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Translate technical expertise into an effective career in computer user support
with the help of Knapp's A GUIDE TO SERVICE DESK CONCEPTS, 4E. This
trusted, contemporary guide introduces the latest developments, research,
resources and trends as they happen in computer user support. Readers explore
the various types of service desks and gain a solid understanding of the diverse
roles and skills required. This edition also reviews the processes and
technologies that ensure the service desk is operating efficiently and examines
how today's leading organizations measure service desk success. The author
references the very latest ITIL 2011 best practices, leading quality and IT service
management frameworks and standards to ensure this edition presents the most
recent information regarding the role of outsourcing and certification in the
service desk. New case studies and case projects provide on-the-job practice,
while updated chapters highlight the evolving role of the service desk to
relationship managers and how technology trends, such as cloud computing,
virtualization, mobile technology and consumerization, are impacting the service
desk. New material also examines the current emphasis on self-help and the
effects of self-healing capabilities within newer generation technologies. A
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GUIDE TO SERVICE DESK CONCEPTS, 4E provides the overview needed for
success in computer user support today. Important Notice: Media content
referenced within the product description or the product text may not be available
in the ebook version.
Get full details on how to set up an efficient help desk using this comprehensive
resource. Real-world examples and step-by-step instructions for doing everything
from choosing a staff to implementing the latest technologies make this book truly
a blueprint for help desk success.
Managing Health Care Information Systems Managing Health Care Information
Systems teaches key principles, methods, and applications necessary to provide
access to timely, complete, accurate, legible, and relevant health care
information. Written by experts for students and professionals, this well-timed
book provides detailed information on the foundations of health care information
management; the history, legacy, and future of health care information systems;
the architecture and technologies that support health care information systems;
and the challenges for senior management in information technology, such as
organization, alignment with strategic planning, governance, planning initiatives,
and assessing and achieving value. Comprehensive in scope, Managing Health
Care Information Systems includes substantial discussion of data quality,
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regulation, laws, and standards; strategies for system acquisition, use, and
support; and standards and security. Each chapter includes an overview and
summary of the material, as well as learning activities. The activities provide
students with the opportunity to explore more fully the concepts presented.
Praise for Managing Health Care Information Systems "This is the first book that
comprehensively describes both opportunities and issues in the effective
management of information technology in health care." --James. I. Cash, Ph.D.,
retired James E. Robinson Professor, Harvard Business School, and chairman of
IT Committee, Partners HealthCare System, Inc., Board of Trustees "The
challenges of managing information systems and technology in an electronic
health care environment are many. Finally here is a book that succinctly takes
the reader from the basics to the boardroom in meeting such challenges. This
book is a great resource." --Melanie S. Brodnik, Ph.D., director, Health
Informatics and Information Management, The Ohio State University
"Collaboration among authors--academicians and a nationally known CIO--has
produced an excellent resource for graduate students and health care executives
who wish to learn about health information technologies, systems, and their
management." --Ramesh K. Shukla, Ph.D., professor and director, Williamson
Institute for Healthcare Leadership, Department of Health Administration, Virginia
Page 3/23

Read Free It Help Desk Service Level Expectations
Commonwealth University
This book describes a revolutionary approach on how to successfully implement
IT service management (ITSM) in an easier, faster, cheaper, and especially more
effective way.In the book, the lessons of 30 years are used to put an end to the
chaos and complexity of ineffective ITSM projects. Based on simple paradigms, a
single and compact solution is described for the integrated service management
with People, Process and Product. This is not achieved by setting ITIL or ASL
aside, but by rearranging the many valuable elements of these frameworks into a
simple logical structure, and filling the gaps. Although the paradigms are
explained extensively in the book, the solution is very practical and has been
proven in recent years in dozens of projects with small and large
organizations.This publication describes the implementation method, with a
strong focus on quality assurance and cultural change, a comprehensive
definition list, and an example of a compact process model.
This book deals with experience management in the context of real-world
applicability and realistic applications. A particular focus is given by the
requirements that arise in complex problem solving and by the fact that modern
experience management must be implemented as Internet-based applications.
Concrete application areas that are discussed in this book are electronic
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commerce, diagnosis of complex technical equipment, and electronic design
reuse. This book explores how experience management can be supported by
information technology, especially by techniques that stem from knowledgebased systems, case-based reasoning, machine learning, and process modeling.
