
INFORMATION TECHNOLOGY MANAGEMENT

Topic Objective:

At the end of the topic student will be able to:

 Understand the IT management

 Understand the Information Technology

 Understand the Infomediation

 Understand the management information system

 Understand the Reintermediation

 Understand the Hypermediation

 Understand the Infomediation

 Understand the Electronic business

Definition/Overview:

IT management: In todays dynamic business environment. A historical perspective on the

expanding role of IT helps to introduce the gaps that currently exist between IT and business

organizations. Technology is now pervasive in most organizations in the industrialized world.

Managing IT well is extremely important to the success of these organizations.

Key Points:

1. Information Technology

Information Technology has moved beyond the mere automation of accounting and back

office tasks. IT now reaches all business functions and also extends beyond the boundaries of

a firm to encompass suppliers and customers. IT is more pervasive throughout the business

and affects all business operations. IT plays a significant role in enabling a business to

compete and achieve its business strategy. Disintermediation: Auto insurance and mortgage

loans are two additional businesses that have been greatly changed by the influence of the

Internet. One no longer must go through an insurance agent or a bank to obtain information,

quotes, and applications for these products. Reintermediation: Autonetis an example of a

Web-based marketplace that exists for the big three automakers and their various suppliers.

Hypermediation: Jamcracker is a company that aggregates sellers of software by subscription.

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

1
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



Working through Jamcracker, a company can obtain a portfolio of software products tailored

to its specific needs. Jamcracker manages the relationship between the buyer and all the

software vendors, providing support and one source billing.

2. Infomediation

Infomediation: Many Executive Information Systems provide the ability for the executive to

specify topics s/he wants to monitor. Intelligent agents scour the Internet, retrieving and

presenting information related to the specified topics. This enables the executive to keep

abreast of the most current information available. Initially, IT might simply play a support

role in the organization. Over time, IT may expand to play a major role in all primary

activities of the Value Chain. In addition, ITsreach may extend outward to suppliers and

customers. The Value Chain model can be used to identify how IT is currently being used in

an organization, and also to provide ideas on how ITsrole can be expanded to gain a

competitive advantage. The decreasing cost and increasing power of computing hardware

coupled with advances in software development. Telecommunication advances leading to

simpler, low cost networking and wireless networking. Electronics miniaturization leading to

portable computers and wireless communication devices. Student responses will vary. Many

organizations today have IT departments separate and distinct from other business functions.

The head of the IT organization today often has executive level status and reports directly to

the CEO or COO.

3. Management information system

A management information system (MIS) is a subset of the overall internal controls of a

business covering the application of people, documents, technologies, and procedures by

management accountants to solving business problems such as costing a product, service or a

business-wide strategy. Management information systems are distinct from regular

information systems in that they are used to analyze other information systems applied in

operational activities in the organization. Academically, the term is commonly used to refer

to the group of information management methods tied to the automation or support of human

decision making, e.g. Decision Support Systems, Expert systems, and Executive information

systems. At the start, in businesses and other organizations, internal reporting was made

manually and only periodically, as a by-product of the accounting system and with some

additional statistics, and gave limited and delayed information on management performances.

In their infancy, business computers were used for the practical business of computing the
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payroll and keeping track of accounts payable and accounts receivable. As applications were

developed that provided managers with information about sales, inventories, and other data

that would help in managing the enterprise, the term "MIS" arose to describe these kinds of

applications. Today, the term is used broadly in a number of contexts and includes (but is not

limited to): decision support systems, resource and people management applications, project

management and database retrieval application.

An 'MIS' is a planned system of the collecting, processing, storing and disseminating data in

the form of information needed to carry out the functions of management. According to

Phillip Kotler "A marketing information system consists of people, equipment, and

procedures to gather, sort, analyze, evaluate, and distribute needed, timely, and accurate

information to marketing decision makers. The terms MIS and information system are often

confused. Information systems include systems that are not intended for decision making.

The area of study called MIS is sometimes referred to, in a restrictive sense, as information

technology management. That area of study should not be confused with computer science.

IT service management is a practitioner-focused discipline. MIS has also some differences

with Enterprise Resource Planning (ERP) as ERP incorporates elements that are not

necessarily focused on decision support. Professor Allen S. Lee states that "...research in the

information systems field examines more than the technological system, or just the social

system, or even the two side by side; in addition, it investigates the phenomena that emerge

when the two interact." . Disintermediation: Auto insurance and mortgage loans are two

additional businesses that have been greatly changed by the influence of the Internet. One no

longer must go through an insurance agent or a bank to obtain information, quotes, and

applications for these products.

4. Reintermediation

Reintermediation: Autonet is an example of a Web-based marketplace that exists for the big

three automakers and their various suppliers.

5. Hypermediation

Hypermediation: Jamcracker is a company that aggregates sellers of software by subscription.

Working through Jamcracker, a company can obtain a portfolio of software products tailored
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to its specific needs. Jamcracker manages the relationship between the buyer and all the

software vendors, providing support and one source billing.

6. Infomediation

Infomediation: Many Executive Information Systems provide the ability for the executive to

specify topics s/he wants to monitor. Intelligent agents scour the Internet, retrieving and

presenting information related to the specified topics. This enables the executive to keep

abreast of the most current information available. Information Technology has moved beyond

the mere automation of accounting and back office tasks. IT now reaches all business

functions and also extends beyond the boundaries of a firm to encompass suppliers and

customers. IT is more pervasive throughout the business and affects all business operations.

IT plays a significant role in enabling a business to compete and achieve its business strategy.

7. Electronic business

Electronic Business, commonly referred to as "eBusiness" or "e-Business", may be defined as

the utilization of information and communication technologies (ICT) in support of all the

activities of business. Commerce constitutes the exchange of products and services between

businesses, groups and individuals and hence can be seen as one of the essential activities of

any business. Hence, electronic commerce or eCommerce focuses on the use of ICT to enable

the external activities and relationships of the business with individuals, groups and other

businesses .Louis Gerstner, the former CEO of IBM, in his book, Who Says Elephants Can't

Dance?Attributes the term "e-Business" to IBM's marketing and Internet teams in 1996.

Electronic business methods enable companies to link their internal and external data

processing systems more efficiently and flexibly, to work more closely with suppliers and

partners, and to better satisfy the needs and expectations of their customers. In practice, e-

business is more than just e-commerce. While e-business refers to more strategic focus with

an emphasis on the functions that occur using electronic capabilities, e-commerce is a subset

of an overall e-business strategy. E-commerce seeks to add revenue streams using the World

Wide Web or the Internet to build and enhance relationships with clients and partners and to

improve efficiency using the Empty Vessel strategy. Often, e-commerce involves the

application of knowledge management systems. E-business involves business processes

spanning the entire value chain: electronic purchasing and supply chain management,

processing orders electronically, handling customer service, and cooperating with business

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

4
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



partners. Special technical standards for e-business facilitate the exchange of data between

companies. E-business software solutions allow the integration of intra and inter firm

business processes. E-business can be conducted using the Web, the Internet, intranets,

extranets, or some combination of these.

8. Electronic commerce

Electronic commerce, commonly known as e-commerce or eCommerce, consists of the

buying and selling of products or services over electronic systems such as the Internet and

other computer networks. The amount of trade conducted electronically has grown

extraordinarily since the spread of the Internet. A wide variety of commerce is conducted in

this way, spurring and drawing on innovations in electronic funds transfer, supply chain

management, Internet marketing, online transaction processing, electronic data interchange

(EDI), inventory management systems, and automated data collection systems. Modern

electronic commerce typically uses the World Wide Web at least at some point in the

transaction's lifecycle, although it can encompass a wider range of technologies such as e-

mail as well. A large percentage of electronic commerce is conducted entirely electronically

for virtual items such as access to premium content on a website, but most electronic

commerce involves the transportation of physical items in some way. Online retailers are

sometimes known as e-tailers and online retail is sometimes known as e-tail. Almost all big

retailers have electronic commerce presence on the World Wide Web. Electronic commerce

that is conducted between businesses is referred to as business-to-business or B2B. B2B can

be open to all interested parties (e.g. commodity exchange) or limited to specific, pre-

qualified participants (private electronic market). Electronic commerce that is conducted

between businesses and consumers, on the other hand, is referred to as business-to-consumer

or B2C. This is the type of electronic commerce conducted by companies such as

Amazon.com. Electronic commerce is generally considered to be the sales aspect of e-

business. It also consists of the exchange of data to facilitate the financing and payment

aspects of the business transactions.

9. Early development

The meaning of electronic commerce has changed over the last 30 years. Originally,

electronic commerce meant the facilitation of commercial transactions electronically, using

technology such as Electronic Data Interchange (EDI) and Electronic Funds Transfer (EFT).

These were both introduced in the late 1970s, allowing businesses to send commercial
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documents like purchase orders or invoices electronically. The growth and acceptance of

credit cards, automated teller machines (ATM) and telephone banking in the 1980s were also

forms of electronic commerce. Another form of e-commerce was the airline reservation

system typified by Sabre in the USAand Travicom in the UK. Online shopping was invented

in the UKin 1979 by Michael Aldrich and during the 1980s it was used extensively

particularly by auto manufacturers such as Ford, Peugeot-Talbot, General Motors and Nissan.

From the 1990s onwards, electronic commerce would additionally include enterprise resource

planning systems (ERP), data mining and data warehousing. Perhaps it is introduced from the

Telephone Exchange Office, or maybe not. The earliest example of many-to-many electronic

commerce in physical goods was the Boston Computer Exchange, a marketplace for used

computers launched in 1982. The first online information marketplace, including online

consulting, was likely the American Information Exchange, another pre-Internet online

system introduced in 1991. Although the Internet became popular worldwide in 1994, it took

about five years to introduce security protocols and DSL allowing continual connection to the

Internet. And by the end of 2000, a lot of European and American business companies

offered their services through the World Wide Web. Since then people began to associate a

word "ecommerce" with the ability of purchasing various goods through the Internet using

secure protocols and electronic payment services.

10. Timeline

 1990: Tim Berners-Lee writes the first web browser, WorldWideWeb, using a NeXT

computer.

 1992: J.H. Snider and Terra Ziporyn publish Future Shop: How New Technologies Will

Change the Way We Shop and What We Buy. St. Martin's Press. ISBN 0312063598.

 1994: Netscape releases the Navigator browser in October under the code name Mozilla.

Pizza Hut offers pizza ordering on its Web page. The first online bank opens. Attempts to

offer flower delivery and magazine subscriptions online. Adult materials also become

commercially available, as do cars and bikes. Netscape 1.0 is introduced in late 1994 SSL

encryption that made transactions secure.

 1995: Jeff Bezos launches Amazon.com and the first commercial-free 24 hour, internet-only

radio stations, Radio HK and NetRadio start broadcasting. Dell and Cisco begin to

aggressively use Internet for commercial transactions. eBay is founded by computer

programmer Pierre Omidyar as AuctionWeb.

 1998: Electronic postal stamps can be purchased and downloaded for printing from the Web.
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 1999: Business.com sold for US $7.5 million to eCompanies, which was purchased in 1997

for US $149,000. The peer-to-peer filesharing software Napster launches.

 2000: The dot-com bust.

 2002: eBay acquires PayPal for $1.5 billion. Niche retail companies CSN Stores and

NetShops are founded with the concept of selling products through several targeted domains,

rather than a central portal.

 2003: Amazon.com posts first yearly profit.

 2007: Business.com acquired by R.H. Donnelley for $345 million.

 2008: US eCommerce and Online Retail sales projected to reach $204 billion, an increase of

17 percent over 2007.

