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degradation, rites see corporate culture, 

rituals
delegation 28, 266, 272, 283, 287–288
demographic 26, 367, 390, 391, 397

	markets 351, 358, 359, see also market 
segmentation

diminishing returns 
law of 34, 95–97

disaster recovery 266, 268, 318, 327–328, 
330

	plan 317, 327–328, 331, 407



go
we

rp
ub

.co
m

	g
ow

er
pu

b.
co

m
	g

ow
er

pu
b.

co
m

	g
ow

er
pu

b.
co

m
	g

ow
er

pu
b.

co
m

	g
ow

er
pu

b.
co

m
	g

ow
er

pu
b.

co
m

	g
ow

er
pu

b.
co

m
	

go
we

rp
ub

.co
m

© Copyrighted Material

© Copyrighted Material

414 M a n a g i n g  I n f o r m a t i o n  S e r v i c e s

discontinuous change see change, 
discontinuous

dismissal 70
diversification 53, 356, 365

economic conditions 21, 54, 124
emotion(s) 42, 169, 171, 188, 191, 192, 

196, 216, 225, 245, 249, 250, 254, 
266, 292, 295

emotional intelligence 184, 249–250, 254
employee

benefit(s) 60, 153
well-being 69

enhancement, rites see corporate culture, 
rituals

enterprise architecture 129–130
environment

	external see external environment
	internal see internal environment

ethics xiv, 12, 14, 16, 64, 130, 145, 151, 
152, 157, 160, 163, 168, 172, 266, 
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247, 258, 276, 288, 311, 321, 333, 
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conflict 165, 212, 219, 259
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dynamics 143, 149, 299, 404
	formal 202–203, 213
	informal 203–204, 213
lobby see lobby group(s)
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guidelines 172, 237, 238, 240
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image xiv, 40,42, 49, 66. 169, 207, 237, 
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	analysis 353, 355, 357, 371, 375–377
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personal 146, 230, 255, 257, 258
	self 146, 246, 247, 255, 263
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influence xiii, xiv, 1, 37, 38, 50, 57, 125, 

145, 146, 157, 163, 164, 169, 170, 
209, 218, 229, 231, 234, 243, 247, 
250, 251, 252, 253, 254, 258, 265, 
266, 269, 277, 283, 285, 286, 289, 
292, 306, 406
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communication, channels 
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architecture 105, 110, 129
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go
we

rp
ub

.co
m

	g
ow

er
pu

b.
co

m
	g

ow
er

pu
b.

co
m

	g
ow

er
pu

b.
co

m
	g

ow
er

pu
b.

co
m

	g
ow

er
pu

b.
co

m
	g

ow
er

pu
b.

co
m

	g
ow

er
pu

b.
co

m
	

go
we

rp
ub

.co
m

© Copyrighted Material

© Copyrighted Material

416 M a n a g i n g  I n f o r m a t i o n  S e r v i c e s

	design 27, 101, 112, 117–119
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	flow(s) 99, 102, 108, 109, 110, 112, 117, 

118, 119, 187, 320, 362
	gap analysis 112
	life cycle 120
management xv, 27, 34, 101, 102, 103, 

104, 109, 118, 120
	map 110, 111
	planning see planning, information
	security xiv, 317, 318, 320, 322, 323, 

330, 331, 407
standards 115
systems xii, 27, 113, 119, 344, 347, 390
	use 110, 111, 116, 346
	value of 125, 338, 341
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	management 123–141
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rituals

integrity see ethics
intellectual 

capital 103, 180, 306, 334, 337 see also 
capital different forms

property 28, 31, 78, 123, 175, 176, 310, 
317, 382

property rights 133, 306, 330, 331, 382, 
407

intelligence, competitive 366–368, 408
intelligent communities see communities, 
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intelligent organizations see organizations, 
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interest groups see groups, informal
internal environment xiii, 1, 19, 20, 27, 

