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

Your Data Base:  http://davidjf.free.fr/WUTBS/mba.html
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IT governance: why ?IT governance: why ?

• IT Governance books: some readings….

• 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.

Computer Confluence Beekman Tathswohl Prenctice Hall 2003 ...state of the art
IT Mgr Survival Guide              Aalders Hind                 Wiley            2002  ...good rules
CIO Survival Guide Carl Schubert John Wiley 2004 ...some issues 
Knowledge Management        Gamble Blackwell           Kogan Page       2002 ...good synthesis
KM                                         Harvard Business R.    HBS                      1998  ...guru's
Business Value of IT               Harvard Business R.    HBS                     1999 ...guru's
Gödel, Escher,Bach               Hofstadter                     Penguin Books    1980  ...man, mind and machines
IBM System Journal v32-1     IBM System Journal v32-2 IBM                      1993  ...alignment
IT Service Management          Jan le Bon                     Addison Wesley  2002 ...detailed "bible"
C R M                                     Kincaid                         HP                        2003  ...CRM
MIS                                          Laudon                         Prenctice Hall      1996-2002...basics
Customer-Driven IT                 Moschella                  HBS                    2003  ...role of IT user
Managing IT as Investment      Moskowitz Kern             Prenctice Hall     2003  ...rules of the game
Being Digital                            Negroponte                  Vintage books     1998 ...MIT Medialab guru
Does IT matter Nicolas Carr HBS 2003 ...a real perspective
IT Governance Peter Weill, Jeanne Ross HBS 2004 ...IT Governance study
Mass Customization                Pine                            HBS                      1993  ...nice concept                 
Making IT Count                 Willcocks & ...               BH                       2002 ...impressive rules
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IT Governance courseIT Governance course

  Jean-François DAVIDJean-François DAVID
  StrategistStrategist
  http://www.http://www.davidjfdavidjf.com.com
 30 years within IBM France (Project manager, CPG Industry Strategy Director, Co-Founder

of IBM France Consulting Group), author of many contributions on various IT and
Organizational topics: Intelligent agents, IT perspectives, Strategic Alignment, Processes
and IT, …

 Since 95:
 Education (HEC MBA, ESCP, HEC Management, Collège de l'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.
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First Mover, Competitive advantage or...First Mover, Competitive advantage or...
...IT does not matter?...IT does not matter?

• Carr article in HBR 2003

– Spend less

– Follow, don't lead

– Focus on vulnerabilities, not opportunities

• Criticism

– read Carr articles and articles on IT still matters
– read Business Week' Web 50's
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MBA students have mixed feelings about IT/IS...MBA students have mixed feelings about IT/IS...

• TIC pervasive, ubiquitous, …
• It doesn't work !
• I already know !  (web, laptops, telephone, …)
• SAP implementation …..!!!
• IT: binary world of false/true vs truth?
• For everybody or for specialists?
• Strategic or utility?
• MBA's "monoculture"  (Strat /  Finance / Cultures / ….)
• OO + IT = COO
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Various disciplines connected...Various disciplines connected...

• Strategy
– productivity
– Competitive advantage

• Management alignment
– Mgt system
– Measurement
– Processes CRM, SCM, ERP, BI, KM

• Information systems
– Systems
– Communication

• IT trends
– Strorage, Computers, Communication, Man/machine interface

• Usages
– e-Biz, B2B, B2C, B2E, ….

• IT Projects
• IT infrastructures
• People acceptance

– Knowledge and KM
– Structures
– Cultures

• Methods
• IT Market
• + …..
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Knowledge to be acquiredKnowledge 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
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Teaching Methods & Evaluations...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 I hear, I forget. What I see, I remember.
 And what I do, I understand."
 Chinese Proverb
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•• +…some basic TRICKY TOOLS+…some basic TRICKY TOOLS
inside a FUZZY WORLDinside a FUZZY WORLD
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11 Main challenges of CEO, 1995...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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11 Which leverage for growth?Which leverage for growth?

• New ideas through client non-satisfaction topics analysis
• Geographical expansion
• Redesign of main company processes to increase reactivity
• 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...
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11 Main challenges CEO 2000...Main challenges CEO 2000...

• Globalization
• Improving Knowledge Management
• Cost and Cycle time reduction
• Improving supply chain globally
• Multiple locations/countries manufacturing
• Managing part-time, temporary and contract workers
• ….

