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Preface 
 
These are the proceedings for the 3rd European Conference on Management, Leadership and Governance 
(ECMLG) hosted by the University of Winchester in the UK. The Conference Co-Chairs are Professor Chris 
Turner from the University of Winchester and Professor Dan Remenyi from Trinity College Dublin and I am 
pleased to have had the role of Programme Chair. 
 
The opening keynote address this year is given by Malcolm Berry from the University of Reading. The topic 
of his talk is Mangement and Leadership in relation to Globalisation and the 21st Century Enviroment. 
 
The main purpose of the Conference is for individuals working in the area of Management Leadership and 
Governance to come together to share knowledge with peers interested in the same area of study.  
 
A key aim of the conference is about sharing ideas and meeting the people who hold them. The range of 
papers will ensure an interesting two days. The topics covered by the papers illustrate the wide range of 
issues that fall into this important research area. To further enhance the conference experience Nigel Laurie 
will be facilitating a Socratic Dialogue. 
 
With an initial submission of 43 abstracts, after the double blind, peer review process there are 23 papers 
published in the Conference Proceedings. These papers represent research from Canada, Denmark, 
Greece, Nigeria, South Africa, Sweden, United Arab Emirates, Canada, United Kingdom and United States 
of America. 
 
I hope that you have an enjoyable conference. 
 
 
 
Mike Hart 
University of Winchester 
April 2007 
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Commerce and a board member of a number of other research based trusts. 
 
Programme Chair 

Dr Mike Hart is Professor of Business in the University of Winchester. He is currently 
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Executive’s Personal Values Diversity:  A Critical Interface 
Between the Board and the Senior Executive Team Affecting 
Personal Approaches to Business Value Creation 
Paul Aitken and Scott Lichtenstein 
Henley Management College, Henley-on-Thames, UK 
 
Abstract: Personal values act as a powerful filter for making choices about whom we are 
prepared to connect with, trust, do business, work for, and invest in. It is therefore crucial 
for Boards to discuss and clarify the nature of the entire ‘values chain’ and especially the 
potentially different personal values of Board members and senior executives.  This paper 
explores the personal values dynamic referred to above and the business implications 
arising from it.  Two recent empirical studies of executive’s personal values will be 
compared and drawn upon. The first study investigates the personal values of UK and 
New Zealand senior executives, operating mainly in publicly owned enterprise, whilst the 
second involves private sector owner-managers, senior managers and middle managers 
working internationally. Preliminary findings indicate significant differences found in the 
personal values of senior executives.   As a result, an emerging proposition suggests the 
most critical personal value for Board members and their senior managers to share is 
‘valuing diversity in values’.  Moreover, results on the structure of values show clear signs 
of new and different executive values dimensions, with implications for practioners and 
researchers in corporate governance and leadership; looking at how executive’s values 
impact personal approaches to value creation. 
 
Keywords: Executive’s values; leadership; values diversity; board directors; senior 
executives; values dimensions; value creation. 
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A Framework for Measuring the Impact of ERP Implementation 
at Greek SMEs 
Maria Argyropoulou1, George Ioannou1 and Dimitrios Koufopoulos2

1Athens University of Economics and Business, Athens, Greece 
2Brunel Business School, London UK 
 
Abstract: The adoption of an ERP system by SMEs is a significant undertaking and a 
complex project with many problems concerning budgets and expected benefits. SMEs 
must apply contemporary performance measurement methodologies, especially in 
countries, such as Greece, where economical development heavily depends upon their 
growth. Until recently most ERP researchers and practitioners generally suggest ERP 
success when the new system is up and running. In reality, success is achieved only when 
the organisation is able to better perform every operation embedded within the system and 
when the integrated information platform can contribute to performance enhancements. 
The aim of this paper is to provide a workable framework for measuring the impact of ERP 
implementations at SMEs. We focus on key performance measures, which are linked to a 
previously developed model (the ‘six-imperatives’ framework) and are relevant to the ERP 
implementation. SMEs need this information in a fast and accurate way, to ensure 
comprehensiveness in their decision making which in most cases can strengthen their 
competitive position. 
 
