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Our environments shape our operations



Balancing these is tricky & interrelated



3 Complicating Factors



The iPhone Problem is deeply rooted



We don’t have the investment needed



Our executives are tough graders





Ecological Fallacy complicates things



Confirmation Bias exacerbates issues



Users remember bad over good



Building Infrastructure



Data are the fuel for the rest

Focus Metrics on:
 Data integrity
 Data accuracy
 Data depth
 Value of data



Reports are the great equalizer

“Fact” Focus:
 Format
 Accuracy
 Complete
 Timely



Technology is a means to an end

Focus on:
 Centralization
 CRM features
 Accessibility
 Security



Effective and efficient processes

Processes should be:
 Documented
 Accountable
 Aligned



Behavior trumps Technology…

People are the Post:
 Roles
 Skills
 Communication

So get and retain great people.



Building for your Market



Persuade gap is small and return is big



Encourage early adopters & champions



Maintaining is like shoveling sand…so try to make it a day at the beach

 Embrace it
 Fix real problems
 Build a charm offensive
 Adopt metrics 



What’s Next?
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