
Abstract
In recent years, information technology (IT) has become a 
critical tool for the execution of business strategy across global 
operations and acting as a key driver for enabling multi-national 
companies communicate and conduct day to day business 
activities. The alignment of business strategy and IT strategy 
has emerged as a critical issue for the success of the multi-
national organizations. This paper highlights why alignment 
gaps exist between business strategy and IT strategy and 
suggests methods to minimize those strategy alignment gaps. 
Senior management of Fortune 50 financial services company 
were interviewed to examine alignment gaps between business 
strategy and IT strategy and the results suggest that improving 
the business strategy and vision, and communication of the 
business strategy and vision has the greatest potential for 
improving the alignment of business strategy and IT strategy.
The degree of alignment between various business areas was 
found to have a major impact on the alignment of business 
strategy and IT strategy. From a longitudinal case study of various 
corporate in the past, the results show an unaligned strategic 
information system (with an implemented IT strategy that varies 
from the intended IT strategy) impedes the development of IT. 
Following effective methods of aligning IT strategy and business 
strategy can be applied: (i) developing a robust, business 
architecture, and, (ii) establishing a separate, centralized IT 
department, (iii) Deploying effectively the applications of IT, 
TQM and ITIL Framework, (iv) Making best use of IT Services 
and state-of-art architectures, and many more.
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GIS – Geographical Information system
TQM – Total Quality Management
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business process is well controlled and provides businesses 
with the tools to improve the capability of their business 
processes
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I. Introduction
Over the past decade the pressure points on IT organizations 
are threefold:
I. Business need: the business organizations have been 

demanding greater value from their IT investments. In 
response the global worldwide competition, the business 
needs to use IT to build, sustain and extend competitive 
advantage. The business is demanding more efficiency 
and effectiveness from the IT organizations.

II. Technology change: IT is changing at an unprecedented 
rate. There now exist a literal cornucopia of technologies 
to choose from and integrate. With “one size fits all” 
traditional mainframe processing, the competencies that 

had to be nurtured were relatively few. This situation is 
changing dramatically, and the competency set that has 
sustained the IT organization is rapidly becoming dated.

III. Competition: the internal IT organizations are losing 
their historical monopoly status as the sole provider of 
information services. Besides the fact that users can now 
do it themselves, there is an army of outsourcers, system 
integrators, and reengineers all competing for the user’s 
business.[12,20]

The selection of framework for giving cogent advice is of prime 
importance. IT executives are continually inundated with advice 
from gurus, academics, consultants, reengineers, and futurists.  
Advice is provided on a myriad of subjects. The areas of advice 
includes, but are not limited to, IT architecture, business 
reengineering, TQM for IT, imaging, multimedia, E-Commerce, 
Downsizing, CASE, mobile computing, outsourcing, client/
server computing, artificial intelligence, fuzzy logic, on-line 
transaction processing, object-oriented technologies, UNIX, 
wireless communication, distributed database, on-line complex 
processing, executive information systems, vendor partnering, 
and open systems. Alignment is the most fundamental strategic 
concept, and identifies the ways in which multiple groups 
cooperate and collaborate to achieve a shared agenda. IT 
organizations must take actions to align itself perfectly with 
the business needs. When it does, it accomplishes a state of 
strategic fusion between the business and the IT. To achieve 
a state of perfect balance between the business and the IT 
Organization, the IT organization will have to reengineer itself. 
Practices, procedures, and attitudes that has previously served 
the IT organizations well have become dated or even vestigial.
[1 - 5 , 7, 11, 19] 
This artifact should be of interest to those charged with 
developing IT strategy and should include member of the CIO 
Staff, IT architects, product planners, system designers, and 
business planners. 
IT can reach a state of perfect strategic alignment when it 
achieves a reach/range/maneuverability architecture that has 
the following three attributes –[8,9,10]
I. Maximum Reach: anyone or any processor, anytime and 

anywhere, can access authorized IT resources.
II. Maximum range: all information objects (information, 

processes and services) can be shared.
III. Maximum Maneuverability: on top of the reach/range 

platform, applications are built with attributes of modularity, 
scalability, adaptability, portability, openness, autonomy, 
flexibility, data accessibility, interoperability, information 
appliance connectivity, and maintainability.

II. Strategic Alignment: Applications of IT
Optimized network services and web applications enhance 
business agility by promoting quicker deployment of improved 
business processes. Applications development then becomes 
more economical. With increasing adoption of web services 
and applications, it's not surprising that more businesses and 
government agencies are interested in carrier-grade network 
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equipment. Some network characteristics that are demanding 
more attention by these enterprises are: 
I. Sensitivity to Network Downtime: With deployment of 

mission-critical, web-based applications, business cost 
for network downtime can exceed $1 million/hour. For 
Education houses, most of this cost is measured in 
classroom time for students-time that cannot be recovered. 
Students and teachers need high-availability network 
solutions that are reliable with five and six 9s availability. 
(Five 9s equate to five minutes of downtime every year, 
and six 9s equate to 31 seconds per year.) 

