knowledge Slandardize
Preserve Enrich

Middle / Up / D h
Organizational \ Access / idale / Up / Down approac

7 Broadcast
perspective Share

Exploit
Combine
Creale

Technological —
perspective

Operational approach
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14 KM and the learning Mix (Moing

KM is the explicit and rigorous management
of the Learning mix

Technology is an imponant 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,
not the technology.

Need to have a learning Identity
sPromotes K sharing and K creation
<High level of 1t
“People can productively confront
their views
*People can make the “real” issues
discissible
Obstades to overcome:

Mot imvented here” syndrome
K is Power”
time o shase K or leam
Leaders who are not 1ol dels

Challenge :
From*K s power™

o “Shared K is more power”

1
v Technology + K Portfolio
G + Structure + Identity
o
v
e K Portfolio = K Capital + NewK
:, Management of K Capital:
2 *Toidentify K (Danger = presbyopia, Corporate level
c wasting knowledge by not using it} Chief Knowledge Officer
© “To codify K Chief Learning Officer
*To re-use K (“don’t reinvent the Knowledge Director
wheel™) Director of Intellectual Capital
Objective = K sharing BU level
New K: Knowledge Manager
“Knowledge iz mvare of what it does not know™ mm
Knowledge Finder
*To explore new allermnatives (danger = Knowledge Editor
“competency trap”) o
T leam new K (danger = myopia, Communities of Practice
“not invented here” syndrome ) Seif-managed Learning teams
Objective = K acquisition People share K. becaise they share the same
Trust and Intrinsic metivation
P
r
o
s 14 KM and .... Tools mapping
P
e
c
t
i
v
: | KM and IT
1
7
G
o
v
e
r
n
a
n
c
e
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14 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:

Think ...

Serialist/Analytic —

Wholist/Global

Verbal/Linguistic —

Visual/Spatial

Field Dependent - Field Independent

Impulsive - Reflective

- What is your learning style? (see Brain.exe)

4= O<~"0O0T OO
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14 KM and... distance education, e-learning, ...

Steps in Knowledge acquisition
. . F s
- Tllumination PSYC

CLrs sy,

HOLOGIE

- Deepening, Studying COGNITIVE

- Project definition
- Project
- Capitalization towards next steps....

A necessary cross fertilization

EDUCA
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THE CHART.... d

Key role of COPs !l!

N A o
W = e

OPERATIONS: ae=sp

To whom do you speak about strategies?

4= @< T"00T OO
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15 Informal Networks, example

VALUES MAP EXPERT MAP

AN UNSTABLE WORLD...




