1)  Omni is a small hotel chain.

2)  Information system they were building:
Guest Recognition System to reward repeat guests with gifts or room upgrades as they checked in and to note guest preferences for future visits and promotions.

3)  Reason they were building (the business problem): 

Omni wanted to improve the company's lackluster performance by boosting customer loyalty and driving repeat sales. 

4)  Outcome… what happened?

Project was dropped

Lost $250,000

Existing conflict in the organization was made even worse

5)  Mistakes:  Some of the actions that caused the project to fail

The technical mistakes they made

Used dial-up (it ran too slow)

Used inappropriate software for the task

The business/management mistakes they made

Didn’t get input from future users to see what they wanted; didn’t gather the business requirements in a correct way

There was fighting over the functionality of the system (no good conflict resolution)

Project was too big and ambitions for the time period they set

Managers were “surprised” by the need to put the rewards in their already-struggling budget

Pinned the company’s financial future on this project

A good idea that just grew… too much risk 

Didn’t have a business sponsor

Rushed it

Couldn’t back out because they told people they were going to do it

Didn’t pull the plug--- stop the project, evaluate (and kill it or move on)

Not enough training

They didn’t have the skills to use the appropriate software so they should have outsourced

Higher executives wanted to do this project but they sent their underlings to take care of things

CIO did not have experience for this type of project

Scope creep / Feature creep

Music Studio in Hollywood
Information System:  a royalty tracking and payments

Reason (problem they were solving):  to provide general royalty distribution and help avoid lawsuits over contracts

Outcome:

IT project director left

Project not finished

Cost $10 million and no completion date in sight

Mistakes made:

Made by I.T.  (none)
Made by business/management people

Designer just did what he wanted – didn’t follow client’s requirements – no checks and balances – put too much faith in the designer

Executive in charge did not have good oversight of project
Closed culture in studio made negotiations difficult without a screaming match

Studios lawyers protested the automation of contracts – didn’t get buy-in from the lawyers

Unrealistic projections in cost and time

Too many stakeholders wanted a say

When things were falling apart, they didn’t raise the red flag

California Pharmaceutical Company

System:  Global Knowledge Sharing Application Systems (off the shelf and custom built software)

Problem:  Wanted to cut, in half, the 8 year period and cost for a drug to be developed and to market
Outcome:

8 months late

1 million over budget

Not what they wanted – lacked functionality

Mistakes

Made by I.T.
Not designed for a WAN (so had slow response time)

Made by business/management people
No one manger was accountable for the project.  To add to the confusion, each division had its own IT director

Process of designing and building at the same time was not well managed

Infrastructure group was left out of the project until near the end

Scope creep (T & M billing was not well managed)