II. Applications Transparency: Education house and business 
agility is enhanced when tuning and debugging your 
applications becomes unnecessary. Some organizations 
spend upwards of 40 percent of their IT budget on tuning 
and debugging applications - well in excess of what they 
spend on networks. Moreover, tuning and debugging can 
be a constant chore if the network is not applications 
transparent. Most organizations experience a constant 
stream of software version updates, bug fixes, and service 
pack upgrades. Those changes and upgrades can come 
from many sources. Having to retune and debug for an 
applications-aware network with many software changes 
can become overwhelming. 

III. Low Latency: Just as carriers have learned to transport 
traffic at the lowest possible hierarchical layer, Education 
houses, businesses, and government agencies are learning 
that layer 1 and 2 solutions (OSI model) work best. These 
introduce the least amount of network delay and are best 
suited for time-sensitive applications. 

IV. Flexibility, Adaptability, and Scalability: For increased 
alertness, organizations must squeeze constantly 
changing business processes. Yet capital equipment 
(which includes networking products) must be useful 
throughout their expected life or until fully depreciated. 
This becomes a real challenge because of ever-changing 
network requirements. The only feasible solution is to 
make use of software-configurable networking products. 
A critical mass has evolved that is realizing the promised 
wave of distributed computing applications. This wave of 
distributed computing will have philosophical impacts on 
the wide-area networks for Education houses, businesses 
and government agencies. Exponential traffic growth can 
be expected; along with significant networking challenges 
such as more delay sensitivity, less predictable traffic 
patterns, and increased difficulty in identifying higher-
priority traffic. [12,13,18]

III. Emerging IT Trends: beneficial in aligning IT with 
business strategies
The use of modern information technologies can have a 
dramatic impact on GIS.  Highlighted below are two of the latest 
trends in IT, and how they can be leveraged to great benefit. 
Emerging ones are the recognition of greater ROI on assets 
through virtualization and Ensuring alertness with GIS while 
meeting business information requirements through the use 
of advanced computing architectures. 
I. Virtualisation
There are several trends in IT, but few tend to impact the overall 

business as significantly as virtualisation. Virtualisation 
optimises the use of existing resources; simplifies 
infrastructure and software administration, maintenance, 
and deployment; and reduces hardware needs, resulting 
in less power consumption, less space required, and lower 

cooling costs.
II. Server & Desktop Virtualization
Server virtualization gets a lot of attention from organisations 

because of the significant business benefits that are 
possible. IT departments realize an increase in productivity 
through faster provisioning times for new servers, which, 
in turn, results in faster availability of resources for users. 
Server virtualisation enables hardware assets to become 
fully utilised, maximising the amount of computing power 
available. Companies realise tremendous cost savings 
through reducing and eliminating the need for new 
hardware. Less hardware translates into lower energy 
costs and a reduction in floor/rack space. Besides 
being beneficial for the environment, this translates into 
improving the external image of a company as being 
socially responsible and green. Another advantage to 
virtualisation is increased security. This is inherent in the 
architecture, since virtualisation offers the isolation of 
environments, and isolation protects the overall system 
from malware. Using GIS server technologies in a virtualised 
environment means that users have more access to GIS 
processing capabilities with lower hardware and energy 
costs. If the system requires more processing power, the IT 
department can quickly provision a new virtualised server 
to help share the workload, including allocating off-site 
servers in case of an emergency. This results in a highly 
available configuration that provides consistent access to 
GIS information across the enterprise.

Desktop virtualization enables users to run multiple applications 
and operating systems on their computers at the same time. 
Desktop virtualisation is extremely beneficial when users need 
access to software programs on a temporary basis or need to 
use software programs dependent on prerequisites either not 
installed on their systems or running on alternative operating 
systems or for companies that have limited IT resources. The 
virtual desktop environment provides users with a standard 
business desktop environment that is always ready to be used.
[14,16,17]

IV. Emerging Computing Architectures & Technologies
Additional computing architectures have emerged and been 
embraced by the IT community to more effectively respond to 
business demands for increased agility and efficient means 
to access information.

