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SAMMANFATTNING 

I den här rapporten har jag tittat på hur ett IT-företags kunders IT-mognad 

påverkar utfallet av införandet av ett IT-system. Som underlag användes en 

fallstudie av företaget Medius AB och deras Linköpingskontor, där sex av deras 

kunder intervjuades och bedömdes i enlighet med SAMM. Fallföretaget i sig 

analyserades, med data från interna intervjuer och med stöd av en observation 

bedömdes deras IT-mognadsgrad enligt CSM. 

Målet var att undersöka huruvida IT-mognadsgraden hos en kund påverkar 

utfallet av ett införandeprojekt av ett IT-system. IT-systemet i fråga var ett 

elektroniskt arbetsflödessystem för faktura hantering, och för att eliminera risk 

användes bara projekt där samma projektledare varit ansvarig hos Medius AB.  

Två stycken kundföretag per bransch valdes ut, för branscherna utgjordes av: 

tillverkande, tjänste och detaljhandel. En bransch stack ut i studien, där 

detaljhandelns två företag i rapporten var de som visade sig ha högst 

mognadsvärde enligt SAMM. 

Vidare kunde jag konstatera att det finns en tydlig koppling mellan de med hög 

mognadsgrad och lyckade projektutfall. De två faktorer som verkade påverka 

utfallet främst, var effektiv intern kommunikation och förmågan att överföra 

kunskap. De två projekt som helt hade misslyckats införa bra rutiner för dessa, 

var också de som lyckats dåligt med att införa produkten under det givna 

projektet. 

 

 



 

ABSTRACT  

In this thesis I have tried to identify if there exists a correlation between IT 

Governance Maturity (ITGM) and the success of an Information system 

implementation.  

The method chosen for this research was a Case study, performed at an IT-

company, Medius AB in Linköping, Sweden. Six customers of Medius where 

selected, based on their successfulness project implementation, that the same 

project manager at Medius was involved and that their existed a comparable 

customer in the same industry for each customer selected.  

Out of the six customers selected for this thesis, two of them where from the 

retail industry, two from the manufacturing industry and two from the service 

industry. Their maturity level (according to SAMM) was determined using the 

framework suggested by Khaita & Zaulkernan (2009), by estimating each 

attribute from the interviews performed with the respondents.  

Each customers ITGM level was then compared to the degree of success of the 

implementation project of the Medius system. A correlation was found, between 

high ITGM and successful outcomes of the implementation project. The two 

attributes that seem to affect the outcome the most was: communication and 

knowledge sharing. These two attributes was also the ones least implementeted at 

the customers which unsuccesfully implemented the system.  
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1 INTRODUCTION 

This chapter should give the reader a brief summary on the background and the 

purpose of this thesis. Moreover it should define the idea of the work to come. 

For further reading on how and why work will be done continue to the next 

chapter (Methodology). 

IT governance maturity (ITGM) has risen up as an academic area of interest as 

well as an area of interest by the industry during the last decade.(Simon et al, 

2010; Dahlberg & Lahdelma, 2007; De Haes & Van Grembergen, 2009; Khaiata 

&  Zualkernan, 2009; Grant & Pennypacker, 2006; Simonsson et al, 2010; ITPI, 

2009; Weill & Woodham, 2002). A diversity of research has been performed 

within in the area of ITGM; some of them are exemplified here: efficiency 

(Simonsson et al, 2010), key factor areas for maturity in consulting firms (Simon 

et al, 2010), processes for reaching alignment (Luftman & Brier, 1999), diversity 

between industries (Grant & Pennypacker, 2006), correlation between ITG and 

IT/business alignment (De Haes & Van Grembergen, 2009), outsourcing 

(Dahlberg & Lahdelma, 2007), measurement of IT alignment (Khaiata & 

Zualkernan, 2009) and evaluation model for IT process maturity (Flores et al, 

2009). 

All together the field is widely explored; however none to very little research has 

been done towards the level ITGM and the success of IT1 procurement and IS 

implementation. Some research has been done, in similar areas e.g. Caniato et al 

(2010) and their study of eProcurement and the connection to the maturity of 

the company. Since there is no valid papers on this matter, I have decided to 

deeply investigate how the maturity level within organizations affect their ability 

to successfully implement an IS, in this case MediusFlow which is more 

described in the description of the case study later on.  The idea of automated 

processes systems and generic workflow systems is not something new, 

Davenport and Beers (1995) talked about the benefits with such system, 

referring to the Hewlett Packard’s workflow software for automate information-

oriented work from one employee to the next, back in the mid-90s. (ibid) 

  

                                                      
1 Throughout this report, IT will refer to the technology used to build up an information 

system, while IS will refer to the information system itself.  
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1.1 BACKGROUND 

Medius AB (from now on only Medius) is an IT and management company, 

specialized in the areas of Consulting, ERP and Workflow. Medius was founded 

in Linköping in 2001, and have had a remarkable growth the last couple of years 

(429 % over the last 4 years). A majority of that growth come from gaining in 

numbers of customers, meaning number of implementations of their own 

software as well as from selling and implementing Microsoft ERP systems. Their 

primary focus is still to develop and sell their own software MediusFlow, which 

provides an automatic handling of internal processes that are not supported by 

customers current ERP-system. (Medius, 2010)  

During the last decade Medius personnel has come to notice, that different 

customers have outperformed other customers when it comes to implementing 

MediusFlow. This fact given that the project model, system delivered and the 

working staff at Medius is the same (same project manager in all projects), leaves 

me with the idea that the level of ITGM of the customers affects the outcome of 

the implementation project.  

1.2 AIM 

The purpose of this thesis is to perform a case study of Medius AB customers 

ITGM, to investigate if and how the level of ITGM affects their ability 

implement a workflow system (i.e. MediusFlow). To be able to do this, I will 

explore what factors affect the outcome of IS project.  

Research questions: 

 Identify the critical success factors for the implementation phase of an IS. 

 Does the customer’s ITGM affect the outcome of an implementation? 

 Is the SAMM model sufficient to find correlation between ITGM and projects 

successfulness?   

Given that the findings from the research questions shows that there exists a 

correlation between Customers ITGM and the success of the project, future 

managers of IT projects can use this information to prepare them self and their 

customers on what is needed to get a successful outcome. 
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1.3 SCOPE OF THE MASTER THESIS 

Since Medius is both a vendor and a consulting firm, I will determine their 

maturity level with the Consulting Services Model (CSM), to establish a base line 

for this thesis. The focus of this thesis will thereafter be on the different 

customers and their ITGM level. The level of maturity for each customer will be 

evaluated after a complete implementation has been performed. Customers will 

be selected accordingly to the success of the delivered project; all according to 

Figure 1. 

 

Figure 1: Scope of Master thesis 

Definition of successful, semi-successful and un-successful projects will be 

presented more in the methodology chapter, where respondents from different 

customers are selected accordingly to a set of rules. 

1.4 CASE COMPANY 

In an attempt to give the readers an overview of the company in question I will 
elaborate on that subject in this section.  
 
Medius as mentioned in the background is divided in three business units: 
Consulting, ERP and WorkFlow. Since this thesis will focus on implementation 
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of one of their products, namely MediusFlow which is a workflow application, 
the focus of this description will therefore be on the WorkFlow unit.  
 
MediusFlow is developed for integration towards different ERP systems. The 
idea and process description of it can be viewed in Appendix I: Medius PRoduct 
Scheme, but it is essential a system for automating manual workflows within 
organization. MediusFlow is a module-based system (can be seen in APPENDIX 
II: MediusFlow Module Chart), (Medius, 2010b) where the module for invoice 
handling has been the most successful to this date (Interview with M5). Actually 
it is not only one module handling invoices, rather three: Supplier’s invoice, expense 
invoice and Purchase order-based invoice. Of these three the one in common for all 
customers in this thesis is Supplier’s invoice module. The basic idea is that the 
system interprets the incoming invoices, re-distributes them to the users 
associated with them and then invoices are matched, the user authenticates and 
then they get paid and archived. An overview of the process and the module 
within the module can be seen in Figure 2. 
 
Medius Swedish offices are distributed over four locations which collaborate to 
sell, deliver and care for the customers. In an attempt to keep the number of 
management levels within the company low, the number of managers is few. In 
the Workflow department there is one in charge of delivery at each office and 
for each project a project manager is selected. The project manager handles most 
of the contact with customer, the sales team and of course the consultants 
working on the project. When a project is finished it is transferred to the support 
team and back to the sales team in charge of the aftermarket. In each project at 
least one application consultant is involved who focus on the overall integration 
and on technical consultant who focus on the technical aspects of the 
integration. Depending on the size of the project the number of consultants in a 
project can vary, but in the cases researched in this thesis only one application 
consultant and one technical consultant has been involved in each project.  
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Figure 2: MediusFlow Supplier Invoice Module described (Medius, 

2010b) 
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2 METHODOLOGY 

According to Patel & Davidson (2003) all form of research starts with a problem, 

in this case how to make a more fitting implementation of the product.   

Blumberg et al. (2005) and  Bryman & Bell (2007) are all stating the importance 

of the research design.  They differ some in how and what steps should be 

performed when doing a research design, how ever I will start this chapter with a 

research strategy and a definition of a research desgin. After that the rest of this 

chapter will present the basis of my design and which approaches I will use. 

Before the methodology frame work can be outlined, a couple of terms need to 

be defined: 

 Theory is defined by Bryman & Bell (2007) as “an explanation of observed 

regularities” (p. 7) 

 Empiricism is the data and information derived from the research. 

(Patel & Davidson, 2003) 

These definitions will be used throughout this thesis, and theories that are used 
to describe the relation between them are presented in the section Logical 
reasoning. 
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2.1 RESEARCH PHILOSOPHY  

Epistemology is important, because it define how researchers approach 

knowledge and how they analyze the information gained during the study. 

Blumberg et al. (2005) claims that understanding different research philiosophies 

can allow the researcher to reach beyond their own experience.  

Blumberg et al. (2005), Bryman & Bell (2007) and Patel & Davidson (2003) all 

describe two by them important approaches; positivism and its opposite 

interpretivism (sometimes known as hermeneutic).  Why some researchers use one or 

the other; is determined on what is common within their own research area, their 

own preference and experience (Bryman & Bell, 2007). To better understand 

both approaches, a description will be presented below. 

2.1.1 POSITIVISM  

The basic idea of positivism is that there is a social world that can be studied and 

viewed objectively. The researcher can work independent and objectively from 

their own preference and experience.  (Blumberg et al., 2005) By reducing 

complex phenomena to their most basic components, a healthy and useful 

conclusion can be drawn from the empiric studies (Patel & Davidson, 2003; 

Blumberg et al., 2005). Followers or users of positivism need to believe that it’s 

possible to collect observations without being influenced by other factors than 

the data itself.  Furthermore positivists imply that there exists a line between 

theory and all findings, even if recent findings conclude that it might be 

impossible to distinguish this line (Bryman & Bell, 2007). Altough positivism has 

lost its position as a broad and accepted philosophic education, it still hold its 

position as a widely accepted researcher approach. (Patel & Davidson, 2003) The 

following three principals define positivism according to Blumberg et al. (2005) 

and that’s how I will define positivism in the following sections. 

 The social world can be view objectively 

 Research is value-free 

 The researcher is independent , taking the role of an objective analyst 

2.1.2 INTERPRETIVISM 

In contrast to positivism researchers that has a hermeneutic approach, has by 

definitions an idea that the social philosophy research is by nature subjective. 

Collecting data by observing reality cannot be performed without applying one’s 
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own experience and previous knowledge. (Patel & Davidsson, 2003) A 

researcher can understand human behavior by interpreting human 

communication, act and language. Which emphasizes the researcher’s role when 

interpreting reality, our own influence will affect the outcome of the study. 

(Bryman & Bell, 2007) Blumberg et al. (2005) takes this even furhter, when 

talking about how much the researcher can affect the respondents when 

interacting with them, suggesting solutions and changing the context. A 

demonstration of this fact can be seen in the study at Hawthorne2, where 

participationers where directly affected by the study it self rather than the affect 

of the things that where under investegation.  Blumberg et al. (2005) has also 

outlined the fundamental principles of interpretivism: 

 The social world is constructed and is given meaning subjectively by 
people. 

 The researcher is part of what is observed. 

 Research is driven by interests. 

2.1.3 IN THIS REPORT 

Since I don’t believe that there is such a thing as being completely objective 

when doing research, I can’t use a positivistic approach. Of course I will try to be 

impartial both in respect towards the company where my case study is 

performed and towards the University where I will present my work. However I 

would like to think that the use of a structured interpretivism will insure a 

satisfying result without external influence.  

2.2 RESEARCH APPROACH 

For the most common research approaches they can be divided and separated by 

the amount of knowledge the researcher has about the area of interest. (Patel & 

Davidson, 2003) I will in this section present some common view’s and 

afterwards explain how and what view I will apply in my work. 

