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Foreword

funny thing has happened to business over the last

30 years. In many cases, technology has become the face
of the company, both for internal clients and all the way out to
the end customer. Tracking shipments through Fedex.com?
Ordering books at Amazon.com? That interface is the business.
Meanwhile, in the same time frame, a funny thing has happened
to technology—the success of implementations hinges more on
human behavior and well-executed processes than the perform-
ance of development languages and database design.

Ican fairly say I was there when the business world began to
discover data, a key factor in today’s high valuation of technol-
ogy. When I first started in IT, mainframes hummed away in a
darkened room, and we worked behind a curtain of mystique,
automating traditional business processes for technologically
unsophisticated users. But as time moved on, projects grew
more complex and strategic. During my days as a senior execu-
tive and CIO, I helped introduce FedEx’s worldwide package-
tracking system, oversaw the implementation of AT&T and
Sprint’s customer billing and marketing systems and drove the
technology strategy as Wellpoint grew from an $18 billion to
$76 billion health insurance giant.

Fast-forward a few years, and we reach the age of the Inter-
net, rampant mobilization and new computing architectures like
cloud computing—not to mention steady progress in database
design and programming languages—to the point where today,
technology has never been more complex and yet more integral
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to most people’s lives. Meanwhile, when it comes to technology
savvy, all the players—internal clients, business leaders and
external customers—are smarter than they’ve ever been.

What all this means for IT leaders is that the demands have
never been greater. And yet I see a disturbing trend in the in-
creasing scarcity of what I call “the complete CIO.” This is
someone who can sit at the table with the C suite, with a com-
plete command of the IT strategy, masterful knowledge of the
business strategy and the ability to synchronize and coordinate
the two. This same person should thoroughly understand the
business the company is in and view it through the client’s and
the customer’s eyes. He or she needs to comprehend the entire
technology spectrum and have the mindset and skills to see
projects through to completion. Unfortunately, this is the kind
of rising IT leader that seems to be in diminishing supply,
these days.

In the large and complex projects in which I've been in-
volved, technology has generally never been the salient point of
failure. It's always some aspect of the human equation that fal-
ters — not having an enterprise view, not being politically astute,
not knowing how or when to push back on client requests in a
positive way. And today, I see up-and-coming IT leaders contin-
ually repeating the same mistakes. I'm not sure if this is true for
other professions, but what we lack in IT is a vehicle for trans-
ferring knowledge from a collective memory bank of lessons
learned, to grow and evolve into something better, with each
passing year.

Until now. In its new book, Ouellette & Associates has suc-
cessfully captured years of experience in one easily digested but
highly detailed, very true-to-reality book. Finally, someone has
recorded what it takes to move beyond the behaviors that lead
to project delays and cost overruns, and transform IT into the
mature, evolved profession that those who are committed to
it—and those who rely on it—truly deserve. O&A has compiled,
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in one place, decades of lessons learned, recipes and prescrip-
tions for doing IT right, indeed, to become “the complete CIO.”

Reading this book was a fascinating experience for me—it
felt both like a collection of memories from my time in the in-
dustry and a searing look at the present, as well. The human
side of the IT enterprise is where the work needs to be done,
and that’s exactly where the authors focus for creating a trans-
formed IT workforce and culture.

IT transformation doesn’t happen overnight, and the book’s
layout takes that into consideration. Read straight through, the
book moves from the stage-setting topics of team transforma-
tion and a service-oriented, consultative mindset, to the more
advanced skill of negotiation. With that foundation, it tunnels
into project management and requirements-gathering and then
pops back out to the more sophisticated area of politically
savvy. It is only once you have these skills mastered that you
can move on to the last three areas explored, which are market-
ing your newly developed value, managing service providers
and—finally—driving change management efforts. For each
skill, you can dip your toe in the water, get comfortable and
then move to the next stage.

At the same time, I've always believed in tackling large and
complex jobs by breaking them into smaller, logical pieces, and
the authors have also accomplished that. You can go right to
Chapter 4 to learn about consultant skills or burrow into Chapter
9 to learn how to market IT. Checklists, recipes and diagrams
enable you to put new insights immediately into action. And all
the while, you get the distinct feeling that these people get it—
they’ve seen it before. They’ve been there.

I see the need for this book in almost every company I work
with today—and in retrospect, the ones I worked with in the
past. It is my firm belief that many senior IT professionals have
the capacity to be the “complete CIOs” that business needs to-
day, if they would give themselves, and their staff, the chance.
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It's easy to say, “I don’t have the time” for the transformation
espoused in this book. But if everyone could do even half of
what this book advocates, we could begin to pass the baton of
experience onto the next generation of IT leaders, who could
go on to enjoy the fulfilling career in IT that people like me have
had the honor to experience.

I think anyone who—like me—has spent the last three deca-
des in IT would concur: With this book, O&A has done a great
service for IT professionals. I'd urge anyone who is serious
about IT to start the transformation the book describes to un-
leash the power of their own career.

Ron J. Ponder
The Ponder Group
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Positioning IT as Provider of Choice: Moving
Beyond IT and Business Alignment

We at Ouellette & Associates Consulting, Inc. (O&A) are com-
mitted more than ever to preparing IT leaders and their staffs
and organizations for the next phase of IT’s evolution and a suc-
cessful future. This is particularly true as forward-thinking IT
leaders change their focus from “aligning IT with the business,”
to instilling a philosophy that says, “We are the business.” With
the growing belief that IT and business alignment has exacer-
bated the us-versus-them issue, IT leaders today are becoming
laser-focused on ensuring that IT is integrated into the business.