11. Business applications

Some common applications related to electronic commerce are the following:

 Email

 Enterprise content management

 Instant messaging

 Newsgroups

 Online shopping and order tracking

 Online banking

 Online office suites

 Domestic and international payment systems

 Shopping cart software

 Teleconferencing

 Electronic tickets

12. Government regulations

In the United States, some electronic commerce activities are regulated by the Federal Trade

Commission (FTC). These activities include the use of commercial e-mails, online

advertising and consumer privacy. The CAN-SPAM Act of 2003 establishes national

standards for direct marketing over e-mail. The Federal Trade Commission Act regulates all

forms of advertising, including online advertising, and states that advertising must be truthful

and non-deceptive. Using its authority under Section 5 of the FTC Act, which prohibits unfair

or deceptive practices, the FTC has brought a number of cases to enforce the promises in

corporate privacy statements, including promises about the security of consumers personal
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information. As result, any corporate privacy policy related to e-commerce activity may be

subject to enforcement by the FTC.

13. Forms

Contemporary electronic commerce involves everything from ordering "digital" content for

immediate online consumption, to ordering conventional goods and services, to "meta"

services to facilitate other types of electronic commerce. On the consumer level, electronic

commerce is mostly conducted on the World Wide Web. An individual can go online to

purchase anything from books or groceries, to expensive items like real estate. Another

example would be online banking, i.e. online bill payments, buying stocks, transferring funds

from one account to another, and initiating wire payment to another country. All of these

activities can be done with a few strokes of the keyboard. On the institutional level, big

corporations and financial institutions use the internet to exchange financial data to facilitate

domestic and international business. Data integrity and security are very hot and pressing

issues for electronic commerce today.

14. Changes in technology

The decreasing cost and increasing power of computing hardware coupled with advances in

software development. Telecommunication advances leading to simpler, low cost networking

and wireless networking. Electronics miniaturization leading to portable computers and

wireless communication devices.

The bricks and mortar retail business model has been changed with the introduction of Web-

based e-business retailers. The agent-based business model common in the insurance industry

has changed as customers are able to bypass agents and purchase insurance directly over the

Internet. The distributor business model has changed in that buyers can purchase product

directly from the manufacturer over the Internet rather than dealing with a product distributor

15. Issues It Faces In the Global Economy

 Tailoring IT to be sensitive to local culture and traditions while still meeting corporate needs

 Wide variations in available technology and infrastructure reliability (electric, telephone)

 Unstable political climate

 Governmental restrictions on information flow
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16. Role IT management play

IT management has the role of making the technology work within the business context

established by the business management. For example, if the business management has

decided that integrated enterprise is needed, IT management must play a significant role in

developing the systems and technology that will support that goal. IT management typically

does not set the goals. That is the responsibility of the business management. IT management

helps inform business management about what is possible with technology, and then tries to

provide the systems to fulfill the goals and directions set by business management.

Topic : It Strategy

Topic Objective:

At the end of the topic student will be able to:

 Understand the Strategic Alignment

 Understand the Strategic Alignment Model

 Understand the Strategic Alignment Model interrelated

 Understand the Inhibitors to Strategic Alignment.

 Understand the Symptoms lack IT and the business

 Understand the Distinctive competencies and systemic competencies

 Understand the IT business strategy

 Understand the Profitability in industry

 Understand the Effectiveness of an IT strategy

 Understand the Distinctive competencies

Definition/Overview:

This topic discusses the concept of Strategic Alignment as the key framework for creating

effective IT strategies and the importance of creating an aligned IT strategy for competitive

advantage. The importance of IT as an enabler of business transformation is stressed. IT
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managers must work with senior business managers to develop IT strategies that are aligned

with the firms business strategy for sustainable competitive advantage. The topic also

includes a detailed description of a process for IT managers to use to envision and plan an IT

strategy that is aligned with the firms business strategy.

Key Points:

1. Strategic Alignment

The concept of Strategic Alignment is centered upon the precept that the goals and

implementation plans for IT are in harmony with the goals and organizational structure of the

business. This concept is important to a company because when Strategic Alignment is in

place, IT can both drive and enable business transformation, helping the business succeed. If

Strategic Alignment is not in place, IT can actually inhibit business transformation, thus

damaging the business ability to succeed. The major domains of the Strategic Alignment

Model are the Business domain and the IT domain. Within these domains, there are external

and internal domains. The external Business domain is concerned with business strategy, and

is comprised of Business Scope, Distinctive Competencies, and Business Governance. The

external IT domain is concerned with IT strategy, and is comprised of Technology Scope,

Systemic Competencies, and IT Governance. The internal Business domain is concerned with

Organizational Infrastructure and Processes, and is comprised of Administrative Structure,

Processes, and Skills. The internal IT domain is concerned with IT Infrastructure and

Processes, and is comprised of IT Architecture, IT Organizational Processes, and IT Skills.

The major domains of the Strategic Alignment Model are the Business domain and the IT

domain. Within these domains, there are external and internal domains. Any strategy must

address both the external and internal domains and must be consistent. Strategies in the IT

domain must align with strategies in the Business domain. This is referred to as strategic

integration. In addition, the capabilities of the IT infrastructure must support the requirements

of the business organizational structure and processes. This is referred to as operational

integration. The concept of Strategic Alignment is centered upon the precept that the goals

and implementation plans for IT are in harmony with the goals and organizational structure of

the business. This concept is important to a company because when Strategic Alignment is in

place, IT can both drive and enable business transformation, helping the business succeed. If

Strategic Alignment is not in place, IT can actually inhibit business transformation, thus

damaging the business ability to succeed.
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2. Strategic Alignment Model

The major domains of the Strategic Alignment Model are the Business domain and the IT

domain. Within these domains, there are external and internal domains. The external

Business domain is concerned with business strategy, and is comprised of Business Scope,

Distinctive Competencies, and Business Governance. The external IT domain is concerned

with IT strategy, and is comprised of Technology Scope, Systemic Competencies, and IT

Governance. The internal Business domain is concerned with Organizational Infrastructure

and Processes, and is comprised of Administrative Structure, Processes, and Skills. The

internal IT domain is concerned with IT Infrastructure and Processes, and is comprised of IT

Architecture, IT Organizational Processes, and IT Skills.

3. Strategic Alignment Model interrelated

The major domains of the Strategic Alignment Model are the Business domain and the IT

domain. Within these domains, there are external and internal domains. Any strategy must

address both the external and internal domains and must be consistent. Strategies in the IT

domain must align with strategies in the Business domain. This is referred to as strategic

integration. In addition, the capabilities of the IT infrastructure must support the requirements

of the business organizational structure and processes. This is referred to as operational

integration.

4. Inhibitors to Strategic Alignment.

When senior business executives understand and support the role of IT as an important

element in the organizations strategy, Strategic Alignment will be enabled. A lack of such

support will inhibit Strategic Alignment. If the IT managers demonstrate a keen

understanding of the business, Strategic Alignment will be enabled. However, a lack of

understanding of the business by IT management inhibits Strategic Alignment. If the

relationship between IT and the business is one of a partnership, then Strategic Alignment

will be enabled. If there is not a close working relationship between IT and the business, then

Strategic Alignment will be inhibited.
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5. Symptoms lack IT and the business.

Symptoms of a lack of alignment between IT and the business would include an IT

organization that does not have close relationships with the rest of the organization. IT is not

involved in strategic planning activities, and senior executives do not view the IT

organization favorably due to its lack of understanding of the business. The IT organization

lacks leadership, is not viewed as well managed, and has problems prioritizing projects and

meeting its commitments

6. Distinctive competencies and systemic competencies

Distinctive competencies are the core competencies and critical success factors that provide a

business with a potential competitive edge. Core competencies help distinguish a firm from

its competition, and critical success factors are those activities an organization must do well

to succeed. Systemic competencies are those technology capabilities that distinguish IT

services. Systemic competencies provide the foundation upon which many distinctive

competencies can be based if the organization has achieved Strategic Alignment.

7. IT business strategy

Todays business environment is increasingly information based. If a business needs to

strengthen its competitive position by improving its capture and utilization of information,

then it will logically turn to IT to help achieve this goal. IT is uniquely positioned to enable

business strategies that leverage information for competitive advantage.

8. Profitability in industry

Industry profitability is a function of five distinct external forces that shape competition.

These forces are the rivalry of existing firms, the risk of new entrants, the power of buyers,

the power of suppliers, and the threat of substitutes. Identifying and understanding the five

forces that influence competition within the firms industry provides powerful insight

regarding the strategic positioning a form should consider in countering external threats.
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9. Effectiveness of an IT strategy

The effectiveness of strategy execution must be measured in meaningful business terms.

Measurement tools that measure effectiveness on several different dimensions (e.g.

profitability, customer retention, and new customers) are most desirable. Strategic Alignment

maturity addresses the ability of organizations to adapt their IT and business strategies in a

harmonious fashion. Organizations with a high level of alignment maturity are better able to

execute strategies through business / IT relationships and practices. A business strategy alone

will not be enough; an IT strategy based on a business/IT partnership is necessary. IT strategy

is concerned with technology choices and the relationship between technology choices and

business strategy choices. It is the business processes that are changed by leveraging

information technology that provide the business value. That is why a strong IT/business

partnership is critical. Many organizations today have a very limited role for IT, although that

is gradually changing. Look for students associated with organizations that are becoming

very information-oriented in order to find examples of companies that have a meaningful IT

strategy.

11. Distinctive competencies

Distinctive competencies are core competencies that characterize a firm and are the reasons

customers choose that firm over the competition. Critical success factors (things a firm

mustdo to be successful) may also be part of a firms distinctive competencies.

Topic : Strategic Alignment Maturity

Topic Objective:

At the end of the topic student will be able to:

 Understand the Strategic Alignment Maturity

 Understand the Concept Of Strategic Alignment

 Understand the Domains Of The Strategic Alignment Mode

 Understand the Domains Of The Strategic Alignment Model Interrelated
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 Understand the Enablers And Inhibitors To Strategic Alignment

Definition/Overview:

Strategic Alignment Maturity: A process is presented for assessing the maturity of a firms

business-IT alignment. Once the maturity of business-IT alignment is understood, an

organization can identify opportunities for enhancing the harmonious relationship of business

and IT. Finally, a series of steps are presented that will enable organizations to attain and

sustain business-IT alignment.

Key Points:

1. Strategic Alignment Maturity

Strategic Alignment Maturity is a concept focusing on an organizations ability to implement

its strategy. Successful strategy implementation is related to the level of strategic alignment

between IT and the business. The Strategic Alignment Maturity model includes five

conceptual levels of strategic alignment maturity. Knowing the maturity of its strategic

choices and alignment practices make it possible for a firm to see where it stands with respect

to its alignment gaps and how it can close these gaps. The six criteria of strategic alignment

maturity are assessed in deriving the level of strategic alignment maturity.

2. Concept of Strategic Alignment

The concept of Strategic Alignment is centered upon the precept that the goals and

implementation plans for IT are in harmony with the goals and organizational structure of the

business. This concept is important to a company because when Strategic Alignment is in

place, IT can both drive and enable business transformation, helping the business succeed. If

Strategic Alignment is not in place, IT can actually inhibit business transformation, thus

damaging the business ability to succeed.

3. Domains of TheStrategic Alignment Mode

The major domains of the Strategic Alignment Model are the Business domain and the IT

domain. Within these domains, there are external and internal domains. The external

Business domain is concerned with business strategy, and is comprised of Business Scope,
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Distinctive Competencies, and Business Governance. The external IT domain is concerned

with IT strategy, and is comprised of Technology Scope, Systemic Competencies, and IT

Governance. The internal Business domain is concerned with Organizational Infrastructure

and Processes, and is comprised of Administrative Structure, Processes, and Skills. The

internal IT domain is concerned with IT Infrastructure and Processes, and is comprised of IT

Architecture, IT Organizational Processes, and IT Skills.