• Think
– Why KM suddenly top?



7

P
r
o
s
p
e
c
t
i
v
e

I
T

G
o
v
e
r
n
a
n
c
e

J.-F. DAVID
13

11 Which lever to deploy strategy ?Which lever to deploy strategy ?

• Think
– Correlation proof impossible?
– Timing
– Which first?
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11 Strategic Alignment modelStrategic Alignment model

Organization

Strategy

Technologies

• Read  articles on topic
• Think ...

– Strategy alignment on IT?
– Process prioritization
– Structures vs Processes
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11 IT Governance: What is it?IT Governance: What is it?

• Many 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

• Think:
– Why is IT governance specific?
– Look at definitions on the web...
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11 IT Governance: What is it?IT Governance: What is it?
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11 IT Governance: What is it?IT Governance: What is it?

and its dimensions:
Strategic Alignment
  Operational Efficiency 
    Risk Management 
      Security
        Business Continuity 
          Change Management 
            System Integrity
              Cost Management 
                Regulatory Compliance 
                  Value Delivery
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11 IT Governance: a possible frameworkIT Governance: a possible framework

Provide
Direction

Compare

Measure
Performance

IT Activities
iIncrease automation

(make the business
    effective)
iDecrease cost
    (make the enterprise

efficient)
iManage risks
    (security, reliability

and compliance)

iIT is aligned with the
    business, enables

the business and
    maximises benefits
iIT resources are

used responsibly
iIT related risks are
    managed

appropriately

Set Objectives
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11 COBIT frameworkCOBIT framework

• Read  articles on topic
• Think ...

– IT processes?
– Technocratic?
– Realistic?
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11 COBIT again...COBIT again...

• Think ...
– Relation with Quality?
– Different from "normal" management?
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Business Challenges
• A
• B
• ….Management System & Style

• A
• B
• ….

Information Technologies
• A
• B
• ….

Processes & Organization
• A
• B
• ….

People, Culture, Knowledge
• A
• B
• …. Projects & IS Projects

• A
• B
• ….

Vision & Strategy
• A
• B
• ….
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22 System and TimeSystem and Time

G.Bateson

E.Berne

L. Von Bertalanffy
E.Hall

J.-L. Lemoigne

E.Morin

J. de Rosnay

B. Walliser

P.Watzlawick

complexity
constructivism

Palo-Alto

TA

J.Mélèse
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22 SystemSystem

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

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

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

• 3) It undergoes more or less deep modifications along time while
preserving a certain durability "             B.Walliser
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22 René Descartes, rationalismRené Descartes, rationalism

The FIRST was never to accept anything for true which I did not clearly know
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
clearly and distinctly as to exclude all ground of doubt"

OBVIOUSNESS principle

"The SECOND, to divide each of the difficulties under examination into as many
parts as possible, and as might be necessary for its adequate solution"

REDUCTIONIST principle

"The THIRD, to conduct my thoughts in such order that, by commencing with
objects the simplest and easiest to know, I 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 I might be assured that nothing was omitted."

EXAUSTIVENESS principle
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22 System theory, System theory, constructivismconstructivism

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

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

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

AGGREGATIVITY  principle
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22 System theory, organization as systems...System theory, organization as systems...

Think …
- You as a system…
- Relations and systems
- Time, intelligence
- Processes...
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22 Structures…Structures… Processes…Processes… X-X-functionnalitiesfunctionnalities......

Think:
- vertical efficiency vs horizontal solidarity
 -   Management system   -   Matrix organizations
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22 System and timeSystem and time

Think: Explosion of communication (good or bad?).
Human limitations to treat information.

Reading: Miller and Short term memory.  Chunks ...
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22 Cognitive sciences...Cognitive sciences...

Think: Media + Message >> Needs + Desires,   Opulence, Zapping,  ...
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22 Individual time, priorities, queues,  ...Individual time, priorities, queues,  ...

Think:
- Information System
- Queues, priorities
- Speed and Stress...
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22 Five type of solutions...Five type of solutions...

