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Introduction

This volume presents the final reports on the case studies in the ten organisations 

whose practice in the areas of the research was investigated (including the detailed 

report on the second-stage project in Norwich Union, which involved an application of 

the IVM™ methodology).

The structure of the case study reports

Allowing for essential differences in the nature of the organisations, the presentation of

the reports follows a generally similar pattern, designed to put the

reader in possession of the essential facts and to allow comparison among the different

organisations:

• An outline of the organisation’s background

• Its objectives, strategies, mission, vision - or whatever else it uses to define itself 

and what it seeks to do

• Its structure and culture

• Its information products (including its electronic products in the form of web 

sites and intranets)

• Costs and budgets for information products (so far as ascertainable -  the range is 

from a complete set of figures to an indication of magnitude)

• How decisions on information products are made

• The organisation’s information resources and how and to what extent it draws on 

them to create information products

• The people responsible for information products, and how the organisation 

provides for such specialist skills as writing, editing and design

• The approach to visual presentation

• The technologies used in creating information products

• How the organisation tests, monitors and evaluates its information products, 

including any attempts to establish cost-effectiveness.

[5]



  



when talking with IT/IS professionals). Again, the fact that I started with some 

assumptions and tacit ‘theories’ based on experience (as described in Chapter 4), put 

me in danger of trying to fit facts to preconceptions, or making premature judgements. 

An example is my initial assumption, born of that part of my career which has been 

spent in promoting ideas about information management, that having an information 

management function, managed by information professionals, is a necessary condition 

for organisations being able to make successful use of information, including using it in 

their information products. That one turned out not to be true in the light of what I 

found in some of the case study organisations.

I have tried in various ways to avoid the dangers of imposing interpretations that 

do not match the facts:

1 The ‘theory’ of the role of information products and presentation was not 

developed until the case studies were nearly completed. It was then used in 

looking at the findings from the case studies, after sorting out what they 

actually are -  as described in the introduction to Part 3, this was a process of 

comparison which tests both the theoiy and the actuality.

2 In writing the case studies, as explained above, I submitted successive drafts to 

very patient and tolerant people in the organisations, so that everyone involved 

could check the parts to which they had contributed for factual accuracy, and 

judge whether my interpretations were a fair account of actuality as they knew 

it. In my own concluding evaluations, I used in an informal way the 

propositions set out in Chapter 4, together with criteria relating specifically to 

the information products themselves. These, like the ‘theoiy’, have grown over 

the years from experience, reading, and discussion with interested professionals 

from various disciplines, and have finally been fairly coherently formulated as 

shown in the checklist below.

Information products -  an evaluation checklist

1 The role of the product:

• What is the purpose of this product in relation to the organisation's objectives?

• How are its readers meant to use it?

2 How it fulfils its role:

• Does it tell the readers what they need to know in order to use it as intended?

[7]



   



 



 

  

  

     

 f 



  

    



  

    

    

   

 



  

 

 



  

 

  



  

     P



  



  



 

 C

 



  

  

   

 t   



 

  f 

  M   



 

   



 

 

  B

   



  



  



 



 

 



 



 



  



 

  

   

 



 

 



 



  

 



  

 



Case Study 2 
City University

Background

The institution which is today City University was founded, with support from the City 

Parochial Foundation and a number of City Livery Companies, as the Northampton 

Institute in 1894 to provide trade and craft education for 'individuals from the poorer 

classes' working in the Clerkenwell district. It presented its first candidates for London 

University degrees in 1908-1909, was designated a College of Advanced Technology in 

1957, and gained the status of a university able to award degrees in its own right in 

1966.

Objectives and strategies

The University’s mission is ‘to advance knowledge, wisdom and understanding by

teaching, research and professional training.’

Its objectives (Annual Report, 1995-1996) are:
• To maintain a distinctive place in meeting the higher education needs of the 

professions and business enterprises, both in the City of London and in the 

wider metropolis.

• To develop major schools with a significant European reputation in 

professionally-related fields.

• To undertake research of national and international excellence.

• To support UK industry by promoting understanding of its engineering, 

financial, social and environmental aspects.

• To be a major regional provides of quality education and training for the 

National Health Service.
• To form developmental links with other education providers, through affiliation 

and validation.

• To meet local and regional needs for employment-related continuing education, 

in collaboration with the Further Education sector and other providers.

[35]
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Case study 4
The Cochrane Collaboration and the UK Cochrane Centre

Introduction

This began as a case study of the UK Cochrane Centre, at a time when it had existed for 

only two years. Over time, the focus of the study has moved to the international 

organisation of which the Centre is a part, the Cochrane Collaboration (the 

Collaboration was established just before this research began, through the initiative of 

the UK Cochrane Centre). It has moved because many of the activities concerned with 

the creation of the major information product involved -  the Cochrane Database of 

Systematic Reviews -  have become primarily the responsibility of the Collaboration.

