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InChapter1titled“MentalModellingDigitalAgedCareandServiceManagement,”HumeandJohn-
stonshowthatagedcareisprojectedtobethefastest-growingsectorwithinhealthandcommunitycare
industriesandstrengtheningcare-givingcompliance,deliveryanddigitalagedhealthcareisnotonly
vitaltooursocialinfrastructureandimprovingthequalityofcare,butalsohasthepotentialtodrive
long-termeconomicgrowthandcontributetotheGDPthroughimprovedperformanceandservicede-
livery.Theyarguethatthekeytorespondingtothispressureisincreasedempowermentandcapability
ofleadershipandmanagementwithintheagedcareworkforceandoffsettingpracticesthroughadvance
technologicaldevelopmentsandknowledgecreation.Digitalhealthcareanddigitalhealthcarestrate-
giesarethefocusofcurrenthealthcarediscussionandinvestigation.Howcanweusedigitaldisruption
toimprovedeliveryandenhancepatientwellbeing?Agedcareisbecomingmorediverseandcomplex
advancingfromresidentialcaretoincorporatecommunitydirectedcare.Thus,“agedcareknowledge”
andtheinformationthatfeedsit isbecomingincreasinglyheterogeneousplacingmoreemphasison
theneedforbetterKnowledgeManagement(KM)includingitscreation,storageaccessanddiffusion
toensurehighlevelsofcare.Theyfocusonagedcareservicesasanationalprioritywiththisalsoa
priorityformanycountriesworldwide.WithlimitedresearchrelatedtoKMinagedcare,thischapter
advancesknowledgeandoffersauniqueviewofKMfromtheperspectiveof28agedcarestakeholders.
Usingin-depthinterviewingcoupledwithmentalmodelpictorials,theyexplorewheredigitalagedcare
maysupportknowledgecaptureandmanagementforagedcareproviders.Thechapterculminatesinan
offeringsomereflectionsforadigitalagendaforagedcareandadvancesthediscourseinthissector.
TheAustralianagedcaresystemisseenasinnovativegloballyandprovidesthebenchmarkformany
countriesdevelopingreformsandstrategiesforagedcare.

InChapter2titled“LeveragingEnterpriseResourcePlanningSystemstoDigitizeBusinessFunctions,”
NairandReddyconceptualizeEnterpriseResourcePlanning(ERP)systemsasaninteractionbetween
socialandtechnicalfactorsofalargeorganization.ThechapterbeginswithareviewofevolutionofERP
torecognizethethemeoftheresearch.ERPimplementationisbasedonorganizationalchangethatERP
bringsaboutduetoitsinterventionontheorganization.Fromthisstandpoint,ERPimplementationresearch
canbeclassifiedintotwomajorgroupswhereERPdeploymentcorrespondstoatechnicalsystemand
ERPorganizationalinterventioncorrespondstoasocialsystem.ThoughERPimplementationishighly
researched,aframeworkillustratingallitsdimensionstoenabletheorganizationaldecisionmakersto
configurethemostsuitablecombinationofvariablesforaresearchthemeislacking.Thechapterissig-
nificantintermsoftheoreticalrigor.TheuniqueproposedframeworknamedbytheauthorsasProcess
VarianceAdaptedSocioTechnical(PVAST)modelidentifiesvariablesknownhereasCriticalSuccess
Factors(CSF),aVarianceperspectivethroughgroundedresearchmethodologyforERPimplementation.
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Theauthorshavepresentedthetwopremiseswheretheycompareandcontrasttheprocessandvariance
theoreticalperspectivesrespectivelytoexplainwhyanyoneoftheperspectivesusedinisolationmay
notservethepurposeofevaluatingtheperformanceofERPimplementationfromanorganizational
changeviewpoint.TheythenclustertheidentifiedCSFunderSocioTechnicaldimensionsandanalyze
thembasedonprocessperspective.Thefocalpointof thismodel is that thedecisionmakersof the
organizationcanclustertheCSFbasedonphaseoflifecycleofERPimplementation.Theauthorshave
specificallyleveragedtheLeavitt’sorganizationalchangemodeltoevaluateERPperformancethrough
CSFsinceERPisatechnologicalinterventiononthesocialstructureoftheorganization.Integrating
process-varianceperspectivewithSocioTechnicalperspectivebasedonLeavitt’sdiamondmodelisan
attempttomeasureandmonitorERPperformanceandpinpointareaswherecorrectiveactionsneed
tobetakenupduringtheERPlifecyclebythedecisionmakersorpractitionersinacoherentmethod.

InChapter3titled“ImprovingLogisticsCostsThroughERPAlignment,”Muscatello,Parente,and
SwinarskistudyERPimplementationsandtheirimpactonbusinessonseveraldimensions.Theyargue
thatlittleworkhasbeendonelinkinglogisticscostsandERPimplementationfactors.TakingaWork
SystemTheoreticalperspective,theyexaminethealignmentsuccessfactorsnecessarytoimprovelogis-
ticscost.Theyuseatwo-stepapproach,conductingaconfirmatoryfactoranalysis(CFA)toassessthe
psychometricpropertiesofourmeasuresandthenconductinganindependentsamplet-testbetweentwo
groups,onewhichexperienceddecreasedlogisticcostsandthesecondwhichexperiencedthesameor
increasinglogisticcosts.OrganizationsattemptingtodecreaselogisticscostsviaanERPimplementation
mustconsidertheprocessesandactivitiesinvolvedinaligningparticipants,information,technology,and
businessprocessintheseERPimplementations.Theirresearchprovidesmoreinsightintothepractice
ofERPimplementationsandhasreemphasizedtheneedtojudgeERPsuccessrelativetoimpacton
firmperformance.ThischapteristhefirststudyexploringERPsuccessusingWorkSystemTheoryto
bothhypothesizeandempiricallydeterminethecausallinkbetweencriticalsuccessfactorsassociated
withalignmentandlogisticscosts.

