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Abstract
The focus of this case study is to look information technology critical sucEessf
(CSFs) in west central Georgia organizations. In particular, it looks atratadhey
play in west central Georgia organizations and their possible influence imngsisishe
economic development within the region. The research looks at whether thessr€SFs
present in local organizations and if these are similar to what exists today in the
information technology literature. The study assesses CSFs in fosr dieafirst two
areas concentrate on strategic planning CSFs, innovation, and technology CS81s.
The next two areas of the study focus on information technology worker naisat
CSFs and critical success factors that assist a company with tegphddfasion of
innovation. The goal was to determine whether local organizations utilize €8fesri
planning processes and if so, are they unique to the area or are they similat éxigts
in current IT literature. The research design is the case study metlmdgipkersonal
interviews with those IT individuals responsible for strategic planningrgnd at their
organizations. The study found that local organizations indeed do utilize IT CSFs yet

provide uniqueness to the west central Georgia area.
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CHAPTER 1. INTRODUCTION
Introduction to the Problem

This dissertation will address a case study method analysis of the colaatibn
technology plays in economic development in West Central Georgia. Becahse of t
research, this researcher expects to discover critical success faattering on
information technology that local and regional economic development entities can util
in their economic development assistance efforts. In addition, the studaitiine the
role Columbus State University and local companies have in the adoption and diffusion
of information technology in affecting economic development within the region.

Current literature concerning information technology critical successr$ac
center on not only what is critical for successful implementation of IS angpesée
resource planning (ERP) systems but additionally focus on chief informatioarsff
perception of these factors (Fui-Hoon Nah,2003; Rosacker, 2005). The criticality of
success factors vary by technology implementation and industries yestdastalion
seeks to compare how businesses in west Georgia strategically bokeefactors (Lee,
2003). Additionally the study will analyze the effectiveness of these fanttre
acceptance and adoption of technology changes in the businesses (Landberg, 2006).
Finally, areas of assessing technology investment will be examineebtsune the
adopted technology’s performance (Sanders, 2005).

Background of the Study
The research efforts in information technology in West Central Georgia tre

infant stages and local universities and colleges are just beginning to taktagdvaf
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public-private partnerships when it comes to information technology. The surrounding
area is continuing to develop through new economic development efforts. Tectalologi
implementation in the West Central Georgia area continues to provide opportianities
advanced research and the study for the use of information technology as aor asset f
economic development use. The intended purpose of this research is to provide local
public/private entities additional information for their use in attracting Imesiness
investment and reinvestment in the area.

This dissertation expects to use a case study method of research based on
gualitative analysis. Qualitative research in information technology needgand.

Alavi (1992) described "48.8% of total articles researched were empticiswith
33.4% of those field studies and 9.1% being case studies". This case sty poit
Alavi’s practitioner-based conclusion that in the analysis of informationregsieticles,
she revealed a "total of 679 articles were looked at with 55% or 376 articlai@ract
oriented".

Kuhn (1996) discusses and explains contributions to the constantly changing
research environment. The second paradigm discussion allows scientists todzash res
on “historically and pedagogically units of research” (Kuhn, p. 46) fundamengally s
from concrete results. The third point of paradigm research allows for refleaisitity
when the established paradigms become insecure and a change in reseasch occ
Benbasat and Weber (1996) explain where the current state of information
systems/technology research is. Benbasat and Weber believe three jiestigpriseir
claims to continue in the field. They are: "1) a greater diversity, 2) qudldiverse
topics are increasing, especially in the areas of validity, and 3) themmansrease in the

2
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use of the reference disciplines in the information systems/technologyai@se
(Benbasat and Weber, p. 389).

This research is important to Columbus State University (CSU) and treg€ ol
Business in particular due to CSU'’s outreach responsibility to assistnoragn
development research. One of the College’s missions is to provide regionahassist
local economic development entities such as the City of Columbus, Georgia, ttexr Grea
Columbus, Georgia Chamber of Commerce, and the regional entity, the Valley
Partnership. CSU has taken on the responsibility of housing a regional technology
incubator and utilizing the College’s faculty in research assistance.e k202)
discusses how many states have had to deal with issues pertaining to techhelogy, t
workforce, entrepreneurship, and other business ventures. He explains how some of
these states have had to collaborate up with local universities to fatiiggteblic-
private partnerships of entrepreneurial activities. Research dentesstoav states now
"look to promote technology entrepreneurs” (Finkle, 2002) and use these new
partnerships to develop ways to attract better faculty at the state ureger€§iSU’s
commitment in the training and regional economic assistance shows how engphasis i
now being place on ways to keep high tech employees within the confines of the state and
providing creative ways to retain them in the labor force. Partnerships between
universities and industry provide skill training for future technology needs. eFinkl
explains how small businesses have long been the facilitator for the ecandrhgw
recent strategies such as regional incubators help develop the new smadidassine

CSU's interest in the success of local businesses is both large and small.

www.manaraa.com



Statement of the Problem

The problem concerns the best use of information technology investment
resources by organizations in west central Georgia. This researcly wolidetermine if
local organizations apply the critical success factors previouslyfigent the literature
on information technology. If they apply them, are the critical success fatilasd in
initial strategic and investment decision-making? The lack of currentajiva research
on these IT success factors demonstrates a need to assess whethatithésaacess
factors add value to the IT operations for these west central Georgia otigasiza

Purpose of the Study

The purpose of this case study is to examine some organizational information
technology (IT) critical success factors and their impact on econowetogenent on
west central Georgia. Because of the research, this researches éxksstelop
research questions centered on roles for Columbus State University and localmuublic a
private entities in the practical application of information technology hgtass
economic development within the region.

Currently, a problem exists in west central Georgia because economic
development partners do not utilize current technology adequately to assist in thei
marketing efforts. The cost of technology is coming down yet rural countiastca
secure funding for technological assistance. Development authorities do nouhawe
information available on the World Wide Web for marketing purposes. The timeliness
and accuracy of statistical data are inadequate for marketing tba.refgie there
identifiable success factors utilized by current large technology coegm the region
that answer these shortfalls? Does state and local funding in community andieconom

4
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development grants affect regional educational institutions and their technology
curriculums in their collaborative efforts to facilitate synergy for ecaaa®velopment?
Why are state and local not-for-profit agencies territorial in thgr@ach to developing
technology to support economic development? This lack of documented factors here in
west Georgia demands additional analysis into the use of IT as a cattal f

This case study intends to illustrate the recent increases in technglaggion
in the west central Georgia area and how these increases can lead to tha@xplorat
vast sources for additional research topics. Given that information technolggsmso
are increasing in west central Georgia, a researcher can expioresgaarch new areas.

Rationale

The rationale for conducting this case study is to examine some organizationa
information technology (IT) critical success factors and their impact @moatic
development on west central Georgia. The results obtained from this caseifitudy
contribute to understanding how organizations rely on critical success fabems w
planning for and implementing information technology in west central Georgia.

The best way to obtain data on an organization’s critical success factors in
information technology is to conduct personal interviews at the organization. ddhys st
targets those responsible individuals in the organizations which are the key#gewl
holders for IT impact within their organizations. Since there has been refdititel
identification of IT critical success factors in west central Geargorder to impact
economic growth, obtaining the information requires personal research. Tdmsleat
bases itself on the need for identifying and assessing these ctiticaks factors.
Additionally, it asks how they compare to what current IT research provides.

5
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Research Questions
As Cooper and Schindler (2003) discuss, research conducted should have a
purpose or direction to it. To better develop that purpose and narrow down the area,
Cooper and Schindler developed a research question hierarchy containing six pasic ste
They include the management dilemma, the management question, development of
several research questions, development of investigative questions for support,
development of measurement questions to help validate findings, and management
decision or research findings (Cooper & Schindler, p. 66). This hierarchy is a good
developmental systematic walk-through to help develop a research topic.
The topic for this study generated a management hierarchy for thististudy
provided the framework for the following research questions:
1. What are the strategic information system critical success faxinrganies
use for their strategic plan to assist in facilitating economic growthsh we
central Georgia (Laartz, Sonderegger, & Vinckier, 2000) (Sabherwal & Chan,
2001)? (Research Question 1)
2. How do local companies take advantage of corporate innovation and
technology transfer success factors (Jeffery, 2004)? (Research Question 2)
3. What success factors of motivating the technology worker do the local
companies utilize to keep turnover rate low in the organizations? (Research
Question 3)
4. How can qualitative research into technology innovation and the diffusion of
innovation give these companies competitive advantage within their business
sector? (Peffers & Saarinen, 2002) (Research Question 4)

6
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Phase 2 will consist of the Administrative, Target, and Classification questions
(Cooper & Schindler, 2003) which will provide a narrower focus for the case study
research. These qualitative questions are part of the Target QuestioriedlanBhase
2 (Cooper & Schindler, 2003). The answers will provide some basis for the more open-
ended interview questions asked of the respondents.

Significance of the Study

This study is important for four main reasons. First, there has been little
documentation of the use of critical success factors in strategic informt@thnology
planning in west central Georgia. Although there is a migration of the typeadf loc
economy from a manufacturing to a service economy in the metropolitan sthtistia
(MSA), there is little research to annotate what those possible Icsiticeess factors are.
Are strategic information technology planning factors taken into consiolenahien
looking at whether or not to start a new organization or expand one in the west central
Georgia region? Does diffusion of innovation and adoption of technology in
organizations affect these factors? The reason for this is a lack of undietie
breadth of influence information technology plays in local organizations. Tradiyional
research conducted in the local area looked only at wage and salary analyses and
population shifts.

The second reason why this study was important is has there been any intrinsic
motivational methods used to assist the new technology workers in this changing
economy? Do some of the local organizations follow some of the current research
concerning intrinsic motivation of the information technology (IT) workerérelases in
technology and the demand for technology workers place additional burdens on the

7
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management teams at both large and small organizations. The question arises as to how
to keep the IT employees motivated to the point that productivity continues togay hi

Do motivational methods lend themselves to becoming critical success factors
information technology organizations?

The third reason to conduct this study was to discover if some of those ¢fitical
success factors are instrumental on organizational strategic plar®inegr research,
such as Peffers and Saarinen (2002) demonstrated that by concentrating atoorod se
the local industry could provide limitations to the results. This dissertationd@ke
cross section of the local metropolitan statistical area (MSA) aaiiged from being a
non-agricultural economy to a service economy. Would these organizationfyidenti
some of these critical success factors?

The fourth reason it was important to conduct this study was the growing trend in
gualitative research within the information technology field and how it cart astie
strategic planning process. As Michael Porter (1985) discussed, the impatanc
information technology in the corporate organization is changing the falcesaf t
corporate organizations. Since past and current research methodologies targeted onl
those IT areas that empirically proven, there was a gap in the qualitgeasch of IT.

Both methodologies bring great flexibility to research in this area, biit i@séarch

expands, and especially qualitative research, the more subjective arategicstim
competitive advantage topic areas lend themselves to an increase in thewgualitat
methods. Research methodology and the analysis it provides both in the intellectual and
practitioner areas is useful and any additional qualitative research adds talyhaf
knowledge in an under annotated subject area.

8
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Definition of Terms

Columbus State University (CSUA regional four-year university of the
University System of Georgia located in Columbus, Georgia along the st ce
border of the state bordering the state of Alabama.

Chief Executive Officer (CEO)Trhe highest ranking corporate or executive
officer in a corporation, company or organization.

Diffusion The acceptance over time of some specific idea or practice by
individuals or groups liked to specific channels of communication in a social strteture
a given system of values.

Enterprise Resource Planning (ERFA.set of integrated programs capable of
managing a company’s vital business operations for an entire multisitel, globa
organization.

Information Systems (ISA set of interrelated components that collect,
manipulate, and disseminate data and information and provide a feedback meaohanism t
meet an objective.

Information Technology (IT)The study, design, development, implementation,
support or management of computer based information systems.

Metropolitan Statistical Area (MSA)Geographic entities defined by the U.S.
Office of Management and Budget (OMB) for use by state and federalisth@gencies
for the collection and use of statistics.

Motivation The processes that account for an individual’s intensity, direction,

and persistence of effort toward attaining a goal.
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System Development Life Cycle (SDLThe life cycle utilized in systems
development that incorporates five distinct phases — investigation, analygs, des
implementation, and maintenance and review. These guidelines assist iration @k
new or modifying of existing systems.

Assumptions and Limitations

A major assumption for this case study will be this researcher’s accéss to t
public/private organizations due to past working relationships and efforts undertaken
while employed at the local university. The next assumption is that tlealksiticcess
factor model developed by Rockart (1979) at MIT will provide a qualified stgobing
for the interviews. Another assumption is that all entities will utilize thgediation
findings to assist in business recruitment and business retention effortthidt is
researcher’s assumption that each participating organization will de$ieere access to
the resulting data and analysis for their own planning and strategic purposes.tiighil
is not considered a benefit for the participants in the study, allowing theijemts to
have access to the data and analysis should increase the participation percéintages
further assumed that this researcher’s current occupation at Columbudrévatsity
will enhance the particpation response rate since Columbus State Unigessithia
dominant player in the economic development efforts of the region. This researcher
anticipates limitation problems with the initial frequency tabulations raguitom the
data gathered on the initial interview questions. This expectation basesntself
experience working with many of the entities involved that will be particgparthe
research study. To overcome this research bias, this researcher plans toursvased
external source also enter data collected from the qualitative intsrvielaen this

10
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researcher will compare results taken from both. This action will elimamgtéhreats to
the credibility and validity of the qualitative portion of the study. The dejirtem will
be a decision point at which to stop and allowing the initial coding scheme to keep
responses within the timeline of the research. Another expected limitatidoe ihie
localization of the businesses involved in the case study. Only the larger business
organizations and public organizations will be interviewed. This case study will not
attempt to analyze the multitude of small businesses in west central GQadigizg
information technology at this time.
Conceptual Framework

This conceptual framework is based on a comparison of current examples of
information technology critical success factors developed from currdit¢idture to
include its impact on assisting organizations in achieving competitive advantigass
what Peffers & Saarinen (2002) looked at in order to provide value to the organization.
Their research created a framework for assessing criticattdr&but assisted in the
clarification of many critical factors that other researcheppended. In addition,
current research poses the question as to how to keep the IT employees motiveged t
point that productivity continues to stay high. This comparative research mighan
current literature examples of successes in other information technologyzatigms
and compare it to data gathered locally at key large technologically advemmpanies.
Next, there will be an explanation of the qualitative data analysis usedita@Que
software packages will assist in the analysis of data collected alydiamd qualitative
studies in the literature. As applied in this study, it is expected that tiesa €T
success factors do affect strategic planning in organizations in west ceéabrgia.

11
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Organization of the Remainder of the Study

The following chapter contains a review of the relevant literature. Topuesed
in this review include (a) a review of critical success factors in ITnizgtons, (b) a
review of the diffusion of innovation and adoption of technology; (c) an overview of
intrinsic motivation within IT organizations; and (d) a review of growihgrends in
gualitative research.

Chapter 3 discusses the methodology contained herein in a detailed manner
including how the sample was selected, how the interview instrument was developed,
how it was administered, how the data was collected, and the analysis of that data
Chapter 4 contains the data collection and analysis and Chapter 5 contains the results,

conclusions and recommendations for future research.

12
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CHAPTER 2. LITERATURE REVIEW
Introduction

The chapter begins by looking at the development of critical information
technology success factors in organizations and how their impact. The pretext is
generated by (a) a review of critical success factors in IT orgamsaib) a review of
the diffusion of innovation and adoption of technology, (c) an overview of intrinsic
motivation within IT organizations, and (d) a review of growing IT trends in cuiakt
research. Based upon this analysis, several critical IT succéss fimfluencing the
economic impact and success of organizations are identifiable and assessable.
Consequently, a review of related literature is presented to help identiéydtigsal
success factors and the importance of the increase of qualitative nesethis area of
emphasis. This chapter concludes with an assessment of this current litedatuaet to
these critical success factors and a look at how it assists in the framewsstéidy.

Rationale behind the Review

The body of knowledge related to these critical success factors was Buta
prior to looking at the west central Georgia area specifically, a ganatatstanding of
critical success factors as applied with intrinsic motivational methods dheng
introduction of newer technology is vital to understanding the importance of the factors
in relation to west central Georgia organizations. The theoretical framevadk at
expanding the current research perspective on current examples of information
technology critical success factors already developed. It focusdsliterature that

explains their impact on assisting organizations. The framework continues to thek at

13
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ever-increasing diffusion and innovation technology into today’s organizations and
demonstrates how current research suggests ways to keep the IT espioywrated
Critical IT Success Factors Theory

The first research question this study looks at focuses on is to identify some of
those traditional critical information technology success factors orgemgatses for
strategic planning. The literature is full of the historical perspectih®wfto identify
and utilize these CSFs and their impact on organizational strategic plannitgseA c
look at critical success factor planning must start at the definition of whaetitical
success factor is and its meaning to an IT organization. One of the firsthessdo
qualify this concept was John Rockart at MIT. Rockart (1979) was one of the first
researchers to look at key indicators at IT success and labeled it tted stiticess factor
(CSF) method. Its premise is that it “is highly effective in helping @xees to define
their significant information needs” (Rockart, 1979, p. 84). His premise is th@Ske
methodology focuses on “individual managers and on each manager’s current
information needs” (Rockart, 1979, p. 85). These are critical to identifying those CSF
that really impact the organization. They are not just looked at during the planning
phase, but as the systems development life cycle (SDLC) dictates, must be tooked a
during the entire lifecycle of the organization. This research points out not just what
should be targeted for CSFs but where to look for the CSFs. In conclusion, his research
has provided a key answer-every organization is different and has differanigidal
success factors. He reiterates the need for interviewing the senioslepadithe

organization to determine what those CSFs are and their impact on the organization.

14
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Chu, P.C. (1995) provides a possible framework to look at critical IT success
factors and how to recognize their importance in organizations. His frameworleds bas
closely on Rockart’s work (1979) and is as follows: “(1) identify critical ssefactors;
(2) identify critical value activities; (3) assess the impact of infdion systems on
critical value activities; (4) evaluate linkages; and (5) derive candiflatetrategic
information systems” (Chu, 1995, p. 39). He defines critical value activitieh@se"t
value activities which an organization must execute satisfactorily to esisteessful
performance” (Chu, 1995, p. 38). These are key to assess which individual and IT
processes to focus on for follow on research.

Early research in documenting critical success factors in IT deratetstiow the
newer field of information systems was going to experience some of tlee sam
organizational growing pains that traditional organizations face. Pitman (1994)qutovi
six critical success factors that could assist in the adoption of informatiemsysto
the organization. His six critical success factors were “visible maregesupport and
commitment, proper preparation for a successful change, user/client padigipat a
strong business-related need for change, a reward system that supportayecess
changes, and a high degree of communication” (Pitman, 1994, p.40). His key to the
adoption of technology within the organization is dependent on a mix of these factors and
their support.

Nah, Zuckweiler, and Lau (2003) suggest that at the strategic level, sthnee of
most critical IT success factors are reflective of the literdiutelefinitely senior
specific. The authors’ study looked at how some chief information officersjCIO
responded to eleven critical success factors and then ranked the top 5 responties fr

15
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ClOs. Key amongst their findings was how “strong and committed leadershipemay

able to compensate for the absence of other key social enablers” (Nah et al., 2003, p. 17)
After this, teamwork and organizational climate cultures that share coffingoals are

likely to succeed.

Gottschalk’s (2005) research identified 11 critical success factors in IT
outsourcing but can be applied to this study due to the implementation of larger scale
projects that local organizations perform. He found that core management competenc
stakeholder management, cost reduction were the most critical ones. Tdresethl
Nah et al (Nah et al, 2003) and Fowler (2007). Karlson, Anderson, Birkely, and @degar
(2005) took an in depth look at critical success factors in both public and private
organizations. Whereas their literature provided a common critical sdactsstheme
of “cost, time and quality” (Karlsen et al., 2005, p. 527), their analysis went muclr deepe
into comparing other factors. As discovered in other literature, project management
added value, profitability, and satisfaction by the end users became dominanfeesults
both the public and private sector. However, their main conclusion is one that must be a
very vital measure of IT success — “does the system work as expectetbefKet al.,

2005, p. 538)? They believe that not only must research look into the critical success
factors, but also look at when the critical success factors should be defined, wilo shoul
define them, and when do they get evaluated. These three vital questions are a
fundamental basis for this study.

