
                                             

A Journey to Lean-Agile
How Net Objectives helped Premier, Inc. transform their development 
processes through Lean-Agile

“Overpromising and Under-delivering”   “Missed Deadlines”    
“Frustrated Stakeholders”    “We were all speaking different languages”
Challenges like these may sound familiar to many organizations. They were at the front of 
why Premier, Inc. looked for an outside consultancy to help transform their organization. 
Find out how Net Objectives worked with Premier, Inc to solve these challenges with 
Lean-Agile – and how we can help your organization, too.

Case Study

THE CHALLENGE

By the end of 2008 the Corporate Information Technology Services 
(CITS) group of Premier, Inc. knew 

it needed to make a radical change. 
Premier—a formative healthcare alli-
ance with over 2,200 hospital members 
worldwide—depended on CITS to 
develop software that helped healthcare 
facilities collect and analyze clinical and financial data to improve their ef-
ficiency, a core feature of Premier’s work. But over the years, as Premier and 
its membership numbers grew, the software development process within 
CITS had become bottlenecked and slow. Internally, CITS had developed a 
reputation for overpromising and under delivering: deadlines were chroni-
cally missed, and business stakeholders were frustrated and nervous that the 
delays would begin to weaken relationships with Premier’s core members. 
Part of the problem was that business leaders didn’t understand why the 
delays were happening. 

Lack of talent was not the problem. Premier had a gifted team of over 200 
program managers, testers, software developers and directors. Rather, 
the challenge was in the development process itself. Groups within 
CITS worked on aspects of the same project simultaneously using their 
own project management approaches which only addressed the needs 
of individual teams. The disparate 
approaches were actually hurting the 
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company by preventing the teams from looking at problems holistically and 
coming up with solutions that met broader goals.

Kelley Horton, director of the CITS group, knew there must be a better 
way to bring incongruent teams together to improve the speed and quality 
of CITS projects. “We were all speaking different languages,” Horton 
says. “Business stakeholders who were not development savvy couldn’t 

understand what we were doing or why 
things were held up. We weren’t able to 
demo a project incrementally and that was 
problematic.” 

Premier’s new CEO also recognized the problem and tasked the company 
to “start thinking like an enterprise”—she wanted groups to work together 
to drive product development from business, not technical, needs. 
Horton began looking for an outside consultancy that could help Premier 
revolutionize its development practices.

SOLUTION

Net Objectives’ team of professional coaches and consultants improve the 
ability of technology companies to deliver software to their customers. 

A number of process methodologies are employed but the company is espe-
cially known for its expertise in the Lean-Agile management approach which 
helps companies look at how groups interact, and focuses on how work 
flows between them. Net Objectives had already helped apply the Lean-Ag-
ile method to another Premier development group with great success. Now, 
Horton’s CITS group was interested in bringing Net Objectives on board to 
help her teams address the process management deficiencies that were slow-
ing them down. 

Horton knew right away that Net Objectives was the right fit for the job. 
“The coach kept saying there was a more optimal way of doing things, and it 
hit me as very logical and obvious,” Horton 
says. “You could tell he was a practitioner 
who understood what we were going 
through. He won me over immediately.”

Premier’s CITS group began working with 
Net Objectives in early 2009. Net Objective’s first task was to train internal 
teams about the Lean-Agile methodology, and get managers and business 
leaders behind a major reorganization of Premier’s development practices. 
They had to get buy-in from everyone and sometimes that was a struggle 
but, Horton recalled,  the Net Objectives coach could field questions on the 
fly and wasn’t flummoxed by people who were resistant. 

The company had to start 
thinking like an enterprise.
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With key managers and team members finally on board, Net Objectives 
picked a pilot project to apply Lean-Agile approaches. Net Objectives 
worked with the team for a week, applying cross-functional training that put 
QA, product demo, testers and program managers in the same room to solve 
development challenges.

RESULTS

Net Objectives helped the pilot team de-
liver four releases in the first ten months 

of using the Lean-Agile approach, a much 
faster deployment than before. The rest of the 
company started to take notice. “That early 
success got the business side jazzed,” Horton says. “Other groups wanted to 
know when their team could move to this methodology.” 

By the end of the year, CITS had transitioned almost entirely to a Lean-Agile 
approach. “From a program management perspective, Net Objectives turned 
our process on its ear,” Horton says. “Everything we do now is very different 
from what we were doing three years ago.” 

For one, Horton says that development schedules are much more visual, 
putting managers and business stakeholders at ease. Before, Horton says, 
there was “zero visibility” for business managers to understand project 
statuses. “They’d always be waiting for something, and then it would escalate 
on one side and there would be a lot of finger pointing,” Horton says. But 
now, “Our business speaks the same language across the board.” 

Also, because of the improved visibility of projects, Horton says 
development teams are able to more easily demo projects to business 
managers, rather than find out later they had missed the mark.

Horton says one of the most important lessons learned from Net Objectives 
was to “stop starting, and start finishing” projects. “Like many companies, 

we had this misconception that we’d get more 
done if several teams were working on parts 
of the same project at once,” Horton says. “We 
learned this only slows us down.”

Horton says another important skill learned from Net Objectives was how to 
prioritize the most important projects. “We are a very prudent organization 
in terms of spending,” Horton says. “We learned how to stop wasting time 
and resources on things that weren’t the highest priority.”  

In addition to the results, Horton says she greatly appreciated Net 
Objective’s coaching style. “I can’t say enough about them,” Horton says. 
“They have genuine trainers who are really excited about this stuff… their 
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Net Objectives
We are committed to delivering the principles, 
practices and perspectives that businesses must 
know in order to maximize their return on their 
technology solution and software development 
efforts. We combine our experience and a time 
proven approach based on lean thinking to 
continuously extend the capability of what is 
possible in creating effective technology delivery 
organizations (IT or product). We provide these 
learned methods to our clients to assist them 
in achieving their goals and in assisting them in 
making their organizations more successful.
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enthusiasm is contagious.” Horton also points out that Net Objectives “gets 
you to stand up on your own and be self-sufficient, rather than pitch you on 
more consultants to hire.” 

Overall, Horton says Premier’s partnership with Net Objectives turned 
the company into a leaner enterprise, with faster and more effective 
development practices. This year, Horton helped roll out a new process 
called Lean Enterprise Solutions Delivery, the core of which is built on 
learnings from Net Objectives. “It’s much easier,” Horton says, “and we have 
many more deployments than we did in the past.”

Feedback from business leaders has been equally positive. Horton says, 
“We had a member who was threatening to 
leave our membership because they weren’t 
seeing enough value. Our manager was able to 
promise a solution and a delivery date, which 
we easily met.”

Horton learned later that the member was pleased with the response and 
had decided to keep its membership. “The business manager told me that we 
would never have been able to save that client without Lean-Agile,” Horton 
says. “We’re now confident we can give our members what they need, and 
deliver on time.” 

We’re now confident we 
can deliver on time