InChapter4titled“ApproachesforAutomatingERPCategoryConfigurationforSMEs,”Wölfel
presentsautomationofERPimplementationasasolutionformakingERPpackagesmoreaccessible
forsmallbusinesses.HismotivationcomesfromthefactthattheERPmarketisturningmoreandmore
towardsSmallandMediumEnterprises(SMEs)andthatthecostofERPimplementationisstillamajor
burdenforthem.Whenpartoftheimplementationprocesscanbeautomated,ERPpackagesbecome
moreaffordableforSMEs.Theauthorintroducestheconceptofcategoryconfigurationasageneral
ERPimplementationproblemanddescribesthedesignandimplementationofautomationapproaches
tosupportmanagersofsmallbusinessestoperformanERPcategoryconfigurationontheirown.The
presentedsolution,theCategoryConfigurationSupport(CCS)system,wasimplementedwithandap-
pliedtotheopensourceERPpackage“ERP5”.Itisbasedoninnovativeapproachesfromdatascience
suchassimilarityofexampledata,automaticvocabularyconsolidation throughWikipediaredirects
and(meta-)templates.Thesolutionwasevaluatedempiricallyforitsvalidity,effectivenessandutility
throughalaboratoryexperiment.Afterintroducingthegeneraltopic,theauthorcomparestheconceptof
ERPcategoryconfigurationtoothertypesofERPpackage“tailoring”.Thereadershouldhaveaquick
lookattheexemplarycategoryconfigurationforasmallsoftwarecompanyshowninappendixIIwhich
makestheconceptmuchclearer.Itisinterestingtoseehowthisconceptexistsincompletelydifferent
ERPpackages,suchasSAP,OpenERPandERP5.Theauthorcomparesthechallengeofautomating
categoryconfigurationtopriorERPconfigurationautomationapproaches.Themayordifferenceisthat
priorapproachesfocusonparametrizationandthereforeoperateonarelativelysmallandwell-defined
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valuerangeandarethereforemostlyimplementedasrule-basedsystems.Therangeofpossiblevalues
incategoryconfigurationontheotherhandcanbemuchlarger.Totacklethisspecificchallengeof
automatingcategoryconfiguration,theauthorpresentsanewapproachbasedonaquestionnairefilled
bythemanagerofasmallcompany.Theanswersareusedasinputtoamodelbuiltfromanexample
datasetconsistingof235questionnairesalreadyfilledbymanagersofothersmallcompaniesandERP
categoryconfigurationsforthesecompanies.Throughasimilaritymeasure,themodelthanoutputsthe
mostusefulcategorieswhichthecompanymanagerusestocreatehisowncategoryconfiguration.After
describingthetechnicalimplementationofthedesignedautomationapproach–theCCSSystem–and
itsapplicationtotheopensourceERPpackageERP5,theauthordescribestheempiricalevaluationof
thedesignedartefact.Thelaboratoryexperimentwith98testpersonsindicatesthevalidity,effective-
nessandutilityoftheCCSSystem.Finally,theauthorsummarizesthecontributionsofhisresearchto
theoryandpractice.HeshowsthattheconceptofcategoryconfigurationisuniversaltoERPsystems
andthedesignedsolutionapproachcanbeusedforautomatingtheconfigurationofcategoriesofother
ERPpackages,notonlyERP5.ThemainimplicationforpracticeisthattheCCSSystemcanreducethe
financialburdenofERPimplementationforSMEs.ItstreamlinespartoftheERPpackageconfiguration
processbyenablingthemanagementofasmallbusinesstocreateaneffectiveERPcategoryconfigura-
tiononitsown.

