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Welcome to the course on IT management! In this course we will learn about managing IT and acting professionally in doing so. In this first learning module, we point out some good readings to get you started on managing IT and associated professional practices.

Management of IT
To get started, let’s explore how Wikipedia defines, describes, and explains information technology management.  At the time this was written, Wikipedia had an interesting page defining IT management:

https://en.wikipedia.org/wiki/Information_technology_management 

This page shows that IT management includes multiple disciplines, e.g., Business/IT Alignment, IT Governance, etc. Since being a good IT manager or being a good employee in IT who understands IT requires that you understand these multiple disciplines, it is worth spending an hour reading the above Wikipedia page and following the links to the Wikipedia articles covering those areas of IT discipline.  Here are some reading pointers:

From the main page, a key point is to understand the definition of IT management as “the discipline whereby all of the information technology resources of a firm are managed in accordance with its needs and priorities.” To do a good job as an IT manager means one needs to know what the needs and priorities are of the firm. Once those are known, then manage the IT to meet those needs. One lesson to be learned from the multiple crises we have recently faced is that those needs can radically and rapidly change.  Since IT provides significant infrastructure for life today, the successful IT manager must be aware of the environment and nimbly flexible in action.  
Two “best practice” tools that IT managers can use to ensure IT supports the business within the environment are SWOT analysis and the Balanced Scorecard. In this module, we’ll look at SWOT analysis and pick up on the Balanced Scorecard in LM2.  Identifying SWOT: Strengths, Weaknesses, Opportunities, and Threats, is an accepted approach to align individual and organizational action with goals and needs.  The Wikipedia article on SWOT analysis (https://en.wikipedia.org/wiki/SWOT_analysis), describes it as a situational assessment “used to help a person or organization identify Strengths, Weaknesses, Opportunities, and Threats related to business competition or project planning.”  Generally, SWOT is best used in the early stages of strategic planning, projects, and change-response events.  During the course to expand your professional experience, you might try a SWOT or two; do one on you as an individual IT professional and another with your project team for your project planning. The Wikipedia article can be used as a point of departure; you might supplement that with web or library searches about methodology and application. 

Plan to spend about an hour or two getting familiar with the above components and tools of IT management.  These deal with the technology environment and how that IT environment supports business and organizational results. IT managers need to understand how technology enables and supports business and organizational effectiveness and performance, because IT provides the “levers” the IT manager will use to contribute value to the organization. 

Human-Computer Interaction and the Management of IT
An important aspect of managing IT is managing human-computer interaction (HCI). Because the pandemic forced most human interaction to be IT-mediated, HCI has become a “make-or-break” aspect for IT and the IT manager.  Wikipedia defines HCI (https://en.wikipedia.org/wiki/Human%E2%80%93computer_interaction) as “research in the design and use of computer technology, which focuses on the interfaces between people (users) and computers.” The Interactive Design Foundation takes a more generic approach (https://www.interaction-design.org/literature/topics/human-computer-interaction) in defining HCI as “a multidisciplinary field of study focusing on the design of computer technology and, in particular, the interaction between humans (users) and computers.” Simply stated, IT managers need to ensure that IT systems have good, effective HCI design.

This presents the IT manager with a set of ongoing questions, starting with:  What constitutes good, effective HCI design?  For the purposes of this course, we will consider the main points of good HCI to hit all the vowels:

· A: Accessibility
· E: Excellent Experience
· I: Interactivity
· O: Open Governance that includes users
· U: Usability
· Y: You (the IT manager) are a prime keeper of good HCI

Accessibility
Among the giant topics in HCI is user accessibility to the web. This is defined in the Wikipedia article at: https://en.wikipedia.org/wiki/Web_accessibility. The W3C portal at https://www.w3.org/standards/webdesign/accessibility provides guidelines and tools to assist IT managers and professionals in provided accessible websites to all and thereby support good HCI.

Excellent Experience
For decades, HCI experts have worked on designing excellence into the user experience (UX), which is defined by Wikipedia (https://en.wikipedia.org/wiki/User_experience) as “how a user interact with and experiences a product, system, or service.” This experience factor has become a predominant aspect of HCI over the past decade, where this priority focus was accelerated by the pandemic. For example, the Federal Government has established a comprehensive portal for digital government at digital.gov that highlights a comprehensive toolkit https://digital.gov/resources/customer-experience-toolkit/?dg for customer experience (CX). A higher-education example of the importance of excellent user experience is the recent EDUCAUSE.org compilation (https://library.educause.edu/topics/student-success/student-experience) of resources for ensuring a positive student experience.  Simply put, it is not enough for IT managers to provide technology they see as adequate; rather, it is the IT users and customers of the organization that will be the arbiters of what is effective IT. Good IT is that which is good in the eyes of the users and customers in that it leads to a good user, customer, or student experience.

Interactivity
Wikipedia defines interactivity (https://en.wikipedia.org/wiki/Interactivity) as “related to the interaction between users and computers and other machines through a user interface.”  As users, we all expect computers, phones, cars, home speakers, etc. to interact with us through intelligent, connected discourse. Although few if any machines are capable of fully mimicking connected human-human interactivity, users have come to expect to interact with them instead of merely rote responding.  IT managers are increasingly being made responsible for bringing more human-like interactivity into  good user experience (https://www.interaction-design.org/literature/topics/ux-management) through (IT) management. 

Open Governance of IT and HCI that includes users
The Digital.gov Customer Experience Toolkit contains a major section discussing governance (https://digital.gov/resources/customer-experience-toolkit/?dg#governance) and how it is best to open up governance to users and customers. The rationale for the open governance approach is that it leads to a greater chance of success. IT managers who approach governance more openly thus can make a greater contribution to customer and organizational success.

Usability
Wikipedia defines usability (https://en.wikipedia.org/wiki/Usability) as “the capacity of a system to provide a condition for its users to perform the tasks safely, effectively, and efficiently while enjoying the experience.” Usability design and testing was one of the earliest stems of HCI. IT managers who have knowledge and skill in the usability area are better able to effectively manage IT. The Wikipedia article gives a fairly comprehensive overview of the key points about usability that are good for IT managers to know.

You- As an IT manager you are a prime keeper of good HCI
As an IT manager, your decisions will likely affect users and customers. By keeping this power and influence that you have in mind, you will realize that you can bring about good HCI. 

These pages are worth an hour or two of exploration, now.  You will also likely find them valuable in completing the rest of the assignments in the course, especially the final case study. 
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