[

Aandalman ream
Al IUT ) J 11
© 2008 AGI Ci ltant:
May be used for personal purporses only or by
r O C %ﬂed to dandelon.com network.
I m .

Reengineering Work
through Information
Technology

Thomas H. Davenport

Ernst & Young
Center for Information Technology and Strategy

Harvard Business School Press
Boston, Massachusetts



Contents

Preface ix

INTRODUCTION
Chapter 1 The Nature of Process Innovation 1

PART | A FRAMEWORK FOR PROCESS INNOVATION
Chapter 2 Selecting Processes for Innovation 27

Chapter 3 Information Technology as an Enabler of Process
Innovation 37

Chapter 4 Processes and Information 71

Chapter 5 Organizational and Human Resource Enablers of
Process Change 95

Chapter 6 Creating a Process Vision 117
Chapter 7 Understanding and Improving Existing
Processes 137

Chapter 8 Designing and Implementing the New Process and
Organization 153

PART Il THE IMPLEMENTATION OF INNOVATIVE
BUSINESS PROCESSES

Chapter 9 Process Innovation and the Management of
Organizational Change 167

Chepter 10 Implementing Process Innovation with Information
Technology 199

PART I11 INNOVATION STRATEGIES FOR TYPICAL
PROCESS TYPES

Chepter 11 Product and Service Development and Delivery
Processes 221

Chapter 12 Customer-Facing Processes 243
Chepter 13 Management Processes 275
Chapter 14 Summary and Conclusions 299

Appendix A Companies Involved in the Research 309
Appendix B The Origins of Process Innovation 311

Index 327