Keywords: ERP systems evaluation, SMEs 
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Facilitating IS Capability – Towards a new Perspective on 
Governance 
Peter Bednar and Christine Welch 
University of Portsmouth, UK 
 
Abstract: It has been suggested that those organizations which have greatest competitive 
success are those in which information systems strategy is seen as integral to overall 
business strategy.  Thus, the CIO is seen as a full member of the management team, and 
not as someone presiding over a separate functional area which provides a service to the 
rest.  There is a need therefore for businesses to avoid such fragmentation, and to develop 
information systems ‘capability’, empowering all members of the organization to harness 
these resources effectively.  At the same time, many firms are concerned to become 
leaner and more efficient by outsourcing some activities seen to be non-core. There is a 
need for those involved in IS governance to make choices which strike a balance between 
efficiency and effectiveness, in order to develop IS ‘capability’.  In this paper, the authors 
discuss a need to reconsider perspectives on management of IS, from a leadership 
approach to one of facilitation. People at all levels must be empowered and supported to 
make the best use of available technologies, and information, by developing their own IS 
‘capability’. The concept of IS governance, therefore, needs to be seen as a concern for 
the whole organization and not just the province of the CIO. Technical professionals have 
sometimes been regarded as the experts, who will put suitable systems in place on behalf 
of users. The authors believe that greater benefits can be gained by going beyond 
consultation with users, and encouraging collaborative design, in which individuals can be 
supported to shape their own requirements, and to own and control development of their 
own IS capability. The paper will discuss methods which we believe may provide 
appropriate support for individuals to achieve this. 
 
Keywords: IS governance; IS capability; managers as facilitators; contextual inquiry; 
collaborative design 
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Selection of Causes According to Socio-Demographic Status in 
South Africa 
Karen Corbishley and Roger Mason 
Durban University of Technology, South Africa 
 
Abstract: Because related marketing (CRM) is becoming a popular marketing strategy 
used by brand managers, retailers and service companies. CRM is one of the main 
marketing tools which fall under the umbrella of Corporate Social Responsibility. It can be 
described as a marketing strategy that links charities or ‘causes’ with the sales of a 
product, brand or service. The charity is mentioned in promotional campaigns and a 
certain percentage is donated to the cause in accordance with unit sales or turnover. A 
study has been undertaken in the eThekweni region of KwaZulu Natal, South Africa to 
gather information on this issue. A structured questionnaire was used in order to examine 
the relationship between various variables. The study was a quantitative study, which was 
carried out on a cross-section of the greater eThekweni population. The data was collected 
by means of an interview process. This study aims primarily to establish which charities 
are more popular with consumers, and secondly to establish whether different socio-
demographic groups would prefer to support different causes. As the South African and 
furthermore eThekweni consumer profile is very different to that of the countries that have 
already conducted similar versions of research, it is believed that information gathered on 
this topic would be most useful for both academic and business purposes. It has been 
observed that cause-related marketing can be a powerful marketing tool that can be used 
to position and differentiate a product or brand. Marketers would find it most useful to have 
further information on which charities would be more attractive to different socio-
demographic groups such as age, gender, income and education. 
 
Keywords: Corporate aocial responsibility, cause-related marketing, socio-demographic 
variables 
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A Working Leadership Model for Rapid Response in 
Organizations Facing Complex, Dynamical, Discontinuous 
Change 
Phillip Davidson 
University of Phoenix, AZ, USA 
 
Abstract: Today’s business world has become complex to the extent that being “flexible” 
is no longer sufficient. Organizations must be agile and able to move resources quickly to 
content specific situations. While many organizations have become proficient as to internal 
and external environmental sensing, the ability of leadership to adapt in the presence of 
rapid, large-scale dynamical and discontinuous change is lacking or too slow to be 
effective. Organizational leadership – especially global leadership -- needs to develop a 
different approach to structure and quick response systems that is a paradigmatic shift 
from previous leadership models. Nearly all the challenges confronting leadership with 
respect to adaptive, quick response systems are amplified in a global context. In addition, 
the rapid proliferation of technology has blurred the definitions of “global”, as small virtual 
organizations can also have a global presence, and their need for a new leadership model 
may be even more imperative. This paper describes a working leadership model based on 
an understanding of rapid, complex, dynamical, and discontinuous change. The model 
derives its infrastructure from a variety of theories and models, including catastrophe 
theory, chaos theory as well as leadership studies of agile organizations. The model is a 
working model and this paper describes both the theoretical development as well as its 
application to leadership in real-world organizations. 
 
