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
California Pharmaceutical Company
Information system they were building:  Global knowledge sharing system
Reason they were building (the business problem):  wanted to reach new levels of productivity by allowing people to collaborate and cut their research time in half

Outcome… what happened?

$1 million over budget; 8 months late

Lacked functionality

The technical mistakes they made
Not designed to run over a WAN
The business/management mistakes they made
Infrastructure was not considered until near the end

No one in charge of in house and contractor I.T. groups so lots of conflicts; each division had its own I.T. director

T&M – good choice  - BUT it wasn’t managed well

Performance was slow so they had to strip out features in the system

Music Studio
Information system they were building:  payment tracking to artists and musicians (accounting)
Reason they were building (the business problem):  allocate payments efficiently; prevent contractual lawsuits; reduce legal costs

Outcome… what happened?

Spent over $10 million and still not complete; nothing to show yet

Executive in charge replaced

The technical mistakes they made
The business/management mistakes they made:

Trying to cut costs where they shouldn’t so they hired an executive in charge who didn’t have the required experience

Designer took too much charge – wouldn’t share design ideas – refused to be held responsible – didn’t worry about budgets and schedules, etc.   Executive in charge did not have the management skills to deal with this difficult person

Lawyers didn’t buy into the system and complained about it – because management didn’t get their input throughout the development of the system

Too many stakeholders were demanding what they wanted – this was not managed

No strong business sponsor

Didn’t pull the plug when they needed to

Unrealistic cost and time estimation
Forestry Products Manufacturer
Information system they were building:  Consolidation of their 12 accounting systems

Reason they were building (the business problem):  Achieve centralization

Outcome… what happened?

Lost $120 million in software development

Project came to a halt before any of the pilots (test runs) of the system were made live

The technical mistakes they made
The business/management mistakes they made:

Chose the software tool before they understood the problem

Lack of clarity of company’s long term strategy and goals until after they were under contract with the project team

Didn’t consider if the company was even ready for integration – they did it too fast

CIO and CFO didn’t consider whether the company could handle such traumatic changes at once

Too many ideas made a mess out of things because the idea-generating was not controlled

Big bang approach to launching so they couldn’t tell what was working and what wasn’t

Consultants more concerned about control than partnering (weren’t communicating well) – management wasn’t managing this well

Requirements-gathering was not managed well
