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Welcome to the Inaugural Issue

Welcome to the inaugural s sue of the fAlnternational
| nnovationo.

Founded in 2006, the IAQnternational Academy of CIds aglobalacademic society
with co-founders including Japan, USA, Indonesia, Philippingsjtzerland, and
Thailand. Current members and alliances incloolentriesin all regions such asSA,
China, Indialndonesia, Thailand?hilippines Korea, Hong Kong, KazakhstaMacao,
Singapore, Taiwan, Vietnam, Italy, Russ@zech Republicand Finland.The IAC is
registerechs an NPO idapan.

The |1 ACb6s initiatives include deNasetlaopi
Internationale-Government rankings now in their twelfth year, undertaking a Global
eGovernance book series with3 Pressn Amsterdamand w |l umes i ncl ud
and Aging Societyo, and AA Decade of eG
mastersd6 degree CIO and I T executive |
research projects and partnerships including with APEC.

And now buiding upon these initiatives with this new online journal.

The Online Journal of CIO and Digital Innovation asspecialjournal for CIO, e-
governmente-governanceand ICT fields. This journal will be published once per year
with the vision toimprove theefficiency of governments and companies by ICT and e
governance The mission of this journal is torqvide valuable insight for CIOs to
facilitate efficiencyand b help leaders, especially political leaders to have updated
knowledge about world-governance trends by clear dalt&ven methods.

Within the mission, the journal will cover ICT application to major societal issues such
as aging society, Smart Cities, and readiness and emergespmnse for natural
disastersppportunities, challenges and ramifications of rapidly developing technologies
such as robotics, autonomous vehicles and artificial intelligence; and major leadership
and eGovernance challenges such as capacity buildingydedsecurity The call for



paoersof the Journal is categorized intbree parts (1) Double blind peefreviewed
articles, (2) nosreferenced papers, (3) IAC conference papers.

The journal is research practice orientednd has an audience of readers from
academia, government apdvate sector interested in ICT leadership and innovation.

The journal will be published in the late spring / early summer of each year. The
annual call for papers will be announced in hsidmmer and posted on the IAC website
at:

http://www.acadenmngio.org/

as well as circulated to IAC related audiences and through participating organizations.
If you have an interest in submitting an article and contributing to the journal please
contact editors J.P. Auffraind Toshio Obi at:

J.P. Auffret ajauffret@gmu.eduand Toshio Obi abbi.waseda@waseda.jp

Sincerely,

Prof. Dr.J.P. Auffret Chief Editor, IAC Journal of CIO arigital Innovation
Prof. Dr. Toshio Obi, President of International Academy of CIO


http://www.academy-cio.org/
mailto:jauffret@gmu.edu
mailto:obi.waseda@waseda.jp
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PARTREFEREE REVI EW PAPERS
(DOUBLEBELI NDPEHER/I EWED PAPERS

UNDERSTANDING THE CHANGES IN THE ROLE AND THE TASKS OF CIOS: AN
EVOLUTIONARY BOUNDARY MODEL

Dahlberg Tomf; Hokkanen P&aii Newman Mik& Hyvonen Harrf
Turku School of Economics at University of Turku, Turku, Finland and Aalto University School of
Economics, Helsinki, Finland, tomi.dahlberg@utu.fi
2Turku School of Economics at University of Turku, Turku, Finland, paivi.nokkanen@utu.fi
3Manchester Business School at the University of Manchester, Manchester, UK and Turku School of
Economics at Univeity of Turku, Turku, Finland, mike.newman@mbs.ac.uk
4University of Jyvaskyla, Jyvaskyla, Finland, harri.hyvonen@jyu.fi

ABSTRACT the US [e.g. 39] tell this story. The experiences of o
Research on the role and the tasks of CIOs hasn researchteamare similar. In addition taacademicsour
conducted evesince the term was introduced. Several Cl@esearch team includgsacticing CIG and participatesin
role models with varying numbers of factors as well athe annuali C1 O o f t sklectiony &tertlisted
descriptions on the evol utandglafes awfinteyipved avitsgcglied 36Gdgaee b e e
published. We consider them characteristic to th#terviews. Interview results together with other data are
dep|oyment of Speciﬁc techno|ogies or to Certee'n'q:ds of then used to make the nomination. The 12 CIOs of the year
time. We opted to find a more robust explanation andominated so & and the more than fivedozers of
applied Leavittos model t shordigtes cand iptervieywastandidateseach jappgar o u n d
factors that define the tasks of ClOs over time and acro§¥ecute their CIO role and tasks in a unique organization
organizations. We modified the wording of the originaidiosyncratic way.As myriad issues impacthe CIO
model to reflect theevolution of technology, businessprOfESSion the motivation for this research comes ftioen
strategy and other factors. We applied the modified moddluestion:is it possible to model factors that define the
to categorize earlier research findings, recommended Clgoundaries of theevolving CIO professionover time
competenie@s and analyzed data collected from interviewdncludingvariations in the taskand the roleof CIOswithin
with 36 CIOs within six industries. We discovered that th@nd between organizatioasWe definethe role as the
modified model was able to Categorize the findings of pri(grganizational status andfiuential possibilities within an

studies and to describe the tasks of the interviewed Cl@EJanization. For tasks we refer to work content, that is,
with links to prior studies. what a CIO actually does in his/her professidaring

his/her CIO career

Keywordsd CIO profession, CIO tasks, CIO rol€IO  Ever since the ClQ@erm emergedsome 35 years ago [64]
competencies, CIO curriculum, Qualitative Interviewyesearch has been conducted dratCIOs do or should do
Leavittds organizational d[2,A3 21, Sbp5& & TPvimatark ehkir main concerns [e.g.

39, 47], what kind of professional and personal

1.INTRODUCTION competencies they should hajés 11, 18, 36, 54, 65hnd

whether the CIO belongs tifne topexecutive of his/her
This article focuses on theevolution of the Chief organzationor not[7, 29, 35, 38, 44, 58, 59, 63Dther
Information Officed $§CIO) professionAccording to prior investigated research questions include questions such as,
research, issues that ClOs address and manage hake there differences between corporate and public sector
changed and grown continuously in number and in scofg. 19), letween developed and developing econdeny.
[e.g. 17]. Both ondime studies on how the boundaries of25] andbetween grougevel, regional/ divisional [e.g. 61]
information technology (IT) have changed, that is, enlargednd ~ special purpose, such as infrastructure or
[e.g. 62] as wll as repeated studies such as the Society fBpsiness/digitalization [e.g. 13] ClOs. Mentioned studies
Information Management (SIM) Annual IT Trends Study irindicate how versatile the CIO profession and its evolution
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havebeen andire professionare defined in general and within organizations

During the past fivedecadesthe deplyment of IT has in particular- and especially how and why changeshe
grown, widened and deepened. Correspondingly, tKelO professioroccur over time. This was the starting point
significance of IT has increased, as more organization@f our research. We felt and it appeared to us that although
activities have become {&nabled [15, 29] Within an the CIO roleand tasksdescriptionsas well as the IS
organizationthe ClOhas beerregardedasone of the key curriculum and CIO competence recommendations change
persons responsibfer the management and deployment ofonstantly thershould be deepeheoretical understanding

IT ever since the term emerged [5, 7' Md 6[} ThLIS, itis about thefactors that establish boundaries for t6¢O
logical to reason that constant growth of IT usage will alserofessiorand its evolution

impact the work of CIOs. Indeed, research has shown tHaéveral models abouhbe role of IT, thelT function and

the number of isms that CIOs need tonanage has CIOs have been proposed. In general, most of them either
increased over the years [2, 11, 20, 26, 39, 47ab@,63.
Similarly, changes in
have been reported, 10, 12, 15, 33, 34, 38, 3and 6(.
Consequently, recommendations for the IS curdoyl [11], two [9], three[63], four [13, 17, 68] five [31, 55]or
such as the BM/AIS MSIS curriculum [46, 66, 67]and six [28] alternative rolesTherefore v categorize them as
for CIO competencies, such as t6¢0 Council Clinger CIO role studieslt is worth to note that the meaning of the
Cohen list [18, 36] have been modified several timesterm role in these studies differs from the definition given
Changes in the CIO profession appear to be related dad used in the presergsearch. Table 1 summarizes CIO

suggest alternative roles for a CIO or describe the changes
t h e ang evolatien wvfeisbued that uCdOs mded @1 cOrsider. wo |
Previous studies have suggested that CIOs could have one

technobgy advancements, evircreasingdeploymentof

role studies.CIO role studies describev h a t i s a

IT, but also to the evolution in organizational and strateggyominantscope inlT deployment[13, 55] or what tasks
thinking as well asn governance and managerial practicesdominate the time consumedby a CIO while (3 he
Nonetheless, it is legitimate to ask if we have really begrerforms his/her various tas&s].

able to model how the roland the tasksf the CIO

TABLE 1: CIO ROLE STUDIES AND CIO TYPES (= ROLES) PROPOSED IN THEM

Researchers Research CIO types
OneClO Research integrates the organizationd and individud
type Brown (1993) perspectives as well as the CIO patnership role. General manager
Demand-ddeleadership for sheping and
Two CIO - Research is recognizing different kind of olganisations [ managing expectationsand Supply-side
types Broadbent and Kitzis (2005) which require different behavior and actionsfrom ClOs. |leadership for ddivering md-effective services
Researched howMIS managers and CICs use their work ’ -
tThreeSe CI0 | siephenset a. (1992) time within IT and ouside IT and howdose the mt'esr ;cnﬂaggds%g# fifgg;‘a roleand CIO
yP activities are compared with CEOs work. 9
Four CIO Introdudng the CIO types according to compan ys BF Innovaor & Creator, Opportunity Seeker,
voes Chun ad Mooney (2009) strategy and howthe IT infrastructureis managed Landscape Cultivator, Triage Nurse & Fire
P (divergent or orchestrated) Fighter
Decisiond CIO/Entrepreneur & Resource
The study ponts out three traditiond IT management Allocator, Interpersond ClO/Leader,
Carter et d. (2011) roles: Decisiond, Informationd and Interpersond, end  [Informationd CIO/Spokeperson & Monitor
suggesting anew busness technology grategist Interpersond CIO/Liaison, Busness Technology
Strategist
A study of CIGs role from digital economny point of
. view;ldentifying key activities for four type of CIO& Embedded CIO, ICT services CIO, Externd
Weil and Woerner (2013) and howCIO& should gpend their time across these cugomers CIO, Enterprise processes CIO
activities.
) A study of anbiguousrole of a ClOs;" CEO& need to - . o
Five CIO . ; Innovaor CIQ, Utility IT Director, Agility CIO,
types Peppad & d. (2011) undqstand thtlypeof CIO_ls gppro_E)nate a}‘ta Evangdist CIO, Fadilitator CIO
particular point in the organisatio rs jburney
The objective of the study is to offer an explanaion of ) . ]
. o o A - Partner, Systems provider, Architecture builder,
Guillemette and Pare (2012) thecontrlbutlo_n of 1heIT function in organizationswith Technological leader, Project coordinator
atypology of ideal profiles.
Six Cl1O A study of ISIT leadership roles, andysing howthe Produd developer, Technology provoeteur,
types Gottschak (2000) individud, postion and oiganisation characteristics Chief operative strategist, Chief architect,
Y predict the CIO role in an organisation. Changeleader, Coah

Previous studies have also described the changes &Adl- These contexts includéor examplethe use of IT to
growth of IT deployment and the impaaf this on the work €xecute business stratefff], to manage riski23, 69] or

of ClOs f.g. 3, 16, 30, 34, 46, 56, 58&nd 6(Q. We

to manage

information[8, 40]. Some other factors

Categorize these as ev0|utionary ClO Stud@gﬂutionary consideredinclude the impact ofhow IT and inmvation
ClO studiesusually refer to the characteristics of IT andintensive organizations or industries i, how much
especially to the changes in the deployment of IT, often Rfganizationsrely on IT in business process management
relation to new emerging technologies, during a specifid10], or how IT sourcing is manag¢4?].

time period[34] and/a within a specific managerial context
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We feel that thelescriptivevalidity of both the role model socictechnical and organizational rather than the

and the evolutionary CIO studiewe limited to certain informaton systems technol ogi cal r
types of organizations or to the deployment of IT in &rom the organizational diagnostimodels we selected
specific way or for specific purposes, andforspecific | e a v i t t[85. It has beeoime established during the
periods of time Diverse priorities within an organization past decades both inrganization[e.g. 24, 49] and in

and changes irthe environmentof the organizatiormay information systemgS) research. Leavt t 6 s model h
chang the tasks and the roles of the CIO in a short timgsed in previous I8esearcho investigate IT in stationary

even several timeevery day For example, in a large contexts [e.g. 72], IS changes caused by punctuations [e.g.
organization, the CIO may need to interact in various way], and in evolutionary IS environments.§.50]. The use

with each division/region/function of the organizationof Leavi tt 6s nhelpsé¢olrelatepuvdrk3o r e s e
Similarly, changes in the competitive environmenpastresearchh. eavi tt s model suits al
influence the priorities of an organization and thus also thgntinuous growth of IT and CIO work as well as the
priorities of the CIOFurthermore, it is likely that evolution expansion of their boundaries. To reflect thig modified

in IT, strategic management thinking as llwas in the wordhg of the Leavittmodel factors by including
organizational behavip skills and proesses could make Conceptgjecomingused during the recent decadssch as

these models outdate&or example, descriptionsf CIO  governancebusinessnode| and ICT services

focus andtasls reported in studies conducted during thejnaly, the modelfits well to analyz our empirical data

80s, 90s and early OGeppear no longer géct what most  gnq categorize past CIO studies, as later sections of this
ClOsfocus on and do today article will show. We interviewe86 CIOs Each inerview

Our conclusion was to look for an ahetive approach. covered the entire career of the interviewee as a CIO. We
That produced the research idea to search for @@ticed already during the first interviews that the tasks and
explanationi and a robust modei that describes the roles of each CIO were different, reflecting the variability
boundaries of ClIOsd r ol e jneeébBlsindsimpetivedidSotheWehdrdcteristics thet h e i r
evolution. Therefore, we ask if it possible tmd or crafta  organiation. In addition to variability, the tasks of a CIO
generic model, whicllescribes factors impacting the ClOtypically changed in relation to technology evolution and
professionand its boundariesThis would include: over especially in relation to the changes in the business
time across organizatiah units, organizati®h and jmperatives of the organization such as the economic cycle,
industries; changing IT and organizatiorelvironments customer demands, the needittaprove productivityand
andevolving strategic management thinking and prasticeother similar issuesThe tasks of some interviewees had

In addition to describing the Cl(rofession such a changed significantly and several times whereas there was
boundary model should be able to capture the findings gfore stability in the careers of other interviewees. Both the
prior CIO research and CIO competence requirem&és. C|O role and evolutionary CIO studies were useful but
claim that such a generic model offers both researchers gndufficient to describe our datZhat finding was one of
practitioners a robust meatwsdefine factors that shap@d the motivations to search for an alternative appro@ah.

confine the organizational rolend tasksof the CIO in findings were also in strong contrast to our initial
general and within a specific organization. assumption that changes in IT would define the CIO

The work of the CIO is conducted in an organizationgrofessionand dominate changes their tasks and role
context with the overall objective to deploy IT for theLeavi t t 6 s ntheflaeméworf, which ivas alde to
benefit ofthe organizatiorfe.g. 5, 18] The need to respond capture the variation in the tasks and roles of the

to continuous changes in technologies, services and uggerviewees as well as changes in them.

expectations from the perspective of organizationahy r r esear c Whagboundaty factons shage fi
performance improvementand strategy executions C| O& s amdo tasks in general and within an
probably amostaccur at e descsw@k i @ganizQid® i Phe nfain EBtribution of our research is to
Hence, changes in the business environment of @Re the Leavitt diamond as the generic model explaining
organization and in the strategy of the organizatiofyctors, which define thevolving boundariesf CIOsH
influence what a CIO needs to do. Such changes mighbrk. To demonstrate the contribution of the proposed
affect even the CIlI O0s or gppddciwe tude® thearhodifisdt Laavitd modePtd &nalyPeO We |
structure. Motivated by these reasomg decided to seek poth the findings of prior research and our interview

the theoretical basis of our research from organizationfhdings from 36 Finnish CIOs.

diagnostic modelssince they describe organizational

evolution from a socktechnical perspective [48]Socio 2. THEORETICAL BACKG ROUND WITH THE

technical perspective taganizational diagnosis means that MODIFIED LEAVITT MOD EL

theorgmi zati onds current | evel of functioning and activiti
are assessed in order to design approprsateial and 2 @ 1 . ClOsd everyday tasks ch

technological efficiency and effectiveness improvementsole remains stable

(ie. interventions) such as ITinvestments and IT gjecironic data processing (EDR)anager EDP director
servicdlegacyimprovemens. We consideed evolutionary anq |1 director were some of the titles used for the head of