4. Domains OfThe Strategic Alignment Model Interrelated

The major domains of the Strategic Alignment Model are the Business domain and the IT

domain. Within these domains, there are external and internal domains. Any strategy must

address both the external and internal domains and must be consistent. Strategies in the IT

domain must align with strategies in the Business domain. This is referred to as strategic

integration. In addition, the capabilities of the IT infrastructure must support the requirements

of the business organizational structure and processes. This is referred to as operational

integration.

5. Enablers and Inhibitors To Strategic Alignment.

When senior business executives understand and support the role of IT as an important

element in the organizations strategy, Strategic Alignment will be enabled. A lack of such

support will inhibit Strategic Alignment. If the IT managers demonstrate a keen

understanding of the business, Strategic Alignment will be enabled. However, a lack of

understanding of the business by IT management inhibits Strategic Alignment. If the

relationship between IT and the business is one of a partnership, then Strategic Alignment

will be enabled. If there is not a close working relationship between IT and the business, then

Strategic Alignment will be inhibited.

6. Alignment between It and the Business.

Symptoms of a lack of alignment between IT and the business would include an IT

organization that does not have close relationships with the rest of the organization. IT is not

involved in strategic planning activities, and senior executives do not view the IT

organization favorably due to its lack of understanding of the business. The IT organization
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lacks leadership, is not viewed as well managed, and has problems prioritizing projects and

meeting its commitments

7. Distinctive Competencies and Systemic Competencies

Distinctive competencies are the core competencies and critical success factors that provide a

business with a potential competitive edge. Core competencies help distinguish a firm from

its competition, and critical success factors are those activities an organization must do well

to succeed. Systemic competencies are those technology capabilities that distinguish IT

services. Systemic competencies provide the foundation upon which many distinctive

competencies can be based if the organization has achieved Strategic Alignment.

8. Use It to Drive Its Business Strategy

Todays business environment is increasingly information based. If a business needs to

strengthen its competitive position by improving its capture and utilization of information,

then it will logically turn to IT to help achieve this goal. IT is uniquely positioned to enable

business strategies that leverage information for competitive advantage.

9. Profitability in Industry

Industry profitability is a function of five distinct external forces that shape competition.

These forces are the rivalry of existing firms, the risk of new entrants, the power of buyers,

the power of suppliers, and the threat of substitutes. Identifying and understanding the five

forces that influence competition within the firms industry provides powerful insight

regarding the strategic positioning a form should consider in countering external threats.

10. It Strategy Tools

The effectiveness of strategy execution must be measured in meaningful business terms.

Measurement tools that measure effectiveness on several different dimensions (e.g.

profitability, customer retention, and new customers) are most desirable.
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11. Strategic Alignment

Strategic Alignment maturity addresses the ability of organizations to adapt their IT and

business strategies in a harmonious fashion. Organizations with a high level of alignment

maturity are better able to execute strategies through business / IT relationships and practices.

12. It Leverage

A business strategy alone will not be enough; an IT strategy based on a business/IT

partnership is necessary. IT strategy is concerned with technology choices and the

relationship between technology choices and business strategy choices. It is the business

processes that are changed by leveraging information technology that provide the business

value. That is why a strong IT/business partnership is critical.

13. It Strategy

Many organizations today have a very limited role for IT, although that is gradually

changing. Look for students associated with organizations that are becoming very

information-oriented in order to find examples of companies that have a meaningful IT

strategy.

Distinctive competencies are core competencies that characterize a firm and are the reasons

customers choose that firm over the competition. Critical success factors (things a firm

mustdo to be successful) may also be part of a firms distinctive competencies.

14. It Function Have Systemic Competencies

Systemic competencies are capabilities that distinguish IT services. Generally there will be a

strong linkage between the systemic competencies and the achievement of the firms

distinctive competencies, especially in information-based organizations.

15. External threats facing your company

Look for examples of the following external threats: rivalry among existing firms in the

industry, threat of new entrants into the industry, power of customers, power of suppliers, and

threat of substitutes.
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16. Strategic Alignment Maturity

Strategic Alignment Maturity is a concept focusing on an organizations ability to implement

its strategy. Successful strategy implementation is related to the level of strategic alignment

between IT and the business. The Strategic Alignment Maturity model includes five

conceptual levels of strategic alignment maturity. Knowing the maturity of its strategic

choices and alignment practices make it possible for a firm to see where it stands with respect

to its alignment gaps and how it can close these gaps.

17. Six Criteria of Strategic Alignment Maturity

The six criteria of strategic alignment maturity are assessed in deriving the level of strategic

alignment maturity. The purpose of the assessment is to understand where IT and business

executives:

 agree that a criterion needs to be improved

 agree that a criterion is good, but can be better

 Disagree with how good/bad a criterion is.

18. Six Criteria Are More Important

Although its difficult to pick any one criterion as more important than the others,

Communications seems to be fundamental. There must be an effective exchange of ideas and

a clear understanding between IT and the business in order for there to be any hope of

achieving strategic alignment.

19. Enablers and Inhibitors to Strategic Alignment

 Senior executive support either enables or inhibits strategic alignment. If there is strong

support by senior executives, strategic alignment is enabled, but a lack of such support will

inhibit the chance of strategic alignment.

 IT involvement in strategy development enables strategic alignment.

 A good understanding of the business by IT enables strategic alignment, while a poor

understanding of the business by IT inhibits strategic alignment.

 A partnership between the business and IT enables strategic alignment.
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 When IT projects are well prioritized, strategic alignment will be enabled. A lack of good

prioritization of projects inhibits strategic alignment.

 When IT shows leadership, strategic alignment is enabled. An absence of IT leadership

inhibits strategic alignment.

 If IT fails to meet its commitments, strategic alignment will be inhibited.

20. Maintaining Strategic Alignment

To maintain strategic alignment, first understand the current level of strategic alignment

maturity. Next, following this process will help ensure that strategic alignment can be

maintained:

 Set goals and establish the team

 Understand business-IT linkage

 Analyze and prioritize gaps

 Specify the actions (project management)

 Choose and evaluate success criteria

 Sustain alignment

21. Organizations Strategic Alignment

When an organizations strategic alignment reaches maturity, the alignment evolves into a

relationship where the function of IT and other business functions adapt their strategies

together. IT will be much more able to achieve its strategy if it has been developed in

harmony with the business as a whole.

22. Alignment Maturity In Organization

The state of alignment maturity is important to an organization because mature alignment

enables business and IT strategies to evolve in harmony. The organization will obtain the

most value from its investment in IT and potentially obtain and sustain a competitive

advantage.

In Section 2 of this course you will cover these topics:
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The Role Of The Cio

It Processes

Planning-Related It Processes

Topic : The Role Of The Cio

Topic Objective:

At the end of the topic student will be able to:

 Understand the Leadership

 Understand the Key differences between management and leadership

 Understand the Technology influence on CIO

 Understand the Primary Roles Of A CIO

 Understand the Key Management Skills CIO

 Understand the Key leadership traits of effective CIO?

 Understand the Internet Age and CIO

Definition/Overview:

CIO: The overall function of the CIO is described as it relates to the business at large and to

his/her own area of responsibility. The issues that a CIO faces and deals with in todays

challenging world are discussed. The transition of the CIOs role from managerial to

leadership is presented. Also included is a description of the skills and attributes that a

successful CIO must possess.

Key Points:

1. Leadership

Leadership focuses on establishing a direction based on a vision for the future. Leaders

develop cooperation among all parties required to achieve the vision. Leaders motivate and

inspire people to overcome obstacles and accomplish the vision. In short, leaders define what.

Management involves establishing plans, detailed steps, and timetables for achieving goals,
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and then setting budgets that allocate resources to accomplish those goals. Management

creates organizational structures to help achieve goals, and recruits and enables staff to

accomplish those goals. Management also monitors performance and solves any problems

that arise in the process of achieving goals. In short, managers define how. Technology

changes have had a major influence over the role of the CIO. Initially, during the mainframe

era, the CIO was primarily involved in managing the operational aspects of IT. As technology

evolved into the distributed era, IT became more integrated into the organization. The CIO

became more involved in designing an IT organization that successfully implements and

supports the new technology; discovering and promoting the strategic aspects of IT;

developing a technology architecture and strategy among increasing diverse choices; and

working effectively with a larger set of technology vendors. Currently, in the Web-based era,

CIOs are asked to help determine strategy with regard to e-commerce opportunities and

ventures. The primary roles of a CIO are information processing roles (disseminator, monitor,

and spokesperson); decision- making roles (entrepreneur, disturbance handler, resource

allocator, and negotiator); interpersonal roles (liaison and figurehead); and leadership roles.

Management skills include the financial skills associated with budgeting and investment

decision analysis; human resource skills associated with recruiting, motivating, and retaining

IT staff; negotiation skills involved in creating and maintaining vendor/supplier relationships;

governance skills in creating the IT organizational structure; and marketing skills associated

with selling the value of the IT function.

2. Key differences between management and leadership

Leadership focuses on establishing a direction based on a vision for the future. Leaders

develop cooperation among all parties required to achieve the vision. Leaders motivate and

inspire people to overcome obstacles and accomplish the vision. In short, leaders define what.

Management involves establishing plans, detailed steps, and timetables for achieving goals,

and then setting budgets that allocate resources to accomplish those goals. Management

creates organizational structures to help achieve goals, and recruits and enables staff to

accomplish those goals. Management also monitors performance and solves any problems

that arise in the process of achieving goals. In short, managers define how.
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3. Technology influence on CIO

Technology changes have had a major influence over the role of the CIO. Initially, during the

mainframe era, the CIO was primarily involved in managing the operational aspects of IT. As

technology evolved into the distributed era, IT became more integrated into the organization.

The CIO became more involved in designing an IT organization that successfully implements

and supports the new technology; discovering and promoting the strategic aspects of IT;

developing a technology architecture and strategy among increasing diverse choices; and

working effectively with a larger set of technology vendors. Currently, in the Web-based era,

CIOs are asked to help determine strategy with regard to e-commerce opportunities and

ventures.

4. Primary Roles of A CIO

The primary roles of a CIO are information processing roles (disseminator, monitor, and

spokesperson); decision- making roles (entrepreneur, disturbance handler, resource allocator,

and negotiator); interpersonal roles (liaison and figurehead); and leadership roles.

5. Key Management Skills CIO

Management skills include the financial skills associated with budgeting and

investment decision analysis; human resource skills associated with recruiting,

motivating, and retaining IT staff; negotiation skills involved in creating and

maintaining vendor/supplier relationships; governance skills in creating the IT

organizational structure; and marketing skills associated with selling the value of the

IT function.

6. Key leadership traits of effective CIO?

 Learned traits:

1. Broad business and organizational knowledge

2. Broad set of relationships in the firm and the industry

3. Excellent reputation and a strong track record in a broad set of activities
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 Personal traits:

1. Keen mind and strong interpersonal skills

2. High integrity and personal values

3. High level of motivation

7. Internet Age and CIO

The Internet Age has expanded the role of the CIO to include that of e-commerce strategist.

The CIOs role is becoming more inextricably linked to that of the overall business strategy

due to the need to understand new business models and changes in supplier / customer

relationships made possible through the Internet.

8. Primary role of the CIO

Keep in mind that since the majority of organizations find themselves at most at Strategic

Alignment Maturity Level 2, there are likely to be many more CIOs fulfilling a management

role at this point in time rather than playing a leadership role in their organizations. A CIO

leadership role is likely to be rather new and tentative in many firms today.

9. IT management position

Research has shown that inclusion of the CIO as a part of the top management team from an

activity-based and communication point of view is more significant than the formal reporting

structure put in place. Communication and inclusion in strategy is key to aligning IT and

business strategy.

