Momentum has been building for IT to have a greater strategic role. As busi-
ness expectations rise, ClOs will need to concentrate on creating distinctive
solutions by applying technology in new and unique ways. This will require IT to
move beyond concerns about technical cost and risk, to making the difference in
executing enterprise strategy.

Enterprises expect IT to deliver distinctive solutions that serve customers in
unique and more effective ways. Business priorities for 2008 indicate areas in
which the enterprise needs to be different. ClOs should respond to these indications
instead of concentrating their attention on market-matching generic operations.

The IT organization is a source of the distinctive solutions that build the enterprise
value. The importance of these solutions and the pace of change demand that IT
increase its capabilities. This can occur only if IT raises its effectiveness and gains
the confidence to deliver results that make a difference.

As ClOs expand their influence beyond traditional IT issues, their roles are evolv-
ing—from running the technology organization to managing business results.
Whether working at the enterprise, business unit or midsize-company level, all
CIOs face similar opportunities and challenges in striving to make a difference.

With more senior executives integrating IT into their strategic plans, ClIOs must
guard against delivering only generic IT solutions when the enterprise also needs
distinctive solutions. ClOs should evaluate and update their agendas to highlight
and organize resources around solutions that make a difference.
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Enterprises expect IT to deliver solutions that make
a difference. Although this seems obvious, it’s hard
to deliver on this expectation when ClOs and IT

organizations focus on generic IT solutions.

ClOs expect significant change over the next three
years. This creates an opportunity for them to lead
their IT organizations in making a difference by using

information and technologies in new ways.

How CIlOs handle this opportunity will determine

their future, as well as that of their IT organization.



This report addresses the question, What is on
the CIO’s 2008 agenda?
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Being different is easy. Making a difference is a chal-
lenge. Executives expect IT to make the difference
In their business strategies. Eighty-three percent of
ClOs surveyed anticipate significant change over
the next three years that will entail delivery of new
products, services and capabilities that support the

enterprise strategy.



Enterprise expectations have been building over
the past three years, as ClOs have moved from
growing IT’s contribution to creating enterprise
leverage. CIOs have been building capabilities to
meet expectations; however, making the differ-
ence requires them to move beyond thinking of
IT in terms of technical cost and risk. Such think-
ing leads to generic IT that puts technical feasi-
bility and operation above business value.

ClOs who respond to business expectations
seek to create distinctive solutions that define
IT’s contribution to the business. Creating dis-
tinctive solutions requires the refocusing of both
a ClO’s attention and IT investments—from ge-
neric IT to information and technology solutions
that make the difference.

To create distinctive solutions, ClOs need to
extend their strategies, metrics, personnel and
leadership approaches. They must recognize
how the enterprise needs to change to serve
customers in unique ways, generate operational
returns and develop new products and services.
These are the areas in which IT can make the
difference. Making the difference will require new
skills, roles and relationships within the enter-
prise, and new approaches to delivering busi-
ness-relevant solutions.

According to the more than 1,400 CIOs re-
sponding to this year’s survey, 2008 represents
an important year in the transformation of IT’s
role. Following a “doing more with less” strategy
will not help the enterprise change for the better.
ClOs need to focus their strategy on “making a
difference with what they have.” Leading CIOs
indicate that in 2008, IT will need to evolve from
a provider of technology that works, to a creator
of solutions that make the difference to custom-
ers and the market.

Enterprises expect IT to make the
difference

In 2008, executive expectations for IT will ac-
celerate toward greater support for solutions that
attract, engage and retain customers. Delivering
on these expectations requires IT to create dis-
tinctive solutions that make the enterprise stand
out. IT can’t accomplish this goal by relying on
existing generic technologies, which, though they
work, do not contribute to a unique customer
experience. Enterprise expectations will change
the role of ClOs and their [T organizations from
technology provider to solution partner.



