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ABSTRACT

There is a perceived gap between the Information Technology (IT) and the
Business function in many organizations, which can lead to poor working
relationships and a loss of organizational effectiveness. In this chapter, we
discuss an effort to bridge this gap through a program of Relationship
Management (RM). The approach is based on the concept of cultivating a
Community of Practice (CoP) and relies on facilitating relationships
between people in order to share and leverage knowledge. This chapter
describes a case study of a large financial services company and shows
how the boundaries between Business and IT were spanned through a
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Relationship Management Community of Practice (RM CoP). The outcomes
of the work are embodied in a maturity model that provides a framework for
practice and acts as a ‘boundary object’ enabling the gap to be bridged.
The chapter illustrates how cultivating a CoP between Business and IT can
be a holistic way to manage the dynamics of knowledge sharing in
organizations.

INTRODUCTION

The perceived gap between the Information Technology (IT) and the
Business function presents amajor challenge for many business organizations.
Poor knowledge of the issues that affect the other and ineffective communica-
tion canresultin negative effectson knowledge sharing and leverage; thisinturn
can lead to poor organizational effectiveness.

Inthischapter, wediscussalarge-scal e effort to bridgethe gap, through the
implementation of a program of Relationship Management (RM) in a large
financial services institution. The sharing and leverage of organizational
knowledge between Business and IT isamajor focus of the RM initiative, the
purpose being to bring about a‘ one-team’ vision and improve communication.
Two major challenges are: (i) establishing acommon vision and understanding
between Businessand IT and (ii) improving knowledge sharing.

This chapter aimsto explore the nature of knowledge sharing and leverage
between Business and the I T organization through an approach to Knowledge
Management (KM) that is holistic in nature. The RM program reveals the
process of improving knowledge sharing through the gradual spanning of the
boundaries between separate functions, thereby cultivating a Relationship
Management Community of Practice (RM CoP). We stress the importance of
aholistic approach through the two main concepts of the Community of Practice
(CoP): participation and reification. We also discuss the participative and
facilitativerolethat the research team played in achieving these improvements.

In the next section, we argue that the Business/IT gap exists because of
poor understanding of knowledgein organizationsand propose Communities of
Practice (CoPs) asan approachto overcomingthis. Thisisfollowed by asection
that introduces the case study and followsthe progress of the RM program from
inception, throughthe broadening of participationinthe CoP, to sense making and
evaluation. The following section discusses the improvements in knowledge
sharing and leverage between Businessand I T and highlightssomeconcerns. In
thefinal section, wediscussimplicationsand some of the challengesbrought up
intheRM initiativeand concludethat thefindingsoffer aninitial endorsement on
the approach.
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