10. CIO must report CEO

The smaller the firm, the more likely it is that the CIO will have to wear multiple hats in

his/her position. There will be fewer people to whom the CIO can delegate operational

management responsibilities; therefore these tasks will occupy much of the CIOs attention. In

a larger organization, the CIO may be able to build an organization that includes managers

who can assume operational management, thereby freeing the CIO to provide more strategic

leadership in achieving and maintaining strategic alignment.
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Topic : It Processes

Topic Objective:

At the end of the topic student will be able to:

 Understand the Strategic level processes

 Understand the components of IT

 Understand the architecture

 Understand the Strategic, Tactical, And Operational Processes

 Understand the Components Of It Architecture

 Understand the Productivity Increases In Application Development

 Understand the Operational Layer Processes

 Understand the CIO And Strategic Processes

 Understand the Role Of Organizational Politics

Definition/Overview:

IT processes: IT processes, organized into strategic, tactical, and operational layers. It is vital

that the IT processes are continuously improved and adjusted because of the rapid change in

emerging technologies, methodologies, and tools, and because of the direct impact that IT has

on the success of the business.

Key Points:

1. Strategic level processes

Strategic level processes are those processes that will have a long-term impact on the

enterprise. These processes can create competitive advantage, deliver cost efficiencies, and

introduce major improvement to business processes within the firm. Tactical level processes

are those processes that have an intermediate or short-term impact on an organization. These

processes often respond to a competitive threat or provide intermediate improvements to

existing operations. Operational level processes are those associated with day-to-day
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functions such as production, scheduling, maintenance, resource control, and administrative

services.

The components of IT architecture will include:

 Knowledge, information, and data storage

 Security

 Network communications and data transport

 Computer systems

 Interfaces

 Application / data transformation

In recent years, application development productivity has been increased by dozens of new

Computer Aided Software Engineering tools, Rapid Application Development

methodologies, and the introduction of object-oriented languages Operational layer processes

can be performed with a smaller staff compared to tactical layer processes due to the

proliferation of many automated processes and tools that assist IT in maintaining equipment,

networks, and production applications. Considerable effort was made in the 1980s and 1990s

to develop scheduling tools version control systems and library maintenance applications.

This supports the handling of operational tasks with minimal staff. The processes as set forth

in this model do not span more than one layer; however, there are co-dependencies between

layers. Certainly, processes in the strategic layer will impact processes in the tactical layer

that are primarily concerned with accomplishing the strategic goals. As processes at the

tactical layer are completed, operational processes will be altered to accommodate those

tactical layer processes.

2. Strategic, Tactical, and Operational Processes

Strategic level processes are those processes that will have a long-term impact on the

enterprise. These processes can create competitive advantage, deliver cost efficiencies, and

introduce major improvement to business processes within the firm. Tactical level processes

are those processes that have an intermediate or short-term impact on an organization. These

processes often respond to a competitive threat or provide intermediate improvements to

existing operations. Operational level processes are those associated with day-to-day
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functions such as production, scheduling, maintenance, resource control, and administrative

services.

6. Components of It Architecture

The components of IT architecture will include:

 Knowledge, information, and data storage

 Security

 Network communications and data transport

 Computer systems

 Interfaces

 Application / data transformation

4. Productivity Increases in Application Development

In recent years, application development productivity has been increased by dozens of new

Computer Aided Software Engineering tools, Rapid Application Development

methodologies, and the introduction of object-oriented languages.

5. Operational Layer Processes

Operational layer processes can be performed with a smaller staff compared to tactical layer

processes due to the proliferation of many automated processes and tools that assist IT in

maintaining equipment, networks, and production applications. Considerable effort was made

in the 1980s and 1990s to develop scheduling tools version control systems and library

maintenance applications. This supports the handling of operational tasks with minimal staff.

The processes as set forth in this model do not span more than one layer; however, there are

co-dependencies between layers. Certainly, processes in the strategic layer will impact

processes in the tactical layer that are primarily concerned with accomplishing the strategic

goals. As processes at the tactical layer are completed, operational processes will be altered to

accommodate those tactical layer processes.
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6. CIO and Strategic Processes

The CIO could get more involved in the strategic processes of the business functions in the

organization by selling and demonstrating the value of IT to the organization. As the business

functions become aware of the possibility of business transformation utilizing IT, the CIO

will assume a greater role in enabling strategic alignment between IT and the business.

7. Role of Organizational Politics

Organizational politics and power certainly will affect the strategic processes of an IT

function. If the CIO gains prominence at the executive level of the business and has influence

over the CEO, others may find that their influence declines. Organizational politics may be

used to try to interfere with the CIOs efforts to contribute to the strategic direction of the

firm. Any time there are power shifts occurring or threatening to occur, there will likely be

much political maneuvering.

8. Disaster Recovery Processes

Disaster recovery and security processes have gained prominence due to the increasing

reliance businesses have on their information systems; the prevalence of network and

Internet-based systems; and the higher risk and exposure associated with these types of

systems.

9. Planning Important For It Processes

Planning for IT processes is important because the entire organization is affected by the

performance of the IT function. The reliance of the business on IT, the turbulent business

environment, and the dynamic technical environment make it imperative for IT to carefully

attend to its many planning processes.

10. Organizational Issues

In order to appraise performance, one must first have performance targets specified. This is

not always easy to do. In IT, performance targets are usually formalized into service level

agreements if possible. Then, there must be a way to measure performance accurately with

respect to the target performance levels. Sometimes performance measurement is difficult to
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achieve. Finally, there must be agreement on what is acceptable and unacceptable

performance relative to the performance targets. A performance level that is acceptable to one

group in the organization may be unacceptable to a different organizational group.

11. Strategic, Tactical, And Operational Layer

The strategic layer focuses on the long-term goals of the firm and how IT can enable their

achievement. The tactical layer consists of IT processes that work toward achieving the

strategic goals. The operational layer deals with day-to-day processes that affect the

maintenance and monitoring of systems, applications, and networks. Also included here are

processes involving training, staffing, accounting, scheduling, and administration.

Organizations are free to establish various names and definitions for the activities performed

within. The 38 processes outlined in this chapter represent a comprehensive list of the things

that must be done by an IT organization to be successful in fulfilling its organizational role.

However, the processes may have different names and may be somewhat differently defined

from the terms used in this chapter.

Topic : Planning-Related It Processes

Topic Objective:

At the end of the topic student will be able to:

 Understand the Business strategic plan

 Understand the Plans formulated at the strategic level

 Understand the Purpose of a business systems plan

 Understand the Applications portfolio

 Understand the Prioritize applications

 Understand the Elements of a project plan

 Understand the Recovery plan

 Understand the IT managements role
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Definition/Overview:

IT planning: This topic provides a detailed look at the three layers of IT planning: strategic,

tactical, and operational. Sixteen IT planning related processes are discussed. The differences

each layer has on both the IT planning process and the contents and execution of those plans

is also described. Last, concepts and empirical evidence of what constitutes a successful plan,

as well as the issues IT management must manage in each level of planning to avoid

problems in plan execution are discussed.

Key Points:

1. Business strategic plan

The business strategic plan defines the roles and expectations the organization has for the IT

function. Based on the enterprises requirements, this plan delineates the IT mission, IT

policies, information and information flows, and information needs over the strategic

planning period. The information systems strategic plan defines how the IT area will fulfill

the strategic objectives set forth in the business strategic plan. This plan sets out the activities

and sequence of steps that will be followed to achieve strategic objectives. The business

strategic plan defines the roles and expectations the organization has for the IT function.

Based on the enterprises requirements, this plan delineates the IT mission, IT policies,

information and information flows, and information needs over the strategic planning period.

First, the organization should characterize its existing portfolio of applications along two

dimensions: the importance of the application to daily operations, and the strategic value of

the application. Applications can be mapped along these two dimensions in a matrix format

to demonstrate the current business value being obtained from IT. Strategic applications

should align with the strategic goals of the organization. Then, proposed applications can be

evaluated on these two dimensions as well, and strategic applications again should align with

the business strategy. Finally, the proposed applications can be prioritized by assessing their

business impact and their ease of execution. The proposed applications can be prioritized by

assessing their business impact and their ease of execution. If resources are limited,

applications that have high business impact and high ease of execution should be targeted

first. Second, applications that have high business impact but lower ease of execution should

be considered. Applications that have low business impact and are difficult to execute should
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be avoided. Finally, applications that have low business impact but are easy to execute should

be considered only if surplus resources are available.

2. Plans formulated at the strategic level

The business strategic plan defines the roles and expectations the organization has for the IT

function. Based on the enterprises requirements, this plan delineates the IT mission, IT

policies, information and information flows, and information needs over the strategic

planning period. The information systems strategic plan defines how the IT area will fulfill

the strategic objectives set forth in the business strategic plan. This plan sets out the activities

and sequence of steps that will be followed to achieve strategic objectives.

3. Purpose of a business systems plan

The business strategic plan defines the roles and expectations the organization has for the IT

function. Based on the enterprises requirements, this plan delineates the IT mission, IT

policies, information and information flows, and information needs over the strategic

planning period.

4. Applications portfolio

First, the organization should characterize its existing portfolio of applications along two

dimensions: the importance of the application to daily operations, and the strategic value of

the application. Applications can be mapped along these two dimensions in a matrix format

to demonstrate the current business value being obtained from IT. Strategic applications

should align with the strategic goals of the organization. Then, proposed applications can be

evaluated on these two dimensions as well, and strategic applications again should align with

the business strategy. Finally, the proposed applications can be prioritized by assessing their

business impact and their ease of execution.

5. Prioritize applications

The proposed applications can be prioritized by assessing their business impact and their ease

of execution. If resources are limited, applications that have high business impact and high

ease of execution should be targeted first. Second, applications that have high business

impact but lower ease of execution should be considered. Applications that have low business
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impact and are difficult to execute should be avoided. Finally, applications that have low

business impact but are easy to execute should be considered only if surplus resources are

available.

6. Elements of a project plan

 Scope and objectives

 Project approach

 Current environment

 Preliminary project plan

 Glossary

7. Recovery plan

The recovery plan delineates a way to ensure that there will be a continuation of business

operations in the event of failure or disaster. Given the heightened threat of malicious actions

by people against businesses, recovery plans have assumed even greater importance than in

the past.

8. IT managements role

Generally, the IT manager is responsible for several things with respect to the business

continuation plan. The CIO frequently is a sponsor of the plan given its heavy technology

focus. Much of the information found in the plan will be provided by the IT managers.

Second, the CIO is usually responsible for testing and maintenance of the plan over time.

Finally, the CIO must inform other senior managers that disaster recovery plans and business

continuity plans may be a legal requirement, depending upon the industry and economic

sector of the business.

9. Major security threats to IT organizations

Some of the better-known security issues are:

 Unauthorized access to systems

 Unauthorized access to confidential data

 Virus attack

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

31
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



 Denial of service attacks on Web site and e-mail system

 Illegal or unwanted use of computer systems and equipment

 Illegal use or monitoring of e-mail systems and the Internet, and

 Possible physical or virtual destruction of financial and/or administrative databases, Web

sites, applications computer systems, equipment, and networks

To mitigate these threats, it is important that the firm identify the operational areas that have

the greatest financial impact on the firm. Then evaluate what would happen if the systems,

application, Web site or database were disabled, damaged, hacked or destroyed. Determine

the costs of replacing the systems, applications, Web sites and databases after the fact. With

this idea of the possible loss potential, IT management can determine how much to spend on

ensuring business continuity. With a budget established, the firm can arrange for appropriate

security and backup policies and procedures.

10. IT organizations plan for required skills

A robust skills management plan should identify what skills the IT organization currently has,

what skills it needs to have (based on the IT strategic plan and the systems plan), when those

skills are required, and how those skills will be obtained. The skills planning process must:

 Define the manpower requirements to support the systems plan

 Consolidate manpower required to support the project and systems plans, as well as develop

formal career paths

 Identify existing and planned manpower skills requirements

 Establish and evaluate alternate manpower plans, including sources of manpower

 Define an effective education plan, and

 Document manpower and education plans.