Fowler (2007) provides a comparison between successful and unsuccessful
critical success factors and begins by suggesting that a varigakehslders in the
company have a great amount of influence on the success or failure of the fabrs

16
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more important the stakeholder places a higher value on IT and thus the systes appear
to be successful. His exploratory study looked at which factors project ms\nsgj@or
analysts and programmers, and two sets of involved users suggested they expBrience
success. He provides six main critical success factors common in regeaatiré.
They are “top management commitment, project team commitment, effectieetproj
management, project personal knowledge/skills, enlisting of external corgrantd
user acceptance” (Fowler, 2007, p. 17). The IT literature on critical succtess fa
leaves open the inclusion of other organizational and managerial criticabftat
impact IT planning and success. The inclusion of these fundamental CSFs, therdiffusi
and adoption of technology, and motivational factors all support the kind on IT research
should be utilized in this study.
Diffusion of Innovation and Adoption of Technology

Research into the diffusion of innovation and adoption of technology is currently
an important topic in information technology. The second research question this study
looks at is how the local companies take advantage of that diffusion and innovation. Past
research discovered concerns strategic planning in IT, diffusion of innovatiots and i
affect on the adoption process and their impact of IT value on business. Diffusion, as
defined, is “the acceptance over time of some specific idea or practicditguals or
groups liked to specific channels of communication in a social structure to a gstems
of values” (Katz, Levin, & Hamilton, 1963, p. 240). Innovation defined is “the function
of an interaction among the motivation to innovate, the strength of obstacles against
innovation, and the availability of resources for overcoming such obstacles” (Mohr, 1969,
p. 111).
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Peffers & Saarinen’s article (2002) provided a framework for measandg
evaluating IT business value because financial managers want to understarskssid as
IT investment and its value to the organization. Peffers states the prob&shrfdoth
the literature and in the banking industry find as they try to assess IT $sigalae. He
showed that not all bank executives used assessment concepts to evaluate I'Emsestm
but those that did were satisfied. Their proposal was to see how satisfied thasespla
could be and to try to set up a framework for consistent evaluation (Peffeiifieda
2002).

The article was an extensive look in explaining the practitioner-baseddaktor
and practical problems bank executives faced in really finding a way t@ assks
evaluate the incremental value of IT business investment. The authors bridged and
connected the existing literature with the justification for their rebeanticle's
importance. Peffers and Saarinen (2002) supported their research position in a unique
way. Their use of Factor Analysis allowed for easier quantitative asalydicorrelation
among each main variable resulting in providing good solid empirical results. tithe ar
presented many variables for the authors to work with and their use of fact@isnaly
focused the intent of their research and standardized responses making theutiata re
more applicable and understandable.

Peffers and Saarinen’s (2002) use of factor analysis in the reduction of the 21
concept variables down to five was well done. Their research into the bank executives’
perception and categorization of the business value of IT for their banksctosve to
focus and concentrate a lot (21) of strategic issues that were very impoittaade
bankers. Factor analysis in this case did not detract from the grouping of didesari
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In fact, it allowed for easier quantitative analysis and correlation anamigreain
variable resulting in providing good solid empirical results for their reBeprestion
number 4.

Their overall research problem was to try to measure overall IT investaleet
at the firm or enterprise level. Understanding this going into the research and the
compilation of the many (21) strategic variable categories alloveeteiearchers to
better conduct correlations after doing the factor analysis. The authasdusiliccinct,
identifiable and related terms to group the many variables into the five hésgoaes.
When they did this, they did not lose any identity from the sub-category variables. B
laying the groundwork in Section 2 of their article, the authors show the immense
problem measuring a qualitatively assessed subject and turn it into a guahtitat
supported research product. The authors obviously did not just pick the categories to
group the variables.

The four main factors were aptly named “cost-savings investments, strategi
necessities, strategic IT, and strategic product value-relatg@€ffers & Saarinen,
2002, p. 22). They then grouped the numerous concepts into the five categories based on
industry research, interviews and survey data.

Understanding the research questions allowed for the compilation of the many
(21) strategic variable categories allowing better correlatidheo€oncepts and factors
after doing the factor analysis. The authors utilized succinct identifintllestated
terms to group the many variables into the five basic categories. By laging t
groundwork in Section 2 of their article, the authors show the immense problem
measuring a qualitatively assessed subject and turn it into a quantitatippbrted
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research product. The results section did a good job of explaining how the data supported
the four distinct views the authors used to separate and support the research questions.

In the discussion section, the authors broke down the findings into looking at pure
planning before consideration if the impact as described as strategic texedsi
identified possible risk involved in IT measurement (Peffers & Saarinen, 200&pr Ba
looked at a more strategic impacts involved when explaining factor # 2. The section
description about factor #3 was a good explanation of how the data results described bank
executive worries about day-to-day costs.

The authors were upfront about some of their limitations. The biggest one
discussed concerned the participation effort by the bank executives. Lirh#ing t
research to only one industry was another limitation. Another large limitation was
focusing on the concepts that the bank executives wanted the researchers to look at. This
aspect added some bias to some of the data results. The author's discussion about their
talking over the questionnaire's questions gave limited answers to the. résidys
concluded concentrating on how some bank executives can use the results of this study
and how some of the limitations provide and justify additional research into this topic
area.

Peffers & Saarinen researched what the common assessment ceteri@mT
investment and found that the literature was full of examples. Nevertheldgsral
research reveals articles that deal with measurement criteriachois feontributing to
Peffer's framework. Bacon (1992) early on described the need to use assessanient cr
of information systems investments but concluded that they should be based on criteria.
He stated that managers often do not get to see what this criterion is and what ¢he impa
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is. Nor do they get a chance to assess its impact on the organization. He concluded that
there was a separation between how investment decisions occurred to solve business
problems and decisions based on explicit attention to the financial objectives afithe fi

He also suggested that claims for evaluation concepts should be used.

When Bacon (1992) began his research, there was no uniformity on defining IT
investments. He proposed some investment criteria that asked the main question, “how
do organizations decide on their information systems and technology (IST) invesstmen
and how should they decide?”(Bacon, 1992, p. 337) His purpose was to ask whether
measurement criteria were being asked and found none. He felt that the key was
distinguish between “projects undertaken in support of implicit business objeeves
opposed to those in support of explicit business objectives” (Bacon, 1992, p. 339). The
importance of his research impacted Peffers because Bacon brought out the early
differenced between criteria and how use them in evaluation. Bacon was ondrsf the f
to assign the criteria as decision criteria for investment decisionbrake them down
into three areas “financial, management, and developmental’ (Bacon, 1992, p. 347). His
results began a trend that looked at the fiscal impact of IT on a particularzatgan’s
investment.

Additionally, Dos Santos and Peffers (1993) looked at the impact of IT
investments and concluded that while the prevailing attitude in business was IT
investments had little impact, the authors documented the impact. Their conmentrati
highlighted IT investment benefits were intangible, but linked IT investradoe to not
only internal assessment, but to the reactions of the competition to that limames
They did this by referring to their earlier framework based on two outcomesct‘di
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functional affects of the IT and effects on organizational goal’ (Dos Santof§f&$e
1993, p. 520). They proposed that by not only looking at the direct sources of IT
investment impacts an organization must look at external sources also. Thewtvere
convinced that Barua, Kriebel, and Mukhopadhyay (1995) properly assessed the
functional measurements by trying to control the environmental variables in the
organizations too closely. He looked at market value measures of IT valuaergratirr
the time and concluded that those coming from financial statements were not “good
indicators of a firm’s true value” (Dos Santos & Peffers, 1993, p. 533). Their fesearc
results showed that as typical to strategic planning, innovators reap morieskibaaf
others do. They stated that if the company was willing to risk IT innovation, ey w
able to bear a good financial return (Dos Santos & Peffers, 1993). Therefore they
concluded, “investments in innovative IT applications can provide a firm with
competitive advantages that may be sustained for a long time” (Dos Sanébie&s P
1993, p. 545).

Dos Santos, Peffers and Mauer (1993) followed up their initial findings by
looking at what the difference of announcing ahead of time any innovative ITrrergst
in a company. Their conclusions showed that “while IT investments do not, on the
whole, systematically add value to firms, firms are rewarded for theinskged in
making investments in innovative IT applications, markets react immediately
innovative IT investments better than non-innovative IT investments” (Dos Santos &
Peffers, 1993, p. 4). In other words, the financial markets were reactingtbette
innovative IT announcements than non-innovative ones. This model would change as
technology changed or new advances in technology occurred. In addition to this
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research, Dehning, Richardson, and Zmud (2003) echoes Dos Santos et al (2003) by
showing that IT investments are likely to provide positive returns. Their ongrelifte

was not whether IT investment paid off but “under what conditions to investments in IT
pay off?” (Dehning et al, 2003, p. 638).

Finally, Irani & Love (2001) used a case study to look at an organization through
traditional management approaches. It presented two approaches on technology
management. The first it looked at centered on a traditional approach that sought to
avoid “procedural pain” (Irani & Love, 2001, p. 166) instead of assessing the trud benefi
of the IT investment. They utilized direct cost figures in their computation® il f
that if “calculations could not be made; an ‘act of faith’ decision to invest \ade’m
(Irani & Love, 2001, p. 169). This vagueness of classifying measurement
variables/criteria is what Peffer hoped to solidify with his frameviorkneasurement of
IT investment value. The next review section will look at how new and innovative IT
investments possibly added to organizational competitive advantage.

Boynton (1994) looked at the organizational use of information technology in its
support of both the operational and strategic viewpoints. He wanted to give the academi
community a theoretical perspective supported by empirical data in explaming
management uses information technology. It looked at “IT climate, maridgeria
knowledge, IT-management-process effectiveness, and the level of IT oyatdB,

1994, p. 299). It defined these areas in its literature review. He developed four mai
hypotheses to support the four areas looked at. The research then used an empirical

cross-sectional field survey questionnaire to large computer organizattbres n@sponse
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rate of 36%. Boynton used a standard quantitative research methodology to support his
findings.

Three of the four hypotheses for his research showed a result at that tinieérom
participating companies, the higher the management IT knowledge and the niore pos
IT climate promoted a larger use of IT in the organization. He felt thergni
management level of the participants, all senior managers, did not giveamtbta
accurate view of the climate and explored them at the organizational levéhg bhus
time, general IT knowledge among the middle and lower managers in thgeavera
organization was not as high as it is today. If the climate seemed favanable f
innovation, less resistance for new implementation and adoption occurred.

For any IT innovation to give its organization a competitive advantage, it has to
add economic value to that organization. Research by Van Wegen (1996), Oliver (2002)
and Barrett (1999) all demonstrate how innovative technology can add to the campetiti
advantage of the company’s position.

Van Wegen (1996) looked at the value an information system added to the
company. Trying to analyze supply and demand in the technology community is often
hard but he was able to assess IT costs and the value of the system. It th@sstem
to add value, it will most often be adopted. He submitted that supply costs aresthe
involved in building the system"(Van Wegen, 1996, p. 247) and demand value is
"derived from the contribution of the system to its goals" (Van Wegen, 1996, p. 247). He
used activity based costing and production based costing to determine viabilggn We

concluded that organizational cost reductions achieved through accurate fogecastin
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provided value. He concluded that the adoption of the information system added unique
value to company’s bottom line.

However, Oliver (2002) concentrated on enterprise resource planning (ERP)
system adoption. While looking into current technology, he evaluated adoption rates. He
found that ERP decision-making adoption became justified because of how a
combination of “technology, process and organization” (Oliver, 2002, p. 199) all
combine to dominate and influence the adoption of the ERP. He chose to look at
universities that purchased ERP systems for competitive advantage aed fiamesults
in four categories. The four main content categories discovered were “teghnolog
process, organization, and people” (Oliver, 2002, pp. 205-208). Even new, competitive
and innovative technologies can bring advantage to an organization but he found that the
people, organization, and processes mitigated the influence of the technology. All
elements must be present to achieve that competitive advantage.

But how can innovation and the adoption process provide competitive advantage?
Measuring and adopting new innovative technologies for advantage requires
organizations to look at the strategic impact and planning. That planning musttoccur a
the strategic level with input from lower, organizational user levels addityorBarrett's
study demonstrated the importance of user perception as an influence in the adoption of
an information system. He believed that "hardware, software, and organikzationa
infrastructure” (Barrett, 1999, p. 13) are key to building a foundation for IS adoption. He
concluded that all three must be present for a system to be viable and useful entity but

that there must be a systematic approach to the implementation of any new adoption .
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Innovation and adoption of new technology did not only occur within the United
States. Information technology is a global concept and many countrigstaneginning
to deal with the globalization of their own economy in conjunction with the American
economy. Organizations looking to adopt new technology in other countries must begin
to strategically plan according to a number of internal and external factnards’

(2002) article has value for the researcher in the area of economic efféctsfof
practitioner-oriented article looks not at traditional IT research buina¢ $actors that
the practitioner can use and consider during the planning process when considering
foreign IT investment. It is during this strategic planning process thatdhaipation
must consider the economic benefits of the new technology.

Edwards uses his article to provide an economic analysis overview of whether
information technology and the Internet can increase the productivity in thesevtinid
nations. While not written in the traditional research format of developing the
hypotheses, methodology, and empirical results with discussion, he does put forth some
very important factors to consider when assessing the impact of informetlorotogy
on these nations. He identified some important workforce development areas Latin
America needs to work on in order to continue to land technology companies and
investments.

He provided some empirical data concerning country ranking and demographic
profiles which provide a good starting point but for a researcher to benchmark
technologies better, he will need to conduct some more extensive research on the
individual aspects in order to assess a follow up measurement of the IT valuseof the
new technologies. Edwards (2002) did a good job of focusing the reader into
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understanding that adoption of IT and its role in the individual organization is important
even in Latin America. Another key item was the identification of the word “cbede
(Edwards, 2002, p. 24). In his analogy, connected means invested or a share of
ownership in the investment by the organization, its culture, and the country itself.
Empirical analysis needs accomplishing to implement IT as done with th€.SBis

four areas/factors are good policy areas a practitioner could followdagitarting
framework for understanding the needs to start this new IT infrastructure.

His attempt falls short somewhat in his analyzing the Internet, infamat
technology, and the new economy in Latin America. He does not propose that the
economies are on the equal footing with the US. On the contrary, he is fully dwse o
political, social, and industry specific problems businesses find when partigipati
joint ventures, direct foreign investment, or government supported businesses. His
background on a number of policy and industry issues concerning Latin America
contributes to the external environmental factors that newer technology cospausie
face. However, he correctly identified some of the low quality aréestialy the
infrastructure in Latin America (Edwards, 2002). He also provided good informati
about the governmental problems dealing with governmental regulations dngd star
Ccosts.

He submitted an analysis of the economic value of workforce development as a
theme in the paper. He identified weaknesses in educational foundations, social
understandings, and labor and governmental barriers and obstacles organizations deal
with in order for the technology infrastructure to flourish. The article takes atmaost
political and social theme at times discussing many shortcomings amd) getiy from
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the benefits that IT can provide to economies. He quotes Latin American laaders
relying on the success of the Internet as a savior for many economtbsibbtasts the
circular pattern of technology-lacking infrastructure. This identificeof the necessities
that American and US companies will look to in order to consider investing arednefi
to the researcher.

Edwards' (2002) article supported his position but in a qualitative, practitioner-
oriented manner. Its value was in presenting options for other researchers @atbt ar
economic effects of IT. He wrote the article as a practitionentad one looking at not
a traditional view of IT research, but rather looked at some factors that thiéiqomar
could use and consider during the planning process when considering foreign IT
investment.

In summary, while it was a non-traditional research article, it provided a good
deal of information concerning some of the pitfalls for a practitioner to conskaear w
considering new foreign IT investment. As for the traditional reseaisltencerned,
this article brings up many areas that could lend themselves to hypotiesesaarch
guestion development and subsequently lend itself to an academic reseacbrathel
IT impact in these countries. Edwards’ factors/policies are excslianing points for
the development of these research considerations. Adoption of the new technology is
important for competitive advantage, but if it does not add value in resources and
revenue, it becomes a liability.

Tallon, Kraemer, and Gurbaxani (2000) concluded that the executives were
satisfied with their level of IT spending and that their investments reeddheir
management decisions to do that spending. The biggest conclusion is that if there is
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upper level or corporate level support for the IT spending, good things will happen for the
organization. The authors did a good job of proving this. Since the study looked at a
single firm-level analysis showing a positive relationship between IT timegd and the
strategic alignment of IT goals with larger payoffs, the authors proposkeanative

look at "multiple process-oriented measures for IT business value" (Tabbr2600, p.

168). They feel additional linkages between management practices and IT business val
should be illustrated.

La Rovere’s article (1996) reinforces the need for both public and private
organizations to see the importance of small and medium sized businesses in the
economy. She looked at how the small and medium sized companies are looking to
innovate with technology. She posits that there needs to be a policy within the
organization on adoption and diffusion (La Rovere, 1996). The emphasis in the research
is not whether to innovate, rather the emphasis is on whether to diffuse the innovation in
the company with a set policy. She shows where small companies are knowlkedgeabl
about newer innovative technologies but are often hesitant to explore them due to a lack
of knowledge on what competitive advantage the new technology brings. She
recommends basic understanding of supply and demand. It is a migration from
“awareness to adoption; from adoption to effective usage; and from effectivetoisage
competitive advantage” (La Rovere, 1996, p. 172).

Stoneman (Stoneman, 1996) explored the returns for organizations that adopted
new and innovative technologies. Their article bases itself on the return sthneve
and on the theory of diffusion and his hypothesis was to prove that there would be profit
from the adoption of new technology. They understood that to base his research on
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theory, he would have to take a “multi-technology” (Stoneman, 1996, p. 952) stance.
They looked at the “characteristics of the firm, number of other adopters, andé¢hefor
adoption” (Stoneman, 1996, p. 952). Their empirical analysis measured profit for the
firm based on the timing of the adoption which fluctuated based on the technology. They
expected to see some positive impact and their results proved the hypothesis. A key
aspect for their research was their investigation of not only profits from inn@vat
technology, but from a cost side. Their research added considerable validation to
measuring IT investment value based on the adoption of innovative technologies.

Im, Dow, and Grover’s (2001) study performed an in depth look at whether IT
adoption did indeed provide value. They looked specifically at events concentrating on
“the time lag effect of IT investment based on announcements, price and volume
reactions to IT announcements and factors such as industry size” (Im et al, 2001, p. 104).
Event studies can be powerful indicators of reaction to topics and in particular IT
innovations due to its ability to assess business reactions and fluctuations fivelyela
short span of time. They wanted to replicate and add validity to Dos Santos et al’'s (1993)
study. Their results demonstrated that as time goes by, improved technahagies a
company infrastructures will be more receptive to IT announcements. Wisen the
actions happen, Im et al demonstrated positive results from the announcementthwithi
industry as a whole.

How can these academicians reconcile their research with what is goimg on i
business? Cohan (2005) looks at current spending by chief financial officers) @fOs
documents where today’s CFOs are truly fiscally conscious. He proposes digasiza
look at three tests to ensure IT investment enhances the competitive advéttiage o
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companies. They are “alignment with strategic intent, risk and cost, anty gdiali

service” (Cohan, 2005, p. 31). Will the investment contribute to revenue? Will it be too

costly or risky? Will it be available for use when needed? He proposey thatt b

meeting these realities with new and innovative systems, worrying abouttdomape

advantage will take a back seat in the planning process. These fundamentahsgjuesti

directly address innovation, adoption and diffusion of IT in organizations today. Future

research needs to focus on looking at these questions not only at the macro &xetlegic

but also at the lower micro level within a particular business or business sector.
Intrinsic Motivational Methods Used in Information Technology

Intrinsic motivation and motivational theory are dominant themes in not only
organizational research, but also that of how it impacts the IT worker. Thissstuidy
research question looks at assessing what successful motivation techniquigsddenti
the current literature can be found in the studied organizations in west cemtrgilaGe
This study assesses current research in motivating IT workers and howtioodiva
factors impact IT workers. This portion of the review looks at how information
technology managers and strategic organizational planners motivatd tiveirkers to
the point of using them as critical planning asset and what must they do to agsest the
technology workers in this changing economy. It provides examples of curregrtates
into the intrinsic motivation of the information technology (IT) worker.