Keywords:  Leadership, agility, management, tempo, complexity, change, SWOTT, 
values. 
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Emotional Intelligence and Change: A new Approach through 
Self Directed Learning and Incorporation of Imagined 
Interactions 
Evaggelia Fragouli  
Hellenic Open University, Athens, Greece 
 
Abstract: Emotional Intelligence (EI) is very important for people’s change and it can be 
developed through training. As a variety of different approaches have been proposed and 
the construct of EI seems to be at crossroads, a very crucial issue with regard to EI is also 
the lack of a certain methodology to facilitate the improvement of emotional intelligence 
competencies. Research demonstrates that programs which report success in developing 
Emotional Intelligence indicate that mindfully identifying behaviours to be changed in 
combination with opportunities to exercise new skills result in producing more lasting 
behavioural changes. The primary goals of this literature review based paper are to display 
the importance of self-directed learning in EI change process, to demonstrate that a 
methodology based on the incorporation of Imagined Interactions assist EI competencies 
to be developed. Both of the above assist training on EI to be more efficacious. In this 
paper It is demonstrated that Imagined Interactions relate directly to self-directed learning 
assisting EI change.  
 
Keywords: Imagined Interactions (IIs), emotional intelligence (EI), self directed learning, 
competency, change.  
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Emotional Intelligence in the Workplace: An Approach to the 
Central Issues that Confront the Emotional Intelligence 
Paradigm 
Evaggelia Fragouli1 and Kontos Fragouli2
1Hellenic Open University, Athens, Greece 
2National University of Athens, Greece 
 
Abstract: The swiftness with which the concept of Emotional Intelligence (EI) has caught 
on today raises central questions on what we need to know. The current debates in this 
area suggest that the emotional intelligence paradigm has become scientifically matured. 
As paradigm mature, certain approaches within the paradigm are being shaped and 
emerged this might result in a new theory. This study raises issues and questions, 
provides an insight to all those issues and inkblot perceptions in an effort to sharpen them 
and surface hidden assumptions. The main addressed questions here are: Can EI predicts 
workplace performance? Is EI a better predictor of work performance than other measures 
of intelligence? Which kinds of work performance EI seems to predict better? Can EI be 
developed? Should EI be measured? Also, the relationship between ethics and EI is 
demonstrated. This descriptive study aims to strengthen thinking, to further advance the 
field.      
 
Keywords: Emotional intelligence (EI), competence, measurement, development, ethics, 
performance.  
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The Impact of Offshoring on the Evolution of the IT Workforce 
within the UK 
Wallace Gray1 and Thomas Connolly2

1Student Loan Company Ltd, Glasgow, Scotland, UK 
2University of Paisley, Scotland, UK 
 
Abstract: There is a growing concern within the UK over the offshoring of jobs to 
organisations in developing countries, particularly as the UK is now starting to lose highly 
skilled knowledge worker jobs that may potentially impact the future of UK IT sector. In this 
paper we examine some of the issues surrounding offshoring and investigate what it may 
mean to the IT sector of the future within the UK. There are three main findings: 1). The 
UK IT industry may need a source of competitive advantage and should develop a 
collaborative national strategy for the sector to position itself sustainably in the face of 
growing global competition or run the risk of losing a prized high technology industry to 
foreign countries. 2). Confusion appears to prevail around the long-term health and 
attractiveness of the UK IT industry and unless there is a clear and collective positive 
message to potential students looking at IT-related courses, graduate numbers may 
continue to decline and as a consequence may inflict significant damage on the future 
competitiveness of the UK economy. 3). The HE sector could engage more in the 
formation of a competitive UK IT strategy and have their opinions documented and 
debated  in order that  the high-end skills requirements of industry can be successfully 
developed and implemented in a timely manner. 
 
