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1. Proactive instead of reactive.

Opportunistic: The system plan is oriented toward under-girding the objective of the firm – it is not just a consolidation of user requests for applications

Innovative: Systems are designed to give the firm a competitive advantage, not just efficiency. An example is the order system of American Hospital Supply Corp. where the service is so comprehensive that the firm is so comprehensive that the firm gained a major share of the business.

Prototypic: Do it, try it, fix it.

2. Listening to the user – intently and regularly.

Openness: Avoiding the attitude that users don’t know enough about the technology to make creative contributions to design.

Joint venture: eliminating the “we/they” atmosphere.  Cooperatively creating a “Maytag” resulting in the “lonely repairman” environment.

Service orientation: “When our customer looks good, so do we.”  Top executives who were previously IS managers believe that peer evaluations significantly affected their promotion.