                                                      
2 Hawthorne was an experiment performed by Elton Mayo in 1920’s at Hawthorne 

Works, studding the effect of the workers effectiveness when changing the amount of 

light in their work area (Mayo, 2003). The result of this study would later become known 

as the Hawthorne Effect, when participants change their behavior when being watched 

or noticed. (Blumberg et al., 2005) 
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2.2.1 EXPLORATORY  

If there is an unexplored area with a lot of knowledge missing, the researcher will 

probably use an explorative approach. The main idea is to gain as much 

knowledge in the area as possible, so that the researcher can elucidate the area 

completely.  (Patel & Davidson, 2003) 

 

2.2.2 DESCRIPTIVE  

When the area has already been researched, a descriptive approach can be used 

to spread light on a specific phenomenon or event (Patel & Davidson, 2003). 

Blumberg et al (2005) claims that descriptive study is appropriate when trying to 

answer questions like: who, when, where, what and how.  It is important that the 

researcher has a clear picture of phenomena that is being researched, before 

starting a descriptive study within the area. Descriptions produced from the 

study might be a description of each part or a description of the relationships 

between them. (Saunders et al, 2009) 

2.2.3 EXPLANATORY  

According to Blumberg et al (2005) it has been debated how an explanatory 

study should be described, they have chosen to describe explanatory as a study 

that attempts to explain the phenomena that where only observed in the 

descriptive model. The main idea is to answer question of the type: why or how. 

(ibid) Saunders et al (2009) stress the importance of the explanatory model when 

trying to explain a phenomenon.  

2.2.4 IN THIS REPORT 

 Since the area of Information System (IS) and Information Technology in 

general and Enterprise Resource Systems (ERP) in particular is fairly described in 

previous publications, and the area of Customer Maturity (CM) is starting to be 

explored, I will focus my research in an explanatory manner, where I will try to 

both identify (descriptive) and analyze (explanatory) how and why a successful 

implantation of IS relates to CM. 
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2.3 RESEARCH STRATEGY  

Saunders et al (2005) proclaims that every strategy can be applied on an 

explorative, descriptive and explanatory study. There is not one strategy that is 

more superior to others, therefore the most important thing when choosing a 

strategy is what questions that you want to answer with your research. (ibid) 

Bryman and Bell (2007) simplifies it in the following quote “… by research strategy, 

we simply mean a general orientation to conduct of business research” (p. 28). Yin (2003) 

defines three steps to follow to find out what strategy might be appropriate, 

illustrated in the following table (Table 1). 

Table 1: Yin’s (2003) suggestion for case study 

Yin (2003) steps:  This report 

The type of research questions What? How? 

The amount of control of the investigator 

over behavioral events 

None, to very little 

Whether the focus is on contemporary or 

past events. 

Both past events, and 

contemporary 

 

Yin (2003) purposes that case study are preferred when the research questions 

are of the type how and why, and the researcher got little control over the events 

and the research is about contemporary events.  As shown by the table above 

(Table 1), my study matches Yin’s (2003) idea of what is appropriate for a case 

study.  

  

2.3.1 RESEARCH DESIGN  

Blumberg et al (2003) compare a research design to a blueprint for completing 

the study according to the thesis proposed purpose. Another way to see it is as 

the logic that links the data and the research questions towards the final 

conclusions drawn from it (Yin, 2003).  Ghauri & Grønhaug (2007) refer to how 

a researcher best solves the research question, given the limitation and 

constraints associated with the study.  

To perform this study a definition of a case study needs to be presented, in 

throughout this report the following definition will be used (Schramm (1971) 

quoted in Yin (2003)):  
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“The essence of a case study, the central tendency among all types of case study, is 

that it tries to illuminate a decision or set of decisions: why they were taken, how 

they were implemented, and with what result.“ (Schramm, 1971 cited in Yin, 2003, 

p.12) 

Bryman and Bell (2007) refers to a case study performed by Knight and McCabe 

where they combined several qualitative methods into one method, a case study. 

This gives the benefit of not being dependent of only one method’s strengths 

and weaknesses. In the case of Knight and McCabe they combined participant 

observation with semi-structured interviews, guides and newsletters. Bryman and 

Bell (2007) clarifies that even if case studies are often associated with qualitative 

data collections, there is no reason for not using quantitative collection methods. 

In the next paragraphs I will present case study design and appropriate data 

collection methods. 

2.3.2 CASE STUDY DESIGN 

As clarified above, according to Yin (2003) my study is well aligned to a case 

study. Therefore I will use this paragraph to define the research design as a case 

study design. He also suggests five components with high importance when 

creating a case study design (Yin, 2003): 

1. Research questions 

2. Propositions (if any) 

3. Units of analysis 

4. Logic that links the data to the propositions 

5. Criteria for interpreting the findings 

 

Since I already specified the research questions (1) in the introduction chapter 

and there also presented the purpose of this study, I will not present any further 

propositions (2) at this time.  

2.3.2.1 Units of analysis 

There should be a relationship between the research questions and the units of 

analysis (3). The area of research need to converge with or over the questions, on 

which the researcher needs answer. Depending on what is being researched, this 

might be hard to define. Yin (2009) specifies some case study topics that might 

be more abstract, and therefore harder to define units of analysis in: 
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communities, relationships, decisions and projects. (Yin, 2009)  For this study 

units of analysis will be further explained in the data collection section bellow.  

2.3.2.2 Linking data to propositions  

Yin (2009) declares the importance of thinking what choices are available and 

what is best suited for your case study during the design phase. Knowing early 

on, what options that is available will help the researcher to use appropriate data 

collecting methods to be able to adopt suitable analysis methods during the 

analysis phase. The knowledge is needed simply to avoid collecting to much 

(unusable) data or to little data to draw any conclusions about the given case. 

(Yin, 2009) How the search of viable data was performed and used, is explained 

in the literature review section.  

2.3.2.3 Criteria for interpreting the findings 

The most important step in deciding on what criteria’s to use for interpreting 

data is according to Yin (2009); to know and address rival explanations from the 

beginning. Yin (2009) states that if this is not addressed beforehand the research 

it is more likely to become an endeavor for future studies, instead about the 

current research project. To overcome this issue, a wide variety of sources was 

considered in the making of this report.  
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2.4 LOGICAL REASONING 

Patel and Davidson (2003) describe three distinguishable models: deductive, 

inductive and abductive. They differs in the way the researcher draw conclusions 

from a given condition. They are separately described below and an overview 

can be found in Figure 3.  

2.4.1 DEDUCTION 

Deduction is defined by Bryman and Bell (2007) by the following quote: “The 

researcher, on the basis of what is known about a particular domain and of 

theoretical considerations in relation to that domain, deduces a hypothesis 

(or hypotheses) that must then be subjected to empirical scrutiny” (p. 11).  

Patel and Davidson (2007) give almost the same definition; where they define 

deductive theory as: draw conclusions from already known theories and 

principals and test them against empiric data.  

Blumberg et al. (2005) describes the relation of scientific deduction and pure 

logical reasoning. A conclusion that derives from a strict and correct deduction is 

always true, as long as all facts are presented beforehand. That does not entail 

that correct conclusion is reached, only that the conclusion is true given existing 

conditions (or premises). (ibid) 

2.4.2 INDUCTION 

A researcher with an inductive way of work use the empiric data collected to 

form a theory. This might cause limitations in the theory, because of the specifics 

around the case used to form the theory. Data collected from one case may very 

well be influenced by the time, situation and group of people in the study. (Patel 

& Davidson, 2003; Blumberg et al., 2005) Blumberg et al.  (2005) emphasize that 

the relationship between reasons and conclusion is not as strong using an 

inductive modus operandi as in the case of the deductive. Wrongful conclusions 

can be derived from a case when using induction; because pre known facts might 

affect the researcher to draw one explanation, that might be right or not, it just 

one explanation out of several. (ibid) 

2.4.3 ABDUCTION 

Abduction can be said to be the combination of both induction and deduction, 

(Patel & Davidson, 2003; Blumberg et al., 2005) it sometimes also known as 

double movement of reflection thought (Blumberg et al., 2005).  Abduction research uses 
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three steps; first a preliminary theory is formed based on a case, then the theory 

is tested on a new case and at last a final theory is produced base on the findings 

in the previous steps. (Patel & Davidson, 2003) 

 

Figure 3.  Overview of the logical reasoning’s models (translated 

and adopted from Patel & Davidson (2003) model) 

2.4.4 IN THIS REPORT 

Even though I would like to perform an abductive research approach, I am 

limited both in time and resources. Therefore I will rely on a deductive approach 

throughout this report; I will verify theories on this specific case study to try to 

validate them. If new knowledge will arise, I will use that knowledge to form a 

new theory. But as mentioned above, I will not be able to test and verify this 

theory on other cases.  

2.5 DATA COLLECTION 

According to Ghauri & Grønhaug (2007) as soon as a researcher has decided to 

collect data, he or she need to decided on what kind of data collection method to 

use. Yin (2009) arguees that the researcher needs to know what methods exists, 

so that he or she can take advantage of them; especially since textbooks on the 

area suggest all types of combinations of them. According to both Yin (2009) 
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and Bryman & Bell (2007) observations, interviewing and documentation are 

good sources to use in qualitative research.  Ghauri & Grønhaug (2007) claim 

that its imperative for the researcher to decide if direct communication with the 

respondents is nessesary or if observations is enough.  

The methods suggested above will be presented in the next paragraphs.  

2.5.1 INTERVIEWS 

Yin (2009) claims that interviews are the one of the most important sources of a 

case study. It is imperative to separate the research “why” questions from the 

“how” questions towards the respondents. According to Yin (2009) “why” 

questions might put the respondent in a defensive position and therefore it is 

advised to use “how” formulations instead to get through to the core 

information. Qualitative interviews tend to be less structured, than those 

associated with survey research and other quantitative research. In the case of 

case studies, using unstructured or semi-structured interviews is therefore 

preferred (Bryman & Bell, 2007). The most common interview methods will be 

presented in the following paragraphs.  

“Overall, interviews are an essential source of case study evidence 

because most case studies are about human affairs or behavioral events. 

Well-informed interviewees can provide important insights into such 

affairs or events. The interviewees also can provide shortcuts to the prior 

history of such situations, helping you to identify other relevant sources 

of evidence.“ (Yin, 2009, p.108)  

2.5.1.1 Unstructured interviews 

Unstructured interviews often focus on one topic or a group of topics on which 

the interviewee can respond to and talk freely about, which could be 

characterized as a common conversation. (Bryman & Bell, 2007) 

2.5.1.2 Semi-structured interviews 

A semi-structured interview is more specific than unstructured, often with a 

specific list of topics, an interview guide. The interviewee is still encouraged to 

speak freely around the topics, and the interviewer might ask questions not in the 

interview guide, if he or she feels that it might help. Again in contrast to the 

unstructured form, a similarity needs to be preserved in all interviews. (Bryman 

& Bell, 2007)  
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Bryman & Bell (2007) uses an example from Milkman (1997) to enlighten the 

fact, that interviewing groups in a lose manner as suggested in semi-structured or 

unstructured might be helpful, since the interviewers presence and therefore 

impact reduces.  

2.5.1.3 Structured interviews 

Structured interviews is often preferred in quantitative studies because of it 

promotes standardization and structure, which makes it easier to ensure 

reliability and transferability. However, what you gain in structure you lose in 

depth. (Bryman & Bell, 2007)  

2.5.1.4 In this thesis 

In this data collection for this repot, semi-structured interviews will be the main 

source, because of it is ability to combine the qualitative aspect of letting the 

respondent speak freely and still be able to have a structure of the data 

collection. All interviews will be audio recorded, and fully (word-to-word) 

transcribed. All transcriptions will then be sent out to each interviewee, who will 

then need to approve that I have not interpreted them falsely before using the 

data in this report. 

2.5.1.5 Selection 

To be able to identify relevant respondents for this research, I divided projects 

into three groups (successful, semi-successful and un-successful). The following 

criteria will be used to select respondents for my master thesis; they will be used 

as is by me and the consultant manager in charge of customers in the workflow 

unit at Medius. 

The following table is to be used to identify whether or not the project was 

successful, thereby identifying suitable customers for each group. Majority of 

tests needs to be in within one group for each customer to be admitted for 

interview.  
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Table 2: Criteria for selecting respondents 

  Groups  

Test Successful Semi-Successful Failure 

Delivered on time Yes Less than 2 months > 2 
months 

Payment on time Yes Partial No 

Discrepancy between product 
sold and delivered 

No Partial Yes 

Reported bugs * < .03 % .03 <  X  < .05 > 0.05 
% 

Number of re-deliveries 0 =< 2 >  2 

Time to acceptance** < 2 weeks < 1 month > 1 
month 

 

* Number of support errands divided by number invoices processed 

** Time from go-live to customer approved the delivery (Acceptance test) 

 

These criteria have been added as a result of the experience from project 

managers and application consultants at Medius AB. Definition of a successful 

IT project is taken from Liu & Seddon (2009): “A successful IT project is generally 

regarded as one that is finished on time, within budget, and meeting functionality and scope 

expectations” (p. 729) 

 

2.5.1.6 Respondents used in this report 

Interviews where performed with customers as explained in the previous section, 

but to understand and evaluate the projects employees of the case company was 

also interviewed. 