Think:
- Information System again...
- Top down  vs  Bottom up,   Mechanical vs Organic  balance
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22 Competitiveness and mastership of linkagesCompetitiveness and mastership of linkages

Think:
CIM
Integration and ERP trend
Optimization vs Sub-optimization
Centralization
...
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22 Competitiveness and mastership of linkagesCompetitiveness and mastership of linkages

Think: application to Sales-RnD link, to RnD-Production link, to extended enterprise...
Communication and Standards (data, protocols, …)
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33 Techno Techno trendstrends

• Chip story
• Store, Compute and Transform, Communicate
• Microprocessors, Storage, Communications, MM Interfaces

• Moore's law:
– *2 every 18 months, 20% price decrease/year

• Guilder's law:
– 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
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33 Moore'sMoore's law law
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33 TrendsTrends
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33 top management and e-"top management and e-"intoxintox""

e-procurement

e-learning e-commerce
e-payment

e-customer care

e-business

e-sourcinge-economy

e-turbulence
e-transformation

e-volution

e-infrastructure e-cceleration

e-xcellence

e-success

e-commitment

e-manager

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...
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33 trends in B2B, B2C, B2M, ...?trends in B2B, B2C, B2M, ...?

Think …
Find real curves in Europe, in your country, broadband, users, volume, ...
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33 Techno Techno futurefuture

• Silicium trends
• Physics limitations, electron beams, X-ray, …
• Nanotechnologies and atoms…
• Copper connections
• some hardware trends

– Holography
– Grid computing
– 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, …
RFID opportunities and risks
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33 units...units...
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33 trends and potential use...trends and potential use...
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33 memory of humanity?memory of humanity?

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
successor to petabytes, are 10Mb of data to the square of 15, while yottabytes are 10Mb to the
square of 24. Other definitions say an exabyte as, in decimal terms, a billion gigabytes.

"If we make the assumption that everyone needs 40 petabytes of data in a
lifetime of 100 years, then the world could use 200 yottabytes of data,
including video, which takes up the most storage space," said Bill Cody, senior
manager of exploratory data management research at IBM's Almaden Research Center in
California.

He explained that the world had needed to store 81,000 terabytes of data in 1995 at a cost of
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
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33 Some more trendsSome more trends

• Keyboard, voice recognition
• Virtual reality
• Autonomic (self  protection/optimization/healing/configuring)
• Communications

– broadband, DSL, Satellites, Web, …
– IT + Media, streaming
– Telephone, PDA's,  …
– VOIP
– P2P
– Games…

• Ubiquity

Think …
- Your ubiquity choices
- Products, markets...
- VOIP market
- P2P and right protections
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33 UbiquityUbiquity
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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33 Risks, Security, ...Risks, Security, ...

• Virus
• Back-ups
• Hackers
• Spywares, worms
• Phishing
• Attacks, accidents
• Bugs (Gödel theorem !)
• Networks
• Distance screen capture
• Big Brother...
• ….

Think …
- Opportunities vs risks
- Proprietary systems vs Open systems risks

P
r
o
s
p
e
c
t
i
v
e

I
T

G
o
v
e
r
n
a
n
c
e

J.-F. DAVID
46

33 Man/machine interfacesMan/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
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33 expert system zoomexpert system zoom

Cf. Dr. Samir Chatterjee Claremont Graduate University
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33 bots bots zoom...zoom...

• 2 faces of bots…
– Intelligence function

• Turned toward
understanding and
adaptation

– "a priori" objectives
– "a posteriori"

suggested
– "over the shoulder"

– 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
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44 Old but still true rulesOld but still true rules

• Self-blocking process, why?
–  Coherency problem

• need of shared information. Which standard?
– Data Base design, BSP methods, Strategy vs

Coding
– Map and territory…

– Network protocols
• 7 osi layers
• 4 conceptual layers

– Business processes
– Semantic (objects,...)
– Syntactic (XML,…)
– Technical (HTML, IP, …)

– Balanced approach

– Internal IT Governance and productivity

Think …
- Map and territory
- Proprietary systems vs Open systems
- Leadership and standards mastership
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44 Old but still true rulesOld but still true rules
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55 Quality and IS/IT QualityQuality and IS/IT Quality

• What is Quality? :
• History

– Ctl:  Q Control  --  Q Insurance --   ISO 9000 3/2/1  --  9000 V2000
– Org: Q Circle/Groups  -- Processes  -- BPR
– Models: Deming  --  Malcom Balridge -- EFQM

• Q --> Productivity  --> Profit?
• Japan: 1952
• PPM story
• Kaisen
• How to get 0 default? By management? By rational analysis?

