Chapter 9 of the Barrett and Greene book -- Outsourcing
Government agencies (and some nonprofits) have difficulty recruiting IT professionals because of higher pay offered by corporations.  If an IT person was paid more than the county prosecutor, (for example) that would not be acceptable.  

As a consequence, there is a lot of outsourcing of government IT functions.

A city or county should not outsource ALL of its IT expertise.  CONTRACT MANAGEMENT requires that somebody who is actually employed by the organization "knows the score."  Otherwise, the organization may not realize if a vendor is taking advantage of the organization.

There are probable issues involving unions and political bodies also.  For example, can an agency trust outsiders to protect sensitive information, that the agency has legal responsibilities to protect?

Is it wiser to lock into a long-term contract with one vender or to "play the field" over time?  

Ideally, the best strategy is probably limited outsourcing of some activities that require costly areas of expertise that the organization cannot afford to hire and cannot use to full potential if employed traditionally.
DOES INFORMATION TECHNOLOGY GENERALLY REQUIRE SMARTER EMPLOYESS OR LESS SMART EMPLOYEES?

· Allows people without simple math skills to become cashiers.  (I used to have to compute sales tax in my head when working in a convenience store.)

· Expert systems are intended to help "street level bureaucrats" apply complex sets of rules as if they had years and years of experiences.

· I would argue that work is becoming more complex because of computers and as a consequence there is an increasing need for smart employees.

· In some industries, TACIT knowledge is being replaced by a need to be able to interpret digital displays.  Consider the difference between flying a small aircraft "by the seat of one's pants" and by the panel.

· Managers today may sit at a "digital dashboard" while in the past they were "out and about" and practiced "management by walking around."

· Now it is all more VIRTUAL and somewhat less REAL.

· Consider the pilot less drones used to launch weapons in Afghanistan.  The pilots are in Colorado.  They kill suspected terrorists all morning and then walk down to Taco Bell for lunch.
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"Old pilots" flew by the feel of the stick and rudders.  Modern pilots are taught to fly by the instruments and not to trust what they feel in their bodies.  Which is easier?  Which requires smarter pilots?  WHICH IS TACIT KNOWLEDGE AND WHICH IS EXPLICIT KNOWLEDGE?  

At the time this (Barrett and Greene) book was written there was a shortage of IT professionals.  Cities and counties were at a competitive disadvantage in terms of recruiting and retaining IT professionals.

It is difficult for offices that have operated with paper to suddenly make the transition to automated systems.

· Data must be entered correctly.

· Transactions will not run without the completed data.

· Managers and others may not know what to do with reports or how to customize reports for their needs.

Systems can be designed to "empower" employees.

The sad fact is that systems can also be designed to produce the information age equivalent to industrial sweat shops.  

BAD REASONS FOR NOT PROVIDING END USERS ADEQUATE TRAINING

· If we train them they may leave us.

· Training is expensive!

· We are busy.  We don't have time for training.

· The software is going to change anyway.

WAYS TO REDUCE THE NEED FOR TRAINING

· Design the software to match the way employees think of their work.  If it is INTUITIVE they will figure it out.

· Offer training PRIOR to a change.  

· Beef up the HELP DESK prior to and following a change.

· When you spot a problem, do something about it.  (My potato salad example.)

· Make it easy to request help -- "Help on click" and desktop sharing.

· Be sure that IT professions don't communicate a, "end users are all dummies" attitude.  

· Don't blame IT professionals for problems that are beyond their control.  