2.5.1.6.1 Customers 

Out of the number of possibilities of choosing customers from the case 

company’s previous projects, I decided to reduce them by only taking projects 

managed by the same project manager and that also could be defined as 

successful, semi-successful and un-successful according to the criteria mentioned 

above.  

After excluding those which did not pass these tests only 10 remained and out of 

them I wanted at least two from each industry for comparison. After excluding 
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four customers that where in individual industries, the remaining six where used 

in this thesis.  

2.5.1.6.1.1 Background of the customers 

Respondents (A-F) where all project managers during the implementation 

project with MediusFlow at Companies CA-CF. They differed in their current 

position at the companies but also in their background. Primarily they had a 

background in Economics and where employed as CFOs, Controllers or in 

administrative roles; some were however managers with an IT background.  

Customers (CA-CF.) where diverged over three industries: retail, service and 

manufacturing; with two companies in each area. They varied in size, gross 

profits, number of employees, turnover and geographical distribution of sites. A 

simple overview of them can be viewed in Table 3. 

Table 3: Overview of the customer companies  

Customers Industry Turnover 
(M Sek) 

Employees 

CA Service 848 900 

CB Retail 3981 1800 

CC Manufacturing 92 50 

CD Manufacturing 234 200 

CE Retail 1248 370 

CF Service 1365 480 

 

All respondents have previous experience with ERP systems with support for 

the same type of functionality as MediusFlow, as well as other comparable 

systems like customer relation management (CRM) systems.  

To be able to compare the customers that are focused in this thesis, I needed 

some internal data from Medius own CRM system. The purpose of this data was 

only to establish the successfulness of the customers’ project from Medius stand 

point. 
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Table 6: Overview of respondents' project (MediPedia, 2010) 
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A 5 
months 

No Yes .13 % 1 8 weeks 

B No
3
 Partial No .00 % 0 < 1 week 

C Yes Yes No .04 % 1 4 weeks 

D No
4
 Yes Yes .05 % 2 < 1 week 

E Yes Yes No .01 % 1 1 weeks 

F Yes Partial Yes .01 % 1 2 weeks 

 
As seen by   

                                                      
3 B requested changes to the product during the project, which delayed the delivery. 
4 Put the project on hold, due to internal issues. 
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Table , no distinction is made regarding the successfulness of the projects; if 
compared to the selection criteria in Table 2 a discrepancy can be found. This 
will be further elaborated in the analysis chapter and compared to the SAMM 
value for each customer and the CSM value of the case company. 
 

2.5.1.6.2 Case company employees 

Since a IS implementation often is complex adventure, some background was 

needed from employees of the case company. In this case company all projects 

go through three phases: sales, implementation and after-market. The first two are 

self-explanatory, and the last one consists of but the support team and the sales 

team focused on existing customers. 

For the purpose of this thesis, employees where selected to get the overall scope 

of the whole project process as well as been able to identify the maturity level of 

this company. Four employees where selected: one from the sales team, two 

consultants working during the implementation and one IT manager to gain a 

wider understanding on how IT is handled within the company. 
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2.5.2 DOCUMENTATION 

This data source can include among other things: correspondence between 

people, administrative documents, formal studies and articles. (Yin, 2009) 

2.5.2.1 Literature review  

Reviewing literature is about 

defining the theoretical 

framework, reading what 

others have concluded and 

using it in a way that 

demonstrates that you have 

been able to understand it.  

The literature in itself can be a 

guide on what is already 

known and what needs further 

research, simply to not have to 

reinvent the wheel.  (Bryman 

& Bell, 2007) Blumberg et al 

(2005) states that there is not 

only one way to perform 

literature review, and claim that 

it does not matter if you chose 

to read the whole book or 

focus on specific chapter, as 

long as it leaves you with the 

content your research need.  

Blumberg et al (2005) suggest 

a literature search process as 

described in figure to the right 

(Figure 4) 

In my literature review I will 

only use peer-reviewed articles 

from well-know journals and 

databases (e.g. MIS, BPMJ, 

JEIM, Scopus database etc.). I will use the following key-words and search 

Figure 4: Literature review process 

(picture adopted from the model in 

Blumberg et al (2005) 
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phrases to identify relevant articles: “Information Technology AND maturity”, 

“ERP AND maturity”, “BPR AND ERP”. To identify the articles that will be 

used, they need to mention the following in their abstracts or key-words: 

implementation of IS, project management and organizational change connected 

to IS projects. 

2.5.3 OBSERVATION  

According to Blumberg et al (2005) almost all we know comes from observation, 

to further define observation in the sense of science I will use the following 

quote: “Observation qualifies as scientific inquiry when it is conducted specifically to answer a 

research question, is systematically planned and executed, uses proper controls, and provides a 

reliable and valid account of what happened.” (Blumberg et al, 2005, p. 278). That is if 

the observation is performed in a professional and structured manner it can be 

considered for use in research. According to Bryman & Bell (2007) since 1970s 

the term observation in social research has been less used, and instead 

ethnography has become the term widely accepted. Ethnography is easily 

described as a process, where joining and observing a group is the primary task.  

However if the result from the observation is good, depends on factors like luck, 

time and place; where meeting the right informants in the right time is crucial. 

(ibid) Two main approaches can be used, either to only observe or to 

communicate with the group to gain data. (Blumberg et al, 2005) These two 

approaches will be described below in the form of direct observation and participant-

observation.  

2.5.3.1 Direct observations  

Direct observation is when the observer is present and personally observes 

whatever occurs, which makes it easy for the observer to react and respond to 

events and behaviors directly. (Blumberg et al, 2005) Observations may vary a lot 

from a strictly formal to a less formal endeavor; which can be anything from 

following a strict protocol when observing workers at their work stations to field 

visits without any protocols. (Yin, 2009) 

2.5.3.2 Participant-Observation  

Participant-observation is defined as when the observer also takes the place of 

the participant, regardless of telling or hiding his/hers true role. (Blumberg et al, 

2005) Yin (2009) points out the fact that even if participant-observations might 

create new possibilities, it also associated with great problems. Obvious benefits 
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are the possibility to control and affect participants, which also bring the 

negativity of possible biased results. (ibid) 

 

2.5.3.3 In this report 

As I will perform my observation as a part of my thesis work at Medius, I will 

not be able to a Participant-observation; since all employees will know that I am 

studying their work. Therefore it will be a more direct observation where I 

observe them in their ordinary work. Reflecting on how they interact, exchange 

information during their work in different projects.   
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3 THEORETICAL FRAMEWORK  

This chapter is intended to give the reader a good overview of existing literature 

around the different research questions, and it covers the following:  

 Critical success factors when implementing IS 

 ITGM – models and previous cases 

 CM and it’s connection towards IS implementation 

I believe that the first two sections are rather obvious in their connection 

towards the questions presented in the introduction chapter, however the change 

management part may not be. The reason for this focus is that Schlichter and 

Kraemmergaard (2010) did in their comprehensive literature review find a strong 

connection between Business Process Re-engineering (BPR) and the 

implementation of IS (e.g. ERP). Liu and Seddon (2009) also find support in 

their review of 133 SAP customers, where they identify that 85 % of the SAP 

customers perceived BPR as a Critical Success Factor (CSF) for the ERP 

implementation.  

3.1 CRITICAL SUCCESS FACTOR 

A lot of previous articles and researched has been presented with CSF for 

implementation of ERP systems during the last decade (e.g. Jing & Qiu, 2007; 

Nah et al, 2001; Liu & Seddon, 2009; Bradley, 2007). Since this area has been 

previously widely explored a lot of different factors have been identified, as 

shown in Table 4 some of them are identified by them all and some are only 

partially supported by others.  

Table 4: An overview of previous authors’ findings 

Critical Success Factors 
Nah et al, 

2001 
Jing & 

Qiu, 2007 
Liu & 

Seddon, 2009 

Project management X X X 

Team work and compositions (Group 
Structure) 

X X X 

Project Champion X 
 

X 

Training   X X 

Top Management Support X X X 

Funds support 
 

X 
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Reasonable expectation with definite target  
 

X 
 

Business plan and vision X   X 

CM program and culture X 
 

X 

BPR and minimum customization  X 
 

X 

Managing cultural change 
  

X 

Implementation strategy and timeframe     X 

Effective communication X X X 

Appropriate business and legacy systems X 
 

X 

Department’s participation 
 

X 
 

Enterprise information management 
 

X 
 

Software development, testing and 
troubleshooting 

X   X 

Monitoring and evaluation of performance  X 
 

  

Troubleshooting /crises Management     X 

Cooperation between enterprise and 
software company  

X X 

Level of the supplier of ERP 
 

X 
 

Service of the supplier or ERP 
 

X 
 

Selection of ERP 
  

X 

Outsider competition pressure   X   

 

Four factors stands out, which are identified by all of the authors, namely Top 

Management Support, Effective communication, Project management and Team Work. One 

might see a connection between these four factors, Bradley (2008) defined all of 

the first three within the category Leading in he’s report. Only Team Work is left 

in another category, Staffing where less leading activities are involved and more 

group focus. (ibid) Even if Change Management in general, and more specific BPR 

is not explicit supported by Jing & Qiu (2007), they empathize the impact of the 

project managers role in educating the members and users about the benefits 

with the reengineering; to reduce the resistance of change and thereby ease the 

transition of the change.  

The rest of these paragraphs will describe those four that have a broad support 

from all of the authors in Table 4. CM and BPR will be more described in 3.4. 
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3.1.1 TOP MANAGEMENT SUPPORT 

Nah et al (2001) emphasize the importance of top management support, to provide 

legitimization to the project and aligning the project with the strategic goals of 

the business. According to Liu & Seddon (2009) and Jing & Qiu (2007) and Ngai 

et al (2008) support from top management can be seen as the most important 

factor in getting a successful outcome. This is widely known and sometimes 

recognized as the head engineering. It is also important that this support from 

management is not only on paper; rather that it is visible throughout the 

organization (Jing & Qiu, 2007). Another important factor within top 

management support; is to compensate and use supportive incentive system for 

the project team.  (Nah et al, 2001) 

3.1.2 EFFECTIVE COMMUNICATION 

Effective communication is pointed out in different contexts, Bradley (2008) 

talks of the idea and concept with a project champion that brings knowledge and 

interest of the project to both the project team as well as the rest of the 

organization. Jing & Qiu (2007) relates back to top management, and their 

endorsement towards project teams and relevant users; giving them the 

possibility to communicate effectively with each other. They emphasize that an 

open and honest communication is paramount to success. (ibid) This needs to be 

done at every level of the organization. But it is not only the internal 

communication that needs to be effective, other companies that are acting as 

partners need to be involved. A partnership trust must be formed in order for 

this to really take place. (Nah et al, 2001) 

3.1.3 PROJECT MANAGEMENT 

A natural consequence of the previous paragraphs, is something that keeps it all 

together; Project management is essential for the success (Jing & Qiu, 2007; Nah 

et al, 2001; Liu & Seddon, 2009).  This involves having the skills and knowledge 

to lead and coordinate the operations (Jing & Qiu, 2007). Liu & Seddon (2009) 

support Jing & Qiu’s (2007) ideas, but extend that it is imperative for the project 

management, to also understand and be able to use the tools and techniques that 

are available to meet the project requirements. He or she in the position of 

project manager needs to drive the success of the project. Identify both critical 

events and the timeline, to ensure a successful outcome. (Nah et al, 2001) 
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3.1.4 TEAM WORK 

The team should consist of the best and the brightest available (Nah et al, 2001; 

Liu & Seddon, 2009) and there should be a balance between IT and management 

within the group (Liu & Seddon, 2009; Jing & Qiu, 2007).  To ensure that their 

focus is right, the implementation project should be their top and only priority. 

(Nah et al, 2001). According to Nah et al (2001) the team also needs to be a 

mixture of internal staff and consultants. In contrast, Bradley (2008) did not find 

sufficient evidence that using consultant where a success factor.  

3.1.5 OVERALL  

The overall understanding seems to be that the business strategies needs to be 

aligned with the IS to achieve a successful outcome. (Aladwani, 2001; Nah et al., 

2001; Subramoniam et al, 2009) Since 2006 researchers at the Royal Institute of 

Technology Stockholm (KTH) has done several studies in connection towards 

IT governance maturity and the affect it has on performance. They do support 

the idea of alignment between business strategies and IS, but has focused a lot of 

work on identifying maturity level models, that can be used in the context of IT 

(Simonsson, 2008; Rocha Flores, 2009)  

“the most important lesson to keep in mind is that strategic alignment is a 

journey and not an event” (Venkatraman et al, 1993, p. 147) 

3.2 IT GOVERNANCE MATURITY 

Since maturity in organization may be interpreted in several ways, and I am only 

interested in the connection between business and IT strategy this report will use 

the following definitions by Simonsson et al (2010):  

“IT governance is defined as the structures, processes and relational 

mechanisms for the IT decision making in an organization. --- The internal IT 

organization efficiency is called IT governance maturity” (p.10). 

A lot of articles and literature has been presented on different aspects of maturity 

and the connection to different IS. Models has been developed and extended for 

the purpose of ITGM; some of them are presented here like Strategic Alignment 

Model (SAM) (Venkatraman  et al, 1993), Capability Maturity Model Integration 

(CMMI) (SEI, 2000), the Control Objectives for Information and related IT 

(COBIT) (Simonsson et al, 2010) and more recent adopted models like 
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Consulting Services Maturity (CSM) (Simon et al, 2009) and Strategy Alignment 

Maturity Model (SAMM) (Luftman & Brier. 1999;Khaiata & Zualkernan, 2009).  

Former studies have established that there is a relationship between IT maturity 

and business output. (Simonsson, 2008; Milne & Bowles, 2009) According to 

Milne & Bowles (2009) traditional models like the Capability Maturity Model 

(CMM) by Software Engineering Institutes at Carnegie Mellon University does 

not support relative performance potential of different practices.  

For the purpose of this report, I will focus on two recently presented models, 

namely CSM and SAMM. A deeper description of them both will follow bellow 

3.2.1 CSM 

According to Simon et al (2010) CSM is intended to aid consulting firms with 

improving their maturity level. Using key focus areas (KFA) relevant for 

consulting firms including: leadership, values, consulting skills, adaptability, project 

management practices, profitability, consulting success factors and customer focus. By 

incorporating lessons learned from the CMM model, they tried to channelize 

their model towards ERP consulting. They argue that implementing best 

practices and continuously improve them will increase the maturity level. (ibid) 

As shown in figure Figure 5, the model uses three maturity levels; first an 

initialization level, second an improvement level and finally an optimization level. 

Using eight different Key factor areas (KFA), it is possible to benchmark the 

results both internally and externally.   
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Several researchers (e.g. Huq et al, 2006; De Haes & Van Grembergen, 2009; Liu 

& Seddon, 2009) have emphasized the importance of project management, leadership 

and sponsorship in implementations of IS. Especially the involvement of top 

management has been seen as crucial when implementing ERP or other IS 

(Aladwani, 2001; De Haes & Van Grembergen, 2009; Nah et al, 2001; Huq et al, 

2006).   

Customer focus and Adaptability meaning that the implementation need to be 

adjusted and aligned with what the customer both need and want, to ensure a 

satisfied customer. Davenport and Stoddard (1994) clarifies that even if we often 

think of organization re-engineering in the context of an IS initiative, it should 

be understood that it always the business drivers that’s important to the 

customers. According to Nah et al (2001) to achieve a successful outcome of the 

implementation, the following need to be performed beforehand: development, 

testing and troubleshooting.  Troubleshooting errors before implementation might 

seem obvious, but is nevertheless crucial. (ibid) Subramoniam et al (2009) 

emphasize that it is important to choose the IS carefully, so that as little 

customization needs to be done as possible. Meaning that, selecting a workflow 

software that can support the current workflows and processes within the 

organization. (ibid) Without this process of identifying the right information and 

Figure 5: CSM Model (adopted from Simon et al, 2010) 
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workflows, the overall system will not perform as intended (Davenport & Beers, 

1995). Setting clear expectations of the project is an important factor in what 

Simon et al (2010) identifies as Consulting Success Factors, and they are supported 

by Venkatraman et al (1993) and Robey et al (2002). Simon et al (2010) definition 

of Consulting skills, i.e. reaching customer satisfaction by having an open 

communication and solid domain knowledge, also to a large extent declared by 

several authors before (e.g. Chan et al, 2009; Dahlberg & Lahdelma, 2007). 

Success factors and profitability have both been intensively researched in different 

studies; for instance CSFs for ERP implementation has been identified in several 

articles (e.g. Liu & Seddon, 2009; Aladwani, 2001) and performance of IS 

implementation and impact on business has been researched by many (e.g. 

Simonsson et al, 2010; Simonsson 2008; Bendoly & Schoenherr, 2005; Botta-

Genoulaz & Millet, 2005). Simonsson et al (2010) found in their research of 35 

case studies, that there is a strong correlation between cost allocation, quality 

management, roles and responsibilities and IT governance performance. 

Especially they identified that IT Resource procurement is highly correlated with 

the IT governance performance. (ibid) Bendoly and Schoenherr (2005) does in 

their study of procurement of B2B systems, conclude that companies with higher 

ITGM are more likely to save more on B2B e-procurement.   

The last KFA in Simon et al (2010) CSM is Values; which is defined as integrity, 

trust and building long lasting relations with the customer. According to Huq et 

al (2006) this includes involving all stake holders, and educate them in relevant 

areas, so that everyone knows why the change is needed, as in the case of a new 

ERP implementation. Grant and Pennypacker (2006) did in their study find that 

the majority of the organizations investigated where only at a low maturity level, 

and that communication within these project teams where only informal, without 

project managers involved.  

3.2.2 SAMM 

As the name suggest Luftman’s SAMM (Khaiata & Zualkernan, 2009) where 

developed from the Venkatraman & Henderson’s (1994) SAM model. According 

to Luftman and Brier(1999) strategic alignment is an ongoing process, that 

cannot be reached with a single strategy or set of actions.  The idea of SAM was 

to merge the business domain with the IT domain, both internally and externally. 

There is no final state; instead a continuous exchange of information exists 
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between the different domains. (Venkatraman & Henderson’s, 1994) Luftman 

and Brier (1999) found in their study that a six-step process for reaching the 

alignment suggested by SAM. These steps are shown in Figure 6: Strategic 

Alignment (six steps according to Luftman & Brier,  1999; figure by author), 

where I put these steps in the context of level of alignment and time.  

 

Figure 6: Strategic Alignment (six steps according to Luftman & 

Brier,  1999; figure by author) 

Broken down, these steps are defined as follows: 

1. Setting the organizational goals and establishing a team, is defined by Luftman 

& Brier (1999) as a critical when implementing a IS, to ensure that it is 

aligned with the business plan. Designing the project with project 

objectives, executive support and champion for the project is crucial to 

reach a successful outcome. (ibid)  

2. Understanding the linkage between IT and business; when the project is defined 

and group is formed, a brainstorm phase need to progress. During this 

phase different IT solutions need to be considered to be able to fit 
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future change in processes and organization as well as current structure. 

(Luftman & Brier, 1999) 

3. Analyzing and prioritizing the gaps; is suggested by Luftman and Brier 

(1999) to be a continuous activity between team members and 

executives, where a ongoing prioritization of gaps from the current state 

to final state should take place. 

4. Specify the actions that need to be performed to ensure that the system can be 

used as intended, meaning that users and people involved are getting 

educated properly. If processes need to be changed, this needs to be 

handled during this phase. (Luftman & Brier, 1999)  

5. Choose and evaluate success criteria are critical from a strategic point of view, 

where common criteria like flexibility, sustainability and economics are 

frequently used. Having a solid business strategy over time will help and 

aid in times of change. (Luftman & Brier, 1999) 

6. Sustaining IT-business alignment is far from easy; it needs to be integrated in 

both processes and culture. The whole IT organization needs to have a 

continuous communication with line managers, to be able to support 

business strategies and gain in competitive advantages. (Luftman & 

Brier, 1999) 

From this six-step process of IT-Business alignment, Luftman defined SAMM, 

where maturity is measured in the following areas: (Khaiata & Zualkernan, 2009) 

 Communication within the organization for better understanding between 

business and IT. 

 Competence / Value measurement for a better understanding on how IT 

enables business value. 

 Governance of IT resources, so that the right prioritization of resources is 

being done. 

 Partnership – how well co-workers from IT and business work together, 

sharing risks and rewards. 

 Scope and architecture, to ensure that IT provides transparency and 

flexibility towards the organization. 

 Skills – reflects on how well employees contribute to innovation, how 

agile and well they aid the overall organization.  
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Each of these areas is measured in a scale of 1 to 5, where 1 stands for initial 

level and 5 for the optimized.  (Khaiata & Zualkernan, 2009) In an attempt of 

finding an easy-to-use tool to evaluate the level of IT maturity within an 

organization Khaiata and Zualkernan (2009) used SAMM’s attributes to develop 

questions for determine the level of maturity.  

 

All of the methods mentioned above use strategic alignment within an 

organization, to measure the level of alignment between IT and business. In the 

following table their differences are shown. 

 

Table 5: Table for comparison of Models 

Model CSM  SAM SAMM 

Focus Consulting None-specific None-Specific 

Levels of 

maturity 

3 - 5 

Researchers Simon et al (2010) Venkatraman et al 

(1993) 

Luftman (2004); 

Khaiata & 

Zualkernan (2009) 

Key Factor Areas Leadership, Values, 

Customer Focus, 

Consulting skills, 

profitability, CSF, 

PM and 

Adaptability 

Governance, 

Technological 

capability, Human 

Capability and 

Values. 

Communication, 

Competence (Values), 

Governance, 

Partnership, Scope 

and skills 

Process Process goals to 

achieve higher 

maturity level. 

Six-steps process 

(Luftman & Brier, 

1999) 

Matrix of questions 

from attributes 

 

3.3 COMMON KEY FOCUS AREAS IN THESE MODELS 

As noticed by the table above (Table 5: Table for comparison of Models), a lot 

of common areas are shared across the different models. In the following 

paragraphs this will be explained more explicit, and also divide them in to five 

different groups.   
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3.3.1 GOVERNANCE 

Governance, also known as leadership or Project Management by Simon et al 

(2009), do all include the same operations: allocation of resources, lead the 

project team and ensure that project is aligned and well-adjusted to the scope. 

(Khaita & Zaulkernan, 2009; Venkatraman et al, 1993; Simon et al, 2010) Khaita 

and Zaulkernan (2009) emphazises that the role of reviewer, is how to priorities 

and allocation of IT resources are done. Where Venkatraman et al (1993) suggest 

a more coaching role, including understanding and supporting partnerships both 

internal and external, Simon et al (2009) include both these within good 

communication and a solid adjusted project management. In De Haes and Van 

Grembergen (2009) study they concluded that IT governance maturity is higher 

for organizations that use a mixture of different IT governance practices. 

Together with a strong support from the board of directors this is more likely to 

happen. (ibid) 

3.3.2 VALUES  

Values are an important factor for both understanding and reaching IT 

Alignment. (Dahlberg & Lahdelma, 2007)  According to both Venkatraman et al 

(1993) and Khaiata & Zualkernan (2009) Values reflect on the way IS and IT 

investments support the business performance and profitability.  This 

distinguishes from Simon et al (2010) definition of Value, and should rather be 

compared to their Profitability KFA. Venkatraman et al (1993) stated that 

profitability can be drawn from the level of adaptability of the system and the 

use of CSFs; which Simon et al (2010) defined with different KFAs, which is 

described below.  

 

3.3.3 SKILLS 

All of the models described in the previous section contain Skills to some extent. 

Venkatraman et al (1993) defined it within the Human capability, where 

individual skills and capabilities is a necessity for understanding and supporting 

business strategies. In the case of CSM, Consulting skills also include building a 

creditable customer relation over time (Simon et al, 2010).  Both Khaita and 

Zaulkernan (2009) and Simon et al (2010) do however clarify that the ability to 

change and adjust to new conditions is a crucial skill.  Simon et al (2010) did also 

find another connection in their study, that there is a significant relation between 

the level of skill and the use of CSF.  
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3.3.4 PARTNERSHIP 

Khaita and Zaulkernan (2009) define it as trust building and risk sharing among 

participants, where Simon et al (2010) rather define it with “Become a trusted 

advisor” (p. 111) in their Customer Focus KFA. In Venkatramans et al (1993) 

report they did discrbe how the relationship between customer and vendor has 

evolved during the last cuple of decades from a purely vendor-customer to a 

partner relationship. Social dimension is highly important for successful 

committing to a customer, especially in the long term of ITG (Baumgartner & 

Ebner, 2010) 

3.3.5 ADAPTABILITY  

There seems to be a consensus among all researchers in these models, that 

adaptability and the alignment of IS and business is critical for success. Khaita 

and Zaulkernan (2009) talk about architecture and scope of the projects, to 

create transparency and flexibility to both system and business value. 

Venkatraman et al (1993) define three activities that are critical according to 

them to achieve alignment between technology and business, namely definition of 

IT product and services, development of IT products and services and adaptation of 

IT products and services to dynamically evolve towards the business. These 

activities are similar to the ones suggested by Simon et al (2010) where they 

suggest tailored implementation strategies, adaptation to different situations and 

anticipation of change. However according to Simon et al (2010) it is 

fundamental to consider future change, to be able to act up on it beforehand.  
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Figure 7: KFA from CSM AND SAMM divided in to five shared 

areas 

 

3.3.6 SUMMARIZE OF IT GOVERNANCE 

IT governance is not only intended to achieve better internal efficiency, but 

rather to provide business enabling support (Simonsson et al, 2010). Botta-

Genoulaz and Millet (2005) emphasizes the problems for organizations when 

trying to estimate the Return of Investment (ROI), according to them more then 

50 % of companies do not even try to estimate this. Without controllable data it 

is hard to see the performance of the investment and the overall ITG. However 

according to Eickelmann (2004) organizations with higher maturity level spend 

less money on development, reducing the total cost.  In De Haes and Van 

Grembergen (2009) research they concluded, that is easier for a mature 

organization to implement IT maturity processes, however defining ITG 

structure within the organization does not demand the same level of maturity.  

This might or might not be a consequence of what Botta-Genoulaz and Millet 

(2005) concluded with higher user satisfaction with total implementation, 

meaning a “big-bang” implementation of an ERP-system. Which is described in 
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a similar manner by Dahlberg and Lahdelma (2007) when organizations choose 

to perform a total outsource, that correlates with lower costs.  

User satisfaction increases when a total implementation is done (Big-Bang), 

rather than in the case of an incremental one. (Botta-Genoulaz & Millet, 2005) 

3.4 CHANGE MANAGEMENT WHEN IMPLEMENTING IS 

Mills et al (2009) tries to declare that a change needs to have significant impact 

on the organization, to be recognized by stakeholders as Organizational Change 

(OC). They continue with concluding that OC can be derived from several 

things; culture, technology, employees, leadership and more. (ibid) In this thesis I will 

refer to changes as the ones initiated by the organization to reach another level 

of maturity, especially in connection to the implementation of an IS.  

“Change is an everyday occurrence but it is not just any change that catches 

attention and forces organizational leaders and other stakeholders to take action. It 

is usually not the everyday occurrence that makes an impact on the thinking of those 

in charge of organizations.” (Mills et al, 2009, p.4),   

Mills et al (2009) conclude that change happens every day in every organization 

and that it is a part of the everyday operations. Although Change Management 

(CM), is about changing the aspects of peoples’ work or the way it’s carried out. 

(ibid) Huq et al. (2006) list six common change management issues: leadership, 

barriers to change, communications, implementation of change and control, 

people culture factor and change review. According to Aladwani (2001) changing 

the employees’ resistance towards change is often one of the hardest issues to 

overcome. Involving employees early in the change process is therefore critical 

for a successful outcome. (ibid) Peppard & Rowland (1995) and Mills et al (2009) 

stress this fact; by encourage managers to communicate the necessity of the 

change, and using key people (sponsors) to the send this message to the rest of 

the employees. It is easy to focus on hard factors like: IT functionality, 

infrastructure and key performance indicators. It’s crucial to also involve the 

social and people aspects in the change process, because it is through the 

interaction of people that change really can take form. (Iveroth, 2010) 

Throughout history different methods have arose like Culture Change (CC), 

Total Quality Management (TQM), Business Process Re-engineering (BPR), Six 

Sigma (SS) and Balanced Scorecard (BSC) and become popular. The field of OC 
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has evolved since the late sixties and rapidly growth during the last two decades. 

During this time the different methods has reached a high number of 

practitioners in different organizations and industries. (Mills et al, 2009) Several 

authors has stated that a process change method (e.g. BPR) (Schlichter & 

Kraemmergaard, 2010) is often a foundation for a successful IS implementation 

(Davenport & Beers, 1995; Eardley et al, 2008; Subramoniam et al, 2009). 

Therefore the following paragraph will describe BPR more in detail. 

3.4.1 BUSINESS PROCESS REENGINEERING 

Since it already has been established that BPR and implementation of IS affects 

each other in symbiosis (Huq et al, 2006;Eardley et al, 2008;Ngai et al, 2008) and 

that this change management is a critical success factor for the implementation 

process (Robey et al, 2002; Liu & Seddon, 2009) I have found it reasonable to 

more deeply describe this concept and process.  

Peppard & Rowland (1995) claims that BPR is about changing the focus of the 

organization from a functional one to a more process way of thinking. 

Davenport & Stoddard (1994) are more restrictive, they claims that the idea of 

BPR has grown out of proportion. That a myth has come from the hype, that 

BPR is the saviour for all project managers.  They define BPR with five 

concepts:  

1. A clean slate approach to organizational design and change 

2. An orientation to broad, cross-functional business processes, or how work is 

done. 

3. The need for, and possibility of, radical change in process performance. 

4. Information technology as an enabler of change in how work is down 

5. Changes in organizational and human arrangements that accompany 

change in technology. (ibid) 

Davenport & Beers (1995) define process change with BPR as a discrete and 

radical change of the organization over a pre-defined time frame. They did in 

their study of Baldrige award winning companies find that surprisingly few did 

identify and act upon the process information that was available within their 

organization, but argued that this will crucial in the near future. (ibid) Arguments 

of using electronic IS (EIS) to collect and share information are transparency, 

flexibility and availability. According to Yu-Jun (2010) the core of BPR is 

reengineering of the processes within the organization, so the value returned is 
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improved. A total rethinking of the workflows and managements is vital. (ibid) 

Guo & Liu (2010) argues that the success of the change program is dependent 

on the use of IT in a effective way. Allowing employees at all levels of the 

company to be involved and up to date is another important part in reaching a 

successful outcome.  (ibid) 

Eardley et al (2008) are skeptical to the original approach of BPR, and especially 

the idea of a pure clean slate way. According to them, a consideration of current 

IT and IS within the organization is more important than idea of starting 

completely fresh. IT plays an important role in every organization today, and this 

needs to be taken into account when performing change using a BPR approach. 

(ibid) When there is an alignment between organization and ERP, supported by 

the BPR the success of the implementation will be higher. (Huq et al, 2006; Ngai 

et al, 2008) 

BPR has transformed from the original radical OC process (Davenport & 

Stoddard, 1994), to a more incremental and IS related model (Schlichter & 

Kraemmergaard, 2010; Guo & Liu, 2010; Yu-Jun, 2010); which was the idea and 

prediction of Davenport & Beers (1995) in the mid-1990s. The different 

information collecting processes described by Davenport & Beers (1995) are 

essential for creating a well-informed organization, ready for undertaking 

successful projects. 
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4 RESULTS 
The results will be divided into three categories: customer’s feedback, internal 

interviews and observations. Starting with the data collected with the customer’s 

interviews followed by interviews with employees at Medius, and finally the 

results from the observation performed at the case company. As noted in the 

section 2.5 each of the customers where selected based on the level of 

successfulness of their project; the data from the selection process can be read in 

the end of this chapter (Error! Reference source not found.). 

4.1 CUSTOMERS 

In this section all of customers’ respondents’ data will be presented.  

The following paragraphs will in a summarized manner, describe the data 

collected from the interviews, in a time perspective; pre, during and after the 

implementation took place.  

4.1.1 PRE IMPLEMENTATION 

In this section, background to system selection and overall IT strategies will be 

presented.  

4.1.1.1  Background to choosing MediusFlow 

Respondents A, C, D and E all choose MediusFlow primarily based on the result 

of a good sales meeting; even if they all concluded that they saw the potential 

with a more efficient workflow and therefore decided to implement it.  

Respondents B and F in the contrast had a more detailed pre-study performed 

where MediusFlow was one solution among others. After weighting potential 

pros and cons with different systems, and after comparing different systems and 

functions that supports their own business, making the best fit for their new 

system. Respondent B is the only respondent who explicitly expressed that all IT 

related project came from requests by the business and business units. 

4.1.1.2 Use of IT strategy 

Respondents A, B, D, E and F all claimed that their company used a defined IT 

strategy; where CA and CD tried to develop as much as possible in-house and also 

support the systems them self. CB takes this even further, outsource as much as 

possible and especially critical systems is out located as well as out sourced.  
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None of the two respondents at company C could recall any strategy concerning 

IT, and that decisions made concerning investments of this kind where taken on 

a case to case basis. They did however claim that it was crucial when selecting a 

system, that it supported current workflows within the company.  Another 

important aspect of a new system; was according to C that it increased the 

transparency and efficiency within the organization.  

At company CA, they try to use the experience of their co-workers, to guide them 

on what system that might be useful in their business. This could be from 

experience with previous work and on other systems. 

4.1.1.3 Decisions regarding IT 

All of the respondents stated that larger systems, meaning more expensive 

systems must be approved by the executive board or the CEO alone. In the 

cases of company A and C, the CIO could make decisions based on his/hers 

own mind regarding systems of specific size and function.  

Respondent B, who is an IT project manager, claimed that he was able to take 

rather costly decisions as long as those where aligned with request from the 

business units. 

In the cases of respondents E’s and F’s implementation, there were a great deal 

of hostility against the new system and change; but since the CEOs openly 

supported the new system the transition was rather easy.  

4.1.2 IMPLEMENTATION OF MEDIUSFLOW 

The internal project groups did during the implementation phase consist of at 

least one member from the business part of the organization and one from IT in 

CB, CC and CD. In the case of CA, IT personnel where only included as 

supportive roles and as expertise.  

In the projects where B, C, D and F took part, all included parts of the executive 

board regularly during the implementation process, mostly CIO (in the cases not 

acting project manager), CFO and CEO. Respondent A only reported back to 

the CFO when overwhelming problems occurred. The table below (Table 6) 

describes what roles where involved with the project at different customers. 
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Table 6: Internal project members. 

 A B C D E F 

IT in Project  X X X X X 

Business in Project X X X X  X 

Top Management  X X X X X 

 

4.1.2.1 Communication  

Communication in this section will be described both from within the 

organization and from the customer towards Medius consultants and employees. 

Organization vs. consultants 

All project managers (A-F) felt that the communication with the Medius 

employees and especially the project manager where more than satisfying.  

Respondent A, was very satisfied that Medius handled all contact with other 

system providers making the migration to the new system easy. Letting 

employees at A focus on learning and using the new system. F emphasized that 

they became a Medius customer early, which meant that they had a close contact 

with Medius employees. This has changed a bit over the years, as Medius has 

gowned in size and employees. It is not as easy today to know who to contact 

and why. (D;F) 

Respondent E used an external consultant to calculate costs and return on 

investment, and used that consultant during the implementation phase. This due 

to lack of own competence in the area, and not having to dedicate more own 

resources to the project. 
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Internal 

Some respondents (A, D) felt that the information sent out internally was not 

always suited for the type of knowledge that was transfered. Others like B and C 

used different types of medium to share knowledge about the new system, and 

the effect of it towards the business. In the case company represented by B, they 

used a combination of phone, e-mail and seminars; where CC focused more on 

weekly meetings and focus groups internally. Company CF has gone through a 

fusion into a conglomerate, which has affected the way they communicate and 

during the time of implementation this was not fully functioning; this made the 

communication ad-hoc at best.  

4.1.2.2 Education 

As an important step in the implementation of MediusFlow, they all (A-F) 

concluded that education of the system carried out by Medius personnel with 

workshops, presentations and demos worked great. However both A and C 

where a bit dissatisfied with the user manuals, and felt that they needed to 

contact Medius personnel more  than they would have done if the user manuals 

where more adjusted to the end users. 

4.1.2.3 Internal issues 

Some internal issues arise during the interviews, according to D there were some 

internal problems with performing the implementation during the yearly financial 

statement composition.  This issue led to confusion, lack of resources and 

interest of the implementation of the new system. 

Others like respondent A, stated that a lot of users did not find the system useful 

and therefore tried to use it as little as possible, reducing the benefits with 

system, as others needed to do their job as well. Respondent A concluded that it 

is critical that information are spread, so that all know how and what they are 

expected to do and why it is beneficial to the company. As stated before in the 

similar case of F, the key success factor was the support from the CEO.  

4.1.3 POST IMPLEMENTATION 

I am here defining post implementation as all events that occurred after go-live 

were announced, even if some projects added more project time after go-live due 

to different add-ons to the system.   
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4.1.3.1 Communication  

All of the respondents felt that it was very hard to get a hold of Medius 

personnel post the implementation, with the exception of the support team. 

Respondent A was very disappointed of how the communication with the 

support team worked, and respondent D emphasized that it was very unclear 

who she was supposed to contact. Both A & B stated that it would have been 

easier if they could keep their contact person at Medius even after go-live was 

announced. 

4.1.3.2 Amount of time to being able to use the system 

All respondents except C rolled out the system incrementaly starting with a few 

departments. Company C in the contrast used a big-bang approach, where the 

whole organization started using the system simultaneously.  

The companies of A, B and D started using the system immediately or close to 

directly after go-live with their financial department, and then added more 

departments gradually. C started using the system within a month from go-live, 

but used it completely from then on.  

4.1.3.3 Discrepancy from the original product  

Almost all respondents (A-E) except F believed that the product that they got 

was not the same as the one they ordered. A and D both identified several 

missing critical functions in the delivered software, but simultaneously concluded 

that they accepted the delivery without them. This made the system less effective 

and the positive impact on the business lesser then intended. Respondent A were 

also very disappointed towards the sales representative; concluding that he 

promised much more than Medius could deliver. D on the other hand, where 

more accepting and concluded that they may not have been clear enough.  

Some minor functions that where promised, where not delivered to any of the 

respondents company.  Some common types of flaws where: cancelation of 

invoices and accrual of the same.  

4.2 MEDIUS EMPLOYEES 

During process of this thesis, four interviews where performed at Medius, with 

one application consultant (M1), a technical consultant (M2), area IT manager 

(M3) and a sales person (M4). 
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The data from these interviews will be presented below. In accordance to their 

roles the consultants has more experience from the work during the 

implementation, where the sales person had more pre sale and sale experience 

with the customers. All of them are good representatives from an organizational 

perspective of the consulting firm.  

4.2.1 SALES 

The focus of all sales affairs has been to take the deal regardless of its 

contribution margin. Since the company started in 2001, they have constantly 

trying to take new customers, and by doing so establish both the company and 

the product on the market.  (M4) According to M2, the sales and pre-sales 

meeting that a technical consultant or an application consultant attend are more 

likely to set the expectations more in level with what is possible to deliver.  

M1 claims that a lot of time is used to reduce the expectations of the customer, 

which has been given by the sales representative.  

4.2.2 CUSTOMER RELATIONS 

All except M3 has contact with the customer during different parts of the 

project. M4’s initialize contact and sells the system, building the foundation of 

the relation with Medius. M1 is almost always also project manager for the 

project, meaning that he or she takes off where M4 stops, and continues with 

workshops, presentations and education of the customer; meaning that M1 is the 

primary contact for the customer during the implementation phase. When a 

project is finished it is put in to support phase, where the support team and after 

sale team takes over the customer. Until recently Medius has not focused on 

their existing customers, which has led to very few deals made with them after a 

project is finished, but also that customers have not always been satisfied with 

the post project communication. According to M1 more work needs to be done 

in the transfer of the project from implementation to the aftermarket, because 

no standardization of this event exists today.  

M2 usually only have contact with the customers IT manager regarding 

integration and infrastructure or if problems occur during integration with key 

users. They are also supposed to attend early workshops as well, but often do not 

due to lack of time.  
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4.2.3 TECHNICAL INFRASTRUCTURE 

M3 claims that all IT infrastructure decisions are made according to how well 

they support the operating part of the business. Requests are made by the 

business executives to IT organization regarding the needs, and IT organization 

together with the business tries to fill them with suitable systems. 

When it comes to customer needs to update or change their infrastructure to 

support MediusFlow, both M1 and M2 feels that customers put a great deal of 

trust in to them. M1 claims it is more of a personal bond that exist between the 

project managers in the project, but it also demands that the chemistry between 

them is good. 

4.2.4 CRITICAL SUCCESS FACTORS 

M1 and M2 both concluded that a clear and open communication with the 

customer is critical for the success of the project; ensuring that the expectations 

are reasonable and possible to meet. Here it is also important that the system 

holds high quality, to reduce the number of bugs that can reduce the satisfaction 

level of the customer.  

M1 also stated that team members of project and the internal communication are 

vital for reaching project goals. Lack of resources in time and staff can sometime 

cause issues with misunderstandings; doing the wrong things and falling behind 

on schedule.   

4.2.5  PROJECT MANAGEMENT  

Medius uses an self-developed project model, called MWork; a special model 

created at Medius for projects with MediusFlow. It uses a waterfalls approach, 

and is built up with tasks, checklists and documents that should be used in every 

project. According to M1 how the project model is used is very individual; 

however the documentation part is crucial and something that is not allowed to 



 50 

be skipped. The main structure of MWork is shown in the grey area in Figure 8.  

 

Figure 8: MWork in context (Adopted from MediPedia, 2010) 

MWork contains all tasks that a standard project should contain, like meetings 

both internal and with customer, integrations, education and acceptance tests. 

M1 states that even if the model is designed in a waterfall manner, it is often 

used with parallel tasks; making each project managers own ideas and experience 

equally important as the designed pattern.   

4.2.6 COMMUNICATION 

Communication internal is spread over different mediums: face-to-face, phone, 

mail and instant messenger. M2 and M3 prefer the use of IM and mail which 

allows both fast and asynchronous communication. M1 and M4 on the other 

hand uses face-to-face communication as much as possible, to ensure that no 

misunderstandings occur. The idea with the organization scheme suggested by 

MWork is as showed in Error! Reference source not found., however as the 

application consultant (AC) is often acting project manager making the 

communication ways even shorter than suggested.  

What is not shown in the organization scheme in Error! Reference source not 

found., is that the technical consultant (TC) has a lot of direct contact with the 
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system owner on the customer side, as well as with key users during the go-live 

phase. (M2) 

AC on the other hand keep a regular contact with the customers project 

manager, as well as with users during the education events like workshops and 

presentations. 

During the transfer of the project, first from sales to delivery; AC need to ensure 

that he/she get all information needed to deliver the system. (M1;M4) Both M1 

and M4 believes that it is important that the AC is active during this part, even if 

the sales representative needs to be sure that the customer get what they been 

promised. In the same manner when handing of the project to the aftermarket, 

containing both after sales and support team. Transferring projects to after 

market has been an issue before, but is now starting to get both standardized and 

routine.  More standardized methods of working makes it easier to work with 

different people and groups; even if the amount of freedom still ease the process 

of adapting to different types of projects and tasks. (M1) 

All the roles marked with double frames have been interviewed, either as 

customers or Medius employees.  

Figure 9: Adopted project groups from MediPedia (2010) 
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4.2.7 EMPLOYEES’ RATING OF CSM’S KFAS 

All respondents from Medius were asked to rate the key factor areas as suggested 

by Simon et al (2010), to establish a base for what is consider important by the 

employees as well as what is focused on by the organization. They were asked to 

rate each KFA from 1 (most important) to 8 (least important) and then the 

combined of their score where aggregated to the value that is presented in the 

following table (Table 7). The ranking suggest that Consulting skills and PM is 

considered most important and that Values is the least important aspect in 

creating successful projects. 

Table 7: CSM's KFAs as rated by respondents 

KFAs (ordered by score) Average 

1  Consulting Skills 3 

2  Project Management Practices 3 

3 Leadership 3,875 

4 Customer Focus 4,5 

5  Profitability 5 

6  Consulting Success Factors 5 

7  Adaptability 6 

8  Values 6,75 

 

4.3 OBSERVATION OF WORKFLOWS AT MEDIUS 

During 2010-11-12 I observed the technical (TC) and application (AC) 

consultants at their workstations, the findings from that observation are 

presented below. The focus of the observation was their communication, 

knowledge sharing and team work. At that given day 4 (out of 5) TCs where in 

place and 5 (out of 5) ACs where in place, and all data will be from their 

interaction that day. I will denote this with Observation M (2010) in the 

following paragraphs. 

4.3.1 COMMUNICATION / WORKFLOW 

The majority of contact between AC and TC is initialized by AC, who mostly 

brings new tasks or questions to the TC. Four of the ACs uses face-to-face as 

their primarily way to communicate, where the last on uses instant messenger 
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instead. My impression is that there is a lot of structure missing, even if the TCs 

got a workload for each day different ACs tries to get a bigger part of their time. 

This struggle leads to confusions for the TCs; that have a hard time knowing 

what to focus on. (Observation M, 2010) 

Most of the contact with customers goes through AC, who redistributes question 

and task to the TC when it concerns more technical aspects or questions about 

integration. (ibid) 

Two types of meetings where held during the observation, one for each type of 

consultant group and one for everyone involved with the delivery organization. 

These meetings are held every week and serve two purposes: knowledge transfer 

and team building. A mapping of the different meetings and their participants 

can be viewed in Figure 10. (ibid) 

 

Figure 10: Mapping of internal meetings (MediPedia, 2010; 

Observation M, 2010) 

4.3.2 KNOWLEDGE MANAGEMENT 

The meetings for each consultant group are focused on knowledge sharing and 

transfer. TCs focus on different technical aspects of projects, on what type of 

new knowledge different consultants has got and problems that have occurred 

with integrations the last week. (Observation M, 2010) 
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For the AC’s meeting focus is more on the overall project handling, how to 

handle different customers and best execute projects. (ibid) 

At the Delivery meeting with all consultants and managers attending, discussions 

are more focused around upcoming projects and what needs to be done towards 

existing to close them. (ibid) 

4.3.3 TEAM WORK 

The meetings described above, serves also as teambuilding events. Both 

internally in each group of consultants, but also between them these meetings are 

used to get to know each other and to improve the work practices. Current 

projects and project teams get the possibility to share experience and know-how, 

to better understand each other in their roles. (Observation M, 2010) 

Another aspect is if someone is dissatisfied with current workload, workflow or a 

related issue; this can be lifted here: making those meetings a neutral place to 

raise issues that have occurred or personal disputes. New ideas are discussed 

during these meetings, and if the majority feels things need to be changed, 

decisions are taken on how to proceed. (ibid) 
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5 ANALYSIS 
In this chapter methods presented in the Theoretical framework will be validated 

and tested with the support of the data presented in the Result chapter. It will be 

outlined with the following sections: first off is maturity level for the customers 

according to SAMM, Medius ITGM level and then the correlation between these 

levels and the outcomes of the projects. 

5.1 CUSTOMER ITGM 

As clarified in the theoretical framework SAMM is measured according to 

Khaiata & Zualkernan (2009) by the following KFAs: Communication, Competence, 

Governance of IT resources, Partnership, Scope and architecture and skills. For each of 

these KFAs they are measured from 1 (initial) – 5 (optimized), where initial is 

equal to acting based on ad hoc decisions and optimized as strategic planning of 

both IT and business. Each KFA will be used to evaluate each customer and 

then a combined result will be presented for each customer and compared to the 

degree of how successful their IT project where. In the following paragraghs a 

brief description is given for every KFA, a table of estimated values and a graph 

describing the diversity of customers values. All attributes values are estimations 

after Khaiata & Zualernan (2009) suggested framework for identifying the 

maturity level of a company. 

Some of the attributes suggested by Luftman (2004) cannot be answered by only 

interviewing only one respondent per organization, and therefore I have chosen 

to use the median of the attributes used for each customer. Communication 

The level of communication is determined by the customers understanding and 
communication between business and IT. This is evaluated from the attributes 
suggested by Luftman (2004) and Khaiata & Zualkernan (2009), and   
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Table 8 shows the score for each attribute.  
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Table 8:  Communication level for each attribute 

  
Inter/intra 

organizational 
learning 

Understanding 
of IT by 

Business 

Understanding 
of Business by IT 

Knowledge 
sharing 

Protocol 
Rigidity 

Median 

A 2 2   3 4 3 (4) 

B 4 3 4 5 3 4 (5) 

C 5 3 4 4 2 4 (5) 

D 2 1   2 2 2 (4) 

E 4 4 3 4 1 3 (5) 

F 4 2 2 4 5 3 (5) 

 

Neither respondent A nor D where able to give any answers on how well 

business was understood by IT staff, due to the fact that they had very little 

contact with IT organization in their role. Highest score was gained by B 

followed by C, even if their values both rounded to 4. The graph in Figure 11 

describes the level of each customer, in not rounded numbers from a bit under 2 

for respondent D to almost 4 for respondent B. This is well aligned with their 

responses during interviews where B stated that they used cross-over groups, in-

project group, a steering committee and decision groups with all unit heads. In 

the case of B, the project manager had little to no knowledge on how other 

departments worked in general and IT in particular; very little information was 

spread, and mostly by mail.  

 

Figure 11: Graph of customers Communication maturity 
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Another interesting fact is that the combined value of each companies reach just 

above 3 (3.08) which is very close to the value gained by Khaiata & Zualkernan 

(2009) in their study for the KFA communication. 

5.1.1 VALUE 

The understanding of how IT enables business value is based on benchmarking, 

metrics and reviews. Overall all of the respondents had a high level of both 

interest and awareness for the business value gained from IT even if this 

awareness came from more or less realistic data, and sometimes purely from the 

sale pitch made by the system vendor salesmen.  In both the case of B and E, 

they performed a thorough pre-study and compared the system with other 

solutions, before they decided. The contrast is clear to both C and D, where they 

did not research other systems or set up any relevant metrics for IT.  