The Cochrane Collaboration focuses on finding sources of information of a specific 

kind in the medical and related literature, subjecting them to highly sophisticated 

critical analysis, and preparing structured reviews which are input to the database 

which constitutes the end product. (The NHS Centre for Reviews and Dissemination1 at 

York University, which forms the subject of another case study in the present research, 

is particularly concerned with the ‘outward-facing’ aspects of managing and making 

use of the product within the NHS: the people who are the target users of the reviews, 

the ways in which they need and wish to use them, how to reach the intended 

audience, what helps them to make good use of the product and what hinders them .) 1 2

1 The NHS Centre for Reviews and Dissemination:

1 Commissions or carries out reviews on behalf of the NHS, focusing mainly on 

effectiveness, cost effectiveness, management and organisation of health services.

2 Disseminates the results in the NHS to enhance effective decision making. It 

concentrates specially on the development of evidence-based clinical practice and 

service development. Both functions are supported by research on methods of 

conducting systematic reviews and effective dissemination. The Centre develops 

and maintains databases of published reviews and studies on economic evaluation 

of health care and offers an inquiry service.

[86]



         

      

    

       

   of  

 f  R



         



         



         



         

  f  R



         



         

  f 



         

  L

 of  R

 f  f  f 

    

 

  

 

 

  L



        

  L

  f    P  

   of   

  L

  



         

  

  f  

  

  

   

  f  

  of 



         

  

  



         

       



         

  

 

   H



         



         

 

    



         

  L

  of 

f  f     

      



         

  

 



         



         

 

 

 



         

  



         

 P    

  L

    

 P    

  of  

 L



         

  

  

    

 

 

  



         

 

  L



         

 

 



         

  

 



         



         

  

 N  F  
   

 s

    

    

   
    

 f  

 E

   
   

  
 a  p  

 of   of 
 f   

     
 

 

 
  

   

  

 f   f   C
      ne 



 



    



    



    



    

 



    

 



    



    

    B   

 



    



    

     

    

       

 N

 



    

 

    

 R  

ff 

 



    

  

  

 w       

  

f 



    

        

  

 

   



   

 a



    

 2

   

ss R



   



    

 

 



    



   

 



   



    



   

 

  



    

   

l 

    

 

 



    

 



   

 h



    



    

  
   

   
   s



Case study 5 
Datastream International1

Background

Datastream International is a business which makes its living from acquiring data, 

adding value to it by bringing it together and providing tools for analysing it, and 

selling the database which is the resulting information product, together with 

supporting documentation in both electronic and print-on-paper form. The data relate 

to financial and business performance, covering a range of securities, equities, bonds, 

commodities, etc. as well as economic statistics. A distinctive feature, setting 

Datastream apart from others businesses in the field, which sell real-time information, 

is the long historic runs available for much of the data offered, in some cases going 

back to as early as the 1950s. Depth of data as well as chronological span is available: 

not only price, but dividend yield, market value, etc.

The company buys high-quality data from the best suppliers world wide and sells on 

the end product to clients, on an annual subscription basis (the annual fee for 

unlimited access to the data to which they subscribe is not less than £30,000). The 

demands of local markets differ, but the core requirement is for access to a range of 

company accounts data, etc. The basic service gives access to text and tables; add-on 

services offer graphics and charts, and a datachannel, which allows customers to 

download data to make their own analyses -  a range of about 25 mathematical 

functions is offered. The service is screen-based, with 90 per cent of the subscribers now 

using DS-Windows, offered as part of the service.

The company was set up in the 1960s as a research department within a firm of 

stockbrokers. Its history since then has been a varied one. It was floated on the stock

1 Note; this case study was last updated in May 1999; unfortunately pressure of other 

work made it impossible for some of the respondents in Datastream to answer final 

questions. Where for this reason it has not been possible to ascertain the current 

situation, this is stated.

[114]
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Case study 6
The Department of Trade and Industry

Background

History

The Department's ancestry (Foreman, 1986) goes back to the Committee of the Privy 

Council for Trade and Plantation, established in 1621 for the protection of the country's 

overseas mercantile interests. The successor to this Committee was abolished in 1782, 

but reinstated four years later when an Order in Council -  still in force today -  

constituted a Board of Trade, with a secretariat, charged to consider commercial 

treaties, colonial acts affecting trade, import and export duties, and prohibitions 

concerning trade. This counts as the foundation of the present-day department. Its 

responsibilities in the two centuries since have undergone many mutations. In the early 

years it had a leading role in the great 19th century debates on free trade and the 

abolition of slavery, under such distinguished presidents as Huskisson and Gladstone.

