Lecture 6: Strategic Issues in Information Systems and Services 
Learning Objectives:
1. Explain why IT service managers and staff need to take a strategic view.

2. Describe the main concepts involved in an IT strategy

3. Describe a process by which strategy may be developed.
Introduction
IT has often been treated just as a service overhead equivalent to office services and facilities management. Why?

IT needs to be seen as important to the future direction and competitive strategy of the organisation.

IT services needs to rise above an operational focus and take a helicopter view of the organisation an its IT and develop strategic directions.

IT Services Strategy
IT services needs to consider what direction it is taking.
What services will it provide?

What range of systems will be offered?

How will it respond to requests from the organisation?

How will the applications portfolio develop?

How will the service catalogue develop?

What is our strategy for development, for projects, for integration?

How will we develop the IT landscape and servicescape?

We must be looking ahead, not just dwelling on immediate operational concerns.

Technical Strategy
Focuses on hardware and applications.

Services Strategy
Focuses on services through the service catalogue

Policies
Procurement

Standards

Outsourcing

Expression in SLAs.

Vision

What is our purpose? How do we fit into the organisational vision?

Direction

How are we progressing IT services?

What is the nature, terrain of the journey we’re taking?

Goals
What are our short term and long term targets?

How will we know we’re getting there?

IT Services as a Strategic Partner

 

· IT is for business growth 

· Budgets are driven by business strategy 

· IT is inseparable form the business 

· IT is seen as an investment to manage 

· IT managers are business problem solvers 
Problems


IT significantly affects the success of businesses.


Business changes faster than IT systems and services can adapt.


Technology changes faster than businesses can absorb the change.


IT affects business relationships and processes.


IT investment is expensive.


IT must enable business to respond to unplanned future needs.


Legacy IT inhibits flexibility


Executive interest in IT rarely goes beyond costs and timing.


Little informed discussion between IT and the business.


There is little awareness of the effect of IT decisions in the business future.

 
Short term technology decisions limit long-term flexibility.

Questions


How do we link business and information systems?

How do we assess new technologies and select the right technologies for the organisation?

How do we use information systems and services to give use competitive advantage that is sustainable?


How do we integrate internal and external IS needs?


How does IT affect organisational architecture?


Is there a relationship between progress in IT and progress in the business?

ITIL and Strategy
Danger that it is too operational.

IT not taking its rightful place in the organisation.

Operational effectiveness Performing activities better than rivals

Strategy: sustainable advantage. Differentiating ourselves from the rest.

ITIL is best practice .. about operational effectiveness.

It is not strategic.

Strategy involves processes and outputs.

Processes to develop a strategy, whether methodological or evolutionary

Outputs from the strategy in terms of plans for new systems, services and definition of policies.

IT should be so aligned with the business that it is a strategic pointer.

Defining Strategy
‘Strategy concerns creating a vision of the future and the means and policies which will enable the organisation to reach that vision’ Edwards et al (1991) The Essence of Information Systems

It involves the interpretation of the environment

It helps allocate an organisation’s resources.

How is IT strategy done? 

 

Look at business structure, function, processes, culture 

Look at existing IT 

Look at available technology. 

Carry out interviews. 

Develop policies. 

Develop application portfolio. 

Plan schedules for migration, implementation etc. 

Concepts
IT policies, Competitive advantage, operational effectiveness, technical strategy, services strategy.
Questions
Do people find it hard to think strategically, if so why?

One IT strategy manager suggested taking time to develop an IT strategy was a waste of time. Do you think that is right? How would you convince her otherwise?

Activities
For an organisation known to you, produce a plan of how you would create an IT strategy (process), and indicate some of the recommendations you would expect to result (content).
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