It surveys different methods in a unified terminology and investigates them with
respect to application requirements. Further, the process of application
development and maintenance is highlighted, pointing out successful practically
proven ways for obtaining and operating experience management applications.
Demand for qualified and certified information systems (IS) auditors has
increased dramatically since the adoption of the Sarbanes–Oxley Act in 2002.
Now you can prepare for CISA certification, the one certification designed
specifically for IS auditors, and improve your job skills with this valuable book.
Not only will you get the valuable preparation you need for the CISA exam, you?ll
also find practical information to prepare you for the real world. This invaluable
guide contains: Authoritative coverage of all CISA exam objectives, including:
The IS Audit Process. IT Governance. Systems and Infrastructure Lifecycle
Management. IT Service Delivery and Support. Protection of Information Assets.
Disaster Recovery and Business Continuity. Practical information that will
prepare you for the real world such as: Secrets of successful auditing.
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Government regulations at a glance. Incident handling checklist. Scenarios
providing insight into professional audit systems and controls. Additional exam
and career preparation tools such as: Challenging chapter review questions. A
glossary of terms. Tips on preparing for exam day. Information on related
certifications. A free CD–ROM with: Advanced testing software with challenging
chapter review questions plus bonus practice exams so you can test your
knowledge. Flashcards that run on your PC, Pocket PC, or Palm handheld. The
entire book in searchable and printable PDF.
Measure, manage, and improve the speed and reliability of Web services with
this complete reference for creating relevant, effective Service Level Agreements.
Starting with an explanation of SLM and common performance metrics, the book
provides detailed discussions of methods to measure and improve performance.
Salient Features:· Explanation of the concept and frameworks of CRM systems·
Comprehensive discussion on the main components of Siebel application modules, operating
environment and tools· Coverage of the entire project cycle from the pre-requisites and
methodology of eight-phased implementation to post-implementation support issues· Coverage
of the issues like Balance Scorecard (BSC) of Siebel implementation, aspects of an intelligent
customer-centric enterprise, privacy and security, and future prospects
reference includes a complete update of all topics covered in the first edition, plus plenty of
information on important new topics including migration, Intranet and Internet strategies, and
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help desk strategies in multi-vendor environments. The CD contains templates, checklists, and
customizable ""maps"" of decision-making criteria.
Computer systems play an important role in our society. Software drives those systems.
Massive investments of time and resources are made in developing and implementing these
systems. Maintenance is inevitable. It is hard and costly. Considerable resources are required
to keep the systems active and dependable. We cannot maintain software unless
maintainability characters are built into the products and processes. There is an urgent need to
reinforce software development practices based on quality and reliability principles. Though
maintenance is a mini development lifecycle, it has its own problems. Maintenance issues
need corresponding tools and techniques to address them. Software professionals are key
players in maintenance. While development is an art and science, maintenance is a craft. We
need to develop maintenance personnel to master this craft. Technology impact is very high in
systems world today. We can no longer conduct business in the way we did before. That calls
for reengineering systems and software. Even reengineered software needs maintenance,
soon after its implementation. We have to take business knowledge, procedures, and data into
the newly reengineered world. Software maintenance people can play an important role in this
migration process. Software technology is moving into global and distributed networking
environments. Client/server systems and object-orientation are on their way. Massively parallel
processing systems and networking resources are changing database services into corporate
data warehouses. Software engineering environments, rapid application development tools are
changing the way we used to develop and maintain software. Software maintenance is moving
from code maintenance to design maintenance, even onto specification maintenance.
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Modifications today are made at specification level, regenating the software components,
testing and integrating them with the system. Eventually software maintenance has to manage
the evolution and evolutionary characteristics of software systems. Software professionals
have to maintain not only the software, but the momentum of change in systems and software.
In this study, we observe various issues, tools and techniques, and the emerging trends in
software technology with particular reference to maintenance. We are not searching for
specific solutions. We are identifying issues and finding ways to manage them, live with them,
and control their negative impact.