41, 44, 49, 51, 357 see also corporate 
culture

International Financial Reporting Standards 
(IFRS) 99

interpersonal skills 12, 13, 59, 105, 203, 
245, 403, 405

interview(s) 42, 59, 60, 112, 170, 209, 242, 
393

exit 70, 72, 219, 226
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294
selection 172, 173
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404
ITIL 126–127
job(s) 10, 11, 15, 25, 30, 38, 54, 59, 60, 65, 

67, 68, 69, 94, 135, 143, 153, 157, 
178, 187, 209, 219, 226, 251, 255, 
256, 259, 260, 261, 262, 263, 283, 
287, 288, 338, 405

	description 56–58, 208
	enlargement 65, 67
	enrichment 67, 288
redesign 56, 171, 187, 260, 262
satisfaction 26, 65, 235
security 25
sharing 65

knowledge 
age 3, 28, 263
corporate value of 120
economy and society 37, 41, 42, 102, 

120
enabling 7, 19, 102, 104, 165
management 27, 64, 103, 104, 230, see 

also information management
	management systems 5
sharing 27, 28, 107, 178

labour market(s) see market(s) labour 
law 

diminishing returns see diminishing 
returns, law of
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increasing returns see increasing returns, 
law of

leadership xi, xii, xiii, xiv, 6, 7, 42, 51, 61, 
62, 63, 64, 71, 103, 124, 143–146, 
149–162, 163, 164, 165, 166, 173, 
176, 178, 183, 185, 189, 190, 193, 
197, 198, 212, 215, 230, 232, 245, 
249, 250, 254, 256, 286, 287, 306, 
344, 401, 403, 404, 405, 406, 408

effectiveness 158–159
role(s) 7, 51, 63, 124, 140, 143, 150–152, 

154, 160, 163, 175, 190, 207, 210, 
213, 229, 385, 404 

skills 7, 11, 157, 158, 159, 178, 183, 
184, 197, 210, 213, 215, 346, 401

	style(s) 19, 29, 41, 63, 153, 163, 176, 
180, 184, 201, 215, 269

learning organizations see organizations, 
learning

leasing 98
left brain thinking see brain hemispheres
legitimate power see power bases
life cycle 

	information see information life cycle
organizational see organizational life 

cycle
lifestyle planning see planning, lifestyle
line-item budget 84–85
listening 16, 105, 146, 170, 194, 219, 225, 

245, 246, 249, 371, 383, 402
	effective 247, 248–249, 262

lobby group(s) 146, 234
lobbying 13, 14, 22, 37, 231, 234

management, see also leadership
	change see change management
executive xiii, 7, 13, 29, 38, 41, 51, 53, 

85, 104, 105–106, 124, 140, 177, 
189, 201, 212, 230, 248, 277, 297, 
309, 317, 326, 327, 328, 330

	line 13, 15, 62, 202
	mid-level 15, 157, 256
role(s) 11, 143, 205, 253, 263, 366
skills 11, 105, 125, 270, 281

market(s) 3, 8, 21, 22, 23, 26, 28, 49, 75, 77, 
104, 105, 124, 126, 132, 175, 186, 
203, 303, 310, 337, 338, 351–352, 

355–369, 403
	analysis 75,77
client 22, 127, 140, 150
expectations, see expectations
focus xii, xiv, 401, 408
information 25, 115, 355, 356
labour 21, 53, 56
need 37, 117, 124, 342, 351, 358
place xii, 3, 35, 44, 50, 54, 127, 128, 

139, 175, 305, 352, 356, 3713, 376, 
377, 378, 381, 386, 387, 388, 391, 
397, 403

research 26, 296, 356
segmentation 351, 355, 357, 358–359
share 77, 336, 344, 371, 375, 377
space xii, 3, 175, 295, 356, 371, 376, 

377, 378, 381, 386, 387, 388, 391, 
397, 403

target 344, 357, 358
targeting 351, 355, 359–360
testing 134, 135
value 98, 375

marketing xiv, 42, 43, 91, 176, 177, 340, 
351–352, 355–369, 371, 381

	management process 356
mix 351, 357, 360, 383
skills 32
strategic 355, 356, 408
tools 50

meetings xvii, 66, 777, 105, 212, 232, 
233, 245, 263, 266, 272, 294, 295, 
297–300, 303, 374, 392, 393