InChapter5titled“ContinuousAssuranceandBusinessComplianceinEnterpriseInformationSys-
tems,”Marquesaddressesbusinesscomplianceandcontinuousassurance,whichareveryimportantand
currentorganizationalissuesandconcerns.Theadoptionoftoolswhichenableorganizationstoimprove
businesscomplianceandtoreducethelikelihoodofsituationsthatmayjeopardizetheiroperationalper-
formanceandcorporateimage,alsoallowthemtosimultaneouslyachievetheirorganizationalobjectives
andbecompliantwithexternalregulations.Theworkdescribedinthischapterisinnovativeandcontrib-
utestoanewvisionoforganizationalauditingfocusedonassuranceservicesintransactionsexecutedin
digitalformatandsupportedbyabusinessontologicalmodel.Itpresentsaconceptualarchitectureofan
informationsystemwithcontinuousassuranceservicesanddescribessomedetailsabouttheprototype
development.Aninnovativeaspectofthissolutionisrelatedtothefactthattheauthorconsideredthat
therearedifferentriskprofiles(executionpatternsusedasreference)foreachorganizationaltransaction
anddevelopedarepositorythatmanagestheriskprofilesofthetransactionstomonitorandaudit,fol-
lowinganontology.Theseriskprofilesareimportantbecausetheyallowtheprototypetocomparethese
referenceswiththedatafromtheexecutionsofmonitoredtransactionsandtoproduceauditingresultsin
run-time.Thisviewofmonitoring,controllingandauditingoforganizationaltransactionsisinnovative
sincetherewasnoreferenceintheliteraturetoanyimplementationofriskprofilesrepositoryinthe
aforementionedway.Anotherinnovativeaspectofthisviewistheattempttoprovideassuranceservices
toorganizationaltransactionsfollowingthestructureofanontology,whichpresentsthetransactionat
averylowlevel,contrarytowhathappensinmostmonitoringoftransactions,whichoccuratahigh
level(forexample,comparewhetheracompletedtransactionfollowedasetofestablishedprocedures).
Thischapterisinterestingandrelevantbecausethemainresultsfromacasestudyarepresented.The
casestudyincludestheimplementationoftheprototypeinanear-realorganizationalenvironmentand
theanalysisoffewhundredsoftransactionsmadeupofmorethanathousandoperationsmonitoredand
audited.Fromtheresults,theauthorconcludedthattheprototypeofferscontinuousassuranceservices
andisapplicabletoanyorganizationaltransaction,regardlessofitstype,dimension,businessareaor
evenitsinformationsystemsupporttechnology.Thisindependenceisguaranteedbytheabstractionlevel
ofanontologicalmodelwhichisusedtorepresenttheorganizationaltransactionsweintendtomonitor
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andaudit.Finally,thisworkiscontrarytothetendencyofproductstobeadvertisedascontinuousservice
providers,wheninfacttheyonlyprovidepartoftheseservices.Thischapterensuresthefeasibilityof
thedevelopmentandtheeffectiveuseofaninformationsystemwithfullcontinuousassuranceservices,
havingassupportanontologicalmodel,andwhichisconsiderablyflexibleandadaptableinordertobe
applicabletoanydigitallyexecutedorganizationaltransaction.

InChapter6titled“ContemporaryIssuesinEnterpriseInformationSystems:ACriticalReviewof
CSFsinERPImplementations,”SaygiliandSaygiliarguethatthewidespreadusageofenterpriseinfor-
mationsystems(EISs)bringswithitthedigitalizationoforganizations’businessfunctionswhilethese
systems’extendedfunctionalityintegratesorganizationsandstakeholders.Forexample,newenterprise
resourceplanning(ERP)softwareextensionsincludecustomerrelationshipmanagement(CRM)and
supplychainmanagement(SCM).Givenrecentdevelopments,theauthorsdiscusscontemporaryissues
inEISconcerningERPsystemsvariousdifferentcountries,industriesandcompanies.Duetotheincreas-
ingdemandsandvaryingneedsofdifferentparties,ERPimplementationsaregettingmorecomplex,
whichhasincreasedthenumberandvarietyofcriticalsuccessfactors(CSFs)needingconsideration.In
thispaper,40CSFsareidentifiedandre-categorizedtodevelopanewconceptualmodelforexplaining
ERPimplementationsuccess.Themodelisderivedfromacomprehensivesearchthroughthemostcited
17articlesconcerningCSFspublishedbetween1999and2013whichgroupsthe40CSFsunderfour
inter-relatedcategories:Administration(8CSFs),ProjectandTeamManagement(14),ERPSoftware
(11)andOrganization(7).TherelationshipbetweenthecategoriesiscreatedthroughbridgingCSFs.
SomeCSFsrelatetoexternalpartieslikeconsultants,vendors,country-specificregulations,customers
andsuppliers.MostpreviousstudieshavereliedonliteraturereviewsandcasestudiestoidentifyCSFs,
withonlyaveryfewempiricalstudies.Themainlimitationinthisstudywasthedifficultyofconduct-
ingempiricalresearchtoaccessprimarydataduetojustifiedconfidentialityissuesraisedbyprivate
enterprises.Nevertheless,theauthorsbelievethatexploringCSFsfromstakeholders’perspectiveswill
providevaluableinsightsthatleadtomoresuccessfulERPsystemimplementations.