The underlying pattern has been for the Board to acquire new responsibilities 

emerging from economic and social developments. At various times it has been 

responsible for the merchant fleet; education for industrial design, crafts and science; 

standards for weights and measures; trade marks and patents; railways and canals; 

labour exchanges and unemployment insurance; mines; the coastguard service; clothes 

rationing; registration of companies under the Companies Act; and civil aviation. Over 

time many of the areas it was charged with administering -  such as education, 

employment, transport, and fuel and power -  became separate departments of 

government (particularly under the impact of both World Wars), while more recently 

others have become separate agencies. Its weighty and varied history, and its rather 

amoeboid pattern of growth, perhaps account for the complexity that characterises the 

Department today.

One major change during the course of this case study was the election of a Labour 

government in 1997; this has had some significant effects on the way in which the 

Department works, which are reflected in the developments recorded here.

[128]
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Case study 7
The London Chamber of Commerce and Industry

Background

The London Chamber of Commerce and Industry was founded in 1881 ; its aim was then 

defined as: ‘to influence public opinion and to influence the Legislature: to effect 

reforms that individual efforts would scarcely be powerful enough to bring about.’ 

Throughout its history it has been a membership-oriented body, and until 

comparatively recently it has operated in the tradition of the period in which it was 

established, exercising a representative function in response to outside factors rather 

than taking initiatives or setting agendas.

An independent private company limited by guarantee, the Chamber is run by a 

combination of honoraiy officers and paid staff (the number rose from 95 in 1994, at the 

start of this study, to 110 in all by 1998), headed by a Chief Executive. Its 14-member 

Board consists of the honorary officers and the Chief Executive and Secretary, and 

members drawn from firms which subscribe to the Chamber. The Board acts as a 

management board responsible for financial oversight and resource management. The 

Council is a larger body, with a number of Vice Presidents and ex officio members, 

together with elected and nominated members: it is responsible for external policy, 

and for representation. In 1994, the Westminster Chamber of Commerce merged with 

the London Chamber of Commerce and Industry, and three years later the Chambers of 

Commerce for Hammersmith & Fulham and for East London took the same step. The 

total membership at the beginning of 1997 consisted of over 3000 businesses.

The main services offered to members are defined as information and contacts -  

covering export advice, training, information services and events; trade missions: and 

representation based on research among membership in order to present their views 

accurately. Information products are therefore potentially of great importance, and 

they account for a sizeable proportion of the Chamber's expenditure: salary costs 

related to information products together with print costs account for 0.07 per cent of 

the Chamber’s total revenue expenditure (1998 figure).

[176]
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Case study 8
The NHS Centre for Reviews and Dissemination, University of York

Background

The Centre was established at the beginning of 1994, within the NHS Research & 

Development programme, to contribute to the same aim as the UK Cochrane Centre - 

that of making high-quality research information on the effectiveness of treatments 

and the delivery and organisation of health care accessible throughout the National 

Health Service -  but with a different emphasis. It describes itself as 'focused on the 

distribution and awareness raising end of the dissemination spectrum' (Draft 

Dissemination Action Plan, April 1995). Together with the UK Cochrane Centre and a 

register of research projects at Leeds, it forms part of a set of initiatives within the 

ongoing Information Systems Strategy of the R&D Division of the National Health 

Service.

The Centre commissions or carries out reviews on behalf of the NHS, focusing 

mainly on effectiveness, cost effectiveness, management and organisation of health 

services, and disseminates the results in the NHS to enhance effective decision making. 

It concentrates specially on the development of evidence-based clinical practice and 

service development. Both functions are supported by research on methods of 

conducting systematic reviews and effective dissemination. The Centre develops and 

maintains databases of published reviews and studies of economic evaluation of health 

care and offers an inquiry service about reviews and economic evaluations.

It was funded by the NHS for three years in the first instance. A review in 1995, 

after one year of operation, reported that it had made significant progress and was 

gaining a first-rate national and international reputation in its area of work, and 

recommended that its funding should be extended to the end ofl999. At a second 

review in the summer of 1998 the review panel organised by the Department of Health 

recommended an extension of funding to 2005.

[201]
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Case study 10 
Norwich Union, stage 2

Setting up the case study

As described in Chapter 3 it was the intention from the start of the research to follow 

up the first round of case studies, which would be based on observation and discussion, 

with a further stage which would use a different methodology, preferably one which 

would provide a complementary perspective.