Millenials xiv, 4, 23, 158, 356, see also 
generation(s)

mobile commerce 10, 22
motivation 28, 48, 59, 65, 67. 68, 69, 143, 

149, 152, 157, 159, 165, 173, 229, 
256, 258, 288, 292, 405

natural capital see capital different forms
need markets see market segmentation
needs assessment 43, 46
negotiation 22, 146, 165, 171, 205, 212, 

213, 215–216, 217, 220, 221, 224, 
225, 226, 405

contract 62, see also outsourcing, 
contract management
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process 216, 221–222, 224, 225
	skills 22, 149

network(s) 10, 11, 12, 27, 29, 83, 117, 123, 
146, 177, 203, 212, 230, 231, 232, 
245, 251–254, 296, 401

	information and communications 
technology related 28, 129, 132, 260, 
318, 319, 320, 322, 324, 325, 326, 
331, 355

personal 11, 62, 83, 251
social 22, 64, 101, 196, 219, 250, 251, 

254
networking xiv, 7, 13, 63, 105, 143, 207, 

211, 245, 246–254, 366, 404
social see social networking

norms 11, 145, 154, 163–164, 169, 171, 
172, 187, 205, 247, 252, 292, 306, 
325

	group 63, 145, 195, 205, 209–211, 213

objectives 13, 34, 38, 39, 40, 42, 43, 45, 
46–47, 48, 49, 51, 53, 60, 67, 75, 76, 
85, 86, 102, 110, 111, 119, 125, 129, 
130, 133, 135, 222, 229, 231, 238, 
243, 257, 261, 263, 271, 279, 296, 
315, 319, 329, 338, 343, 344, 356, 
357, 358, 367, 368, 372, 374, 377, 
379, 384, 402

business 41, 77, 102, 110, 112, 130, 133, 
319, 320, 321

operational 46
organizational 51, 54, 71, 85, 111, 112, 

118, 119, 154, 167, 173, 217, 222, 
243, 285, 286, 343, 346

short-term 15, 46, 86
strategic 44, 46
on boarding 60

organizational 
	change 13, 20, 33, 135, 183, 188, 

197
	conflict 217–219
	life cycle 145, 185

	renewal 10, 16
	structure 13, 48, 54–55, 57, 135, 145, 

179, 187, 189, 196, 201, 202, 269
organizations 

intelligent 10, 27, 31, 101, 120, 380
	learning 10, 16, 102

outsourcing 25, 130, 131, 132, 134, 135, 
329 

partnership(s) 13, 24, 65, 132, 133, 185, 
195, 375

public private 98–99
passage, rites see corporate culture, rituals
passion xii, 7, 8, 13, 15, 16, 62, 143, 149, 

150, 151, 152, 159, 160, 401, 403
perceptions xiv, 29, 38, 124, 155, 167, 196, 

215, 225, 232, 246, 247, 258, 262, 
266, 292, 312, 352, 371, 375, 385, 
387, 388, 395

performance
	appraisal 65, 154, 172, 173
budgeting 86
evaluation 267, 343, 357
	indicators 267, 343, 346–348
	management 68, 73, 100, 272
management system(s) 71 
	measurement 68, 343
measures 46, 79, 88, 89, 107, 133, 154, 

197, 230, 271, 345
personal

	conflict see conflict, personal
development see also training, 

development and
	image see self image

planning 
career 61, 146, 255–256, 263
financial 73, 82, 100
information 104, 108
information and communications 

technology (ICT) 35, 128
	lifestyle 146, 255, 256–257, 263
process 34, 35, 38, 48, 49, 51, 55, 196, 

198, 355, 402
project see project plan
scenario xiii, 20, 34, 37, 40, 49, 50, 312
	strategic xiii, 19, 21, 34, 37, 38, 39–40, 

44, 48, 51, 54, 81, 82, 171, 311, 312, 
357

succession 61, 63–64, 102, 120, 145, 
158, 274, 310

planning-programming budgeting systems 
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(PPBS) 86
policy 

development 217, 237, 240–243
	framework 146, 238–240, 243, 276
making 103, 143, 146, 237–244, 404, 

