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Who Do You Serve?
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Human-Centric IT Systems
What Are We Even Doing Here?
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Human-Centric IT Systems
IT Systems Are For People!
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There is no one right way  
to do this.



There are, however, 
lots of ways to do this wrong.



The Challenge of Non-Revenue Life









Good IT is often invisible.



Invisible things often face cuts  
and shortages.



Good IT is often invisible.



Good IT cannot and should not  
be invisible.



End-User Friction is Death



Accountability is Responsibility



Human-Centric IT is three things:



1. Knowing Your Business

2. Knowing Your People

3. Building For Your People And Your Business

Human-Centric IT is three things:



Knowing Your Business



Be Professionally Curious



Align Your Goals to  
 

Company Goals



Know Your People





Communicate Clearly







Build for Company and People



Build for Your  
Company and People





Tactical Strategic Vision





Incident Reporting
Reflecting Values in Accountability

• Have public root cause analyses


• Have private ones, too


• Pay more attention to what happened rather than who caused it


• Talk about what went right as well as what went wrong


• Talk about where you got lucky


• Make concrete changes after incidents, if necessary



Why Do Human Systems Matter?



For The Same Reason That  
Humans Still Matter.



There is no one right way  
to do this.



There are, however, 
lots of ways to do this wrong.



But no policy is forever,



And the best time to start making  
 

things better is right now.



Good Guidelines for Human-Centric IT
How to win friends and influence coworkers
• Focus on sane defaults


• Push back on security theatre, that’s what the risk register is for


• Focus on employee choice for device behavior


• Provide self-service and independence as company values where practical


• Move toward “Yes, And…” or “No, But…” as default responses.


• Serve your people first.


• Build toward business goals not imaginary best practices


• Be visible, and talk with your teams about what you’re doing. And why.







Support your  
Independent Venues!