The Executive's Guide to Information Technology is a sophisticatedand comprehensive guide
to running a cost-effective, efficient, andbusiness delivery-focused corporate Information
Technology (IT)unit. Eschewing the theoretical for the practical, the book givesmanagers the
guidance they need to handle any problem effectively.It provides specific policies, approaches,
and tools for eachcritical IT management functionó from application managementto vendor
management. IT management experts John Baschab and Jon Piot provide thetechniques IT
managers and executives need to accurately assesstheir current operations. Further, they offer
a step-by-stepimprovement plan designed to raise productivity and service levelswhile
reducing costs significantly. The authors begin by examiningthe symptoms and causes of
waste, inefficiency and underperformancein typical IT departments before offering in-depth
analysis of eachoperational area of IT management. They present current andemergent best
practices for transforming the department into aworld-class service organization. Packed with
prescriptive advice and hard-earned insight, thiscomprehensive resource is organized into
stand-alone chapters thatprovide quick access to important information when managers needit.
Page 8/23

Read Free It Help Desk Service Level Expectations
In addition, spreadsheets, documents, and checklists aredesigned to aid in planning and
decision-making and can be easilyaccessed on the included CD-ROM. Designed to help IT
managers and top executives get the most outof their departments, their budget and
themselves, the book coverssuch topics as: managing the department, establishing
leadershiproles, assessing the organization, cost management, project demandmanagement,
operations management, infrastructure planning, vendorselection and management, technical
standards setting, investmentevaluation, and productivity and quality measurement programs.
With The Executive's Guide to Information Technology, ITmanagers will understand the main
sources of waste in theirdepartments, identify major management issues, learn and
implementcritical steps toward improvement, and manage more effectively. Thebook will help
managers improve their performance and staturewithin their organizations by providing the tips
and tools toovercome typical areas of friction and miscommunication between ITdepartments
and other business functions. Executives willunderstand how to work effectively with the CIO
or IT director, aswell as provide constructive management input to the IT function,achieving the
best return on their IT assets.
This text is designed to cover the AQA A-Level Information and Communication Technology
syllabus. It is divided into five sections, each covering the material for one of the four Theory
modules, with an extra section giving advice on project work.
CIO magazine, launched in 1987, provides business technology leaders with award-winning
analysis and insight on information technology trends and a keen understanding of IT’s role in
achieving business goals.
For more than 40 years, Computerworld has been the leading source of technology news and
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information for IT influencers worldwide. Computerworld's award-winning Web site
(Computerworld.com), twice-monthly publication, focused conference series and custom
research form the hub of the world's largest global IT media network.

Chromatography is a major analytical technique that is used throughout research,
development and manufacturing in the pharmaceutical, medical device and
associated industries. To demonstrate fitness for purpose with the applicable
regulations, the systems must be validated. Validation of Chromatography Data
Systems: Meeting Business and Regulatory Requirements introduces the basics
of computer validation. It looks in detail at the requirements throughout the life
cycle of a CDS for any regulated laboratory, from its concept, through writing the
user requirements specification to selecting the system, testing and operational
release, including using electronic signatures. This logical and uniquely
organised book provides the background to the regulatory requirements,
interpretation of the regulations and documented evidence needed to support a
claim that a system is validated. Development of the system, risk management,
operation and finally system retirement and data migration are discussed. Case
studies and practical examples are provided where appropriate. Validation of
Chromatography Data Systems: Meeting Business and Regulatory Requirements
is ideal for the chromatographer working in analytical laboratories in the regulated
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pharmaceutical, contract research, biotechnology and medical device industries
seeking the practical guidance required for validating their chromatography data
systems in order to meet regulatory requirements. It will also be welcomed by
consultants or those in regulatory agencies.
Equip current and future user-support professionals with the critical people skills
and exceptional technical knowledge necessary to provide outstanding support
with Beisse's A GUIDE TO COMPUTER USER SUPPORT FOR HELP DESK
AND SUPPORT SPECIALISTS, 5E. This useful guide focuses on the
informational resources and technical tools students need most to function
effectively in a support position. Readers develop the skills to handle
troubleshooting and problem solving, successfully communicate with clients,
determine a client's specific needs, and train end-users, as well as handle
budgeting and other management priorities. Clear, balanced coverage in this
edition highlights the latest trends and developments, from Web and e-mailbased support to assistance with Windows 7 and cloud computing. Engaging
special features, such as Tips and On the Web Pointers, provide important
insights, while new Discussion Questions and Case Projects encourage active
participation in the learning process. Leading professional software HelpSTAR
and Microsoft Office Project Professional 2010 accompany Beisse's A GUIDE TO
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COMPUTER USER SUPPORT FOR HELP DESK AND SUPPORT
SPECIALISTS, 5E to reinforce the knowledge and skills your students need for
success in today's user-support positions. Important Notice: Media content
referenced within the product description or the product text may not be available
in the ebook version.
