OMNI HOTELS
Information System they were trying to build:  guest recognition system

Results:

Lost $250,000

Further exacerbated conflicts

System ran slow, not user friendly, and no business value

Technological errors made by I.T.:

Didn't interface with existing (legacy) system

MS-Access database software not powerful enough to build this kind of

information system

Slow dial-up network

Business/Management errors made by people like us:

Rewards "rules" not clearly defined and not supported by individual hotel

managers

System didn't consider that customer preferences could not be met at all

hotels

Lack of communication between Marketing and hotel management

Training and documentation was insufficient

Business people didn't care when I.T. started having problems

Sent "underlings" to meetings with I.T.

Managers misrepresented the stakeholders' interests

No business sponsor

When things started getting bad, they didn't stop to critically examine and

then pull the plug on the project when necessary

Scope of project not clearly defined so it grew out of control (scope creep)

Time frame not realistic

Not able to gather the requirements for the system because they couldn't get

managers to meet
THE CONSULTANT AS ROCK STAR

System:  royalty tracking and payment system

Technology used to build the system:  (didn’t specify in the article but most likely used database s.w. (and some other s.w.))

Results:

Still isn’t done

$10 million in costs and no end in sight ($3 over budget)

Executive in charge left

Technological Errors:

(none)

Bus/ Mgmt Errors:

Vice President put a lot of trust in the system designer so designer took over the project and designed the system how he thought it should look; gave the designer ability to ignore budgets and time constraints

Too many stakeholders who wanted a say in the project

Business sponsor wasn’t strong—was more about the politics

Executive in charge had no experience in a project of this size

Cost and completion time estimates were unrealistic

No one could take the authority to make a decision and they weren’t comfortable doing it as a team

No one could pull the plug on the project or revamp it because they were afraid of losing their jobs