A. Service-Oriented Architecture (SOA)
SOA is a technique of building business applications that 
employ common services to sustain business functions. It 
provides close resemblance to business processes and makes 
business activities reusable while decoupling the clients from 
the services to eliminate any location dependencies. SOA is 
more than architecture of services seen from a technology 
perspective. It is also the policies, practices, and frameworks 
by which users are ensured that the right services are provided 
and consumed. The role of ArcGIS Desktop is in defining and 
authoring content that becomes the basis for common, reusable 
spatial services - content such as 2D maps, 3D globes, geo-
processing models, locators, and data management functions. 
ArcGIS Server is a complete and integrated Web-based GIS 
that delivers a standards-based platform that, together with 
ArcGIS Desktop, can easily produce geospatial content and 
capabilities for use across an enterprise.
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B. Cloud Computing
The concept of cloud computing, or on-demand technology, 
emerged with new workflow paradigms attributable to the 
arrival of Web 2.0. Cloud computing is defined as "a approach 
of computing where particularly scalable IT-enabled capabilities 
are delivered as a service to external customers using Internet 
technologies," often references as the Platform as a Service 
(PaaS) market. The characteristics of cloud computing include 
leveraging economies of scale to reduce individual investments 
and, in essence, the renting of physical assets based on an 
organisation's computing requirements. By eliminating the 
need to install and run the application on the customer's 
own computer, cloud computing alleviates the customer's 
burden of software maintenance, ongoing operation, and 
support. Typically, the resources that are used are owned and 
managed by a third party, and service offerings can range from 
data storage to Web applications to other focused services. 
Collaboration and open standards are two of the core drivers 
behind this trend. Additionally, when computing in the cloud, 
users pay only for the resources or computing capacity that is 
actually consumed.

C. Software as a Service (SaaS)
Bandwidth limitations, performance obstacles and IT 
administration issues made hosted software impractical. But 
times changed and today, software as a service (SaaS) is 
growing at an annual rate exceeding 40 percent. In fact, it is 
expected to command a 23 percent share of the $120 billion 
U.S. software market by 2010, according to RBC Capital Markets. 
Rob DeSisto, vice president and distinguished analyst for 
Stamford, Conn.-based Gartner, says organizations increasingly 
see the benefits of moving large-scale software expenses from 
their capital budget to their operating budget. Tom Kelly, CFO 
and CIO at Second Wind Exercise, a $100 million Eden Prairie, 
Minn., athletic equipment manufacturer, points out that SaaS 
providers frequently offer better security and uptime than 
organizations can achieve internally. “This is particularly true 
in the small and midsize markets,” he says. Second Wind has 
moved heavily onto a SaaS platform, including using NetSuite 
for ERP, Adaptive Planning for budgeting and forecasting, and 
Google Apps for e-mail and word processing. 

D. Virtualization & Enterprise Mobility
This technology has already made its mark on the data center. 
According to various industry estimates, between 50 percent 
and 60 percent of all servers are now virtualized. The goal is 
to reduce server collapse—and the inefficiencies and higher 
costs associated with it. Virtualization is continuing to grow. 
“It is now moving into the realm of SMBs [small and medium 
businesses], and is also extending into storage and onto the 
desktop,” says Moosa Matariyeh, enterprise storage specialist 
for computer reseller and systems integrator CDW. While 
storage virtualization has been available for several years, 
more sophisticated software is making it easier to provision 
resources on the fly. In addition, the increase in open systems is 
making it easier to integrate virtualization software with existing 
IT storage environments. The major drawback has been the 
necessity to grab data as needed and ensure that all data is 
synchronized on a real-time—or, at least, a near real-time—
basis. “Ensuring that data is available when and where it’s 
needed has been an ongoing challenge,” says Bob Laliberte, 
an analyst for the Enterprise Strategy Group in Milford, Mass. 
However, that situation is changing rapidly. Although BlackBerry 
devices have made it far easier to tackle e-mail and hop onto 

the Web, newer units such as the Apple iPhone are completely 
breaking down the boundaries between traditional computers 
and pocket computing. Already, firms such as Salesforce.com 
and Oracle have adapted enterprise apps for the iPhone. 

E. Energy-Efficient Data Centers & Security, Risk and 
Compliance
Department of Energy’s Data Center Efficiency program helps 
organizations quickly determine how energy is being used by 
their data centers and how they might be able to save energy 
and money. Part of the problem in the past has been that 
the people buying equipment aren’t the same ones who are 
managing energy costs. But that’s a luxury organizations can 
no longer afford. Businesses are quickly recognizing that 
they have lesser margin for error, and energy costs are now a 
huge variable, says Anil Desai, an independent IT consultant 
based in Austin, Texas. In the constantly evolving areas of 
security, risk and compliance, there are no simple solutions. 
With each passing day, threats and challenges become more 
complex, and compliance becomes more of a concern. Smart 
IT executives are beginning to recognize that having a tangle of 
systems and processes spells trouble. “Regulations are pushing 
organizations to change and be more in control of their systems 
and business processes,” says Anthony Noble, vice president 
of IT Audit, at Viacom in New York City. [3,5]

