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Foreword

As a professor, I am always looking for books that offer a new perspective on the
content that I teach. Because most of my students are executives, my attention is
particularly drawn towards books that present materials in a manner that relates
directly to the world as they experience it, sometimes referred to as the “real world”.
For this reason, I was delighted to be afforded the opportunity to write the Foreword
to Sergey Zykov’s newest book, “IT Crisisology Casebook: Smart Digitalization for
Sustainable Development”.

The central theme of this book is “IT Crisisology”. The underlying idea is a
simple one. As organizations, and the environments with which they interact, grow
more digital, they must transform to survive. Unfortunately, such transformations
are nearly always precipitated by, or followed by, a crisis. Making it through a crisis
is challenging—the process can lead to either value creation or value destruction.
How the organization responds will determine which.

To improve our odds of thriving through transformation-wrought crises, it makes
sense to learn about them. Unfortunately, general rules for dealing with IT transfor-
mation crises are few and far between. To paraphrase the famous opening line of
Anna Karenina: “Organizations in the steady state are all alike; every organization in
crisis experiences that crisis in its own way”. A regrettable truth in a complex world.

So, if we cannot teach general rules for managing the crises of IT transformation,
how dowe learn about them?Oneway is by reasoning through examples; by viewing
complex situations through the eyes of the managers that confronted them. That is
where case studies come in. Rather than providing the reader with rules, these cases
offer readers the opportunity to think through a situation and come up with their own
situation-specific rules.

The benefits of using case studies do not end with helping readers hone their
judgement. Storytelling is the most resonant means of informing—one that works
effectively for everyone from the youngest child to the most seasoned executive.
Choose the right stories and you not only inform the reader but also inform those to
whom the reader retells the stories. And the collection of stories contained in this
book should resonate with nearly everyone interested in digitalization and how it is
impacting organizations and the environment. No wonder I found it exciting to read.
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viii Foreword

The book is organized around evolving stages of digitalization and the many
challenges the process presents. After setting out a framework and demonstrating
how case studies can be applied in the initial chapter, the second chapter begins by
looking at early stage transformations, focusing on a series of companies many of
which are household names: the consulting company Accenture, the entertainment
companies Cirque du Soleil and Disney, the technology companies Dropbox and
Foursquare, and the fashion retailer Zara. Understanding how these organizations
evolved and transformed will improve both the readers’ understanding of the process
and their overall IT literacy.

The next chapter begins by focusing on some small businesses that have used digi-
talization in innovative ways to support their strategies. It then considers some well-
known and lesser-known examples of organizations that experienced transformation
crises and did not handle them effectively, including EastmanKodak, ThyssenKrupp,
and Blockbuster Video, contrasting these with organizations that managed to pull
away from the brink of failure by reinventing themselves for a digital world, such as
LEGO.

The fourth chapter, which focuses on multinational organizations and diversity,
presents the story of Microsoft, which initially neglected the digitalization process
but managed to catch up through new leadership. It also tells the story of Huawei,
whose adherence to a core set of principles helped it avoid the declines experienced
by so many of its competitors in the mobile device industry, including Deutsche
Telecom, Alcatel, Lucent, and Motorola.

InChap. 5, Zykov turns his focus to an industry case focusing on theRussian forest
industry. The case illustrates how issues of technology, resources, the environment,
businesses, and government all play an integral part in the transformation process
and the crises it produces. The chapter also looks at the CMM(I) model of software
process evolution, a transformation-driven model that reflects the degree of control
a software development shop exerts over its activities.

The sixth chapter looks at the human side of digitalization, considering the ques-
tion of how knowledge is transferred and the potential need to accommodate cultural
differences. It also looks specifically at the soft skills needed by a software developer.

In the conclusion, the lessons of these chapters are pulled together and some
general thoughts about dealing with complex situations are presented.

Upon reading this book, I gained a great appreciation for the many forms in
which transformation can manifest itself and in which the accompanying crises can
be addressed. I am sure that the reader will feel the same.

T. Grandon Gill, DBA
Professor and DBA Academic Director

School of Information Systems
and Management

Muma College of Business
University of South Florida

Tampa, FL, USA



Preface

The focus of this book is real-world case-based crisis management in digital
product development. This includes forecasting, responding, and agile engi-
neering/management methods, patterns, and practices for sustainable development.

Over the past decades, production in general and digital product development
in particular were understood and practised in different ways. Changeable busi-
ness constraints, complex technical requirements, and the so-called “human factors”
imposed on the digital products causedwhatwas articulated as sustainability “crises”.
These complex sources of trouble require a practicalmultifaceted approach to address
each of their ingredients. Therefore, this book suggests an approach that contains
practical methods, patterns, and techniques to efficiently manage these crises and
provide sustainable development.

Software engineering was triggered by what was initially identified as a digital
production “crisis”; however, this practically focused discipline even after 50 years of
existence cannot be considered a “silver bullet” for digitalization, and wider, sustain-
able organization development. This means that the digital development/production
crisis is still here, and it may immediately occur in case of careless selection or
unbalanced application of the rich variety of the principles and practices that the
state-of-the-art digital product engineering currently incorporates.

This book introduces a set of case studies for sustainability in management as a
blend, the components of which have been carefully selected from a few domains
adjacent to digital production such as IT-intensive operation, human resource
management, and knowledge engineering, to name a few. The key ingredients
of this crisis management framework include information management, tradeoff
optimization, agile product development, and knowledge transfer.

The case studies this book features, will help the stakeholders in understanding
and identifying the key technology, business, and human factors that may likely
result in a digital production crisis, i.e., critically affect the organization outcomes
in terms of successful digitalization and sustainable development. These factors are
particularly important for large-scale applications, typically considered very complex
in managerial and technological aspects, and therefore specifically addressed by
the discipline of IT Crisisology. Therefore, this book will throw light on the crisis
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responsive and resilient methods, techniques, and practices; as such, it will focus on
their practical and realistic applications and the resulting benefits for digitalization
and sustainable development.

To successfully apply the social and human aspects of IT Crisisology, which often
appear subtle, uncertain, and hardly manageable, this book suggests the case study-
based approach. An extensive set of comparative case studies for IT-intensive digital
businesses of different scales and scopes will be considered. We approach the crisis
management solutions from the perspectives of different continents, historical and
cultural diversity,which can essentially affect the human factors that often are the root
cause of a crisis. The businesses that we examine in these case studies clearly have a
number of similarities including their overall structure and ultimate goals. However,
certain outcomes andbusiness deliverables due to local varieties andbusiness-specific
dynamics might be essentially different. After discussing each of these case studies
separately (from the perspectives of business processes, knowledge transfer, and
digital products utilized), we will compare them in terms of business, technology,
and human-related factors to detect and refine common patterns of digitalization
sustainability in crisis environments.

We hope that this book will serve as a reliable compass for the digital product
developers andmanagers of IT-intensive businesses as it will give them the necessary
guidelines to navigate confidently through the rough ocean of digitalization in the
stormy times of crises.

Moscow, Russia Sergey V. Zykov
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