Current research on intrinsic motivation of the information technology (IT)
worker provides illumination on the increases in technology and the demand for
technology workers. It also places additional burdens on the management tbaths at
large and small organizations. The question arises as to how to keep the IT employees
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motivated to the point that productivity continues to stay high. Many daily detraetors
capture the attention of IT workers and if the leaders do not understand how to ¢ope wit
motivating their employees to do well, productivity will suffer. This sectiothef

literature review will exhibit past examples of which motivational metlwagishelp those
small IT companies out when dealing with the new IT worker.

Current literature shows that understanding the needs of the employee and in
particular the highly skilled IT employee, requires a good understanding of basi
organizational behavior motivation. Ramlall (2004) presents reasons whmgastant
to retain critical employees such as current IT workers. He asshssetpact of current
motivational theories and how their impact on the organization’s ability to retain and
motivate employees. The bottom line was the commitment of the employepsotret
to themselves that they made the difference in the organizations (Ramlall, 20@zBl C
employees in critical jobs such as IT workers carry tremendous amountsooiiyiot
technical knowledge, but that of applied organizational knowledge. To lose one of these
IT specialists can be a tremendous fiscal cost to the organization. HetogRmbbins
(1993 & 2003) in explaining how to make an employee aware of their impact on the
company.

He discussed modern motivational theories such as “Maslow’s Need Hierarchy
Theory, McClelland Need Theory, Equity Theory, Expectancy Theory and Hgizber
Motivator-Hygiene Theory” (Ramlall, 2004, pp. 53-58). He concludes by explaimatg t
with skilled employees such as IT workers, it is not one particular motivhtieay

that makes them succeed, but rather a combination (Ramlall, 2004).
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Steers (2004) described, “the new economy, replete with its dotcoms, e-
commerce, and increased globalization (as well as the more traditianafanturing and
service firms), a motivated workforce is frequently cited as a hallmark ghetitiae
advantage” (Steers, 2004, p. 383). These IT employees will be more criticaldbetaus
their impact on the organization as a technological and human resource. He cited the
growing trend of assessing the motivational impact of work teams as the dgrdditiie
workplace continues to change somewhat with the increase of team organizing.

Basic organizational behavior tells us we must understand concepts such as affect
emotions, organizational impacts, feelings and moods in order to tailor mamagtyre
into effective motivating management style. Affect is a generic, uraliledl term that
covers a broad range of feelings that people experience (Robbins, 2003, p.106). Since it
contains both emotions and moods, relating them to an organization require you to be
specific or general. It is the concentration on these one, two, or both feelings that often
explains employee’s job behavior, performance, satisfaction and how that ygexgia
the organizational culture. Trying to understand what affects employees andirsatesr
will just about every time make one a better manager.

Robbins defined emotions as “intense feelings that are directed at someone or
something” (Robbins, 2003, p.106). These intense feelings are usually a result of the
employee’s reaction to external influences or from experiences. How toldbese
emotions to add to the organization’s productivity is the challenge. Two types, positive
and negative emotions (Robbins, 2003, p. 107), should compare themselves to help the
manager. Positive ones like pride, joy, and others are good indicators that positgse
are happening for the employee. Opposing these, negative ones like frustrdtieara
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often lead to animosity and lower productivity and resulting in employees jungj toy
get by in their jobs and not really contributing to the organization.

Organizational influences should impact an employee. Robbins discusses that
negative emotions have a bias against them in the workplace (Robbins, 2003). This
position is not always the best. Sometimes if defined, they can identify tlveshaakd
work to the employee’s benefit to help the employees foresee problems. Asatiscuss
moods are feelings that tend to be less intense than emotions and that lack a tontextua
stimulus (Robbins, 2003). Constant anger, disappointment over a lost promotion, or a
sense of “not being in the know” can all contribute to an employee’s mood. So while
understanding some fundamentals about organizational behavior and motivation, what
does the manager need to apply these motivational concepts?

Employee involvement programs are “participative processes that use the enti
capacity of the employee designed to encourage increased commitment to the
organization” (Robbins, 2003, p. 194). These four types include participative
management, representative participation, quality circles, and emptogkews/nership
plans. Of the four, participative management allows joint decision-makingdretwe
employees and management. Representative participation is more of ato effost
labor equal authority with management over company decision-making (Robbins, 2003).
Employee stock ownership plans allow the employees to have a more stake in the
operation of the company since the employees have their own money invested.
According to Robbins, this plan “leads to higher job satisfaction and work motivation”

(Robbins, 2003, p. 198).
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Research has shown that an additional managerial and motivational skill an IT
Team leader needs is that of being a mentor (Kayworth & Leidner, 2001/2002). The
mentor role places the leader in both a supervisory and teaching role that if aslcedpl
correctly, will allow the virtual team to fully understand its role and reachuliest
potential. As Glen (2003) pointed out, the team leader needs to foster the persbnality
the team to move towards the “teamwork-collaboration” (Glen, 2003, p. 208) quadrant in
the C2 Skills Framework for leading geeks.

Robbins looked at some conditions that historically assisted management in these
areas. These conditions were norms, workplace behavior and the IT leaaleiitsro
the workplace. The conditions under which group norms influence productivity the most
are performance norms and allocation of resource norms (Robbins, 2003). Performance
norms are set by the employee groups by “influencing amount of efforoimy hgw to
do the job, the actual output, and tardiness” (Robbins, 2003, p. 229). The factors
mitigating the influence of norms in an organization’s employees are deogklace
behavior, social loafing, and conformity. According to Robbins, norms are “acceptable
standards of behavior approved by any workplace group of employees” (Robbins, 2003,
p. 229) and influence the behaviors of those employees.

Workplaces should strive to alleviate any deviant workplace behavior that “can
lead to reduced employee productivity” (Robbins, 2003, p. 231). Any deviant employee
behavior detrimental to another employee will ultimately put a drain on that
organization’s productivity. Other negative behaviors directly affectiag t
organization’s productivity are “the wasting of resources, leaving work, eautly
intentionally working slow” (Robbins, 2003, p. 232).
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There are some ways to promote productivity and combat these naturally
occurring organizational group norms. In the Wageman (1997) article, the Xedgx st
showed that with self-managing teams, the group norms that reinforceckgistrat
thinking among employees were more effective and productive in their jobs. The Xerox
study showed how it takes a leader to further the efforts of a group norm along iroorder t
make the team successful. Wageman was correct in that “norms that alenkefdo not
emerge as strategic thinkers” (Wageman, 1997, p. 10).

Given all the organizational behavior concepts dealing with motivation and the
integration of IT in the strategic planning in organizations most empldyeles$or the
basics in management’s ability to lead. Leading the highly educated Bspimial is
challenging but takes a certain type of individual. Maccoby (1996) looked at this
challenge. He discussed the leadership of knowledge workers in general, but th@e venue
which his article appeared indicated that he researched one particuJdhéypsearch
technologist. Maccoby presented a very common topic that many times managers
organization cannot understand — that technology workers need leadership and expect
proper guidance in the performance of their jobs. His term "organizational doctors"
(Maccoby, 1996, p. 57) is an association for those who have been in leadership positions
and seek to find practical ways to handle the technology workers.

However, he suggests that management must train the trainers/leadesbap. G
communication is necessary to facilitate understanding what the technoldggrsvor
needs are on a daily basis. Since a problem does not get better with timecaemtifi

communication, and openness in the organizational workplace can often provide
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solutions. Getting buy-in for these solutions at the organizational level is oftetohar
accomplish, but also must be not only attempted, but also accomplished.

Maccoby's (1996) description of fostering interactive dialogue when change is
necessary was a key point. Many times at the company level, IT msudageot attempt
to keep these lines of communication open. The result is, as Maccoby described, the
change process will benefit one group more than another (Maccoby, 1996). Hidden
agendas for managers and workers are evident. Not leading the technology workers i
the right direction can often cause finger pointing and suggestions of favoritism

Glen (2003) supports this position very closely. IT worker characteristics run
very close to those of research technologists. Both types "struggle witlstandang
the culture of other groups (do we classify ourselves as quantitative ortinetitathe
needs of users (academicians and theorists), and the interests of managardeand |
(academic approval/authority and academic peers)" (Glenn, 2003, p. 21). Both IT
workers and research technologists create "new designs for producscfigepic
methodology), artifacts of the process of creating the design (documentation and our
contributions to periodic journals and research), and directed research and development
(publications)" (Glen, 2003, p. 22). IT workers and research technologists have quite a
lot in common. In every program, those who were not of the "geek" persuasion quickly
learn to convert.

The last article in this portion of the literature review is a look at gicate
planning as demonstrated by Sahraoui (2001). His research explored the amotivati
behind micro planning for IT effectiveness. The author looks at the influence that
incremental planning has in the IT planning process. Since IT planning often ataurs
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strategic level, the author sought to validate the micro planning process. Nicningj

does take place in many organizations, large and small, and contributes heavily to the
formalized IT planning and adoption process. The key point brought out in his literature
review demonstrated how individual employees feel empowered and motivated by
participating at the micro level. The author shows where the effectsrehascro

planning can increase productivity; help achieve objectives, and creataiadea
perspective (Sahraoui, 2001).

The author used an empirical study to prove two main hypotheses. The first was
to look at whether micro planning improved IT planning effectively. The second
hypothesis centered on the measurement of increased user intrinsic motivati@o (s
2001). The author plainly laid out the research design and data collection plan to include
using external validation of the measurement scales. Statisticaliamadlysated proof
of both knowledge and skill and intrinsic motivation played key roles in the IT planning
effectiveness (Sahraoui, 2001). Sahraoui concluded that microplanning isasebjefe
and very viable in the IT planning process. It increases effectiveness dupgltyesn
inclusion and increases intrinsic motivation by empowering the same employe
participating in the process.

Applying Sahraoui lessons on micro planning and Maccoby's matrix comes in
handy when looking at how important Glen (2003) suggests IT workers are to innovation
in the workplace. Understanding the characteristics of IT employee putgenasat on
the right road to leading and managing them better. Additionally, previousalebear
looked at how the use of these skills and additional ones provide the IT leader more
influence with the IT worker in the organization.
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An IT leader needs certain additional skills to compliment the normal
management ones he/she possesses when dealing with those employees wayking a
from the traditional workplace. Some of these include, but not in total, being a mentor,
facilitation skills, delegation skills, good communication and collaboration skiliee of
the most important skills that a successful team leader needs, espeo&iiye/she is a
virtual team leader, is that of being a mentor Kayworth and Leidner (2001/2002). The
mentor role places the leader in both a supervisory and teaching role that if toednp
correctly, will allow the virtual team to fully understand its role and reachuliest
potential. As Glen (2003) pointed out, the team leader needs to foster the persbnality
the team to move towards the “teamwork-collaboration” (Glen, 2003, p. 208) quadrant in
the C2 Skills Framework. This mentoring process provides the leader with tiooiala
success on the virtual team, proving that he/she is concerned with virtual eraployee
training, and their career paths.

However, mentoring the virtual team is but a first step. The IT leader must
integrate those traditional workplace employees with the virtual teany$or-Ta
Cummings (1998) identified the importance of socialization of the IS workers inko wor
group processes. She posits that it “has the potential to direct the enetgesand IS
staff away from defensive behavior and toward effective cooperationloffay
Cummings, 1998, p. 35). Unfortunately, as she described, often the socialization forces
a trial and error period of socialization that possibly can attain a “besicpsaid Taylor-
Cummings, 1998, p. 37) model that can be utilized again. Again, her identification of

almost forcing the formal team building process is unavoidable that ther8ase
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must perform. The integration of the two workforces allows this socialization téitbene
the entire organization and increase productivity.

The Langer article (2001) is a case study that looked at how to bring abogé chan
in a business needing to better integrate IT into the company workplace. das¢he
study described, past research exhibited that IT was a "special grongé(La001, p.

100) apart from the main organization. Ravell had IT integration problems and the
author brought them out in a logical and persuading manner. Langer explained some
everyday concerns that IT workers have with not trusting the non-IT workeescase
study discussed what the past literature spoke of and then laid out the plan, approach,
implementation, and lessons learned from the experience (Langer, 2001).

Langer (2001) also explained how he went about the implementation of the
corrective actions used to put the new plan in place. He identified problems on both sides
and gave open and frank examples of both the successes and failures during the case
study. It supported the discussion Glen (2003) of employees’ abilities. lsanmg#ated
many of the typical fears talked about in Glen's text. He had to obtain buy-ifkéatma
succeed but to build that trust he needed help. His main conclusion is defensible becaus
"the success of the learning organization will depend on the amount of cross-fieniliza
of values and the ability of the community to combine concepts and belief to form new
hybrid cultures" (Langer, 2001, p. 111). Next, this paper will look at how the “armed” IT
leader can deal with special challenges posed by a dispersed workforce.

In Venkatesh’s (1999) article on motivation assisting IT adoption, he dtéine
empirical study to assess user motivation to new technology. He studied the use of
intrinsic motivation as the determining factor and actually used two stodesséss how
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useful intrinsic motivation in training could increase adoption rates of technolagy. H
literature review and discussion of the “Technology Acceptance Model (TAM)”
(Venkatesh, 1999, p. 240) was instrumental in developing the theory behind user
acceptance of new technology.

The authors utilized two empirical surveys to assess motivation. They developed
seven (7) hypotheses surrounding the development of motivation in training for
technology adoption. The two studies centered on the use of a traditional training model
for one study and a game-based training model for the second study. Bothdabsesse
seven hypotheses and then concluded that the empirical results proved that the game-
based results would show “a higher acceptance or adoption of the new systens’by user
(Venkatesh, 1999, p. 253). They concluded therefore that the users acted more favorable
toward the new technology than from the traditional based training format.

Growing IT Trends in Qualitative Research

The last area of emphasis in this study is to provide insight into current tnends i
gualitative research and how it can contribute to information technology resddms
study’s last research question looks at how a qualitative study into technology immovat
and diffusion can give some of the local companies a competitive advantage within thei
business sector while confirming an expansion of information technology te$eamc
guantitative based only to a broadening of the qualitative realm.

Why concentrate on conducting qualitative research in this field? Alavi (1992)
described, "48.8% of total articles researched were empirical astiitle83.4% of those
field studies and 9.1% being case studies" .This dissertation study will be a domnbina
of the two. In the analysis of the information systems articles, Alavilexiad'total of

41

www.manaraa.com



679 articles were looked at with 55% or 376 articles practitioner-oriented'litafiva
research can serve as a fundamental starting point for strategmatifmn systems
planning (SISP). It provides for the practitioner and academic community to Befsas
where competitive advantage might lie for certain organizations and maikessstudy
looks at some practical applications of qualitative research’s effect cirétegic
management process within organizations. A review of the methodology looks at
prevailing research examples of the strengths and weaknesses.

Strategy, as defined, is the pattern or plan that integrates an organizaimn's
goals, policies, and action sequences into a cohesive whole. A well-formulatedystr
helps to marshal and allocate an organization's resources into a unique and vialde pos
based on its relative internal competencies and shortcomings, anticipatedsahahge
environment and contingent moves by intelligent opponents (Mintzberg and Quinn,
1996). Strategic planning takes place in formal settings or in informal ongksiKa
2003). The key is to get the right people together at the right place at themigim the
right frame of mind ready and willing to be frank and open about issues needing
discussion. This parallels Lesson number 4 from Laartz in that utilizationrehtur
assets and resources (people are resources too) are key to coming upwitisalid
infrastructure. As Kaplan (2003) posits, the individuals involved have to be willing to
challenge and learn from one another (Kaplan, 2003) in order for progress to be made

Michael Porter is well known as a researcher in strategy and competitive
advantage and in 1985 first began to discuss the importance of information technology
and how IT was changing the face of corporate organizations. Initially, hellabkee
importance of IT in organizations and developed a framework for analyzing its
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significant impact. IT can give an organization the competitive advantadeviogring
cost, enhancing differentiation, changing the competitive scope and spawning new
business” (Porter, 1985, p. 157-158). Since past and current research methodologies
targeted only those IT areas empirically proven, there was a gap in thatoyeali
research of IT. Both methodologies bring great flexibility to researdhisratea, but as
IT research expands, and especially qualitative research, the moreigelgexa of
strategic IT competitive advantage topic areas lend themselves toeasma the
gualitative methods. As he discusses, companies evaluate IT assets andsdeaive
them competitive advantage (Porter, 1985) over their competition and this strategic
process often vacillates between both quantitative and qualitative resesash a

Research methodology and the analysis it provides both in the intellectual and
practitioner areas must be useful. It must contain that targeted informéiicn gives
the organization the competitive advantage. Porter (1979, 1996) provides the rational
application of the methodologies. Porter (1996) compares strategy as a tool for
management and how he developed a Five Forces Model (Porter, 1979) which showcased
how an industry can affect an organization. In his article, Porter (1996) campare
strategy and operational effectiveness as tool for management in an organi2at
organization must blend the two stances he takes into one concerted strategic plan. The
organization cannot compete if it does not continually assess its competition and seek to
perform better than their rival does.

Porter discusses how trade-offs arise from "limits on coordination and control”
(Porter, 1996, p. 69). The trade-offs the organization uses reflect the curregicstrat
plans. By placing any organization’s IT resources in Porter's FivesModel for
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strategic analysis, many external influences identify themseMashael Porter's

framework (1979) works at the strategic level. He termed the five fatigesy, buyer

power, supplier power, threat of substitutes, and threats to or barriers to entigt, (Por

1979, p. 34) and as the "key to growth-even survival when competing head to head with

competition" (Porter, 1979). By using these five forces to analyze thepetiive

environment, an IT organization or any corporate entity seeking competiemtage

can better compete by understanding the forces behind their competitive masket. A

Zahra discusses, competitive analysis is "the process by which a coatfganpts to

define and understand its industry, identify its competitors, determine strangths

weaknesses of its rivals, and anticipates the rivals' moves" (Zahra, 1993, p. 8).r to orde

implement the strategy of a company or organization, one must scrutinize ariyg tmedi

competitive analysis of any firm's competition. The five forces model botes greatly

to this analysis as it looks to the competition in all of the key areas of the model.
Qualitative research must document current trends and analyzes thahdhsist i

development of competitive advantage by IT organizations over its competition to remai

first in their market. Research by educational organizations and scholttigrars

provide the targeted information that organizations must use to be competitive.

Nevertheless, the research must be timely and accurate for it to be iaén8&fialk

(1988) discusses time as the next key ingredient to facilitate compatithamtage in a

company. He posits that by managing time in three key areas — production, new product

development, and sales and distribution will promote competitive advantage for the

company. The management of time in today's corporate environment, including the
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quick responses from Internet driven web sites, has to remain flexible and be able to
respond quickly (Stalk, 1988).

Thus, the use of qualitative research continues to provide an expansion of IT
research. ldentifying some of the strengths of qualitative resasgtheoretical
knowledge based on “constructivist perspectives, social and historical information, a
uses open-ended collection of data” (Creswell, 2003, p. 18). It will consist usually of
single concept and relates to the study of the context or setting of the patsicipa
(Creswell, 2003). Data gathered and interpreted through qualitative resesmates cr
change or reform (Creswell, 2003). Miles and Huberman (1994) list some $dimaat
good qualitative reports can follow. They are "variable versus case-oriengghrcang
versus contextualizing, analytical versus synthetic, etic versus emeneaitheory
versus process theory"(Miles & Huberman, 1994, p. 301).

Known qualitative research weaknesses are particular topics weak in
generalizability, bias, reliability and validity in data results (Blid&Huberman, 1994).
Weak qualitative analysis can also provide “theory that is very rich in dasailacks the
simplicity of overall perspective” "(Miles & Huberman, 1994, p. 30). Failing to niadée
linkage to previous literature and empirical studies in a good, foundational thaloretic
result weakens the applicability of the qualitative research "(MilekiBerman, 1994).