405
review 396
statement 240, 242

political 
	agenda see agenda, political
arguments 146, 233
	behaviour see politics; political tactics
	benefits 48, 334, 336
	costs 48
environment 11, 14, 37, 230
impacts 242
influences 11
issues 61
skills 11, 15
tactics 146, 231–233, 251

politics xiv, 7, 15, 30, 63, 82, 145, 146, 165, 
203, 229–235, 289, 360

	organizational 63, 229, 232, 235, 253, 
405

power xiv, 11, 27, 38, 44, 99, 126, 145, 146, 
165, 170, 195, 203, 207, 212, 213, 
225, 229, 230, 231, 234, 242, 252, 
261, 266, 269, 283–286, 287, 289, 
293, 396, 406

	bases 253, 284–285
purchasing 21, 22, 26

pressure groups see lobby groups
privacy 105, 108, 115, 117, 118, 129, 168, 

237, 272, 277, 278, 326, 331, 338, 
382, 395

protection 133, 330, 331
pricing 93, 98, 388

	information 341
process re-engineering 129, 145
product 8, 24, 50, 74, 77, 87, 91–93, 108, 

111, 152, 159, 175, 176, 187, 336, 
340, 342, 351, 352, 355, 358, 359, 
360, 362, 364, 366, 380, 381, 382, 
387, 388, 393, 394, 396, 397, 398, 
408, 409

information 89, 111, 341, 343, 389, 394, 
see also services; information service 

delivery 
life cycle 351, 363, 365
	markets see market segmentation

productivity 10, 16, 22, 23, 27, 46, 54, 56, 
65, 69, 73, 82, 87, 88, 100, 101, 102, 
103, 111, 123, 130, 131, 140, 143, 
176, 186, 187, 196, 207, 209, 260, 
301, 303, 306, 307, 308, 310, 311, 
319, 320, 334, 337, 338, 345, 348, 
405

	assessing 73, 94–97, 100
curves 34, 73, 94, 96
marginal 93, 96

professional development see training, 
development and

programmes 12, 15, 22, 34, 46, 48, 51, 56, 
60, 61, 65, 71, 73, 77, 81, 82, 85, 86, 
89, 100, 106, 114, 149, 165, 178, 
186, 262, 301, 355, 356, 357, 359, 
368, 387, 393, 403, see also training 
programmes

project plan 78, 135–138, 140 
public private partnerships see partnerships, 

public private

quality xii, 8, 9, 14, 16, 20, 24, 25, 30, 48, 
103, 116, 123, 130, 131, 136, 152, 
157, 159, 161, 168, 169, 211, 258, 
267, 272, 276, 277, 281, 296, 333, 
335, 340, 345, 346, 352, 358, 360, 
367, 371, 380, 387–398, 403, 408, 
409

	audit see audit, quality
control 26, 44, 135, 137, 352, 388, 393
management systems 343
measurements 345–346
of life 3, 255, 306, 334, 337, 341, 348
service xiv, 8, 15, 22, 41, 43, 48, 77, 86, 

123, 124, 159, 172, 190, 209, 215, 
334, 338–340, 341, 343, 346, 347, 
352, 355, 360, 377, 387–398, 403, 
405, 407, 408

	standards 15, 389
statement 45

recruitment 56, 69, 132, 179, 218, 279, 322, 
375
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redundancy 70, 319
information 119, 133

re-engineering see process re-engineering
referent power see power bases
relationship

	building 12, 13, 15, 192
	management see customer relationship 

management
renewal, rites see corporate culture, rituals
report(s) 15, 28, 43, 83, 87, 89, 91, 107, 