Since 1984, our tagline has been, “Developing the Human
Side of Technology,” and never has this mantra been more im-
portant to IT than it is today. We've been fortunate to work with
more than 3,000 IT organizations representing all industries, led
by progressive IT leaders who are dedicated to changing the cul-
ture of their IT organizations, whether their staffs numbered 10
or 10,000. This book is based on these industry pioneers and
their passion for and commitment to moving their organizations
from reactive, technology-centric order takers to consultative
and service-minded—in short, organizations that position inter-
nal IT as the business’s technology provider of choice.

While other managers immediately cut their professional or
organizational development budget at the first sign of economic
distress, these savvy leaders invested in their people during both
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good and bad economic times. Through their leadership and
professional development initiatives, they spearheaded and
sponsored their own personal transformations and then pro-
ceeded to help their departments reach their full potential.

A Unique Approach: Putting the Book into Action

Others have written about the changing field of IT, but O&A’s
approach is unique. For one, it’s written by a team of highly
experienced subject matter experts who have lived in the
trenches, worked with world-class IT organizations and—for
the first time—have committed their insights and experience to
paper. Together, these seasoned professionals represent more
than 200 vyears of experience in the real-world IT trenches and
as consultants and trainers, helping tens of thousands of IT pro-
fessionals change how they do business, both individually and
organizationally. Because they've walked the walk as IT practi-
tioners, leaders, and consultants, they write with a voice of au-
thority that comes from experience.

On a personal level, I have contributed to several books that
have been very well received by our industry. I am extremely
excited about Unleashing the Power of IT: Bringing People, Busi-
ness, and Technology Together, based on the reviews and feed-
back provided by several respected industry leaders, and am
confident about the value it’s going to bring to the IT industry
and profession. |

Our approach is also unique because the advice and guid-
ance we provide are not just words that lie on the page. You
won't hear us promoting the latest management fad, promising
silver-bullet solutions to the challenges you face as an IT leader.
We strived to write a book that was practical and immediately
applicable. How many times have you read a business book,
agreed with most everything it said and then discovered you

Xiv
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didn’t have much, if anything, tangible to apply? This book, like
the proven workshops and services it is based on, is designed
for you to begin using what you've learned immediately. Rather
than writing from a 30,000-foot level, we have combined big-
picture context with specific advice you can use in your next
planning session, staff meeting, or client interaction.

At the end of each chapter, you'll find a “Top Ten” list sum-
marizing the chapter and providing you with immediate, action-
able takeaways. We will also prompt you to note a few specific
actions you plan to take based on what you just read.

We also include a “Putting the Book into Action” chapter, in
which we illustrate how three of our clients have successfully
used our workshops, certification programs, consulting services,
and books to turn their IT organizations into strategic business
partners.

This format aligns with our overall philosophy of helping
our clients “learn how to fish.” At O&A, we’ve never been big
fans of the traditional consulting model that makes clients be de-
pendent. This may be good for revenue generation, but it’s an
approach that’s never sat well with us. Our focus has always
been on helping our clients become self-sufficient. This book
will seek to do the same.

This book is also not going to tell you everything there is to
know about IT culture change. It would take several books and
more time than you have to cover everything there is to know
about this topic. Our goal instead is to help you be effective, to
jumpstart your journey, and to build and sustain your momen-
tum. If you've already begun, then this book will add to your
toolkit. If you're one of those rare IT leaders who’ve successfully
transformed your IT organization, you already recognize that
success is a journey and not a destination. I hope youw’ll meld
our experiences and best practices with your own to take your
organization to the next level.
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We base the book on proven approaches that generate re-
sults. O&A’s clients have. applied and sustained the teachings in
this book, and by doing so, they've positioned their organiza-
tions for the future. They've chosen to focus on developing the
“human side” of IT rather than “fixing” IT by applying the latest
technology, methodology, framework, or management guru
fad. They've discovered that success is based not on a big-bang
theory but by executing many little things every day. These
small wins add up and build momentum from the top down and
from the bottom up.

That's why we believe that by reading this book and acting
on its advice, you too can build strong relationships with your
business partners and earn a seat at the table of strategic deci-
sion making. You too will be perceived as an effective commu-
nicator, tactful negotiator, and influential opinion leader across
your organization. And your IT organization will also be posi-
_ tioned as the IT provider of first choice.
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Creating Your Twenty-First
Century Workforce and Culture

here has never been a better time to be an information tech-

nology (IT) professional. That’s right! While prognosticators
have loudly predicted the demise of IT, I firmly believe there
has never been a more exciting or auspicious time to be in
this profession.

That may sound strange to some of you IT veterans out
there. You may remember the good ol’ days of electronic
data processing when IT professionals were safe behind the
glass walls, free to focus on technology, without interference
from those pesky end users. Or perhaps you remember being
the hero in the late 1990s, riding in on a white horse to save
the world from the Y2K coding debacle. Then there were the
wild, early days of the Internet, when being a techie was sud-
denly cool.

For those who long for any of those days, I can appreciate
your disdain for my optimism. You've weathered the worst re-
cession we’ve seen in our lifetime, the outsourcing that leveled
many of your staffs, the questioning of IT’s value and the return-
on-investment scrutiny that continues today. You're now wit-
nessing the encroachment of consumer technology into the
enterprise, rampant proliferation of as-a-service computing
models, virtualization of nearly everything, and the growing