InChapter7titled“ExtendingIMPLEMENTFrameworkforEnterpriseInformationSystemsImple-
mentationtoInformationSystemInnovation,”RamanandGoyalarguethatorganizationstodaystriveto
differentiatethemselvestooutperformthemselvesfromtheircompetitors.InformationSystemsinnova-
tionhashelpedtheorganizationstoutilizetheircapabilitytothefullest.Further,EnterpriseInformation
systemsimplementationisoneofthemostchallengingpartsofITstrategyforanorganization,since
implementationbringsinefficiencyinthesystemandjustifiestheinvestmentsmade.Therefore,itbecomes
increasinglyimportanttostudytheperspectivesofimplementationtounderstandthecurrentdynamics.
Theystudytheliteratureofinformationsystemimplementation,exploringtheresearchmethodologies
andotherfactorsinfluencinginformationsystemimplementation.Further,theliteratureoninformation
systeminnovation,thefactorsinfluencingoverallinformationsystemimplementationandbasedonthe
information,informationsysteminnovationprocessisdeduced.Thebasiccontentanalysisisdoneto
reviewthearticlesoninformationsystemimplementation.Atotalof47articleswereselectedfrompeer
reviewedjournalsandconferences.Thestudywasconductedtoassessthemethodologyused,thestrate-
giesfollowedalongwiththeissuesandchallengesfacedintheimplementation.Itpresentsanarenaof
thestudiesdoneininformationsystemimplementationinpast20years(typically1993to2013).They
proposetheIMPLEMENTframeworktosynthesizetheliteraturefindingforsmoothfunctioningofIS
implementationprocess.Thecomprehensiveframeworkforinformationinnovationprocessisdeveloped.
Thisframeworkis thenmappedtoIMPLEMENTframework.Further, the ingenuity that innovation
possesseshasattractedalotofresearcherstothinkandstudyaboutwhattheinformationsystems(IS)
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innovationisandhowitrelatestoanyorganization.Itappliestovariedorganizations,fromprivateor-
ganizationstocatertotheclientrequeststothepublicorganizationsoverhaulingtheirservicestocater
tothecitizenandstakeholderneeds.Aninformationsystemisanimportantcomponent, toimprove
product,processesandservices.Intoday’sdynamicandcompetitivebusinessenvironment,successcan
onlybeachievedbyprovidingnewproducts,services,andsolutionsforconsumerstoprovideradically
betterexperience.TheInformationsysteminnovationprocessframeworkisdeducedinthestudy,through
contentanalysisof49papersselectedfrompeerreviewedjournals.TheythenmaptheIMPLEMENT
frameworktotheinformationsysteminnovationprocess.Thisframeworkcanserveasanaidbothto
theresearchersandthemanagers.Theresearcherscanfurtherprovethismodelempirically,whereas
themanagerscanunderstandtheISinnovationprocessinanorganization.TheusageofIMPLEMENT
frameworkincontextofstrategybasedconceptssuchasinformationsysteminnovationhelpsinestab-
lishingtheextenttowhichthisconceptcanbeextendedtocontemporaryandrelevantcontexts.

InChapter8titled“InvestigatingImpactofInter-OrganizationalFactorsinMeasuringERPSystems
Success:BruneianPerspectives,”SeyalandRahmanpresentaresearchtoassessthesuccessofanEn-
terpriseResourcePlanning(ERP)systeminBruneiDarussalam.Theyfirstprovideanunderstandingof
ERPsuccessfactoramongBruneianbusinessesbyassessingthevalidityofERPsuccessmodelofIfinedo
andNeharwithinthecontextofBruneiDarussalam.Theythenstudythevariousinternalandexternal
factors(businessvision,topmanagementsupport,externalexpertise,governmentsupportandperceived
benefits)thatcontributetowardsthesuccessofERPsystem.Themajorityofthepreviousfindingswhich
includeallcontextualvariablesusedweresignificantwithanexceptiontothetopmanagementsupport
whichprovedinsignificant.Thesignificanceoffour(4)contextualvariablesinthisstudyprovidevalu-
ableinsightsonhowbusinessesfindthemrelevantinmeasuringERPsuccess.Thebusinessownersand
regulatoryauthoritiesshouldfocusontheseandhighlighttheminplanningseminarsandroadshowsso
thattheorganizationsthatareintheprocessofconsideringtheERPsystemsshouldconsideritduring
theimplementationphaseaswell.

InChapter9titled“Re-ThinkingtheChallengesofEnterpriseArchitectureImplementation,”Dale
articulatestheconceptofenterprisearchitectureimplementation(EAI)anddifferentiatesEAIfromen-
terprisearchitecture(EA)plandevelopment.ItputsforwardahistoricalanalysisofEAtodemonstrate
thatearlyauthorsofEAframeworks,methodsandtoolsdiddifferentiatebetweenEAplandevelopment
andEAI.EAIwasseenasaproductofEAplandevelopmentandwasassumedtofollowonimmediately
fromEAplandevelopment.AreviewoftheEAIresearchindicatesthatEAplandevelopmentandEAI
aredistinctphasesofworkandthatmanyorganizationshavedifficultytransitioningfromthedevelop-
mentoftheirplanstotheimplementationofthoseplans.Whilstthereisconsiderableliteratureattesting
tothebenefitsofEA,themotivationsforEAIareprimarilytosupportaneworganizationalstrategyand
improveoperationalperformance.However,organizationshavelittleconfidenceinimplementingtheir
EAplans,thecostsassociatedwithEAIaretoohighandstakeholdersloseinterestintheEAIduetothe
protractedtimerequiredtodeliverthesystemsandplatformsspecifiedinthetechnologyselectionplans.
Todate,muchoftheEAIliteraturehasadoptedatechnicalandrationalistapproachtothechallengesof
EAIandignoredtherelationalaspectsofanEAI.Thischaptermakesanimportantcontributiontothe
areaofEAIresearchandpractice,byarguingthatgreaterattentionneedstobepaidtothepracticesof
architectsthatpromoteandinhibitconnectionswiththeirstakeholders.InanEAI,architectswillengage
withanumberofstakeholdersfromthebusinessandtechnologywhohavealegitimateinterestinthe
EAI.BasedonthegapsinourknowledgeofthesocialaspectsofEAIandtheemphasisonthetechni-
calaspectsofEAIfoundinexistingresearch,weneedtoimproveourunderstandingofthepractices
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ofarchitects,includingtherelationshipstheybuildwiththeirstakeholdersandhowthismayaffectthe
transitionfromthedevelopmentoftheEAplanstotheimplementationofthoseplans.Whileorganiza-
tionscontinuetodevelopEAplansinordertobenefitfromtheadvantagesofEA-enabledsystemsand
platforms,manyEAIinitiativescontinuetofailandmorearelikelytofailthansucceed.Despitetheactive
interestoforganizationsandgovernmentsinEA,academicinterestinthisarearemainscomparatively
modestandtendstofocusonEAframeworks,EAmodellingapproachesandmethods,andthemanage-
mentoftheEAfunction.Theroleoftheinteractionsbetweenarchitectsandtheirstakeholdersplaysin
theabilityofarchitectstobuildsupportforandcommitmenttothesystemsandplatformsspecifiedin
theEAIisunder-investigated.