11. Strategic-level IT planning

Student responses will vary. In your discussion, try to determine if the IT strategic plan is

developed in parallel with the business strategic plan, or if the IT strategic plan is developed

in response to the business strategic plan. The more the two plans are integrated and

developed in parallel, the greater the level of strategic alignment in the organization.
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In Section 3 of this course you will cover these topics:
Managing Emerging Technologies

Organizing It

Human Resource Considerations

Topic : Managing Emerging Technologies

Topic Objective:

At the end of the topic student will be able to:

 Understand the Emerging technology

 Understand the Discontinuous technology

 Understand the Incremental Technology Changes And Discontinuous Technology Changes

 Understand the Stumbling Blocks To Introducing A New Technology

 Understand the Management of emerging technology

 Understand the Emerging technologies of five years ago and ten years ago

 Understand the Emerging technology

 Understand the Disruptive technology change

 Understand the Value Of IT

Definition/Overview:

Emerging Technology: One of the key aspects on managing Emerging Technology is the

implementation of the new technology. The impact that technologies can have on an

organization can be fairly dramatic. This topic presents ways in which an organization can

assess its own strategy with regard to emerging technologies, and determine if this strategy is

most appropriate for the organization over the long term.
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Key Points:

1. Discontinuous technology

Maintaining competitive advantage is a primary reason for focusing on emerging technology.

The risk in delaying the adoption of a technology is that the total return will decline as

implementation is delayed. Discontinuous technology changes are much more likely to be

disruptive to the status quo of the organization than are incremental technology changes.

Incremental technology changes are often small, minor, and gradual, and usually can be

accomplished with only the involvement of lower management levels. Discontinuous

technology changes, on the other hand, are often traumatic and difficult, and top management

support and involvement is critical in leading the organization through the change. The pace

of technological development continues to increase. The technology landscape is very

dynamic, and it is important for the CIO and the IT staff to monitor the environment to

identify the impact new technologies may have on their organization. Ten years ago - laser

guided smart bombs, in which a laser light is shined upon the target, the bomb carrying

aircraft acquires the reflection of the laser light, and the bomb is then guided by the reflected

laser light to the target. This technology was successful in Gulf War I, but can only be used in

good weather conditions. Five years ago GPS guided smart bombs, the latitude and longitude

of the target is programmed into the bomb, and the bombs own GPS receiver guides the

bomb to its target. Used successfully in Gulf War II, and is not reliant upon the weather

conditions.

2. Emerging technology

Maintaining competitive advantage is a primary reason for focusing on emerging technology.

The risk in delaying the adoption of a technology is that the total return will decline as

implementation is delayed.

3. Incremental Technology Changes and Discontinuous Technology Changes

Discontinuous technology changes are much more likely to be disruptive to the status quo of

the organization than are incremental technology changes. Incremental technology changes

are often small, minor, and gradual, and usually can be accomplished with only the

involvement of lower management levels. Discontinuous technology changes, on the other
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hand, are often traumatic and difficult, and top management support and involvement is

critical in leading the organization through the change.

4. Stumbling Blocks to Introducing A New Technology

Delayed participation: managers are capable of adapting to minor changes but are

unprepared for disruptive change. Managers need to have a long-term outlook on the viability

of an emerging technology.

Sticking with the familiar: is one of several emerging technologies may be mistakenly

chosen because of its similarity to past experience or the availability of required skills.

Reluctance to fully commit: is a particular emerging technology may be chosen, but it is

only half-heartedly pursued due to competing demands in the organization.

Lack of persistence: the organization may not have a long-term enough view of the

implementation process, and may lack patience in obtaining results.

The establishment: organizations have a large investment in the status quo and may find it

extremely difficult to alter the status quo.

5. Management of emerging technology

The pace of technological development continues to increase. The technology landscape is

very dynamic, and it is important for the CIO and the IT staff to monitor the environment to

identify the impact new technologies may have on their organization.

6. Emerging technologies of five years ago and ten years ago

Ten years ago - laser guided smart bombs, in which a laser light is shined upon the target, the

bomb carrying aircraft acquires the reflection of the laser light, the bomb is then guided by

the reflected laser light to the target. This technology was successful in Gulf War I, but can

only be used in good weather conditions. Five years ago GPS guided smart bombs, the

latitude and longitude of the target is programmed into the bomb, and the bombs own GPS

receiver guides the bomb to its target. Used successfully in Gulf War II, and is not reliant

upon the weather conditions.
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7. Emerging technology

Some organizations will have an R&D area that actively evaluates new technologies. In these

organizations, you will find a high acceptance of experimentation and low penalty for failure.

Other organizations will not support an R&D function, do little experimentation, and exact a

higher penalty for failure.

8. Disruptive technology change

encyclopedia Britannia is mentioned in the text as a firm that was negatively affected by the

Internet. Going a little farther back, American Airlines pioneered a number of newer

technologies to create its first airline reservations system, and thereby was positively affected

by a disruptive technology change. The Global Positioning System (GPS) was originally

designed for military use (missile targeting) only. Now the GPS system can be used in

civilian applications and has been used in many ways, such as commercial and general

aviation, surveying and mapping, and land and sea navigation.

9. Value of IT

Senior IT management should dedicate resources to focus on emerging technologies to help

identify technologies that may provide a competitive advantage. By maintaining this forward-

looking posture, IT management will be better positioned to guide the organizations business

strategy to take advantage of the opportunities afforded by the new technology. This

proactive stance can position IT to add significant value to the organization.

Topic : Organizing It

Topic Objective:

At the end of the topic student will be able to:

 Understand the machine bureaucracy

 Understand the Benefits of the centralized organizational structure
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 Understand the Drawbacks of the centralized organizational structure

 Understand the Benefits of the decentralized organizational structure

 Understand the Drawbacks of the decentralized organizational structure

 Understand the Machine Bureaucracy And Professional Bureaucracy

 Understand the Roles of managers affected by organizational structure

 Understand the Benefits of the centralized organizational structure are

Definition/Overview:

Strategic Alignment: The merits and pitfalls of these organizational structures are discussed.

Organizations need to examine possible structures and decide whether it is right for them

with the goal of enhancing strategic alignment. The topic stresses the need for determining

the best organizational structure and IT organizational structure so that the firm is more likely

to achieve a favorable position in the marketplace.

Key Points:

1. A machine bureaucracy

A machine bureaucracy is usually a large organization with a formal organization.

Technology has been widely employed and operations and manufacturing have been

mechanized. There is a lot of horizontal and vertical specialization in job responsibilities and

management roles. The IT department usually would be a centralized function serving the

entire organization. By contrast, the professional bureaucracy typifies a professional

partnership formed by doctors, lawyers, accountants, etc. These firms have a flat structure,

and the individual partners are highly specialized. The IT organization is usually centralized

to provide shared services to all members of the partnership. Generally, in hierarchical

organizations, managers have much of the decision- making power. Managers have the

authority to compel their subordinates to follow their directives. By contrast, in a flat

organization structure or a networked structure, subordinates have much more responsibility

and decision- making authority. Managers lead and provide coordination but are not dictating

decisions to their subordinates

2. Benefits of the centralized organizational structure are:

 Expertise is shared among all organizations within the firm
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 Clear career paths and training programs for career advancement

 Redundancy of skills provides backup

 Managers familiar with the jobs and tasks perform staff performance evaluations

 Standards are easily established and enforced

3. Drawbacks of the centralized organizational structure are:

 Each functional area (stovepipe) is a self-contained bureaucracy

 Each functional area may lose sight of the entire enterprise as a whole

 The functional areas may not know what each other are doing

 The functional area priorities may differ from the entire enterprises priorities

 There may be lack of agreement on resource allocation decisions among the functional areas

4. Benefits of the decentralized organizational structure are:

 Priorities are set by needs of products and processes reaching markets

 Communication among groups is increased

 Staff is more knowledgeable about multiple aspects of the product and process due to

information sharing

5. Drawbacks of the decentralized organizational structure are:

 Limited upward career paths

 Evaluation of job performance may be done by individuals not experienced in the nature of

the work

 Lack of backup personnel

 No synergy in the firm

6. Machine Bureaucracy and Professional Bureaucracy

A machine bureaucracy is usually a large organization with a formal organization.

Technology has been widely employed and operations and manufacturing have been

mechanized. There is a lot of horizontal and vertical specialization in job responsibilities and

management roles. The IT department usually would be a centralized function serving the

entire organization. By contrast, the professional bureaucracy typifies a professional

partnership formed by doctors, lawyers, accountants, etc. These firms have a flat structure,
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and the individual partners are highly specialized. The IT organization is usually centralized

to provide shared services to all members of the partnership.

7. Roles of managers affected by organizational structure

Generally, in hierarchical organizations, managers have much of the decision- making power.

Managers have the authority to compel their subordinates to follow their directives. By

contrast, in a flat organization structure or a networked structure, subordinates have much

more responsibility and decision- making authority. Managers lead and provide coordination

but are not dictating decisions to their subordinates

8. Benefits of the centralized organizational structure are:

 Expertise is shared among all organizations within the firm

 Clear career paths and training programs for career advancement

 Redundancy of skills provides backup

 Managers familiar with the jobs and tasks perform staff performance evaluations

 Standards are easily established and enforced

9. Drawbacks of the centralized organizational structure are:

 Each functional area (stovepipe) is a self-contained bureaucracy

 Each functional area may lose sight of the entire enterprise as a whole

 The functional areas may not know what each other are doing

 The functional area priorities may differ from the entire enterprises priorities

 There may be lack of agreement on resource allocation decisions among the functional areas

10. Decentralized organizational structure

 Priorities are set by needs of products and processes reaching markets

 Communication among groups is increased

 Staff is more knowledgeable about multiple aspects of the product and process due to

information sharing

11. Drawbacks of the decentralized organizational structure are:

 Limited upward career paths
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 Evaluation of job performance may be done by individuals not experienced in the nature of

the work

 Lack of backup personnel

 No synergy in the firm

12. Benefits of the federalist organizational structure are:

 Expertise is shared among all organizations within the firm

 Clear career paths and training programs for career advancement

 Redundancy of skills provides backup

 Managers familiar with the jobs and tasks perform staff performance evaluations

 Standards are easily established and enforced

 Priorities are set by needs of products and processes reaching markets

 Communication among groups is increased

 Staff is more knowledgeable about multiple aspects of the product and process due to

information sharing

13. Drawbacks of the federalist organizational structure are:

 Skillful CIO is required to manage a federalist organizational structure effectively

 Effective IT governance process is required to help organization succeed.

14. Benefits of Adhocracy

 Flexibility

 Employees are used only for the duration of a project; no long-term staffing commitment

15. Drawbacks of the adhocracy organizational structure are:

 Expertise gained from the project is not retained in the firm

 Consultants and employees are not loyal to the firm

 Turnover may be more significant

 Consultants may substitute less experienced staff for more experiences staff assigned to the

project

 Maintenance following completion of the project may be difficult since the original project

team members are no longer available
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16. Vertical Functional Stovepipe

A vertical functional stovepipe is usually a business function or business unit in a large,

centralized organization. Examples would be IT, marketing, finance, human resources, etc.

The term stovepipe is used to reflect the fact that these organizational units are often quite

isolated from each other in terms of organizational communication.

17. Horizontal Process Tunnel

A horizontal process tunnel is usually a business unit in a decentralized organization. These

units are usually created to focus on a particular business area in an independent fashion.

Each process tunnel contains many functions, including sales, marketing, finance,

accounting, IT, human resources, etc.

