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N Brown's chief information officer Andy Haywood 
is upgrading the former catalogue retailer. 

asks how he is doing it 

The man 
who is 
putting ( 

digital first 
at N Brown 

n d y H a y w o o d , chief 
i n f o r m a t i o n officer of 

^W^^k N B r o w n , is issuing a r a l l y i n g 
cry to his peers because he 
argues that for too long they 
have been tak ing a back seat. 

H a y w o o d is fresh back f r o m his daughter's 
w e d d i n g i n Italy and evidently s t i l l has 
nuptials on his m i n d . 

"Qui te often the chief in format ion officer is 
the br idesmaid , " says H a y w o o d . " I t h i n k they 
need to do more to prove their credentials." 

H a y w o o d is speaking f r o m a pos i t ion of 
authori ty because he has been entrusted w i t h 
N Brown's transformation programme b y chief 
executive Angela Spindler. 

The Jacamo and S i m p l y Be parent is i n the 
process of t ransforming f r o m a catalogue 
business to a 'digital-f irst ' retailer, and is 
invest ing heavi ly i n the plan. 

H a y w o o d describes i t as " the biggest 
investment i n change that this organisation 
has ever seen". 

Ureter-promise, over-deliver 
N B r o w n has issued t w o prof i t warnings since 
October and Spindler has said that w h i l e the 
group is d isappointed b y the "s lower-than-
antic ipated progress f r o m a pro f i t perspective" 
she attributes that to " t a k i n g the r ight 
decisions n o w " . 

H a y w o o d arr ived at N B r o w n last August 
and has wasted no t ime shaking things u p . 

I n i t i a l l y the retailer had set aside four years 
to carry out the transformation, b u t H a y w o o d 
ha lved its target to t w o years. 

H a l f w a y through the transformation p lan , 
H a y w o o d says i t is o n track and on budget. So 
w h a t is his secret? 

" I t is under-promise and over-deliver," he 
says. " A lot of big technology-enhanced 
transformation programmes are either late, 
or over budget, or late and over budget, or 
never deliver what they set out to do i n the 
first place." 

H a y w o o d says that i n his career he has had 
his fair share of disappointments , one of 
w h i c h came at Asda after the grocer's 
acquis i t ion by Walmart . 

" W h e n w e d i d the Walmart integrat ion w e 
underest imated the t i m e and c o m p l e x i t y of 
such a huge programme so w e ended u p 
r u n n i n g 18 months late by the t i m e w e 
finished," says H a y w o o d . " I t was a classic 
case of underest imat ing the c o m p l e x i t y of 
today's businesses." 

H a y w a r d explains he has seen a number of 
programmes disappoint because "the focus 

j o c o m o ca 
MLN5WLAR ACCLSSORttS FOOnHtAH OLNIM SHOP 

Cua> A >C Colica Nov Da« Dttvery Al SUnns-d Pwtonv Account 

Ü HANDS HLOO 

fcttyR*lurr.i Ml 

SALL 

10% OFF YOUR FIRST ORDER* 

GRAPHIC TEES 
MAKE A STATEMENT 

1 THIS SUMMER 

• ' — SHOP NOW 

and energy was front- loaded onto the business 
end rather than back-loaded i n t o del ivery and 
r i sk m i t i g a t i o n " . 

A t N B r o w n H a y w o o d is focusing on breaking 
d o w n the dauntingly large transformation into 
smaller, more manageable tasks. 

The first such task was the overhaul of 

"I think this is a seminal moment for ClOs. 
We have been a little bit late to the party 
and not prepared for this digital wave" 
Andy Haywood, N Brown 

back-office systems, w h i c h was del ivered 
to schedule and w i t h i n budget earlier 
this m o n t h . 

Transforming businesses 
Next o n the agenda is the ecommerce sites' 
f ront ends and a t ransformat ion of the 
company's credit business. 