InChapter10titled“DevelopinganEffectiveStrategyforOrganizationalBusinessIntelligence,”
HawkingandSellittocontributetounderstandingthegrowingimportanceofBusinessIntelligencein
themodern-dayenterprise.Asanextensionoffirm’sERPsystem,BusinessIntelligencecanprovide
significantbenefitsassociatedwithallowingfirmstoaccessaccurate,relevantandtimelyinformation
thatenhancescorporatedecision-makingpractices.Thearticleusesacasestudyapproachtoclearly
documentandpresentthestrategyanAustralianenergycompanydevelopedandusedaspartoftheir
adoptionofBusinessIntelligence.Thepaperistimelyduetorecentadventofbigdataanddigitaltrans-
formationpractices—whereBusinessIntelligenceadoptionhasbeentoutedasapowerfultoolthatcan
beusedwithin-memorydataprocessingtoenablecompetitiveadvantage.Thecasestudyispresented
asastory,allowingthereadertounderstandsomeofthestrategiesthecompanyadoptedinconfronting
thevariouschallengesandshort-comingsencountered.Indeed,oneimportantcomponentofthestrat-
egywastoadoptanenterpriseapproachtotheuseofBusinessIntelligence.Thiswasinitiallyachieved
throughtheconsolidationofexistingBusinessIntelligencetechnologiesandsubsequentintroduction
ofenterprise-widedatawarehouse(EDW).Illustrativeexamplesofthetypesofsoftwareconsidered
andreplacedarepartofthecasestudy—forinstance,thediscontinuanceoftheBusinessObjectsen-
vironmentwasfacilitatedbySAPacquiringBusinessObjects.Thecasestudypresentsinsightintothe
developedanInformationManagementStrategy(IMS)toprovidesomeoverarchingguidingprinciples
fortheimplementationanduseofBusinessIntelligencetoensureacloseralignmentwithcompany’s
needs.TheIMSreflectsasetofmulti-facetedapplicationpointsthatcanbeusedbyresearchersorprac-
titionerspersetobebetterinformedaboutnotonlytheimplementationprocess,buttoalsopromotethe
alignmentofbusinessobjectives.TheauthorsmakearelevantandtimelycontributiontotheBusiness
Intelligencedomainbydocumentingtheimportanceofbusinessstrategyaligningwiththeproposed
solution.Althoughcenteredon theenergy sector, the strategicapproach reportedcouldbeusefully
adoptedbycompaniesinotherindustrygroups.

InChapter11titled“ToCodeorNottoCode:ObtainingValueFromtheCustomizationofPack-
agedApplicationSoftware,”Balintargue thatpackagedapplicationsoftwaresuchasERPpromises
manybenefitsintheory.Industrybestbusinesspractices,professionalsupport,andtheeliminationof
theneedtohiresoftwaredevelopersaresomeexamples.However,whattheseclaimsmissisthatno
twoorganizationsarethesame,andnotwoorganizationsimplementthesamepackagethesameway.
InhisexperienceasanSAPconsultant,theauthorwitnessedmanyorganizationswhoseimplementa-
tiontimelinesandbudgetsweregreatlyexceededduetothecustomizationofERPpackages.Insome
cases,theorganizationsunderestimatedtheamountofresourcesthecustomdevelopmentwouldtake,
aproblemendemictomostsoftwaredevelopment.Inothercases,theorganizationmadepoorchoices
whenselectingthepackagedsoftwareinitiallyandtriedto“closethegap”withcustomization.Most
oftheauthor’sresearchisempirical,butdatadescribingpackagedsoftwarecustomizationindifferent
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organizationsaredifficulttocollectandquantify.Instead,theauthordecidedtocreateamathematical
modelofcustomizationandtorunsimulationswhilechangingthevariablesofinterest.Thesevariables
includedevelopmentandmaintenancecosts,thepurposeofthedevelopmentandthestartingfitofthe
system.Theresultsprovideaninterestingdescriptionoftheeffectsthatdifferenttypesofcustomdevel-
opmenthaveonimplementationoutcomes.Customdevelopmentwiththedirectpurposeofincreasing
fit,orwiththeintentionofincreasinguseracceptance,canprovidevaluetoorganizations.However,
evenunderfavorablecircumstancesthebenefitsofcustomdevelopmentdonotoutweighthebenefitof
choosingthesoftwarepackagewiththehighestleveloffit“outofthebox”.Thisresearchcontributesto
theliteratureonsoftwaredevelopmentintwoways.First,whilethereismuchresearchonERPgener-
allythereisverylittleoncustomization.Projectmanagerswhoareresponsibleforpackagedsoftware
implementationsoftenhavetomakedifficultdecisionsonhowmuchcustomizationtodoandhowto
prioritizeit.ERPprojectsoftenusetheFRICEframework(Forms,Reports,Interfaces,Conversions,
Enhancements)tocategorizethiswork.Instead,thispaperapproachescustomdevelopmentbyexamin-
ingtheimpactofcustomdevelopmentonimplementationandorganizationaloutcomes.Second,while
theeraofhugeERPimplementationsislargelyinthepast,thisresearchismorerelevantthanever.As
moreorganizationsofallsizesareembracinginformationsystems,thequestionofhowmuchtocus-
tomizecontinuestobeimportant.Additionally,theSoftwareasaServicemodelofapplicationdelivery
continuestogrow.ThisstudyshouldinformSAASchoicesintermsoftheamountofcustomizability
availabletoorganizations.