Keywords: Offshoring, globalisation, UK IT sector, higher education, government policy. 
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The Challenge in Corporate Social Responsibility: Getting 
Things Done 
Paul Griffiths1 and Luis Perera2

1The Birchman Group, Santiago, Chile 
2PricewaterhouseCoopers, Santiago, Chile 
 
Abstract: Much has been said and written on Corporate Social Responsibility (CSR), and 
quite a few organizations are reporting sustainability performance, but how many have 
actually internalized the concepts and embedded them in their organization and 
processes?  This paper sets out to address the question “What is needed for sustainability 
related performance measures to become part of the core information flow of the 
organization?” It does a review of the emerging trends in the sustainability agenda, and 
distills them into the 6 key issues that business leaders need to tackle in the years to 
come. It then does an in-depth analysis of one of these issues (“The role of IT as a CSR 
implementation tool”) and proposes a framework for understanding the different 
contributions that IT makes to CSR implementation. Finally, the paper presents the results 
of a survey and classification of more than forty information technology CSR solutions 
already available in the market across the globe, and reflects on the need to integrate 
them into the core business information systems of the organization.  
 
Keywords: Corporate social responsibility; sustainability; information technology; CSR 
solutions  
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Business-IT Alignment: Translating Theory into Practice 
Narcisa Jonsson 
Royal Institute of Technology, Stockholm, Sweden 
 
Abstract: In order to successfully govern an enterprise, business and information 
technology must be aligned. With proper alignment come many benefits. Undoubtedly, the 
challenge and complexity of this endeavour is enormous and has been addressed 
previously in research literature and by practitioners. The Strategic Alignment Maturity 
Assessment Framework has been proposed as a comprehensive tool for the evaluation of 
business-IT alignment. The framework has roots in academic research and aims at 
analyzing the current situation in an organization. Further, it provides hands-on 
suggestions on how alignment can be improved.  This framework has been used in three 
case studies as a main tool for the identification of actions that would lead to an 
improvement of business-IT alignment, each in its respective company. All of the 
companies involved in the study had problems with the translation of the output gained 
through maturity assessment into actions. Starting with the knowledge acquired from the 
case studies, this paper analyzes Enterprise Architecture and Generic Framework for the 
Business-IT relationship and discusses them from the practitioners’ point of view. 
 
Keywords: Business-IT alignment, strategic alignment maturity assessment, enterprise 
architecture, generic framework for the business-IT relationship 
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Searching for Richness in African Traditional Leadership to 
Complement Business Leadership 
Reinford Khumalo 
University of South Africa, Pretoria, South Africa 
 
Abstract: This study examines the possible integration of African traditional leadership 
and western leadership to see if there are any lessons that could be learned from 
traditional leadership.  Some commonalties in the two different approaches have been 
identified.  This could facilitate an effective leadership of our organisations. 
 
Keywords:  Traditional, leadership, business, Western, African, approaches. 
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Strategic Planning in the Greek SME’s 
Dimitrios Koufopoulos1, Vasilios Zoumbos2, Athanasios Oikonomou3

1Brunel Business School, UK 
2Hellenic Pedagogical Institute, Athens, Greece 
3TEI Epirus, Preveza, Greece 
 
Abstract: The importance and value of strategic planning is often in debate for many 
researchers. Taking the importance of strategy formulation as given, this article portrays 
the current situation of strategic planning in small businesses in Greece. The study, 
through a research study based on a random sample of 26 Greek SMEs, attempts to shed 
some light on how these firms carry out strategic planning. The main findings of the study 
derive from a modified framework of a model developed by Castrogiovanni (1996). This 
modified model incorporates the main environmental conditions of uncertainty (i.e. Smart & 
Vertinsky, 1984), munificence (i.e. Miller & Friesen, 1984), founding conditions (i.e. 
Mintzberg, 1995), level of planning sophistication (i.e. Bracker & Pearson 1986), planning 
implementation (i.e. Kukalis, 1991) and relates them to business performance (i.e. 
Venkatraman, 1986). 
 
It has been argued that Greek small firms do not follow strategic plans, although their 
owners/managers identify the potential benefits that can gain through strategic planning 
implementation. Additionally, a shift from a highly and strictly centralized to a decentralized 
style of administration may have a positive impact upon the quality and effectiveness of 
strategic plans produced. Finally, this paper contributes to the existing literature on 
planning diffusion by discussing the formulation, implementation and control aspects of 
strategic planning in Greek SMEs.   
 
Keywords Strategic planning, small business, Greece  
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Compliance vs Alignment 
Themistokles Lazarides 
Technological Institute of West Macedonia, Grevena, Greece 
 
Abstract: The paper presents the basic Information System requirements for compliance 
with the Sarbanes-Oxley Act (SOX). These requirements are compared with the provisions 
made by the vendors (like SAP, Microsoft, etc.) to address the issues raised by the 
legislators. The results of the comparison are then viewed through the OECD’s Corporate 
Governance principles and guidelines to provide a holistic approach to the problem of 
corporate governance system alignment. The goal is to detect any gaps in the legislators 
and practitioners approaches in information systems design and implementation and to 
evaluate their impact on organizational and managerial level. The OECD Principles and 
Guidelines are considered as the main framework and the laws – reports as the practical 
application of the framework. The questions raised by the author are: Did the legislators 
encapsulate the real essence of the OECD principles and did the ES designers managed 
to fully cover the letter and the spirit of the law or the found a legalist – normative solution 
to the problem of compliance (not alignment) with the laws and principles leading to a 
deviation from the original principles? The author shows that the latter is the case in a 
number of systems or modules designed to address the issue.  
 
Keywords: Corporate governance, enterprise systems, holistic information system 
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Wisdom and Leadership: Linking the Past, Present and Future 
Bruce Lloyd 
London South Bank University, UK 
 
Abstract: Decisions taken today are driven by our visions of tomorrow and based on what 
we learned yesterday. This basic rule applies to all decisions, irrespective of size. Every 
time we take any decision we are involved in some element of leadership but the bigger 
the decision the more critical our leadership credentials become.  
 
The paper will discuss the key questions: 
 
What is Wisdom? 
Why is it important for Leadership? 
How is it learned? 
How can it be learned more effectively? --  in order to improve the quality of our 

Leadership and hence the quality of the decisions we take every day about the way the 
world will be tomorrow? 

These issues are explored in three ways: 
 
Through historic statements about the nature of Wisdom. 
Through statements that we perhaps we might accept as statements of Wisdom. 
and through a review how this can help overcome the limitations of the  Data/ Information/ 

Knowledge /Wisdom pyramid 
The paper will also explore the difference between Wisdom & being wise. In essence, the 
paper argues that Wisdom is the way we incorporate our values into our decision making 
process, and it is our values that determine the way we define that critical word ‘quality’.. 
Finally there is a discussion of why we need to take the whole issue of the link between 
Wisdom and Leadership much more seriously, as well as how we might help improve that 
process. 
 
Keywords: Leadership, wisdom, learning, knowledge  
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Filling the Gap between IT Governance and IT Project 
Management 
Jette Lundin 
Aarhus School of Business, University of Aarhus, Denmark 
 
Abstract: The goal of this paper is to explore coordination mechanisms as part of a 
solution to fill the gap between IT Governance and IT project management. The Gap 
between IT governance and IT project management has not been fully explored in IT 
management research. Both in theory and in practice there is a gap between IT 
governance and IT project management.  Theory on IT governance assumes that 
strategies are implemented through projects – but do not go into detail on how to do it. 
Theories on project management do not include interaction with governance processes. A 
gap between IT governance and IT project management can result in IT that does not 
support business strategy and in lack of flexibility and agility. Competitive, changing 
business environments combined with the uncertainty and unpredictability of IT 
implementation projects call for IT governance organisation and processes to sense 
changes in the environment, to respond quickly and consistently and to communicate 
changed visions and priorities to ongoing IT projects. At the same time learning outcome 
from development and implementation projects has to be communicated to different levels 
of governance – to make room for ongoing learning, negotiation and alignment.   This 
paper draws on theoretical and empirical work in the area of IT project management and 
IT governance to explore the gap. The paper proposes a framework for coordination with a 
typology of coordination mechanisms. The paper concludes by stating that the framework 
can be used by practitioners to design and evaluate coordination mechanisms. 
Researchers can use the typology as a framework for further investigation into the 
relationship between IT governance and IT project management. 
 
