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CIO Interview Questions – Tom Thornton 

 

Date: 10/05/2007 

 

Background questions – Tom Thornton 

1. What is the general background of the leadership of the Information Services 
department? (business, technical, mixed) 

 

Mix, Technical learned the business moving up, 90% technical. His background is 

technical, application development, Masters in Computer Science. Department of State 

Healthcare services. 

 

2. What is the structure of the department? (app groups separate from 
infrastructure groups, separate from support groups) 

 

Section for app development and maintenance  

Helpdesk mixed with infrastructure group 

PMO function 

Quality assurance group 

Security assurance group 

 

3. Has an audit ever been performed to determine the different tasks performed by 
the Information Services department? 

 

No internal audit of IS task or processes 
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Budgetary Management – Tom Thornton 

1. What tools or methods are used to calculate day to day costs of the group? 
 

Accounting tool, used by app dev to log time on maintenance, indirect for other groups, 

(financial monthly audit, from multiple funding strains (different sources, and the 

allocation was used for only specific tasks.)  

 

Grant funding was project specific with product specific (servers, pc, etc.) This system 

was tougher to work with because you are strictly directed by project; it is not an 

efficient way to run an organization. Funding and spending were regulated by the 

monetary source. 

 

2. What tools or methods are used to measure the department’s day to day 
productivity? 

 

Day to day was tracked by the helpdesk calls; nothing else was measured for other 

groups. Goals verses plans tracked annually with quarterly views of all other groups. 

 

3. What tools or methods are used to measure the productivity of projects while 
they are in progress? 

 

Time-tracking method for and project portfolio management system. High dollar and 

other criteria, such as time six months or longer are regularly (monthly) reviewed. 

Portfolio progress managed on monthly basis 
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4. What tools or methods are used to measure the budgetary effectiveness of 
projects when they are completed? 

 

Same tools as mentioned in question three. Project sponsor was ultimate vote of 

success or non success. 

 

5. Does your organization have any tools or methods to determine the financial 
successfulness of projects when they are completed? 

 

90 days after completions, post mortems were completed to gauge success, Post 

Implantation Evaluation Report required to identify “benefits achieved verses 

benefits expected.” Project Charter set the benefits. 

 

6. Is there any tool or method in place to evaluate the effectiveness of individual 
project managers? 

 

Tools to do this, not a define process. All projects are tracked formally, in the 

portfolio, but nothing formal.  

 

7. What is the accepted R.O.I. period of time for the Information Services group? Is 
it different than the remainder of the company? 

 

Different from private sector. Government doesn’t’ work with ROI functionality in 

projects or tasks. It is more qualitative verses quantitative. 
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Change Management – Tom Thornton 

1. Is there only one change management system used by all groups in Information 
Services? 

 

Until it was outsourced to IBM there was one, now there is two. Currently integrating 

the two systems. 

 

2. What review measures are taken to determine the type and frequency of 
changes made in the Information Servers group? 

 

Change control board, weekly meetings to coordinate changes with IBM. There is 

not a classification of changes made in the environment 

 

3. Is there any financial analysis of the changes made in the environment? 
 

None, IT steering committee approved changes. 

 

4. Does your organization have a tool or method to measure the financial impact of 

service outages? 

 

None, SLA is not measured financially. Generally track security problems with cost 

impact to those situations only (i.e. virus outbreak.) 
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Process Management – Tom Thornton 

1. Has an audit ever been performed of all the processes used by the Information 
Services department? What was the outcome? 

 

No. An audit is performed of processes, selecting two or three a year, and the audit 

plan is made up “General Controls Audit, Security Audit, Project Management Audit.” 

Only large audits not task specific auditing 

 

2. What tools or methods are used to measure to costs associated with processes 
of the Information Services department? 

 

Time Tracking of application team, Project Management, Help Desk Tickets. 

 

3. What is the process used to improve the processes used by Information 
Services? 

 

After each project, “Lessons Learned” document of what was learned, and then 

review them before launching future projects, and documentation is updated before 

next projects. Process improvement is recommended on a yearly basis. These 

processes are reviewed by IT steering committee.  
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Additional Questions? – Tom Thornton 

 

1. Is there any software develop performed in the Information Services department 
for the Information services department? 
 

Yes 

 

2. If so, what type? 
 

Developed own Helpdesk ticket system. Followed a merger, and needed a better 

tool to track tickets. 

 

3. How is the financial performance of this software developed measured? 
 

No ongoing measurement of the developed software. No application portfolio 

management system used. 

 

4. How are the financial impacts of new technologies measured or evaluated for the 
Information Services department? 
 

Business Case is developed before a Project Charter. The business case will list 

out the benefit financially before a Project is considered. 