V. Deploying IT Service Management (Framework) 
In the recent years a confluence of circumstances has driven 
IT functions and applications to become more service-
oriented so that they can be more strategically aligned with 
the business objectives of their organizations. These factors 
include the growing pressure for organizations in the public 
as well as private sector to operate on a more cost-effective 
basis, the increasing dependence on IT for near real-time 
information to support mission-critical activities, the need for 
enhanced reporting integrity so as to meet stricter regulatory 
requirements and more exacting demands from users and 
senior management for reduction in the level of tolerance and 
failures in the IT infrastructure. Evidence is mounting that many 
IT functions are accomplishing this change by adopting the IT 
service management (ITSM) model and that they are making 
significant inroads in their endeavour (Bushell 2005; Dubie 
2004; Worthen 2005).[6] The ITSM (IT Services Management) 
model represents a paradigm shift for IT functions as it 
deemphasizes the management of IT assets and focuses on the 
provision of quality end-to-end IT services. While there are many 
avenues for IT functions to achieve the transformation, the 
great majority of them have chosen the IT Infrastructure Library 
(ITIL) framework, to provide the implementation guidance and 
a common language of Communication.
IT service management is the provision of quality customer 
service by ensuring that customer requirements and expectations 
are met at all times (OGC 2002). Sallé (2004) observed that 
IT functions typically follow a three stage development in their 
relationship with the businesses they support: IT infrastructure 
management, IT service Management and IT governance. 
During the IT infrastructure management stage, the focus is on 
maximizing the return on computing assets and taking control 
of the infrastructure, including all hardware, software and 18th 
Australasian Conference on Information Systems Implementing 
Centralized IT Service Mgt 5-7 Dec 2007, Toowoomba Tan 1061 
databases. However, when organizations advance to the IT 
service management stage, the IT function actively identify 
the services its customers need and focus on planning and 
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delivering those services to meet availability, performance, and 
security requirements. In addition, service-level agreements 
are managed, both internally and externally, to meet agreed-
upon quality and cost targets.
Information systems researchers have acknowledged that ITSM 
is an emerging area for further study and that it should be 
incorporated into the IT and I/S curricula of business Education 
houses (Galup et al. 2007; Rai & Sambamurthy 2006). According 
to Galup et al., providers of IT services can no longer afford to 
just focus on technology but should also consider the quality of 
the services they provide and the relationship with customers. 
They further note that ITSM is process focused, shares common 
themes with the process improvement movement (e.g., TQM, 
Six Sigma, Business Process Management, and CMMI) and 
facilitates interactions of IT technical personnel with business 
customers and users[13].

VI. The IT Infrastructure Library (ITIL) Framework
The ITIL framework is a set of comprehensive and rational 
publications providing eloquent leadership on ITSM. It 
was originally developed by the Central Computer and 
Telecommunications Agency (CCTA), a British Government 
agency, in the 1980s to promote efficient and cost-effective 
IT operations within government controlled computing centers. 
The framework is currently administrated by the Office of 
Government Commerce (OGC) and has evolved into the ISO/
IEC 20000 standards. While ITIL is a best-practice process 
framework that organizations can adopt as a basis to implement 
and improve ITSM processes, ISO/IEC 20000 serves a different 
purpose in that it is used in independent third-party certification 
audits of ITSM capabilities.
The two primary components in the ITIL framework i.e. (1) 
Service delivery and (2) Service support consist of core 
processes that IT organizations must put in place in order 
to provide quality IT services for their customers. These core 
processes are also include the service desk function. The 
service support processes (operational level) focus on the users 
of the IT services and are primarily concerned with ensuring 
that users have access to the appropriate IT services to support 
their tasks. The service delivery processes (tactical level), on 
the other hand, are associated with the longer-term planning 
and delivery of quality IT services which customers require of 
their IT providers. ITIL makes a distinction between users and 
customers: customers are the people in an organization who 
commission and fund the IT services whereas users are those 
who use the services on a day-to-day basis.

VII. Conclusions
It is our recommendation that the IT strategist’s overriding 
objective must be to achieve a state of strategic alignment 
between the business and the IT organizations. This will not 
be easy, and will require and major reengineering, of the 
IT organization. As described, advantages of the tools like 
Six-sigma, TQM and state-of-art IT architecture need to be 
fully deployed to a greater extent towards Aligning Internet 
Technologies, Infrastructure, and Applications & Services with 
Business Strategies.
The IT organizations have nearly spent 30 years in a state 
of minimum strategic alignment or intermittent alignment 
by accident, and the change from a position of gross 
misalignment to perfect alignment will require fundamental 
redesign. Reengineering of IT organizations will consequently 
be excruciating but necessary. Assessment need to be taken 
place in multiple dimensions: current situation, projected 

futures, competitor’s situations, and ideal situation. At the 
end of the assessment step, the strategic team has a firm 
understanding of both the challenges confronting and the logic 
of those challenges.[15]
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