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Do It Yourself IT
Do It YourselfDIT

Traditional implementations of Information Technolo-
gy(IT) in the enterprise follow a structured top-down
process. The reason is clear: since IT is the digital ner-
vous system of the organization, its implementation
requires careful analysis and design so it will be aligned
with the organization’s business strategy and process
flows and so it will satisfy a host of functional and techni-
cal requirements. Buying cycles for enterprise IT prod-
ucts are notoriously long, expensive and complex, and
are often followed by a painful and highly uncertain
implementation process that consumes vast time and
human resources.

Compare that to consumer Information Technologies,
which are often adopted on a whim. While consumers
may consider functionality and price (especially for high-
ticket items), and some engage in extensive product
research, the consumer buying process is certainly faster
and more straightforward than business procurement.
The most common implementations of new consumer IT
are“Do It Yourself” (or, as we say in the United States,
“DIY"), which means that products are either “ready to
go” or they will remain unused. To bypass the painful
implementation process, which is unacceptable for con-
sumers, usability is key in the consumer world. The
product has to be designed for usability and value, but
once it proves its value, it may be adopted like wildfire.
Apple’s iPod/iTunes system is a good example : Buy the
device, plug it in, download self-installing software —and
you are ready to go. The system is sophisticated and
complex, but the complexity is hidden behind the device
and the user interface, so it's simple and easy to use
from a consumer’s point of view. And if you need assis-
tance before or after you buy an iPod, you can get free
help from a knowledgeable and pleasant “genius” at the
Genius Bar in an Apple store near you. The results?
Apple sold more than 50 million iPods in the past twelve
months, more than four times the average number of
Walkman units sold by Sony in its hay years.

This is not to say that the successful adoption of con-
sumer IT is guaranteed. To the contrary : Many con-
sumer products from the Apple Newton to Web TV
have been flops. The failure rate of new consumer tech-
nologies is high because of fickle consumer tastes, the
high threshold of usability consumers insist on, and their
price sensitivity. But when it does take off, consumer IT
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can quickly go through multiple design iterations. This
means that a “cool” device like the iPhone — which
opened up an entirely new market for Apple —could
become ubiquitous in just a few months. In contrast,
enterprises are naturally risk averse when their IT infra-
structure is concerned and they insist on a low failure
rate even if this leads to slower adoption — and a higher
price. And because consumer IT tends to move at a
faster “clockspeed”’ than enterprise IT, it can serve as a
test lab for the enterprise IT market.

Indeed, we are at the beginning of a cycle where
enterprises adopt new technologies and business models
that were originally developed for the consumer market,
rather than for the enterprise IT market. Enterprise
employees are also consumers, and their experience with
consumer IT raises the bar for enterprise IT. As a
result, enterprise IT is expected to change the way it
delivers information to match the capabilities of new con-
sumer technologies. And, once consumers get used to a
new technology, they start pressuring their IT organiza-
tions, and through them — the vendors of enterprise IT,
to bring it to the enterprise | “Why can't search on our
Intranet be as easy as a Google search?” Gradually, con-
sumer devices, entertainment and consumer service
applications start influencing the way enterprise applica-
tions, information and content are developed and deliv-
ered. A good example of this trend is the adoption of
Web 2.0 technologies, based on an“architecture of partic-
ipation,”in the enterprise. Blogs, wikis, RSS, tagging, pre-
diction markets and Web-based social networks have
been designed for the consumer market but are increas-
ingly used in the enterprise. Knowledge workers are
already bringing DIY IT to their organizations, putting
together their own Web-based information feeds, pub-
lishing, personal productivity and collaboration tools
without the assistance of IT personnel. The adoption of
these technologies is driven by people’s desire to social-
ize and interact, and these individuals are pushing their
IT organizations to invest in tools that will facilitate fur-
ther collaboration. Indeed, about 15% of employees sur-
veyed by Forrester Research in 2007 used Web 2.0 tools
for a business purpose, and their adoption increased to
between a quarter and a third of employees at enterpris-

1 See, H. Mendelson and J. Ziegler, Survival of The Smartest,
Wiley, 1999.
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es that had invested in Web 2.0 technologies. Interesting-
ly, even within enterprises that were not considering an
IT investment in Web 2.0 tools, three to eight percent of
employees were nevertheless using them in pure“DIY”
mode.

The growing desire and ability of individual employ-
ees to influence the use of IT in the enterprise challenge
the traditional role of the IT organization, which can be
both a blessing and a curse. As Tom Tabor, CIO of
health insurer Highmark put it,"The good news is, we
have choices. The bad news is, we have choices.” The
challenge is to put in place procedures and policies that
enable the organization to support at the same time both
“industrial strength,” structured and controlled IT, and
DIY IT. At Highmark, employees often suggest new con-
sumer technologies, but these technologies are required
to go through a formal evaluation process by the IT

2 “Employees often use unauthorized technologies at work. Does
that compromise security? Or enhance productivity? Two
experts debate the issue.” The Wall Street Journal, October
22, 2007.

organization. Google, in contrast, believes in an almost
pure DIY model : Employees are free to choose and
download productivity and collaboration software by
themselves and to just use it. While this does not apply,
of course, to Google’s ERP system, Google believes that
the adoption of consumer IT will help employees be
more productive and reduce the company’s spending on
enterprise IT.

In fact, the digital nervous system of an effective orga-
nization consists of both a highly-structured, process-
driven backbone, and a horizontal, people-driven net-
work that enables collaboration and knowledge - sharing.?
The modern IT organization has to support both. This
means that it has to extend its traditional structure so it
can function as well like an Apple store, helping employ-
ees to sort out the myriad options available to them,
guiding them to the proper choice, helping to reduce the
costs of installing DIY IT, and providing user-friendly
assistance when things fall apart.

3 See Mendelson and Ziegler, Ibid.
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