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. IT and business often experience complications in
coming together in a positive way, because their foun-
dations are radically different. Their natures create a conflict
that has resonated through organizations for decades.

IT runs on the premise of a defined starting point with a
known completion point; it is a structured and process-driv-
en world. Business, on the opposite end of the spectrum,
exists within a fluctuating and variable environment. There
are seldom clearly labeled street signs to follow when mak-
ing plans and decisions; rather, businesses operate in a vola-
tile, uncertain, complex, and ambiguous setting.
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skills, a misunderstanding of what engagement means,
and a lack of engagement from organization members
Communication failures — business leaders and IT person-
nel who do not speak the same language and fail to agree
on ideas and follow-through throughout the enterprise
Collaboration challenges — failure to collaborate interde-
partmentally for the good of the organization because of
communication roadblocks and departmental boundaries

The relationship between IT and business runs deep and is
intense because of its very nature — one cannot exist without
the other. This relationship creates problems throughout
project life cycles, and further increases the division be-
tween IT and business.



Unfortunately, there is a clear disconnect in defining en-
gagement. What does engagement really mean? It is a term
often used to describe the way people come together as part
of a social or business agenda. In the leadership and man-
agement of business organizations (including IT), strategy
engagement is a critical set of practices that transform peo-
ple, energy, ideas, and plans into behaviors and capabilities,
which in turn drive results.

Engagement is more than awareness, more than under-
standing the goals of the business and the path it intends to
take to reach its goals. All members of the organization
must be strategically engaged, with a focus on directives and
long-term goals. While this is not a new idea, and has been
touted in hundreds of publications, it is much harder to ac-
complish than one would expect. It is clear that all business
units must adopt the overall business strategy to ensure that
everyone is on the same page.

The solution for IT and business goes well beyond mak-
ing sure all key players are seated at strategy-planning meet-
ings. It extends beyond the belief that a display of the orga-
nization’s mission statement will solve the problem of en-
gagement. The problems of aligning IT and business can be
resolved by reconciling the three major engagement ele-
ments related to IT:

Intentional learning and discovery — This involves ac-

cepting the reality that there is not a cause-and-effect pa-

thway laid out for the journey; individuals will react and
learn as they progress. People must be willing to work
without a safety net and to accept some risk that the
journey will involve unexpected events.

Commitment accountability for progress — This requires

an emotional, technical, social, and economic commit-

ment from individuals who will be held accountable for

the progress of the business. Commitment facilitates a

“membership” mentality that promotes the idea that indi-

viduals are a part of something that is going to induce

change in the organization. People feel responsibility for
the work effort and interdependence on one another to
succeed.

Effective collaboration and integration — In the in  terest

of creating new economic or technical value, people

work together. Collaboration and integration connec  t
people within and beyond the boxes of the organiza-
tional chart and the conventional boundaries of the  en-
terprise, using talent at all levels and encouragin g effec-
tive communication.

IT does well in many of these areas because it has the physi-
cal toolkit needed to achieve results. Within the confines of
the IT function, personnel work in team environments that
promote learning, ensure accountability through reviews

and testing, and require collaboration and integration to

ensure that the completed product will function as planned.
These elements lay the foundation for the success of IT.
They connect the dots between the strategy, culture, re-
sources, and structure of successful companies.

Interestingly, these same three elements are the root
cause of many of the conflicts between IT and business.
Once these three elements are improved and/or implement-
ed, the key issues can be turned around. Intentional learn-
ing and discovery are promoted by the use of change man-
agement and risk management techniques, recognizing the
value of enhancing resource knowledge.

Commitment and accountability for progress can be
measured by regular peer reviews and the ultimate success
or failure of the project. Effective collaboration and integra-
tion can use a number of tools, such as an intranet or a
knowledge management system.

Engagement is a concept that is often discussed but rare-
ly defined and achieved. It is the basis for resource leverage
and success, leading to strategic buy-in and implementation.
IT and business will play an intertwined role in this strategic
success if engagement is achieved through the main ele-
ments of intentional learning and discovery, commitment,
and effective collaboration.
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