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Corporate Intelligence means different things 
to different people.  In one sense, corporate 
intelligence could relate to how smartly your 
business goes about doing its business. Having 
intelligence (such as competitive information 
or knowledge on how your business is 
performing) is one thing, but to how your 
company uses information can be equally as 
important. The “practices” followed by the 
people in your company (and their ability to 
learn to act more intelligently) can make a 
positive difference to the focus, efficiency 
and effectiveness of your organisation in the 
pursuit of its goals.

Competitive Intelligence 
Does your Sales Rep or CRM system gather 
knowledge of what your reps compete against.

Competition can vary dramatically across 
regional markets, yet many companies 
fail to capture or store it systematically. 
Your database should be able to keep this 
non-customer information handy, such as 
competitor’s quoted service rates for various 
bin size/frequency combinations to prospects. 
Keeping a history of wherever you lost a 
contract bid and storing what rates and 
service parameters it went for and when it’s 
due for renewal, can give your sales reps 
extremely valuable info and timely reminders 
just before it’s due to renew. 

In many companies, business intelligence 
is still in the salesman’s head (which is why 
it probably varies so wildly from company to 
company) or only in the reps little black book or 
personal (un-backed-up) contact diary notes. 

Does the count of complaints calls or 
service satisfaction survey results ever get to 
be a measure on any balanced scorecard or 
is your company’s customer focus merely lip-
service? Can you measure how your business 
listens and heeds customer needs? Deafness 
here can severely limit business intelligence! 

Corporate IQ and 
Organisational Learning Ability
IQ tests have evolved in recent years so that 
they don’t penalise smart people who simply 

haven’t been educated. Yet until you can 
educate smart people in better ways and 
methods they are not very useful. Can your 
organisation learn new and better habits?

Peter Senge popularised the term The 
Learning Organisation in his book: The Fifth 
Discipline, as: “…organisations where people 
continually expand their capacity to create 
the results they truly desire, where new and 
expansive patterns of thinking are nurtured, 
where collective aspiration is set free, and 
where people are continually learning to see 
the whole together."  

Senge suggests that systems thinking helps 
with problems where the root cause can be 
found in the fundamental boundaries within 
the way an organisation is structured, the way 
people think about their roles, and the way 
the organisation relates to the environment 
around it.  

The first step in systems thinking is that 
you see these patterns of interdependence. 
The second step is recognising that the 
organisation has become kind of resigned to 
that pattern, and importantly recognising that 
we as part of it are part of the problem.

One main facet of any learning organisation 
is the conversation amongst it’s people – how 
well the left hand communicates with the right 
hand. In today’s electronically wired society, 
business and social ‘networks’ converse 
through a whole new range of unstructured 
communication media across formal 
departmental company and even territory or 
country boundaries. 

CoP: Communities of Practice
Etienne Wenger, as one of the leading 
management writers on this topic, defines CoP 
as groups of people that share a concern or 
a passion for something they do or learn how 
to do it better as they interact regularly. They 
are not merely an interest group but develop a 
shared repertoire of resources: experiences, 
tools and better ways of addressing problems.  

Smart organisations are realising that 
knowledge is a critical business intelligence 
asset to be managed and shared. CoP 

networks often provide the missing link 
between learning and performance, where 
formal information systems may fail by 
focussing mainly on structured data.

Wenger notes that communities of practice 
around the globe appropriate technology in 
new ways to serve their purposes, as the 
technologies becoming available to them are 
also evolving. 

Business productivity and competitiveness 
are, by and large, a function of knowledge 
generation and information processing. 
Knowledge often lives in a constellation 
of communities of practice that are 
each responsible for specific aspects of 
competence that the organisation needs.

Companies need to invest not just in 
new technology to make service delivery, 
collections and communication more efficient, 
but in the flow of know-how that sustains their 
business. This can be done through regular 
business process reviews and user training 
sessions.

BPM -Business Process 
Mapping 

Business process maps are one of the best 
ways we know of to help chart your business 
information and workflows. These charts 
help management see at a glance where 
throughput could be streamlined. Management 
can easily see how many pieces of paper, 
forms or spreadsheets are used and the 
number of manual steps involved across 
departments.
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 When we do what we call a Discovery 
process review to understand how a new 
customer works before any new system 
is installed, this helps us see the flow of 
information and uncover “locally known” but 
often not published business rules.  Sometimes 
these have been there, entrenched for ages 
and handed down by word of mouth or posted 
notes on the wall in workstations. 

