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Things can go wrong at any stage…
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1. Under-estimating what is required for a successful implementation

2. Having unrealistic expectation for what the software can do

3. Placing the project in the hands of an inexperienced project manager

4. Failing to communicate properly (or at all)

5. Not getting all the right people together from the beginning

Top 5 reasons why software projects fail
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Countrywide – 2005 on top of the world…

• 2005 Countrywide is the largest subprime Mortgage lender in the world
• 15% of all US subprime mortgages were underwritten by CF but they 

were immediately “securitized” and sold to investors…
• Their computer systems were overwhelmed
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Software Project Project – Fix Receivables System
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• The project  objective: Diagnose and  fix a broken Receivables System

• Key Challenge: Small transactions were generating customer bills for as 
little as $1 and the call centre was overwhelmed, customers  angry.

• Technical Fix: Adjust the program logic, write off the small charges and  
clear the workflow backlog.

• The Real Problem: No one was paying attention to  the programmers 
and the company didn’t care because they were too busy making 
money.

• Key Learning – Have the right people from the beginning.
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All good things must come to an end…
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• Countrywide was acquired Bank of America who paid a fine of 
$8.5 billion –Directly contributed to 2008 global meltdown that 
cost US taxpayers more than $1 Trillion in bailouts

• Mr. Mozilo’s bonus of $30M+ became personal fine of $67 M
• He was forced to resign and almost went to jail
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2. Having unrealistic expectation for what the software can do
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Goldman Sachs: 2006 – 2007 Good times…
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• Goldman made record profits, by bundling and selling junk 
mortgages as AAA rated “CDO” securities

• At the same time they quietly started selling exotic hedging 
products that would pay Goldman if their CDO’s defaulted.
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Goldman Project –Accounting System Replacement
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• The Project: Replace 20 smaller Accounting Systems with one System 
for the entire company.   (I was based in Tokyo)

• Key Challenge: Get chief accountants from 20 countries to set aside 
differences and agree on a core design for whole world. (impossible?)

• Technical Fix:  Establish common set of rules to handle all worldwide 
transactions, program the software, test and deploy

• The Real Problem: Accountants couldn’t agree:  Solution was to fly 20 
country leads to New York with one way tickets, work until done.

• Key learning – Money and Force of Personality can Solve any technical 
problem
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But it wasn’t to last…

• Goldman was eventually caught and forced to pay $5 Billon Fine.
• Mr Blankfein’s bonus dropped to just $10 Million and average
• Employee average bonus dropped from $600k to $350k / year.
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HSBC – 2007 – Record Profits – good times! 
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• HSBC acquired HFC financial in 2004 – the profitable subprime 
business contributed to record worldwide profits, especially in the US

• The chairman cautioned investors in early 2007 that profits in future 
years “might be impacted by weakness in the subprime sector”.
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HSBC Project – Global GL replacement project
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• The project: Country lead for Canada on a Global GL replacement – 1 
system for the whole world was original vision (it changed…)

• Key Challenge: Massive Complexity, Powerful Interests in each region 
didn’t want to surrender their power. 

• Technical Solution: Create standards that all countries must follow and 
build a system big enough to handle the volumes – But not every 
country works like the US does…

• The Real Problem: Vision impossible because regions were too 
powerful (HK, US, UK, Brazil, India)   

• Key learning – Governance Works,  But don’t underestimate the work 
required and sometimes change your vision
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HSBC – 2007 it wasn’t to last…
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• HSBC paid billions in fines, almost banned from US system
• 60,000 employees were laid off, CEO and Chairman fired
• HFC was written off with a cumulative loss of $10 Billion +
• Mr Flint, the new Chairman’s bonus was reduced to $1M
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1. Understand the end goal and what success looks like

2. Staff the project with the best people available

3. Spend 50% of your time planning and understanding requirements

4. Involve the end users as much as possible

5. Governance, Governance, Governance…

5 Things I’ve learned in 25 years… 
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Things can go wrong at any stage…
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Example of Project Governance Structure
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