Keywords:  IT governance, IT project management, coordination mechanisms, alignment 
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A Holistic Approach to Information Management: Theory and 
Practice 
Sharm Manwani1, Mike Fishwick2and Gerry Rankin2

1Henley Management College, UK  
2Yell, UK 
 
Abstract: Organisations face increasing challenges in managing their information. This 
may appear counter-intuitive since technologies to manage structured data such as 
enterprise resource planning and data warehouses are relatively mature. However, these 
business applications do not provide sustainable benefits if the underlying information 
governance and information architectures are ineffective. This issue is exacerbated since 
managing unstructured data requires a variety of newer technologies including content 
management, document management and search engines with associated information 
management challenges. How can Chief Information Officers (CIOs) respond to these 
challenges and use the changes to increase their contributions and develop an effective 
information strategy?  One key enabler is information governance which incorporates both 
business alignment and the management of risk. This needs to be linked to an information 
architecture that fits the evolving business model. 
 
This paper develops an information management framework to explore both the structured 
and unstructured information worlds linked to control and exploitation capabilities. The 
model has been tested with information-intensive organisations and one of these has been 
selected to illustrate the development of information governance and architecture. The 
case organisation, Yell has been on a six year journey starting with the appointment of a 
commercial data manager and reaching a position where it has acquired expertise in all 
the different areas of the information management framework. Building on this success 
and some difficult lessons, it set up an information governance structure sponsored by a 
board-level steering group. This paper analyses the award-winning company to establish 
what have been the critical success factors and what recommendations emerge for other 
organisations. For example, achieving success depends on skilled people as much as the 
introduction of technology. The results are evaluated in the context of the information 
management framework and proposals are made for further theoretical and practical 
research.  
 
Keywords: CIO, governance, information, skills, framework, architecture 
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Relationships between Management, Attitudes to Change and 
Perceptions of the External Environment: A Complexity Theory 
Approach 
Roger Mason 
Durban University of Technology, South Africa and  
University of Wolverhampton, UK 
 
Abstract: This paper is based on the thesis that there is a relationship between the level 
of turbulence and complexity of an external environment, the perceptions of managers 
about their environment, their attitudes to change, the styles of management adopted and 
the degree of business success achieved.  This thesis is based on the principles of 
complexity theory, which are applicable since a business environment is a complex 
adaptive system. Qualitative techniques of case study, depth interviews, document 
analysis, and observation were used to collect data from two companies each in the 
computer and packaging industries, the most turbulent and complex, and simplest and 
most stable, environments, respectively.  Two companies per industry were chosen to 
reflect the different types of companies, namely, most successful and less successful. The 
findings reflected a relationship between perceptions of the environment and attitudes to 
change.  The more successful firms see change and turbulence as something to be 
expected and almost welcomed, while the less successful companies saw themselves as 
victims of change.  Management, structure and staffing issues in the computer companies 
were very similar, but were very different between the packaging companies.  Overall it 
appears that the perceptions of the external environment, attitudes to change and the 
resultant management approaches differed between the more successful and less 
successful companies.  
 
Keywords: Management, change, external environment, complexity theory 
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Board Characteristics and Involvement in Strategic Decision 
Making – The Nigerian Perspective 
Chris Ogbechie1 and Dimitrios Koufopoulos2

1Lagos Business School, Pan African University, Lagos, Nigeria 
2Brunel Business School, UK 
 
Abstract: Corporate Governance practices in Nigeria are still at the developmental stage 
where organizations operate more in compliance with regulations. There is therefore much 
less research on how Nigerian boards operate and how they effectively perform their roles. 
This paper focuses on the corporate governance practices in public companies in Nigeria 
and explores the involvement of the board in the company’s strategy decision making. Our 
results show that the average number of board members is 7.8 with a board size of 10 
directors being the most popular and outside directors being in the majority. 76.9 percent 
of the respondent companies have chairmen that are not the Chief Executive Officers 
(CEO). Using primary data, our results show that there is a high level of board involvement 
in the company’s strategy decision making. However, there is no correlation between 
board involvement in strategic decision making and a number of governance variables 
(board size, board independence and CEO duality).This paper adds to the scanty literature 
available on corporate governance practices in emerging markets.  
 