IS theories, foexample Jasperson et al. [37], Leonardi ande |1 fynction prior the CIO term, which was introduced
Barley [45] or Wheeler [71], as alternatives to evolutionary,

A ) hé\\/SSynnot and Gruber [64s one of the first. During the
organizational theories. We chose the latter due t0 thgst 30+years, the use of the CIO term has raised the status



of the IT functionheadconceptually to the level of other C Against thewidely held beliefthat theorganizationalole

level executive$57]. Yet, still today several interpretationsof the CIO change®ver time it seems remarkable that
aboutthe role andthe tasks of CIOs exist. This probablywhat was written about the role the CIO during the 1980s
results partly fronthe fact thaiorganizationgdeploy IT in  appears fresh and valid in 2010ur conclusion is thahe
different ways and for different purposes and partly frommoncrete everyday tasks of 01Os related tdechnological
variations in the history of IT deployment withinunderstanding as well ado strategy and business
organizations We reviewed close to 50 articles from theorientation have changed ovéime and will probably
beginning of the 1980s to recent times in order toontinue to do soAt the same time, the organizational role
understand howesearchers had describtet work of the of the ClOhasremaired unchange@nd may continue to do
CIOs during the last four decades. in the near future For example, in the 1980s, IT
Researchers have studied changes in CIO work fromtgchnologial understanding focused omainframe and
variety of perspectives, which range from technological tBinicomputer environments and arganizatiorinternal
organizational. Consequently, many factors have beéfftware development. The importance of mainframes has
proposed to act as the underlying explanatory reasons f@stically decreased, minicomputers have vanished and
the change in the role and the kmf CIOs. As stated Software application development is largely outsed.
earlier, we feel that most of the models are historicalljoday, the range of necessary technological understanding
descriptive andvalid but also limited They characterize Is significantly wider with a focus on the Internet, web
technologis, organizational practices and/or other factorgervices, enterprise architecture, mobile technologies,
that deicted the CIO work during specific periodmd/or business IT, digital red big data, cloud services and other
in specific contextsCumulatively, these models reflect theemerging technolgies and in linking them to IT legacy
continuously growing deployment of IT iarganizational Similarly, during the 1980s, strategy and business
activities and the related increase in the number of issuedentation focused on value chains, competididgantage

that ClOs need to address and manddereis a strong and businessT relations. Globalization, value and business
consensus amongthe revewed studies that the networks, digital strategy, electronic busise business
organizational role and the taskstbe ClOemerged and models, IFenabled business transformations characteristic
evolvedgradually and also that the raded the taskefthe f or today were not on CIl Osbd

CIO will continue to change over time as the Vo|ume'organizational role of the CIO is still to act as a strategy
depth and maturity of IT deployment increases. oriented and businedgscused executive whose specialty is

BenbasatDexter, and Mantha[5] analyzed data collected 0 understad how IT and digital data can be deployed. By

during the 19706s. Si g n iSyPPALting,gngd gnabling,ajl unjisegiogs, fungtigns angd ¢ 1, ¢

importance of the people and business perspectatber stakt_eholders of an enterprise to d(_aploy IT, by managing IT

than technology In summary, he striking feature of Services and assetsand by heping to establish IT

literature published during the 1980s is that ible of the 90vernanceClOs participateinto the exeation of their

CIO was described as a strategic amssinessriented © ' 9 @ni z atiateges) s the achievement of

executive who has a good understanding of technology afid 9 @ N | busitessobjestvess well as tahe creation

who works organizatioawide with all unitsfunctions to ©f Product, serviceprocessand otheinnovations.

deploy IT in order to better implement business strategy

and to support thachievement of business objectijes6, 2.2. The modified Leavitt model

7, 20, 22, 33, 58, 64, 70The strategic stance of lih We conclude that wt hi n t he ChaDéoke or g

business executioemphasizedduring the 1980gmirrors evolutionsto aCl O6 s e taskghgppea yn order to

current concernsf CIOs [e.g. 39]. improve theCIl O6 s and t hseperformaneeni z a't

During the 199 0issandpersdeabskilts &G these mefitsthe use of organizational diagnostic

including interpersonal skills were investigatgd, 65]. models, also known as organization development mpdels

Ot her new issues addr ess e dsScpmparediainoee ISaekhropgy gizgposihariented | e s

manage the complexity of technolod®, 59] and to Models such as Jaspersddarter and Zmud [37] Our

establish cepperation between business and[8760,and | i t erature review suggests th

63]. During the 2000s the governanoé IT, enterprise tasks are driven by certaidentifiable factors. For these

architecture and the ability of IT to create value and suppdtfid for reasons given earlier we choselthe a v inddél 6 s

innovations were investigateas new descriptors oEIO  presented in 1965 [43]instead of case specific forces,

work [e.g. 1, 12, 15, 23, 27, 29, 5d 69. Fuelled byso Leavi tt 6s model identifies f

called business IT such as digitatrategy webservice Organizational development. They are structure, task,

technologies, digital data explosion, Internet of things areeopleand t echnol ogy. Leavittos

other developments, many thesdiapend moglel, \whesehen shapg comes dromctheo s 6

profession have re mer ged i nto reselaffc@drrediadsigonsglbeetiween the mc

enterprise transformatisn in information asset and shape means that if one of the factors of the model changes,

Capabi"ties management as wdllia the creation of IT and this has potential to affect all other factors of the model and

digital understandingnd digital strategieamong business they will also changeAll relations between the éors of

executives are new or reiented demands placed on ClOghe model are bidirectional.

[4, 13, 31, 35, 39, 40, 47, 54, 55, Bnd 67. Leavi tt @ould atsw cdbe lseen as an evolutionary
boundary model. The specifics in the content of each factor



may evolve over time whereas the (boundary) structure of
the model remains unchangekhus the boundaes of the
model could move. For example, the boundaries of the
model could enlarge (move outward) as the consequence of
evolutions in the specifics of the model factohkbove we
discussed the growth of CIO taskéfter 1965 new
practices andcorstructs such as business models and
corporategovernanceof IT havealsobeen introdoed and
become established. These reasmasivated us to modify
the wording of some factors in the modilat is, to include
the evolution of those factors. oBtemporary (IT)
technology consists of technologie$CT services and
information. We enlarged the wording of the technology FIGURE 1: THE MODIFI ED LEAVITT DIAMOND
factor to reflect this. For the same reason we modified MODEL
structure into strategy, business model and governance; t&Klooking at the history ofie IT function, one sees that it
into tasks and processédeasenote that we regard this asjs among those functions that have changed most during its
an evolution of wording in the model, which reflectsshort existence as compared with other significant
currently used constructs and practices, not a modglganizationafunctions such as acanting[1, 15,and 29.
revisionthe modified model is showrasFigure 1. IT has been considered to lire wider use in business
The strategy, business model and governance famtlode processes antb be more integrated and more complex to
the governace and management systems of amanage [59]. Organizations have always developed
organization its communication systems as well as it®perational processes but IT has provided entirely new
work, material and money flow steering structures. The taskeans to automatand restructure then@2, 59] For
and processes factor refers to all tasks and subtasks amdmple, technology has enabled the global economy to
their sequences that are associated with the ptedand flourish by providing networks for rapid exchange of vast
services of theorganizationincluding their design, sales, amounts of data betweenwganizations For organizations
manufacturing, delivery etc. The people factor consists tfiis has provided opportunities to redefine strigggto
people as actors in the organization and organizatioriatrease revenue streams and profits. In addition to the
arrangements used to carry out the tasks and processetrasfsformation of existing markets into electronic markets,
the organizatiom both within the organization and betweerdT deploymenthas also helped to create totally new markets
organizations Finally, the technology, services andsuch as digital conterfd1]. The deployment of technology
information factor includes all equipment, hardwarein alignmentto business strategy enablescgganizationo
software, facilities, services, data and information used tbfferentiate its operations from competitor$33].
conduct the tasks and processes obtiganiation Consequently, ClOs not only need to consider a wider set
The model shown in figure 1 is useful in describing angf issues than most other executives but they are also the
categorizing the findings of both the CIO role anghief information system strategists their enterprises
evolutionary CIO studies. Foxample, Weill and Woerner [29] In this capacity they meet a set of expectations, the
[68] proposed four roles for ClIOs on the basis how C|Cﬁ\’50ntent of which evolves Constantly since the information
allocate their time betweevarious tasks. These roles areneeds of theorganizationand the technologies used in its
embedded(strategy dominates time usagéT services Systems are in constantufl [29] The factors of the
(technology dominatespxternal peopl¢people dominate) Modifie d L eav i t t 0 forcesmengdoned mahpse ur e
and enterprise procesprocesses dominateflO roles. studies.
Similarly, as an example of evolutiona®O studies, Ros | n s ummar vy, we have discussec
and Feeny[60] described changes in technology and hownodel as the theoretical basis faur research. We
thosechangeshad nfluencedstrategy, people (CIOs) and explained why and how the wording of tHeeavi tt 6s
processes. According tdRoss and Feenytechnology original model was updated to bettavitsthe research on
changs have been the driving force for the work of CIOsthe CIO professioby reflecting the evolving boundaries of
from the very bginning [60]. this professionWe alsodemonstrated with a few examples
how to use the model to explaihe findings of previous
studies We feel that the modified Leavitt model captures
issues/topics investigated in earlier studies, which we have
highlighted above while discussing thelVe next show
t hat the modified Leavittobs 1
understand factorthat shapeand confinethe tasks of the
CIOs within organizationgsthey appear in our interview
data. We also prope that the modifedd e avi tt 6 s mc
captures how information technology developments impact
the other organizational factors shown in thedeland that
therefore the model is well suited to describe bothrtile
andthe tasks of £10 and changes inis/herrole and tasks.

Structure,
business model,
governance

Technology,
ICT services,
information

Tasks,
processes
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We finally propose that the model is able to explain whworked as CIOs for several yeaasd since one of the
the lag between technology development and iwuthors had participatad the selection of the CIO of the
deployment exists. The model suggests that persoysarin Finland and in Europfor 10+ yearsve krew most
responsible for IT deploymeiitmost notably CIOs need of theintervieweesWe used this infrequent opportunity to
to consider strategy, the business model and governaniwjte recognized ClOs with long CIO cams from the
tasks and processes, and people issues in additionldading organization® their industries to interviews.
technologyimplementationall of which require time. The industries were chosen to represent the diversity of

deployment and the CIO profession. Interviewees include
3. RESEARCH METHODS: THE CIO INTERVIEWS both group level and divisional, corporate and public sector
To understand how the work of CIOs has changed over the well as national and global level ClOs. We opted to
years and to evaluate the usefulness of the modified Leavitterview several ClIOs from one industry in order to
model in the analysis of these changes we interviewed Bfmove possibleorganizationrelated idiosyncrasies. The
Finnish CIOs from six industries mainly during the year&dea was also to collect data acrasewindustries in order
201171 2013, with four inerviews prior the year 2011. to find similaritiesand differencedetween industries but
Industries are media, public sector organizationaslso to understand whether the characteristics of specific
(government, agencies, municipalities), financeindustries impact how the CIOs of that indysperceive
manufacturing, wholesale and retail sale commerce (their role andasks During the timespan we conducted the
Finland a few branded coalitions dominate the markets) aimterviews;the media industry experienced the pressures of
services. A snmary over interviewees is shownTiable2.  business transition from print media to digital services.
Detailed data on each of the 36 CI@s provided as Public sector organizations faced severe cost issues and the
Appendix1. trarsfer of services from manual tigital. Manufacturing
Table 2 describes the number of ClOs interviewed in eackPmpanies had shown good results year after year and
industry and the time span of interviews. The table aldgcused on further processiprovements and oincreass
shows the time period covered by the interviewees iin thén servicebusiness. The finance industry had transformed
CIO profession and the average work experience of CIOsiost of its services into electic channels but struggled
years by industry, the distridah of gender and the ageWwith increasd regulations, lower margins, the
groups as well as the size of the enterprises measureddeyisequences oéconomic downturs and new entrants
their revenue. All empirical data were collected witffrom other industries to the financial markete future
personal facdo-face interviews. An interview lasted looked promising for the commerce industry with
typically two hours. We first selected industries and the@Xpansion opportunitiei& new geographical markets. Cost
stratfied the collection of enterprises according to deemelfessures and business transition of digital services were
privileged access to them. Since two of the authors ha@éical challenges itheservice industry.

TABLE 2: SUMMARY OF INTERVIEWS AND INTERVIEWEES (me = MILLIONS OF EUROS)

Dates of | Time | Average Age at the Size of the
Industry: interview | period | Years as time of the company
CIO #s S covered| CIO Gender interview (revenue)
1> 1000 me
Media: 03/11- 3 Males 1 age 3689 3100 1000 me
CIO1-CIO5 (n=5) 08/12 19972012 8 2 Females 4 age 5669 1 <100me
2>1000 me
Public sector: 10/1% 5 Males 2100 1000 me
CIO6-ClO10 (n=5) 09/12 19842012 14.8 0 Females 5 Age 5059 1 <100 me
Finance: 11/1% 4 Males 1 age 4049 2 > 1000 me
ClO11-ClO14 (n=4) 06/13 19872012 10.75 0 Females 3 age 5669 2100 1000 me
4 age 4049
Manufacturing: 03/09 9 Males/ 4 age 5669
Cl015Cl024 (n=10) 11/13 19762012 10.55 1 Female 2 age 60< 10 > 1000 me
2 age 4019
Commerce: 10/06 8 Males/ 4 age 5669 4 >1000 me
Cl025-Cl032 (n=8) 06/13 19562012 14.63 0 Females 2 age 60< 4100 1000 me
1 age 3689
Services: 08/07 3 Males/ 2 age 4049 3>1000 me
ClO33-ClO36 (n=4) 07/12 19912012 14.75 1 Female 1 age 5669 1 N/A

We followed the methodological principles of semiThe final interview questionnaire evolved over time. The
structured interviews as outlined by Yif3] and expanded first five interviews were used to learn what kinds of survey
on by Myers and Newmafb1l]. With theinterviews we items are useful for our studylhese five interviews
tried to capture the historical evolution of each issue to tlwnstitute our pratudy. The first interviews were
extent that the interviewee had personal experience. Sevarahducted with ampen question formulation. Interviewees
questions were therefore formulated in two ways; how wagere asked to compare the past and the present for each
the issue managed in the past and curredthpendix 2 topic, 46 in total On the basis of the experiences of the first
lists our survg questions. interviews, b avoid situations where interviewees told long
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and as such interesting and amgsimarrativessometimes 51. Thus we do not have data on five questions from five
for several hourswhich often fell outside the scope of ourrespondents. Secondlywe investigate what factors
research, we limited the interview time to two hours. In thigfluence and establish boundaries for the role and the tasks
way, we refinedthe survey instrument towards semi  of the CIOs with a proposition that those factors have been
structured interview questionnairewith openended the same over decades rather than what concrete issues
guestons Interviewees were still asked to compare the pa&tlOs meet at a specific time. By including alterviews

and the present for each topic but now within ae were able to coveahetime from the 1960s to present.
fixed/maximum timeframeWe added first 4 and then oneWhy through away these unique insights? It is still worth to
question to thet6 questionon the basis of the piudy notice that the choreography of the early interviews was
and guided by the Leavitt / our resdammodel. he final different and that this impacts the responses of these
version had thusl questions.The last added question interviews. We hd to do more work to interpret the long
asked the interviewees to explain how IT technology hamrrative responses that were transcribed into text. When
affected and affects the strategy and the business modelshaf other 31 interviewees saw their responses verbatim on a
their enterprisein the past and currentlyOf the 36 screen their awareness over the response content was higher
interviewees, 22 answeredto this question and and they corrected immediately whaetinterviewer had
consequently we do not have the answers of l4written andwerealso given the opportunity to change their
interviewees to this questiorAll of these 22 interviews responses a second time prior to final acceptance.