The general aim would be to find out something about the value which information 

products -  as assets which are partly tangible and partly intangible -  can add (or 

subtract) for the organisations which create them, but at that point I had made no 

decisions about method. By chance, as the research was starting, I was commissioned 

to write a chapter on valuing information (Orna, 1996); in the course of reading I came 

across an account of the Integrated Value Manager (IVM ™ ) methodology (McPherson, 

1994), and met the originator. This led to discussion of a possible application of the IVM 

in the research, and ultimately to the second-stage case study in Norwich Union whose 

results are presented here. Background to the IVM is given in Chapter 3 (for the most 

recent statement of the methodology, see M’Pherson, 1999). Here it is sufficient to 

remind readers that it is a comprehensive methodology designed to deal with 

evaluation and combination of value in the non-financial dimensions of an 

organisation’s operations (for example, intellectual assets and information, ethical 

conduct and reputation), and then to combine monetary and intangible value so that 

overall value-added on the financial and non-financial dimensions can be used as a 

decision variable, and for subsequent financial analysis.

As explained below, the application of the IVM had to be on a modest scale -  

though it was as rigorous as possible in the circumstances -  because it was not a high- 

priority project from the point of view of Norwich Union (though it received exemplary 

and thoughtful support from the manager responsible for the product being studied). 

None the less, it provided useful insights, and some relevant findings, and acted as a 

prototype application of a methodology which appears to have considerable potential 

for establishing the value of the contribution made by information products (with the 

identity of the participants withheld, it forms the basis for a case study, intended to be

[253]
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Norwich Union case study, Stage 2

Appendix 1
The Group's information and knowledge requirements 
Information audit questionnaire

[274]



     



    

    
  



The information (content and 'containers' ) which NU needs to draw on to maintain its knowledge
Table 2

Knowledge and know-how Information required to maintain knowledge
requirements _______ __________________________________________

Content 'Containers'

About customers Who and where they are Database,
allowing access
Products bought via multiple
features
Transactions
Retention rates/losses

Views of value and quality Reports from 
people in
Level of satisfaction with regular contact 
with them

NU's products/ 
services
New requirements Reports of special
research

About economic and social context in which Demographic trends 
NU works

Appropriate 
statistical series

Age structure of 
population

Economic situation 
databases

Periodicals & 
press

Research reports 
On-line external

About competition and innovation in the 
industry

About NU's past policy decisions

Employment patterns 
Lifestyle/social trends

Situation of competing 
companies 
Their products & 
services

Decisions taken and 
results -  successes and 
failures

Internet

Periodicals and insurance 
press; 'Intelligence' reports 
compiled from 
various sources

Minutes, issues 
papers.
policy documents,
digests
Hard-copy or
electronic
files

continued

[277]



Table 2 continued

Knowledge and know-how 
requirements

Information required to maintain knowledge

Content 'Containers'

About NU's products 
information products

Past & existing products, 
people responsible, 
results, lessons learned

Hard copy or including
electronic
files

About intermediaries -  those who work with 
NU; others

Who and where they are 
Relations with NU 
Their customer base

Database
Correspondence

About products they handle Views about NU's 
productsand services

Reports from 
those in 
regular contact 
Reports of special 
research

About financial situation of NU Up to date figures 

Accurate forecasts

Database with 
appropriate 
software permitting 
forecasts

About financial situation of competitors Competitor intelligence Periodicals, press 
Intelligence reports 
compiled in-house/ 
outside

About risk levels to be provided against Requirements of custom­
ers and intermediaries

Reports from those in 
regular contact

Special reports on 
research

About risk management Research on risk 
management

Periodicals, research 
reports (published and 
specially commissioned)

Compliance requirements Articles and reports on 
risks associated with 
compliance failures

Past practices and their 
results

Records of decisions 
and of effects; costs of 
bad decisions

continued

[278]
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Table 2 continued

Knowledge and know-how Information required to maintain knowledge
requirements _________________________________________________

Content 'Containers'

Management:
About staff and their capabilities Skill and knowledge 

available; potential 
database)

Appropriate personnel 
records (files or

About Industrial relations and negotiation Current good practice Periodicals, press, research 
reports, conferences

Know-how In communicating and team 
working

Current good practice Periodicals, press, research 
reports, conferences

Staff: About the business and Its situation Regular, full and accurate 
provision of Information

Briefings by managers, 
newsletters, email

About their responsibilities and those of 
colleagues

Appropriate Information Appropriate contracts of 
employment; employee 
handbook; training 
courses

Know-how in co-operating, communicating 
and team working

Relevant training and 
development

In-house and external 
training courses

About the local community Organisations 
Local government 
Contacts

Database of organisations 
and contacts, and 
records of transactions 
with them with flexible 
access

Social situation Local press, reports from 
own research

Previous actions and 
their results

Reports -  In-house 
and press

About NU's history In relation 
to the community

Archives and records Hard-copy archives + 
appropriate electronic 
records of them 
Current records files and 
databases

continued

[279]