The remedy for these research weaknesses is diversity in resedihcidsn
Historically, quantitative research in organizational and information technoésggrch
dominated the literature published in research methodology (Podsakoff, 1987).
Podsakoff (1987) reviewed the publication efforts in organizations and concluded that a
hesitancy in the traditional researchers to change their methods to try to padbehod
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new research. Traditional research methods were used repeatedly due widtante
to change" (Podsakoff, 1987) seeking new ways to conduct research.

Diversity in research is simply not reverting to quantitative methodologies as
traditional research demonstrated but rather to diversify into qualitatias asewell.
Robey (1996) discussed diversity in research methodologies is occurring frogh
from the publication outlets looking for a broader topic base. This emphasis hopes to put
IT research on a more level playing field with other disciplines. Robeylstate this
“promise of diversity” (Robey, 1996, p. 403) would strengthen the IT research field due
to not trying to meet other disciplines’ expectations, but to address the incneasibgr
of theoretical and empirical issues facing the IT research arena.

Additionally, Benbasat and Weber (1996) echoed this position also. They
believed diversity in research methodologies justified their claims in teesens. The
three reasons were: "1) a greater diversity, 2) quality of diverse topigscagasing,
especially in the areas of validity, and 3) there is an increase in the useefttkace
disciplines in the information systems/technology research" (Benka&ater, 1996, p.
391-392). This higher expectation of validity in research comes from a tratlitiona
emphasis of empirically based research. Identification of personal beasessdCrossan
describes, reflect that the "researcher's experience, understandin@sdpiml, and
personal beliefs may also have bearing" (Crossan, 2003) on the studied research.

Crossan’s research (2003) identified four areas to consider. They are the
philosophical paradigm and goal of the research, the nature of the phenomenon of
interest, the level and nature of the research questions, and practical ctosglera
related to the research environment (Crossan, 2003). These areas show thahthere is
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battle between methodologies. This battle centers on the positivism and non-positivis
movements. Many researchers in the technology field believe that posisvésm i
guantitative approach to investigating hypotheses (Crossan, 2003). Positivism, as
defined, is "a general law-like statement relating abstract concepisnal and
operational definitions of terms; formal language such as logic or mathsemsdid to
express laws; derivation of hypotheses; relations among variables; astitatati
analysis" (Gartrell, 2002). Onweugbuzie (2002) annotates some past positiviaralrese
and its influence on the quantitative versus qualitative debate.

Historically quantitative researchers love positivism and qualitatiearelers
hate it. It supports the hard empirical evidence, as this researcher natedsntbe
objectively verified (Onweugbuzie, 2002). It depends upon and uses mathematics and
statistical analysis to help to explain and predict outcomes (Onweugbuzie, 2002).
Qualitative analysis does also. Onweugbuzie goes further by showing how developed
research combines this effort and is becoming more dominant in IT researth elff
the 1960's these individuals called themselves pragmatists (Onweugbuzie, 2002) and
based their viewpoints on the necessity of bringing the subjective and objectige view
together empirically (Onweugbuzie, 2002).

Now that this paper identified how qualitative research, despite the known
strengths and weaknesses, can assist in the strategic planning procesganhiaation,
the next section will identify some ways to apply the research. Paduiiteisfull of
examples of how to use these methodologies to obtain and maintain competitive

advantage.
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Developing a focus for IT research will entail a good synthesis by thecksea
to understand not only SISP, but also the strengths and weaknesses of the two
methodologies discussed in this paper. Which method is the correct one to use?
Scandura (Scandura, 2000) discusses a possible framework to begin useful research. He
identified research strategies utilized recently in the information teatmdikeld. They
are "formal theory, sample surveys, lab experiments, field studiesekpkriments, and
computer simulations” (Scandura, 2000).

Two good research articles provide researchers with a good understanding of a
theoretical framework to shape IS strategy. Articles by Hirgtlaeid Sabherwal (2001)
and Chan, Huff, Barclay, and Copeland (1997) articles which went a lot fugther b
providing in depth statistical analysis of the IS alignment and strategyhoritbst
opinion about where additional statistical work and validity for IS strategyakarptace.

Chan, et al.'s (1997) approach to reach their audience was more in tradition with
the scholar-practitioner. They did this by looking at the conceptual linkages by
developing useable survey instruments for measurements. They pointed out that past
research exhibited the linkages but no firm evidence or instruments to help ntkasure
Their concept was to develop a model based on the systems approach that looked at how
IS strategies affected IS effectiveness at the firm level (Chah, 997).

Hirschheim and Sabherwal (2001) developed a qualitative case study of three
firms over a decade and looked at the independent variable of strategic alignrnmestt aga
the dependent variables of IS roles, IS sourcing, and IS structure. Taedadtaudience

was the researchers and theorist, not the practitioners. Their intent wageécheir
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interview questions to help classify where the firm was while developingaras of
strategic alignment (Hirschheim & Sabherwal, 2001).

The answer as to which research methodology might be the best one to use lies in
what Laartz stated in that the research must definitely meet "numbeedide(B long-
term plan) and 4 (make the most of what you have)' (Laartz, Sonderegger, & Vinckier,
2000, pp. 121-125). Ifitis good, sound, has a simple plan with obtainable data, and is
applicable to strategic planning in the organization, mold the methodology to fit.

The question then arises: how best to capture the data gathered in response to the
research. The conceptual framework and the proposed research model wiltricesma
to help document and classify the data responses. Why use matrices? As Chan (2000)
discusses, "despite the call for hard measures of economic impact, the \alneagf
not be fully understood without incorporating, at some point, qualitative, individual, and
group-level measures" (Chan, 2000, p. 228-229). This move towards qualitative research
in information technology demonstrates the need for tools such as the matrix format. The
matrix will enable this researcher to meticulously document and recordedatts in an
organized manner that will identify conclusions in a ready format. Her éedy®aled
the concentration of research differences and their implications on information
technology research. She also discussed some future research implicatons for
researcher to be aware of such as the use of reference disciplines and the need to be
aware of pre-research assumptions, beliefs and paradigms (Chan, 2000). Podsakoff
(1987) helped provide methods utilized in research publications and showing where
emphasis in knowledge creation is going. Analysis shows information technology
research becoming more of a mature field and that the future of informathmo kegy
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research must be in areas that are audacious in scope and seeking publicatsothaiutiet
reflect these new fields. The two types of matrices the dissertaiil use are a role-
oriented data display matrix and a partially ordered cross display ridtles &
Huberman, 1994).

Miles and Huberman's discussion of the "role-oriented” matrix (Miles &
Huberman, 1994, p. 122) was the closest model accurately reflecting how to record
observations from the research documenting the complex influence economic
development plays in west central Georgia. The matrix can determine hovlaetmr's
role" in the setting — in this case their role in assessing, determining, hrehaifg
information technology plays in economic development (Miles & Huberman, 1994). The
reason for using a "role-oriented matrix" (Miles & Huberman, 1994, p. 122¢abe
this researcher believes it more accurately reflects the @dissertopic pertaining to the
impact of information technology on economic development in west central Georgia.
This matrix reflects the key players (participants) and their influefibe participants
here are directly involved in the decisions and application of information technalogy i
the region.

The most challenging aspect of developing this data display was deciding how
important the measurement questions were to supporting the research questions.
Reflection on the importance of each participant's role (University, Gatg/®ublic,
Private Businesses, and Economic Development Entities) determined theenaent
guestions needed to be in the matrix for the initial inclusion of data gatheringkeyhe
here was determining how to include only those role's that influence theodedise
dissertation will look at (Miles & Huberman, 1994, p. 123).
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The next type of matrix this researcher will use to document the dataeghther
the research is a partially ordered cross display. Partially ordes@dydi are used when
the researcher is trying to explain what the general setting of tteeglese like and
partially orders the results on a case-by-case analysis for furtrespection and
analysis (Miles & Huberman, 1994). Case-ordered displays are effectisdotmaluse
they look at individual cases but place them in a rigid order to best analyze therh agains
certain prevalent variables (Miles & Huberman, 1994). This researcher &xpect
individual cases to help explain the general setting of the research questions. The best
format for this would be a matrix based on the measurement questions from the
dissertation topic.

Research literature has demonstrated that qualitative research aulld w
probably be one of mixed between case-oriented and variable strategy&Miles
Huberman, 1994). This allows for any adjustments needed in qualitative anatysis a
could even swing the case-display one way or the other based on how the similar case
findings dictate themselves. The partially ordered display would provideeavalid
representation of the individual cases by not limiting them. It would also add to the
ability of the dissertation to add to its generalizability in its findings€M& Huberman,
1994). The strategy is to increase generalizability of the findimgi$castudy "what is"
(Huberman & Miles, 2002, p. 180). By using cross-case analysis in the liteetige,r
this researcher will seek to find similar variables and results to thextissn topic.
Cross-case analysis of qualitative research is to "enhance geaigtéyi and deepen
understanding and explanation”(Miles & Huberman, 1994, p. 173). By attempting to
increase the generalizability of the topic, this researcher hopes tasedhe validity of
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the findings. The plan is to research and analyze what the impact is, not whibét wil
That area lends itself to further research.

This researcher decided to use a case study design methodology approasé beca
as Yin points out, a case study is "an empirical inquiry that investigategegporary
phenomenon within its real-life context, especially when the boundaries between
phenomenon and context are not clearly evident” (Yin, 1994, p. 13). The contemporary
phenomenon in this instance is the impact or lack of impact that information technology
plays in economic development in west central Georgia — a combination of rural and
urban economies. As Yin (1994) describes in his book, the design of research is to have
a "logical plan for getting from here to there" (Yin, 1994, p. 20). He gives four reasons to
do the research. They are "what questions to study, what data are relevadgteviat
collect, and how to analyze the results” (Yin, 1994, p. 21 and Philliber, Schwab, &
Samsloss, 1980).

They are as follows:

1. questions dealing with technological impact on economic development (what
to study)

2. data showing increases or decreases in development due to technology (what
data are relevant)

3. answers to interviews and small quantitative supporting statistics based on the
interviews (what data to collect)

4. writing a good report showing how the data relates to the research questions
(how to analyze the results)

The rationale that the case is "representative or typical” (Yin, 1994, p. 41) is the one

that fits this dissertation best. The objective is to obtain all the reasodstanithat
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contribute to the impact information technology has on a particular businessiorstitut
economic development. The single case study design works best in this case.
Assessment of Current Literature

There are many examples in the literature that provide critical sua@etors in
information technology. Some are documented in past studies and others are implied.
Although this review has examined not only critical success factors, othezsstadne
diffusion and innovation of technology and IT motivational methods have not been
reviewed in depth in their application and influence in the strategic success of
organizations. Much of the research documents some traditional factors yetagees le
room for the assessment of additional ones. Qualitative research into the arfalysis
some other factors can add to their importance for the organizations. The findings of
present literature review will assist this study in perhaps providing thesioec of
additional critical success factors by identifying and assessing iiy@ariance within

information technology planning and importance.
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CHAPTER 3. METHODOLOGY

The purpose of this study is to examine some organizational information
technology (IT) critical success factors and their impact on econowetogenent on
west central Georgia. Because of the prior research, this reseaiitlkdevelop research
guestions centered on roles for Columbus State University and local public and private
entities in the practical application of information technology by assistiagomic
development within the region. This study intends to illustrate recent sesréa
technology utilization in the west central Georgia area.

Research questions

As Cooper and Schindler (2003) discuss, research conducted should have a
purpose or direction to it. To better develop that purpose and narrow the scope, Cooper
and Schindler developed a research question hierarchy containing six hasiclstey
include the management dilemma, the management question, development of several
research questions, and development of investigative questions for support, development
of measurement questions to help validate findings, and management decision dn researc
findings (Cooper & Schindler, p. 66). This hierarchy is a good developmental systematic
walk-through to help develop a research topic.

The management hierarchy provides the framework for the following rasearc

guestions:

1. What are the strategic information system critical success factors
companies use for their strategic plan to assist in facilitating economic
growth in west central Georgia (Laartz et al, 2000) (Sabherwal & Chan,
2001)? (Research Question 1)
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2. How do local companies take advantage of corporate innovation and
technology transfer success factors (Jeffery, 2004)? (Research Question 2)

3. What success factors of motivating the technology worker do the local
companies utilize to keep turnover rate low in the organizations?
(Research Question 3)

4. How technology innovation and the diffusion of innovation give these
companies competitive advantage within their business sector? (Peffers &
Saarinen, 2002) (Research Question 4)

Phase 2 of the methodology consists of the Administrative, Target, and
Classification questions (Cooper & Schindler, 2003) which will provide a narromes fo
for the case study research. These qualitative questions are part of the)lgjgins
identified in Phase 2 (Cooper & Schindler, 2003). The answers will provide some basis
for the more open-ended interview questions asked of the respondents.

Research Design

The research approach chosen for this dissertation study utilized a cgse stud
methodology of qualitative analysis. The literature review provides compasaitcess
factors in technology companies of similar organizations. Upon idetibficaf some of
these factors, this research intends to structure interview questions andstngces
follow on possible quantitative research to collect any additional data nizedelbcal
companies. Since this phase of data collection will be sequential, there wiEfirs
gualitative interviews. These interviews will be the basis for determanggeed for

follow on quantitative questions.
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Prior to the issuance of the qualitative interviews, this researcher expdave
an outside validation of the interview responses conducted to remove this researcher's
bias in the responses. The qualitative survey instrument will be used toesttielat
research questions in this study. The main research questions will provide msight i
how the participating companies use information technology and whetheréhaging
critical success factors that assist in promoting economic developmerstutiyenill
analyze the technology impact in a number of local communities and governmental
entities. By providing measure of these variables, the researcher elsstatidity and
ethical questions in study results. Ethics and the ethical research stawtahdsted are
increasingly becoming important factors in research of any kind (Rosnow, 1997 and APA
Ethics, 2003). Rosnow explains (1997, p. 347) how "the new researcher must have a
forward-looking orientation that can anticipate ethical and technicalictsntnd
constructive, problem-solving approaches when confronted with obstacles and
dilemmas".

Sample

The target population for this study consists of all non-agricultural publict@riva
and non-profit organizations in the west central Georgia area. The intent ¢fitlyisss
to generalize the results of the participants to reflect the region.

The type of sampling plan this study uses is a purposeful sample which will
provide a more in-depth understanding of any local IT critical successdadthe
relevant population for this study will be a representative cross sectiasiobbses
representing both manufacturing and service providers in the Columbus, Georgia and
west central Georgia metropolitan statistical area (MSA). Thisigagion for this
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sampling of organizations mirrors the state of Georgia department of laboryndust
breakdown for the area (Columbus MSA, 2007).

These participating organizations come from two main non-agriculturiarsen
the west central Georgia area. The sectors were chosen to refled-aemtien
reflective of the Georgia Department of Labor’s Columbus, Georgia MSA non-
agricultural employment statistics (Columbus MSA, 2007). In the manufagsector,
organizations were broken down into durable manufacturing and non-durable
manufacturing companies. In the service sector, the breakdown resulted inudeven s
sectors to include financial sector, banking, commercial, business seavidesgdical
services, governmental and other services.

This researcher will be the individual to initiate contact for all interviehvsill
begin with a letter to the appropriate leadership within the sampled organizattbes i
area that have a dominant IT infrastructure. Contact will be followed up withatont
through a combination of telephone and in person contacts in order to set up the in-person
interviews. During the conduct of the interview, each interview will be tapededo
with notes annotated on the interview instrument.

Setting

The interview questions are ones to ask in a relaxed organizationaj sath
participants from various economic development and public-private organizations.
Organizations selected accurately reflect the industry types thgi@&mpartment of
Labor’s breakdown of nonagricultural industries for the Columbus, Georgia Metropolita
Statistical Area (MSA). There are no perceived risks to participanl®iexecution of
this study. Participants are asked to respond to a series of interview questiogis on
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organization. Risks are considered minimal. Each participant’s organizatidravell
access to the resulting data and analysis for their own planning and stpatggses for
use with their information technology strategic planning. There will be nctdire
compensation, inducements, or rewards for participation in this case study.
Instrumentation

The instrument will be developed and validated for this study. It will originat
from the development of the research questions and contain a series of open-ended
guestions that directly address each of the four main research questionsitlong w
supporting sub-research questions. It will contain some measurement questions
supporting the research questions that are purposely for administrativentpaget
qualification of the participants and for the support of the validity of the résearc
instrument. The instrument will be personally administered by thiangss conducting
recorded interviews. Since it will be an originally developed instrument) tbev
validated with a pilot test interview from a randomly selected sampldu gfdpulation.

Prior to the issuance of the qualitative interviews, this researcher expdéetve
an outside validation of the interview responses conducted to remove this researcher's
bias in the responses. The qualitative survey instrument will be used to vélelate t
research questions in this study.

The following are questions utilized in the interviews:

1. Are you a technology company? Ans: Y/N
2. Are you capable of assisting with economic development? Ans: Y/N
3. Which economic sector has the most need for improvement —

manufacturing or service? (Open-Ended/Frequency Analysis)

58

www.manaraa.com



10.

11.

What are the strategic information system planning factors your company
used in their strategic plan that you believe assisted in facilitating
economic growth in west central Georgia? (Research Question) (Open-
Ended/Frequency Analysis)

How do your information systems provide competitive advantage? (Open-
Ended/Frequency Analysis)

Is your information systems strategy aligned with business perfoefan
Ans: Y/N

What do you think needs to be in place for our local economy to shift from
a manufacturing to a service/technology economy? (Open-
Ended/Frequency Analysis)

How does your company take advantage of corporate innovation and
technology transfer success factors? (Research Question) (Open-
Ended/Frequency Analysis)

What factors do you think local higher education institutions play in
supporting the training of new technology employees? (Open-
Ended/Frequency Analysis)

Do you believe if funding opportunities were available for educational
institutions in the development of new curriculum development in support
of this regional effort that your company might utilize local educational
institutions more? Ans: Y/N

Do you know of any of these funding opportunities? (Open-
Ended/Frequency Analysis)
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12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

Does your company perform any analysis identifying under strength
technology sectors? Ans: Y/N

What steps do you think Columbus State University has accomplished to
help in this effort if any? (Open-Ended/Frequency Analysis)

What success factors for motivating your technology workers do you
utilize to keep turnover rate low in the organizations? (Open-
Ended/Frequency Analysis)

What particular motivational method(s) do(does) your company utilize?
(Open-Ended/Frequency Analysis)

Are these motivational method factors limited to management or include
regular hour technology workers? (Open-Ended/Frequency Analysis)

Are there identifiable IT leader skills replicated in your compamg A

Y/N

Do you think innovation and the adoption process provide your company
with competitive advantage? Ans: Y/N

Can you elaborate on how technology innovation and the diffusion of
innovation give your company competitive advantage within their
business sector? (Research Question) (Open-Ended/Frequency Analysis)
Do you think IT adoption provides value? Ans: Y/N

Which technology areas do the regional companies believe affect them the

most? (Open-Ended/Frequency Analysis)
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22. If you are able to provide it, what would you estimate is the amount of
technology investment your company budgets for on an annual basis?
(Open-Ended/Frequency Analysis)

23. Do you think that information technology is growing in the west central
Georgia area? Ans; Y/N

Data Collection

This proposal involves the issuance of two data collection instruments. It will be
a pilot interview to validate the open-ended interview questions (qualitative Phase
Since the management hierarchy helped to determine Phase 1, the research and
measurement questions are below:

Phase 2 will consist of the Administrative, Target, and Classification questions
(Cooper & Schindler, 2003) which will provide a narrower focus for the case study
research. These qualitative questions are part of the Target QuestioriedlanBhase
2 (Cooper & Schindler, 2003). The answers will provide some basis for the more open-
ended interview questions asked of the respondents. Participants will be personally
interviewed using the research instrument. Results will be tape recordedpomuses
taken on the individual research instrument. It is expected to take between 30 and 45
minutes between each participant.