were conducted in the years 202213. Another important question is, are the responses of the
During theinterviews we used a projector and screen as wimterviewees true or even reliable, see e.g. points
wrote down theairesponseserbatim Thus in real time, an highlighted by Mewrs and Newman [51]? One part of each
interviewee saw what was writteas the answer to eachinterview question asked an interviewee to look back and
question and was able to correct possible -miscontemplate, howthe issuevasmanaged in the paghat is,
understandingsimmediately This tetinique shortened at the beginning of his/her CIO career. As the durations of
answers and aimtervieweeconsidered more carefully whatt he i nt er vi ewees 6y Wereaskedaiag eer s
(s) hesaidas compared to the convoluted stories of the préook back for several years or even decades. Is it possible to
study interviews The adopted approacdiso helped the remember past CIO tasks correctly or at all after many
interviewsto focus on the questiomd thequestionnaireln  years? Is it possible to compare responses that cover diverse
addition to the projector and the screea used a digital periods of time? It is possible and even likely that
recorder and recoed each discussion (interviewee interviewees provided answers and told anecdotes that
permission was sought and obtaingtjuding the five pre appealed to them for various personal reasons. Yet, even
study interviews Recordings were used as backups and fmssible embellished or untrue anecdotes include data about
complete transcripts writteand shown to the intervieweet he i ntervi eweed6s role and ta
during his/herinterview. Each interviewee exceffte first that the interviewees did noéemember or did not want to
five wasalsogiven the opportunitya modify the transcript reveal all CIO tasks they had performed. The interviews of
of his/herinterview. We did this by sending the written 36 persons, however, probably brought forward a
transcript to an interviewee for his/her final approval aftesignificant number of CIO tasks and role descriptions. In
we had verified and, if necessary, completed the already atidition, it is possible that interviewees could make timing
the-interview accepted transcript by listening to theerrors. From the perspective of the present study possible
recording of the interview. Two researchedid the timing errors concerning the execution of various CIO tasks
verification and completion of the transcripts by listeningre irrelevant. We investigate factors that influence and
recordings independently and by then comparing notes aestablish boundaries for the role and the tasks of the CIOs
agreeingon findings reach a consensus.wé&lve of the with the propositiorthat those factors have been the same
interviewees used tle opportunity to augment their over decades arttiose individual tasksan be classified on
interview transcript priorits final acceptance. From the the basis of those same factors. We did not investigate how
verified and acceptetlanscriptswe then compiled a 36x51 the interviewed CIOs understood the significance of their
excel sheet (matrix) to analyze the data. Two research@m®fession, what each of them did gaticular time, what
verified independently that the matrix was based on thgpical CIO tasks wereluring a certain period of time or
intervieweeaccepted transcripts by comparing motd how well each of them performed as a CIO. Determining
needed. The verified matrix was then translated intihe reliability and truthfulness of responses to such
English. During the final datanalysis three researchers questions would have been more difficult. The purpose of
analyzed the responses of the matrix independently atige 51 inérview questions was also to help an interviewee
agreedon the classification of tasks and how they fall intdo remember from multiple perspectives tasks and issues
thefactors of the Leaitt / our research model. that were relevantor him/her as a CIO. We triangulated
At least the following related questions arise from théata reliability with the interview and data analysis
evolution of the survey instrument and the change of ti@ocedures and protocols described above

interview procedure and protocol. Is it possible to use thghe CIO experience of six interviewees was less than five
data from the five first interviews as they were carrieit years whereas five had over 20 years of experience with the
earlier and with a different interview procedure anaverall average of 12.25 years. Four interviewees (11.1%)
protocol? We opted to use also the data of the five firgtere females. According to Pembert@092) a typical
interviews. Most of the survey items are the same, 46 out 6fO is highly educted. In contrast to that finding, twelve
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(33%) of our interviewees did not have a university degre#/e asked what have been and are the biggest chadlfarge
However, the remaining twenfpur interviewees had the interviewee as the CIO. The change in business
cumulatively 31 university degrees including four doctorabperations or in IT functiors way of working was
degrees. Three interviewees had retired #m#&e more challenging for eleven respondents when they statteir
planned to retire in the near future. The status for 72 % (26reer as CIOs. Twelve thought them to be major
of the interviewed CIlOs had changed, whereas thahallenges still today or at the end of their CIO career.
organizationand the CIO status had remained unchangdeburteen respondents mentioned that at the beginning of
for only ten interviewees. This finding is in line withtheir careers the creation of IT services from scratch or the
Peppard et al. (2011)At the time of writing, two development of IT serves to business had been
interviewees are deceased andathers have retired. demanding. Fifteen interviewees regarded the development
Those who hadong history in IT explained that the main of IT services to business still challenging. Nine
reason to acquire computers in the first place was to redu&spondents considered that cooperation with business had
accounting related manual work. At that time it Wegical been the toughest challenge in the beginning of their career.
that the head of IT reported to the CFO. Even todayeven still felt the same way. Competence development
thirteen of the interviewees reported to CFOs, where#4s the next often mentioned challenge at the start of the
eleven reported to CEOs and twelve to othetew@l career and it was almost as important currently. Tweity
executives. Only a handful of them had been eithdpterviewees mentioned that access to deep technical skills
executive committee or board membérshe beginning of had been important at theginning of their careers. Project
their CIO careers or were invited to participate in executivielanning, projectmanagementand supplier management
committee meetings and/or to business unit steerifgere also mentioned several times and they were still
committee meetings. Almost all interviewed hadronsidered important skills. Only four respondents felt that
experienced restructuring of their flinction organizations business skills had been important earlier, whefié@en
during the tine they had acted as the CIO, but the reasof@nsidered them important currently. Probably the most
varied. Some restructurings were related to busine§ignificant change is the increase in the number of skills
strategy changes and some to mergers and acquisitioh€ € d Mahagingithe whole , customer service skibs,

(M&A) including divestments. fiability to demonstrate technology opportuniies f
innovation managememtfis er vi ce management
4. EINDINGS managemeidt , infofimation managemeat, intefhational
businesdT knowledgé , arcHitecture skills , datdi
4.1. CIO role and tasks perceptions securityp , confimunication skils , negdtiation and

contractingd a nedal skillo ar e j ust a f e

We analyzed thinterviews by counting how many similar ¢
)entloned sils needed currently.

answers we received to each question. More than half (ZE
of the respondents deribed their past and currertle to o . .
be something other thaa technologyoriented CIO role. 4.1. _CIO tasks and roles classified with the modified

The common feature of these responseshig the ClO L€avitt model

work was described as a business executive role, which is _

related to the industry of the enprise. Forexample 4-1.1.Description of the model factors

ClO29 said:fiOur executive committee only consists obtrategy, BusinessModels, and Governance:We asked

book sellers who have different areas of responsibilityeéspondents to describe how much business executives and
such as IT, finance or logistics of the book sellingnanagers needdT in the past and currently. Twerttyree
business® The role and r es polftevieyaes tpld ysgdhgt in ghe pasi lJ was seen ag some
transcended IT and included logistics, business intelligenddhd of necessary evil, a technology tool, a support function
purchasing or process development to namefew or a cost cente OnIy a few explained that in the past, IT
examples. All ten ClOs of the manufacturing industryvas considered important or critical to business or for
worked in global or regional enterprises and seven of the@ytomation. Some also pointed out that IT people were
were either responsible for process development or heaflyo Nsi der ed fisnobbi shdoWé i wer €I
involved in it. CIO20 statedi Ther e has b respested g becauses gme understood what we veer
demand for global process and global IT among busines#l 0 i nMpst @f the interviewed CIOs think that current

|l eaders already for sever abusingss gxeatives believe that IT is deployed to create
Although the business environment of theganizations Ne€W digital services and new business opportunities.
within an industry was similar, the tasks a specific Cl¢rchoing others, CIO21 saidi Nowadays busines
performed differed. Foexample CIO11 - CIO14 were S€€ two roles for IT. .On (thene hand, basic IT services

from the finance inddsr vy . Cl O116s maSXI IN §VeNs apternyisg gnd qnléhe othanq _IT has the
developenterprisearchitecture and data security, wherea§2PaPility to create new strategic opportunities. | need to

Cl 0126s f ocsheringmcistiesand appfichtion M@nage both these rol ebityof |I'T
integration. Cl013 focused primarily on interviewees told us that they currentlgat is, &the end of

internationalization as the companmyas involved in an their CIO career or at the moment of the interview if they

M&A process. ClO14 did not work in the industry still held the CIO position participate into the business

anymore. strategy process. Some enterprises have a separate IT
strategy, which is aligned with businessastgy. In some
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other orgardations businessstrategy also covers IT and The current situatn is totally different. Thirtytwo

there is no need for a separate IT strategy. A few ClOsnt er vi ewees expressed that b
explained that IT and processes are now recognized to baraerstanding is clearly better. Almost the same number
critical part of the business strategy. Still, the interview&8) of interviewees felt that the IT function is valued
provide inconclusive evidence dhis topic. Therefore it is higher. Several ClOdike CIO15 and CIO33,saidi | T i s a

safe to report only that ClOs understastthtegy business n or ma | part of 0 u ICIO18 wstatédn e s s
models and corporate governance better than previousfySh oul d business sl ow down,
and that this factor clearly influences their work. repl ace; sal es p @&gtlsesergotations | T

Tasks and ProcessesThe task and process factor wasshow, the people factor also shapes the work of the CIOs.

partly covered above with its interconnection to theTechnology, ICT Servicesand Information: Of the 36
strategy, business models and governance factor. Accordinterviewees we asked 22 to describe how technology is

to ourinterviews it appears that ClOs are heavily involvedrelated to business strategyith the last survey item

in M&A activities, especially within media and retail Twenty-one responded that technology enables business or
industries. Cl Os & 0Oisnv &le ¢ eremssriew oppantunitidsdoAbusiness and new technology
understandable when one considers that it is necessaryemabled services which can be launched into markets, and
secure the continuity of processes, which are usuallljus allowing the business to grow. Faxample CIO3

heavily IT-dependent. Faster than normal changes ®aid:fi Al | the ti me, (t he) bigger
processes could also be required. As CIO15 explaiiedon technol ogyé it has <change
We have done a lot of déivst ment s, Mr&aA 10 Is OrtlyaonedCIO said thaethnology has no major
(organization) structure changes within the last 15 yeanole in their organization and oneommented that

and | 6ve been heawelalgo foundv edhnolegy hais i negative sngpacd on their business as it
that many CIOs considered processes to be a natural partaffinibalizes their current arrangements.

their current work, even though the relation of their role to

processes was not asked directly in our questionnai].2. Results classified with the modified Leavitt model

ClO22 commentedid At  first the chajyl fdhlfd thenddiite ad!i 19 s! Tmode t
and processes. Currently, globalization, open network, dajagyits of theClO interviews. Three researchers reviewed
security and informatiolhe manadRdBRM! ralitintdribis (b Enmatrid

tasks and processes factdeasly impacts the work of jnqenendently and classified the impact of each factor on a
ClOs. Cl Ods wor k i nto we ak, medi O«
People: We asked how IT functions are valued earlier anghterviewed CIQ The interpretations were compared and
currently and how well business managers understood IT dgreed if there was a difference. The three interpretations

the past and now. During the early days of the Cl@Qere fairly consistent. Out of 144 (4 x 3@lues only 16
profession, those holding business manager positions had ) were discussed and there were no wieaktrong

not received any IT education in universities or elsewhergifferences between the individual interpretations. The

Twentythree respondents thought that in the past businegsmulative outcome of classifications is shown in T&ble
managers understood IT poorly or not at all. Similarly, IT

organi zations6 contribution to business was poorly val

TABLE 3: SUMMARY OF RESULTS CLASSIFIED WITH THE MODI FIED LEAVITT MODEL

Strategy, business Technology, ICT
model, governance People | services, information| Tasks,processes
Weak 6 6 4 8
Mediocre 11 19 10 12
Strong 19 11 22 13
Total 36 36 36 33

We discovered that the technology, IGErvices and their work less than the business strategy and the
information factor had the biggesimpacted on the technology factors. However, people aadks as well as
intervi ewed CI-fis 6l0sverpressed thatw@aegsemre also important determinants for the work of
technology strongly influences their work. The impact of!O0s. Almost all ClOparticipated in the meetings of their
the strategy, business model and governance factor wa® Mpany 6 s st andor ihaugestaglishedu pr
almost equally strong. Hus, both business strategy andbteering groups to interact with other people. They also felt
technology drive CIOs work. This is in line with the earliethat business leaders understand IT increasingly better. Our
reported finding that several CIOs participate into thefiuestionnaire did not include questions,ishhdirectly and
companyos strategy pr ocese&xplicithh adgresss themiprpcgsses Wfa §n orggnizagon.h e r
business executives. Interviewees described thedimpfa Probably for this reason three interviewees did not mention
the people and task as well as the processes factor to impact
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processes as TabBshows. Thirteen ClOs emphasized thaearlier the placement of CIO#s into Table 4 was done first
their organization6s pr oc ebysve esearcheraindependdnityiusing the ariginals36x610 n g
Tasks metioned within the context of the Strategy, matrix (ln FinniSh).Aﬂer the matrix had been translated
business models and governance factortnterviewees into Engllsh a third researcher did the same. Notes and
mentioned multiple specific everyday CIO tasks when thefpterpretations were compared and discussed during both
described the impact of the strategy, business model aplgases until a consensus was reach®d. interviewee
governance factoron their work We compiled tasks typically mentioned two or three strategplated task.
mentioned by the intervieweeisito Table 4. We also Especially those interviewees who had been CIOs several
applied the roledescriptionsprovided in the CIO role decades ago described that their task was to strategically
studiesin the crafting of Table4. A CIO role study often manage ITi called EDP, IS or IT a particulatime.

depicts tasks/activities that describe the alternative ClDasks mentioned within the context of the tasks and
roles proposed in the stydthat is, the dominating focus processes factor: Interviewees mentioned seven
area of the role or the area of tasks that consumes thrganizational tasks and process related everyday CIO
bi ggest proportion of t he tasks. Bive of thenweneecovered n ¢he reviewesl titeratue:! u mn
Table 4 shows the tasks or activities described by CIO rdndscape cultivator bl 7]; facilitator by[55]; opportunity
studies and the second column lists related asthbthe seeker by[17]; product developer bj28]; and enterprise
study. We then classified tasks mentioned by therocess CIO by[68]). Interviewees also described process
interviewed ClOs using the same task/activity classificatiomarmonization in M&A integrations and process
and placed the CIO# into Table 4 as the third column of tlgovernance task§.able 5 provides the summary. Talsle
table. Weadded tasks that were noentionedin CIO role as well as Tables 6 andwWerecraftersimilarly to Table 4.
studies at the end dfable4. CIO role studies included six

tasks and interview data added four tasks. As explained

TABLE 4: CIO TASKS MENTIONED BY INTERVIEWEES FOR THE STRATEGY, BUSINESSMODEL , AND
GOVERNANCE FACTOR

Strategy, business model, governance:

Role proposed in literature and/or task described

interviews Author of the CIO role study | Task referred by the interview&lOs

Cl O6s formal resour ce |Stephensetal 1992 Not mentioned explicitly in interviews

CIO as chief operating strategist Gottschalk 2000 Not mentioned explicitly in interviews

Opportunity seeker (drive strategy) Chun and Mooney 2009 ClO2, CIO3, CIO5, CIO10, CIO15

Technologyprovocateur (embedding IT into the | Gottschalk 2000 (Brand, challenge eBusiness, value cha

business strategy)

CIO as product developer (helps define the Gottschalk 2000 ClO1, ClO2, CIO3, Cl04, CIO5, Cl07,

companyodés place in the ClO8, ClO13, Cl014, ClOo16, Clo17,

Innovator anctreator(new revenue from new Chun andMooney 2009 ClO18, Cl021, Cl022, Cl024, ClO025,

products etc.j digitalization ClO26, Cl028, CIO030, CIO31, CIO33,

Innovator (T enabledorocesses, innovative Peppard et al. 2011 CIO35 (digitalization; products, service

services, products) innovations, &)

Business technology strategist (use technology a|

tool to create competitive advantage) Carter et al. 2011

Decisional role activities (entreprenduresource | Carter et al. 2011 ClO2, ClO4, ClO7, CIO35 (cost saving

allocator)

Decisional role activities Stephens et al. 1992

Embedded CIO (focus on strategy, business proq Weill and Woerner 2013 CIO86, CIO8, Cl09, CIO10, CI013,

execution, innovation). ClO14, CIO15, CIO16, CI019, CI020,
Cl021, Cl022, Cl025, Cl028, Cl029,
ClO36

Mergers and acquisitions, major internal structurg ClO1, ClOo10, CIO11, Clo12, Clo13,

changes in organization & ICT, alignment of glob ClO16, Cl018, Cl019, Cl022, Cl025,

and local, group and Bus Cl027, Cl028, Cl032, Cl034

Customers or other stakeholders as the basis of ClO7, ClO17, ClO26, CIO30, CIO36

business strategy with IT enablement

Climate change, redgime economyand other globa ClO19, ClO21, CIO33, CIO35

drivers

Managing technology challenges as a whole with ClO3, Cl0O4, ClO12, ClO15, Clo21,

business strategy perspective Cl027, Cl032
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TABLE 5: CIO TASKS MENTIONED BY INTERVIEWEES FOR THE TASKS AND PROCESSES FACTOR

TASKS, PROCESSES:

in interviews

Role proposed in literatureand/or task described

Author of the CIO role study

Task referred by the interviewed CIOs

Landscape cultivator (applications and processes

Chun and Mooney 2009

ClO3, ClO4, CIO5, CIOS6, CIO15,
ClO1s, CIO21, Cl027, CI029, CIO32,
CIO36 (educabr-facilitator,
competence devel ofj

and enabling business with information
capabilities)

Facilitator (of process improvement, empowering

Peppard et al. 2011

ClO1, Cl02, CIO3, ClO7, CIOS,
Cl0O9, CI011, Cil012, CIO15, CIO1s,
ClO17, CIO19, Cl020,Cl021, CI022,
Cl023, Cl025, Cl026, ClI029, CIO31,
CIO33 (participates into/or facilitate
process development)

Enterprise process CIO (manages noiil tasks
such as sourcing, shared services)

Weill and Woerner 2013

ClO14, CIO17, ClO26

Process harmonizationin M&A integrations

Cl024, CIO33

Process governance (allocation of tasks and
responsibilities to units & persons

ClO1, ClO2, CIO9, ClO12, CIO15,
Clo21, Clo27

Tasks mentioned within the context of the people factor:
InterviewedClOs described eleven peopleated everyday
CIO tasks all of whichwere covered in the reviewed

literature.[63] investipt ed CI O6 s

[11] showed the CIO as a leader and manager2®y the
CIO was a change leadefl7] pictured the CIO as a

| evel

was a coach;[13] called the CIO an informational
spokespersoh monitor; for[13] the CIO becam@&LSO an
interpersonal leaddr liaison; [55] pictured the CIO as an
evarfgeligs; efar [17] €10 cwap & &amdscape cultivator
educator;[68) showed the CIO as an external customer
CIO; and for[17] the CIO was arnnnovator and creator.

landscape cultivator able to lead change;[&8] the CIO Table6 summarizes these findings.

