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activity-based costing (ABC),
60-1
activity-based management, 60

BIC, 6
business process improvement

joined-up economy, 134,
137-9
reengineering, 39-40, 58

business travel, 116-17
business value, 1-25

attribute-based, 8
client relationship
management, 79-80, 85,
86-90, 93, 94-9
co-engineering, 96
components of, 10-15
effectiveness, 12, 24
efficiency, 10-11, 13-14,
24
innovation see innovation
knowledge, 12-13, 23
passion, 12
profitability, 11
quality, 11-12
consequence-based, 8
as a continuum, 14-15
corporate strategy for, 167-8

dialogue for creation of, 94-8
dilemmas of measuring,
69-73
evolution of measures of, 5-7
human resources as source of,
20, 22, 23, 25
IT’s role in building, 15-18,
25-6, 168-9, 170
client/server systems, 40
employee attitudes, 46
how it contributes, 73-5,
114-15, 168-9
measuring, 62-9, 169
organizational culture,
112-13, 169
personal computers, 34
process-centric applications,
81-6
see also client
relationship
management
productivity paradox, 54,
57, 63-4, 66, 67,
168-9
relational databases, 37
sensor technology, 40-1
IT’s role in diminishing,
69-73
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business value (continued )
joined-up economy as driver
of, 123-4, 170, 171
management education, 158,
159, 160, 164, 170
meaning, 2—4
metrics, 9, 24-5, 52, 53
management education
and, 164
productivity, 55-62, 65
non-financial metrics, 53
non-financial performance, 6,
7-8
organizational processes as
source of, 20-1, 22, 23, 25
organization’s role in creation
of, 90-9
reasons for measuring, 4-5
resource utilization, 11
roadmap for improving,
18-25
looking for value, 19, 224
measuring value, 19, 24-5
sources of value, 19, 20-1
technology as source of,
15-18, 21, 22-4, 25-6, 34
ways of measuring, 8-15,
24-5
IT productivity, 62—9, 169
management education
and, 164
productivity, 54-69, 73-4,
169
Business Value Matrix™, 18-25,
116, 168, 169-71

capital, economic value added,
61-2
capital productivity, 55-6
change management, IT role in,
103-20
informal networks, 119-20
mindsets, 106, 109-13, 119,
169
organizational culture, 106-7,
112-20, 169
skill sets, 105-9, 169
client relationship management
(CRM), 79-80, 84—5, 98-9
customer perceived value,
86-90
dialogue, 94-8
joined-up economy, 127
questions to ask for, 97-8
value creation process,
91-3
client/server systems, 37-41
CODASYL, 34-5
co-engineering business value,
96
collaborative communities, 132,
134-7,138-9, 171
community networks, 132, 133
consumption, customer
perceived value, 88-90
corporate education see
management education
costs, activity-based costing,
60-1
culture see organizational
culture



databases, relational, 34—7
Deming’s Dilemma, 69-71

desktop computers, 32—-4, 378

deutero-learning (learning to
learn), 97, 99

dialogue for value creation, 94-8

digital literacy, 107-8
division of labour, 128
DT Services, 92

e-business, 107

economic exchange, 129, 130-1

economic value added (EVA),
61-2

economies of scale, 128, 134

education see management
education

effectiveness, 12, 24

efficiency, 10-11, 13-14, 24

e-mail, 110-11

enterprise application
integration (EAI), 138-9

enterprise resource planning
(ERP), 81-3, 85, 112

globalization, management
education, 158

Google, 154

Gulliver’s Travels, 72

human capital
building business value, 23
definition, 26
management, 149-50
human resources
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informal networks, 119-20,
165, 170

jobs threatened by IT, 108

measuring workers’
contribution, 68

as source of value, 20, 22, 23,
25

see also labour productivity;
management education

IBM, 42
Icarus Paradox, 71
informal networks, 119-20,
165, 170
information and communication
technologies (ICTs), 29-46
building business value,
15-18, 25-6, 168-9, 170
client/server systems, 40
employee attitudes, 46
how it contributes, 73-5,
114-15, 168-9
measuring, 62-9, 169
organizational culture,
112-13, 169
personal computers, 34
process-centric applications,
81-5
see also client
relationship
management
productivity paradox, 54,
57,63-4, 66, 67,
168-9
relational databases, 37
sensor technology, 40-1
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information and communication or as source of performance,

technologies (ICTs)

(continued )

change management role,
103-20

client relationship
management, 79-80, 84-5,
93

client/server systems, 37-41

communication (C)
symbolism, 29, 30

diminishing business value,
69-73

employee hostility to, 30,
45-6, 109, 169

employee motivation, 64

enterprise resource planning,
81-3, 85, 112

evolutionary milestones, 31-2

in-flight services, 117

information (I) symbolism,
29, 30

Internet see Internet

joined-up economy, 44-5,
124-5, 131-2, 136-9, 170,
171

management education,
147-8, 156-7, 159, 163,
164, 165, 170

management of, 69

as measurement tool, 51-76
defining benefits, 52
dilemmas of, 69-73
productivity measurement,

