Preface

I ntroduction

Theroleof informationtechnology (IT) hasbecomingincreasingly
importantinboth privateand public sectorsover recent years. Theadvent
of personal compuiters, informationnetworks, andthel nternet hasengen-
deredaninformationrevol ution, whichhascreated new meansof produc-
tion, new communi cation patterns, andnew work processes. Theability to
buy andsall goodsand servicesviathelnternet hasledtonew privatesector
industriesand new busi nessand government model s. Furthermore, there
isanemergingredizationthatimplementationof I Tismorethanjustashift
incommuni cation patternsor mediums. Atleast potentially, itinvolvesa
transformationof anorganization’' sculture.

Attheheart of theinformationrevol utionisthebdlief that technol ogy
cansignificantly improveexisting standards, procedures, and processes,
thereby increasing efficiency and effectivenesswhilereducing resource
expenditures. Essentidly, technol ogy shoul denableustowork smarter, not
harder. Consider thefoll owing statement by Herbert A. Simon, aleading
futuristandtechnol ogist fromthebeginningof thecomputingrevol ution:



Vil

“[By 1985], machines will be capable of doing any work Man can
do.” Thepromiseof information technol ogy hasbeenwidely received
inthe public and private sector s but the reality of the success of such
technologies presents a contrary view.

I nformationtechnol ogy haspermeated thedepthsof thepublicand
privatesectors. However, successful adoptionandimplementation of
technol ogy hasnot beenasmindlessor easy asthosefuturistsprojected.
Successful adoptionandimplementation of informationtechnol ogy can
easily be defined as projects devel oped on time, on budget, and to the
sati sfaction of theendusers. However, alongwiththemyriad benefitsand
promises of technology, there are several challengesto its successful
adoptionandimplementation, including poor requirementsdefinition, lack
of communication, andlimited management support. However, avariety of
identifiable and controllable factors can contribute to the successful
adoptionandimplementationof informationtechnol ogy. Thesefactorsare
oftencalledcritical successfactors(CSFs) andthey arethefocusof this
book. CSFsarethosefactorsthat consistently contributetotheoverall
successof atechnology project, regardlessof project scope, organiza-
tional size, or other exogenousvariabl es.

Usingareview of publicand privatesector literature, alist of fourteen
critica successfactorswasdevel oped. Thecritica successfactorsinclude:
e communicetion;

*  highlyqudifiedtechnology staff;
*  useof rewardsystems;

e draegicplanning;

e enduserinvolvement;

*  dakeholderinvolvement;

*  projectmilestones;

e topmanagement support;
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e  politica support;

»  useof prototypingand/or piloting;

*  useof cross-functional teams;

e endusertraining;

e locationof ClOinorganization; and,
»  sufficentfinancia resources.

Through theidentification and measurement of thesefactors, itis
plausiblethat organizationscanfurther increasethelikelihood of successful
technol ogy project designandimplementation.

In addition to examining critical success factorsin genera, this
researcha solooksat thedifferencesinthepublicand privatesectorswith
regard to successfactors. Although significant research hasbeen con-
ductedintheareasof publicand privateinformationtechnol ogy designand
implementation, littleattention hasbeenpal dtothesectora differencesthat
fundamentally ater thenatureof I T projectsandthereforeinfluencethe
success factors needed in each sector. Asdescribed by Bozeman and
Bretschneider’ s(1986) seminal articleon publicinformationtechnology,
thereisasubstantia differencebetweenmanagementinformationsystems
(MIS), traditionaly aprivatesector term, and publicmanagementinforma-
tionsystems(PM1S). Someof themagjor differencesnotedincludel ack of
market principlesasprimary decisioncriteriainthepublicsector; therole
of economicandpolitical authority; andtheimportanceof transparency in
the public sector (Bozeman & Bretschneider, 1986). Bretschneider’s
(1990) | ater researchal sofoundlevel sof organi zational interdependence,
“redtape’, andthat theposition of theM | Sdirector withinorgani zations
differsgreatly betweenthepublicand privatesectors.

Significant homagehasbeen paidtotheBozemanandBretschnei der
articleinscholarly literature. However, thereality of thesituationisthat
practicehasnot followedtheory. Thepublicsector hasrepeatedly copied
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the practices of the private sector, evidenced by the current rise in
popul arity of enterprise-resourceplanning (ERP) and customer rel ation-
shipmanagement (CRM) softwarei mplementationsinthepublicsector,
whichmirror thepath adopted by theprivatesectorinthepast fiveyears.
Evidenced by thelarge-scal efailuresof many public sector technology
projects, itisclear that strict adoption from the private sector doesnot
work. Critical successfactors, initialy identifiedintheprivatesector and
adopted by thepublicsector, must bereviewedinlight of thepublic sector
landscapeand adjusted accordingly inorder tofacilitatesuccessful public
sector projects. Accordingly, thisbook offerstheoretical explanationsfor
both publicand privatesector adoption of specificcritical successfactors,
aswell asexploratory empirical evidence about the nature of critical
successfactorswithineach sector.

Insummary, the purpose of thisbook isto examinetheperceived
importance of various critical successfactorsfrom the viewpoints of
leading-edgepublicand privatesector chief informationofficers. Thebook
isdividedintotwosections. Section| includesanoverview of therol esof
chief information officersin Chapter I1; theoretical justificationfor the
critical successfactorsinChapter 111; and, anexpl oratory examination of
achief informationofficers' surveyinChapter V. Sectionl endswitha
brief discussionof implicationsandfutureresearch opportunities. Section
|1 addsreal-world experiencetothetheory and datafoundin Sectionl. It
includes detailed interviews with several industry experts and offers
enormouspractitioner valuefromthosewhoknow thefiel dthebest.