18. Benefits of matrix organization

 Expertise is shared among all organizations within the firm

 Clear career paths and training programs for career advancement

 Redundancy of skills provides backup

 Managers familiar with the jobs and tasks perform staff performance evaluations

 Standards are easily established and enforced

 Priorities are set by needs of products and processes reaching markets

 Communication among groups is increased

 Staff is more knowledgeable about multiple aspects of the product and process due to

information sharing

19. IT organization

There is no reason that IT and the business must follow the same organizational structure.

However, if the firm is facing market forces that move it toward one type of structure versus

another, then it is likely that its use of the same organizational structure will help achieve

strategic alignment most successfully. The firm should focus on the best organizational form

to gain the greatest value from its information technology function. Whatever organizational

form helps achieve the strongest strategic alignment between IT and the business should be

adopted.
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20. Merit of adhocracy

Merits of the adhocracy organizational structure are:

 Flexibility

 Employees are used only for the duration of a project; no long-term staffing commitment

21. Drawbacks of the adhocracy organizational structure are:

 Expertise gained from the project is not retained in the firm

 Consultants and employees are not loyal to the firm

 Turnover may be more significant

 Consultants may substitute less experienced staff for more experiences staff assigned to the

project

 Maintenance following completion of the project may be difficult since the original project

team members are no longer available

 Adhocracy is popular because of the flexibility it provides organizations.

22. Laws organizational structure

First firm and should be chosen with care. Second, the organizational structure will be

influenced by many factors, including technology, power, politics, culture, size, history,

industry, and competitive environment. Third, the workers will have an impact on how the

business will be managed, and therefore what organizational structures are suitable.

Organizations are finding that they must quickly adapt to the market and competitive changes

and be responsive to their key customers. Otherwise, they will not survive. Consequently,

changes in organizational structure may be necessary to respond to dynamic market forces.

Standards are critical elements in a well managed IT organization. Standards in development,

procedures, and testing, for example, enable the firm to more successfully develop and

maintain applications that support the business. Staff will be more productive when all are

following the same rules within their various job functions. Staff will also be more flexible

since things are done in the same manner throughout the organization.
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Topic : Human Resource Considerations

Topic Objective:

At the end of the topic student will be able to:

 Understand the Opportunities for advancement

 Understand the Position That It Professionals

 Understand the Skills For It Professional

 Understand the Environment And It Professionals

 Understand the Features Of A Retention Plan For It

 Understand the Elements For Stress At Workplace

 Understand the Manager Develop The Careers Of It Professionals

 Understand the Explicit Career Development Plan For It Professionals

Definition/Overview:

IT context: The particular aspects of managing human resources in an IT context are unique

due to the dynamic technical environment and the increasing need for business skills. The

critical issues of recruiting, retaining, and motivating IT employees are discussed. The topic

also focuses on the importance of stress management programs and career development

planning.

Key Points:

1. Opportunities for advancement

Opportunities for advancement; adequate and fair compensation; opportunity to contribute to

companys success; opportunity to telecommute; opportunity to discuss career goals with IT

management; reasonable workload; opportunities for training; reasonable levels of stress.

Todays IT environment involves constantly advancing technology that must be evaluated and

mastered. At the same time, there are typically numerous essential legacy systems that must

be maintained. IT organizations may find it easy to unintentionally develop a two-class
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society in which working with new technology is more exciting, glamorous, and used to

reward the stars. It is difficult to keep both groups content and productive.

Support and maintenance of systems is essential but does not really excite and motivate

people over the long term. New application development is where the action is perceived to

be. It is difficult to keep staff involved in maintenance activities challenged and happy.

The IT staff is more challenged today to understand and contribute to the business. IT

management needs to help build business knowledge in the IT staff through on the job

experience and support for additional education. The three most significant elements are

increasing workloads, office politics, and issues of work/life balance. Of lower significance

are commuting and the pace of technology change.

The most important thing an IT manager can do to develop the careers of IT professionals is

to provide opportunities for education and training. The IT manager should work with each

person on his/her staff and develop a career direction plan, in which there is mutual

agreement on training and education that will support the individuals career goals.

2. A Position That IT Professionals

Opportunities for advancement; adequate and fair compensation; opportunity to contribute to

companys success; opportunity to telecommute; opportunity to discuss career goals with IT

management; reasonable workload; opportunities for training; reasonable levels of stress.

3. Skills for IT Professional

The recently graduated IT professional will need a combination of general management skills

and technology skills. The general management skills include:

 Business analysis

 Change management

 Communication

 Finance

 Project management

 Leadership

 Managing value
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 Marketing

 Mentoring/career development

 Stakeholder management

 Team building

 Training

 The general technology skills include:

 Application software

 Databases

 Hardware infrastructure/architecture

 Knowledge of general IT management issues

 Career development

 Organizational forms

 Strategy and planning

 Networks and networking architectures

 Systems development and programming

 Integration within and across all architectures

5. Important Features of A Retention Plan For It Personnel

 Compensation: pay appropriate for market; flexible salary and compensation programs;

opportunity to build training funds over time; long-term time and performance-based

bonuses; stock options.

 Benefits: generous insurance coverages and financial perks; casual work environment,

telecommuting options, flexible work hours.

 Training: generous training budgets.

 Work Environment: sufficient opportunities to work with newer technologies; enjoyable

work environment; recognition for good performance.

 Attention to Burnout Risk: adequate staffing to minimize unreasonable performance

expectations; time-off following extended period of heavy work load.

 Monitor Employee Satisfaction: annual surveys; reviews; informal feedback sessions.

 Hire Appropriate Employee Profile: Seek employees who are most likely to find the work

setting satisfactory.

 Career Paths: provide flexible career paths; provide opportunities to develop process

management skills.
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6. Key Elements for Stress at Workplace

The three most significant elements are increasing workloads, office politics, and issues of

work/life balance. Of lower significance are commuting and the pace of technology change.

7. IT Manager Develop the Careers Of It Professionals

The most important thing an IT manager can do to develop the careers of IT professionals is

to provide opportunities for education and training. The IT manager should work with each

person on his/her staff and develop a career direction plan, in which there is mutual

agreement on training and education that will support the individuals career goals.

8. Explicit Career Development Plan for It Professionals

Students employed in larger businesses may have access to a more formalized career

development process than do students employed in smaller businesses. Larger businesses that

have experienced significant turnover in the IT ranks may have put some attention into this

area.

In Section 4 of this course you will cover these topics:
Management Of Change

It Governance

It Business Communications

Topic : Management Of Change

Topic Objective:

At the end of the topic student will be able to:

 Understand the Change Management

 Understand the eight characteristics
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 Understand the effectively functioning teams

 Understand the Change Management

 Understand the Change management process

 Understand the Lewin-Schein model

 Understand the Pain positive role

 Understand the Motivate change

 Understand the Counterimplementation

 Understand the Team Building

Definition/Overview:

Change Management: For the IT executive, management change is a critical skill because

the implementation of new systems always involves change. The topic also presents

techniques that IT managers can use to successfully manage change.

Key Points:

1. Change Management

Change Management is the process of guiding an organization and its people through a

transition from one way of doing things to another; often involving the use of new or

different information technology. People may respond to change with fear of the unknown,

fear of personal inability to learn, and fear of the investment of time necessary to succeed.

Productivity will be disrupted for a period of time, which may impede the organizations

ability to deliver its product or service. Phase 1 is Unfreezing, which is focused on

convincing people to stop doing things they way they have been doing them, thereby making

them open to the new process. Phase 2 is Change, which involves introducing the new

process through education and training. Phase 3 is Refreezing, which ensures that the new

process has become the norm in the organization and the old process is fully abandoned. Pain

is an effective means of motivating people to try something new. If an organization discovers

that the competition has a capability that it does not possess, the pain that results can motivate

the organization to pursue and welcome that capability. A partner or customer request for a

capability may cause motivating organizational pain. Mergers and acquisitions can cause pain

as disparate systems need to be integrated. Finally, the inability to perform work due to

antiquated technology causes pain which can motivate change.
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2. The eight characteristics of effectively functioning teams are:

 A clear elevating goal

 Results-driven structure

 Competent team members

 Unified commitment

 Collaborative climate

 Standards of excellence

 External support and recognition

 Principled leadership

3. Change Management

Change Management is the process of guiding an organization and its people through a

transition from one way of doing things to another; often involving the use of new or

different information technology.

4. Change management process

People may respond to change with fear of the unknown, fear of personal inability to learn,

and fear of the investment of time necessary to succeed. Productivity will be disrupted for a

period of time, which may impede the organizations ability to deliver its product or service.

5. Lewin-Schein model

Phase 1 is Unfreezing, which is focused on convincing people to stop doing things they way

they have been doing them, thereby making them open to the new process. Phase 2 is

Change, which involves introducing the new process through education and training. Phase 3

is refreezing, which ensures that the new process has become the norm in the organization

and the old process is fully abandoned.

6. Pain positive role

Pain is an effective means of motivating people to try something new. If an organization

discovers that the competition has a capability that it does not possess, the pain that results

can motivate the organization to pursue and welcome that capability. A partner or customer
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request for a capability may cause motivating organizational pain. Mergers and acquisitions

can cause pain as disparate systems need to be integrated. Finally the inability to perform

work due to antiquated technology causes pain which can motivate change.

7. Motivate change

Change can be motivated by pain, real job benefits, and the impact of a charismatic leader.

8. Counterimplementation

The term counterimplementation is used to refer to passive resistance to change, including

subtle sabotage of new procedures. These techniques may be adopted consciously or

unconsciously, but nonetheless can derail change.

9. Team Building

Not only must the right people be chosen to lead the change process, but those people must

be unified into a cohesive team in order to ensure a successful transition. Team building skills

are keys to successful management today, and change management involves the successful

management of teams as well.

10. Eight Characteristics Functioning Teams

The eight characteristics of effectively functioning teams are:

 A clear elevating goal

 Results-driven structure

 Competent team members

 Unified commitment

 Collaborative climate

 Standards of excellence

 External support and recognition

 Principled leadership
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11. Four Keys Implementing Change

 Leadership plus facilitation leaders create strategies that incorporate the ideas of those who

will be affected by the change.

 Get the right people involved chose the best people to work through the plan and execute

the strategies, not just the people who are available.

 Team building develop the people into a cohesive team to enhance their likelihood of

success.

 Secure resources ensure that enough resources (time, people, and money) are directed

toward bringing about the change.

12. Stakeholders Approach to Change Management

In some cases, people or groups who will be involved or affected by the change are

overlooked. Not including these stakeholders in the change process can doom the outcome. It

is important to identify and include the following stakeholders: the change sponsor; the

change agent or champion; the change target; and the influencer. There are many reasons

why people resist change, including:

 Loss of face

 Loss of control

 Excess uncertainty

 Surprise

 The change is too different

 Uncertainty about ability to change

 More work

 Past resentments

 Real threats

 Competing commitments

13. Change Management in Transnational Organizations

Change management in a transnational setting is even more complex due to the differences in

language and culture that may exist between the stakeholders. It is critical to do a very

thorough stakeholder analysis in these cases so that the perspective of all stakeholders is

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

50
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



correctly understood. Only then can the correct change strategy be developed for the

situation.

14. Implicit Models Control

Everyone views the world from within a framework of implicit models. These largely

unconscious mental models shape the way we perceive and react to our environment. Some

individuals view change as inherently bad due to their implicit model, while others are not as

threatened by the notion of change. Implicit models can be changed, but ones way of thinking

must first be made explicit before it can be changed.

15. Unique Challenges To Change Management

Change management in a transnational setting is even more complex due to the differences in

language and culture that may exist between the stakeholders. It is critical to do a very

thorough stakeholder analysis in these cases so that the perspective of all stakeholders is

correctly understood. Only then can the correct change strategy be developed for the

situation.