Table 9: Values attribute from customer A-F 

  Benchmarking 
Business 
metrics 

IT 
metrics 

Continuous 
improvement 

Reviews Median 

A 3 4 1 4 3 3 (5) 

B 5 4 3 5 4 4 (5) 

C 1 4 2 3 3 3 (5) 

D 3 4 1 2 2 2 (5) 

E 5 4 3 4 3 4 (5) 

F 4 4 4 3 4 4 (5) 

 

Another interesting conclusion from the table is that 5 out of 6 is once again 

above 3 in their overall Value score which is fairly the same value gained in 

Khaita & Zualkernan (2009) validation of their measurement tool. The graph 

(Figure 12) shows the peak B, but also that E which is also a retail company is 

high as well as F which is in the manufacturing industry. The overall high value 

of the two retail companies suggest that, more focus are put at getting the most 

out of an investment.  
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Figure 12: Graph of Companies (A-F) aggregated level of Value 

Noticeable is that B is actually a 4+, which is defined by Luftman (2004) as 

Managed, and by Khaita & Zualkernan (2009) as that the idea of IT as a value 

center is recognized.  

5.1.2 GOVERNANCE OF IT RESOURCES 

Governance of IT resources was one of those matters that really differed across 

the respondents and their companies. According to respondents C and D, their 

governance of IT was nothing more than pure ad-hoc, even if they stated that 

they had a strategy it was imminent that their decisions and operations where 

more according to their own preferences rather than an act of their strategy. In 

the case of B and F, they had a clear strategy to outsource as much as possible to 

be able to focus on their core competence. This meant that they included 

external consultants in their IT projects and ensured that no critical system was 

operating internally.  
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Table 10: Attributes for SAMMs Governance (A-F) 

  
Business 
strategic 
Planning 

Steering 
Committee 

Budget 
Control 

IT Org. 
Structure 

IT 
Strategic 
Planning 

IT Investment 
Management 

Median 

A 5 3 4 3 1 3 3 (6) 

B 5 4 4 4 3 4 4 (6) 

C 4 1 4 1 1 2 2 (6) 

D 3 1 5 3 1 3 3 (6) 

E 4 4 5 2 5 5 4 (6) 

F 5 3 5 3 4 3 4 (6) 

 

In the table above (  
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Table 10) outlining the different values for each customer, some general 
conclusion can be drawn, first the diversity is wide as stated earlier but also that 
the majority hold a high level of (average of the customer is 3,3) Governance 
maturity. When comparing Figure 12 and Figure 13 another interesting aspect 
arise, is there a connection between the level of SAMM’s value and governance 
score? 

 

Figure 13: Graphical distribution of SAMM’s Value Level for each 

customer 

5.1.3 PARTNERSHIP  

According to Luftman (2004) partnership is to a great extent how risks and 

rewards are shared across teams and team members.  When measuring the 

respondents answers according to this fact some interesting discrepancies 

illuminates. Since different respondents used a variety of different project group 

structures, all from only internal, consultants from Medius and external 

consultants, the outcome of this KFA was harder to determine. The overall 

scores is also reduced a bit from previous KFAs, which can be seen in Table 11. 

The risk and reward part were especially differentiated, with incentive systems 

that did not work properly. In the case of A, the risk was according to the 

respondent shared between three people but only one had some incentive and 

therefore award for doing it. In company C, which is a rather small company 

they emphasized that trust was widely spread among the employees and that it 

was natural for them all to share both risks and rewards from projects.  
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Table 11: SAMMs Partnership KFA for each Customer 

  

Role of IT in 
Strategic 
Business 
Planning 

Shared 
Goals, 

Risks an 
Rewards 

IT Program 
Management 

Trust 
Style 

Sponsor/ 
Champion 

Busniess 
perception 

of IT 
Median 

A 2 1 1 3 4 3 2 (6) 

B 4 4 4 3 1 4 3 (6) 

C 4 4 2 4 1 4 3 (6) 

D 1 1 2 2 1 2 2 (6) 

E 4 4 4 3 4 3 4 (6) 

F 3 2 3 1 3 3 3 (6) 

 

The use of sponsors and champions where used in a established(3+) way in A, E 

and F, where either a team member  with respect or a member of the executive 

board proclaimed the benefits of the system, both for the individuals but also for 

the whole organization. As seen in Figure 14 E got the overall best score for this 

KFA, they have worked hard with ensuring that collaboration works over 

different departments and units, to work towards a common goal.  

 

Figure 14: Graphical demonstration of SAMM's Partnership Level of 

each customer 
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Luftman & Brier (1999) defined as alignment of Business and architecture and 

what Luftman (2004) later on defined as architectural integration.  Both B and E 

tried through a pre-study get the same functionality from their existing ERP 

systems, and after concluding that those systems could not deliver, demanded 

specific requirements on how the integration to their existing systems needed to 

be with MediusFlow. Respondent B stressed integrated adoptability of their 

systems as a strategic advantage, where they concluded that their use of these 

systems aided them in their pursuing better efficiency.  

Table 12: SAMM's Scope attributes levels for each customer 

  
Architectural 
Integration 

Architectural 
Transparency 

/flexibility 

Standards 
Articulation 

Median 

A 3 4 1 3 (3) 

B 5 4 4 4 (3) 

C 3 4 2 3 (3) 

D 4 2 1 2 (3) 

E 5 4 3 4 (3) 

F 4 3 2 3 (3) 

 

As shown above (Table 12), only B has put a great deal of focus on the use and 

articulation of standards within the whole organization; where A and D barely 

used it at all, and C and F at a minimum extent in some of their projects. This 

leads to a polarization of the overall level of Scope maturity as seen in Figure 15, 

where B and E lands on a level of 4+ and 4, while A and D only reach 3- and 2. 
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Figure 15: Distribution of Customers SAMM Scope Level 

5.1.5 SKILLS  

In Luftman’s (2004) definition of skills, it is about the degree of innovation in 

the organization, the willingness to change and retain competence within the 

organization. Since the implementation of this system drastically change 

workflows and routines at the workplace, it is crucial according to Huq et al. 

(2006) and Aladwani (2001) to change the resistance among employees if 

resistance exists. According to respondents A and B, they had both met a lot of 

change resistance within their own organization, in the case of A it was the 

departments’ head who did not like to change their current workflows, and in the 

case of respondent D their existed a broad resistance to anything that could be 

considered change.  

Cross training is another aspect that differed, both respondent B and E had a 
plan of how different department’s employees attended exchange programs 
within the organization;  A and D on the contrary had no program for this and 
had very little knowledge about other departments.   
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Table 13: SAMM’s Skills attributes for each Customer 

  Cultural 
Cross 

Training 
Management 

style 
Trust  

innovation/ 
Entrepreneurship 

Change 
readiness 

Average 

A 2 1 3 2 1 2 2 (6) 

B 3 4 3 4 3 4 4 (6) 

C 4 3 3 4 3 3 3 (6) 

D 3 1 3 2 1 1 2 (6) 

E 3 4 4 4 3 5 4 (6) 

F 2 3 3 2 2 3 3 (6) 

 
Another interesting aspect of the Skills attribute is that management style are all 
in the value of 3 except E who reached a level of 4; which Khaita & Zualkernan 
(2009) defined as both consensus/results-based and profit/value-based. 

 

Figure 16: Distribution of SAMM's Skills values of each customer 

5.1.6 CALCULATED SAMM VALUE OF EACH CUSTOMER  

The calculated value for each customer is determined according to the median 
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how and what level of SAMM they gained a positive or negative sign is added in 
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C 4 3 2 3 3 3 3 2,98 

D 2 2 3 2 2 2 2 2,08 

E 3 4 4 4 4 4 4 3,78 

F 3 4 4 3 3 3 3 3,17 

 

As shown by Table 14 the discrepancy between the Median value and the 

Average value of a small set like this is very little. The value and tendency are 

shown in the same manner as previous graphs in Figure 17, where the tendency 

is shown in the parenthesis for each respondent. From the table above some 

findings can be viewed, one interesting fact is that all customers have all their 

individual KFAs in the range of two to four, and that B and E which got the 

overall best score also has gained a high value in each of the different KFAs. All 

customers except C only range in one single level within the different KFAs, 

suggesting that reaching a level in one area demands or allow an increase in other 

areas as well.   

 

Figure 17: Graph of aggregated SAMM values of each Customer 

5.2 MEDIUS MATURITY LEVEL ACCORDING TO CSM 

In the interest of finding the connection between ITGM and successful IT-

projects, I have come to find that level of maturity of the vendor / consultant 

company might affect the outcome as well. Instead of neglecting this attribute, I 

decided to use the data collected from the case company to evaluate them 

according to the CSM model described in the theoretical framework.  

A. 3(-) 

B. 4(-) 

C. 3(-) 

D. 2(+) 

E. 4(-) 

F. 3(+) 
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CSM maturity level is as clarified by Simon et al (2010) to be determined by the 8 

KFAs presented in 3.2.1 and in this case the results from the respondents rating 

in 4.2.7. Simon et al (2010) also suggest that different focus on what is 

considered a level one, two or three maturity. They suggest the first level is 

defined by top-4 being concerned with leading, building customer relation and 

consulting skills. Second level is similar to the first level, with the exception of a 

broader organizational focus, where consulting success factors are more 

important and customer less. The third level is clearly focused on leadership, PM 

and values. (ibid) In Table 15, KFAs with the average score within the brackets, 

Simon et al (2010)s suggestion for ranking of them in Level 1, Level 2 and Level 

3 and finally the ranking by the respondents of the case company.  

Table 15: CSM KFAs values 

KFAs (ordered by score) Level 1 Level 
2 

Level 
3 

Case 

 Consulting Skills (3) 3 2 8 1 

 Project Management Practices (3) 4 3 4 2 

Leadership (5,25) 1 1 1 3 

Customer Focus (4,5) 2 5 5 4 

 Profitability (5) 7 8 6 5 

Success Factors (5) 5 4 2 6 

 Adaptability (6) 6 6 7 7 

 Values (6,75) 8 7 2 8 

 

As seen in the table above, no precise correlation exists between the case 
company and the suggested ranking for each level. To determine what level the 
case company belongs to, an accumulated value is calculated by subtract each 
level value for each KFA with the corresponding value for the case company; 
which is then summed up to an overall score in   
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Table 16. Lower value is better, meaning the connection is closest to this level, as 

seen in the table the case company is nearest the Level 2, but not far from Level 

1.  
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Table 16: Difference from CASE CSM values 

Level 1: 1 2 2 2 1 1 1 0 10 

Level 2: 0 1 2 1 2 1 1 1 9 

Level 3:  6 2 2 1 1 3 0 6 21 
 

My conclusion is that the case company has reached the second level in CSM, 

but has still some KFAs in first level. To be able to compare this level with the 

level of each customer; I divide the SAMM’s five levels with CSM’s three, and 

estimate Medius level to three5 in SAMM. 

5.3 SUCCESSFULNESS OF PROJECTS 

In order to understand how, what factors and what maturity level that was 

needed in this project, this section will describe the three groups one by one. To 

elucidate what where their strengths and weaknesses, and how it affected the 

outcome of the project. 

5.3.1 SUCCESSFUL 

Two customers stood out when it came to creating a successful project; both 

customers B and E outperformed the other customers in this study. They had a 

well-founded IT strategy implemented and emphasized that IT was a part of the 

business and critical for the success. As suggested by both authors of previous 

studies concerning both CSFs for IS and BPR, they used top management support 

(Nah et al, 2001; Jing & Qiu, 2007; Liu & Seddon, 2009; Ngai et al, 2008), clear 

communication channels (Nah et al, 2001; Jing & Qiu, 2007; Liu & Seddon, 2009; 

Bradley, 2008), best practice PM (Jing & Qiu, 2007; Nah et al, 2001; Liu & Seddon, 

2009) and a cultural that supported change (Liu & Seddon, 2009). By taking advantage 

of the human capital within the whole organization, they were able to ensure that 

the system would support all concerned systems as well as the systems that were 

dependent of or by the new system. (i.e. what Jing & Qiu, 2007 and Liu & 

Seddon, 2009 defined as Adaptability) They ensure that each project gets the 

resources it demands, by defining it after the effect to expect and the change that 

needs to take place.  

                                                      
5 Medius maturity  in SAMM score from the following estimation: 
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5.3.2 SEMI SUCCESSFUL 

In the mid-range of successfulness both C and F was found, with established 

routines for communication, support from top management, corporation between IT and 

business (Nah et al, 2001; Liu & Seddon, 2009; Aladwani, 2001) and business value. 

(Simonsson et al, 2010; Simonsson 2008; Bendoly & Schoenherr, 2005; Botta-

Genoulaz & Millet, 2005). Since they have not implemented these in their 

strategies, but rather as operative ways of doing things, they do not reach the 

same level of maturity as B & E. The fact that they do not reach that level of 

maturity as the previous two customers seems to affect the successfulness of the 

implementation project as well. In the case of E, they have established a high 

level of maturity (4) in the KFAs Value and Governance, which would suggest 

that their strategies focus more on leadership and monetary values.  The rest of 

their KFAs lays steady on three, which puts them in the same level as Medius. 