54-62, 66, 73-4, 169

54, 62-9, 168-9
mindsets, 106, 109-13, 119,
169
organizational culture,
112-20, 169
organizational structure,
118-19, 136-7
personal computers, 32—4,
37-8
personal productivity, 33—4
productivity of, 62—9
how it contributes, 73-6,
114-15, 168-9
see also building business
value above
radio frequency identification,
40
reengineering, 39-40, 58
relational databases, 34—-7
skill sets, 105-9, 169
software, 33—-4, 38, 40
enterprise, 81-5, 112
presentation graphics,
111-12
supply chain management,
81, 83-4, 85,112
technology (T) symbolism, 29,
30
trust, 64
value chain, 36-7
Information Management
System (IMS), 34-5
innovation, 12, 64
as basic business skill, 109



joined-up economy, 126-7,
130, 134, 136-42
management education,
152-3, 155, 165
Intel Corporation, 74
Internet, 41-5
client interactions, 93
e-mail, 110-11
joined-up economy, 44-5,
124-5,131-2, 138

joined-up economy, 123-42,

170-1

birth of, 124-9

client interactions in, 92-3

collaborative communities,
132, 134-7, 138-9, 171

Internet and, 44-5, 124-5,
131-2

IT support for innovation in,

136-9, 170, 171
management education,

157-8, 160-1, 164-5
management support for

innovation in, 139-42

networks, 125, 129-32, 141
typology of networked firms,

132-3

knowledge

and business value, 12-13, 23
management education and,

161
knowledge management, 2.3

knowledge service networks, 133
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labour, division of, 128
labour productivity, 55-6, 65, 68
learning
in the joined-up economy,
135-7
management education,
147-8, 152
environmental sources,
159-61
learning as process, 162-5
learning as supply chain,
162
objectives of, 1538
organizational, 96-7, 99
learning economy, IT and, 75
learning to learn
(deutero-learning), 97, 99
Lego, 139-40
lifelong learning, 158
Lufthansa, 117

management education,
147-65, 170
learning from the
environment, 159-61
learning as process, 162—5
objectives of, 153-8
shared vision, 152-3
theory—practice gap, 148-53
using IT for, 147-8, 156-7,
159, 163, 164, 165
workforce apathy, 150
market-focused strategies, 23
materials productivity, 55
Mellon Global Investments, 160
Microsoft Corporation, 42
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mindsets, 106, 109-13, 119,
169

Morrisons, 106-7

motivation
as basic business skill, 109
IT investment and, 64

networked economy, 44-5, 125
client interactions in, 92-3
see also joined-up economy

networked firms, typology of,
132-3

networks
informal social, 119-20, 165,

170
joined-up economy, 125,
129-32, 141

opportunity costs, I'T
productivity, 63—4
Oracle, 35
Oracle Corporation, 42
orchestrators, joined-up
economy, 133
organizational change, 103-20
informal networks, 119-20
mindsets, 106, 109-13, 119,
169
organizational culture, 106-7,
112-20, 169
skill sets, 105-9, 169
organizational complexity, 150
organizational culture
change management, 106-7,
112-20, 169

management education, 159
organizational knowledge, 152
organizational learning, 96-7,
99
organizational processes
client/server systems and,
38-9

joined-up economy, 126-7,
134, 137-9

reengineering, 39-40, 58

as source of value, 20-1, 22,
23,25

organizational structures

IT and, 118-19, 136-7

management education and,
149-50, 161, 163—4, 170

partial productivity metrics,
55-6

Participate Systems, 127-8

passion, 12
IT allows escape to place of,

156-7

personal computers (PCs), 324,
37-8

personal productivity, 33-4

PowerPoint™ presentations, 111,
112

presentation graphics, 111-12

private sector, joined-up
economy, 129

process-centred organizations,
39-40

process-centric IT applications,
81-6
mindsets, 112



organizational culture,
117-18
see also client relationship
management
product consumption, 88-90
productivity
change management, 113-14
dilemmas in measuring,
69-73
how IT contributes to, 73-6,
114-15, 168-9
measurement of IT, 62-9
personal, 33—4
using IT to measure, 54-62,
66, 69-74, 169
productivity accounting, 59-60
see also activity-based costing
productivity paradox, 54, 57,
63-4, 66, 67, 1689
profitability, 11
public sector, joined-up
economy, 129

Quad partnerships, 141
quality, 11-12

radio frequency identification
(RFID), 40

reengineering, 39-40, 58

relational databases, 34-7

resource utilization, 11

Schumacher Complex, 72-3

sensor technology, 40-1

service industry productivity,
58-9, 63
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Siebel Systems, 95
skill development, 2.3
skill sets, 105-9, 169
social capital
building business value, 23
definition, 26
management and, 149-50
social networks, 170
change management,
119-20
joined-up economy, 125, 141
management education,
149-50, 159, 161, 165
see also collaborative
communities
software, 33—4, 38, 40
enterprise, 81-5, 112
presentation graphics,
111-12
staff see human resources;
labour productivity
Sting, 87
supply chain, learning as, 162
supply chain management
(SCM), 81, 83—4, 85
mindsets, 112
or paper-based system, 106-7
synectics, 152

technical literacy, 107-8
technology
ICT see information and
communication technology
sensor, 40-1
as source of value, 15-18, 21,
22-4,25-6
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technology (continued )
value creation example, 91-2

Thomas Cook, 57-8

total factor productivity metrics,
56-7, 65
activity-based costing, 60-1
economic value added, 61-2
productivity accounting,

59-60

training see management

education

transaction-based costing, 60
trust, IT and, 64

value, 2-3
business see business value
customer perceived, 86-90
value chains, 36-7
networked firms, 132-3

workers see human resources;
labour productivity