Each participant in this case study, will be be asked to participate in anewter
conducted by the researcher. The interview will be audio taped for notes and also consist
of a research instrument. The interview will be scheduled at their convenrehedla
be conducted at a location selected by the participant. Each particiddre aliowed to
choose to conduct the interview at their place of work.
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The results and information from the interview will be transcribed verbatitheby
researcher. The participants will be sent a copy of the transcript franmteeview to
review and confirm its accuracy. If any additional feedback is not providedyithae
considered consent and agreement with the transcribed transcript by thpgo#trtici

In order to maintain the confidentiality of the data, only the Capella sgar
and his research supervisor will have access to the research data. Appropriate
precautions will be taken at all phases of the case study to protecipaaittprivacy and
to maintain the confidentiality of the data obtained. These precautions willtaoinsis
codes to hide the true identity of the participant. All identifying informatidinbei
removed from the data in the electronic and paper formats. Copies of ptnadlibe
kept and maintained electronically on digital media and in paper format in organized,
locked file folders. All identifying information will be removed from the saved
transcripts. Once the case study is complete, the digital media andrgapaation will
be kept under lock and key secured in the researcher’s location for a minimum of seven
years. No original uncoded data will be released to any other party, exeept t
researcher’s supervisor, for any reason without participant prior wratesenot.

Data Analysis

To develop a data display and analysis strategy for the research topic, ¢émé curr
plan is to use open-ended coding (Cooper, 2003) for the qualitative interview questions
due to its flexibility and usefulness to help assess and narrow down topics askgd duri
the interview stage. Using content analysis (Cooper, 2003) this researciseioplae
thematic schemes to identify and narrow topics. In the identified resspagstions,
there are currently 13 open-ended measurement questions needed to assist imgevelopi
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the final sampling plan. These will be open-ended questions with frequency sinalysi
developed on each determining the final survey instrument questions.

The final survey instrument questions, based on the qualitative interview
guestions will also have some yes or no single response scale questions basiad on i
measurement questions developing from the research questions. The survegimistrum
issued to entities within the region will concern economic development and infammati
technology issues.

The data coding for display will be as follows:

1. Interview questions — open-ended with a frequency analysis performed on the top
five response categories with a sixtff)6ne place in for "No Response". There

are 13 interview questions directly supporting the research questions and 10

classification interview questions.

2. Final Instrument
a. Thirteen (13) open-ended questions measured with frequency analysis.
The top five responses will be categorized.
b. Ten (10) true/false response questions. They will be coded as follows:
i. True—1
ii. False-2

This researcher will utilize SPSS to analyze the primary data gdthed for any
secondary literature review data needing to be validated. Open coding suctriaedes
by Corbin & Strauss (1990) will provide qualitative data that lends itself to the
interpretation of data rather than the summarizing of it. This open coding wilidialc
to the narrowing and focusing of final survey instrument questions.

The strategy for the initial qualitative research interview codinigbeiin
alignment with Robson (2002) consisting of an editing approach which will give the
flexibility to interpret the results and then narrowly focus follow-on questamithe

final survey instrument. The plan is to assign variables within SPSS anal assig
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ascending codes to them to allow SPSS to assist in determining the isg@hses from
the qualitative portion of the research. However, the time between the anaty&s of
gualitative response data and the issuance of the final survey instrument wiltiaéto
providing valid results. Mitchell's research (Mitchell, 2001) reflects tHeante time
has on individual research and the alteration of the dependent and independent variables.
How time is treated during the planning and execution of the research cahailcte
reflect whether "theoretical propositions are confirmed or disconfirmiéicCiell, 2001).

The time dimension for the topic is currently set for six months. Finally, the
research environment (Cooper, 2003, p. 150) will occur under actual environmental
conditions in the field (locations of the participants). It is the intent to userakmuly
data analysis (Cooper, 2003, p. 486) to give graphical displays, charts and matrices
depicting the data results.

Validity and Reliability

Expectations of bias and elimination of bias in qualitative research must be
considered. This expectation bases itself on experience working with madeyeoftities
involved that will be participants in the research study. To overcome this tebézsc
this researcher plans to have an unbiased external source also enter da¢a ¢alec
the qualitative interviews. If there is a conflict between this reseé&sduling and the
unbiased external source, then a third external source will be asked to entes the dat
order to remove any discrepancy. Then this researcher will compars takatt from
both. This action will eliminate any threats to the credibility and validithef
gualitative portion of the study. The defining item will be a decision point at which to
stop and allowing the initial coding scheme to keep responses within the timeline of the
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research. However, to reduce the questions of research bias and any valielétytrgs
study needs to address a verification strategy, ethical issues el@extether issues
expected to arise during the research.
Miles and Huberman (1994) and Katz (1983) addressed the need for the "four Rs

of representativeness, reactivity, reliability, and replicabilibfllés & Huberman, 1994,
p. 262) when it came to preparing for a verification strategy in qualitaseareh. Each
of these critical areas examines bias and removes as many validatiomgrbbia
research. The following areas will become part of this dissertationceéioh strategy:

1. checking for representativeness

2. checking for researcher effects

3. triangulating

4. weighting the evidence

5. checking the meaning of outliers

6. making If-Then tests

7. getting feedback from informants

These techniques will help to reduce and in some instances remove validation
errors on this researcher's behalf. Two very real limitations when dealingakdation
of research are as Miles and Huberman (1994) point out as "elite bias and goirig native
(Miles & Huberman, 1994, p. 263). This researcher works at a regional university a
contributes to the economic development efforts in the region. Eliminating bias and

increasing validity are key issues to approach in this dissertation.
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In checking for representativeness, this researcher must ensure theriappr
economic development entities and businesses and public entities are the appropriate
targeted respondents for the interview and survey instruments. If conducted properly,
then the responses will be valid and representative. In checking for hesezffects,
this geographic area provides the most fragile of influencing efforts. ikks &hd
Huberman (1994) allude to, the easiest effect here is the influence thateths effthe
research will have on the researcher. This researcher cannot let findingisca the
analysis at all positively or negatively in the course of the writing ofebtearch
findings. Combating this influence will take precedence over other effofte in t
verification strategy.

Triangulating efforts by this researcher will focus on the additioreabtis
interviewers in the pilot interview questions and with the parallel coding of resptms
guestions to ensure validation of the research. Certain economic developme# entiti
might need adjusting in the analysis of their responses due to some critbrés suc
money, time, and business conditions.

As in the development of conclusions, checking the meaning of outliers allows for
the identification of those anomalies in the research findings that say, Hitelp, t
abnormal, look at me!" When identified, they will probably point to one of two things.
Either the data gathering was inaccurate, or the measurement quiestitthchange.
These findings could define themselves if placed in an "If-Then test" (Kliles
Huberman, 1994). This test could show how the relationship is either positive or
negative based on the variable or hypotheses looked at. The final technique that will
provide validation for the research will of course be getting feedback from afidsm
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(Miles & Huberman, 1994). This researcher expects to develop a possible pogt-surve
instrument to submit to a sample of the research population that seemed positive in the
participatative effort. Since the participants will be part of the relsgtrey will have
their own opinions as to whether the research effort was useful and targeted
appropriately. Next, some additional limitations become apparent.
Ethical Considerations

Ethics and the ethical research standards conducted are increasingly becoming
important factors in research of any kind (Rosnow, 1997 and APA Ethics, 2003).
Rosnow explains (1997, p. 347) how "the new researcher must have a forward-looking
orientation that can anticipate ethical and technical conflicts, and consrymtoblem-
solving approaches when confronted with obstacles and dilemmas”. CreswaN€[Cre
1997) identifies four areas that a qualitative researcher should be aware.refhey a

1. protecting the anonymity of the informants

N

. disclosing (or not) the purpose of the research
3. deciding whether (or how) to use information "shared off the record" in an
interview in a case study
4. determining whether the researcher should share personal experieeses{Cr

1997, p. 132)

Each of theses four areas are concerned with current ethical issues déhling
gualitative research. The American Psychological Association suppoksaiteas and is
critical to proper development and validation of research in many areas. afbasean
reflect the attitude of the research and yet protect the anonymity of tlogppaits
(Creswell, 1997). This dissertation is a practical one that will identipsatet all
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entities participating in the research can use in furthering economic pezioin the
area. If one entity benefits from the research, all businesses and datteit.

However, the qualitative instrument must not forget about other issues, features, and
failings of the research.

This qualitative dissertation must address key ethical issues. They &neness
of the project, informed consent, benefits and costs and reciprocity, honesty and trust,
privacy, research integrity and quality, ownership of data results, and usalts re
(Miles & Huberman, 1994). To ensure ethical treatment of the research topic and the
gathered data, independent consideration is required.

A gualitative study followed the case study methodology that provided aireeas
of these variables permitted the researcher the ability to distandiywahd ethical
guestions in study results. Ethics and the ethical research standards con@ucted ar
increasingly becoming important factors in research of any kind (Rosnow, 1997 and APA
Ethics, 2003). Rosnow explains (1997, p. 347) how "the new researcher must have a
forward-looking orientation that anticipates ethical and technical canfaoid
constructive, problem-solving approaches when confronted with obstacles and
dilemmas".

Additionally, when interviewing participants, areas of confidentiality, pyaacd
anonymity of data are concerns for both the researcher and for the participaists
researcher will be the sole possessor of data collected and will maintain the
confidentiality of the data under lock and key in the researcher's officein@rig
participant responses, recordings and transcribed data will be stored undeaseesse
for a minimal period of seven (7) years and then destroyed. All digitized respore
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coding will be password encrypted. Only this researcher, this dissertatrionittee, and
Capella University will have access to this research data. Each pattaifide
assigned a control number that only this research will know which control number is
assigned to which organization. The control number document will be password
encrypted and kept in a controlled file under lock and key. By taking these
aforementioned measures this study will reduce and possibly eliminavalaty,

reliability and ethical problem issues.
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CHAPTER 4. DATA COLLECTION AND ANALYSIS
Introduction

Organizations are increasingly utilizing information technology in their
organizational strategic planning. This case study examined how some orgasizat
utilize information technology (IT) critical success factors while atlier not realize
their use and impact on organizations and thus impact on economic developmerit in Wes
Central Georgia. As the organizations were interviewed, an assessrtieat of
understanding of under strength technology sectors was gained. Understandivg that t
organizations utilize these critical success factors in their strgigining shows the
increasing dependency and planning on the use of information technology to gain a
competitive advantage in the marketplace. In the West Central Georgjidhere
increasing expansion of small and larger organizations that rely on theiog@mogation
technology affects the local economy and helps promote economic development in the
region. This research explains how each participant utilizes the fatttrategic
planning and where applicable, how utilizing the success factors assists new
organizations that move into the area. Leaders in local organizations must umtgrsta
importance of strategic information technology planning. They must also undetstand i
impact to not only the organization but also other ones in the region.

This study investigates four main areas in the research. The first agesealss
identified strategic information technology planning factors. The secondnésesiudy
looked at was whether there have been any intrinsic motivational methods usssittto as
the new technology workers in this changing economy. Do some of the local
organizations follow some of the current research concerning intrinsic namiwdthe
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information technology (IT) worker? The third area this study researcagdow
discover if some of those critical IT success factors are instrumental onzatganal
strategic planning. The fourth area identified the importance of the groneimdyin
qualitative research within the information technology field.

Chapter 4 is divided in two parts for the presentation and analysis of the data.
First, the interview instrument explained how the process was developed andridsted a
how the participants were located and interviewed. Following this is a detailed
explanation of the thematic findings that supported the research questions.

This research study targeted those responsible individuals in the organizations,
which are the key knowledge holders for IT impact within their organizations. It hoped t
answer whether there was any identification of IT critical sudeessrs in west central
Georgia in order to affect economic growth. Since current regional econodic a
technology partnerships are striving to strengthen the economic future egibe, ithis
current analysis of critical success factors will assist in futwreside making where
applicable. In this study, the focus will be in identifying those informatioicairit
success factors in the organizations that will possibly answer the reseastions. The
research questions explored four main areas:

1. What are the strategic information system planning factors compangefsrus
their strategic plan to assist in facilitating economic growth in westatentr
Georgia?
2. How can local companies take advantage of corporate innovation and technology

transfer success factors?
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3. What success factors of motivating the technology worker do the local cospanie
utilize to keep turnover rate low in the organizations?

4. How can qualitative research into technology innovation and the diffusion of
innovation give these companies competitive advantage within their business
sector?

Pilot Study

A pilot study tested and evaluated the interview instrument (Appendix B). A pilot
participant from a local information technology organization volunteered tad estiss
research. After explaining the purpose of the case study and the protocol for the
interview, the individual and this researcher conducted the interview. It took
approximately 45 minutes to complete the questions and answering process to include the
recording of the respondent’s answers on the answer sheet (Appendix B). The pilot
participant discussed how the layout of the interview question flow seemed kgjcal
supported the study’s purpose. This researcher explained questions four, eight, fourteen,
and nineteen to the participant prior to his answering them. These particular questions
support the four research questions for the case study.

A short discussion followed the end of the interview where the pilot participant
supported the need for this transitional explanation of the next phase of questions. This
transitional phase in the pilot interview was a key interview technique theteallthis
researcher to remain impartial in the respondent’s answers. The pilojppattagreed.

The pilot participant was worried that a negative or “no” answer for negtaestions
would invalidate the study and not help this study. During the pilot interview, this
researcher explained at the time for the pilot respondent to just go ahead and respond, as
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best as possible and explanation of the question would follow. This comment prevented
any bias from entering the responses. Afterwards during the discussion,ghrshies
explained the case study goal was to find out if a negative response was dominant and
addressable. The pilot respondent then fully understood. He recommended that if later
respondents asked the same questions with a negative answer that this resspaher

in a like manner to keep from influencing them. This researcher agreed to hatept t
input.

The pilot participant also agreed that the open-ended interview questions
(questions 3-5, 7-9, 11, 13-16, 19, 21-22) did require further open-ended answers to
explain the uniqueness of his organization’s application of information technology. The
pilot participant did provide additional feedback on question number 22, which addresses
the amount of organizational information technology investment. He suggested that it
might be difficult to get all participants to agree to answer that questiorralDvee
pilot participant felt comfortable answering all of the questions and felohsnents
contributed to the instrument’s validation.

Locating Participants

In this research, thirty five west central Georgia organizationsimgabe seven
industry sector criteria were contacted to participate in the case stlidygéuhizations
are physically within the Columbus MSA and are currently in full operation. THe tota
number of organizations agreeing to participate in the cases study was #23lvélie
interview time period for the organizations took two months. The targeted population for
the research consisted of all non-agricultural public private and non-profit zagans
in west central Georgia with the intent to be able to generalize resultgsdirhe cross
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section of businesses represented both manufacturing and service providers in the
metropolitan statistical area (MSA) and mirrored the state of Georgatdeent of labor
industry breakdown for the area (Columbus MSA, 2007). In the manufacturing sector,
organizations were broken down into durable manufacturing and non-durable
manufacturing companies. In the service sector, the breakdown resulted indeven s
sectors to include financial sector, banking, commercial, business seavidesgdical
services, governmental and other services.

Initial contact by this researcher was a telephone call to the resgonsibl
individuals in the organization to set up initial interview times and locations. Afte
agreeing upon an appointment time, this researcher was the responsible parduti c
the in person interview. Since the initial plan was to tape record the participants
responses to the interview questions, all participants declined to use the tagerrecor
This action eliminated the need for a second coder however the individual stidchgsis
the entering of the data results. Each participant received a set akwtguestions, the
informed consent, and an answer sheet corresponding to the interview questions. Since
each participant possessed an informed consent document, this researcheddtscusse
with them to ensure the confidentiality and safekeeping of their responses. All
participants elected to sign the informed consent. Next, each participant was to
determine a random number of their choosing between one (1) and thirty-five (35) in
order to assign a number to their response form and question instrument. This is the only
identification those instruments have on them to ensure anonymity for thepaautisci
The number selected by the participant was logged on a master participant list to be
retained by this researcher separate from the response files foo@gfeseven (7) years.
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The protocol called for the conducting of the interviews with the responsible
parties at their organization responsible for input in information technology planning and
assistance for the organizational strategic planning. This researiduwed¢hese
participants because they met the criteria of working in that particulaogitiqm, had
the organizational experience to answer strategic questions, and understoaddbyie str
organizational goals for their respective organizations. These individuals did not have
specific responsibility for approving/disapproving external economictasse coming
from the organization rather did they understand the impact that information technology
played in their strategic planning and its role in making their organization congeti
The interview questions were set up to identify whether the organization was a
technology company or not, and then to assess any critical success factuls/itieals
associated with their company.

Interview approach

Upon arriving at the appointed interview, each participant received an exgtanat
of the case study propositions and then each one signed the Informed Consent. Next, each
participant selected the random number to associate with his or her responses for
cataloging of the information and responses while maintaining anonymitg. Onc
complete, the response form (Appendix B), annotated with the random number, the
interview began. While answering each question, respondents had the opportunity to
explain their answers after annotating the response form. Appendix C contains a
generically identified listing of the participants categorized lbyise industry sector.

Based upon the feedback from the pilot interview participant, it was expectedfemse
if any of the participants desiring to be tape-recorded during the inteidimmever, all
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were given the opportunity to do so and consent to do so was addressed in the informed
consent document they signed.
Breakdown of the Instrument

The interview instrument begins with two identification questions of whether the
organization is a technology company and then whether the company is capable of
assisting in providing economic development assistance. As companies in weast cent
Georgia become more dependent on strategic IT planning, some play a larger role i
assisting economic development than other organizations do. The first two questions
only help identify whether this is a strategic objective for them. In pamtjquastion 1
relates directly to question number 12 and assists in determining whether frengom
can or does technology sector analysis in the scope of their business processes.
Questions five through seven support research question one (Interview question # 4) as to
the identification and annotation of strategic IT critical successractQuestions nine to
thirteen support research question number two (Interview question # 8), in addressing
factors pertaining to corporate innovation and technology transfer. Questiees fd
seventeen support research question number three (Interview question # 14). They help
to assess whether the organization uses any motivational success fabtatsmwith
their technology employees. Finally, questions twenty to twenty-three suppesirch
guestion number 4 (Interview question # 19) in assessing whether the participant’s
organization demonstrates the innovation and diffusion of technology in order to gain a

competitive advantage within its business sector.
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Demographics of the Participants

Table 1 below displays the organizational demographics of the participating

companies. The generic company identifier protects the company’s corditgn{rhe

next column in the table shows the particular type of job position type the employee

interviewed holds. The third column designates whether the company is a technology

company and the final column displays the company’s industry sector. Of thetedntac

companies for this study, all twelve respondents were responsible for thtgst

planning teams.

Table 1

Respondent organizational demographics

Company Employee Type Tech Company Industry Sector
Company A  Executive Dir No Government
Company C CIO No Government
Company D IT Manager No Financial Services
Company E CIO No Government
Company F IT Manager No Medical Services
Company G IT Manager No Non-Durable Mfg
Company H IT Manager No Financial Services
Company | VPIT No Other Service
Company J IT Manager No Medical Services
Company L IT Manager No Retail
Company M IT Manager No Business Services
Company N IT Manager No Medical Services
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Conducting Interviews

During the conduct of the interviews, each participant selected an interview
location. Of the fourteen respondents, two chose to conduct the interview in their
company’s conference room to avoid any interruption. Two other respondents chose to
take the instrument back to their office and conduct the interview over the phone due to
scheduling conflict. These two participants then conducted the interview question by
guestion over the phone replicating the procedure used during the other face-to-face
interviews. The conduct of the interviews took place during the normal workweek and
during both this researcher and the respondent’s normal workday. Having only met four
of the participants prior to the interview, it was the consensus of the partidipainésch
felt relaxed, comfortable and willing to participate without any resemst The other
twenty-one identified non-participants would not provide a definitive reason asrto the
choice to not to participate. As estimated during the pilot interview, all but ohe of t
interviews lasted approximately 45 minutes with the one interview goialdjlzolur in
length.

Research Questions and Participant’s Answers

Content analysis, as described by Cooper and Schindler (2003) utilizes themati
schemes to identify and narrow topics. In the identified research questioh3,dpen-
ended measurement questions needed to assist in developing the analysis of the
participant’s responses. SPSS will assist in coding for the open-endedses to help
identify statistical evidence of the themes. This section will summeaizie of the
participant’s responses as they pertain to the four main research questiafja Ne
discussion of common themes either supporting or not supporting the study’s research
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guestions follows. A generic letter assigned to protect response corditenéiplaced

each organization’s name. A target sample of participating organizationsandoamly
assigned company letters prior to the conducting of the interviews so tieeastgtters
remained with those who responded and any gaps in alphabetical order remained in orde
to maintain integrity of the responses.