Upper management often aren’t aware of 
the detail processes workers go through as 
they only see the tip of the information iceberg.  
If you come back in a year to remap the same 
process, chances are some spreadsheets 
and user work-arounds would have crept 
in, as well-meaning workers build silos of 
information to help them do their job or control 
their domain, without consideration of any 
downstream impact. 

Understanding your current business 
processes is the key to working smarter! This 
helps you to see where you could reduce 
paperwork, electronically capture data earlier 
and then share it more easily across more 
than one worker at a time in your information 
processing lines. 

Capability, Maturity and 
Measured Improvement

Maturity implies some degree of having 
learned to be smarter from experience, 
yet so often we bumble along without any 
relevant measures to tell us how effective or 
how capable we really are. 

The Capability Maturity Model (CMMi) 
is derived from project management and 
engineering process change projects. This 
is to give us a better way to measure and 
monitor improvements in our business 
process changes and performance.    

CMM is a methodology that has five 
maturity levels as follows:  
Level 1:  No defined/measured processes or  

 goals
Level 2: Managed processes
Level 3: Defined processes
Level 4: Quantitatively Managed processes
Level 5: Optimizing Processes  

When establishing and clarifying business 
goals and policy, remember, SMART goals 
are: Specific, Measurable, Achievable, 
Relevant and Timely! 

You will need to define key performance 
measures to monitor adherence to the 
process as well as key financial and 
operational targets. After a base of measures 
is established, you will now have a more 
quantitative way to evaluate which changes 
in procedure actually improve the measures 
and hence our performance.

If you don’t measure, how would you 
possibly know you really have improved?  
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By having process adherence check-lists 
you can also embed the better processes 
in the culture of the organisation as well as 
continually reviewing the effectiveness of the 
process.

Companies familiar with Quality 
Certification would also be familiar with 
defining processes that should be followed 
in their business and then setting checklists 
to measure that processes are followed or to 
trap where variance and continual process 
improvement needs to be applied.

The Role of a CIO – Corporate 
Information Officer 
 In larger companies, the C-class management 
(CEO, CFO, COO) often give name-space to 
a CIO role yet it is rare for this role in large 
waste companies to have equal or greater 
influence than the experienced operations 
barons that rule the roost in largely non-
technical business environments, even 
though such a role has a broader horizontal 
perspective across all lines of business. 

On a recent post on the CIO.com website, 
Steve Little (CIO of Xerox) noted in an interview 
with Marther Heller that: "...Sometimes CIOs 
remind me of the Greek mythological figure, 
Cassandra, who had the power of prophecy, 

but the curse of never being believed. While 
every other executive is looking at his or her 
vertical piece of the pie, it is only the CIO who 
can see across the organision in a horizontal 
view.  The problem is that the power to see the 
horizontal view does not always bring with it 
the power to operationalize that view."  

The role of a CIO in modernizing the 
corporate applications portfolio is challenging 
– particularly given the trend to outsourcing 
of systems and networking infrastructure and 
the plethora of applications now available to 
users that need to be seamlessly integrated 
like a patchwork quilt. Selecting and blending 
best of breed industry-specific or adaptive 
software applications has got a lot easier with 
the advent of web service apps that have built 
in integration or collaborative capabilities. 

Other key skills required by the modern CIO 
are a good sense of strategy and tactics and 
good future vision of trending technologies plus 
a strong business communication capability for 
explaining and projecting potential technology 
relevance/benefit to specific business goals.

CEO’s often need to be strong in their 
support of their business savvy CIO in the 
face of fierce resistance to change from old-
school operations management. If the CIO is 
not anointed by the CEO as someone with the 

authority to drive operational change, he will 
have a tough time overcoming heavy resistance 
from the luddites. 

Critical to the success of any organisation is 
harnessing the collective power of its people to 
achieve excellence in all they do. This is driven 
by focusing on their corporate culture and 
belief systems and encouraging them to work 
and operate at full potential. This is an area 
of organisational cultural development that is 
largely overlooked by most organisations.

People can become deep seated in their 
comfort zones of what they know and often 
need coaxing out of their protective shells. 
Remember that knowledge is power and often 
the political structure of a department can be 
undermined if younger staff pick-up newer 
technologies faster or if experienced staff 
aren’t given adequate training / hand-holding 
and communication about there being no threat 
to their position during the process. 

 Stages of resistance are usually as follows:
•  Denial
•  Awareness
•  Anger (the search for someone to blame)
•  Acceptance
•  Adoption
•  Advocate (becomes an evangelist)
As the Dalek said: Resistance is Futile! 
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