Think …
- What is Quality?
- What is IT Quality?
-What is IS Quality?
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55 Q: Old but still efficient and necessary approaches...Q: Old but still efficient and necessary approaches...
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55 Malcolm-Malcolm-BalridgeBalridge, EFQM, EFQM

Think …
- Excellence vs Quality
- Certification "technocracy"?
- Bottom/Up vs Top/down approaches...
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5 5 Are Q concepts applicable to IT?Are Q concepts applicable to IT?

In the facts, Quality and IT are often in a complex relation:

. One way, more and more sophisticated development techniques and
tools enable high level quality application development...
...another way, permanent technology evolution periodically scrutinize
validity of these tools.

. 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...
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55 Mgt Mgt concepts   concepts   vs vs    Q  concepts       Q  concepts    vs vs     IT concepts...    IT concepts...

Think …
- Are technotrends, management philosophies, Q concepts disconnected?
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55 IT GovernanceIT 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

Think …
- Governance, IT Governance: a new "buzzword" for consultants?
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55 IT GovernanceIT Governance

P
r
o
s
p
e
c
t
i
v
e

I
T

G
o
v
e
r
n
a
n
c
e

J.-F. DAVID
58

5 5 Why is IT Governance important?Why is IT Governance important?
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55 IT GovernanceIT Governance
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55 IT Governance frameworkIT Governance framework

Provide
Direction

Compare

Measure
Performance

IT Activities
iIncrease automation

(make the business
    effective)
iDecrease cost
    (make the enterprise

efficient)
iManage risks
    (security, reliability

and compliance)

iIT is aligned with the
    business, enables

the business and
    maximizes benefits
iIT resources are

used responsibly
iIT related risks are
    managed

appropriately

Set Objectives

Think …
- What is IS mgt, What is IT Mgt?
- Why only now, after 40 years of "mature" IT?
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55 IT Governance frameworkIT Governance framework

Think …
- What is specific to IT Management? What is the difference with
usual management?
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55 ITIL modelITIL model
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55 IT Governance improvementIT Governance improvement
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55 Maturity scoringMaturity scoring

Think …
- is CMM a tool
for all?
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55 CISR study  256 enterprises, 23 countriesCISR study  256 enterprises, 23 countries

Think …
- Who does what in the organizations you know?
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55 CISR study  256 enterprises, 23 countriesCISR study  256 enterprises, 23 countries
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55 CISR study  256 enterprises, 23 countriesCISR study  256 enterprises, 23 countries
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55 CISR study  256 enterprises, 23 countriesCISR study  256 enterprises, 23 countries
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55 Critical Success FactorsCritical Success Factors
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55 Some structures...Some structures...

MPGMPG

Method & Projects Group: Method & Projects Group: 

Mixed professionals & ISMixed professionals & IS
Detect needsDetect needs
Stimulate the functionStimulate the function
Both IS and Both IS and OrganisationOrganisation

ISIS

InformationInformation
contractcontract

InformationInformation
contractcontract

functionsfunctions

Project Owner

Project Manager

Think …
- What are the specific reasons why it does not work so well?
- What must be the knowledge and objectives of MPG people?
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55 PortofolioPortofolio

Think …   What is your mental methodology to trade-off between strategic opportunity, profit and risk?
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55 Metrics of interestMetrics of interest

CEO

Board

CFO

CIO

Business Unit Executives

IT Managers

Income Statement, Balance Sheet,
Cash Flow

Competitive Advantage

Growth, Agility, Image

ROIT™ (EVA / IT Spending) , IT Spending 

NPV, Payback Period, IRR, Project Selection

Key Business Metrics

(Revenue, DSO, Sales Cycle, Productivity)

Total Cost of Ownership

Key IT Metrics (Staff per user, Call Time)
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55 Intangible Benefits & RisksIntangible Benefits & Risks

• Costs
• Business unit
• IT costs

• Tangible benefits
• IT cost reductions
• Business op efficiency
• Business strategic advantage

• Financial impact
• Revenue/profit
• Operating expenses
• Accounts payable
• Accounts receivable
• Inventory
• Net fixed assets

• Risks
• Intangible benefits
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55 ContractsContracts

Service contract
signed for any project
part of project

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

signed by operations and managers
same for internal and external
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55 Quality indicatorsQuality indicators

Usually around 30...

