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On the Bus or Not?

How Technology Driven Transformation Thrives 
or Dives Amongst the Stakeholders
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What I am not:
• a change management 

specialist
• a HR consultant
• in marketing
• a psychologist

What I do:
• IT reviews & strategies
• Technology program oversight
• client:technology supplier intermediary
• IT operating model/outsourcing 

implementation
• CIO coachingThis Photo by Unknown Author is licensed under CC BY-SA

http://stackoverflow.com/questions/12294718/how-to-create-a-cross-as-a-template-to-checkbox
https://creativecommons.org/licenses/by-sa/3.0/
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Quick poll:

• Who has led or been involved in a post-implementation 
review for a large project?
• Who has managed, been the supplier representative or 

been on the governance board for a large and complex 
program?
• Who sought out and applied the recommendations from 

post implementation reviews for previous similar 
programs?
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https://www.kahootz.com/the-top-reasons-for-project-failure/

https://www.infoq.com/articles/standish-chaos-2015
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Schedule

Project 
management 

Governance

Agile

Change control
Scope

Budget

Design
Service 

Catalogues

PlansRequirements

Architecture

Technology

Integration

DevOps

SaaS

Solutions

Testing

Informed decisions

Change management

Clear requirements

Early involvement

Active engagement

Active sponsorship

Translate business:technology

Communicate & engage

Lead people through change

Manage behaviours

Manage commercially

Identify & escalate business risk
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These are
SOPHisTicated

skills 
NOT SOFT
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Case Study #1:
• Building new facility
• Infrastructure outsourcing
• New IT operating model
• New IT services

Key stakeholders (for tech 
transition):

Executive owners
Project Managers

Technical & service delivery SMEs

Strong exec sponsorship
Client PM organised early
Experienced & capable vendor
PLUS:
Outcome/performance based aaS contract
Org redesign with recommended development plans 
Commercial/financial analysis Ø missed requirements
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• Client concerns re tech fit for purpose & schedule compliance

• Disagreements on technical solutions

• Delayed decisions & going around buoys repeatedly

• Reduced client confidence in delivery

• Conflict within & between client & vendor project teams

• Increased costs to vendor & increased risk to client

• Unrelated/out of scope new requirements diverted attention

Issues:
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Underlying causes:
• Low emotional intelligence
• Client inexperience with aaS models
• Vendor team focus on contract & technology delivery
• Transition to new IT managed, but NOT to the Operating model
• Assumptions that who was responsible for what was understood

Remedies:
• Client PM supplemented with dedicated “relationship manager”
• Execs assumed joint management role & increased interaction
• Vendor PMs coached in outcome measures & specific communication 

techniques
• Client teams given vendor “buddies” in aaS models

This Photo by Unknown Author is licensed under CC BY-NC-ND

https://cinemagia.wordpress.com/2013/12/06/passos-de-nelson-mandela-tambem-nos-cinemas/
https://creativecommons.org/licenses/by-nc-nd/3.0/
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Case Study #2:
• Developing digital strategy for national 

social services organisation
• Federated model – independent Boards, 

State CEOs

• Data, technology & services shared on “as 
needed” basis

Key stakeholders in strategy 
development:

CEOs
Boards

CIOs/IT Managers
CFOs & practice leaders

Shared desire to work together
No burning technology platforms
Significant potential benefits through 
sharing
Niche expertise across organisation
Draft Digital Strategy commissioned
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BUT:

Unable to agree on direction or how to get there

Shared frustration at lack of progress

Federation members pursuing point solutions

BECAUSE:

Concern that technology preferences would over-ride client needs

Perceived conflict between commercial objectives & social purpose

Business objectives not defined and agreed

Residual damage from historic conflicts

Digital Strategy recommended whats without whys

Customer segmentation & service models undefined

Different priorities & technology investments between States
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Remedies:

• Defined client focused business objectives sufficiently 

for technology strategy purposes

• Identified collaboration crash test dummy projects with 

critical steps

• Tasked “deliverers” with leadership tasks

• Added CIO/IT Manager forum to governance structure

This Photo by Unknown Author is licensed under CC BY-SA-NC

http://doninmass.com/tag/journey
https://creativecommons.org/licenses/by-nc-sa/3.0/
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Technology leaders MUST:

Think technology from the client perspective with outcomes front of mind

Proactively support business led governance & commercial management

Take a leadership role in behavioural, capability & business model change

Susan Sly
Director, Lueur Pty Ltd

enquiries@lueur.com.au
0481 053 202

mailto:enquiries@lueur.com.au

