The present and the future…. 
"Worldwide IT spending continues to explode. Industry growth rates have exceeded 10% per year through the late 1990's, with no signs of an industry slowdown." (Source: Gartner Group) 
The IT market was $2.2 trillion dollars in 1999 and estimated to be $3.3 trillion in 2003. The IT outsourcing market is now at $324 billion and growing at 23% per year. 
The total number of IT workers today is 2.1 million workers with an unemployment rate of 1.7% (full employment). (Source: Giga Information Services) 
The following Information Week 1999 Transformation Research of 300 IT managers indicates the demand for resources today. 
*graph here
Source: Information Week 1999 Transformation Research 
The average number of vacant positions in IT today is 11%. The turnover in certain regions is as high as 35%. IT staffing needs are six times the growth rate of others. (Source: Giga Information Services) 
Through 2005, demand for relevant and specialized IT skills and knowledge will continue to outstrip supply by more than 20%. Enterprises that were once accustomed to having enough IT professionals for every open position are now facing a systematic scarcity of relevant IT skills. (Source: Gartner Group). 
How will businesses worldwide deal with the demand for more IT business and infrastructure? How will businesses deal the shortage of workforce? Will consulting and professional services be able to meet the demand? How will these companies deal with the question, "Who's on the Bench?" 
What needs to be done … 
We believe that this human capital crisis will be the dominating issue for at least the next five years. Enterprises will have to improve their workforce planning, execution, and the optimization of staffing to dramatically improve performance and achieve success. Recruiting will not be sufficient to meet the demand for qualified workers. 
IT and Professional Services companies will need to organize, track, and manage their resources dramatically better than they do today. The Standish Group says between 70 and 80 percent of development projects failed or were canceled in recent years. Their research describes these project failures as not being delivered on time, over budget, and not up to the specified functionality. While the last two years have seen a lot of the IT budget spent on Y2K programs (as much as 40 percent), it is expected that the demand for new projects will begin early next year. Better management controls will be needed. 
IT organizations will need to look and act more like traditional professional services organizations by better managing and marketing their value to the organization. They will need to measure what they do, and establish clear deliverables and value propositions. They will also need to manage External Service Providers (ESP). 
Professional Services organizations will need to react quickly to new and demanding customer requirements. Knowing who you have on the bench, where they are, what skills they have, and what their availability is, will be essential to success in a tight job market. 
The customer relationship will become a key element for managing work from initiation to delivery. Professional Services organizations will need to account for their time and expenses, job contribution and work accomplished, as well as better understand the value of individual workforce competencies. Communication and the rapid sharing of information will be essential to job performance. New ways of determining workforce utilization and effectiveness will be required. 
Organizations will need to focus on better talent, systems, and processes to improve upon past performance. With the workforce crisis a reality, greater demand will be placed on data and information systems to manage the dynamics of projects and the workforce.
Some of the essential management issues will be: 

· Recruiting and selection 

· Planning and strategy 

· Skills management/Resource brokering 

· Project Management 

· Customer Relationship Management 

· Workforce Knowledge and Data Management 

· External Service Provider utilization and management 

The common factor across all of these issues is people. In IT and Professional Services, the human asset, knowledge, and skills of that person are your most valued commodity. The right mix of skills, experience, and availability is important to the success of your workgroup. The Gartner Group identified three key management issues for this upcoming resource crisis: Workforce Acquisition, Workforce Management, and Workforce Optimization. These key areas will need to be closely integrated to meet the demand, to facilitate the coordination and selection of resources, and ultimately to enable the effective utilization and management of the workforce. 
The table shows the key issues for IT and Professional Services enterprises in the years to come: 
PRIVATE
Workforce Acquisition
Workforce Management
Workforce Optimization

Recruitment Campaign
Applicant Tracking
Screening and Testing 
Assignment/Scheduling
Work Design
Team Management
Skills Assessment
Resource Brokering 
Capacity Planning
Utilization Management
Billing Optimization
Customer Management
New Work Tracking 

Challenge:
Demand is up, intense competition 
Challenge:
Coordination and integration of effort 
Challenge:
Effective utilization and management of workforce 



Source: Adapted from the Gartner Group 

We see a future… 

· where resource skill databases become part of project management, not just Human Resources, 

· where assignment scheduling integrates resource utilization rates with revenue optimization, 

· where skills management and team management play a major role, 

· where resource brokering becomes as important as project management, 

· where customer relationship management is integrated from the initiation of the work or opportunity through delivery of the product or service, and the ongoing support efforts, 

· where your "bench strength" is strategic information, and 

· where the Web provides the worldwide "integration" of the workforce with customer and the enterprise. 

IT and Professional Services organizations are already moving in this direction. Many proponents of better workforce management talk about a project office concept and improving the knowledge, experience, and training of project managers. We suggest that soon there be a new position created: the "Bench Coach." The Bench Coach will be in charge of workforce human capital strategy. The Coach would need to know who and where all the resources are, their skills and competencies, their availability, and other performance-related criteria. This Bench Coach would also help to bring together hiring strategies, applicant tracking, and other related areas. The goal of the Bench Coach is to assure workforce optimization across the enterprise and to develop performance metrics. 
The importance of this new function goes beyond the role of historical department managers who focused only on their group and workload. The Bench Coach is strategic, because of the extreme shortage of resources and need for company strategy to assess demand for various skills. This demand (as shown in data presented above) suggests a shortage of major proportions. Those companies that can best manage this crisis will win, those that don't, well … you know the likely outcome. 
How will you manage these complex and global issues?
Historically, the need for information was delayed due to technology. Technology forced by either the mainframe or client/server applications required lots of networking, hardware, and infrastructure to support the process. Application software was complicated and required an extraordinary amount of effort and energy to achieve some level of success. 
The Internet changes all this. Web-based, thin-client computing facilitates ready communication from anywhere, and at anytime, providing instantaneous information. The Web interface offers familiarity that facilitates compliance by users everywhere. We believe that this change is the most significant technological impact in our lifetimes.
The development of Web-based software that fully leverages this technology is now available. Recognizing the significance of this change, Account4.com, a division of Work Management Solutions, began in 1995 to develop workforce management software that completely integrates the Internet and Web technology into its software, Account4. This early recognition allowed Account4.com to become the early leader in the IT Management and Professional Services Automation market segments with a state-of-the-art product and technology. 
The following chart shows the functions most improved by the Internet. It was created by the Information Week 1999 Transformation Research Study of 1,000 IT and corporate managers. It highlights the ease of Web communication and accessibility in facilitating the way teams work and projects are run. 


Account4 brings together the Workforce Management and Workforce Optimization components (see table). It facilitates the integration with other supporting systems to provide a complete human capital strategy. Account4 allows you to integrate the core business processes of selling, managing, and delivery services to your customers (internal or external). Account4 provides real-time analysis of staffing requirements and available resources giving managers an improved ability to rapidly form and manage project teams on a local or global basis. 
As these resources are deployed, Account4 collects all relevant data in a centralized repository that can be accessed any time from any location using the Account4's Web browser interface — facilitating real-time analysis of customer status, project timelines, estimates to complete, and budget constraints. The ability to instantly access database updates, combined with the product's messaging capabilities, allows managers to react quickly to changes in staffing needs or deliverables and communicate these requirements to other team members in real time. 
We invite you to take a closer look at Account4 for your IT Management and Professional Services needs. 