IT Manager's Handbook, Second Edition, provides essential information to help
students understand the responsibilities of today’s IT Management
professionals: not only planning network security and implementing disaster
recovery plans, but also such vital tasks as creating budgets, administering
compliance, and managing staff. In particular, the book discusses business
practices that are most critical to effective IT operations: recruiting, budgeting,
resource planning, managing personnel, and working with vendor. This updated
version includes expanded coverage on such critical IT management topics as
security, disaster recovery, storage, government/regulatory compliance, and
project management. Information is organized modularly so that instructors and
students can delve directly into only the topics needed. Each chapter contains
additional resources sections for books, articles, and websites relevant to that
topic. It contains new material on key technology topics such as open source,
outsourcing, offshoring, and handhelds, plus updated coverage of e-commerce,
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remote access, intranets, and LAN/WAN management. A completely updated
and expanded second edition that provides practical, easily accessible
management advice written specifically for new IT managers: · Brings you up to
speed on those business practices most critical to effective IT operations:
recruiting, budgeting, resource planning, managing personnel, and working with
vendors. · Includes expanded coverage on such critical IT management topics as
security, disaster recovery, storage, government/regulatory compliance, and
project management. · Organizes information modularly so you can delve directly
into only the topics that you need. · Provides a unique management perspective
on those specific technical issues with the most significant business
ramifications. · Includes new material on key technology topics such as open
source, wireless, handhelds, outsourcing, offshoring, and operations, as well as
updated coverage of e-commerce, remote access, intranets, and LAN/WAN
management.
This volume came about as a result of the authors’ own practical experience in
Help Desk operation and management and of hundreds of workshops the
authors have conducted world-wide over the last fifteen years. It is intended to be
a practical reference guide, but the suggestions, checklists and templates all
need to be interpreted and amended in the light of the culture, technology,
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service maturity and constraints of each individual organization. Delegates
frequently ask us: “What is the best Help Desk software package?” or “What is
the best way to set up a Help Desk?” Our only response has to be “Best for
whom? It all depends.” A key objective of this book is to show how and why “It
all depends” and to provide readers with the best possible information on which
to understand and evaluate options and to select the best - for them. If there is
one thing we have learned over the last years, it is this: Good service has no
history. Bad service has infinite history. Based on extensive feedback from
delegates from most of the Fortune 1,000 companies who have attended courses
presented through Frost & Sullivan (Europe), AIC (South Africa), Monadnock
(UK), The Infomatics Resource Centre (UK), IIR (UK), Digital Equipment (UK),
Logtel (South America), CEL (Asia Pacific), UPMOCL (Middle East), Finborough
Seminars, as well as delegates of in-company training for organizations like Dow
Europe (Switzerland), The Intervention Board, BP, Shell International Petroleum,
Logica (UK), Arthur Andersen (UK), Rolls Royce (UK), Global One (Germany and
USA), Caterpillar (Switzerland), GAK (Netherlands), European Commission
(Belgium), Transnet (South Africa), Sun Valley (UK), Nikon Precision (UK).
This textbook covers Modules 4 and 5 of the AQA Information & Communications
Technology 'A' level course and is suitable for a wide range of IT courses. Case
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studies are used throughout to illustrate the concepts as they are explained and
questions from past exams are included.
Human Computer Interaction (HCI) has its roots in the main areas of industrial
engineering, human factors and cognitive psychology with the focus on the
development of user-friendly IT. Traditionally, the research in this area has
emphasised the technological aspect of this relationship (the Computer). More
recently, other aspects concerning the organizational, social and human context
also began to be considered (the Human). Today, one can say that any attempt
to facilitate the relationship between the machine and the user must consider not
only the technological perspective (e.g., promote the usability) but also, for
instance, the way the user is going to use the technology and his or her purpose
as well as the social and cultural context of this use (the Human and the
Computer).