TABLE 6: CIO TASKS MENTIONED BY INTERVIEWEES FOR THE PEOPLE FACTOR

PEOPLE:
Role proposed in literature and/or task
described in interviews

Author of the CIO role
study

Task referred by the interviewed CIOs

Cl O6s |l evel of peer

a

Stephens et al. 1992

ClO1, CIO3, ClO4, CIO5, CIOs, CIO7,
ClO8, ClO10, ClO12, CIO13, CIO14,
ClO15, CIO16, ClI017CI021, Cl022,
ClO24, Cl027, Cl028, ClI029, CIO30,
ClO33, ClO34, ClO35, CIO36 (Status in
various committees and strategy process)

CIO as a leader and manager

Brown 1993

ClO12, CIO13, Cl014, CIO16, CIO17,
Cl021, Cl024, Cl032

CIO as a change leader

Gottschalk and Taylor 2000

CIO9, CIO19, ClIO34

ClO as a coach

Gottschalk 2000

Not mentioned explicitly in interviews,
mentioned in the context of processes

Informational (spokespersoni monitor)

Carter et al. 2011

Cl01, Cl02, CI03, Cl04, CIO5, CIO6,
ClO7, CIO8, Cl010, Cl021, Cl022,
Cl024, Cl027, C1028,Cl029, CI030,
Cl031, CIO35, ClO36 (influence behavior,
relationship building)

Interpersonal (leaderi liaison)

Carter et al. 2011

ClO1, CIOs3, ClO4, CIO5, CIos, ClO7,
ClO8, CIO10, ClO12, CIO13, CIO14,
ClO15, CIO16, CIO17,Cl021, Cl022,
ClO24, Cl027, C1028, Cl029, CIO30,
Cl0O33, ClO34, CI035, CIO36
(participation into committee work and
strategy process)

Evangelist (educate people)

Peppard et al. 2011

Not mentioned explicitly in interviews,
mentioned in the context of processes

External customer CIO (works with external
customers/partners, sells)

Weill and Woerner 2013

Not mentioned explicitly in interviews
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Tasks mentioned within the context of the technology, Study the most important point is that all the twelve
ICT services and information factor: Not surprisingly competence categories fall inside the boundaries of the
interviewees mentioned as manyfédteen technology ICT ~ modified Leavitt model. The relations of the modified

services and information facteelated everyday CIO tasks. Leavitt

model ad

the ClingefCohen competence

Twelve of themwere covered in the reviewed literature.categories could, for example, be described as follows
[28] described CIO as a chief architefd7] as a landscape (Note: this is only a suggestion as we have not verified
cultivator with technical improvement and IT architecturdhese relations empirically):

management][28] as a technology provocateuf9] as § Str ategy, busi ness model an
ubiquitous presenter of technologyd] as technology organi(zZlatOi cprarrmdtyi)an imdoour ce
downturner [17] as triage nurse arfite-fighter; [55] as an and planning (4.0 partly),
agility leader;[28] as a techrlogical change leade[55] as model s and met hods (5.0 p a
a utility leader;[68] as IT services CIO; and13] as program management (6.0 part
interpersonal technology leader. Interviewees mentioned i nvest ment contr ol CPI C (7.C¢
also technological governance of IT and data, datarity i nf or matkinmnowl adde management

and access as well as data analytics and data s@aete
findings are compiled into Table 7. q

Finally, with Table 8 we return to Table 1 and show how
according to our understanding CIO role studies reviewed
in the present text can be placed into the modified Leavitt
Model. Cumulatively Table8-8 and the @ tasksdepicted 1
in them show how diversthe tasksof ClOs have been and
still are.

form 1.0 to 12.0. Many- if not all - of the competence
modified Leavitt model. This is consistent with the

diamond shapef the model. Thus,fione of themodel [
factors changes, thigotentialy affects all other factors

(1
through their bidirectional interrelations. For the present a s

and
Ta
(3.
(5.
pa
Pe
an
pe
The ClingerCohen recommendation for CIO competencies P a
consists of 12 categories [18]. The categories are numbeffedT €
re
categories are related to more than one factor in the a n
kn

S

TABLE 7 : CIO TASKS MENTIONED BY INTERVIEWEES FOR THE
INFORMATION FACTOR

enterprise architecture
ks and processes: Proces:
0), I T performance assess
0O partly), I T project an
tly) anfd.a®&c puirdiltyi)on
ple: Pebpgaciyzdatidopnar t | y) , |
human capital manage m¢
formance assessment mo d
t1y)
hnol ogy, I CT services and
ources strategy and planrt
program manageaemeoantmati. 0
wl edge managenteyrbter §/8c Or iy
ormation assuranae chAtetd
0 partly) and technol ¢
essment (12.0).

TECHNOLOGY, ICT SERVICES, AND

TECHNOLOGY, ICT SERVICES, AND
INFORMATION:
Role proposed in literature and/or task

described in interviews study

Author of the CIO role

Task referred by the interviewed CIOs

CIlO as a chief architect Gottschalk 2000

ClO12, ClO14, CIO15, CIO17, ClO21,
ClO23, CIO31 (Enterprise architecture,
process,data, application, infrastructure,
integration architecture)

CIO as a technology provocateur Gottschalk 2000

ClO2, CIO3, ClO4, CIO86, ClO17, ClO10,
Cl020, Cl028, Cl029, CIO30, CIO33,
CI0O36 (Challenger with eBusiness, digital
products and services)

Ubiquitous presence of technology (impact on
businessi IT alignment)

Broadbent and Kitz is 200

ClO5, CIO8, CI013, Cl022, CIO35
(Usability, mobility, BYOD)

Technologydownturner
(Impact on businesd IT alignment)

Broadbent and Kitzis 2005 CIO4, CIO7 (shared services) see also the

entries of the next row

Triage nurse & fire-fighter (keep lights on and
minimize costs)

Chun and Mooney 2009

Cl09, CIO11, Cl017, Cl018, CIO19,
ClO20, Cl026, ClO27, Cl028, CIO31,
CIO35 (Consolidation, cost cutting,
centralization to reduce costs)

Agility (agile infrastructure, organizational
information and technology requirements)

Peppard et al. 2011

Cl0O2, CIO3, Cl04, CIOS5, CIO6, CIOS8,
ClO10, CIO11, CI012, CIO13, ClO14,
ClO17, Cl020, Cl1021, Cl025, CIO30,
CI033, CIO35

Utility (technologies, services)

Peppard et al. 2011

ClO1, CIO5, CIO7, ClIO8, ClO11, CIO13,
ClO16, Cl0O23, Cl031, CIO32 (Legacy
renewal, technological agility)
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ClO1, CIO5, CIO7, CIO8, CIO9, CIO11,
IT Services CIO (provideslts services, manage{ Weill and Woerne2013 ClO13, CIO15, ClO16, Cl017, ClO18,
IT unit and vendors) Cl019, CI020, Cl023, Cl026, Cl027,
Cl028, ClI031, Cl032, CIO35 ((includes
transformation from internal to external
services)
ClO1, CIO15, Cl016, Cl019, ClO25,
Technologicalgovernanceof ICT and data Cl026, Cl027, Cl029, CI033, Cl034 (an
aspect of IT governance)
Data security and data access Cl010, Cl022
Data analytics, data search ClO5, ClO12
TABLE 8: CIO ROLE STUDIES CLASSIFIED ACCORDING TO THE FACTORS OF THE MODIFIED LEAVITT
MODEL
Str ategy,
R business Technolo_gy, Tasks,
esearchers Research model ICT services, |People Pro
' Information
gove nance
One Research integrates the organizationd General
CIO Brown (1993) and individud perspectives as well as the manager
type CIO patnership role.
Demand-dde |Supply-side
Two Broadbent and Research is recognizing different kind of |leadership for  [leadership for
CIO Kitzis (2005) organisationswhich require different shaping and ddivering mg-
types behavior and ationsfrom ClOs. managing effective
expectations services
Researched howMIS managers and . .
(T:T(r)ee Stephenset a. ClOs use thar work time within ITand |CIO in MIS CIO. Interacting
. . - manager  [outsideIT
types (1992) outside|T and howclose theactivities |decisiond role fundtion
are compared with CEOs work.
Introdudng the CIO types according o |Innovaor & Landscape Innovaor & Opportunity
Chun aad Mooney |compan ys B strategy and howthe IT Cregtor, Cultivator, Crestor, Seeker,
(2009) infrastructure is managed (divergent or  |Opporiunity TriageNurse & |Landscape Landscape
orchestrated) Seeker Fire Fighter Cultivator Cultivator
Decisiond
The study ponts outthree traditiond IT |CIO/Entreprene Informationd
management roles: Decisiond, ur & Resource CIO/Spokepers
E?;r Carter et a. (2011) | Informationd and Interpersond, and Allocator, I(r:lltg/plfreznd on & Monitor
. : . er
types sugges_tlng anew busness technology Busness Interpgrgona
strategist Technology ClO/Liaison
Strategist
A study of CIGs role from digital
. econony point of view;ldentifying key . "
gg"lg‘d Woerner activities for four typeof IO and how |Embedded CIO ggse""ces E;‘;e;;zrs co :)Ern(;CIO
ClOG should spend ther time across
these activities.
A study of anbiguousrole of a Utility IT
Peppad & d. (201 Siséfgfgig?sr;%#;ieasttzngamZSItar Innovaor CIO [Director, Agility |Evangdist CIO |Facilitator CIO
. point in the organisatio rs jdurney" cio
Five
ClO Systems
types The objective of the study is to offer an provider,
. explanaion of the contribution of helT Architecture Project Project
Guillemette and P function in omganizationswith atypology Partner builder, coordinaor coordinator
of ideal profiles. Technological
leader
Produd
A study of ISIT leadership roles, develope, Chief architect,
Six CIO Gottschalk (2000) andysing howtheindividud, postion  |Technology Changeleader, |Changeleader, |Produd
types and oganisation characteristics predict | provocateur, Technology Coah developea
the ClO role in an organisation. Chief operative |provoateur
strategist

It is almost seHevident toclaim that the evolution of CIO
tasks will continue also in thetfure. Our point is, however,
that the modified Leavitt modet likely to capture new
emerging CIlO tasks also in the futueebe described bthe
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four factors of themodified Leavittmodel.This fourfactor
model defines the evolving boundariefor the role and the
tasks of CIOs in general anfbr a CIO in a specific
organizaibn. The role and the everyday tasks of a CIO



reflect thepast, present and envisioned futsteategyand This might reflect the difference between the G©wn
objectives, the governance model and managememvaluation and the CE®sa n d board of d
practices, the technologies used, the structural and regiorghluation of the strategic importance of &hd his/her
organization model of people, and preses of the position.

organization that employs the CI@he four factors of the Another surprising finding was that the industry had no
modified Leavitt modethus provide lenses to understanctiear impacwithin the organizations of the 36 interviews

the driving factors and boundaries of the volatile angvithin all industries the tasks of the interviewed ClOs
evolving CIO professionThis is also the answer to ouryaried greatly with no clear pattern. We also discovered
research question Wiiiat boundaryf act or s s ha the tsks@P SoenClOs had changed several times

role and tasks in general aniithin an organizatioffi during their career within an organization whereas the tasks
of some other CIOs had remained stable. The reasons why
5. DISCUSSION AND CONCLUSIONS the tasks of some CIOs changeeveral times were often

Both theliteraturereviewandtheinterviewsof the 36 ClIOs related tobusiness stragjy changes, e.g. the argzation

showed that CIO$ tasks hme changed and grown wanted to expand its market sharegrowin international
significantly during the last four decades. Although markets. Irmorestable businessnvironments CIl Os 6 t a
information technology(r) evolution is an almost self werethusalso more stable.

evident factorfor the changes irCIOs 6 timisrotsthe |nourstudywe coul dndt find any cl e

only one. Technology is interrelated with changes ithat could explicate the differences in tasks of CIOs at the
organizationabtrategy, tasks and processes and people a@ustry level. However, those factors were found at
organizational changes. At the same time, the underlyiRgmpanylevel. While ClOstold us that theyparicipate

role of the CIO has remained unchanged deploy ITasa into business strategy processClOs still do not havea
strategyoriented and businedscused technologgxpert clear formal positionwith the power of an executive
executive. Thus, as the answer to oesearch question, committee memberCIOs also told us that the work of a
what factors shape ClOmle andtasks, we showed that the C|O could be understood in many ways in the organization
factors outlined in the modified Leavitt model perform thissf the CIO. There is little knowledge about how these
role. The model provides a solid basis to undersaid different perceﬁons about CIO work impact the work of
professionand to describe factors that shagel establish c|Og especially after major business strategy related
boundaries fothe concrete content of the GCole and changes happen. n addi ti onmodeloothdt e avi t
tasksin anorganizationat any specific time and over time. organizational diagnostic modetsight provide additional
This finding is also the main contribution of our researChinsight to understanding the CIO professibnture studies
Both CIO role and evolutionary CIO studies describe thgould consider these issues in more detail.

impact of specific échnologies, organizational practiceSor research is also subject to limitations. Due to the
and other factorshat prevail during specific periods of jyerjiew method and the relatively low number of
time, whereashe modifiedL e av i t t 6s Mo d §uferidnBeR, lsttistiRa? andlyS<fmethods were not applied.

factors thatmakethe specificitems of thoseechnologies, aApove we also discussed the limitats related to the
organizational practicesnd other factorto emergeevolve .. ision of the five early interviews and -pest

and then disappeate feel that the modified Leavitt model jariews.Secondly, the length of the CIO experience and

will help to describe the everyday tasks of CIOs impactegle 4ges of the interviewees varied. Younger CIOs with

by the digitalization of business, Internet of things, BYODgprter clO experience do not have the same perspestive
robotics and other emerging technologies

older ClOs vith extensive career3 he relatively small size

The other contributions of our researchlate to the of the Finnish economy with its re|ati\/e|yomogeneous
findings of the 36 CIO interviews. One of the contributiongeadership behaviocould be related to this issue. Finally,

and also surprising findings of our research concerns thg@hough nost of the organizationsin the intervieware
significance of the technology factor. Evolving andylobal or regional, the empiricalvidence § still from a
emerging information technologiecreate new businesssingle country origin.

opportunities for organizations antience technology
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APPENDIX I- CIO PROFILES