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

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

1B: During the development, judge your relation with IS dpt

(understanding the need, planning, relation with project mgr, …)

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

3: Nb validated bugs/function point  

….
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55 Productivity and Function PointsProductivity and Function Points

Systemic approach of programming productivity

ProgramProgram

Nb input Nb output

Nb files

Nb interfaces

Nb queries

+ adjustment by complexity factor for each  
+ global adjustment by general factors (technique employed, ..)

Modified every year, additions, suppressions, modifications...

Think …   Is that kind of method applicable to other domains?
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55 IT and COQ….IT and COQ….

Ex:

Staffs   57%
Machines 12%
Network   31%

Prevention:  education, tools, checklists, code reviews, planning, QC, …
Control/Measure: Phase reviews, tests, reports, audits, …
Failures: Stopped projects, bug correction, change mgt, re-runs, stops,
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%
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55 IT and BSC...IT and BSC...

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
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55 IT and processes...IT and processes...

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

01- Client's needs knowledge
02- Study/complement specifications
03- Study demands impacts (estimation, points)
04- Develop formal contract
05- Studies, production, quality planning
06- Project launching and follow-up
07- Development management
08- Software objects production
09- Prepare middleware and data structures
10- Integrate versions
11- Implement versions
12- Correct bugs
13- Documentation production
14- Educate users
15- Educate production centers
16- Problems management (hot line)
17- Corrections distribution
18- Assist users for new versions
19- Define/maintain dvpt methods (guides, reviews, Q, ..)
20- Define/maintain application architecture (principles, urbanization, …)
21- Developers assistance (hot-line)
22- Dvpt information system
23- Control/measure applications
24- Data/ Application directory
25- Dvpt process control

26- Pilot / Control dvpt center, scorecard
27- Prepare plans, budget, ...
28- Negotiate plans, budget
29- People management
30- Resources management
31- Finance management
32- Internal/external communication mgt
33- Technological scan & intelligence
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55 Spice...Spice...
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55 Zoom on processes...Zoom on processes...

Think …
- Why are the 3 (Quality, Cost, Delays) criteria not sufficient?
- What is a process "finality"?
- Must a process be completely defined ?
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55 Zoom on processes...Zoom on processes...
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55 Incremental or Breakthrough?   BPR ?Incremental or Breakthrough?   BPR ?

Think …
- must we benchmark mainly with

competitors?
- Which process must we outsource?

In what case?
- Which process can we outsource?
- Is BPR incompatible with Kaisen?
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55 Improvement Consulting Methodology?Improvement Consulting Methodology?
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66 IT and StrategyIT and Strategy

Where

What

How
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66 PortfolioPortfolio

Attractiveness

Avantages

invest

desinvest

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?
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66 What...What...

Satisfied --> Excited --> Delighted
Added Value Service +++  (Customized?) = Idea
The generic strategy: Idea + Emerging Technology

- Upcoming information stream
- Experience curve + proposition to competitors  --> new activity

Think …  Apply this kind of thinking to your industry, your company…
- Just dream: What kind of impressive customized added value services for your clients?
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66 Activity moving...Activity moving...
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66 Refocusing or diversification?Refocusing or diversification?

Think …
- What kind of problems to find the right alliance in ICT?
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66 Method 1: Paradigm change  +  List of Product/ServicesMethod 1: Paradigm change  +  List of Product/Services

a) Paradigm change,  profession slippage
Why do client want this kind of service/product ?

 New professions, competitors
  New vision

b) List of product/services
How can we add

  more customization services
  more ICT

serviceservice

ICTICT
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66 Method 2Method 2 Decision matrixDecision matrix

How to decide go/no go ?

benefitsbenefits

risksrisks

DODO

NONOABSORBABSORB

PROTOPROTO

INTELLIGENCEINTELLIGENCE
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77 IntelligenceIntelligence

Fundamental Science
Molecules
Information System

ProductsProducts
ProcessesProcesses

Economy
Strategy

Shared Shared ClientsClients
Clients
Markets
Suppliers

StaffStaffSociology
Politics
Culture
General economy
Ecology
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77 IntelligenceIntelligence
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77 IntelligenceIntelligence
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77 IntelligenceIntelligence
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77 CulturesCultures

identity

extraversionstrong weak

weak

strong

technocratic externalised

totémic holomorphic
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88 OrganizationOrganization
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88 Value ChainValue Chain
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88 ProcessesProcesses

Think …
- Why is this "circle" representation of processes more efficient than Porter's arrow?
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88 Alignment story….Alignment story….
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88 Process managementProcess management

What is Process Management?