Company A

Company A’s participant is the Executive IT Director for his governmental
organization. This person has been in the position just two years with his firss year a
Interim Executive Director. He was promoted from within the organization and éas be
instrumental in the strategic IT planning for the entire company for shéva years.

The organization is not a technology company but technology is a strategiin dsae
they do train technology workers and managers in different training progréimey are
a vital regional player in economic development and assist the local govermaent a
economic development agencies in recruitment and retention of existing besiness
Their emphasis in IT training and support covers both the service and manugacturin
sectors of the region.

Strategic IT Critical Success Factor§he most important strategic CSF for this
organization is the strategic assessment and commitment to IT supporuatadris for
the organization. It covers day-to-day operations, web development, staff traimihg
training support. It has a somewhat reasonable size staff that is broken down to
functionally support these strategic areas. He believes that their coemhib assessing
IT needs gives the organization the competitive advantage in their induttry rest
only within their state, but regionally also.

79

www.manaraa.com



Corporate Innovation and Technology Transféne of their most important IT
CSFs for the organization is their commitment to remaining innovative in their
technology support. They have a small section of their IT organization that ctiptinua
looks at new and innovative technologies while continuing to support day-to-day
activities. He feels that this is one of their greatest organizational tstsenghat the
organization has a dedicated end user/staff training section dedicated toemployees
know how to use the new technology and can further enhance their IT abilities. He truly
believes that the higher educational institutions are key and vital role playbes i
training of new employees for the regional companies.

Motivational IT Success Factord.he main IT CSF that the organization utilizes
for motivating and retaining their employees are with professional devetdmiasses.
They are constantly providing and budgeting for sending IT employees to industr
classes to increase their levels of expertise. In fact, they are erexbtwaue leaders in
their specialty and are even encouraged to go present at regional industrgramse
He feels that these intrinsic motivational tools are the key to his high retestésn r
Since his organization is a governmental one, they cannot give additional pederma
bonuses but do give annual raises based on performance. However, employees are given
credit for and publicly recognized throughout the organization when they are ré$ponsi
for developing and implementing new technology that adds value to the organization.

Innovation and the Diffusion of Technologyle states that IT innovation is key
and vital to his organization’s ability to remain competitive in the marketpkdthough
the main emphasis is to support the organization, they are required to evaluate newe
technologies that will better allow them to perform their jobs. He believeththatore
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innovative in technology and technology services they can be the better and more
competitive the organization will be. Thus, some of the trained technology and other
employees they put out into the workforce will be better prepared to assist in the
economic growth of the region.

Company C

Company C’s patrticipant is the Chief Information Officer in a governrhenta
organization and is directly responsible for strategic IT planning and imptatioa for
his organization. While he not occupying this particular position long, he felt confident
enough to respond to the study’s research questions and values his input.

Strategic IT Critical Success Factoré&lthough Company C is not a technology
company, they feel that the service economy in west central Georgia isaliefyndwing
and that they utilize IT critical success factors (CSFs) in thetegitaplanning and
operations. They believe the most important CSFs they use in assisting in economic
development growth are the training of'2entury IT skill sets, high speed
communication networks, and technology access down to the lowest level possible. They
are committed to this diffusion of technology access and robust network infrastmmctur
order to affect data exchange enabling the creation of knowledge basedaperati

Corporate Innovation and Technology TransfEiney take advantage of corporate
innovation and technology transfer by utilizing IT Best Practices. Theyvbdhe best
role higher education can play in training new employees is to supplementahieidgbc
school districts in technology teacher preparation and professional devetopMeile
they would support a partnership with higher education institutions in curriculum
development, they know of no current funding opportunities to facilitate that partnership.
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Motivational IT Success Factor€ompany C believes that by creating a
powerful, engaging IT vision and professional development opportunities create a
motivated IT workforce that strives for success. These motivational factors
permeated throughout the IT department but that at this time they considseltresra
“flat organization” and could not assess IT leader skills successfully.

Innovation and the Diffusion of Technologiihe company does believe that their
commitment to the adoption but feel that the technology areas that affechéhemst
are the alignment and allocation of staff skills with the organizationas.gdakey issue
for this company is how to reconcile the need to update legacy technologysgsigm
security issues given the normal struggle to obtain funding to accomplish thessupdat
Company D

Company D’s participant is an IT Manager in a Financial Services orgjaniza
the Columbus, GA area. It is an international company known for its innovativeness in
IT and the use of IT as a competitive tool. He seemed confident that thensHatihis
organization has with the local economy and educational institutions are just one of the
reasons his organization is as successful as it is. Although it is not a technology
company, they heavily invest and are strategically reliant on informatbndbgy. His
organization is capable of assisting with and has been very instrumental inidnalreg
economic growth opportunities. It has provided funding towards that effort. He believes
that manufacturing has suffered job losses in recent years. This regiodjragtohim,
outside of a major automobile manufacturing plant locating here, has no significant

manufacturing opportunity growth.
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Strategic IT Critical Success Factor€ompany D’s IT manager agrees that IT is
a critical strategic CSF. His company’s technology growth is a functidreof
company’s growth. He firmly believes that this ‘rising tide’ of technolgigywth is a
key reason this region has grown economically. One critical IT CSF fordasization
that gives his company competitive advantage is enrollment system sdftabeaables
faster sales. Their field force continues to receive priority on IT sartied make them
even more agile in the marketplace. This IT strategy strictly adigdsupports the
company’s business performance and has made them a worldwide leader in their
industry. He believes that regionally, this economic emphasis needs more tagidy t
individuals to support the move to a more service based economy.

Corporate Innovation and Technology Transf@ompany D takes advantage of
IT innovation with a CSF based on a planning process that involves their business units
to identify new technology sectors. He thinks however, that local higher edutationa
institutions play a limited role because there is a small training profgraaalvance and
emerging technologies. He thinks there is great room for improvement.

However, he is aware of funding opportunities for local community college
opportunities to address this need and his company has traditionally been a strong
supporter. At the four-year institutional level, such as at Columbus State Uyivieesi
does not know of any effort made to address technology innovation.

Motivational IT Success Factor€ompany D’s manager stated that some
traditional motivational factors exist in his company. Performance is ithhanyrsuccess
factor that leads their employees to higher salaries, promotions, stadiboauses.
Their main IT CSFs motivate employees via performance based bonus¢senesises
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and job transfers/promotions. The company is highly committed to motivational efforts
via training programs. Since these programs are universal for both thedsated

hourly IT employees, he believes that these motivational techniques provide the
organization with a competitive advantage.

Innovation and the Diffusion of Technologyle stated that one of the greatest
CSFs they utilize for innovation is the enrollment system for clients. Tdatinblogy
tools continue to advance and thus make their sales and service personnel more
responsive to their customers. While he truly believes that technology innovation
provides strategic value to their company, it really enables them to be oneesHdbes|
in their industry.

He stresses the focus on web applications, self-service option solutions, and
mobile devices are all new and innovative areas that his organization will continue to
watch. Their corporate commitment to the diffusion of technology throughout the
organization continues to be a strategic asset.

Company E

Company E’s participant is the Chief Information Officer for a Goventaie
organization in the Columbus, GA area. He is the responsible individual for both the
strategic and day-to-day operations of all IT in his organization. He hasamaia close
relationship with Columbus State University and feels it is a valuablefassie¢
community. He also stated that he feels the same way about all the local higher
educational institutions and their ability to provide a trained workforce for bothuthles

and private sector. He is actively involved in assisting the City of Columbus and
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surrounding economic development entities in promoting economic development for the
region. He welcomed the opportunity to participate in this study.

Strategic IT Critical Success Factor€ompany E is an organization classified in
the governmental services industry for the purposes of the Georgia Departinainoof
They believe that the manufacturing sector in the west central Geeggia has had the
most need for technology improvement and said during the interview that the local
economy has not totally left its dependency on a manufacturing base. Theylsiate
while most of the old textile manufacturing has left the area, newer, smaller
manufacturing plants replaced those requiring governmental services.

The most important critical IT CSF Company E utilizes is their comentrto
increased customer service through IT and a commitment to providing a high-speed
communications network for their employees in order to perform their job functions. The
CIO did believe that as he continues to update and revise the strategic plan, hewnust
consider technology innovation and scalability as it becomes more critited success
of his organization. To place supporting structures in his organization to support these
CSFs, he believes that IT training is becoming increasingly more Lritica

Corporate Innovation and Technology TransfEine organization, by its
governmental nature of function, according to the CIO, has to take a reactietstanc
technology innovation. It can only internally fund their IT projects and plans through a
budgetary process. They do however see educational institutions at all layelg ph
increasing role in the initial IT training of the local workforce. The CIid #aat if there
were funds available for additional curriculum development his organization would see
to take advantage of them. This explanation was based on a past technology training
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program that Columbus State University had with two local companies to provide
additional IT training for their employees.

Motivational IT Success Factord.he motivational success factors that Company
E uses are a traditional benefits plan and professional development opportungiesbec
they are restricted from using other monetary techniques like bonuses, te alO
believes he has been successful with these and has a low turnover rate. Howadser, he
understands that he does lose employees every now and then due to money. These
motivational CSFs are used throughout both management and hourly employees and he
believes it gives him a competitive advantage with the young IT employee

Innovation and the Diffusion of Technologyle discussed that to remain
innovative at his organization his biggest obstacle is overcoming resistancege.chan
Do accomplish that he believes that he must convince organizational departments
throughout that new information technology considered by his organization needs
analysis and determination to be in the best interest of his organization. ldelsiate
remain innovative in IT he has to utilize some of his motivational CSFs to accbhmplis
this resistance to change. One of the key new areas that affect him the most i
telecommunications technology and how he can support it and provide good business
services within and external to his company.
Company F

Company F’s respondent is the Director of Network Services for a Medical
Services organization located in Columbus. He is responsible for the day-to-day IT
operations and provides strategic planning input. The organization is a major plénger in t
medical services industry. He alone is responsible to ensure the compliancamtidsy
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and strategic activities for the company. While this organization is not a teglgnol
company, it is very heavily dependent on IT and the functional IT systems it has.
However, he believes that his organization does indeed assist in regional economic
development due to his organization’s commitment to the improvement of the quality of
life issues regionally needed for other sustained economic growth. He stated that the
service sector has the largest room for improvement due to the growing needdp devel
more service organizations to install newer and more technology in the area.

Strategic IT Critical Success FactorStrategically, the two main CSFs he states
that his company utilized in planning are cost effectiveness and stakeholder ioptt int
planning needs. In particular, his organization solicits board member input regardin
community needs concerning which current and new technologies are availablefib be
the organization and their customers. Secondly, by focusing on cost effectiveegss, t
try to implement systems that will save their patient’s lives while proviouggall cost
savings to the organization. He stated that the cost savings passed onto the customer
gives his organization a strategic cost advantage over their competitors.

While he firmly believes that his IS strategy is aligned with the orgaoia
strategic performance, he thinks that as a region we need to have more educational
programs to develop students to meet and fill open IT positions in the community. He
thus tied it to the next strategic CSF for his company and believed it gavauthe
innovative advantage.

Corporate Innovation and Technology Transf€ompany F’s director believes
that his organization’s corporate dedication to innovative technology and itetrensf
critical and is strategically planned and supported. They perform galewvelopment
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for their employees when they purchase new technology. In addition, they aremiembe
of state and national healthcare educational organizations and believe this innovation
provides not only their technology employees, but also their end users of any new
technology a competitive advantage that places their organization in theribdfthe
region.

The organization believes that a CSF for them is past partnerships with some of
the local trade schools in developing programs to help in the training of theirye@plo
on new medical technologies such as surgical training courses and other medical
technologies. He stated that the organization is fully dedicated to supporting local
educational institutions with curriculum development and his organization is one of the
few that have past endowments set up to establish these curriculum goals.

Motivational IT Success Factorg he Director stated that in order to motivate his
technology employees to remain loyal and stay with the company, he u3emarkét
survey, as is a CSF. He performs it in order to identify what the local msufoe IT
labor and tries to stay competitive with other salaries in his industry. Héheseata to
compare salaries in both the managerial and hourly employees’ scalesieMeskibat
using this critical comparison allows him and his organization to retain good IT
employees.

Innovation and the Diffusion of Technologyle identified an additional CSF for
his organization in the area of innovation and diffusion of technology. The organization
believes that it is strategically important to plan to invest heavily in nemodogy
systems over the next five years that will enhance and help improve patentice
organization has been successful utilizing this CSF in their planning and loetlséedti:
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would continue to do so. Whereas he believes that innovations in hardware and software
development are the areas to watch, he stated that his organization is postu@d well
invest in the newer innovative technologies in the medical field that best support t
strategic goals.

Company G

Company G’s participant is the IT Manager for his Non-Durable Manufagturi
company located in Columbus. A rather large local plant is part of a largemalati
company. However, his responsibilities allowed him to participate in the study and
demonstrate how his organization contributes to the local economy. While he does not
see his organization as an economic development direct role player, he undehnstands t
impact locally his company does play. He believes that the local servioe gays a
key role in IT and economic development.

Strategic IT Critical Success Factor3he Manager stated two basic IT CSFs for
his organization. The first is the commitment to state of the art technologsesas
business needs. The second encompasses strategically planning for the use of the
assessed needs to utilize both services and products of the local companies. trosuppor
this commitment, he stated that the organization provides current information to enhance
productivity and promotes more timely environmental and production capabilities
throughout the organization.

He stated that the local economy is shifting to a service-oriented one. He thinks
that locally organizations need to maintain and provide specialized training andgvorki
opportunities that specifically point toward making the shift to this techniatse
economy. Their strategic CSF of not only maintaining and providing current teciinolog
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but also strategically anticipating future needs are extremely iangdad his organization
helping to provide the services needed to continue to remain competitive and proactive in
his industry sector.

Corporate Innovation and Technology Transféte identified an additional IT
CSF at his organization as he described their strategic commitment to im@ovat
technology investment in order to gain competitive advantage in his particularyndus
sector. He stated that this commitment to innovation has allowed them to increase
market share in supporting their customer base. He stated that in order to support this
CSF for his company, local educational institutions provide a viable resouroe sdme
companies cannot provide the training. He believes that higher educatiompleitaes
individuals with desirable knowledge for specific business needs. Company G would
like to take advantage of more partnerships with higher educational institutions,
particularly with grants and other programs but does not know of any current ones
available. He believes that Columbus State University in particular could dtegajbkt
of accomplishing this partnership effort. He targeted them by suggestingrthage the
correct courses and degrees of education in conjunction with the assessed needs of local
companies.

Motivational IT Success Factor€ompany G’s manager believes his IT
motivational CSF has been in providing in house training as well as out-sourcmig thei
needs when needed. Additionally, he believes that they have been successful in
providing long-term career path opportunities within the organization. The organization
utilizes merit raises and performance bonus opportunities to increaseetiteredf their
IT employees.
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Innovation and the Diffusion of Technologlhe manager categorized the
success of Company G in regards to innovation and diffusion as critical. Irulaairtic
their CSF demonstrates how the organization makes the IT tools available torend use
and employees to perform their jobs. A corporate culture fostering growth aedtcurr
available technologies is prevalent in the IT department. He believekithat t
commitment to innovation provides his organization value and thinks that the future
trends in communication, LAN connectivity, Microsoft applications integration,lemai
and proprietary application development will be the areas for his company to camcentra
on remaining innovative.

Company H

Company H’s patrticipant is an IT Manager for a Financial Servicesiaajon
in Columbus. His organization is one of the largest employers in the area and in the
Southeast with multiple interests in Financial Services. His responesbdite strategic
in nature and welcomed the opportunity to participate in the study because he fait that
only Columbus State University but also all other educational institutions acaldo
the success of the IT workforce in the area. Based on his experience oluhdbas
area, he believes that the service sector of the local economy has the mdsitridom
improvement.

Strategic IT Critical Success Factoralthough Company H is a Financial
Services company, it heavily invests in leading edge technology and postifds its
strategically plan utilizing their technology to give them the competddvantage. He
believes that his organization’s commitment to emphasize IT succéss fiactheir
planning indirectly influences economic development in the area making fundbkvaila
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for business startups. He stated that the organization resources sharedosgedas and
their architecture to tie systems together. However, for the local egaioosucceed, he
recommends that the area needs to attract visionaries to invest in serniessesand
have a larger pool of highly trained IT professionals.

Corporate Innovation and Technology Transféccording to this IT manager,
the company mainly uses industry contacts and relationships with key IT thimkiees i
financial services industry to take advantage of the most current innovative|tagy.

He stated that the local educational institutions could support these CSFs at the
companies by developing training programs designed specifically for the gpécifi
needs as in the use of IT cooperative working students. He stated that he weuld ta
advantage of funding opportunities for that curriculum development for technology
transfer and cited Columbus State University’s establishment of a techmotodpator
for small IT business start-ups as one resource.

Motivational IT Success Factorsdis organization has utilized the traditional
benefits plan along with some professional development programs and IT Project
incentives/bonuses to help motivate his IT employees. He stated that thetsatagsc
success factors within the organization.

Innovation and the Diffusion of Technologylis answer to which success factor
allows his organization to be innovative and assist him with the diffusion of new
technology throughout the company is his organization uses a dedicated department to
evaluate new technology that will help the financial services industry. réae they

target are in the fields of security software and shared services.
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Company |

The Company | participant is the Vice President responsible for IT in an
organization classified by this study as the Other Services industoy.SHue
organization serves many customers not only in the Columbus, GA area, but also in the
surrounding Columbus MSA. He has been with his organization for many years and is
intimately involved and responsible for the strategic planning for the organization. In
fact, he is personally responsible for the IT annex for his organizationsgstréing-
term plan. He continues to maintain a long-term relationship with not only higher
educational institutions but is active in supporting the City of Columbus and theiGreat
Columbus, GA Chamber of Commerce in economic development assistance. He is very
knowledgeable of current IT trends and capabilities and welcomed the opportunity to
participate in the study. Since he has been in the Columbus area for so manyeyears
feels that the manufacturing sector has the most need for technology improvemént — bot
existing and new manufacturing that comes to the area.

Strategic IT Critical Success Factor€ompany I's Vice President is personally
responsible for the IT portion of his organization’s strategic plan. Although not a
technology company, they use technology innovation using GIS and other systems to
become a regional business partner thus promoting regional economic development. He
believes that his CSF of planning for increased customer service throagmbrwith
his organization’s corporate desire to use IT to gain a competitive advargabe &ey
CSFs that put them ahead of their competition. They are continually monitoring thei
existing customers with their use of their IT assets for assistance nessigixpansion or
operating needs. He feels that the local economy has already shifted from a
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manufacturing to a service economy but that there is still a need for continued grow
strategically planning IT workforce resources.

Corporate Innovation and Technology Transf@ompany I's vice president
believes that corporate innovation is a critical factor in their succedselldges it starts
by taking advantage of growing their IT workforce for staffing. Heelvel it is hard for
his organization to compete with other companies with IT salaries paid by tihe othe
organizations. So in order to combat that, one of their planning factors ensures them
providing employee opportunities for IT skill set improvement. He believesstthgi
key to his organization’s corporate commitment to technology transfer. He $iattéw t
is able to strategically plan for these employee opportunities becaustibesis
operating costs by giving the newer, recent IT graduates an opportunity to nzoae int
large organization to practice their IT skill set. He is a big supporter ofddaahtional
training programs and while he does not know of any particular funding opportunities, his
organization would jump at the chance to take advantage of a new IT prograrmulcat w
benefit his organization.

Motivational IT Success Factorgde believes his most important CSF for
motivating his IT employees is his organization’s commitment to planning for and
offering opportunities to entry level workers. He believes that this alone, doujpiea
standard compensation and benefits plan universally offered, retains good ITeasploy
for him. However, he does budget and strategically plan in his organization’s Ik Anne
monetary rewards for his IT employees based on number of performanagerseas
identified in that strategic plan. He said he lives by these planningdactdrbelieves
they are critical to his organization’s success.
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Innovation and the Diffusion of Technolo@y a commitment to technology
innovation and implementing automation with IT, they were able to close the gap of
inefficiency as compared to their competition from 13% to 4% and consider thesnselve
very competitive now. These diffused technologies are automation and relagsdssyst
for operations, web-based information and business transaction capabilitraprioved
customer service and a telecommunications infrastructure improvement.