Timeframe of . Size of the
Sector Date the answers, W eEny Gender Age Group company
as CIO
then - now (revenue)
Media average: 8 3 Males, 2 Females
clo1 09/03/11 2005-2011 | 6 Female 50-59 Large <500me
Cl02 26/06/12 2000-2012 |2 Male 30-39 Large <500me
clo3 21/06/12 1997-2012 | 15 Male 50-59 Large <500me
Large
Clo4 07/08/12 2001-2012 |11 Female 50-59 S1000me
ClO5 13/10/11 2005-2011 | 6 Male 30-39 Large <100me
Public sector average: 14.8 5 Males, no Females
Large
Cl06 01/08/12 2006-2012 |6 Male 50-59 51000me
Clo7 24/10/11 1984-2011 27 Male 50-59 Large <500me
Large
Clo8 27/07/12 1995-2012 17 Male 50-59 S5000me
Clo9 29/06/12 2008-2012 | 4 Male 50-59 Medium
<50me
ClO010 12/09/12 1992-2012 | 20 Male 50-59 Large >500me
Finance average: 10.75 4 Males, no Females
Large
clo11 14/11/11 1999-2011 | 13 Male 40-49 51000me
Clo12 26/06/12 1992-2012 | 12 Male 50-59 Large
>5000me
ClO013 25/06/12 1996-2012 |1 Male 50-59 Large
<1000me
ClO14 12/06/13 1987-2009 | 17 Male 50-59 Large <500me
Manufacturing average: 10.55 9 Males, 1 Female
Large
ClO15 25/10/11 1980-2011 | 22 Male 50-59 S1000me
Clo16 18/10/11 1987-2011 | 21 Male 50-59 Large
>1000me
Clo17 29/06/12 2006-2012 |7 Male 4049 Large
>1000me
clo18 14/10/11 2003-2011 |8 Male 60-69 Large
>1000me
ClO19 16/11/11 1999-2008 | 9 Male 50-59 Large
>5000me
Cl1020 15/06/12 2010-2012 |25 Female 40-49 Large
’ >5000me
clo21 14/08/12 2000-2012 | 4 Male 4049 Large
>1000me
Large
Cl022 28/11/13 1976-2000 | 15 Male >70 S1000me
clo23 28/06/12 2008-2012 | 4 Male 50-59 Large
>1000me
ClO24 06/03/09 1995-2008 | 13 Male 40-49 Large
>1000me
Retail average: 14.63 8 Males, no Females
Large
Cl025 25/06/13 1988-2005 | 17 Male >70 S5000me
Clo26 30/08/07 2005-2007 | 7 Male 4049 Large
>5000me
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Large
Clo27 10/10/07 1998- 2007 9 Male 50-59 >5000me
Clo28 07/08/07 1999- 2007 8 Male 40-49 Large <500me
Cl029 26/09/11 1999- 2011 13 Male 50-59 Large <500me
CIO30 25/06/12 2000- 2012 12 Male 50-59 Large <500me
Clo31 04/07/12 1989- 2012 26 Male 50-59 Large <500me
Large
ClOo32 26/10/06 1956- 1981 25 Male >70 >1000me
Services average: 14.75 3 Males, 1 Female
Large
ClO33 18/06/12 1996- 2012 14 Male 30-39 >1000me
Clo34 18/06/12 1994- 2012 17 Male 50-59 Medium
Large
ClO35 03/07/12 2002- 2012 10 Male 40-49 >1000me
Large
ClO36 10/08/07 1991- 2009 18 Female 40-49
>1000me
Summary average: 12.25

(Source: authgr
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APPENDIX 2- QUESTIONNAIRE 24. Does it now?
25. How technologyéds change aff ec

<Name, Date, and Place of an interview> strategy?
< Co mp a ny ,persomhéld@msunt, revenue, profit> IV Valuation
26. Howthe IT department wasluatedthen?
Background (time span 10 years) 27. How it is valuatednow?
1. What is your education and hdeng you have been 28. How would you estimate thd lsavvyness
working in IT field? (understanding ofT) among business leaders then?
2. In which years you led ICT department?/ From which 29. And now?
year you hae beerleading T department? 30. What kind of a role rad responsibility was given td'|
3. How many yeargou havebeen working as a CIOT| department then?
manager? 31. And now?
4. How many employees you had when your work started/  32. Was the CIO also a representative of top management
now? then?
5. In which role is your superior (CEO, CFO, some else)? 33. And now?
6. How has younrganisatiorchanged during the time you 34. Was CIO nominated to groups steering group?
have beem CIO? 35. And now?
7.  Why has it changed? 36. Did top manageménunderstandTds connecti on
Il Framework of leadership productivity growth?
8. Which were the biggest challenges hfunction when 37. And now?
you started? 38. Did top management understaidd s connecti on
9. Your challengesiow ? revenue building?
10. What kind ofcompetencewere needed? 39. And now?
11. Competenceeeds no® V Changes in time and place
12. What was the t op ndiagoftlee me nt40.sHawn dyeorust &c ompany had not ewort
need of T then / now? or divestments in your time?
13. How would you describe a good leader? 41. 1 T éussoucing?
14. What kind of steering groups there wemd how they 42. How do you manage your network inside your company
dealt with the T matters? and with stakeholders?
15. What kind d steering groups there are now? 43. Wh at was Yy o economigakiiyaton theh3
Il Strategy questions 44. And now?

16. What is your companyds st r a4b. eHgwtheseshaonges haaffedtadyto department?
17. Was the T department able to handle strategy changes¥| Challenges now and in the future

18. How is it now? 46. Your companyongeshowgggest challl e
19. Wast he company6s management 4abrvloart doilgagredlte cshtarl d teexggyes i n Cl
changes? 48. What tasks belonged earlier to your work? And now?
20. Was ICT department taking part of strategy work / is it And in the future?
now? 49. How are you involved with leading the business?
21. Ifitis, how? 50. How are younvolved with leading busines$?

22. What Kkind aded/aftised sowve r e What is your outlooko the future?
23. DIMdIT support effectively companyé6s targets?
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ORGANIZATIONAL PERSPECTIVE

Dr.Nguyen Manh Hien
Institute of eGovernment, Waseda University, Tokyo, Japan
hien.waseda@mail.com

ABSTRACT impact of service, system and information quality.
The use of Information Communication Technology (ICTjowever, among these studies, there is no research have
can deliver the services and information to citizen®dddressed on organizational quality perspective or
effective interactions with business and industry, citizeprganizational impact on the evaluation eervice quality.
empowerment through access tooimfiation, or more To find out the new approach to the assessmenisefwce
efficient and effective public sectonanagement in most quality, this research focuses on the actions from the supply
countries not only developed countries but also ifide and analysis the impact of organizatioperceived
developing countries in a decade agoMany nations Organizational impet (POI) on the evaluation of-e
government around the world apply ICT in deliveringdovernment service quality.
services to citizens, businesses and government, like oth&he contribution of this research can be summarized in the
traditional servicesg-service quality is always the highestconstruction of an integrated framework that deals with the
requirement by users. During the past decades, mapyoblem of the quality evaluation ofgovernment service
researchers havéocused and evaluated the dimensions ajuality:
e-service quality by using many approaches. This researchThe main purpose of this research is to identify the
also identified eservice quality, but selection a new metho@uccess factors in-@overnment service and proposes a
in developing measurement scales efeevice quality, new assessment on the evaluation of service quality.
which is organizational perspective andnsider it as a key _ Development of an instrument forgevernment services

factor in eservice quality evaluation. quality assessment with the use of heuristigation.

- Introduce the new methodology on evaluating ef e
gover nment service quality by
and Asufficient conditiono.

Keywordsd e-Government, CIO, Service Quality

1. INTRODUCTION

In over the world, the application of ICT in the public 2 LITERATURE REVIEW
sector during the past decade has brought a new method of '
delivering services at all levels, which includes citizenszlll EService and eService quality

businesses, and government alike. [1] It has brought mapr}/the context of evaluation of information syst quality

benefits to citizens and government itself, with the purpo§ ere are some princile approaches on quantitative models
to provide an efficient management of governmen P pi€ app q

information, giving better services am@dnsparency to the and qualitative models such as service management

community. Therefore, service quality has an importar{%;(l)i?ro%znsogg)éngﬁi'tzgm:’Cei't?Pe;r;‘su?;eml.er:é r§|002),
significance, especially the service quality in interned-a 'ty 9 iz '

environment (eservice). Service quality is always the firstgngteriirry’ (Dl;\ﬁs) 1%]{39)& n[cgccggi\a;;cee or:];g;orénrggﬁp in
priority from customers, from traditional services to onling”, ’ ' 9

services. Service quality has a significant influence olrpformatmn technology (Fitzimmons & Fitzimmons, 2004),

many importance aspects, there are many prior studi ality used in governmental services (Balanced Scorecard,
indicated that service quality depends on many factors. E’égé) S'g ?(I)%rgﬁe’szog# Iisos’ess?r?&_sze\l/lgeldge uglriltterla,
fact, the customers are more and more requiring the service ~” p 9 d Y
with the highest quality, hile the providers have to governance by -government (Bhatnagar, 2004), (Jeong,
. : : ’ . ) 2006) and Wasedagovernment ranking survey since 2005
improve their service by upgrading operational processe@]
identifying probl ems quickly and measurin customer so
satisfactions as well as other performance outcomes to me§fvice quality is considered under many different

the needs of customersd e xP5EPEIVRSand,bgsed on many approachesasusérvice

Concerning this i, there are a lot of studies have? € T formance, C us and paxcepliandip er s p

focused on @overnment service quality by evaluatin theservice or customer expectations. According to Gronroos,
< q y by 9 M%ervice quality was described as the difference between the
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expected service and the perceived service. Many primfluence their decision about how and when they will use
studies defined esvice quality as the extent to which ait. TAM focused on the influence of perception and

service meet s

Srivastava (2011) [8] describesgevernment as the use oftechnology adoption behavior

ICTs for improving the access to government services aeds t abl i shed

delivering of value added target processed fdr e

stakeholders. -government service quality as it is referrece na b | e d

to S 0 me researchers

by

sys

of users.
t he

tem with user

cust omer )6 ematiandtswardo technelogy ese,t @atticularly sthe [néw
The model
r eeived usefolmess o f
b e n @W)tand pérceived ease of use (PEOU) of a technelogy

e

sb6 be

iU wwagnedefiasedudbgr Paviosveasal AT
assessment of quality in the virtual context and serves laslieves that using a particular system would enhance his or

one of the key factors in determining success or failure ofkerj ob per f or mance o6 and PEOU as
governmat. It has an impact both on government angerson believes that using a particular system would be free
citizens [9] from efforto. D% succese moaat dnd Mc L ¢
Eservice has belmsed skwigenldor BAY mgdelpare very useful and important to evaluate
interactive services that are delivered on the Interndfformation quality and service qualjttwo main indicators
Various authors have conceptualizedsesvice as an Of egovernment service quality. Based on these
information service, or as sedewice. According to Yang dimensions, Santos PFODOSG_d eleven indicators, such as
and Yun, they mentioned that-service is a citizen Ease of use, Appearance, Linkage, Structure and Layout,
experience and perception of a new system used by puifientent, Reliability, Efficiency, Support, Communication,
sectors. Eservice quality can be understood as th&ecurity, and loentive.
evaluation of the efficiency and effectiveness of onlindable 1 shows the number of prior studies using
actions. information quality and service qualibn the evaluation of
e-government service quality with the main indicators.
2.2.Dimensions of Eservice Quality
Most prior studies have indicated thatexvice quality is TABLE 1! E-GOVERNMENT SERVICE QUALITY
influenced by information quality and service quality DIMENSIONS
factors, with various domains of measuring, each study can— _ _ .
refer different dimensions but common methods agngritudies Approaches | Dimensionsfor evaluation
them are using the perception of information system adwaniand |, - .. | Technical adeq
service system as an approach. Palvia quality Content, Content quality, and We
. . L (2002) appearance.
To measure -gervice quality, many researchers used the
. . arnes and Websit Usabilit Desi Inf i
information system (ISyuccessnodel. It was proposed by vidgen ebsite sability, - _Design, Intformation
. . quality Trust, and Empathy
Delone and McLean in 1992 [11]. This model explaims { (2002) '
IS measures, which affect the use of information system in Webbased | Responsiveness, Competen
; ; i & - ty; OB Worm 5 5
an organization and expl [Letas2002| iseviteo r W’i"# @ yo an
~ . . . R aSS|stance and hkc .
nsy stem qualityo as t wo det er mjiawlityn g f encin
Afuse/intention of useo and nusegr SatReﬁamh@,(‘Adcebs,OE’&s@onlsi a sy
an d ul t i matneelty byeineelydtisndog aiftYangiand Hin |\E-perdica a IPerS¢naéZ&ti@l Security
and organizational | evel (3083) 2 o pugality ¢ p %fg‘:ﬁ@&*ﬁe@ﬂs've”ﬁ%?r reyne
K
Del_one and McLean t(_) accommodate changes brough\ uyi o Onine Content, Trustworthiness
[ap|d growth in the online eQV|ronm?nt. The success fa(,t6%o3) service Prompt/reliable  service,  an
isystem gualitybo proposeél2 t o queitya S U Communidatibn e desifred
chaacteristics of an-eommerce system such as usability, Ease of use, Appearance, Linkag
i i i i i i $ryctyre; qnd, Layo nten &
rel : atb I I\ Pty ,b 3d a 3 t ? bi It Pyl Santosf(Z%OS) aE\;ﬁVkel gellabnny t %mency%ﬁsig cIthe n It nf
gualityo embodi e eatures W edbelityc o n A &nlnkation. Secufit adlcont ex
ecommerce. A new factor fAservice quallinknved was i ntroduce
to ensure relatisghip and care for the users [12]. In th €un et al Online Reliable/prompt response
context of egovernment service, the government usegqoas) ' service Attentiveness, Ease of use, Acce
several information systems such as websites, portals, ppen quality Security, ad Credibility.
government/ data, social media for Government rr‘at;‘ugté"k”d E-Service | eservice convenience, risk, - ¢
Government (G2G), Government to Businesses (G2B) apfos) quality satisfaction, and intention
Government to Citizens (G2C) communication. Delone and Reliability, Responsivenes
McLean IS success model can be used to explain they, .o raman el E- service gompete_nce', Access,C %pg{lr_tes
|mpaCt on users. al. (2005) quality ommunlcatlon, | reai ||ty,
. Security, Understanding and
Many researchers have focused on how ICTs improve|the Tangibles
efficiency and effectiveness of a system. One of the famoHese and Lin Online Web design, Reliability,
models called Tdmology Acceptance Model (TAM), it (2005) service Responsiveness, ~ Trust,  a
was proposed by Davis [3] in 1989. TAM is an informati¢n quality Personalization
systems theory that explains how users come to accept amadg et al, Web portal | Ysability, USEf“][”ess .off conten
hnology. The model suggests that when users @#€5) quality fdequacy - O mtormation,
use a technology. 99 p Accessibility, and Interaction

presented with a new technology, a number of ofact
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Bauer et al E-Service | Functionality/ design, enjoyment the business leader, the strategist and mentor, and the
(2006) | quality process, reliability, and corporate influence.

responsiveness. .
P ClOs are now expected to achieve quanteap

Process dimension: functionalit o . A
information  accuracy,  desigr] efficiencies, produce previously unheaf capabilities,

Collier and E-retail privacy, and ease of use. Outcor create information out of disparate data sets, and provide

i i dimensions: order accuracy, ord itizen sevices that ar fast, accurate, and -frsend|
(legggt)ock Siglllife condition, and timeliness. Recove f he tse Ctesh at are SOb | B A ! t ty .
quality dimension: interactive fairnes . a € . pu . 1 €0S rus In

procedural faimess, and outne heights [14]. According to Obi, from the past decades, the

fairness. roles of CIO are changing. In the 1980s, known as the first
Cristobal et al, | E-service Customer service, Web desig generatlpn of CIOs, the _mamlw_Of C'IO are to manage
(2007) quality Assurance, and Ord&tanagement information systems and information distribution in offices.
A Trust, Customized communicatio In the 19903 the second generation of QIOS, thg main role
TZ dir; 32 E-service Ease of use, Website conte was to implement and make pIan.s for information strategy
(2008) quality Functionality, Reliability, anGpeed as a part of management strategies. In the 2000shitlae

of delivery. generation of CIOs appeared with the main task focused on

Aimanageménstoaarmrdyod as a medi a

2.3 Findings from Literature Review and Management departments. N
Based on the literature review, this research found that adle, which is one of managing information, 1T systems,
previous research focused on service quality anghd cost, has itself traizsmed tocreat a new competitive
information quality when evaluatinggovernment service adyantage, new products, and new services. The first area
quality with the common indicats such as Site features,of focus for CIOs involving their role is leadership, applied
Security, Communication, Reliability, Customer supportaot only to their own IT organization but equally, to the
Responsiveness, Information, Accessibility, Delivery, angider enterprise and even beyond it [15]

Personalization. Service quality and Information quality ark, this new world of technologgnabled transformation,

an only necessary condition. _ _ government CIOs plays an increasingly important role.
To clarify the evaluatiorof e-government service quality, Ke e pi ng t he governmentos dat a

this research proposes a new factor Perceived t o he good enough, but now, a
Organizational Impact (POI) and consider as a sufficieg|ping other government leadesse e what 8s pos
condition to evaluate-government service quality. then driving that vision of transformation through an

organi zation [16]. To face an
2.4. Perceived Organization Impaci POI demand, the government also has to find new ways to

According to Hien, N.Z014) the quality of service dependscreate value for the business, treating users as customers
on not only information quality and service quality but alsand deliveing a superior IT service quality.