113, 114, 233, 266, 287, 297, 299, 
366, 367, 378, 408

annual 272, 276, 277, 352, 384–385
return on investment xiv, 116, 120, 126, 

127, 139, 140, 266, 267, 305, 
335–336, 337, 342, 344, 348, 376, 
402, 409

review see performance evaluation and 
review

reward
mechanisms 28
power see power bases
systems 25, 68, 154, 172, 173

right brain thinking see brain hemispheres
risk

management xiv, 24, 78, 99, 104, 132, 
133, 135, 137, 189, 265, 272, 273, 
276, 309–316, 317, 320, 329, 384, 
407

	sources 310–311, 312, 314
taking 28, 31, 149, 152, 166, 177, 178, 

180, 185
rites and ceremonies see corporate culture, 

rituals
rituals see corporate culture, rituals
role(s)

	conflict 154, 208, 220, 259, 260
	dilemmas 208

scenario planning see planning, scenario
security 

	classification 114
emotional 157
information see information security
job see job security
levels 266, 320–321
	management 127, 318, 322, 330

physical xiv, 317, 323
planning see planning, security
violations 310, 314, 322, 330, 331

selection process 60, 179, 195, 240
self 

image see image, self
management 250, 254, 257–258, 263
managing work teams see teams, self 

managing work
separation 34, 69–72
service(s)

	multi-channel xii, 387, 391, 392
	quality see quality, service
	rejuvenation 356, 365–366, 381
24x365 xii, 3, 4, 5, 22, 53, 54, 62, 105, 

140, 145, 150, 165, 173, 184, 187, 
320, 321, 337, 392, 401, 403

shared meanings 164, 169, 191, 197, 205, 
215

Silent Generation 23, 156
situation

	audit see audit, situation 
skills 

	inventory 56, 62, 69
	management see management, skills 
marketing see marketing skills
political see political skills

social 
capital xii, 61, 104, 296, 303, 306, 

334, 337, 384, 409, see also capital 
different forms

networking 5, 22, 123, 131, 140, 237, 
245, 246, 295, 392

	tools 3, 4, 5, 6, 22, 23, 42, 103, 113, 258, 
295, 296, 362, 378, 382, 383, 391

staff turnover 69, 208
stereotyping 146, 153, 247
strategic 

	audit see audit, strategic
	marketing see marketing
	plan 38, 39, 46, 49, 53, 77, 125, 202, 

271, 272, 276
	planning see planning, strategic

stress 146, 208, 211, 216, 224, 226, 256, 
259, 260, 261, 263, 302

	management 146, 255, 258–259, 260, 
262
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surveys 296, 312, 347, 393
	customer 43, 44
user 395

sustainability xii, xiii, xiv, 3, 6, 12, 19, 124, 
25, 27, 34, 73, 74, 76, 94, 132, 145, 
160, 215, 265, 266, 269, 274, 291, 
300, 301–308, 317, 333, 334, 336, 
337, 338, 355, 368, 393, 401, 405, 
406, 407, 408

economic 21
environmental 203, 409
financial 75, 79, 89, 160, 309, 409
services delivery 73, 100, 357

SWOT (strengths, weaknesses, 
opportunities, threats) analysis 
40–42, 50, 311, 357

talent
management 61–63, 66
recruitment 375

team(s)
	building 145, 157, 171, 201, 210–211, 

213, 262, 382
leader(s) 15, 50, 81, 106–107, 203, 212, 

222, 318 
	self-managing work 210

technology, see also information and 
communications technology

	change see change, technology
management 128

telecommunications see information and 
communications technology

training
	development and 90, 172, 173
	programmes 10, 172, 256, 288, 329

transparency see decision making
Type A and Type B behaviours 8, 261–262

unethical behaviour 278
user surveys see surveys, user
users see customers

value (worth) 
chain 9, 15, 124, 125, 140, 187, 337, 

345, 348, 352, 387, 388, 394
	performance and 338
proposition 380, 386, 392

value adding 9
values 

	communicating 171–172
corporate 6, 12, 24, 164, 166, 167, 168, 

173, 277
	statement 168, 173

vision xii, 7, 13,15, 16, 20, 28, 29, 37, 38, 
39, 41, 44, 45, 61, 77, 125, 132, 150, 
158, 160, 163, 166, 175, 184, 191, 
194, 205, 207, 216, 229, 230, 287, 
340, 401, 402, 209

Web 2.0 9, 13, 22, 27, 64, 123, 125, 131, 
140, 184, 296, 320, 362, 392, 383, 
387, 391, 392

workplace flexibility 53

zero-based budgeting 85, 86