Table 2 continued

Knowledge and know-how Information required to maintain knowledge
requirements _________________________________________________

Content 'Containers'

About the quality of information systems 
vendors

Standards; specifications 
user feedback

Files (hard-copy or 
electronic)

About management of information resources 
and information systems

What they are; where; 
who is responsible

Files; internal directory; 
visual maps; information 
systems architecture 
map

About management of IT IT infrastructure; location 
of resources; who is 
responsible

Files; internal directory; 
maps

About quality of IT services to end-users Standards; specifications; 
vendor information; user 
feedback and action on it

Files (hard-copy or 
electronic)

About effectiveness of delivery of IT 
services

Standards ; results of 
monitoring ; action on 

results

Files (hard-copy or 
electronic)

About shareholders Who they are 
Holdings 
Relations with NU 
Views of NU

Database

Reports of people in 
regular contact and of 
special research

About legal and regulatory requirements Legislation Copies of relevant 
legislation and material 
about its application and 
interpretation

On-line external 
databases

Regulatory bodies 

Contacts

Database of 
organisations 
and contacts

The Company's relations 
with them Correspondence files

[280]
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Information audit: Norwich Union, Bicentenary Bond 
Draft questions for interviews

Part 1

Date 

Name 

Job title

Role in relation to Bicentenary Bond

Instructions for filling in:
Put a ‘blob’ in the place that matches your judgment on each question for each kind of information, 
locating it in the relevant space to show precisely where it comes on the scale.

Example

information



Part 2 The categories of information used

This part asks about the kinds of information you used in your work on the Bicentenary Bond. 

Information about
A The potential market for the product 
B Competitors and their products
C Developments in the insurance industry
D UK economic and social developments 
E Compliance requirements
F Legal requirements
G Ethical standards of Norwich Union in its relations with potential and actual customers, and your 

responsibilities in maintaining them
H Norwich Union’s past experience (including past and existing products and supporting information 

products)
I ‘Who knows what’ -  people in Norwich Union who have knowledge of particular topics
J Suppliers of products and services (eg design groups, writers, printers)

Q 1 a
In your work on the Bicentenary Bond, how important was information about [Category ...]?

A B C D E F G H I J

0 Absolutely no importance *

VL Very low importance

L Low importance

BP Below middling importance

P Middling importance

AP Above middling importance

H High importance

VH Very high importance

C Absolutely critical

‘Absolutely no importance’: go on to next category ; otherwise, go to Q1b



Q1b
How much did you use it?

A B C D E F G H I  J

0 Not at all

V L Very infrequently

L Infrequently

BP Sometimes

P Fairly often

AP Quite often

H Frequently

VH Very frequently

C Constantly

Information about
A The potential market for the product 
B Competitors and their products
C Developments in the insurance industry
D UK economic and social developments 
E Compliance requirements
F Legal requirements
G Ethical standards of Norwich Union in its relations with potential and actual customers, and your 

responsibilities in maintaining them
H Norwich Union’s past experience (including past and existing products and supporting information 

products)
I ‘Who knows what’ -  people in Norwich Union who have knowledge of particular topics
J Suppliers of products and services (eg design groups, writers, printers)

Q2a
Did you use it for developing the Bicentenary Bond? (tick)
Y e s -----
No -----

Q2b
Did you use it for developing the information products associated with it? (tick)
Y e s -----
No -----



Q 3 The next questions are about how the quality of the information you used matched the ways in which 
you needed to use it.

Q3a
How appropriate was the coverage for your needs?

A B C D E F G H 1 J

0 Not at all

VL A little of what you needed

L Some

BP A fair amount

P About half

AP Quite a lot

H A great deal

VH Almost everything

C Everything you needed

Information about
A The potential market for the product 
B Competitors and their products
C Developments in the insurance industry
D UK economic and social developments 
E Compliance requirements
F Legal requirements
G Ethical standards of Norwich Union in its relations with potential and actual customers, and your 

responsibilities in maintaining them
H Norwich Union’s past experience (including past and existing products and supporting information 

products)
I ‘Who knows what’ -  people in Norwich Union who have knowledge of particular topics
J Suppliers of products and services (eg design groups, writers, printers)



Q3b How accurate/reliable was it?