depends on organization quality. The term of the, the public sector, government CIO plays a very
organization in this research included all internal process@gportant role and has been recognized worldwide. Since
to deliver eservice to citizens. It is also esidered as one 2005, in the first International-government ranking of
of the essential elements of quality and related to bagasedalnstitute of e-government, the important role of
office, egovernance, management, and support from th§o for egovernment implementation was recognized. The
organization. The above studies have appreciabfg0 is expected to align management strategy with ICT
management implications and worth considers developifgyestment in order to achieve a balance between business
fast, inexpensive, trusbrthy and reliable quality service strategy, organizational reform, and management reform;
models for egovernment. The perceived organizationahence, the Government CIO is cifesed by many
impact would be influenced by various aspects but in thigsyernments to be one of the key factors in the success of
research, POI refers to the roles of Chief InformatioR Ggovernment implementation. In the Waseda e
Officer (CIO) in an organization. government ranking survey, the CIO indicator measures
According to Petter2007, the CIO can be defined as thdirstly for the presence of CIOs in government; secondly,
highest ranking Information Technology (IT) executivethe extent of their mante thirdly, the existence of
who typically exhibits managerial roles requiring effectiveorganizations which foster CIO development, and finally,
communication with the top management, a corporatpecial development courses and the degree/quality to
board perspective in managing information resourceghich they teach CIO related curricula. In this survey, due
influence on organizational strategy, and responsibility fao government CIQs a very important indicator, themk,
the planning of IT [13]. Today, the CIO must possess thiehas accounted 15% in total scores with 25 questions on
leadership and communication skills to have the potenti@O Presence, CIO Mandate, CIO Organizations and CIO
of doing fAbusinesso diff edewelopnhent pdgraims [@p Based eoh fthiscsuriey, ethey |,
leadership plays a gae role in shaping and influencing government CIOs being the most likely candidate for
organization and behavior and which will result inmaking effective decisions regardindpe allocation of
increasing organizational service quality. The role of thiémited resources, the CIO is expected to integrate
CIO in public sector has become as varied as the busin@ssnagement strategy with IT investment in order to
models in place today and shown as the technologieiea achieve a balance between the business strategy,
organizational and management reform and improve e
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government service quality. Theoeé, management, 2.5.1 Management Optimization

leadershippolicy, and promotion are the roles of CIO thata|| governments understand that I@&n help governments
this research will discuss and evaluate. to improve their internal processes, optimize the
The analytical perspective in figure 1 shows the newroductivity and efficiency of activities in their ministries
methodology on the evaluation ofgevernment service and departments. To improve administrative systems,
quality, but this research ha®cused on Organization government services must be available to all stakeholders
Quality factor only. and make immgiate and continuous gains. Management
optimization refers to-government planning and strategies
with linkages at the national and local levels- (e
municipality). This compasses the entire coverage
government with welllefined targets.

Service Quality . Information Quality

‘[Ei}ovemmem,

\ i 2.5.2 Quality Mangement
" It has four main components: quality planning, quality
control, quality assurance and quality improvement. Quality
Organization Quality management is focused not only on product and service
quality but also the means to achieve it.

FIGURE 1: ANALYTICAL PERSPECTIVE 2.5.3 Leadership

(Source: author) In an organization,leadership is a process of social

influence, which maximizes the efforts of others, towards

2.5. The Underpinning for Indicators Selection the achievement of a goal in an organization.

To find out the impact of organization ongevernment
service quality, this research proposes five indicatorss 4 policy
(Latent variables): (i) Management Optimization, (ii)
Quality Management, (iii) Leadership, (iv) Policy, (v)
Promotion and combining with two others latent variable
on Perceived -service quality (Reliability and

Accessibility).

To ensure that, these dait variables are important for
evaluating POI, this research implemented the survey withs 5 promotion
21 professors, who participated in APEC TEL Worksho

The policy is a principle to guide decisions and achieve
rational outcomes, in the context of this resba policy
refers to the process of making important organizational
decisions in all laws, legislation, strategy or plan en e
government development.

Rhe egovernment promotion indicator is evaluated by

N ﬁsing a comprehensive list of parameters which judge the
in Singapore dated June, 17th, 2014. These professoms ¢ degree of development in each sector as well as the current

from 13 countries: USA, Philippines, Macao, Malaysia, ; :
. PR ; tatus of each development irg@vernment promotion. It
Korea, Italy, Vietham, Indonesia, Finland, Czech, Thailan ludes activities aimed apporting the implementation

Singapore, and India. The survey asked them to test e-government such as legal frameworks and mechanisms

select these indicators that affect to the evaluation-of ﬁaw legislations, plangpolicies and strategies). In other
government service qugl. The table 2 below showed thewords, these activities are carried out by the government in

final respondent results from them order to support the development edervicesand irhouse

operations.
TABLE 2: INDICATOR SELECTION P
Constructs Indicators Percentage | Source
Management o Selfdeveloped 3. RESEARCH MODEL AND HYPOTHESES
(1]
Optimization Waseda Rankin
P g 3.1. A Conceptual Framework and Research Model
Quality Self-developed . . . —
52% : The conceptual model in this research is presented in figure
. Management Waseda Ranking . .
Perceived Seltdeveloped 2. The proposed conceptual model includes five latent
IOIISaZLZtatlona Leadership 86% Waseda Ranking varlab_les and pasgad Ion main categs perspective:
p -~ > Selfdeveloped Perceived Organizational Impact.
y 0 Waseda Ranking
. Self-developed
0,
Promotion 43% Waseda Ranking
Perceived € Reliability 43% Allard et al. (2003)
Service
. o
Quality Accessibility 57% Allard et al. (2003)

(Source: author)

Based on the result, this research selected these indicators,
identifies and uses them to evaluate the effect of POkon e
government service quality.
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. For testing the hypotheses and fithess of model as well as
( c‘,ﬁ;ﬁﬁ";ﬁ; ’ gva[uating the appropriqteness 'of five latent variz_;\bles
S\ (indicators) and also getting the first results of evaluation of
P e-government service quality. The questionnaire includes
(i 57 questions and based on a sepeimt Likert scale. The
N\ scale was measured from 1 réstgly disagree) to 7
— P (strongly agree). These questions were sent directly by

\H1

“Perceived

L WL &mfﬁi E}euim/i' email to 130 participants who participated to IB&ME in
- aE— Vietnam in 2013, the period of surveying from June, 17th

to June, 26th, 2014.

— [H 5. DISCUSSIONS
5.1. Subheadings
—— /) Construt reliability reflects the internal consistency of the
—— scale items manifest variable measuring the same construct
latent variable for the collected data (Straub, 1989) [17]. As
FIGURE 2: RESEARCH MODEL for the reflective measurement model, it was suggested that
Average Variance Hracted (AVE) and the composite
3.2. Hypotheses reliability arehigher than 0.5 and 0.7, respectively (Fornell
Based on the result of a survey from 21 professors whgd Larcker, 1981) [18] (Hair et al., 2006) [19]. In this table
participated to APEC TEL and IAC Conference ing, the AVE of Management Optimization, Promotion and e
Singapore in June 2014, this research selected fivatlatgovernment quality latent variables arewés than 0.5,
variables: Promotion, Management Optimization, Qualitjollowing the composite reliability of latent variables are
Managementleadershipand Policy to evaluate perceived0.4693, 0.0693 and 0.0907 are lower than 0.7. It means
organization impact and-ervice quality. Based on thethere are three latent variables are not significant. Based on
conceptual model, there are six hypotheses are summarizgf§ result of Table 3, all other latent variables such as
H1: Management Optimizatio positively influences the Leadeship, POI, Policy and Quality Management are

POI. significant and explain the @overnment service quality.
H2: Quality Management positively influences the POl.  R2 shows how much the variance of the latent variable is
H3: Leadership positively influences the POI. being explained by the other latent variable. R2 is the

coefficient of determination and equal9687 for POI

H4: Policy positively influences the POI. . . .
yb y endogenous latent variable, this means that the manifest

H5: Promotion positively influences the POI.

i . N ) variables: Management Optimization, Quality
H6: Perceived Organizational Impgabsitively influences Management, Leadership, Policy, and Promotion
the perceived-€overnment service quality. moderately explain 96.87% of the variance in POI. Finally,
R2 for Perceived -service quality is 0.7696 endogenous
4. RESEARCH METHODOLOGY latent variable, it means POI latent variable moderately
4.1. Data Collection explain 76.96% of the variance in Perceivedevice

The collection of raw data to verify all indicators andQuality.

testing the hypotheses, the survey by a questionnaiffie cefficient of determination (R2) describes the share of
distributed to persons who parpeited in International the variance of an endogenous construct, as explained by
Conference on Information Systems Management aRfe relationship in the model. The R2 of POI (0.9687) and
Evaluation (ICIME) in Vietnam. To verify all factors percejved @overnment service quality (0.7696) are very
proposed in this research, the questionnaire was S@figh. According to Ken et al2013 [20], they mentioned

directly by email. that, if R2 higher than 0.75, it means the correlation
relationship among latent variables is substantial and
4.2 Methodology according to McFarland and Hamilton, if R2 higher than

The quantitative method was selected to identifg.3, it means the model is fithess.
hypotheses and fithess of model as well as to summarize

the method on evaluationservice quality by using service, TABLE 3: MODEL QUALITY
information and organization quality factors. For thig
purpose, much previous researdhriturewasreviewed to

Constructs AVE Composite Reliability R?2

clarify these characteristics. To test the hypotheses,| a >0.5 >O'72(0Hc?g6tal" >0.3
methodology called Partial Least Squares (PLS) was _ )
employed in this research to verify the path relationship and2dership 0.6011 0.8150
correlation. The PLS method is a useful alternative tomManagement 0.3545 0.4693

Covarancebased Structural Equation Modeling (SEM) and Optimization
it can be a powerful method of analysis due to the minimatg,; 09274 09746 0.9687
demands regarding measurement scales, sample size, ang

: - olity 0.8712 0.9640
residual distributions.
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Promotion 0.3650 0.0693 .
Qualit g];;'timizat:\(ﬂ)ﬁga%eonl]em * Significantly Supported
y 0.8023 0.9417
Management o Quali
: : uality A
Perceived Managemeng, PO Insignificantly
e-government 0.1366 0.0907 0.7696
quality H3: Leadershigy POI + Significantly Supported
(Source: author)
H4: Policys, POI + Significantly Supported
5.2. Path Coefficients Analysis _ T
There are six relationships including five factors of pQ > Promotios POl " Significantly Supported
mentioned in this research, which implies that there are $ix,,. POIA Perceived o
+ Significantly Supported

paths that need to be tested. The number on each p

aklRervice quality

called the path coefficients. They explain how strong th
effect of one variable ianother variable. In general, path
coefficient should be larger than 0.2
demonstrate its significance [20]. Based on the results

(Source: author)

in orders to

i 6. CONCLUSIONS

figure 3, the value of path coefficient of Managementhis research se_lected 5 latent variables for evalua_ting e
Optimization and Quality Management lower than 0.2 @government service quality, but_ only three latent variables
means the effect of Management Optimization and Qualit§re Significant for data collection. The reason why two
Management to Service Quality have an insignificarftent varlable_s are |n3|gn|f|cant and also the I|m|tgt|on of
relationship with POI, while Leadership, Policy, andhis research is thdata collection from the survey is not

Promotion are significant relationships with POI.

To check convergent validity, each latent gab | e

enough. However, the model is fithess with all indicators
tgag this research selected.

Average Variance Extracted (AVE) is evaluated, based &@sed on the results of this research, besides the service

the result ofTable 3, the AVE of Leadership, POI, Policy

quality perspective and information quality perspective that

and Quality management are greater than the acceptapfiectel to egovernment service quality, perceived

based on figure 3, & correlation between POl and
Perceived eervice quality equal 0.877, it
convergent validity is established [21].

( . Management . )
\_ Optimization /\

y Quality \ 0.296
\ Management A\
e NG R 7
4 = 1 N\ " Perceived ™ '
([ Leadersnip ) 0.791 Organizational
v 4 /. Impact

\ - Perceived .
0.877 . f ;
/ “\ e-service Quality /,'

om0/ /

Policy e
© Joso0

Promotion |
o/

FIGURE 3: PATH ANALYSIS AND MODEL
FITNESS (Source: author)

5.3. Hypothesis Testing

e-government service quality.

meansFor the future research, this research will selapgnas a

case study for evaluatinggovernment service quality by
sending a questionnaire tddB persons who participated in
InternationalAcademyof CIO conference inJapanfrom
2012 to 2014 and testinggovernment service quality with
three factors, service quality perspective, information
quality perspective and perged organizational impact.
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ABSTRACT arriving in the workplace with higher expectations than any
The millennial generation will shape the world of work foigeneration before them and they @@ well conneted that,
years to come When it comes to their careers, theif an employer does nahath those expectations, they can
Millennials want to be productive in a different way. Theyell thousands of their cohorts with one click of the mouse
have high expectation on how an organization will treaf5].0
them. Their career aspirations, attitudes about work, andvillennials firmly believe that because of technology, they
knowledge of new technologies wilé theculture of the can work flexibly anytime, anyplace and that they should
21stcentury workplace. There arecurrently about 20 pe evaluated on wonroductnot how, when or where they
millennials in Thailand whichrepresents30% of the got it done[3]_ A current Pew Foundation Study reports
population. In thisstudy we collected the data from Thai that more than 80% of millennials sleep with a cell phone
millennials who work inInformation and Communicaton py t he bed fpoi sed t oemdil$ sgo
Technology ICT) industryon which factors influence their songs, news, videos, games, and wafieji ngl e s . [
decisionswhen it comes to jobhanging The results have The prevalence of portable wireless eomication devices
shown that supervisods i n f, | relatianship with  has dramatically aéiced communication and collabdien
colleagues, and work environment are the three moghtterns. Texting has become the preferred channel of

important factors when Thai millennial ICT professionalgommunication beteen teens and their friends [7]. These
make decisionabout jobchangingA number of interesting changes have aftted nearlyeer y aspect of

findings aboutThai millennials ICT professional are also |ives outsideschool.

discussed. Millennials are seeking much more in return for their hard

work than a paychecknd theyare often looking foran

adequate work/life balance. n Icontrast to their boomer

parents, Millennials seem to prefe imaki ng a |
1. I NTRODUCTI ON Aimaking §8]. d invwonk,gaccording tothe

By 2025, Millennials those who werdorn between 1981 generational differences chdd], developed by The West

and 2000,will comprise more than half of the global Midland Family Centre, shows Millennials havewsrk

population and 75 percent of the workfofde2]. When it €thic thatis differentthanprevious generations who had a

comes to their careers, the Milennials want to b8! i near o working style and

productive in a different way. They want to work when an#orking day The study stated:

where they work k&, whether at home, on the road, after

Keywordscomponent; Thai millennial; job changing ICT
professional worforce

hours, or partime, and they want recognition for whatthey A They have high expectations

do[1]. According to one Pew Research study, 80 percent 8$sist and mentor them attainmentof professional goals,
Millennials expect regular feedback and recognition, 7®oking for meaningful work and innovation. They actually
percent expect flexibility and "me tinfeand onethird say ~Want longterm relationships with employers, but on their
they would choose these over higher pay. HowevePWn termsThey want to be challenged, expect to work with
Millennials have demonstrated that they wilangejobs Positive people and company that can fulfill their dreams
more freely than past generationsturnover is nearly and be treated with respect in spite of age. They would
double the rate of Baby Boomds. respond poorly to those who act in an authoritarian manner
Millennials are population born betee 1981 and 2000. and/or who expect to be respected due to higher ranl_<_alone.
Typically, they grew up with digital mediahild-focused They would I|I_<e to haye feedback and want recognition or
world, school shootings, AIDS, and 9/11 terrorist attacks "€ward for their deed o

