Another Trip to Hell

Some of the general lessons learned:

Have to have communication between everybody – IT, executives, consultants, business sponsors, etc.

Have one person in charge – make sure there is no fall

You need to know what your system should do before you start – set the scope

Build the system for its users

Train the end users

Get a business sponsor and communicate with them throughout the whole process

If there are problems, you need to take care of them at the time you see them instead of pointing fingers – or stop the project and cut loses

Make sure you choose the right hardware, software, and people for the kind of project you’re doing

Make sure your consultants really know what they’re doing and they work well together

Understand your problem before you begin (so you know, among other things, what technology to buy)

Make sure the organizational culture can handle the change

Etc.  Etc.  Etc.

The Scourge of Isolation – Omni Hotels

System:  guest recognition system

Technologies used to build the system:  Microsoft Access database software, PC hardware & dial-up modems

Results:  

System hard to use

System slow

Financial burden on individual hotels – the gifts

Lost $250,000

Created opposite effect – created customer dissatisfaction

Some of the things they did wrong:

Marketing dept kept the CEO in the dark from day 1

Didn’t get buy-in from all the interested parties

No business sponsor

Executives didn’t have time to be bothered with the projects

Didn’t agree on “business rules” for granting rewards

No plan for cost sharing

Used the wrong kind of database

Use of the dial-up modem

Didn’t have good training or instructions (documentation)

Project scope was not well defined

The Consultant as Rock Star – A Hollywood Studio

System:  artist royalty system  - a type of accounting system

Technologies used to develop the system:  (none given)

Results:  as of the printing of this article they were still working on it, spent more than they allotted, executive user in charge was replaced with someone who applied even less budgeting and scheduling discipline

Some of the things they did wrong:

Too many stakeholders who wanted a say in the outcome

No strong sponsor

Corporate culture facilitated arguments

IT staff and studios couldn’t communicate well

Consultant didn’t have a “leash” – gave the consultant a free reign and didn’t have a well-defined contract (for X amount of dollars) with the consultant

Designer had the power to do as he pleased

Project leader didn’t have experience in leading a project of this size

Wasn’t a well defined schedule

Did Somebody Say Infrastucture ? – California Pharmaceutical Company

System:  global knowledge sharing application

Technologies used to develop the system:  custom-built and off the shelf software

Results:  $1 million over budget, didn’t work like it should, 8 months late

Some of the things they did wrong:

Infrastructure group kept out of the project until the testing of the system

Not one single person that headed the IT staff and the consultants as they worked together

No one person held accountable

Designing & building the system at the same time

Didn’t have a fixed cost – instead they had per hour

Dreams were possibly too big in the beginning

Wasn’t design to run over a WAN

Consultants and IT dept both had directors but neither reported to the CIO

That Darn Cultural Thing – manufacturer of forestry products

System:  consolidated financial reporting

Technology used to build the system:  SAP (Systems, Applications, and Products for Data Processing – a brand name software product by a German-based firm – does ERP)

Results:  failed project – had to write off $120 million, CIO left the company, no integration/consolidation

Some of the things they did wrong:

Chose the technology before they understood the problem

Did a poor job of selling the idea internally

No discussions about long-term goals

Tried to implement too fast – used the big-bang approach – launched too many things simultaneously

The culture was not ready (cultural readiness)

Four different consultants that argued amongst themselves