A B C D E F G H 1 J

0 Wholly untrustworthy

VL Very inaccurate/unreliable

L Rather inaccurate/unreliable

BP Below par

P Moderately

AP Fairly accurate/reliable

H Highly accurate/reliable

VH Very high accuracy/reliability

C Absolutely accurate/reliable

Information about
A The potential market for the product 
B Competitors and their products
C Developments in the insurance industry
D UK economic and social developments 
E Compliance requirements
F Legal requirements
G Ethical standards of Norwich Union in its relations with potential and actual customers, and your 

responsibilities in maintaining them
H Norwich Union’s past experience (including past and existing products and supporting information 

products)
I ‘Who knows what’ -  people in Norwich Union who have knowledge of particular topics
J  Suppliers of products and services (eg design groups, writers, printers)



Q3c:
How appropriate was the level of detail for your needs? 
(inappropriate can be too little or too much)

A B C D E F G H 1 J

0 Absolutely inappropriate

VL Very inappropriate

L Inappropriate

BP Below acceptable

P Acceptable

AP Fairly appropriate

H Highly appropriate

VH Almost exactly right

C Exactly the right level

Information about
A The potential market for the product 
B Competitors and their products
C Developments in the insurance industry
D UK economic and social developments 
E Compliance requirements
F Legal requirements
G Ethical standards of Norwich Union in its relations with potential and actual customers, and your 

responsibilities in maintaining them
H Norwich Union’s past experience (including past and existing products and supporting 

information products)
I ‘Who knows what’ — people in Norwich Union who have knowledge of particular topics
J Suppliers of products and services (eg design groups, writers, printers)



How appropriate was the form in which in was available to you?
(eg did it make it easy or difficult for you to extract what you needed?)

Q 3 d

A B C D E F G H 1 J

0 Absolutely awful

VL Very inappropriate for the way 
you needed to use it

L Inappropriate

BP Below acceptable

P Acceptable

AP Fairly appropriate

H Highly appropriate

VH Almost exactly right

C Exactly right

Information about
A The potential market for the product 
B Competitors and their products
C Developments in the insurance industry
D UK economic and social developments 
E Compliance requirements
F Legal requirements
G Ethical standards of Norwich Union in its relations with potential and actual customers, and your 

responsibilities in maintaining them
H Norwich Union’s past experience (including past and existing products and supporting 

information products)
I ‘Who knows what’ -  people in Norwich Union who have knowledge of particular topics
J Suppliers of products and services (eg design groups, writers, printers)



Was the information available to you at the time you needed it?
Q 3 e  :

A B C D E F G H 1 J

0 So out of time as to be useless

VL Very badly timed

L Badly timed

BP Below acceptable timing

P Acceptable timing

AP Fairly good timing

H Good timing

VH Very good timing

C Exactly at the right time

Information about
A The potential market for the product 
B Competitors and their products
C Developments in the insurance industry
D UK economic and social developments 
E Compliance requirements
F Legal requirements
G Ethical standards of Norwich Union in its relations with potential and actual customers, and your 

responsibilities in maintaining them
H Norwich Union’s past experience (including past and existing products and supporting information 

products)
I ‘Who knows what’ -  people in Norwich Union who have knowledge of particular topics
J Suppliers of products and services (eg design groups, writers, printers)



Q 4
How well did it contribute to meeting the key business objectives of the Bicentenary 
Bond?

A B C D E F G H 1 J

0 No contribution

VL Very poor contribution

L Poor contribution

BP Less than acceptably

P Acceptably well

AP Fairly well

H Good contribution

VH Very good contribution

C All that could be wished for

Information about
A The potential market for the product 
B Competitors and their products
C Developments in the insurance industry
D UK economic and social developments 
E Compliance requirements
F Legal requirements
G Ethical standards of Norwich Union in its relations with potential and actual customers, and your 

responsibilities in maintaining them
H Norwich Union’s past experience (including past and existing products and supporting 

information products)
I ‘Who knows what’ -  people in Norwich Union who have knowledge of particular topics
J Suppliers of products and services (eg design groups, writers, printers)

*



Q 5
How important was it for creating a product that would sell well in the intended market?

A B C D E F G H I  J

0 Absolutely no importance

VL Very low importance

L Low importance

BP Below middling importance

P Middling importance

AP Above middling importance

H High importance

VH Very high importance

C Absolutely critical

Information about
A The potential market for the product 
B Competitors and their products
C Developments in the insurance industry
D UK economic and social developments 
E Compliance requirements
F Legal requirements
G Ethical standards of Norwich Union in its relations with potential and actual customers, and your 
responsibilities in maintaining them
H Norwich Union’s past experience (including past and existing products and supporting information 
products)
I ‘Who knows what’ -  people in Norwich Union who have knowledge of particular topics
J Suppliers of products and services (eg design groups, writers, printers)



How important was it for creating a product that would meet the needs of 
intermediaries?