A business process is any broad collection of activities within your company that
is involved in the ultimate goal of developing your product or service for the
customer.
Business processes are typically evaluated from the customer's viewpoint.
Ensuring a smoothly running business process is critical in maximizing the added
value you are providing to your customers.
Managing the key processes efficiently is critical to the success of the company.
But managing the processes is harder than it may seem at first - mostly because
these processes don't stand alone, but interact with one another.

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

* Procurement: Securing the materials and equipment necessary to produce
your goods or services.
* Product development: Planning new goods or services for your customers
or refining existing products.
*  Production: Creating those goods or services.
* Order delivery: Receiving orders from customers and ensuring that those
orders are fulfilled.
* Distribution: Ensuring smooth distribution of goods to customers.
* Customer support: Providing assistance to customers after they've bought
your product or service.
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88 "new" value chain"new" value chain
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88 "new" processes"new" processes
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88 Processes or Processes or SoftwaresSoftwares??

AribaAriba SiebelSiebelSAP, JDE,SAP, JDE,
Oracle, Oracle, MovexMovex, ..., ...

SANSAN
Unix, Unix, LinuxLinux, ..., ...

Lotus DominoLotus Domino

IBM serversIBM servers

IBM strategy partial view
Think …

- Why such a vocabulary mixture between Processes and Softwares ?
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88 Sub-ProcessesSub-Processes
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88 Sub-ProcessesSub-Processes
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88 Sub-ProcessesSub-Processes
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88 Processes in extended Processes in extended entreprizeentreprize

Think …
- What are the main B2B Challenges (standards, deals, power, cost pressures, …)

- for suppliers
- for clients
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88 B2B...B2B...
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88 Hoshin KanriHoshin Kanri

 Hoshin = a course, a policy, a plan, an aim

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

Hoshin =  Policy Deployment
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88 Hoshin Kanri Hoshin Kanri  (key methodology) (key methodology)

Processes

Leverage effect

Strategic Weight
of Processes
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88 MotricityMotricity / Independence / Independence

In "my" use of words, lever in "hoshin kanri" approach, is used when
something plays on something different (projects on processes
processes on strategies, strategies on vision, ...)

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

Any factor has a certain level of motricity on the others, and a certain
level of dependency.
If motricity ++ and dependency --    elements are called MOTORS
If motricity -- and dependency -- , elements are called INDEPENDENTS
If motricity -- and  dependency ++, elements are called DEPENDENTS
If motricity ++ and dependency ++, elements are called LEVERS

This use of  word lever is not the same than within Hoshin Kanri.
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88 Process Process vs vs Structures  (ABM/ABC Prototype)Structures  (ABM/ABC Prototype)

Think …
- Why is that matrix representation of organizations not frequent?
- Who must manage cross-functional processes?
- When there is a conflict between silos and process owners, which mechanism?



58

P
r
o
s
p
e
c
t
i
v
e

I
T

G
o
v
e
r
n
a
n
c
e

J.-F. DAVID
115

88 Organization and Structures (Organization and Structures (MintzbergMintzberg))

• Simple Structure

• Machine Bureaucracy

• Professional Bureaucracy

• Divisionalized Form

• Adhocracy

– +… Missionnary

– +…Political
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88 OrganizationsOrganizations

Direct supervision
One person gives direct orders to others

Standardization of work processes
One person designs the general work procedures of others to ensure that
these are all coordinated.

Standardization of output
One person specifies the general outputs of the work of another.

Standardization of skills
A person is trained in a certain way so that he or she coordinates
automatically with others.

Mutual adjustment
Two or more people communicate informally among themselves to
coordinate their work.

• Operating core
– The basic work of producing the organization’s products and

services gets done.

• Strategic apex
– The home of top management

• Middle line
– Managers who stand in a direct line relationship between the

strategic apex and the operating core.