Keywords: Corporate governance, board characteristics, strategic involvement. 
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The Relationship between Self-Leadership Behavioural-
Focused Strategies, Job Satisfaction and Quality Function 
Deployment  
John Politis 
Dubai Men’s College, United Arab Emirates 
 
Abstract: The objective of this paper is to empirically investigate through an industry 
survey, the impact of self-leadership behavioural-focused strategies and job satisfaction on 
the determinants of quality function deployment (QFD). The paper also investigates the 
level of prediction of the determinants of QFD after having statistically controlled for the 
predictive affects of the self-leadership behavioural-focused measures. Results indicate 
that the majority of the self-leadership behavioural-focused strategies are positively and 
significantly correlated with the determinants of QFD. The findings also indicate that self-
leadership behavioural-focused strategies are the only predictors of the QFD constructs, 
as the job satisfaction dimensions did not correlate with the determinants of QFD. Finally, 
it was found that the dimensions of job satisfaction do not enhance the level of QFD 
determinants after statistically controlled for the predictive affects of the self-leadership 
behavioural-focused strategies. The underlying themes of these findings are discussed.   
 
Keywords: Behavioural focused strategies, empowerment, job satisfaction, quality 
function deployment, self-leadership, self-observation. 
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Effective Decision Making – Dream or Reality? 
Patrick Tyrrell 
Vale House, Ponsanooth, Cornwall, UK 
 
Abstract: A major issue facing large organisations today is how to integrate data across a 
range of disparate data sources, stovepipes and self-interest groups. Solve this problem 
and you can unlock the wealth of information currently hidden within the organisation and, 
hopefully, be better prepared to take effective decisions. Legacy systems would then, no 
longer, pose problems or be seen as a major obstacle to the efficiency of any organisation.  
 
Keywords: Data Integration; XML, business agility; decision making 
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IT Government and Facilities Management of Online 
Customers Expectations (With Respect to UK Customers’ 
Perceptions Towards Hotel Websites 
Ezendu Ariwa and Sarah Olaya  
London Metropolitan University, UK  
 
Abstract: According to Chung and law (2003); Jeong et al (2003); Jeong and Lambert 
(2001) and Kim et al, (2003) all found that the information satisfaction was the most 
important requirement of online customers’ purchases decision making , which remain 
largely unmet despite the growing importance of e-commerce within the hospitality 
industry. According to Kim et al, (2005), the changing trend in the business activities is 
largely attributable to the fast and improved developments in information and 
telecommunications. As a result, Chung and Law, (2003) noted that the Internet is also 
helping to drive down overhead costs for the hospitality industry and cost of information for 
the customers, as the traditional method of communication is slowly being phased out.  
Similarly Kim et al (2005) argued that the Internet gives the customers more advantages 
by allowing them to obtain valuable information such as prices and hotel facilities without 
the need of getting into contact with any sales agents. In addition, the Internet provides the 
customers with numerous supplies allowing customers to access a pool of products and 
services information from which they can make choices and compare prices.   
 
Keywords: IT governance, facilities management, online customer’s expectation, 
‘measurement indicators 
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Leadership in the Ranks: An Empirical Study of the Impact of 
Middle and Line Managers under an Enterprise Systems 
Implementation Context 
Linying Dong1, Derrick Neufeld2, Chris Higgins2 and Ken Grant1

1Ryerson University Toronto, Canada 
2The University of Western Ontario, Canada 
 
Abstract: Successful enterprise systems (ES) implementations can be difficult to achieve. 
It has been discovered that obtaining individual user technology endorsement is key to 
skilful and committed ES usage. While researchers agree that middle and line managers 
are critical to the success of information systems implementations, the extant literature 
fails to identify what leadership behaviors of middle and line managers are most influential 
within an ES implementation context. Based on transformational leadership theory and the 
innovation implementation model, we developed a theoretical model and tested it across 
198 users in seven organizations. The results indicate the importance of contingent reward 
and transformational leadership behaviors in user technology endorsement as well as the 
mechanisms through which the two types of leadership behaviors take effect. 
 
Keywords: Leadership, transformational leaders, user technology endorsement, 
enterprise systems, implementation 
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