Q 6 a

A B C D E F G H I  J

0 Absolutely no importance

VL Very low importance

L Low importance

BP Below middling importance

P Middling importance

AP Above middling importance

H High importance

VH Very high importance

C Absolutely critical

Information about
A The potential market for the product 
B Competitors and their products
C Developments in the insurance industry
D UK economic and social developments 
E Compliance requirements
F Legal requirements
G Ethical standards of Norwich Union in its relations with potential and actual customers, and your 

responsibilities in maintaining them
H Norwich Union’s past experience (including past and existing products and supporting information 

products)
I ‘Who knows what’ -  people in Norwich Union who have knowledge of particular topics
J  Suppliers of products and services (eg design groups, writers, printers)

4



How important was it for creating a product that would meet the needs of potential 
customers?

Q 6 b

A B C D E F G H 1 J

0 Absolutely no importance

VL Very low importance

L Low importance

BP Below middling importance

P Middling importance

AP Above middling importance

H High importance

VH Very high importance

C Absolutely critical

Information about
A The potential market for the product 
B Competitors and their products
C Developments in the insurance industry
D UK economic and social developments 
E Compliance requirements
F Legal requirements
G Ethical standards of Norwich Union in its relations with potential and actual customers, and your 

responsibilities in maintaining them
H Norwich Union’s past experience (including past and existing products and supporting information 

products)
I ‘Who knows what’ -  people in Norwich Union who have knowledge of particular topics
J  Suppliers of products and services (eg design groups, writers, printers)



How important was it for maintaining the reputation of Norwich Union?
Q 7

A B C D E F G H 1 J

0 Absolutely no importance

VL Very low importance

L Low importance

BP Below middling importance

P Middling importance

AP Above middling importance

H High importance

VH Very high importance

C Absolutely critical

Information about
A The potential market for the product 
B Competitors and their products
C Developments in the insurance industry
D UK economic and social developments 
E Compliance requirements
F Legal requirements
G Ethical standards of Norwich Union in its relations with potential and actual customers, and your 

responsibilities in maintaining them
H Norwich Union’s past experience (including past and existing products and supporting information 

products)
I 'Who knows what’ -  people in Norwich Union who have knowledge of particular topics
J Suppliers of products and services (eg design groups, writers, printers)



Part 3
Interactions with other people over information

This part looks at exchanges of information among the people involved in the Bicentenary Bond, 
and at the systems/IT support they received.

Exchanges, interactions, support:
K Within the project team responsible for the Bicentenary Bond, about development of the Bond
L Within the project team, about the associated information products
M Within the project team, about Systems/IT support
N Between project team and sales consultants
O Between project team and intermediaries
P Between people responsible for associated information products and suppliers 
Q Between project team and managers of information and knowledge 

resources elsewhere in NU 
R Between project team and NU policy makers 
S Between sales consultants and intermediaries

Q8
How important was this kind of interaction/information interchange/support for

* ‘Absolutely no importance’: go on to next type of exchange 
Any other response, go to Q9



Q 9
How well did it work?

K L M N O P Q R Sr \ L_

0 Didn't work at all

VL Very poorly

L Poorly

BP Below middling

P Middling well

AP Quite well

H Well

VH Very well

C Perfectly

Exchanges, interactions, support:
K Within the project team responsible for the Bicentenary Bond, about development of the Bond
L Within the project team, about the associated information products
M Within the project team, about Systems/IT support
N Between project team and sales consultants
O Between project team and intermediaries
P Between people responsible for associated information products and suppliers 
Q Between project team and managers of information and knowledge 

resources elsewhere in NU 
R Between project team and NU policy makers 
S Between sales consultants and intermediaries



How did the quality of what you got from it match up to what you needed?
Q 1 0

K L M N 0 P Q R S

0 Not at all

V L Very poor match

L Poor match

BP Below middling

P Middling match

AP Quite a good match

H Good match

VH Very good match

C Exactly what was needed

Exchanges, interactions, support:
K Within the project team responsible for the Bicentenary Bond, about development of the Bond
L Within the project team, about the associated information products
M Within the project team, about Systems/IT support
N Between project team and sales consultants
O Between project team and intermediaries
P Between people responsible for associated information products and suppliers 
Q Between project team and managers of information and knowledge 

resources elsewhere in NU 
R Between project team and NU policy makers 
S Between sales consultants and intermediaries



Norwich Union case study, Stage 2 
Appendix 2
Points from the technical report of the IVM consultant

Introduction

The IVM consultant prepared a report on the project, designed in part to conclude the 

assignment and in part to provide a case study for training of IVM practitioners. This 

appendix summarises relevant parts of the report, and reproduces tables and figures 

from it, with permission of Professor McPherson. The sequence follows that of the 

narrative account given in the case study.

Referent objectives

The process of determining referent objectives for the IVM criterion is summarised in 

Table 1. It should be noted that some of the objectives deduced by the IVM consultant 

from corporate documents (Column 2) were not supported by any information that 

would be provided by the questionnaire; this created the problem of stating a small set 

of objectives that would both capture the essence of the blocks in Column 2 and have a 

proper match to the value contributions coming up from the responses to the 

questionnaire. The audit in Appendix 3 comments on the effect of this.

Questionnaire and scales

As described in the case study, the linguistic measurement procedure used in the IVM 

permits mapping from assessment in linguistic terms on to a ratio scale.

O Z  L B P A H X C

« 0  0 1 C »

[288]
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( DETERMINATION OF REFEREN T O BJECTIVES FOR IVM CRITERION 
Top-down from Corporate Objectives

Column 1

CO OBJECTIVES

Note: C O  = Client company; IA * Information Analyst

Column 2

CO O BJECTIVES for BOND
Developed by IA
Checked by C O  and deemed appropriate

F INTERNAL CORPORATE VALUE SET

F1 Deliver value for money + quality of service to: 
customers and intermediaries

F2 Operate profitably and increase value of Group for Shareholders 
Maintain a cost-effective management organization 

Deliver business objectives cost-effectively 
F3 Maintain an appropriate level of financial strength 
F4 Work cooperativtey and with high morale

S STAKEHOLDER VALUES THAT CO AIMS TO MAINTAIN
Customers

51 Satisfaction with value of products and service quality
52 Confidence in C O
53 Readiness to interact with C O

Shareholders
54 ?

Staff

55 Commitment to CD's aims
56 Confidence in group as trustworthy business & ethical employer
57 Satisfaction in work that they do

The community
58 Hold C O  in good regard as a company that respects and contributes 

to the interests of the communities where it works

S OBLIGATORY AND ETHiCAL VALUES
seeks to maintain and gain a deserved reputation

E1 Honesty in all business dealings
E2 Max possible openness with customers, staff, shareholders, community
E3 Respect for environment
E4 Commitment to and adherence to clearly defined ethical standards 
E5 Readiness to acknowledge and correct errors

C COMPLIANCE AND RISK AVOIDANCE

C1 Ensure that all legal requirements relevant to conduct of business 
are understood and fuHy met

C2 Ensure that risks of loss, damage to interests of the Group, customers, 
staff, community are understood and avoided

HIGH LEVEL
Product should meet needs of customers 
Product to be profitable at launch and on-going

BUSINESS SYSTEMS
Business and IT  solutions to match Business Requirements 

Establish and support Best Practice 
Admin system should meet business requirements 
Put performance monitoring system in place

MARKETING
Ensure that product meets the needs of the customer 
Develop & implement a campain Strategy 
Promote products 
Manage products through life-cycle

CO IM
Ensure outbound communications satisfy corporate 
guidelines, customer focus and plain English requirements

SALES
Achieve sales volumes in Business case and more 
Ensure that product is placed on preferred provider panels 

Train sales force

GROUP COMPLIANCE
Satisfy regulatory reporting requirements
Support:
Legislative compliance 
EU directives 
Contract law 
Trust law
Reduce legal risks______________________

Column 3

REFEREN T O BJECTIVES FOR IVM CRITERION
Retrofited by PKM to link Info Structure to C O  Objectives 
Accepted by C O  and IA as sufficient for the study.

B * Bond HQ *= High Quality

Develop Bond in alignment with C O  Objectives 
Provide HQ Info to support B development

Ensure very good access to C O  expertise & Knowledge

Provide HQ Info Products to support launch of B

Ensure HQ intercommunications between all parties 
concerned with B development
includes provision of HQ  IS & IT  systems aligned to needs

73 73 
CD CD 
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Norwich Union case study, Stage 2 
Appendix 3
An audit of the IVM application

Introduction

On completion of the study, the IVM consultant made an analysis of the application, 

following standard procedures established for auditing which are applied for each IVM 

project.

The standard audit has the following sections:

1 Set up of the value context

2 The necessary and sufficient measuring attributes

3 Measurement and information management

4 Set up and calibration of the IVM criterion

5 Calibration of stakeholder criterions

6 Set up of the financial model

7 Certification of value observability and measurability

8 Certificate of calibration and accuracy

The main points from the audit are summarised below under these heads, with 

particular reference to instances where the full standard was not achieved.

Set up of the value context

The development of the referent objectives as described in the case study, was carried 

out by the TVM consultant, whereas this would normally be a task in which all the 

stakeholders participated. This requirement was waived by agreement to limit the 
demand on the client. The Product Manager agreed the objectives as appropriate ones 

for the study.

The coverage of the stakeholders involved in the product launch was considered to 

be a good one, given the scale of the exercise.

[307]
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