[3,4]. As stated in Ra;dciabde,sTh raMbiI rinialsh ark?l'fbl h
optimistic, talented, wekducated, collaborative, open '€ study by PwC also states that workjlife balance has

minded, influential, and achievemenoriented. They hae ~ @Ways been a priority for millennials with 95% of
always felt sought after, needed, indispensable. They dfePondents in their study saying the workllife balance is

| e
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http://www.wmfc.org/uploads/GenerationalDifferencesChart.pdf

i mportant to them and

According to Ernst & Younds

Table 1 presents

A global study on worlife challenges across generationsdemographic profile of the respondents.
TABLE 1. DEMOGRAPHIC PROFILE (N=65)

more millennials are moving into managemgid]. Close

to two-thirds (65%) of Gen X fullime employees managé Demographic | Value N Percentage
the work of others, followed closely by millennials 62 (%)
Coming in a distant third, less than half (46%) of boomerSex Male 3 46.15
say they manage the work of others. This shift has taken 0
pl ace in t he | ast f-i85% of year s, Fdmale2 009 | 291450 . 77
millennial managers say they moved into management 3
during this time. China has thearfest percentage o Not Specified 2 3.08
millennial managers who moved into management (90% ygge 25 1 2 32. 31
the last five years and the US the least (76%). However, U 1
managers have more years of experience. Over twicg as 3@ 6 2 30. 77
many US managers (46%) have been managing for over 10 0
years than mnagers in other countries (21% on average) 38 1 2 36. 92
In Thailand, there are around 20 million millennials which 4
represent about 30% of the population[11]. ThaWarital Status| Single 5 86. 15
millennials do notdiffer much from millennials in other, 6
parts of the world. As many as 7Jercentof Thai Married 9 13. 85
Millennials claim that they have more choices of how 0aying Yes 4 6. 15
live their lives compared to the global G#rcent[11]. | pependent
There are a couple of studies on the attitudes of Thai NoO 6 93. 85
millennials on work and found that most millennials |n 1
Thailand value compensatipappropriate work scopgpos ["Equcation Bachelor 4 69 . 23
colleagues and supervisors more than job security| pgy g 5
reputation of organizations they work for [12]. Prachgk Masteros 2 30. 77
also studied the relationship between millennial workers or Higher 0
and their current firms and found thdillennials valuethe Work <1year 1 18. 46
importance of positive communication and relationsh i%xperiences 2 '
with others within firms more than compensation, positiof; 3-lyears > 36 92
or social status [13]. Finally, a recent study by 4 '
jobsDB.com, a leading job listing portal in Southeast Asia;
on what factors that makeh@i employees change their 8-dyears 8 1 27.69
jobs, found that the most important factors when employees 8 1 16 92
in Thailand change their jobs are unsatisfied compensation, > oyears '
unsatisfied with current work, unclear career path, '.nlg 1
unsatisfied wittcurrenty assigned roles [14]. oles System B 5 1 18. 46
In this study, we focus on the Thai Millennials who work ft -
Information and Communication Technology (ICT) related CB:ch) f’] Is 3 le ts Z 6 9.23
field to determine which factors that haaa influenceon Devel opd 2 33 85
how they make their decisions when it comes to changing 2 '
their jobs. The rest of the par will describe scope and -
methodology, results, and finally, conclusion and Quality 1 24.62
discussion. Assurangeo
System A 6 9. 23
2. SCOPE AND METHODOL G6Y Others 3] 4.62

19. % prefessionats gnd techriical workers. ¥he mediaroaget othet
r e p or GenefiaGno brespondents was 28 years.

the

) (Source: Author)
Data for this study were collected by authors onone of the, Ma asur es

largest T _Flrms n T_halland that is _mtere_sted N t_)ette]rn this study, we collected the importance of several factors
under_star)dlng the views of th? Millennials  on JObSl’.hat each respondent use to determine whéibéhewill
organizations, careers and their

oraanizations perceptions  of theéhange his/her job. Factors that were used to ask each
9 ’ respondent are divided into groups; supervisor, calieag
career opportunity, work/life balance, direct/indirect

2l.Population _benefit, and work attributes which they consider important
The original data set included 65 employees of the firmq their work life.

From this sample, we focused only on millennia
respondents born after 1980. This population segment
important to organizations as they represent a major sou
of hiring for skilled jobs such as mayers, pre

‘?espondents were asked to rate each factor within a group
Pécording toLikert scale rating from Very important (5),
IWiportant (4), Moderately Important 8), Somewhat
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Important (2) Not Important (1).An exampleof questions | Physical Environment| 3. 72 . 61 Important
within a group is illustrated in Figure 1. Factors Average ) Degree of
Degree of Importance |mp0rtance
Crterias 5 a ‘ 3 2 ‘ 1 Organization Profile 3.71 .50 Important
1. Please indicate the importance of these criteria of an organization you want to Indirect Benefits 3.26 . 86 Moderately
work for Important
1 | Aepumton (Source: Author)
e We then look into detail on the effect of demographic of the
: Growth . . .
TR sample as indicated in Table 3 and 4. Foportanceof
| e supervisor, ourespondents expectfair andwell attitude
14| Internationality supervisor. They do not particularly concern about the
15 | Goal relationship with their supervisor. We also found that those
FIGURE 1: EXAMPLE OF QUESIONA IRES who spend 92 hours in their office is more likely to

concern about their sepr vi sor 6s attitude
Likelihood of changingjob was assessed using a singlespends less time in the office #2=184, p=.033).
question. Respondents were asked to indicate whether they
are likely to change their current jobs and how soon they TABLE 3: IMPORTANCE OF SUPERVISOR

would expect to happen. Criteria Average| Sd Degree Of
Importance

23.Analytic Procedure Fairness Of 4.61 519 Very

We first analyzed the attitudes toward job by performing Supervisor Important

simple statistical analysis by calculating average and  Aftitude Of 4.44 591 Very

variance of each factor. We then conductedumber of Supervisor _ Important

analysisto determine whether the dependent variables jn Relationship With 3. 94 882 Important

the study which are attitudesviard job were affected by Supervisor

demographic profile of the respondent usirggoss (Source: Author)

tabulationtechniques. Ontheimportanceof colleague, ICT professional value the

For likelihood of changing current job, logistic regressiofmportant of teamwork, communication, and attitude of
analyses were performed with attitudes towgoth as colleagues as very important to thenillennials

independent variables. Relationship wih colleagues is moderately important
except for those whose ages are betweeSBQR{=3.401,
3 RESULT p=.040) rate relationship with colleagues as very important.

Respondentsalug the impprtance of supervisor as the most TABLE 4 IMPORTANCE OF COLLEAGUES
important factor in deciding whether to stay or ledke

L Criterias Average| Sd Degree Of
currentjob in our survey &vg = 4.36, s.d. = 0.510). The Importance
second and third most important factor is colleagageg £ Very
4.30, s.d. = 0.569) followed byork environment gvg = Teamwork 4.48(640

. . Important
4.21, s.d. = 0.601). Personal life, career opportunity, Very
recognition, direct benefits, organization profile are Communication 4. 35694 Important
moderately important. Finally, indirect benefits, e.g. stogk Ver
option, are the least important factor deciding whether | Col | eague§ 4. 25(68.5 Im )cl)rtant
to stay or to leave current job. Thesults areshown in - - - P
Table 2 Relationship With 4 11]732 Important
| Colleague ' '
TABLE 2: FACTORS INFLUENCING JOB CHANGING (Source: Author)
Factors Average SD Degree of
_ Importance Finally, the work environment is another highly important
Supervisor 4.3 .51 Very factor for millennial ICT professional in this study. Two
Important factors were rated most important for work environment are
Colleague 4.3Q0 .56 Very teamwork spirit and having a more casual environment
Important - L
Work Environment 7 21 60 Very yvorkplaqe. Organizatiooulture that matcheb’slel_r lifestyle
Important is also important but not as much as thevimes two
Personal Life 4 19 57 Important factors. We further analyzed the effect of demographic on
Advancement 3.99 54 Important this factor and found thahat millennial ICT professional
Job Characteristics 3. 93 46 Important whose age are 335 do not value work environment as a
Recognition 3.91 59 Important | very important factor (=3.335, p=.042).
Direct Benefits 3. 88 6 3 Important
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TABLE 5: IMPORTANCE OF WORK ENVIRONMENT

Criteria Average| Sd Degree Of
Importance
. Very
Teamwork Spirit 4. 34691 Important
Casual Environment 4 . 2 9|7 2.3 very
Important
Matched Important
Organization 3.98(787

Culture

(Source: Author)
As we mentioned in the previosgction, in this study, we of changing his/her job than otheles.

also collect whether this group of millennial ICTThose who work spend-E2 hrs at the office are less likely
professionals will be leaving their jobs within one yeario change job (64% vs 36%)
The results in Table 6 shows the result of this survey.

TABLE 6: JOB CHANGING BY DEMOGRAPHY

Demog Value Will % Wwill %
raphic Not Chan
Change ge
Job Job
Sex Male 18 |50. 12 | 50.00
FEMALE 16 |4949| 17 |5151
Age 221 8 38.10| 13 | 61.90
3@6 15 | 75.00 5 25.00
381 13 | 5416| 11 | 4584
Maritia Single 30 [53. 26 | 46.43
| Status| MARRIE 6 666 7 3 33.33
D
Having Yes 2 50. 2 50.00
Depend NO 34 | 5573 27 |44.
ent
Educati| Bac h e 24 | 53. 21 | 46.67
on MASTE 12 |60. 8 40.00
Level S
Current| < 1Year 6 50.00 6 50.
Job 31 10 41.66 14 | 58.34
Experie| YEARS
nce 8-4 10 | 5555 8 44.45
YEARS
>8 10 |90. 1 9.1
YEARS
Changi Never 20 |57. 15 | 43.86
ng Job | 2-1TIMES 13 |5200| 12 |48.
Experie | 5-3TIMES 3 60.00| 2 40.00
nce
Job Software 8 66.67 4 33.33
Role Engineer
Consu 5 83.33 1 16.67
Devel 12 |54. 10 | 45.46
QA 6 37. 10 | 62.50
SA 5 83.33 1 16.67
OTHER 0 0 3 100

(Source: Author)

As we can see from the table, there are numbers
interesting findings to point out here from our sample:

36

Younger millennial ICTprofessionalsq1-25 years old) are
more likely to change job than those who are o{@&f6 vs
25% and 45% for 280 and 3135 years old)

Those who work for their current employer longer than 8
years are less likely to change job (90% vs 10%) comparing
to those who work for less than a year has 50% chance of
changing to new jobs.

Systemanaysts (SA) and a consultant are less likely to
change his/her job. However, a quality assurance(QA) is
more likely to change his/her job than other roles and those
who hasunidentifiedrole in our sample has 100% chance

Sex, Marital status, dependency, and history of changing
job do not really affect the decisioof millennial ICT
professionals to change job.

Other than analyzgn decision to change job against
demographigrofile, we also try to determine a relationship
betweendecisionto leave his/her current job and their
attitudes described earlier using regression analysis. The
result is shown in Table 7.

TABLE 7: REGRESSION TEST RESULT

Factor B SeB b T P
Job -03 44 0.08 - - **0.000
Satisfacti 7 04 2 { 3.996
on
Compens| -0.344 | 0.05 - - 0.002**
ateOn 3 0.3 6 ] 3.304
Mentorin | -0.344| 0.06 | 02 2.2 2 . 0| 0.049*
g/Coachi 7
ng

(Source: Author)

From Table 7, it turns out that those who value job
satisfaction as the most important fackor millennial ICT
professionaldo stay or leave their jobs. The higher the
satisfaction an ICT millennial is, the less likely that he/she
will change his/hercurrent job.  Compensation and
availability of mentoring/coaching at the current company
also provide the same effect as job satisfactiowlexision

to changingob.

4.
The primary objective of this study was to investigate
which factorsthat influence millennials on the decision to
stay or leave their current jobs. We focused on describing
the expectations and priorities of a group of young Thai
ICT professionals, also referred as millennial ICT
professionals, as they becomajority in their workplace.
Overall, our findings support our assumptions that
Millennials do have great expectations when it comes to
their careers.

First and foremost, they gave the highest importaoce
Iﬁ’fﬁvinga fair andwell-attitudesupervisor. Morever, they
also expect to have good colleagues to work with. They
also value the importancef having a nurturing work
environment thatre casual andpromoteteamwork spirit.

DI SCUSSI ON AND CONCLUSI



Thesefindings support the work of previous works finding  Different Working Generations. Chulalongkorn Business
that millennialsmay be more loyal to their colleagues and___ R€view, 121, T 25,2009 (In Thai)

supervisors than to their organizations [Ng, Lancaster]. 13! YP r Sﬁqaéa?b OT;'éé (éognmitvr\?ientt Ohf Pritvakt]eeEint(rerpris(sernga ni 2

We also examine if there are differences in attitudes among Fine Arts,KMUTNB, 4(2), 3847, 2011 (In Thai)
the millennial ICT professionals that are attributable tf{14] MangerOnl i ne, iFactors for Worke:
demographic factors. We found that there @ome Retreive . . frorg
differenpes exist in the .a'ttitudes within this group of w;%%vg%g]ggggseéfg .(tlkrllll%;zaci:)h%Brigll(\llr;e_m\é%ws.aspx.Ne
millennials, based on traditional demographic groups such
as gender, ageand marital status as well as work
experience but found no significant differences within the
group.
Finally, we foundthat job satisfaction, compensation, and
availability of coaching and mentoring are the major factors
that influence millennial ICTp r o f e s decision ahess 6
they decide to stay or leave their current jobs. We think
that future research on the detaflthese particular factors
will be worth pursuing. For example, how to increase job
satisfaction amongnillennials ICT professionals? what
kind of compensation that millennial ICT professionals are
expecting?  These suggestions for future work are
important in helping employers attract and manage a new
generation of workers.
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ABSTRACT first tweet came little more than a year after Twitter founder

Social media's influence in the 2016 US presidentiddackbor seyo6s first tweet on Mar.
election has been stronger than it has ever been before anhen Obama started, only 69 members of Congress had

has led to the traditional mediand the Democratic and Twitter accounts. Just three months later, that number had
Republican parties to lose "dominance" of public opinion toearly doubled to 134 [1]. As of May 2011, 387 members

the "digital revolution”. of Congress were on Twitter, according to Tweet

During their primary campaigns,andidates tweeted aboutCongr essos websi t e. Moreover,
107 15 times a day to express their positions, to attack© V. € r n me nt employees to bett
each other, to retweet endorsear® to encourage peop|e potential, former congressional staff member Adam Sharp

to vote, to give news previews and a lot more. As a resugalled by The New York Times "the human embodiment
Twitter has become the most important communicatichf Twi tt er o) was hionlaidon s Twi
channel for both Donald Trump and Hillary Clinton. order to help the fAgovernmen

The more candidates used Twitter to broadcast thef O NSt i tuents. o [2].

thoughts, the nre pe0p|e retweeted them Spreading the|WhI|e it might seem strange that politicians took so quickly
messages and journalists mentioned tweets in their electitsh Twitter andothe social media sites (given that most of
coverage creating a virtuous circle that brought more anéhem have existed for only a handful of years), the reason is
more attention to the mictblogging platform. simple: the websitesd popul ar
This article analyzes the tweets of Hillary Clintand Already in 2011 more than 1 billion people were active on

Donald Trump in order to understand the communicatioR°Me social media.

strategiegperformedthrough this media However, during thosg ear s, Twittero6s pot

be fully understood and exploited by politicians.
Keyword® Twitter, US Elections,communication, Even Obamaés 2012 campaign, a

content analysis Western world and considered a model for web use in

political communication, used social mediadirectionally
1. BACKGROUND AND LITERATURE REVIEW I n general, politicians6 Twit

another expression of traditional tdpwn communication

1.1. Twitter and politics in US models. The conversational component was sacrificed in

The rise of Twitter signaled a change in politics a&vor of those that enable the distribution of prepackaged
profound as the one which occurred in 1960 when John messages, delivered bhe politician as though to a passive
Kennedy showed the effectiveness of television as t@levision audience rather than to interactive users of social
campaign tool. According to political analysts, Kennedyne di a. I n other words, politi
successfully secured the presidencyl®61 primarily due Interact, engaging only in the ot@ many communication

to his effective campaign use of new mass media and fiyical of broadcast media.

appeal to young adultsforty-eight years later, Barack thas been nine years since Ba
Obama not only became the first AfricAmerican changed forever the way in which politicians communicate
presidentialcandidatebut, following the path oPresident and helped propel a young senator from lllinois into the
Kennedy, he waslso the first to use a new form of mas3Vhite House. But the 2016 campaign saw a whole new

medial this time social medid as a political campaign | e v e | of wuse. T asi atpoligcal fosl had ar | y
pl atfor m. AThi nking weo6r e besamk yingrainece assa politieat reality. Saocmb medid r o r
ending the war in | raqg. 0 Wiarndls atemowa pnmneasydoaug ©f campaigAspboth for 2 0

thensenator Barack Obama began the veryt firaitter reaching voters and developing their campaign narrative.
campaign for president and, in the process, launched onefshong different social networks, it is Twitter that is

the first demonstrations of the power of the social medighaping upas the primary social network for campaign
platform to influence pol ioutieacls ara ntesting cuppottar ceatHusiadne bLaveraged Ob
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effectively, a candi dat e ddentifyimgwosttite @and negativey dsiwellas the absence ofy i v
engagement, convert the unenthusiastic-vmer into a sentiments using linguistic algorithmdg15]. While
motivated volunteer for the campaign, and drive freedia  SentiStrength has been developed for short online texts,
attention to the issues and values of the campaign. In 208&ntiment140 was particular implemented #&malyse

social media exerted an unprecedented influence on a UtBeets, providing one sentiment value per tweet on a scale
presidential election, driving, rather than merely followingfrom O (negative) to 4 (positive).

developments in the 2016 presidential elections. It is important to assess also the specific capatsilitif the
_ sentiment analysis tools as for
1.2.Tools for tweets evaluation example, Natural Language Processing (NLP) tools are not