Learn how to stop pouring vast sums of money into technology projects that don't
have a lasting impact by closing the communication gap between IT and
leadership. Too many businesses miss opportunity after opportunity to design,
plan, and achieve intentional business change. Why? Because they charter
projects focused on delivering software products: IT projects. But as this
groundbreaking book points out, there's no such thing as an IT project—or at least
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there shouldn't be. It's always about intentional business change, or what's the
point? It's time to stop providing simplistic, one-dimensional, all-you-gotta-do
panaceas. When the only constant in business is change, truly useful IT has to
help you change instead of build solutions that are obsolete even before they are
completed. IT consultant Bob Lewis, author of the bestselling Bare Bones Project
Management, has joined forces with seasoned CIO Dave Kaiser to give you the
tools you need. It's a multidimensional, relentlessly practical guide. Condensed to
handbook length and seasoned with Lewis's trademark sardonic humor, it's an
enjoyable and digestible read as well. Lewis and Kaiser take you step by step
through the process of building a collaboration between IT and the rest of the
business that really works. Insisting on intentional business change takes
patience, communication, and courage, but it has a huge payoff. More to the
point, insist on anything else and every penny you spend will be a wasted dime
and a waste of time.
This book addresses the recent developments in systems maintenance research and
practices ranging from technicality of systems evolution to managerial aspects of the
topic, including issues such as evolving legacy systems to e-business, applying
patterns for reengineering legacy systems to web, architectural recovery of legacy
systems, evolving legacy systems into software components.
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Are you overworked, unappreciated and under-resourced? This book understands you,
and provides years and years of User Support experience packed into one volume. The
'How To' book that every IT department needs, it will help turn your helpdesk into a
company asset. How to be successful at probably the most stressful job in IT This book
offers tools for measuring productivity and features ten key steps for successful
support, while User Support successes and failures are revealed in true life case
studies. This book gives you techniques for: *Justifying staff and other expenditure *
Gaining senior management support * Getting the users on your side * Running a
motivated and productive team * Designing and managing services and service levels
The second edition of this popular book brings updates to several of the author's ideas,
strategies and techniques with new material on: * Customer Relationship Management
- definition and the role of the helpdesk * E-Support and the Internet * Contrasting the
Call Center and the Helpdesk * first, second and third line support * Operational Level
Agreements * Strategies for backlog management * Telephone technologies in user
support In addition there is: * A new Template for a Service Level Agreement * An
Improved cost justification model for the Internal Helpdesk * A New cost justification
model for the External Helpdesk
In an ideal business climate, all your service level agreements would align perfectly with
business goals. Your company’s vision, definitions, requirements, and performance
measurement would be clear. But in today’s fast-paced, complex world of outsourcing,
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you could use some help to make that a reality. Look no further! In A Rothstein
Publishing Collection: Service Level Agreements, four key books by Andrew Hiles
combine to help you achieve effective agreements. Andrew Hiles draws on decades of
experience to guide you in achieving service level agreements (SLAs) that are not
simply legal documents, but are strategic business-centric tools that can lead to
enduring, satisfying, and profitable relationships between customer and supplier. In this
four-book package, you will receive a step-by-step guide to designing, negotiating, and
implementing SLAs in your organization: Service Level Agreements: Winning a
Competitive Edge for Support & Supply Services The Complete Guide to IT Service
Level Agreements: Aligning IT Service to Business Needs E-Business Service Level
Agreements: Strategies for Service Providers, E-Commerce and Outsourcing Creating
a Customer-Focused Help Desk: How to Win and Keep Your Customers These books
include checklists, samples, statistics, and real-world case studies that will help you to:
• Create clearly written SLAs that are unambiguous, comprehensive, and enforceable.
• Balance service costs against quality for business advantage. • Provide the level of
service that meets the expectations of customers and keeps them loyal. • Apply quality
assurance techniques to the SLA to identify the right quality of service. • Prevent
disputes between customers and suppliers. • Avoid catastrophic losses and day-to-day
headaches.
