
The Customer Proposition in

IT Organisations



Use of this material

• The material represents a summary of the 

Intellectual Property, experience and expertise of

C&C in this area

• You may download and print off this material at

your leisure and for your own, timely, business use

• All material is adaptable to your own needs 

• Do contact us for clarification on any of the points

points or guidance given

• Please ensure that the original material is always 

acknowledged as the Intellectual Property of C&C 

and that any changes you make do not reflect our 

view or offering
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The IT Challenge

• Mid-sized companies dispensing with whole layers of 

IT

• CIOs expect significant change over the next 3 years

(Gartner EXP 2008 forum)

• Same forum – improving business processes still 

number one priority for CIOs

• Less than 13% of IT development projects seen as 

successful, with more than 50% delivering at twice   

the original cost 

• IT skills not in CIOs Top 10;  communication skills 

deemed essential by 74%  (Computing mag, Sept 08)

• Effective IT-Business engagement  can increase IT 

performance by 54%  (Corporate Executive Board) 



Shared Language / Shared Purpose

• What is the vision for your IT department?

• Are you confident it delivers what your internal 

customers want?

• How do you ensure you have a common ‘language’ and 

shared vision of corporate goals?

• Does your business plan start from a customer or internal 

IT perspective? 

• Can you simply articulate it in a standard ‘value 

proposition’ way?

Features Benefits Proof

What is the service or 

product your IT 
department does / wants 
to provide?

Can you describe the 

benefits and value add 
your department will 
deliver by providing this 

proposition?

Do you have tangible 

evidence and action plans 
of how you will return this 
value to your company?



IT Proposition - Internal Perceptions

• It feels as if IT is remote from us as their internal 

customers and they don’t always appreciate our business 

objectives

• IT can be slow to respond to our needs and can seem 

resistant to a customer perspective – they know best

• There is a lot of work on ‘tasks’ rather than a 

demonstrated appreciation of the bigger picture or 

strategic view, which would enable them to support and 

challenge us best

• There can be a lack of communications in a way that 

engages us; their language is their language

• IT is simple – I can do it at home!!



Capability Assessment

Shared Language and 

Purpose capabilities 

Status

La
ye

r

Co
m

m
on

 l
an

gu
ag

e

Sh
ar

ed
 g

oa
ls

B
u
si

n
e
ss

 a
li

g
n
m

e
n
t

S
e
lf

a
n
d

 T
e
a

m
 P

u
rp

o
se

A
cc

ou
nt

 a
nd

 S
er

vi
ce

 

M
an

ag
em

en
t

Initial concepts 1
Strategy 2
Implementation 3
Managed 4

Optimise / 

Integrate 5

? / 25



Customer Communications

• Think about the customer; think like the customer

• Proactively talk to customers  - agree what and how

they want to hear from you 

• Communicate professionally at all times, even when 

customers become close associates 

• Ensure the customer experiences one IT department

/ team 

• Encourage collaborative working with the customer to 

achieve shared and maximised results 

• Spend time understanding your customers, their 

needs and goals

• Involve customers - give them a reason to care



Team ‘Purpose’

• Understanding the overall purpose of your team

• Ensuring that aligns with customer needs and 

expectations, as well as business goals

• Defining work, processes, behaviours that align to 

that purpose

• Challenging work that doesn’t deliver to the 

purpose



IT

Customer

Services

Team

Company

ME

Vision

Purpose

Responsibilities

IT goals

Personal 

Commitment

Legal

Finance

Marketing

Sales

Business

Delivery

Customer Interaction Model

Company goals

External

Customer



Business processes – not IT

• Defining ‘purpose’ is a key element of the ‘outside in’ 

thinking of lean service

• ‘Lean’ asks you to understand the end goals of your 

customers and define practice and process around that 

• It suggests that if you don’t change the way you think, 

you cannot develop people, process or performance 

• It also challenges the removal of ‘waste’ and ‘failure’

from working practice 



COMMERCIAL CULTURAL

Less ‘waste’ and ‘failure’ 

improving operational 

efficiency

Increased respect for and 

confidence in IT’s capability

Improved opportunities for  

business growth through

greater ROI – as required

Leads to greater influencing 

credibility and opportunity

Improved staff retention and 

lower churn

Improved staff satisfaction 

and motivation as they see 

their work delivering greater 

business benefit

Greater opportunity through 

released time to be innovative 

for success

Greater empowerment 

encouraging innovation

The Value Customer Proposition –

Benefits of Shared Language and Purpose



Subject Summary

• You must put customers – internal and / or external –

and their objectives and goals, at the centre of your

thinking, planning and actions

• Ensure collaborative working in the clarification of 

customer needs and aspirations, within and outside of 

your department

• Encourage your department communications to be 

inspiring and professional and use a common language 

• Create a common purpose through the use of 

customer interaction models 

• Challenge all activity that does not meet your

purpose or the customer goal



What Next?

• Could you use or adapt this material for immediate 

improvement opportunities and efficiency gains? 

Please do.

• Can C&C help you further by expanding on these 

themes and guidance?  Do contact us.

• Has this material prompted you to consider other 

areas that would benefit from a new focus?  Feel 

free to download more presentations in this series.

• Would you benefit from an independent, reputation

backed meeting with one of our experienced staff?

Contact us to see how we might be able to help you. 