ClOs clearly feel this change coming. Eighty-
three percent of them predict significant change
in their enterprises over the next three years—
change such as implementing new products

and opening new markets. The success of these
initiatives will determine future roles and respon-
sibilities for the CIO and the IT organization.
Meeting enterprise expectations and contributing
to an environment of change will require CIOs to

recognize that strategic value comes from mak-
ing a difference in the enterprise rather than from
managing generic IT.

Enterprises expect distinctive solutions from IT
that address strategic, customer and market
needs. These enterprise expectations form the
basis of the 2008 CIO agenda.

To what extent will each of the following be a top priority for you in 2008?

Improving business processes

Attracting and retaining new customers

Creating new products or services (innovation)
Expanding into new markets or geographies
Reducing enterprise costs

Improving enterprise workforce effectiveness
Expanding current customer relationships
Increasing the use of information/analytics
Targeting customers and markets more effectively

Acquiring new companies and capabilities (M&As, etc.)

* New question for 2008 ** New question for 2007

2008 2007 2006
1 1 1
2 3 3
3 10 9
4 9 -
5 2 2
6 4 *
7 v %
8 7 6
9 ¥ %

10 * *



IT makes a difference with plat-
forms for growth and innovation

Business expectations are extending IT’s stra-
tegic value. Leaders want to create a distinctive
enterprise that serves customers in unique and
more effective ways. This requires IT to focus on
what it can do with technology to create distinc-
tive solutions in which information and technolo-

gy are an integral part of strategy execution. This
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is in contrast to generic IT, where the CIO and IT
concentrate on providing technology capabilities
that match the market.

IT organizations need to understand and manage
their resources to deliver generic technology op-
erations and use those operations to build distinc-
tive solutions by adding the external focus and
business context that create strategic difference.
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Planning to create the difference organization has been evolving to meet these ex-
in 2008 pectations. Because ClOs see significant change

coming in the next three years, they need to act
now to build the skills, capabilities, processes
and resources to deliver the distinctive solutions
required to achieve strategic value.

Enterprise expectations for IT have been evolving
since 2006, placing greater emphasis on cus-
tomers, growth and other strategic issues. The IT

Distinctive enterprises require distinctive IT that delivers new capabilities

for making the enterprise unique in its mission and strategy

Importance

to strategy
Critical “Make a difference” Information
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Report toolkit—A
reference to selected
tools in this report

Case studies

Ford Motor Company—
Collaborating across bound-
aries to foster distinctive IT
solutions

Hallmark—Making the IT
organization integral to
enterprise strategy

Saur—Information and pro-
cesses are making the opera-
tional efficiency difference

Motorola—Using Web 2.0 to
create agility at scale

About the survey and this report .
The 2008 Gartner EXP CIO Survey was con-

Bank Monte dei Paschi di
Siena—Creating the “endless
bank”

Figures
How enterprises expect IT to
make the difference in 2008

2008 CIO strategies rely on
proven practices

CIlOs will invest in core tech-
nologies to drive distinctive
solutions in 2008

Distinctive solutions versus
generic operations

CIOs and IT are expanding
their focus to make the
difference

Tools

Evaluate your IT portfolio to
match solution context with
solution type

Choose the right solution
approach based on the
business context and goals

CIO agenda executive action
plan

2008 CIO top 10 strategies
2008 CIO research agenda

The second concerns the IT organization and

analyzes the factors that drive its effective-

ducted between September and December 2007.

This year’s survey encompasses more than 1,400 ®
organizations located in 33 countries and across
26 industries. The median enterprise T budget is

$89 million.

This report is organized in three levels, which
correspond to the first three sections.

¢ The first concerns industrywide trends and ex-

ness and value.

The third is more personal and concerns how
ClOs should deal with changes in their role
as business and technology leader.

The fourth section contains recommendations

that echo this multilevel approach. After consid-
ering global and enterprise issues, it focuses on

steps ClOs and their IT organizations can take to

plores the shaping of executive expectations
for IT, as well as the shaping of CIO strategies
that respond to those expectations.

make a difference.