All of today’s help desk support skills, in one easy-to-understand book The perfect
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beginner’s guide: No help desk or support experience necessary Covers both “soft”
personal skills and “hard” technical skills Explains the changing role of help desk
professionals in the modern support center Today, everyone depends on
technology–and practically everyone needs help to use it well. Organizations deliver
that assistance through help desks. This guide brings together all the knowledge you
need to succeed in any help desk or technical support role, prepare for promotion, and
succeed with the support-related parts of other IT jobs. Leading technology instructor
Darril Gibson tours the modern help desk, explains what modern support professionals
really do, and fully covers both of the skill sets you’ll need: technical and personal. In
clear and simple language, he discusses everything from troubleshooting specific
problems to working with difficult users. You’ll even learn how to manage a help desk,
so it works better and delivers more value. Coverage includes: • How the modern help
desk has evolved • Understanding your users’ needs, goals, and attitudes • Walking
through the typical help desk call • Communicating well: listening actively and asking
better questions • Improving interactions and handling difficult situations • Developing
positive attitudes, and “owning” the problem • Managing your time and stress •
Supporting computers, networks, smartphones, and tablets • Finding the technical
product knowledge you need • Protecting the security of your users, information, and
devices • Defining, diagnosing, and solving problems, step by step • Writing it up: from
incident reports to documentation • Working in teams to meet the goals of the business
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• Using ITIL to improve the services you provide • Calculating help desk costs,
benefits, value, and performance • Taking control of your support career Powerful
features make it easier to learn about help desk careers! • Clear introductions describe
the big ideas and show how they fit with what you’ve already learned • Specific
chapter objectives tell you exactly what you need to learn • Key Terms lists help you
identify important terms and a complete Glossary helps you understand them •
Author’s Notes and On The Side features help you go deeper into the topic if you want
to • Chapter Review tools and activities help you make sure you’ve learned the
material Exclusive Mind Mapping activities! • Organize important ideas visually–in your
mind, in your words • Learn more, remember more • Understand how different ideas fit
together
Most suppliers lose around 16% of their customers each year. The reason? Poor
service — whether perceived or real. Any technology-based support service, whether inhouse, contracted or outsourced, stands to be accused of being insensitive to the
requirements of its customers (or users). Equally, customers of a support service may
have unrealistic expectations of what can be reasonably provided. Service Level
Agreements (SLAs) can overcome these gulfs. A Service Level Agreement can create
harmony between parties and can prevent disputes between customers and suppliers.
It can justify investment and identify the "right" quality of service. It can mean the
difference between business success and failure. SLAs are potentially a strategic tool
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to align all support services (particularly IT) directly to business mission achievement. In
the past, few organizations used them in this way. Armed with this book and the
companion SLA FRAMEWORK, more and more businesses are now succeeding.
Where are SLAs going? Increasingly business-focused. Increasingly measured in realtime. Simple documents that cover complex service infrastructures. Providing a
competitive edge. Embracing penalties. The brave, who commit to tight SLAs and
perform against them will win the commercial spoils. This book provides the knowledge
and tools based on fifteen years of intensive development to ensure your enterprise is
among the winners.
This book holds the key to creating enduring, satisfying and profitable relationships
between customer and supplier. It shows how both internal and external services and
supply can be aligned to meet business vision, mission, goals, critical success factors
and key performance indicators. The techniques described will help you balance
service cost against quality, leading to competitive advantage and business success.
They can be applied to any industry, to any supply or support service. They have been
used by leading companies internationally - and they work!
Management, Computers, Computer networks, Information exchange, Data processing,
IT and Information Management: IT Service Management
For more than 20 years, Network World has been the premier provider of information,
intelligence and insight for network and IT executives responsible for the digital nervous
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systems of large organizations. Readers are responsible for designing, implementing
and managing the voice, data and video systems their companies use to support
everything from business critical applications to employee collaboration and electronic
commerce.
Winner of a Shingo Research and Professional Publication AwardInformation
Technology is supposed to enable business performance and innovation, improve
service levels, manage change, and maintain quality and stability, all while steadily
reducing operating costs. Yet when an enterprise begins a Lean transformation, too
often the IT department is ei
Praise for IT Best Practices "The work of the financial manager revolves around a
company's financial systems. Ms. Roehl-Anderson's latest offering addresses the two
key aspects of these systems—how to buy and install them. The book covers every
conceivable aspect of these systems, including ERP, software as a service, shared
services, and supporting controls. As a bonus, the book contains substantial coverage
of information technology considerations in an acquisition. This is a definitive desk
reference." —Steve Bragg, CFO, XeDAR Corporation, and author of Accounting Best
Practices "Sage advice from one of the most adept project managers in the industry!
Jan and team have delivered a practical, yet comprehensive guidebook for software
selection, implementation, rollout, and ongoing updates. This guidebook will become a
valuable reference for every financial manager and IT project manager undertaking
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ERP implementation."—Valerie Borthwick, former senior vice president, Oracle
Consulting "Written by one of the best in the IT business, this book is a must-read for all
CFOs and controllers. In one volume, it addresses everything a financial executive
needs to know about IT and its impact on the financial function, while also featuring
practical guidelines, current hot topics, and IT best practices. This book covers it
all."—Jo Marie Dancik, Regional Managing Partner (Retired), Ernst & Young
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