InChapter12titled“DecodingSuccessFactorsofInnovationCulture,”Burdon,Kang,andMooney
reviewhowsuccessfulorganizationsfacethechallengeoftransformingacreativeconceptintoanew
service,productorprocess–inotherwords,thedevelopmentofinnovation.Theauthorschosetosurvey
theAustralianITIndustryAssociationmembersandassessedresponsesfrom102organizations.The
technologysectorwasdeemedespeciallyrelevantasitisoftenthevanguardofchange-afastmoving,
inventiveandcompetitiveindustrywhoseadvancesoftenpresageandunderpintheinnovativeprogress
ofmanyothermarkets.Becauseofthefast-changingnatureoftheITindustry,theirapproachtorisk
andrewardisparticularlypertinent,whichencouragesthemtofocusmoreoftheirinnovationstrategy
onradicalopportunities.Takingacreativeideaandturningitintoaninnovativeproductrequiresthe
involvementofmanypeople,notjusttheoriginators,andhelpsexplainwhyfosteringaninnovation
cultureisparticularlyimportant.Thisinvolvesaction,collaborationandlearningthatcanhandlesuc-
cessiveinnovationprocesses–anintrinsicembeddingofwaystodifferentiateacceptableandunaccept-
ablebehaviorsplusprevailingsystemsgoverningdecision-making,performance,success,failure,and
rewardsforagivencontext.Theresearchconfirmedthatorganizationswhereemployeesandcompeti-
torsbelievedtheorganizationhadastronginnovationcultureproducedhigherprofitmargins,superior
financialmetrics,highmoraleandrecognitionfrompeersandcompetitors.Thus,promotingtheright
socialsettingsandvaluesensuresaninnovationculturethatdeliversnewandimprovedproductsand
servicesforcustomers,sustainedimprovementsinservice,betterbusinessmodels,effectivebranding,
andmorepositiveengagementatalllevels.Conversely,lessopencontextswhereprocesses,knowledge,
resources,andpersonnelaremorerigidlystructuredandcloselyregulatedalsotendtoseeaslowinginthe
paceandnumberofinnovationsrealized.Morespecifically,thesurveyaskedtherespondentstoassess
theirownorganization’sabilitytomeettenkeyattributes.Theresearchfoundthatthoseorganizations
wheretheirexecutivesbelievedtheyhadimplementedthetenkeyissuestoahighlevelstronglycor-
relatedwithorganizationalgrowthrate,whichwasusedasasurrogateforsuccess.Themostcommonly
esteemedattributesforsuccessfulorganizationswerethe‘abilityoftheorganizationtocommunicate
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andalignemployeeactivitiestothestrategicplan’,‘abilitytocreateaninclusiveinterlinkedculture’and
‘abilitytoencouragelearningandself-improvementinitspeople’.Thechapteralsoexploresdifferences
infosteringaninnovationculture,dependentonorganizationalsize,ownershipandtheabilitytobuild
aninnovationcultureatalllevelsoftheorganization.Insummary,thisresearchshowsasignificantdif-
ferencebetweenthescoresforAustralianprivateandpartnershiporganizationscomparedwiththoseof
themultinationalsandASX-listedorganizations.Organizationsthatpromoted‘self-improvement’and
hadan‘inclusiveculture’weremuchmorelikelytohavewell-developedinnovationcultures-andbe
recognizedforthisnotonlyinternallybutalsoexternallybyothercompanies.

InChapter13 titled“BenefitsofCustomerRelationshipManagementonCustomerSatisfaction:
AnEmpiricalStudy,”Mohammadhossein,Ahmad,andZakariaassesstheeffectivenessofcustomer
relationshipmanagement(CRM)benefitsfromcustomerpointofviewinrelationtocustomersatisfac-
tion.MainobjectiveisdefinedasfindingouttheimportantbenefitsofCRMforcustomersbasedonthe
previousliteratures.Personalizedservice,responsivenesstocustomer’sneeds,customersegmentation,
customizationofmarketing,multichannelintegration,time-savingandimprovingcustomerknowledge
wereproposedasimportantbenefitswhichwouldaffectcustomersatisfaction.Theauthorsproposea
modelwhichhassevenconstructsthatwillinfluencecustomersatisfaction.Theparticipantswere150
customersofthreeMalaysiancompanies(AEON,Tesco,PETRONAS).Theauthorsfindthatcustomer
satisfactionwaspositivelyrelatedtoalltheCRMbenefitsfound,exceptfortime-saving.Thecorrelations
betweenusingCRMandimprovemarketingperformanceweresignificant.Thefindingsconfirmthatthe
companiesthatusingCRMcanimprovetheircustomersatisfaction.Inaddition,thispapercontributes
totheexistingliteraturebyincorporatingthebenefitsofCRMforcustomersandtherelationshipsof
thesebenefitswiththeirsatisfactioninaproposedresearchmodelandempiricallytested.