Topic : It Governance

Topic Objective:

At the end of the topic student will be able to:

 Understand the IT governance

 Understand the Principles Of IT Governance

 Understand the Major Organizational Symptoms Of Poor Governance

 Understand the Alternative Forms Of Governance

 Understand the Cross-Functional Initiatives

 Understand the Governance In Creating An Effective E-Business

 Understand the Primary Leadership Roles In IT Governance.

 Understand the Primary Roles In IT Steering Committee
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Definition/Overview:

IT governance: IT governance as the organizational mechanism for making decisions about

the use of information technology. The concept of the IT steering committee as an IT

governance best practice is presented. Some approaches for prioritizing projects are

discussed. The topic also discusses IT governance issues with respect to globalization, vendor

relationships, and outsourcing arrangements.

Key Points:

1. IT governance

IT governance involves the selection and use of organizational processes to make decisions

about how to obtain and deploy IT resources and competencies. IT governance is about

 Who makes the decisions (power)

 Why they make the decisions (alignment)

 How they make the decisions (decision process)

IT governance (or lack thereof) affects the organizations ability to make informed decisions

about the direction and use of IT. IT governance addresses decisions about the allocation of

resources, the evaluation of business initiatives and risk, prioritization of projects,

performance measurements and tracking mechanisms, determinations of cost and their

assignment, and the assessment of the value of an IT investment. In short, IT governance is

critical to a firm obtaining strategic alignment with IT. The major symptom of poor

governance is when the business does not see that its investments in IT provide the expected

return. This can be evidenced in many ways, including:

 Poor business IT understanding and rapport

 Competitive decline

 Frequently fired IT manager(s)

 High turnover of IT professionals

 Inappropriate resources (HR, $$)

 Frequent IT reorganizations

 Lack of executive interest in IT (absent champion/sponsor)

 Lack of vision/strategy
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 No communication between IT and users

 Ongoing conflicts between business and IT

 Unselective outsourcing of the entire IT function

 Productivity decline

 Projects that are not used / canceled / late

 Redundancies in systems development

 Absent systemic competencies

 Difficult systems integration

 Unhappy users / complaints

2. The Principles of IT Governance

IT governance involves the selection and use of organizational processes to make decisions

about how to obtain and deploy IT resources and competencies. IT governance is about

 Who makes the decisions (power)

 Why they make the decisions (alignment)

 How they make the decisions (decision process)

IT governance (or lack thereof) affects the organizations ability to make informed decisions

about the direction and use of IT. IT governance addresses decisions about the allocation of

resources, the evaluation of business initiatives and risk, prioritization of projects,

performance measurements and tracking mechanisms, determinations of cost and their

assignment, and the assessment of the value of an IT investment. In short, IT governance is

critical to a firm obtaining strategic alignment with IT.

3. Major Organizational Symptoms of Poor Governance

The major symptom of poor governance is when the business does not see that its

investments in IT provide the expected return. This can be evidenced in many ways,

including:

 Poor business IT understanding and rapport

 Competitive decline

 Frequently fired IT manager(s)

 High turnover of IT professionals
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 Inappropriate resources (HR, $$)

 Frequent IT reorganizations

 Lack of executive interest in IT (absent champion/sponsor)

 Lack of vision/strategy

 No communication between IT and users

 Ongoing conflicts between business and IT

 Unselective outsourcing of the entire IT function

 Productivity decline

 Projects that are not used / canceled / late

 Redundancies in systems development

 Absent systemic competencies

 Difficult systems integration

 Unhappy users / complaints

4. Alternative Forms of Governance

 Budget how and why financial resources are allocated to a project. Basic, but tends to

encourage the view of IT as merely a cost center and not a value center.

 CIO-CEO top IT executive reports directly to top business executive. This may dramatically

energize the organization in its ability to leverage IT for strategic advantage if the IT

executive is visionary.

 Organization degree of centralization of the IT function. Need to balance the benefits of

centralized decision making and control with reduced understanding of and communication

with the business community.

 Steering committees groups overseeing the strategic, tactical, and operational activities of

IT, comprised of individuals from multiple business perspectives.

5. Cross-Functional Initiatives

Cross-functional initiatives are difficult due to the conflicts that arise between IT and the

affected areas of the business. Attention to the issues of governance can help overcome these

conflicts and lead to successful outcomes.
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6. Governance in Creating An Effective E-Business

IT governance issues are especially critical in establishing a viable e-business. Since e-

businesses are frequently based upon new and unfamiliar business models, it is important to

have IT governance issues clarified so as to enhance the success of the e-business initiative.

7. Primary Leadership Roles in IT Governance.

The primary leadership roles are the corporate IT headquarters, who may design and mandate

strategy to the business units, provide guidance to the business units, or build and facilitate

the IT community in the business units. The business unit IT manager may simply comply

with corporate mandates, interpret corporate advisories and make his/her own decisions, or

share knowledge and provide feedback to corporate headquarters.

8. Primary Roles in IT Steering Committee?

 The role of an executive IT steering committee should include:

 Develop clear statement of the business role of IT in the organization

 Identify the linkages between the organizations strategic vision and ITs vision

 Establish principles for IT investment decision making

 Establish IT ethical policies

 Establish IT architecture principles and standards

 Establish IT performance goals and measures

8. Parts of IT Steering Committee

To provide the best leadership for the IT function, the membership of the steering committee

should include:

 The businesss executive committee

 The CIO and CTO (if one exists)

 Divisional business heads

 The head of IS and/or head of networking
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9. IT Steering Committee?

IT managements role is to work collaboratively with the business leaders on the committee so

that (1) communication about IT is facilitated, and (2) the business perspective is understood.

The committee should help establish a partnership structure between IT and the business.

10. IT Steering Committee

Project prioritizing techniques need to look at projects from multiple viewpoints. Projects

should be evaluated based on their:

 Positive impact on the firm

 Likelihood of occurring

 Risk profile

 Resource levels

 Anticipated return

11. IT Governance and Global Strategies?

The IT governance mechanisms will reflect the level of importance the international strategy

places on:

 The requirement for communication between the national (local) offices and headquarters

 The requirement for communication between local offices

 The requirement for sharing information and knowledge between local offices

 The requirement for standardization of operations among local offices

 The need for local responsiveness

12. Governance Mechanisms

 Vendor selection committee used to select external vendor of products or services

 Legal contracts between the business and the vendor

 Service level agreements to monitor vendor performance

 Contract renegotiation processes

 Steering committees that focus on building and managing vendor relationships.
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13. Decision-Making Process When Outsourcing

Organizations should consider outsourcing partnerships for IT functions that are both noncore

competencies and are not critical to the success of the organization. Following this decision,

the firm should seek a partnership arrangement with a qualified outsourcing firm. The

organization should perform due diligence to attempt to understand the risks inherent in

entering into a relationship with the outsourcer.

14. Remedies for Poor Performance

Remedies for poor performance may include:

 Credits for performance shortfalls

 Two-party dispute resolution

 Third-part arbitration

 Termination remedies

 Litigation

 Divorce clause specifying how to end the relationship

15. Symptoms of Poor IT Governance

Look for anecdotes that illustrate common symptoms of poor IT governance, including:

 Poor business IT understanding and rapport

 Competitive decline

 Frequently fired IT manager(s)

 High turnover of IT professionals

 Inappropriate resources (HR, $$)

 Frequent IT reorganizations

 Lack of executive interest in IT (absent champion/sponsor)

 Lack of vision/strategy

 No communication between IT and users

 Ongoing conflicts between business and IT

 Unselective outsourcing of the entire IT function

 Productivity decline

 Projects that are not used / canceled / late
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 Redundancies in systems development

 Absent systemic competencies

 Difficult systems integration

 Unhappy users / complaints

Firms with the highest levels of strategic alignment will tend to effectively utilize the steering

committee to provide IT governance at the strategic, tactical, and operational levels.

16. IT Organization Have In Place Regarding Vendors

There may be examples of vendor relationships that were established after careful analysis

and investigation, and other examples of vendor relationships that just happened. One should

assume that the most successful vendor relationships were developed after considerable effort

was expended in selecting the vendor and maintaining the vendor relationship.

17. Outsourcing Decisions

In firms that utilize steering committees, you are likely to find active involvement by the

committee(s) in the outsourcing decision and maintenance of the outsourcing agreement. If

there is no use of a steering committee, it will be interesting to discover who made the

decision, how it was developed, and how well it is performing.

18. Structuring Outsourcing Agreement

Possible issues that may arise include:

 Investigate references and perform due diligence

 Determine the partner with the best cultural fit

 Ensure that commitments are stated in writing

 Employ comprehensive performance metrics and enforce them

 Look for a partnership that provides mutual benefits
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Topic : It Business Communications

Topic Objective:

At the end of the topic student will be able to:

 Understand the Communication

 Understand the Cross-training or cross-education improve communication

 Understand the Common Language

 Understand the key elements for effective communication of vision

 Understand the Cross-training or cross-education

 Understand the Partnership importance to the firm

 Understand the Determinants of partnership

Definition/Overview:

Importance of Communication: Without effective communication, the firm will eventually

die. A common language is necessary for effective communication, implying the need for IT

and the business to learn each others jobs, requirements, methods, objectives, and languages.

The topic also addresses the importance of communication as a part of effective leadership.

Key Points:

1. Communication

Communication helps foster a high level of mutual understanding and commitment to

business and IT mission, objectives, and plans by organizational members. Key elements for

effective communication of vision

 Simplicity avoid specialized terminology or jargon that impedes communication.

 Metaphor, Analogy, and Example - a word picture is more effective than a detailed

description.

 Multiple Forums employ numerous communication mechanisms.

 Repetition important messages may need to be delivered multiple times.

 Leadership by Example actions convey messages more powerful than words.
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 Explanation of Inconsistencies discuss unknowns as an integral part of communication.

 Give and Take effective communication involves both speaking and listening.

A common language is needed to ensure mutual understanding in the communication.

Without a common language, misunderstandings can occur that jeopardize the effectiveness

of the communication.

2. Cross-training or cross-education improve communication

Cross- training improves communication because the participants are exposed to the language

and culture of another part of the business. This exposure helps to build that common

language that is required for effective communication. Business people who are cross-trained

in IT better understand the field, and IT people who are cross-trained in the business are

better able to apply IT for the business strategic benefit.

3. The key elements for effective communication of vision

 Simplicity avoid specialized terminology or jargon that impedes communication.

 Metaphor, Analogy, and Example - a word picture is more effective than a detailed

description.

 Multiple Forums employ numerous communication mechanisms.

 Repetition important messages may need to be delivered multiple times.

 Leadership by Example actions convey messages more powerful than words.

 Explanation of Inconsistencies discuss unknowns as an integral part of communication.

 Give and Take effective communication involves both speaking and listening.

4. Common Language

A common language is needed to ensure mutual understanding in the communication.

Without a common language, misunderstandings can occur that jeopardize the effectiveness

of the communication.

5. Cross-training or cross-education

Cross- training improves communication because the participants are exposed to the language

and culture of another part of the business. This exposure helps to build that common
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language that is required for effective communication. Business people who are cross-trained

in IT better understand the field, and IT people who are cross-trained in the business are

better able to apply IT for the business strategic benefit. Business people will be better able to

converse in a language familiar to IT developers. Business peoplecan better communicate

their requirements. Confusion about IT and its appropriate application can be reduced.

Business peoples expectations will be more realistic.

6. Partnership importance to the firm

A partnership relationship implies risk sharing, a longer time frame, and development of a

range of mechanisms that monitor and execute the operations of the partnership. Partnerships

go far beyond being defined just by rules, policies, and procedures, and imply an ongoing

relationship for mutual benefit.