• Techostructure
– The staff analysts who design the systems by which work

processes and outputs are standardized in the organization.

• Support staff
– The specialists who provide support to the organization

outside of its operating workflow.
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88 Mechanic  Mechanic  vs vs  Organic, Life Cycle Organic, Life Cycle

complex

simple

stable dynamic

Decentralized
Bureaucratic
(standardization
 of skills)

Centralized
Bureaucratic
(standardizati
on of work
processes)

Decentralized
Organic
(mutual adjustment)

Centralized
Organic
(direct supervision)

Selective de-
centralization

Support staffMutual adjustmentAdhocracy

Limited vertical
decentralization

Middle lineStandardization of
outputs

Divisionalized Form

Vertical and horizontal
de-centralization

Operating coreStandardization of
skills

Professional
Bureaucracy

Limited horizontal de-
centralization

TechnostructureStandardization of
work processes

Machine
Bureaucracy

Vertical and horizontal
centralization

Strategic apexDirect supervisionSimple Structure

Type of
Decentralization

Key Part of
Organization

Prime Co-ordinating
mechanism

Structural
Configuration
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99 Where to start alignment?Where to start alignment?
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99 Where to start alignment?Where to start alignment?
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99 ProjectsProjects

Organization finality

PROJECTS

Sub-finalities                                 PROCESSES

CSF
Strategic objectivesVision

prioritiz
ation

optim
ization

imagination

- 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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99 Projects...Projects...

A project is
- a coordinated set of works,
- accomplished by people
- using means and supports
- in order to equip a company with a
product, a service or a system
- to deal with anticipated situation aimed
- at the slightest cost

the cost can be financial, social, human,
technical
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9 9 Project sequenceProject sequence
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99 ProjectsProjects

From Vincent Giard (IAE Paris) dans Cahiers Français (La documentation Française)

Think …
- What best organization
for your projects?

- Management of projects
vs
Management by projects

- Difference between
Process Management and
Project Management
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99 Projects problemsProjects problems
1      DEADLINES
- 33% of enterprise wait for 3 years  (Xephon 1983), 
- delayed backlog is 7 years (Martin 1984).
- 5 years for  Fortune 500 (Rosenberger 1981),  sometimes 10 years. 
- Demand is 2 to 3 times supply (Alloway et Quillard 1983)
2      COSTS
- 60% à 80% of  maintenance costs are due to communication problems 
(Lientz et al. 1978). 
- 30% à 50% of overall costs are due to communication problems
Strassman (1985)
3      REQUIREMENTS
- 80% of development budget = maintenance

Intellectual temptation
             or …  perfection pursuit

Creeping specs
            or …  inability to say no

Cavalry
            or …  therapeutic obstinacy

Enforced project
            or …  go after others happiness without their consent

Project arthritis
           or …  insidious paralysis

The monster
           or …  uncontrollable gigantism

Degeneracy
           or …  memento mori
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99 Prototyping, RAD, ….Prototyping, RAD, ….

Step by step progress

Cumulative
cost
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99 Projects and Change ManagementProjects and Change Management
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99 Projects and Change ManagementProjects and Change Management

IT/IS consultancy : a possible framework 

Initialization

Business 
Environment 
and Strategy

Competitors'
Technology

Systems and
Technology

Scan

Current IT
Resources

Enterprise
 Model

Business
Alignment

Enterprise
Technical

 Model

Initiative
Identification

Initiative
Justification

IT Strategy

Initiative
Phasing

Management
Control

Organization
Plan

I/T Strategy

I/T Planning

'
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1010 Concurrent EngineeringConcurrent Engineering

Dvpt delays decrease: 30 to 50%
Fall of modification nb: 65 to 90%
Reduction for time to market: 20 to 90%
Increase of total quality: 200 to 600%
"white collar" productivity: + 20 to 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
decrease on 5 Years,  a 10% expense exceeding for Production gives  25%,  a 6 months delay vs
planned gives 33% profit decrease !!!
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1010 Concurrent EngineeringConcurrent Engineering

P
r
o
s
p
e
c
t
i
v
e

I
T

G
o
v
e
r
n
a
n
c
e

J.-F. DAVID
130

1010 Concurrent Engineering (Concurrent Engineering (DoD DoD effort)effort)
• CALS (start DoD 85)

– Reason: Volume and reliability of documentation !
– From MIL-STD-… military standard to ISO

