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ñGovernance uses people, 
process, technology, and policies 
to  define a service, resolve 
ambiguity, and mitigate conflict 
within an organizationò ïThe 
Burton Group
Problem: Focuses on the output 
and not the process

ñé focused on 
information technology 
systems and their 
performance and risk 
management.ò 
(Wikipedia.org)

Governance = What to 
do

Operational Procedure 
= How to do it

Connect Operational 
Procedures to their 
portion of the 
governance

http://www.lulu.com/content/2071084
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http://office.microsoft.com/download/afile.aspx?AssetID=AM102552101033

Listen to 
User Pain

Transform 
Feedback

Prioritize 
Pain

Execute 
on Fixes
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