InChapter14titled“InformationTechnologyParaphernaliaforSupplyChainManagementDecisions,”
PatroandRaghunathprovidethereaderswithaninsightintotheworldofSupplychainmanagement
aftertechnologywasencapsulatedintoitmakingorganizationsfacilitateproductionanddistribution
withmucheasy,costeffectiveandmoreoverwithbettercustomerservice.Thecompaniesaretrying
toimprovetheiragilitylevelwiththeobjectiveofbeingflexibleandresponsivetomeetthechanging
marketrequirements.Theauthorsdealwiththecurrentscenarioofsupplychainmanagementprocess
andhowitismanagedkeepinginmindthegrowingneedofvariousstakeholdersinthisbusiness.They
alsoanalyzehowbothsupplychainmanagementandInformationTechnologyhasgelledtogetherforthe
benefitofstakeholders,byarticulatingthefunctionalroleofITinsupplychainprocessesinandaround
organization.Supplychainmanagementemphasizestheoverallandlong-termbenefitofallpartieson
thechainthroughco-operationandinformationsharing.Goingaheadinthischapter,readerscangain
somesignificantinsightsintotheexistingandemergingtrendsofInformationTechnologyinSupply
ChainManagementprocesshighlightingtheadvancementsInformationTechnologyhasinSCM.Along
withthatwealsoobservetheinfluenceoftheseInformationTechnologicaltrendsonsupplychainareas
ortosayasSupplyChaindecisionslikeLocationDecision,Inventorydecision,Productiondecision,
Transport/Distributiondecisions.Forthepurposetheopinionoftheemployeesofdifferentcompanies
hasbeenanalyzedtogiveabetterunderstandingoftheimplementationoftheseemergingITtrends.
Thestrategicandtechnologicalinnovationsinsupplychainwillimpactonhoworganizationstransact
infuture.Informationandcommunicationtechnologiesarebeneficialforco-operationandintegration
withinthestakeholdersofthesupplychain.Howeverclearvision,strongplanningandtechnicalinsight
into the transformationalcapabilitieswouldbenecessary toensure thatorganizationsmaximize the
technologicalpotentialforbettersupplychainmanagementandultimatelyimprovedcompetitiveness.
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AsweallknowchangeisnoteasyandwelcomeandofcourseeveninSupplyChainManagementand
afterreadingthischapterreaderswillbeableinterpretsthevariouschallengesthatorganizationscome
acrosswhileimplementingInformationTechnologyinSupplyChainManagement.Finally,thechapter
alsodiscussestheimpactandbenefitsofe-businesstechnologiesthathelpstore-structuretheentire
supplychainprocessforachievinghigherproductivityandsustainthecompetitivemarket.

InChapter15titled“DataEnvelopmentAnalysisforMeasuringandEvaluatingEfficiencyonIT
OutsourcingOperations,”dosSantosanddaSilvadeliveramodelforefficiencymeasuringinIToutsourc-
ingoperations.Adeepresearchonserviceoperationswasmade,toidentifytheservicedimensionsand
serviceitemsapplicabletoIToutsourcingoperations,whichdisplaysamulti-inputandmulti-outputset
ofvariablesthatneedtobeknownandmanaged,thusknowingwhatservicedimensionsandserviceitems
areavailableforIToutsourcingservicesconfigurationisessentialtodeliveryoptimisedIToperations.
Then,DataEnvelopmentAnalysis(DEA),whichisalinearprogrammingtechniqueabletomanipulate
multipleinputsandoutputs,wasusedforefficiencymeasurementinIToutsourcingcontracts(DMUs)to
identifypotentialsourcesofinefficiency,recognizingbest-practiceDMUsforsubsequentstandardization
ofoperations.Duringtheresearch,authors,foundseveralchallenges,thefirstonewastogainaccess
torealdatatotesttheproposedmodel,andevenwithrealdata,notallthesimulationswerepossibleto
execute,namelythemultipletimeperiodsalsonamedaswindowsanalysis(timeseriesdata).Secondly,
thenominationofthesevenservicedimensionsandthe23serviceitemscanbeconsideredexcessive
orminimalistdependingontheresearchproblemandserviceconfigurationtoattain.However,accord-
ingtotheresultsobtained,theyarefoundadequatelycomplete,broadandcapableoffittinginmost
scenariosofIToutsourcingoperations.Thedevelopedresearchwasbasedondesignscienceresearch,
andeighteencontractswereusedtoevaluatemodelutility,theresultsshowtheimportanceofquantita-
tivemeasuresinadynamicbusinessenvironmentlikeIToutsourcing,whichwillallowIToutsourcing
providerstoidentifyingthe“painpoints”andactforefficiencyimproveinamulti-clientenvironment.

