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The client 
CIO Connect’s client was the European arm of a global pharmaceutical company. To prepare themselves for the 
future, they have reorganised the business globally. This meant major business change in both R&D and 
Manufacturing across their three regions, North America, Europe and Asia Pacific. Naturally IT needed to align with 
the business changes and to also ‘up its game’ to meet new and more challenging business objectives. CIO 
Connect had previously carried out a number of outcome-based engagements with this organisation, particularly in 
the areas of CRM effectiveness and change. 
 
 
The challenge 
The IT reorganisation covered the whole range of activities – from changing global outsourcing partners to 
completely redefining the IT Organisation structure, defining new roles and responsibilities and having the senior 
management re-apply for their roles. After 6 months of change, everything settled down except… 
 
The CIO turned to CIO Connect again because the reorganisation and new roles were ‘not quite working’. Even 
though there was clarity in the job descriptions, and even though the organisation structure was a standard supply 
and demand model, there seemed to be constant friction between the departments. 
As well as cooperation between the departments being difficult, progress was not 
being made on the process changes that they needed to implement. 
  
We identified likely causes of the problems, and recommended an approach to the 
CIO that could be implemented over the following few months. It was critical that the 
solution was seen to be their solution, implemented in their way as opposed to our 
way. CIO Connect works through and with client’s staff so that when CIO Connect 
steps back from the engagement, the impetus is maintained and the changes 
continue.  
 
 
What we did together 
We interviewed all of the senior leadership team in confidence so that we could 
understand everyone’s point of view. Change is always stressful, and we needed to 
understand the thoughts and concerns of all the stakeholders. 
 
Aligning that input, with the goals and objectives of the CIO, we designed a series of Masterclasses and facilitated 
discussions. The aim was to work through the organisation and personnel issues and, within the overall 
organisation design, understand and agree where things needed to be done and how tasks were handed from one 
group to another. As the first step with the senior leadership team we had an intense conversation about the 
principles that underpin how IT operates.  
 
CIO Connect’s advisors made themselves readily available to all participants to answer questions and deal with any 
concerns that they may have had, during and after the process.  
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“The hearts and 
minds need to 
move as well if 
an organisation 

is to get the 
expected 

benefits of the 
transition.” 



 
 
 
We use our approach that we call ‘Team Charters’. It’s a simple methodology that helps a department to conclude 
and agree exactly what they are on the hook for. During the discussions, we recorded issues that needed to be 
discussed outside the meeting and resolved. This is one of those activities where the journey is as important as the 
outcome.  
 
It is important that CIO Connect are not seen to undermine management. We worked closely with the senior IT 
leadership team directly as the first part of the programme of work. For the second part of the programme, the 
senior leadership team went through the same exercise in their own teams. We supported them by attending the 
first meeting in each of the senior leadership team.  
 
 
The outcome 
Reorganisation, transition or change is never easy. Most organisations don’t give it enough time or attention. Job 
Descriptions and Organisation charts are not enough. The hearts and minds need to move as well if an 
organisation is to get the expected benefits of the transition. Our process helps that to happen by ensuring that all 
involved feel they have been a part of the design process. As a result: 
 

• The departments worked better together. 
• The programme of work clarified a lot of uncertainties. Firstly it established the IT Principles, which guides 

decision making when there are no rules in place. It then refined the roles and responsibilities of each 
department and how they interact.  

• Each of the departments completed their Team Charter, which sits neatly between the Job Descriptions 
and the Organisation Chart and so pulled them together to give everyone a clearer picture of their roles.  

• Many issues were identified and solved; others were parked for the time being with a plan to resolve them 
later.  

• When they went through a second reorganization within the year, it was reported back to us, that this was 
much easier because of the work that we had done together.  

 
 
Your local boutique partner  
CIO Connect helps organisations exploit technology, working with and through their internal technology teams.  Our 
areas of expertise are: 
 

• Strategy 
• Leadership 
• Governance 
• Business Value 

 
For more information about us, including getting CIO Connects Daily Intelligence, please contact us on +65 9459 
4770 or email Singapore@cio-connect.com. 
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