5. What are the driving motivators to examine productivity and technologies used by 
the Information Services staff? 
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Costs of the service delivered, and IT is considered a cost. Do what you must do 

with what you have.  

 

6. For your leaders with technical backgrounds, what is their biggest communication 
challenge? 

 

Being to communicate too effectively with business (too much detail.) Business 

doesn’t care details, they want to know concept of the topic.  

 

7. For your leaders with non-technical backgrounds, what is their biggest 
communication challenge? 

 

Understanding the technical limitations and trade off with business needs. 

 

8. Of the two groups, which do you feel are more successful? 
 

In general, the leaders of the organization, the non technical leaders are more 

successful because they can communicate with the customers. 
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CIO Interview Questions – Brett McLennan 

Laureen Inc. 

Date: 09/25/2007 

Background questions – Brett McLennan 

1. What is your background? 
 

MS in Mechanical Engineering with 17 years in process environments 

 

2. What experience have you had with process engineering? 
 

17 years process engineering 

 

3. What experience do you have with IS process engineering? 
 

None 
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Budgetary Management – Brett McLennan 

4.  What tools or methods are used to calculate day-to-day costs of a processes? 
 

Range from excel spreadsheets. Really weekly tracking not day to day. Three points 

make a trend; you need three points to make a trend. Therefore three cycles for 

measurement.  

Depends on they are being measured on (production output, CS level, head count, etc.) 

 

 

5. What tools or methods are used to measure the day to day productivity of a 
process change? 

 

Recommend daily, weekly, monthly, quarterly review 

 

Daily – 15 min. fire fighting meeting passed on previous day 

Weekly – 1 hr. presenting longer trends and any longer term issues assign responsibility 

for resolution (area manager speaking to department heads) 

Monthly – Management leads presenting to business about trends and performance, 

issues, and action plans with responsibilities and due dates 

Quarterly – (VPs) Strategic review of business. Are we on track and review of the 

performance and discuss possible strategy course changes 

 

6. What tools or methods are used to measure the productivity of projects while 
they are in progress? 
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Key metrics that have been established verse timelines 

 

7. What tools or methods are used to measure the budgetary effectiveness of 
projects when they are completed? 

 

Did you meet the clients’ numbers on their books, the clients’ financial reporting 

systems? 

 

8. Does your organization have any tools or methods to determine the financial 
successfulness of projects when they are completed? 

 

No, we use the customers. 

9. Is there any tool or method in place to evaluate the effectiveness of individual 
project managers? 

 

Performance reviews, peoples bonuses are linked to the success of the projects. 

 

10. What is the accepted R.O.I. period of time for the Information Services group? Is 
it different than the remainder of the company? 

 

ROI is set by them not the customers 
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Change Management – Brett McLennan 

11. Is there only one methodology used for each case? 
 

They are the customers change management process. They handle it for the 

customers change for them. They handle it for the customer instead just handling it  

 

12. Is there any financial analysis of the changes made in the environment? 
 

Completed by the customers 

 

13. Does your organization have a tool or method to measure the financial impact of 

service outages? 

 

Will stay with the project until the result is delivered.  
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Process Management – Brett McLennan 

14. Has an audit ever been performed of all the processes used by the Information 
Services department? What was the outcome? 

 

If the evaluation is done free, then only highlights and quantify them. Then show 

them that easy wins to double their costs of the project. Annuallized for the customer 

 

15. What tools or methods are used to measure to costs associated with processes 
of the Information Services department? 

 

Theories of constraint and world class benchmarking. What they need to do to 

optimize their processes.  

 

16. ITIL or six sigma? 
 

Proprietary system, but the systems above are too strict; they tell you how to fix 

problems, but not how to get improvement. Theories of Constraint? The question is 

“what is the cost of the error?” The cost of the process verses the cost of the defect. 

Six Sigma will not tell you how to fix something, great for building aircraft but now 

candy bars. 
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Additional Questions? – Brett McLennan 

 

17. Where do you see the largest area of improvement in organizations 
 

Showing inefficiency in organizations to Management. They do not want to be 

told that they are not working at the most optimal level. They feel that the reports 

reflect on their management.  

 

18. Where do you see the most effect in process management, strategic or tactical 
changes? 
 

Mostly Strategic planning, with tactical plans to reach this 

 

19. Which of the above is most difficult to implement? 
 

strategic goals 

 
20. Which of the above is the most difficult to sell to management? 

 

Selling strategic to sell tactical business. Sell cash in capabilities, they can fix the 

problems, or teach their people to fix their own problems. Give people lower level 

tools and put in management processes to drive improvement themselves.  
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