Company J

Company J’s participant is an executive IT Manager for a regional Medica
Services organization. He welcomed the opportunity to give his company’s inpu for t
study. The company is located within the Columbus city limits and provides sth& of t
art medical technology to its organization. He has been in the position for a number of
years and is directly responsible for the strategic IT planning for the nagiani. While
they are not a technology company, he believes that they are capablstofgaasin
economic development by pioneering and practicing leading edge medical egghnol
that assists other medical service organizations within the region. Hetbtitee
believed the manufacturing sector within the region still has the most need for IT
improvement. He thought that the service sector is better but that those mamgfactur
organizations have room for improvement.

Strategic IT Critical Success Factor&s a medical services organization,
Company J is committed to strategically planning in the areas of technoloaation,
increased customer service through IT and a corporate desire to useilT to ga
competitive advantage. Company J accomplishes these critical CSFs by dngrovi
technological access and streamlining clinical processes, 2) makingatimn available
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at its highest availability, and 3) an innovative commitment and ability toebtidggap
between technology and the end user. By practicing their strategic CSFsilyrbasis,
the IT Manager believes they are ahead of their competition. However, ptetenhe
shift from the manufacturing to a service oriented economy locally he fe¢lghere

must be an increase in the strategic planning of IT education and training andra high
prioritization of IT within local organizations.

Corporate Innovation and Technology Transfd@ihe IT manager believes his
organization’s main critical success factor pertaining to innovation and technology
transfer is the organizational commitment to providing the end users within tipamcpm
at all levels access to new technologies. This factor allows them to plan foreend us
access and technology training which successfully teaches the busihaseasito their
employees. However, he does believe that the local educational institutions must
continue to play a major factor in providing a pool of IT talent consistently.

Motivational IT Success Factor¢le stated that they do not have many critical
success factors to motivate their IT employees any differently thatathenizational
employees. His organization believes that intrinsic motivators such as company
recognition and positive reinforcement coupled along with a standard emplowdigsben
plan with the possibility of bonuses contribute to the company’s success.

Innovation and the Diffusion of Technologyle believes that technology
innovation definitely gives his organization the competitive advantage over their
competitors. The CSFs he relies on are by providing real-time accessdal eind
financial data to the end users in the company and a commitment to educating them on
new technologies to make their jobs easier. To make this happen, he feels that the
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Internet, new innovative technologies, network communications and IT education ar
critical factors in the accomplishment of his organizational IT mission.
Company L

Company L’s participant is the IT Manager for the entire national IRetai
organization headquartered in Columbus, GA. It has a decentralized organizdtian wit
large IT footprint for its operation. The manager is responsible for strafeglanning
and implementation throughout the organization. While the manager does not believe that
the organization conducts direct economic assistance, the manager understands the
regional impact of the organization by its commitment to leading edge tegiynds
company representative, Company L’s IT manager welcomed the opportunity t
participate in the study. The IT manager has been in the company and the Colwabus ar
for many years and is totally committed to providing leading edge data mining
technology to the organization. Since the manager has been in Columbus for so long, the
manager stated that the service economy is on the rise and that IT williplawera
increasing role in its development.

Strategic IT Critical Success Factor€ompany L is a national retail operation
and uses technology to give its organization a competitive advantage every dgydoTh
this using some CSFs such as data mining, training®6€2htury IT skill sets for its
employees, the reliance on high-speed networks and Internet initiativesngyhese
CSFs, the organization provides access to consolidated customer information for
marketing analysis, allows the IT manager to provide more education and teghnolog
training at various levels, and be innovative in the research and deployment of new
technology throughout the company based on a needs assessment.
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Corporate Innovation and Technology Transfétowever, the IT manager
believes that local institutions must continue to take an active and increased role in
training new employees. If these institutions do this, the IT managevésglihat the
local organization has reduction in training costs and the learning curve fawhe
employee. The IT manager also cited Columbus State University’s addition of the
Cunningham Center and Technology Incubator and innovative organizations the local
organizations as two opportunities for exploitation.

Motivational IT Success Factord.heir company uses a traditional company
benefits plan along with IT project incentives/bonuses and skills updating to taotiva
their IT employees. They also provide laptops and Internet connectiohgifolTt
employees. They do not have a high turnover rate at all for their IT department and the
IT Manager believes that these CSFs are critical to employee numtivat

Innovation and the Diffusion of TechnologVhis company is committed to
technology innovation and the IT Manager plans for that when able. Their use of
Blackberry and push of internal and external data to management for sales cotipled w
the development of web-based applications to accommodate traveling management
teams. The Internet, data mining, and IP telephony technology are atesas ttrtical
to their success and the IT Manager plans strategically for new ideas.

Company M

Company M'’s participant is the IT Manager for a Business Servicegaztgm
based in Columbus, GA but operating internationally. It provides technology and
training assistance for governmental support and the Company M mantuger is
individual responsible for the strategic planning and IT operations for his cagjaniz
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While he stated that his organization does not provide direct economic development
assistance, he does believe his IT assets in his company add value todhe stibis
company and its impact regionally. He believes that the automation of humanessourc
activities is an area to emphasize not just in his company, but other small lasagess
well.

Strategic IT Critical Success Factorslis main CSF for strategic planning is to
plan with local college and universities for a knowledgeable workforce pool. While he
believes his IT department gives his company a competitive advantage, malvegyis
an issue to consider. He believed that the training ¥f2htury IT skill sets, a reliable
high-speed network, and his department’s increased commitment to IT custowes s
gives his company a competitive advantage locally.

Corporate Innovation and Technology Transféte classified this as an area his
organization is lacking in that they must be cost effective and get the mostifoetinan
on investment (ROI). He acknowledged that he really does not have a CSF in place here
for his strategic plan but will consider developing one.

Motivational IT Success Factorgde has a rather small IT department that is
responsible for the entire organization’s IT infrastructure so there iaelgtrategic
planning factor the organization uses that includes his IT department. Theusetof
IT project incentives and company bonuses awarded on an annual basis. Ex-military
employees dominate the company and a positive corporate culture fosteroreaucti
employee turnover rates.

Innovation and the Diffusion of TechnologyWhile Company M does not have a
large IT department dedicated to the evaluation of new and innovative technologies, the
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IT manager has assumed this role. He will not classify this as a stratiegess factor,
but admits that since he is the responsible party for recommending innovations to the
company, he tries to stay aware of new trends. He will admit that he is rédpdorsi
diffusing and dispersing new technologies out to the organization for their use.
Company N

Company N'’s participant is also an IT Manager for a Medical Services
organization located in the Columbus MSA. The company has been in existence on a
few short years but he has regional IT experience from other local nagans and is
one of the individuals responsible for the strategic IT planning for his company. He
welcomed the opportunity to participate in the study because his organizatidinirsyut
state of the art medical technology. While not an economic development entity, this
organization understands that it does have influence regionally as a qualigy of lif
functional area.

Strategic IT Critical Success FactordHis organization’s main CSFs rely on the
inclusion of the latest medical computer technology and standard computer technology
and equipment available for use. Their CSF decision making bases itself on the needs of
the organization’s growth and efficiency in operations. Additional set of CSFs center on
the ability to continue and support the connectivity, redundancy and stability of system
for the end users. He believes that the utilization of these critical IT ptafactors
definitely provide the organization with competitive advantage within the region.

Corporate Innovation and Technology Transféte believes that for the area to
continue to remain innovative and assist the local economy shift to a more
service/technology sector there needs to be an increased emphasis on training and
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opportunities for IT workers and professionals. His organization’s strength éraghiee
support and budgeting of additional training and the purchasing of the latest equipment
for the end users to help expedite services to customers. Additionally, he béla\adb t
local institutions of higher education need to assess their curriculums to baseithiacu
on local and regional community needs. While agreeing that if funding opp@suniti
were available for his organization to help assess new curriculum developnielutoait
institutions, he does not know of any particular ones currently available. He has not
collaborated with Columbus State University to accomplish this effort but desires

His organization was one of the few participants that do analysis of under strength
technology sectors and based this on his management’s support to achieve new
opportunities in their sector to assist in giving them the competitive advantage. While
not a technology company, he believes this corporate climate of new technology
innovation will allow his organization to grow rather rapidly in the region.

Motivational IT Success Factor€ompany M’s organization does not utilize
many motivational CSFs. He stated that other than the normal human resouef#s ben
package that all of the organization’s employees have, his IT department dods not ge
additional ones. He does however believe the main motivational one he has control over
is the planning for and the corporate support of professional development for the IT
employees. He believes that this motivates their IT workers to reniiia at
organization.

Innovation and the Diffusion of Technologgompany M’s manager believes that
the organization’s commitment to planning for innovative technology and the
commitment to get it down to the user level in a timely manner is a criticassitactor
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for them. He stated that it allows for real time analysis of problem resgluti
dissemination of information and provides the link for quick and accurate decision-
making. In classifying which IT area currently affects his orgaiozand the regional
area, Company M’s manager stated that the Internet and telecommunsieagdhe most
influential and that his organization has to remain innovative and dedicated to the
diffusion of technology in these areas in order for his company to remain compatitive
the regional marketplace.
Analysis and Coding

The analysis for the interviews from this study began at the end of the daphof ea
interview in order to capture the immediacy of impact prior to coding. Anaiysise
participants open-ended responses began to capture their intent on the explamations. A
this initial transcription began, the themes from the responses began to take®&ape
responses started to make the coding for the survey easier as ardoesssfactors
became more evident.--The results from this study contribute to the literataresbe
they align with similar critical success factors (CSFs) alrgadgent in previous
research. These results also provide an insight into local area businesaes that
currently using CSFs in their strategic planning cycles and identify ecgaaizations
that do not use factors that give them competitive advantage.

Coding the Results

The summary of the text results from the interviews are located in Tabi& 2

divided into four main categories with the second column representing the number of

occurred responses. Each main category shows totals of the thematic trends.
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Table 2 Critical IT Success Factors--Principal Coding Categories

Response Number of Occurrences
Strategic IT Critical Success Factors
Training of 2% Century IT Skill sets 8
High Speed Communication Networks 6
Technology Innovation 12
Increased Customer Service through IT 11
Corporate Desire to use IT to gain Competitive 12
Advantage
IT Systems Scalability 3
Total 50
Examples of Corporate Innovation and Technology Transfer
IT Best Practices 2
Providing Employee Opportunities for 11
IT Skill set improvement
End User access to new technologies 10
Corporate Commitment to Technology Transfer 12
Corporate Commitment to Cost Effectiveness/ROI 6
Total 41
Motivational IT Success Factors
Positive Corporate Culture 11
Intrinsic Employee Strategic Input 5
Traditional Company Benefits Plan 12
Professional Development Opportunities 8
IT Project incentives/bonuses 4
Total 40
Examples of Innovation and the Diffusion of Technology
Corporate Commitment to Diffusion of 11
Technology and Innovation
Commitment to leveraging IT Competitive 12
Advantage
Dedicated Department to evaluate new Technology 5
Total 28

The analysis of the 12 participating organizations appears to answer the fiour ma
research questions of this study. From the interview data, four main categoassbe
prevalent among the responses. This case study expected to identify and déenbrestr
use of CSFs pertaining to information technology in the local organizations.dd%e cr
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sections of non-agricultural organizations in west central Georgia organzase
information technology heavily in the day-to-day operations and in some cases a
heavily dependent on IT. The case study responses validated past identifeedn0SF
identified new ones. Did the respondent data correlate to the propositions the study was
based on? The following summary of each research question is below.

What are the strategic information system planning factors companies use for
their strategic plan to assist in facilitating economic growth in west central Gebrgi

Proposition # 1 The first proposition, looking at the effect that the CSFs have on
organizational strategic planning, expected the interviewed organizatiogftect the
influence critical success factors have in those organizations. Those hezsshed in
information technology resources would show a greater dependence or reliancgon usin
critical success factors in strategic planning. If the local orgémimautilize strategic
information system critical success factors for their strategionhg and operations then
it is expected that the research data will show whether the use of those €SiRslar
to those revealed in the literature review. The results show this correlation.

The main identified strategic IT CSFs were the 1) training 3fCentury 1T skill
sets, 2) high speed communication networks, 3) technology innovations, 4) increased
customer service through IT, 5) a commitment to use IT to gain competireatage,
and 6) IT system scalability. Fifty (50) main instances of these CSFs segboe
proposition that these technology-invested organizations did indeed develop, plan, and
use strategic IT CSFs to gain a competitive advantage for their caggang While only
one company was a true technology company, all interviewed supported the phamise
they utilized strategic IT CSFs in their planning.
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How can local companies take advantage of corporate innovation and technology
transfer success factors?

Proposition # 2 The second proposition looked at how organizations take
advantage of these factors. Therefore, organizations leading in technology mmavati
west central Georgia would have better trained employees and be able to damonst
good relationships with local training institutions. Those organizations that ienavat
technology exhibit better organizational performance.

Participant responses identified five main innovation and technology transfer
CSFs. They were 1) IT Best Practices, 2) providing employee professiovsfdmaent
opportunities, 3) end user access to new technologies, 4) a commitment to technology
transfer down to the lowest level, and 5) a commitment to cost effectiveness and RO
Forty-one main instances of these CSFs demonstrated that the organizatewesilibat
their IT employees and end users trained better due to either existing panasrships
with local educational institutions for the training of the employee workforce

What success factors of motivating the technology worker do the local companies
utilize to keep turnover rate low in the organizations?

Proposition # 3 Proposition number three looked at those organizations utilizing
motivational success factors. It dealt with their technology employeesanihdse that
do will show a lower rate of turnover. These same organizations revealed lesler ski
that the individual companies utilize. The responses documented these IT leagler skill
motivating IT workers.

There were five main motivating CSFs in the responses. They were 1}i@agposi
corporate culture, 2) intrinsic employee benefits and strategic input, 8liteotral
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employee benefits plan, 4) professional development opportunities, and 5) IT project
incentives and bonuses. All of the participants had varying degrees of responses to thi
research question, but each organization did agree that hard, codified motivational
planning factors were critical to motivating their IT employees and thystkeée

employee turnover rates low. These forty-one examples of how organizationatenot
their employees demonstrate the value of motivational CSFs.

How can technology innovation and the diffusion of innovation give these
companies competitive advantage within their business sector?

Proposition # 4 The last proposition centered on technology innovation and the
diffusion of innovation. Of those west central Georgia organizations demonstrating
higher levels of technology innovation and greater diffusion of technology, they aonside
themselves more competitive in the local area. Respondents validated twéanty-eig
different instances supporting CSFs identified in the literature reviegindividuals
responding to the study did agree that their organizations benefit from orgarakat
adoption processes. Three main innovation and diffusion CSFs emerged. They were 1)
corporate commitment to diffusion of technology and innovation, 2) a commitment to
leveraging IT competitive advantage, and 3) a dedicated department/indteidual
evaluate new technologies.

Data Analysis Results

Patterns began to become evident in the participant results. The first one

identified that only a portion of the participants use a codified set of CSFs for their

information technology planning.
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The second pattern demonstrated that while many of the participants did not
believe they originally provide economic development assistance, at the enctoitye
many reconsidered their stance. This reversal was not due to their answatisdvut r
their ability to explain their organization’s influence in the local economy.

A third pattern became rather evident very quick in the analysis. Many, if not
most of the participants do not know of any funding opportunities available for IT
curriculum development for their use. Not only did they not know of any, they did not
know they could consider partnership funding.

The fourth pattern that began to emerge was that across the participplet sam
many did not know what higher educational institutions were doing in IT curriculum
development. A fifth pattern emerged that demonstrated that some part@pantered
the motivational research questions with confidence yet could not differentiatebe
how they take better care of IT employees or not.

The last pattern centered on the organizations were protective about the amount of
IT resource funding they would allow to be identified. Some considered it proprietar
information and others had no problem with divulging this information.

Chapter 5 will address additional discussion about these themes and identified
patterns in the results, conclusions, recommendations, and suggestions for further
research sections.

Common Thematic Findings

The following results from this study identified themes that contributeeto t
literature on strategic information technology critical success fgdtorovation and
diffusion of technology and motivation of the technology worker. In particular, it
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showed that in the west central Georgia economic area these factossard pr the
strategic planning processes in the organizations. The participants idecaifrenon
themes from all of the conducted interviews. These themes, when aggregated,
demonstrate the presence of IT CSFs utilized in strategic planning even in non-
technology companies. Integration of information technology planning is ctitical
current organizational success.

The following common themes identified in this study were

1. Even though the local economy is in a transition phase from

manufacturing to a service based economy, many of the local service based

organizations maintain the perception that they do not influence economic

development.

2. The companies interviewed in this study are predominantly not capable of

providing direct economic development assistance to other organizations.

3. The longer a participant was in their position at the interviewed company

the more certain that individual was that the local economy was moving to a

service economy.

4. The responsible IT management of the organization in the company’s

overall strategic planning process utilizes strategic IT critwat¢ass factors. The

most dominant two were a commitment to IT skill set training and a commitment

to technology innovation.

5. There is a dominating theme throughout the participating organizations

that the commitment to innovation and technology transfer can be assumed is

replicated throughout the west central Georgia area.
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6. A concurring theme occurred that IT employees must also be motivated in

the same positive light as regular skilled employees.

7. A recurring theme showed that while some of the respondents did not have

dedicated departments for analyzing new technology, all participanediabed

they had corporate commitment to diffusion of new and innovative technology

down to the lowest possible level needed throughout their organization.

8. While all respondents affirmed that information technology is growing in

the west central Georgia area, few were willing to respond with the ambunt

investment they make at this point.

Chapter Summary

In summary, this case study demonstrates that companies in west centighG
utilize information technology critical success factors. Those organizahans
adequately plan and use them can provide their company a competitive advantage. The
CSFs replicate the common ones found in information technology literature. While not
every one of the study’s participants proved the presence of codified CSFs in their
organizations, the participants are satisfied that they are using thenr strétegic
information technology planning process. The study also identifies sonsenaeding
addressing in training of IT workforce resources and the adoption of some teghnolo

partnerships among companies and institutions of higher learning.
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CHAPTER 5. RESULTS, CONCLUSIONS, AND RECOMMENDATIONS
Introduction
This case study looked at the impact of IT critical success factors zajans in
the west central Georgia region use and their possible impact on economic demelopme
Current literature shows how important these critical success factobe@nd their role
in organizational strategic planning. Past experts in the IT field deratatstrow vital
and critical these factors are to organizational (Chu, 1995; Rockart, 1979sReffer
Saarinen, 2002; Van Wegen, 1996; Oliver, 2002; Barrett, 1999). Research concerning
information technology critical success factors centers on not only werédidal for
successful implementation of IS and enterprise resource planning (E®éHhsybut
additionally focuses on chief information officers’ perception of these fagfarsHoon
Nah, 2003; Rosacker, 2005). The criticality of success factors vary by technology
implementation and industries yet this dissertation seeks to compare how sessines
west Georgia strategically utilize those factors (Lee, 2003). Thg stfldcts current
usage and impact of CSFs regionally by local organizations by centeringramdin
research questions as they were presented in Chapter 1 of this study. They are
1. What are the strategic information system planning factors companiés use
their strategic plan to assist in facilitating economic growth in westatentr
Georgia?
2. How can local companies take advantage of corporate innovation and
technology transfer success factors?
3. What success factors of motivating the technology worker do the local
companies utilize to keep turnover rate low in the organizations?
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4. How can technology innovation and the diffusion of innovation give these

companies competitive advantage within their business sector?

This final chapter discusses the Chapter 4 results and compares them to the
current literature from Chapter 2. Conclusions from their impact will be presentes
case study will conclude with recommendations for future research and closing
comments.

Summary of this Study

This purpose of this case study was to examine some organizational irdarmat
technology (IT) critical success factors and their impact on econowetogenent on
west central Georgia. This research area was targeted becauseotd @@umbus State
University and local public and private entities play in the practical Ggijn of
information technology and its assistance with economic development withegiba.r
As Chu and others in IT research literature first identified, criticalevattivities are
“those value activities which an organization must execute satisfactoghsure
successful performance” (Chu, 1995, p. 38).