The customer B on the other hand has a more diverged maturity levels among 

the KFAs, with the highest (4) on Communication and the lowest (2) on Governance. 

This suggest that their communication ways are well aligned and built-in in the 

organization, where the leadership is rather only in early step in transcending 

towards an alignment between business and IT. Their proximity in maturity level 

with Medius might be one reason on why the project succeeded as it did. 

5.3.3 UNSUCCESSFUL 

The two most unsuccessful projects cannot really be compared, either with each 

other or with the groups above, consequentially because of their difference in 

maturity of each KFA. I will therefore describe each case more elaborately here. 

Customer A did not reach much lower than C in their overall SAMM score, 

however they lacked an overall understanding of how IT and business could 

cooperate. The most obvious reason for this was their inability to communicate 

and trust each other over departments; which lead to lack of knowledge of what 

resources was available within the organization and therefore creates the need of 

more iterations of the implementation to get all the necessary functionality 

added. During the process they only involved IT for short consultations; this 

leaved a lot of questions unanswered. This unfortunate lack of competence in 

the group, contributed to the fact that the integration towards the other support 

systems did not work in the first delivery. This is a great contrast against what 

Simon et al (2010) suggested with understanding the architecture to fit systems 

now and in the future.  
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In the case of customer D they got an overall low score with the highest KFA 

(i.e. Governance) on the level three. Leaving all the other KFAs spread across 

the first and second level. The respondent concluded that the company was very 

old and a lot of the current workflows and processes had outlived their use. 

Respondent D argued that employees where against all type of change, and they 

believed that it was better to leave things as they always been. Their worst results 

were for the KFAs: Communication, Partnership and Skills. Their inability to involve 

the whole organization and communicate relevant information has made each 

department separated, and reduced the overall trust between employees and 

consultants. Current culture does not support nor does it encourage co-workers 

to share ideas or knowledge; which in itself contributes to a lower overall 

maturity score. In the project researched in this case study, they also included 

consultants that did not help to elucidate problems that not sharing knowledge 

brings.  

The common denominator of both projects in the case of A and D are that none 

of them have succeeded in bringing together departments and letting employees 

share existing knowledge. This is according to me, the most significant reason 

for them not succeeding with the projects. 
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6 CONCLUSIONS AND DISCUSSION 
In this final chapter the conclusions from this thesis will be presented and 

discussed, as well as some arguments for the methods used. 

6.1 FINDINGS 

This section will answer the researched questions from introduction chapter. 

6.1.1 CRITICAL SUCCESS FACTORS WHEN IMPLEMENTING AN IS 

As suggested by the theoretical framework and showed by the results from the 

interviews well integrated top management support, effective communication, best practice 

PM and positive business cultural where found in all of the successful customer’s 

projects. Communication and knowledge sharing seems to affect the outcome the 

most, where the unsuccessful projects were also those who had not integrated 

this in their business.  

In this attempt to identify the factors that are critical for the success of the 

projects, the latter two mentioned above seem to have the most impact and 

therefore should be considered the most critical.  

6.1.2 DOES THE CUSTOMER’S ITGM AFFECT THE OUTCOME OF AN 

IMPLEMENTATION? 

According to the measurements gained by SAMM for each customer combined 

with the success of each project, there is a distinctive correlation between the 

ITGM and the successfulness of each project.  

The most successful projects (B, E) had both an overall ITGM score of 4, which 

is fairly high. In the cases of the semi-successful projects (C, F) they were both 

on the middle score range of 3. It is how ever harder to see the correlation in the 

case of A, which was determined to be unsuccessful but got a median value of 3 

as well. The answer lays in the average value of that customer, which were only 

2.5 with low scores on partnership and skills. In the case of D there is a strong 

correlation with the overall lowest score of 2 and their completely unsuccessful 

project.  
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6.1.3 IS THE SAMM MODEL SUFFICIENT TO FIND CORRELATION 

BETWEEN ITGM AND PROJECTS SUCCESSFULNESS?   

 The conclusions drawn in 6.1.2, suggest that a high rating or a low rating from 

SAMM are directly related to the successfulness of the project. Customers with a 

SAMM value in the mid to low range are harder to determine their degree of 

success.  

6.2 CONTRIBUTIONS FROM THIS THESIS 

Contributions of this thesis and what future work might elucidate this area 

further will be presented here.  

6.2.1 FOR MEDIUS 

Knowing what to be expected from a customer and what a customer expects of 

you is vital in business. The conclusions from this thesis suggest that customer’s 

internal communication and trust are critical for creating a successful IT project. 

The use of the SAMM model to identify their maturity, will aid in understanding 

the likeliness of success and what KFA that might interfere with the success.  

Incorporating this in the early steps of their work model (MWork), should help 

the consultant team to be able to overcome problems that arise in projects with 

customers with low maturity. 

6.2.2 ACADEMIC  

As of the academic contribution, this thesis has validated and showed that 

SAMM and CSM can be used successfully to determine the successfulness of an 

IT project in Sweden.  

Future research could validate this in other regions and markets; the diversity of 

industries represented by customers in this study suggests that it is possible to 

generalize these findings to other industries. It should however be tested before 

proven.  

6.3 METHOD CRITICISMS  

The method used in this thesis is well founded, even if there are those who 

might object to this. Bryman and Bell (2009) strongly object to the idea that it 

possible to generalize the qualitative work drawn from only one case study. 



 75 

To perform a case study, the researcher needs to be senior or experienced to 

succeed. It is a craft that needs experience to become good at. To avoid the 

biggest pitfalls with conducting a case study, the researcher needs to know how 

and why he or she collects data. (Yin, 2009) According to Yin (2009) it is also 

important for the researcher to avoid bias investigation and simultaneously 

protecting the respondents.  

In my defense, I can only conclude that even if I am not an experienced scientist 

or researcher, since I started my undergrad education and continued towards a 

master, I always been objective and used multiple sources to form well-founded 

conclusions.  The question of bias work can in my mind never be fully avoided, 

however I will work under the impression that working with knowledge of this 

problem will reduce its affect.   

Another major concern is generalization when researching using case studies 

(Bryman & Bell, 2007; Yin, 2009). And since this thesis is only built on one case 

study, I suggest the a similar study is performed before any gernalizations can be 

drawn. The use of SAMM seems however to be generalizable to other customers 

in the retail, manufacturing and service industries in Sweden when evaluate 

ITGM. 

6.4 QUALITY  

To ensure that the outcome of this report will fulfill the requirements from an 

academic foundation as well as the expectations from the case company I will 

continuously work with quality. According to Patel & Davidson (2003) quality in 

qualitative studies is dependent on the whole process. Bryman & Bell (2007) 

emphasises that the quality depends to a large portion on how well and deep the 

researcher goes in his or her chase for evaluation of the case study.  

Ghauri & Grønhaug (2007) argues that an important factor when thinking in the 

terms of validity is if only one method is enough when studying a phenomena. 

They argue that different methods for collecting and analysing data might be 

crucial to gain a correct and valid results from the study. (ibid) Yin (2009) claims 

that there is four common tests for ensuring validity of the study: consturct validity, 

internal validity, external validity and reliability. Each of these tests will be presented 

and explained below, in their own paragrahps. Since the work with the design is a 
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continous work, the following table describing the test and there connections to 

different phases might be a usefull tool. (Yin, 2009) 

 

Figure 18: Validate the study (adpoted from Yin’s (2003) table) 

According to the order given by Yin’s (2003) table the tests will be presented 

below.  

6.4.1 CONSTRUCT VALIDITY 

Yin (2009) defines construct validity as “identifying correct operational measures for the 

concepts being studied” (p. 40), and states that critics against case studies points to 

the fact that researchers often fail develop these operational measures. Ghauri & 

Grønhaug (2007) testifies to the necessity of construct validity in  ensuring 

validity of the assesments and findings. As shown by Table 2, there is three main 

tactical steps to be used to ensure construct validity: multiple sources, chain of evidence 

and key informant. (Yin, 2003) 

6.4.1.1 In this report 

To be able to reach a high level of construct validity in this report, I will both 

adopt multiple sources in the data collection phase and try to apply a strong 

connection within these sources; using interviews, literature review, internal 

documentation and observation to validate this study. Key informants will be 

applied over time, by sending drafts to my supervisor at the case company. Since 

I have only been able to interview one representative of each customer, I cannot 

ensure that their response is the general understanding of that whole 
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organization even though I interviewed the people who where in charge during 

the implementation of the MediusFlow 

6.4.2 INTERNAL VALIDITY 

Internal validity refers to if the results obtained within the study is true (Ghauri 

& Grønhaug, 2007), meaning that there is a causal relationship between the 

variables used in the study(Ghauri & Grønhaug, 2007; Yin, 2009). A common 

raised threat is if any spurious effects arise within the study. If events can not be 

observed or controlled during the time of the study they might become other 

threats towards the validity of the research. Several tactics have been suggested 

to minimze the risk of these problems, such as: pattern matching, eplanation building, 

addressing rival explanations and using logic models.  (Yin, 2009) 

6.4.2.1 In this report 

To achieve a high level of internal validity I did address rival explanations in 

those case possible, but also use logic models to display how conslusions relates 

to the data collected.To be able to compare customers, I used two customers 

from each industry. Since I collected data from both previous work (e.g. 

litterature review), interviews and observations on set, I believe I fullfilled Yin’s 

(2009) idea of triangulation to ensure the validity of my work.  

6.4.3 EXTERNAL VALIDITY 

According to Ghauri & Grønhaug (2007) and Bryman & Bell (2007) extarnal 

validity refers to if the results can be generalized or not. Yin (2009) points to the 

fact that even if critics have a hard time accepting that a single case study can be 

generalized to other or greater areas, the same critics dosen’t have the problem 

accepting a survey’s ability to be generalized. Bryman & Bell (2007) in a contrast 

states that it is impossible to generalize a single case study to a larger population 

or other organizations. Yin (2009) do however admit that the findings needs to 

be tested and confirmed in other studies to ensure that they are generlizeable.   

6.4.3.1 In this report 

Since I share the concern of Bryman & Bell (2007) and because I was not able to 

test my findings in similar cases, I find it hard to clearly generalize my findings. 

In accordance with Yin’s (2009) idea of replication, I don’t see the possibility of 

generalize my work without further studies proving my results true.  
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6.4.4 RELIABILITY  

If the methods or tools used in the research are reliable, it should be possible to 

conclude the same conclusions for another researcher given the same case and 

methods (Blumberg et al, 2005; Yin, 2009). Yin (2009) suggests that the 

researcher should work as if he or she had someone looking over their shoulder.  

6.4.4.1 In this report 

In all academic work reliability is important so even in this report. Therefore I 

will document how data collection and analysis has been done, so it can be 

replicated with (hopefully) the same outcome afterwards. 
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APPENDIX I: MEDIUS PRODUCT SCHEME 

 

 

Figure 19: Medius Product overview 
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APPENDIX II: MEDIUSFLOW MODULE CHART 

 

Figure 20: MediusFlow module chart 
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APPENDIX III: INTERVIEW GUIDE CUSTOMERS 

Master thesis: ”Critical success factors when implementing a electronic workflow system and 

the connection to Customer IT Governance Maturity” 

7.1 BACKGROUND 

 Name 

 Age 

 Education 

 Company and title 

 Work description 

 Experience of computers 

 Other IS experiences 

IMPLEMENTING MEDIUSFLOW 

 What was the background to choosing to implement MediusFlow 

 Are you using an IT strategy? 

 Who and what roles where involved in the project? 

 What is your experience of Medius employees from the project? 

 How long time did it take from Go-live until you were able to use the 

system? 

 Does the system handle what it was intended for?  

EXTRA 

 On what level within the organization is decisions taken regarding IT? 

 If you were to implement a similar IS in the future, would you change 

anything? 

 

Would you like to add anything or have any question? 

 

Tom Widerström 

Linköping, 2010-10-26 
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APPENDIX IV: INTERVIEW GUIDE MEDIUS 

EMPLOYEES 

Background 

 Name 

 Age 

 Education 

 Title and current work duties – time at Medius 

 Computer experience 

It strategy  

 What kind of strategy do you believe is used at Medius? 

 Is it aligned with the overall strategies for the company? 

 How is information about strategies communicated in the organization? 

 Do you feel that you can affect how strategies are formed? 

o  Do you know what strategies are used? 

 Does the system that is used internally support the business? 

 

Customer relations 

 Do you have any contact with customers during project and if so what type? 

 In your contact with customer, do you believe that they are on the same 

level of IT Maturity as you? Discrepancy? 

o If they need education, what kind is given and how? 

o Does the difference in knowledge lead to misunderstandings? 

 How to overcome? 

 Do customers keep contact with you even after the project is finished? 

  Is it important with trust, in contact with customers? 

o Do you feel that your customers trust you? 

Project management 

 What factors are most important in succeeding with a project? 

 How and what project model are used? 

 How is decision and progress communicated in the group? 
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