• STEP
– Full standardized representation of objects (components, parts, assemblies, …)
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1010 PDM challengePDM challenge
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1010 CE: some conditions of successCE: some conditions of success

• Again, Think on Data
– Processes
– Semantics
– Syntax
– Technical representation

• Core shared information vs
individual needs...
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1111 IT infrastructure...IT infrastructure...
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1111 IT infrastructure...IT infrastructure...
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1212 ERP?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

– Finance history vs Production History
• Mapics story, ERP as  plant "bottom-up" design vs finance "top-down"

–  Generalized or Sector oriented?
– Level of tailoring, difference in design ?
– Standard creation ?
– ERP and B2B ?
– ASP and ERP ?
– Banking? Insurance? Retail?
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1212 ERP  (SAP modules example)ERP  (SAP modules example)
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1212 ERP Success?ERP Success?
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1212 ERP Success?ERP Success?

Think …
- What is the best way to implement ERP?

Soft first, Education first?, Process BPR first?, …
- In case of merge of 2 entities with different ERPs, what to do?
- Must your suppliers have the same rules than your own ERP?
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1313 Mass CustomizationMass Customization

- From Benneton story to Toshiba future
- Is Dell Mass Customized?
- Impossible to move directly from MP to MC and from I to MC
- Spend time on the left !
- Where are you on the cycle?
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1313 4 quartiles typology … and semantics4 quartiles typology … and semantics
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1313 Cultures and Mass Customization...Cultures and Mass Customization...
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1313 Change Management and CulturesChange Management and Cultures
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1313 Culture benchmark….Culture benchmark….

Monoculture
or core of shared culture?
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1414 Mac Mac Kinsey Kinsey 7'S7'S
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1414 KMKM

Knowledge Management caters to the critical issues of organizational
adaptation, survival and competence in face of increasingly discontinuous
environmental change....
Essentially, it embodies organizational processes that seek synergistic
combination of data and information processing capacity of information
technologies, and the creative and innovative capacity of human beings.

www.brint.com
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1414 Data, Information, Knowledge...Data, Information, Knowledge...

Data
• Objective observed facts about organizational events.
• Source of error - measurement related

Information
• A communication carrying a message.
• Can be found from data by adding relevance and purpose.
• Source of error - interpretation related

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

Internal validity - is this knowledge sound?
External validity - is this knowledge sound elsewhere?
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1414 Why KM?Why KM?

Think …
- What is the main KM challenge of your organization?
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1414 What is K? (What is K? (NonakaNonaka))
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1414 What is K Management?What is K Management?
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1414 What is K Management?What is K Management?



76

P
r
o
s
p
e
c
t
i
v
e

I
T

G
o
v
e
r
n
a
n
c
e

J.-F. DAVID
151

1414 KM and the learning Mix KM and the learning Mix ((MoingeonMoingeon, HEC France), HEC France)
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1414 KM and …. Tools mappingKM and …. Tools mapping

KM and IT
Share 
knowledge

Group collaboration
Systems
•Groupware
•Intranets

Distribute 
KnowledgeOffice systems

•Word proc
•Desktop publishing
•Imaging
•Web publishing
•Electronic calendar
•Desktop databases

 Capture
 and codify
knowledge

Artificial Intelligent
Systems
Expert systems
Neural networks
Fuzzy logic
Intelligent agents
Genetic algorithms

Create
knowledge

Knowledge work
Systems
•CAD
•Virtual Reality
•Workstations
•software

Networks Databases Processors Software Internet toolsIT IT
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1414 KM and cognitive stylesKM and cognitive styles

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

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

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

Think …
- What is your learning style? (see Brain.exe)
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1414 KM and… distance education, e-learning, ...KM and… distance education, e-learning, ...

• Steps in Knowledge acquisition
– Illumination
– Deepening, Studying
– Project definition
– Project
– Capitalization towards next steps.…

• A necessary cross fertilization

NTIC

EDUCATION COGNITIVE
ERGONOMICS
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1515 Informal Networks, "charts behind the chart"Informal Networks, "charts behind the chart"

Key role of COPs !!!
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1515 Informal Networks, exampleInformal Networks, example