In Chapter 16 titled “Knowledge-Based Systems for Data Modelling: Review and Challenges,”
Šuman,Jakupović,andPavlićarguethatdatamodellingisacomplexandknowledgeintensiveprocess
andshowdatamodellingisappropriateforKnowledge-Based(KB)systemapproachbecauseit isa
non-algorithmic,non-trivial,andnotfullydeterministicnature.TheprimarybenefitsofintroducingKB
systemintotheprocessofadatamodellingare:gatheringrareandcostlyhumanexpertiseandperform-
ingandvalidatingdesignactivities.KBsystemalsoprovidesanexplanatorysystem,whichexplainsthe
rationalebehinditsactionsandthereforeeducatestheuser.Finally,aKBsystemupdatesitsknowledge
baseandsoconstantlyimprovesitself.ItisexpectedthatKBsystemwillhelpdesignerstocreatese-
manticallyhigh-qualitydatamodels.ThiswillbeachievedthroughthemainKBsystemfunctionality:
propositionofadatamodelbasedonthepreviouscases,userquestion-answeringguidance,identifica-
tionofthesemanticerrorsinthedatamodel,andadvisingusers.Thischapterarguesaboutthemain
problemsintheprocessofthedatamodellingandreviewssomeKBsystems,methods,andtoolsforthe
datamodelling.ReviewedKBsystemsareusedforidentificationoftheirexistingproblems(forexample
toocomplexformalisationofthebusinessdescriptioninnaturallanguage,toomanyquestionstoauser,
nopastdatamodelrepositoryetc.).Basedonthat,inthepaperisproposedaconceptualmodelofthe
newKBsystemthattendstosimplifyinputformatintheformofthecontrollednaturallanguage,uses
case-basedreasoning,createsaminimalnumberofspecificquestionstoauser,andhasanexplanatory
system.Themainmechanismfordevelopingadatamodelisatranslationfromonelanguageintoanother.
Businessdescriptionisobservedasthetext-expressedknowledgeinnaturallanguagethatneedstobe
translatedintothetext-expressedknowledgeinthedatamodelformallanguage.Aconceptualmodelof
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thenewKBsystemisrepresentedthroughaLogicmodelframeworkwhereitsPurposeContext,Inputs,
Activities,OutputsandEffectsareidentified.

InChapter17titled“SixSigmaProjectTeamsandRationalDecisionMaking:ASharedLeadership
Perspective,”Galli,Szabat,andKavianiarguethat theconceptofhowteamsmakedecisionsin the
teamenvironmentisaveryimportanttopicforallorganizationsandleaderstoconsider.Moreandmore
organizationsrelyonteamstocompleteavarietyofprojects,fromnewproductdevelopmentprojects
toprocessimprovementprojects,allofwhichimpacttheperformanceoftheorganizationasawhole.
Therefore,itisoftheutmostimportancethatorganizationsandleadersunderstandhowteamsworkand
whatstylestheyusetomakeeffectiveandrationaldecisions.Onlybyunderstandinghowteamsmake
decisionsandwhatmakesthemtick(intermsofperformanceanddecision-making),willorganizational
leadershavetheabilitytohelptheteamstomaximizetheirperformanceandthereforemaximizethe
returnoninvestment(ROI)totheorganization.Thisresearchhelpedtobuildonthebodyofknowledge
bystudyingandunderstandingthemostcommonandeffectiveformsofdecisionmakingmethodsthat
teamsutilizetonotonlymaketimelydecisionsbutalsorationalandqualitydecisions.Adecision-making
frameworkwasdevelopedthatoutlinestheappropriatemethodofdecision-makingateamshoulduse
asateam’slevelofsharedleadershipincreases.Ateamcanutilizethefindingsfromthisresearchto
moreeffectivelyplanhowdecisionsshouldbemadebasedontheirlevelofteamcohesionandstyleof
teamleadershippresentintheteamenvironment.Teamcoachesormentorscanactivelyplanhowthey
mentorandguidetheteamstheyareresponsiblefor.Theycanutilizetheframeworkasanassessment
tooltodiagnosetheirteam’sperformanceandqualityofdecisionsinordertoadjusttheirstyleandlevel
ofcoachingandmentoring,whichinturnshouldhelptomaximizethequalityandrationalityofthe
teamleveldecision-making.

InChapter18titled“AnExploratoryStudyontheInfluencersofthePerceivedRelevanceofCIO’s
ActivitiesandSkills:AnUpdate,”TrigoandSoto-Acostapresentastudywhichisthecontinuationoftheir
researchactivityonthemanagementofinformationsystemsanditsmainactorastheinformationsystems
managercommonlyknownastheChiefInformationOfficer(CIO).Thisstudypresentstheactivities
andskillsthat102CIOsconsidertobethemostimportantfortheperformanceoftheirprofession.Itis
importanttoemphasizethatthisstudyisarichstudyfromthepointofviewoftherespondentsbecause
theyareexpertsinthisdomain,thatofthemanagementofinformationsystems,knowingasnobody
whatthemostimportantactivitiesandcompetences.Inadditiontopresentingalistofthemostimportant
activitiesandcompetencies,theauthorsalsoinvestigatedwhetherthepersonalorcompanycharacteristics
thatCIOsbelongtoinfluencetheperceptionoftheimportanceoftheactivitiesperformedbyCIOs.This
isanimportantaspectnotpreviouslyinvestigatedbytheauthorswhotriestoseeifthereisconditioning
intheCIOs’responsesinfunctionofthecharacteristicsdescribedabove.Regardingthecontributions
tothebodyofknowledgeoftheCIOstheme,theresultsshowthatmanagingprojects,interactingwith
topmanagementteams,optimizingbusinessprocesses,andmakingstrategicdecisionsaremainCIO’s
activities;andthattheimportancerecognizedtotheseactivitiesisinfluencedbycharacteristicssuchas
theCIO’sageorthehierarchicalstructureoftheorganization.RegardingCIO’sskills,understanding
businessprocessesandoperations,andstrategicthinkingandplanning,aretheonesCIOsidentifiedas
beingthemostimportant.Beingthisanexplorativestudy,itwouldbealsointerestingtoexpanditwith
furtherstudiesconsideringothervariablesas,forinstance,businesssectorsorbusinessgeographies.

Madjid Tavana
 La Salle University, USA
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