Twitter is an excellent source of current information. Dataple to detect irony. Or as Friedrich, Natalie, et al. [16]

extracted from Twitter is used by researchers to answelsBow in their analysis current sentiment tools are not able to

variety of questions related to specific situations, events g¢curately detect sentiments fdret specific context of
behaviors Depending on the aims, different tools can bgyeets discussing academic papers.

used to collect data and this phase is the one which re'”n"j‘il\yféhammad et al. [17] generated a sentiment lexicon from

the most challenging aspects of Twiitersed research. the sentiment 14@orpus[18] which contains positive and
Both quantitative and qualitative activities can bQ]egative emotions Through this methodo|ogy, they
performed. generated two large wdrdentimen association lexicons,

There is not one accepted standard for the quantitativee from tweets with sentimemtord hashtags, and one
description of usemctivities on Twitter. The need is afrom tweets with emoticons. In literature, the most
flexible enough tool to be applied to a wide range dfequently used lexicons include the NRC Emotion Lexicon
communicative situations [3]. [19] with about 14,000 words, the MPQA Lexicon [20]
Social network analysis (SNA) has emerged as a ka&yith about 8,000words, and the Bing Liu Lexicon [21]

technique in the social armhavioralsciences as well as in With about 6,800 words.

other major discipling [4]. In the online environment, | n t he politi cal context, Kar
social network analysis has been used in research tor i t i c al di scourse analysis (
examine social relationships (e.g., [5] and onliné deol ogi cal meaning in spoken

communities (e.g., [6, 7]. It was employed to examine thavolving the brader sociepolitical and sociecultural
network structure of an online community for smokingcontexts. They apply this methodology specifically because
terminaion [7], the construction of online extremistit considers that both discourse and ideology concepts
political networks [6], online andocial media roles in together.

sociatimage construction [8], and the construction of arhe sheer volume of users, tweets, and hashtags has made

online knowledgebuilding community [9]. Furthermore  the site a suitable area also faragtitative data analysis
Clavio et al. [10] selected social netvko analysis t0 and fbi g ecamching. number

analyze the social networ k,tfve fhethBds, Isuch &8 intrdichs, Pethholrapfiice @ M
Twitter community, while Cheong, France et al. [11},pserations, and content analysis, provide a rich source of
focused on the tweets extracted during the Australian-2010,i2 that allow going beyond description. For instance,

2011 floods. qualitative methods can Ipe distinguishing general

A simple way toanalysetemporal trends in a Twitter communicative or social mediaehaviourfrom behavior
corpuswould be to sample a specified number of tweets iat is specific to a platform. Qualitative methods can also
different time periods, such as at the beginning, middle, afgiveal much about social norms, appropriateness, or larger
end, and then use a content analysis [12] to classify tBgcial concerns about technology [24].

samples. The objectives of a content analysis of TwitteR/qany academics ha investigated the phenomenon of

data can be as diverse as tpossible methodological gcia media in politics and developed their theories. Many
procedures. Traditionally,content analysis does not researchersuggest hat a societyods rel.i

necessarily require special software, and might as well Rg,  hositively influence civic engagement, reduce
carried out manually or with common spreadsheet softwar@:, mation costs and increase voter turnout [25].
There is a .W|de range of Computgssisted Qualitative Moreover, social media help engaging young people, as
Data AnalysiS (CAQDAS) software that can be used fOfay are more comfortable with the technologies and have a
different types of digital content analyses. Whereas most ngher desireof belonging to a social group [26]. However,
the common tools incorporate instruments d0alyse qr researchhighlighted also negative effects related to
quantitative (numeric) data as well as qualitative data (€.gqe increaseuse of social media. One fear is that social
MAXQDA, QDAMiner, ATLAS.ti, Quafus, NVivo), the  henyork users will continue spending more time interacting
range of the analytical features varies [13]. remotely with people rather than fateface, a trend that
The most widely used way of evaluating tweets is-text oul d i nhi bi t peopleds fAin pe
based sentiment analysis which predicts the sentimesfi such platforms, people seempre willing to express
content of texts based upon features it identifies, such as H@aﬂve views (or even attack others) because of their
words used and the gsence of emoticons. Automaticincreased sense of anonymity [27]. Another concern is that
sentiment analysishas become popular over the pasgocial networking sites encourage users to isolate
decade, especially for web d4ted]. It focuses largely on themselves politically. Thus they are rarely exposed to
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views thatchallenge their own [25, 28]. This belief isA Tk text of the tweet;

supported by one of the oldest theories of communicatidh The date and time in which
research whiclis selective exposure. Selective exposureid The number of retweets each
the tendency of people to expose themselves to informatidn The number of favorites eac
in accordance with opinions alrgatield by them. Media A’ The name of the user the ac
environments that allow audiences a lothbices seem to t weet is a reply;

foster this tendency [29, 30]. This theory is one of thAk The name who tthee aitseed ;

building blocks of communication research and ha8® The used hashtags;

received a lot of attention in the context of news gatherirf The embedded | i nks:;

on theinternet, as this seems to be the media environmeht The embedded medi a.

with the largest opportunities to choose different sources of
information [3%33] In this theoretical context, researchery
have discussed the tendency of Twitter users to follofms
accounts of politicians benging to parties they support [
and generally to use social networking services to fin|=
information in accordance with their political views [34,|.
35].

ute{"CREATE TABLE IF NOT EXISTS

2. AIM OF THE STUDY cur execute ‘CREAT

The purpose of this study is to highlight the maif

differences between the Twittetrategies of Clinton and |

Trump. Differences in terms of both the utilization of

Twitter features such as linkpedig and hashtag, but also

in terms of what candidates are really talking about on tf

social network. Are they talking about political iss(gsch e gt
as healthcare or education)? Are they attacking oth
candidates? Are they asking people for their vote? Arj hashta
above all, which of this content type has the highe

correlation with favorites and retweets (which means, wh
type of tweet users prefey tead and share on Twitter)? We
want to underline that the aim of the study is not to fin
who has the better Twitter strategy, but simply tg

understand what candidates (and their teams) think is t

best way to present their person and to exploit a tteat

connects them with millions of people.

The main addressed questions are the following:

A Which are the main similarities and differences in th
Tweetsd fanatomyo of Hi
Trump? o

A What are Hillary Clinton and Donald Trump really
talking about on Twitter?

A Which effecs does theTwees content hae on the
favorites and retweets they get?

3. METHODOLOGY .
In order to analyze the Twitter strategies of both candidates FIGURE 1: THE ADOPTED PYTHON SCRIPT
the first step consisted into downloading their tweets.
Twitter provides developers with limited access to itd
databases through APIs (Application Programming
Interface) that allowto obtaintweets containing specific

keywords or hashtags and tweets posted by specific usefs. . < ) ot . .
APls alone, however, are not sufficient to get data frorstatistical studies) and for the qualitative onemgNVivo,

Twitter. What we also need is Python which is a genera‘?‘l qualitative d_ata_ analysis (QDA) computer software that N

purpose language that can be extended and embedded4YRPO"s qualitative anc_i mixed -methods &esec _h - 1o

other gplications. ThroughPythonwe created a library to designed to help organize, ana_lyze_and _fmd insights in

connect to Twitter APl and download the data. The Scri&nstructured, or qualitative d_aﬂake: mtgrwews,_ open

used to download the tweets is shown in figure 1 anr%pded survey responses, articles, social media and web

allowed the download of: content.

A The tweet | D, which is a unique number associated
with each tweet;

he downl oadds result was a t
nd 3856 for Clinton. Tweets were thewaluatedfor the
uantitative analysisising Excel and Kstat (which is a set
&Emacros added to Excel thewableto perform a series of
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4.DATA ANALYSIS AND DISCUSSION

TABLE 3. TWEETS PER HOUR RANGE (Source:

4.1.Quantitative Tweets Analysis Author)
Trump has been active on Twitter since March 2009 while _
Clinton since April 2013. At the beginning of July 20186, Tweets/hour Clinton Trump
Trump had 9 6 million followers and Clinton had ,73 erils
million. Both candidates had a consistent growth of their 11.00am2.00pm (319 750
foll ower sd s ian mé&ebrparyi respectivalys b e
+37% for Trump and 275% for Clinton. However, these 3.00pm6.00pm 979 700
data should be carefully considered, due to the fact that
both candidates have been accused of buying fake followers (R Rl 1014 748
in order to appear more popular. 11.00pm2.00am (1147 [732
TABLE 1. AVERAGE DAILY TWEETS PER MONTH 3.00am6.00am 388 498
Average ddly tweets  |Clinton [Trump 7 00am1000am 1 150
CEEE RS 18,47 124,93 TABLE 4. FAVORITES AND RETWEETS PER HOUR
November2015 14,33 [18,1 RANGE (Source: Author)
Clinton Trump
DecembeR015 10,97 [18,77
Average of Average age of
January2016 16,77 (14,52
February2016 22,41 (15,34
Hour |Favorites| Retweets| Favorites | Retweets
March2016 16,03 [12,87 range
April 2016 146 873 11.00an 2084,54| 1147,81 | 88435 3296,65
2.00pm
May 2016 11,23 (10,45 3.00pm 2772,61| 1737,48 | 8483,9 | 3398,17
June2016 15,82 9,05 6.00pm
7.00pm 2165,64| 1187,99 | 9003,86 | 3494,95
Average tweets Total [15,63 (14,75 10.00pn
(Source: Authon) 1216000;:2 2616,95( 1302,73 | 8428,09 | 3039,51
Tabje 1 shows the candidar3a5178F% 435T3 (T6856'0d | 24765018 | S
month: Clinton tweeted on average B3times a day while 6.00am
Trump 14 75 Considering the s . e—moht+hS5— We ——earo-t
identfy a speci fic correlation 1760(§)Oamwg4 n éq7i f tf%(fﬁ‘%?s 25 78’
Trumpbs dat a. I n fact, the VaNy enalt spelcificl montHs i

both candidates tweeted the most or the least. Moreover, the Table4 proves, the best time for Clinton to tweet was
variance is pretty high for both, implying that they tweeteletweer3PM and6PM. In fact, during this hourangeshe
when they had something to sand not just to reach a got on average the most favorites and retweets. On the other

predetermined amount of posts.
TABLE 2. AVERAGE OF DAILY FAVORITES AND
RETWEETS (Source: Author)

Tweets/day Clinton

Trump

Average Favorites|2487,26/3398,88

Average Retweets|1372,9 (3160,08

side, for Trump, the most profitable time to tweet was
between7PM and 10PM. Moreover, TBble 4 shows that,

while Trump tweeted the most in th®urrangein which

he got the most interest, Clinton tweeted the most between
7PM and 2AM and this could have had a negative impact
on her retweets and favorites.

Table 5 and 6 respectively show timéluence of links and

media on retweets and favorites

Table 2 shows the average of daily favorites and retweet§ABLE 5. INFLUENCE OF LINKS ON RETWEETS

which confirmthat, despite Clinton tweeted the most, it i

AND FAVORITES

n

Trump who on average gained the most favorites al

retweets. The difference is really consistent, with th
Republican candidate obtaining +130% retweets af

+238% favorites compared to the Democratic one.

Table 3 ad 4 show an kdepth time analysis of tweets,

With Links Without Links
Average | Average | Average | Average
of of of of
favorites | retweets | favorites | retweets
Clinton 2241,27 | 1308,23 | 2751,83 1442,46
Trump 6766,69 | 2949,72 | 8859,87 | 3219,49

favorites and retweets.
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TABLE 6. INFLUENCE OF MEDIA ON RETWEETS AND

FAVORITES
With Media Without Media
Average | Average | Average | Average
of of of of
favorites | retweets | favorites | retweets
Clinton 2581,79 | 1340,39 | 2446,42 | 1386,95
Trump 9453,52 | 3845,89 | 8166,95 | 3009,26

(Source: Author)

TABLE 9. REPLIES AND RETWEETS COUNT
(Source: Author)

N° RetweetgN° Replies
Clinton {848 124
Trump |96 10

TABLE 10. ACCOUNTS RETWEETED THE MOST
(Source: Author)

Table 5 surprisingly shows that including links in thei :

t weets didndt increase the Clinton Trump for 1
candidate. On the other harithble6 highlights that media Account N° timelAccount retweetedN®

embedding had a positive effect for Trump (;+186 retweeted Used Time

favorites and +27 8% retweets on average) while for used

Clinton_ there was almost no change between the t BTheBriefing2016179 @EricTrump 14

scenarios.

To sum up, we can say that a tweet with a media has @HlillaryforNH 67 @DonaldJTrumpd 7
stronger impact on the usersfd response than a Winki, tha
its immediacy and direct engagement (but inaasethis is | @HillaryforlA 32 @JoeNBC S

true only for Donald Trump). @HFA o5 @AnnCoulter 4

Table 7 shows that Truem@eds most useed ashtags r e

to himself (#Trump2016,#votetrump), his campaigh @HillaryforSC |24 @CLewandowski| 4
(#MakeAmericagreatAgain is his slogan) and his politicat

party (#GOPdebate). On th t i ntgno st us
hashtags are related to both the democratic and %Bﬁé’ﬂ ActOUNTS IgéPLllfb TO"THE mOST
republican debates (#DEMdebate, DEMTownHall, ource. Author)

#GOPdebate) and to her cangmi(#imwithher is her [ClNtON Trump

slogan), whil e surprisindgdRepliedto N° time [Replied to N° time |¥Y US
hashtag related to her name (like for exampl

#HillaryClinton or #Clinton2016). MoreoverTable 8 | @HillaryClintor|105 @elizabethformg2

shows that, on average, the presencehaghtags has a

negative influence on both Trumpbds and Clintonbds favori

and retweets.
TABLE 7. MOST USED HASHTAGS

Clinton Trump

Hashtag N° Time |Hashtag N° Time
used Used

#DEMdebate (222 #Trump2016 475

#GOPdebate (172 #MakeAmerica|327

greatAgain
H#ImWithHer 142 #voteTrump |99
#DEMTownHall [56 #GOPdebate |36

(Source: Author)

TABLE 8. INFLUENCE OF HASHTAGS ON
RETWEETS AND FAVORIT ES (Source: Author)

\With Hashtags \Without Hashtags
IAverage IAvera IAverage Avera
of ge of of ge of
favorite retwe favorites retwee
Clinton |1450,06 941,21  [2893,51 1541,99
Trump (7783,98 [2998,46 [8630,17 3220,87
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Table 9 shows that Clinton retweeted and replied to other
accounts far more compared to Donald Trump (+783%
retweets and +1140% replies). If we take a closer look to
the account being retweeted by the two candidates we
discover that Clinton retweeted fdret most part accounts
related to her campaign while Trump returned tweets from
his sonsjournalists and TV hosts. Interesting it is also the
fact that Clinton replied almost entirely to herself. This
Areplyygur sel f behavior ontbheo ul
way we view the tweet itself. In fact, when you can easily
string tweets together, the I4Baracter limit becomes
meaningless.

Putting together all data, the main trend that emerges is
that, while Clinton had the most tweets/day, retweets,
replies, media, links and hashtags, Trump had the most
retweets and favorites. How can this be explained? We
candt j ust say that Trumpés
higher number of followers. First of all, different studies
show that he has the higher number afef followers and
secondly a tweet can be liked and retweeted also by a
person who is not following the account which posted it.
Mor eover, it mu st be cl ear
more retweets and favorites lead to more vote and this is
not whatwearet r yi ng to i mpl y. It 6s
despite Clintonods i ntense us
commonly associated with a higher sucd@€4, at the end

t

|



of the day it is Trump who brings home the most favorites
and retweets. A

A

4.2.Qualitative tweets analysis
Nvivo allowed us to perform word frequency analysis, A

the like)

Opponent (references to another candidate)
Personal (references to the candidate making the
tweet, usually a name omersonal attribute)

Media (such as TV channels and newspapers)

which showed the most used words in a given text. ATABLE 12. T RYMBESWARDS(Source:
tweets collected for each candidate were uploaded in Nvivuthor)

and analyzed. Figure 2 and show the results of the Trump
@billclinton CategoriesWords
millions dt thp ogress
e made buid \Verbs Thank, make, get, like, vote, going, win,

support violence stand lan

orus S ohts @thebrleﬁng20 16
@p " health #demdebate candidate

want, love, see, show, enjoy, watch,
interviewed, support, join, got, need,
won, run, made,beat

world hke @hlll arycllnton fighting

watch WOl‘l‘len rumpJuS rstwrong

text America #makeamericagreatagain, Americg  lowa,

country, Caroling New Hampshire

siop toda one Iove kn%’\'?é ght
amelélsgns é{fr{ebagﬁ“ﬁ%d Time

Tonight, time, night, today, tomorrow
morning, day, soon,year

help tlme re Slde E ne%tew fowa

#imwithherlet
work amerl(%e e get Clmton good
etteryeam

next country famllles donald pay

€’ campaign Opponent | Hillary, