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Cisco IT Case Study Summary 
Cisco IT Operating Model 

How Cisco IT Improved Development Processes with a New 
Operating Model 

New way to manage IT investments supports innovation, improved architecture, and 
stronger process standards for Cisco IT 

 

Cisco  IT is expected to lead Cisco’s business strategy. To do this, 

IT must enable Cisco to adapt quickly to changing business 

environments, as well as new business opportunities and markets. But 

Cisco IT must also deliver new services and capabilities without 

sacrificing performance or stability of existing IT services. 

Cisco business priorities for IT were inconsistent, and Cisco IT’s 

processes were not flexible enough to meet changing business 

requirements.  A new operating model enables IT to partner more 

closely with the business , and gives Cisco IT improved flexibility to 

prepare for and respond to changing business priorities. 

New corporate councils bring business units and IT together to 

plan and fund IT projects from the start.  These councils are 

represented at the highest level, and discuss common business 

opportunities and directions.  Councils define a shared business vision 

and roadmap of new business capabilities across all business units, 

and the CIO responds with a defined architectural roadmap with 

associated timelines and budgets to deliver these capabilities. 

Business units that were reluctant to fund IT efforts in the past can see 

the clear connection between IT architecture and their future business capabilities, and are more supportive of these 

clearer IT directions. 

Architectural processes translate business requirements into technical roadmaps. Cisco IT dedicates its most 

experienced architects to meet two goals:  first, to define the best technical roadmaps for delivering companywide 

business capabilities; and second, to do this through a simplified, flexible, services-oriented architecture.  This 

architecture provides a strong foundation and takes advantage of reusable service components that can be adapted 

to meet changing or future new requirements. 

Good planning starts with prioritizing investments, continues with focused resource delivery, and ends with 

effective release management. Cisco IT prioritizes each project and then puts it through a demand-clearing 

process.  This IT-wide process reallocates funding and people to business priorities, and reports progress back to the 

business.  Collaboration between business leaders and IT, and among different IT groups, is critical for success.  

Rigorous release management practices balance new project changes with IT requirements for stability and reliability 

of the existing infrastructure. 

Deploying the new operating model required clear communication, new tools, and gradual change.  Changing 

work processes is risky and difficult, because people must work together to change and still remain effective in their 

former roles.  Continual collaboration is a requirement for success. 

BUSINESS BENEFITS 

● IT activities are integrated with Cisco 
business strategy 

● IT can respond with speed and agility to 
changing business demands 

● Ability to fund business-critical IT 
projects 

● IT resources are allocated to business-
critical IT projects 

 

“The IT Operating Model helps us work 
more effectively by creating consistency in 
how we deliver capabilities to the business 
and linking business and technical 
architecture. We can make better, faster 
decisions because the right processes, 
frameworks, and metrics are in place to 
guide us from architecture through 
operations. The operating model is the key 
to operational excellence, which allows us 
to put a greater focus on innovation for the 
company.” 
Rebecca Jacoby, Senior VP and CIO, 
Cisco 
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FOR MORE INFORMATION 

To read the entire case study or additional Cisco IT case studies on a variety of business solutions, visit Cisco on 

Cisco: Inside Cisco IT at  www.cisco.com/go/ciscoit 

 

NOTE 

This publication describes how Cisco has benefited from the deployment of its own products. Many factors may have 

contributed to the results and benefits described; Cisco does not guarantee comparable results elsewhere. 

CISCO PROVIDES THIS PUBLICATION AS IS WITHOUT WARRANTY OF ANY KIND, EITHER EXPRESS OR 

IMPLIED, INCLUDING THE IMPLIED WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR 

PURPOSE.  

Some jurisdictions do not allow disclaimer of express or implied warranties, therefore this disclaimer may not apply to 

you. 
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