H a y w o o d aims to complete these t w o 
customer-facing projects over the next 
12 months . 

" I 've t r ied to chunk this programme in to 
fewer bigger releases," says H a y w o o d . "So y o u 
get the benefit of an industrial-scale change 
capabil i ty but there are always regular frequent 
changes along the way . " 
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" I t h i n k this is a seminal moment for CIOs. 
We have been a l i t t le bi t late to the party and not 
prepared for this digital wave," says Haywood. 

" W h e n y o u ta lk about the CIO y o u talk about 
the internal I T f u n c t i o n - n o w is the t ime [for 
CIOs] to get onto the f ront foot . " 

Retail architecture 
H a y w o o d is p r o o f that IT bosses can be 
entrusted w i t h b u i l d i n g the retai l architecture 
of the future because he has board-level 
responsibi l i ty for business transformation. 

D u r i n g his career he has spent t i m e at 
companies that have undergone seismic shifts. 
Observing the bosses of those businesses has 
left h i m w i t h a passion for leading change. 

Haywood's mentors i n c l u d e former Asda 
chief executive A r c h i e N o r m a n and Boots boss 
Richard Baker. 

" I 've w o r k e d at some amazing organisations 
w i t h fantastic role models , and i f ever there 
was an area where y o u s h o u l d be judged b y 
y o u r results t h e n transforming a business is 
one of t h e m , " says H a y w o o d . 

L ike any transformat ion programme, 
tough decisions have needed to be made 

along the way. 
N B r o w n is offering staff the chance 

to a p p l y for v o l u n t a r y redundancy, 
b u t o n l y a " smal l percentage" of 
employees are expected to leave. 

As part of the move to becoming a 
digital - f irst business a l l 3,000 head 
office staff are eligible to a p p l y for 
redundancy, apart f r o m call centre 
and warehouse workers . 

" W h e n y o u t rans i t ion f r o m 
catalogue to d ig i ta l by d e f i n i t i o n y o u 
have to reinvest i n n e w skil ls and 
experience," says H a y w o o d . " I w o u l d 
argue w e are going through w h a t 
every other retailer is going t h r o u g h . " 

Understanding data 
IT director, Asda 

Various business 
roles, Asda 

H a y w o o d believes that often his peers are set 
impossible challenges. But rather than b l a m i n g 
that o n the businesses they w o r k for, he 
believes IT bosses are sometimes culpable for 
not having the w h e r e w f t h a l to convince the 
board what is realistic. 

" I t is not about saying n o , " says H a y w o o d . 
"The m a i n job of a CIO is to come u p w i t h 
solutions that support the business and that 
are affordable." 

H a y w o o d argues i t is n o w t ime for chief 
i n f o r m a t i o n officers to stand u p and be 
counted and that they should start shaping the 
future d irec t ion of the business rather than 
a l l o w i n g themselves to be seen as "the guy 
f i x i n g die p l u m b i n g " . 

As i t moves towards being a digi ta l 
retailer N B r o w n is look ing for 
employees w h o can understand, 
m o d e l and apply data effectively. 

However, retailers are f i n d i n g that 
recrui t ing enough good-quali ty data 
scientists is no easy feat. 

" I t is a classic case of supply and demand 
because the demand is going through the roof 
and the s u p p l y is lagging b e h i n d , " maintains 
H a y w o o d . " I w o u l d expect the market to catch 
u p over the next t w o or three years." 

He says he relishes the pressures of his role, 
but harbours some concerns about the out look 
for some I T bosses. 

"We have reached the t i p p i n g p o i n t o n 
d i g i t a l , " says H a y w o o d . " I feel a b i t for 
future CIOs because i f y o u are n o t strong 
there is a chance y o u w i l l be left look ing after 
the p l u m b i n g . " 

N o w is the t ime , he th inks , for IT bosses to 
be b o l d , and seize the in i t ia t ive to avoid being 
always the br idesmaid and never die bride. 
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