7. Determinants of partnership

 Partnership in Context

 Mutual Benefits

 Commitment

 Predisposition

 Partnership in Action

 Shared Knowledge

 Distinctive Competency and Resources

 Organizational Linkage

8. Henderson suggestion

 Education skills transfer and training

 Joint Planning understand mutual benefits through negotiation and agreement

 Measurement and Control identify and measure benefits in order to monitor the value of the

partnership

 Effective Use of Terms use cross-functional teams to enhance mutual understanding

 Multilevel Human Resource Strategy establish partnerships at all levels of the organization

 Technology use of technology can enhance information exchange, collaboration, and the

measurement of benefits
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9. Galbraith identification

 Direct Communication

 Liaison Roles individuals facilitate communication channels between business and IT

 Temporary Task Forces establish project teams for the duration of a project

 Permanent Teams/Committee employ steering committees

 Integrating Roles assign a leader from outside to manage a team

 Managerial Linking Roles use a matrix organization structure

10. Improving business IT communication

 Knowledge gaps between business and IT can be identified and eliminated through training

and knowledge sharing.

 Use steering committees.

 Senior management of business and IT should set example by communicating effectively.

 Use cross functional team.

 Communicate results of measurement and control.

 Trust can be reestablished if the parties communicate their expectations for the future; then

monitor the way the parties are fulfilling those expectations and communicate their

responses. Over time, as expectations are fulfilled, less active monitoring may be needed as

trust rebuilds.

11. Improve the education levels of staff

Firms can improve the education level of their staff by emphasizing the importance of

training and integrating training into staff development plans and incentive programs. IT or

business certifications enable the employee to master a recognizable body of knowledge with

a verifiable level of competency. Most forward- thinking organizations endeavor to have their

entire staff participate in continuing education and/or cross- training, and many require such

participation for advancement.

12. Negative implication of cross- train

In cross- training, a person with known skills (such as IT) is taken out of the organization that

needs those skills and is placed in an organization that needs different skills (such as

marketing). For a time, the IT area suffers from the loss of those skills and the marketing area
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suffers by having a new staff member that has little to contribute. Consequently, the

organization has to bear a little bit of loss of productivity in order to attain the increased

shared understanding that is the key benefit of cross- training.

13. Support improved business

Many new tools have entered the market, such as groupware, instant messaging, Web cams,

Web conferencing, electronic whiteboards, and cellular technology. New products should be

developed that incrementally improve on these technologies.

In Section 5 of this course you will cover these topics:
Measuring, Reporting, And Controlling

Assessing The Value Of It

Topic : Measuring, Reporting, And Controlling

Topic Objective:

At the end of the topic student will be able to:

 Understand the Measure performance of technology

 Understand the ROI

 Understand the Measure Performance Of Information Technology

 Understand the Return on investments

 Understand the Performance measures

 Understand the function have systemic competencies

 Understand the Weakness for IT professional

Definition/Overview:

Concept of Measurement: A 10 step process is outlined to enable firms to build their own

measurement model and customize it to their environment. The role of Service Level
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Agreements is presented to identify significant additional measures and encourage continuous

monitoring of many IT processes. The topic emphasizes the role of IT performance

measurement in enabling companies to make continuous improvement to their processes

through effective use of measurement, monitoring, and enforcement.

Key Points:

1. Measure performance of technology

The major components of measurement that can be used to measure performance of

Information Technology

 Develop goals for each of the 38 IT processes discussed earlier in the text

 Develop critical success factors for each of the goals

 Determine appropriate measures for the critical success factors and baseline the measures

 Obtain approval for measures and begin to collect the appropriate data

 Analyze results and report results

Financial measures are easily understood by the business, but may not accurately represent

the true performance of IT and its contribution to the business.

To measure effectiveness, the focus should be on doing the right thing. This may be better

measured with qualitative measures, such as a customer satisfaction survey. Quantitative

measures frequently focus more on efficiency (doing things right).

2. ROI

ROI does not necessarily capture the elements of quality that are important in assessing IT

performance. Quality dimensions include such things as reliability, responsiveness,

competence, access, courtesy, communications, credibility, security, and customer

knowledge.

A comprehensive framework has been started. However, continuing research is needed to

study measurements and learn how various factors will interact with each other before the

framework can be definitive. Given the dynamic nature of the field, this process may never

really be finished.
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3. Measure Performance of Information Technology

 Develop goals for each of the 38 IT processes discussed earlier in the text

 Develop critical success factors for each of the goals

 Determine appropriate measures for the critical success factors and baseline the measures

 Obtain approval for measures and begin to collect the appropriate data

 Analyze results and report results

4. Return on investments

ROI does not necessarily capture the elements of quality that are important in assessing IT

performance. Quality dimensions include such things as reliability, responsiveness,

competence, access, courtesy, communications, credibility, security, and customer

knowledge. A comprehensive framework has been started. However, continuing research is

needed to study measurements and learn how various factors will interact with each other

before the framework can be definitive. Given the dynamic nature of the field, this process

may never really be finished.

5. Performance measures

 Obtain commitment and buy-in from senior business and IT management.

 Review business and IT strategic plans.

 Develop committees comprised of both business and IT personnel to review each of the 38 IT

processes and define goals for each process.

 Identify critical success factors for each goal.

 Determine how to measure each critical success factor.

 Run a pilot study to capture and analyze each measure.

 Review pilot results and select the appropriate measures to formalize based on the pilot

results.

 Gain approval for the selected measures.

 Begin to collect, analyze, and report measures.

 Take steps to review results and look for improvement possibilities.

www.bsscommunitycollege.in   www.bssnewgeneration.in  www.bsslifeskillscollege.in

65
www.onlineeducation.bharatsevaksamaj.net        www.bssskillmission.in

WWW.BSSVE.IN



6. IT function has systemic competencies

Systemic competencies are the bedrock upon which strategic options should be founded. An

example of a systemic competency is access to information about customers.

7. Weakness for IT professional

The main weakness in evaluating the performance of IT is an unclear idea of what IT should

be doing for the firm. Expectations may be high for IT but are not clearly stated or

understood. Consequently, measures are created that do not accurately reflect what IT is

doing. Measures must be based on the fundamental IT processes in order to correctly reflect

ITs performance effectiveness and efficiency.

Topic : Assessing The Value Of It

Topic Objective:

At the end of the topic student will be able to:

 Understand the Real options

 Understand the ROI

 Understand the Activity-based costing

 Understand the Reduce The Risk Of It Investments

 Understand the Return On Investment (Roi)

 Understand the Portfolio Of It Investments

 Understand the Activity-Based Costing And Activity-Based Management

 Understand the Business And Financial Measures

 Understand the Activity-Based Costing

Definition/Overview:

Concept of Value: In many businesses, IT is underappreciated because the business

managers do not understand the opportunities that IT can provide the enterprise. Traditional
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financial measures have contributed to this misunderstanding in that they fail to incorporate

intangible and non-quantifiable measures that have become more important in the new

information society. This topic presents five major value methods to assist in assessing and

demonstrating the value of IT. The strengths and weaknesses of these methods are also

discussed.

Key Points:

1. Real options

Real options do a better job of valuing strategic investment proposals having dynamic,

strategic characteristics. The real option represents the opportunity to create an IT investment

at some future point in time. The prevent value of the investments assets to be acquired or

developed corresponds to the stock price of the call options. The investment expenditure

corresponds to the exercise price of the call option. The length of time before the investment

decision must be made corresponds to the length of time until the option expires. The risk

concerning the investment projects cash flows corresponds to the standard deviation of the

return to the security. The cost of capital is the risk-free rate of interest. By being able to

defer the decision to make the investment (the decision deferral period), the decision maker is

able to acquire evolving information about the wisdom of making the investment (better

assessment of cost and benefit cash flows). This improves the investment analysis. These

financial measures were developed to determine the value of a static financial security. They

are often not good indicators of performance when valuing strategic investment proposals

such as investments in IT.

2. ROI

ROI neglects to include measures of how the IT investment can improve less tangible

outcomes such as business processes, marketing and customer service, or the firms

competitiveness. Looking at a portfolio of IT investments enables the realization that the risk-

return profile of the entire portfolio can be improved by recognizing interdependencies

among the individual projects of the portfolio. Looking at IT investments individually ignores

this aspect of interdependencies among projects. Activity-based costing is a methodology that

measures the cost and performance of activities, resources, and cost objects. Resources are

assigned to activities, and then activities are assigned to cost objects based on their use. This
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provides the input to assess the performance of work in an area and to make decisions about

that area.

3. Activity-based costing

Activity-based costing develops the inputs to be used in activity-based management.

Activity-based management is a discipline that focuses on the management of activities as the

route to improving the value received by the customer and the profit achieved by providing

this value.

Activity-based costing may not entirely satisfy sufficient analysis of all IT processes and

activities. The concept of total cost of ownership can augment the activity-based costing

framework. Total cost of ownership helps to represent the cost of owning and using IT assets

over their useful life. Total cost of ownership allows one to measure, manage, and reduce the

costs of IT while improving the overall value of IT investments of the life of the IT assets.

4. Reduce the Risk Of It Investments

Real options do a better job of valuing strategic investment proposals having dynamic,

strategic characteristics. The real option represents the opportunity to create an IT investment

at some future point in time. The prevent value of the investments assets to be acquired or

developed corresponds to the stock price of the call options. The investment expenditure

corresponds to the exercise price of the call option. The length of time before the investment

decision must be made corresponds to the length of time until the option expires. The risk

concerning the investment projects cash flows corresponds to the standard deviation of the

return to the security. The cost of capital is the risk-free rate of interest. By being able to

defer the decision to make the investment (the decision deferral period), the decision maker is

able to acquire evolving information about the wisdom of making the investment (better

assessment of cost and benefit cash flows). This improves the investment analysis.

5. Return on Investment (ROI)

These financial measures were developed to determine the value of a static financial security.

They are often not good indicators of performance when valuing strategic investment

proposals such as investments in IT.
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6. Portfolio of It Investments

Looking at a portfolio of IT investments enables the realization that the risk-return profile of

the entire portfolio can be improved by recognizing interdependencies among the individual

projects of the portfolio. Looking at IT investments individually ignores this aspect of

interdependencies among projects. Activity-based costing is a methodology that measures the

cost and performance of activities, resources, and cost objects. Resources are assigned to

activities, and then activities are assigned to cost objects based on their use. This provides the

input to assess the performance of work in an area and to make decisions about that area.

7. Activity-Based Costing and Activity-Based Management

Activity-based costing develops the inputs to be used in activity-based management.

Activity-based management is a discipline that focuses on the management of activities as the

route to improving the value received by the customer and the profit achieved by providing

this value.

8. Activity-Based Costing

Activity-based costing may not entirely satisfy sufficient analysis of all IT processes and

activities. The concept of total cost of ownership can augment the activity-based costing

framework. Total cost of ownership helps to represent the cost of owning and using IT assets

over their useful life. Total cost of ownership allows one to measure, manage, and reduce the

costs of IT while improving the overall value of IT investments of the life of the IT assets.

9. Business and Financial Measures

Business and financial measures only consider tangible, easy to quantify benefits. Less

obvious, difficult to measure intangible benefits must be considered, as in the Total Value of

Ownership approach.

10. Information Technologys Distinctive

In most cases, IT achieves the highest performance in these areas:

 Providing reliable, consistent service.

 Competence in IT knowledge and skills.
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11. It Function and Systemic Competencies

Systemic competencies are technology capabilities that can have a major positive impact on

the execution of the firms business strategy or support ongoing initiatives. Systemic

competencies are the bedrock upon which strategic options should be founded. An example

of a systemic competency is access to information about customers.

12. Weaknesses In Information

The main weakness in evaluating the performance of IT is an unclear idea of what IT should

be doing for the firm. Expectations may be high for IT but are not clearly stated or

understood. Consequently, measures are created that do not accurately reflect what IT is

doing. Measures must be based on the fundamental IT processes in order to correctly reflect

ITs performance effectiveness and efficiency.
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