Early IT literature demonstrated where key indicators identifiedi€€ess and
they were labeled the critical success factor (CSF) method. ThesprBwockart (1979)
discussed became evident as this case study continued. The success factors however
were not limited to just those involved in the organization’s strategic plan. Tée cas
study looked at CSFs pertaining to innovation of technology and the diffusion of that
technology within organizations. It also looked at motivational CSFs for the
organizational IT employees and whether these CSFs gave the organizati
competitive advantage within their industry sector. Peffers & Saar2®€2) looked at
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how the practitioner-based historical and practical problems of an organization could
enable them to find ways to assess and evaluate IT business value. Additiosedischre
by Van Wegen (1996), Oliver (2002) and Barrett (1999) all demonstrated how imeovati
technology can add to the competitive advantage of the company’s position.

The identification of these CSFs in information technology organizationstrefle
the increased presence and importance of strategic IT planning. Therefocasthi
study has significance for the information technology field and provides sofme Idf t
CSFs that local and regional organizations utilized.

Methodology

The research method chosen for this dissertation study utilized awdge st
methodology of qualitative analysis. The literature review demonstrated hatatiue
research can provide comparative success factors in technology compamakaof si
organizations. Alavi (1992) described, "48.8% of total articles researcheempnecal
articles with 33.4% of those field studies and 9.1% being case studies". Ssnae it |
growing area of information technology research, qualitative reseancformation
technology needs expansion. This case study supported Alavi’'s practiiasest-
conclusion that in the analysis of information systems articles, he reveated @f 679
articles were looked at with 55% or 376 articles practitioner-oriented".

This case study looked at IT critical success factors through the intergiefv
twelve (12) local and regional organizations that are highly dependent on information
technology for the success of their organizations. It accomplished this through the
collection of data from the strategic IT planners or those who have the infloence
organizational strategic planning. Upon identification of some of thesedattter
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research identified structured interview questions to collect datach&ede local
companies.

The rationale for conducting this case study was to examine some or@enailzati
information technology (IT) critical success factors and their impact @moeaic
development on west central Georgia. The results obtained from this caseifitudy w
contribute to understanding how organizations rely on critical success fabems w
planning for and implementing information technology in west central Georgia.

Theoretical Framework
The theoretical framework for this study concerned strategic IT plgnni
and innovation, the innovation of technology and the diffusion of that technology,
motivational theory as it applies to IT workers, and the competitive advart&ifeHs
give local organizations. The theoretical framework looked at expanding teatcur
research perspective on current examples of information technology @itczass
factors already developed. It focused on IT literature that explainsrthg&ct on
assisting organizations. The framework looked at the ever-increasingaliffand
innovation technology into today’s organizations and demonstrated how currenthresearc
suggests ways to keep the IT employees motivated.
Sample

The case study’s research sample included 12 IT professionals within the
organizations. They included chief information officers, security officersydmagers,
and IT directors. All of the organizations that participated were from thbviesh
central Georgia region and demonstrated a commitment to the use of information
technology in the running of their organizations.
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Instrument

Data collection for this case study consisted of personal qualitativeiéwsrof
twelve final participants where this researcher conducted all of the intsrusgng the
provided instrument and answer documentation. These interviews were conducted over
three month scheduled timeframe utilizing face-to-face interviews anphmme
interview with follow up documentation submitted back to this researcher. All
participants were extremely cooperative and excited about being able tsdisaus
responses to the research questions and their possible impact in contributinging assis
new companies to come to the region.

Data Analysis

A matrix method based on responses was utilized to analyze the data gathered i
the interviews. Podsakoff (1987) helped provide methods utilized in research
publications and showing where emphasis in knowledge creation is going. Analysis
shows information technology research becoming more of a mature field and that the
future of information technology research must be in areas that are audacious in scope
and seeking publication outlets that reflect these new fields. In additioholars
practitioner approach contributed to the analysis of the data. Chan, et al.'s (1997)
approach to reach their audience was more in tradition with the scholar-pnectiti
They did this by looking at the conceptual linkages by developing useable survey
instruments for measurements. The survey instrument this case stueyl ytrbxided
succinct linkages between the administrative and research question-based sesponse

This researcher used a response sheet to assist in the development of sategorie
critical success factors becoming evident during the interviews. As thegpies
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became evident, they were grouped using frequency analysis for the reonggigThe
categories identified eight (8) main themes that contributed to thediter@n strategic
information technology critical success factors, innovation and diffusion of teclynolog
and motivation of the technology worker. In particular, it showed that in the wesdlcent
Georgia economic area these factors are in fact being utilized in thgistpéaning
processes in the organizations. The participants identified common themed fsbm al
the conducted interviews. These themes, when aggregated, provide a structure and
evidence that the IT CSFs are in fact commonly used in strategic plameimgnenon-
technology companies.

Assumptions and Limitations

This researcher completed this case study while maintaining the biedihd
validity of the results. The findings are not generalized to one industry seittor the
region. Rather, a broad cross section of participants provides more examuifgnde
the useful CSFs within the region. Each participant was the responsiblengarty t
influences not only the IT department’s strategic planning, but rather, asoflo@nce
on organizational strategic planning. The case study was limited to theantst c
Georgia region due to the scope of influence that Columbus State Universityahadeas
player in economic development.

A primary assumption for this case study was that while each of the patitigi
organizations utilizes strategic information systems planning and uses sahw# ki
analytical process for IT planning, it is unclear whether they classfy &as critical
success factors. This study assumed that all of the organization utilizedrsormation
but not all of the organizations. Another assumption was that if the organization did
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utilize CSFs in their planning process, not all of them used the CSFs to gain dompetit
advantage in their industry sector.
Evaluation of Research Questions

This next section is a summary of the data gathered from Chapter 4 asiftspert
to each research question. The order will be the research question and then &orevalua
of how the participant responses and themes applied to the question.

1. What are the strategic information system planning factors companiés use

their strategic plan to assist in facilitating economic growth in westatentr
Georgia?

Data resulting from the case study interviews validated that stdiegritical
success factors are utilized by the responsible IT management of thezatiga in the
company’s overall strategic planning process. The most dominant two were a
commitment to IT skill set training and a commitment to technology innovation.
Expectations were that those organizations heavily invested in information tegynol
resources would show a greater dependence or reliance on using criticad factoes
in strategic planning.

Of the identified strategic IT CSFs, 16% commented that the training'of 21
Century IT skill sets were important CSFs. 12% believed that high-speed coratimmic
networks were critical factors in their strategic planning, and 24% of theipantis
were strategically committed to technology innovation. Additionally, 22% of the
organizations commented that they have increased customer service throndh IT a
linked this to the 22% who maintain that their corporate culture is to utilize ITheer ei
assist them or provide them the means to gain the competitive advantage mdthstyi
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sector. However, only 6% of the participants acknowledged that strategicaliyr
for scalability in their IT systems were a critical to their opers. Overall, this total of
50 CSF instances supported research question 1.

2. How can local companies take advantage of corporate innovation and

technology transfer success factors?

There is a dominating theme apparent from the participating organizations in a
commitment to innovation and technology transfer which can be assumed is rdplicate
throughout the west central Georgia area. It was proposed that organizatidalsetha
advantage of technology innovation in west central Georgia would have bettedtrai
employees and be able to demonstrate good relationships with local trainitod) omst
and would exhibit better organizational performance.

Participant responses identified five main innovation and technology transfer
CSFs. Only 5 % stated that utilized the critical planning factor of IT Bestices
within their organizations. It is important to remember here that only one of the
participants were a true technology organization. Providing employee pootdss
development opportunities were critical to 26.8% organizations while 24.3% identified
the CSF that getting end user access to new technologies were indealdtaritic
organizational effectiveness. Enlightening was the 29.2% result of a corporate
commitment to the transfer of technology. This set of data validated the lastherie
where the corporate climate was not only committed to technology transferadatse
14.6% committed to IT cost effectiveness and a return on their investment.

3. What success factors of motivating the technology worker do the local

companies utilize to keep turnover rate low in the organizations?
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A reoccurring theme arose demonstrating that IT employees must also be
motivated in the same positive light as regular skilled employees. Thesdalis r
showed that the participating organizations believed that while overall they/ roatul
provide vast different traditional motivational incentives for their IT emm@sythey did
believe that motivational CSFs were critical for them.

Of the five main categorized motivating CSFs, 27.5% of the organizations felt
they exhibited a positive corporate culture towards the IT employees. Only aPth&o
participants could demonstrate where their company provided intrinsic eraflegefits
and allowed for employees the provision for strategic input. The low number of
respondents who are true technology companies could explain this result. Otifode tang
motivational methods such as traditional employee benefits plan, professional
development opportunities, and IT project incentives and bonuses became evident.
Thirty percent of the participants acknowledged that traditional employeétbevere
their best tool for motivation. They did express a desire to see this changety Tw
percent are committed to providing professional development opportunities for the
employees and see this as a temporary fix to maintaining long termpli®yee
turnover. Almost uniformly, the participants were disappointed that only 10% of them
could provide incentives and/or bonuses for their IT employees.

4. How can technology innovation and the diffusion of innovation give these

companies competitive advantage within their business sector?

The theme of not having a dedicated department for analyzing new technology
became quickly evident. Even with this corporate restriction, all particigamneed that
they had corporate commitment to diffusion of new and innovative technology down to
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the lowest possible level needed throughout their organization. The research question
here looked to validate where those west central Georgia organizations that deeonstr
higher levels of technology innovation and greater diffusion of technology throughout the
organization would consider themselves more competitive in the local area. Respondents
validated twenty-eight different instances supporting CSFs identified irntenatlire

review. Additionally, the individuals responding to the study did agree that their
organizations benefit from organizational adoption processes.

Three main innovation and diffusion CSFs emerged. Corporate commitment to
diffusion of technology and innovation arose in 39.2% while 42.8% of the companies
stated that they indeed have a commitment to leveraging IT competitive agivant
Given the low number of true technology companies participating in the case study,
17.8% responded that they currently have a dedicated department/individual tceevaluat
new technologies to address innovation as it applies to the needs of their organization.

Recommendations for Future Research

This study utilized such a small sample of the west central Georgia ragth
that it cannot be considered totally representative of the region. In the conuirgg fut
future research should look at not only getting a larger sample population but gbs ma
even doing a microanalysis of these research questions within each of the industry
sectors. This separation of the industry sectors might provide closer inspection of not
only strategic planning within the sector, but also the motivational factorsttrbpaed
on that industry need alone.

An additional issue to investigate might be to look at the IT employee’s view of
the existence of and utilization of various benefit packages within industry seettiics
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organizations. Companies identified in this study would like to see their incentive
packages improve in the non-technology companies. Research into the long-term effec
of not providing incentive bonuses/packages would identify and support whether the
employees feel that their organization is truly committed to keepingaimgloyees.

Next, an additional topic for future research that this study did not concentrate on
would be to assess the overall IT costs and value in the regional companies tmmdeterm
if atrend in IT investment is related to any particular change in new corspatyps.

Van Wegen (1996) looked at the value an information system added to the company.
Trying to analyze supply and demand in the technology community is often hard but he
was able to assess IT costs and the value of the system. Providing an antlisisreé
could prove beneficial to local economic development entities in their targétntgy e
trying to attract new businesses in the region.

A possibility for future research lies in the assessment of how theszpaants
and others in their industry sector truly formalize their IT strategionptg. Strategic
planning takes place in formal settings or in informal ones (Kaplan, 2003). Thet&ey is
get the right people together at the right place at the right time imgtitdrame of mind
ready and willing to be frank and open about issues needing discussion. Future research
might entail looking at one particular company during its formal stratégmmng
process and observing how they encompass IT strategic CSFs into admoesls. This
possible future research could be beneficial to both the individual organization and allow
for continual contribution of qualitative research in information technology.

The next area for future research could look at how to best motivate some of the
medical services industry technology workers we have in the west centrgli&area.
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The results of this case study demonstrate that medical services is a da@otanhere
yet to maintain the medical IT technology workforce to want to come to aradrém

the Columbus MSA area is a challenge. In Venkatesh’s (1999) article on tiootiva
assisting IT adoption, he utilized an empirical study to assess user nootiwatiew
technology. He studied the use of intrinsic motivation as the determining fadtor a
actually used two studies to assess how useful intrinsic motivation in training could
increase adoption rates of technology. Intrinsic motivation has kept the m&dical
worker here so far, but it will not keep them as advances in medical technoloigyieont
to occur. Currently 30% of the participants acknowledged that traditional employee
benefits were their best tool for motivation. Their desire to see a changeavatiooal
techniques and benefits might need some empirical data to assist in the etooeml

of this goal. Almost uniformly, the participants were disappointed that only 10% of them
could provide incentives and/or bonuses for their IT employees.

Future research into the local corporate commitment to the transfer ablgphn
and its diffusion within the organization as it is compared to the IT cost géress and
return on investment could validate this study’s data further. Enlighteninghe&/29 2%
result of a corporate commitment to the transfer of technology. The lastimaie
where the corporate climate was not only committed to technology transferadatse
14.6% committed to IT cost effectiveness and a return on their investment dexteohstr
that the participants are beginning to track this not only from a financial stahdpoi
also from a competitive advantage one.

Other areas of consideration for future research based on this study are:

1. Why s it harder to attract new technology workers into the MSA?
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2. Is there a trend in local organizations to develop their own technology
research and design departments?

3. What are some of the IT motivational CSFs for some of the smaller businesses
in the region?

4. Are the companies that are providing professional development opportunities
retaining their IT employees at a higher rate than those who do not?

5. Strategic planning for IT scalability planning resulted in only a 6% data
response rate by the participants. Industry sector research lookinget fact
prohibiting this or whether it is a growing trend in the MSA could provide
data for this scalability problem.

Closing Comments

The focus of this case study was to look at regional organizations and conclude if
they did utilize critical success factors (CSFs) in their IT and compsteaditegic planning.
It looked at only a few of the many players in the region that affect not only¢heras
but also the economic development role they see themselves playing in the region. An
assessment of their overall impact on technology and its advancement in the reggion is
to come. However, each of the participants currently contributes to the techatatg
of the region.

This study did indeed validate the existence of and the utilization of critical
success factors in strategic IT and corporate planning. The four mairchegeastions
in the case study allowed for the participants to demonstrate utilization©Stf& The

resulting data showed that in some cases the participating organizatioesl atifarmal
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checklist process in their planning process while other organizations do not, but wish to
get to that point.

The relative sizes of the participating organizations varied. The |langestad
over 5000 employees with an IT infrastructure large enough to support their apgerati
It and the next largest financial services company, with approximatelyng0ioyees,
both have similar technology needs but in a supporting infrastructure for the
organizational operations. The governmental participants had 1250, 3000 and 2500
employees respectively and also were dedicated to supporting the orgarszation’
infrastructure and operations. They were dedicated to organizational technology.suppor
With the Columbus area medical services participant organizations the e&rfphéseir
technology needs center on medical information technology services. The three
organizations participating employ approximately 1200, 650 and 500 personnel
respectively. The sole non-durable manufacturing organization employs 800 people but
has an extremely small IT staff. Its information technology missioreseah process
controls and internal office infrastructure support. There is one particigagbdaed as
Other Services employs almost 400 individuals with a relatively smataffl s
concentrating on infrastructure and accounting support. The one retail organization is
Columbus-based national one employing approximately 2600 individuals but maintain
decentralized IT support throughout the organization but controlled through the corporate
IT office. The last organization conducts business services dedicated to sa@port t
defense industry and employs about 100 individuals. Their IT support concentrates on
desktop and office supporting infrastructure. It is a growing company expexting t
expand their IT footprint in the Columbus area.
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Although the scope of this study limited itself to the region, it has provided the
groundwork for further research into CSF influence on the organization. This future
research is necessary because it could illuminate some basic planrong éach of the
identified industry sectors utilize which could result in new business startupsiingc
more competitive earlier in their life cycle, thus promoting the compegtiveonment
in west central Georgia. It should be a joint effort of all the economic devaibpme

entities in the area, private and public, to effect this competitive environment.
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APPENDIX A. INTERVIEW INSTRUMENT

1. Are you a technology companfns: Y or N

2. Are you capable of assisting with economic developm&ns?Y or N

3. Which economic sector has the most need for improvement — manufacturing or
service1Open-Ended/ Frequency Analysis)

4. What are the strategic information system planning factors youpamyrused in their
strategic plan that you believe assisted in facilitating economic lgiawtest central Georgia?
(Research QuestiofDpen-Ended/ Frequency Analysis)

5. How do your information systems provide competitive advant@@pen-Ended/
Frequency Analysis)

6. Is your information systems strategy aligned with business perfee®ans. Y or N

7. What do you think needs to be in place for our local economy to shift from a marioépti
a service/technology econom{@pen-Ended/ Frequency Analysis)

8. How does your company take advantage of corporate innovation and technology transf
success factors ? (Research Questi@pen-Ended/ Frequency Analysis)

9. What factors do you think local higher education institutions play in supgane training of
new technology employee$®@pen-Ended/ Frequency Analysis)

10. Do you believe if funding opportunities were available for educatiortabirens in the
development of new curriculum development in support of this regional #fédryour company
might utilize local educational institutions morARns; Y or N

11. Do you know of any of these funding opportunitig&@pen-Ended/ Frequency

Analysis)

12. Does your company perform any analysis identifying under strength techrexdogs?
Ans: Y or N

13. What steps do you think Columbus State University has accomplished to h&dgefifort if
any?(Open-Ended/ Frequency Analysis)

14. What success factors for motivating your technology workers do you wikeep turnover
rate low in the organizations? (Research Ques(open-Ended/ Frequency Analysis)

15. What particular motivational method(s) do(does) your company utflpen-Ended/
Frequency Analysis)

16. Are these motivational method factors limited to management or irrelgdiar hourly
technology workersfOpen-Ended/ Frequency Analysis)

17. Are there identifiable IT leader skills replicated in your gany?Ans. Y or N

18. Do you think innovation and the adoption process provide your company with competitive
advantageAns. Y or N

19. Can you elaborate on how technology innovation and the diffusion of innovation give your
company competitive advantage within their business sector? (Re§rastionOpen-
Ended/ Frequency Analysis)

20. Do you think IT adoption provides valud®ns: Y or N

21. Which technology areas do the regional companies believe affect them th¢éOmest-
Ended/ Frequency Analysis)

22. If you are able to provide it, what would you estimate is the amount of techimtegyment
your company budgets for on an annual bag@Pen-Ended/ Frequency Analysis)

23. Do you think that information technology is growing in the west centrab@esmrea?Ans:

Y or N
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Participant No:

APPENDIX B: PARTICIPANT RESPONSE FORM

Fin Med Bus Dir
Classification: Govt Srvcs Srves NDM OS Retaill Srves Mfg Banking

Answers:

1 Yes or No

2 Yes or No

3 (OE)

4 (OE)

5 (OE)

6 Yes or No

7 (OE)

8 (OE)

9 (OE)

10 Yes or No

11 (OE)

12 Yes or No

13 (OE)

14 (OE)

15 (OE)

16 (OE)

17 Yes or No

18 Yes or No

19 (OE)

20 Yes or No

21 (OE)

22 (OE)

23 Yes or No
Additional Room/Question
#.

add/# (OE)
add/# (OE)
add/# (OE)
add/# (OE)
add/# (OE)
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APPENDIX C: PARTICIPANT LISTING BY INDUSTRY SECTOR

Randomly | Company Employee Technology Industry Sector
Selected
ID Number Type Company
1 Company A | Executive Dir No Government
27 Company C | CIO No Government
7 Company D | IT Manager No Financial Services|
23 Company E | CIO No Government
8 Company F | IT Manager No Medical Services
9 Company G | IT Manager No Non-Durable Mfg
15 Company H | IT Manager No Financial Services|
17 Company | VP IT No Other Services
3 Company J IT Manager No Medical Services
20 Company L | IT Manager No Retail
13 Company M| IT Manager No Business Services
21 Company N | IT Manager No Medical Services
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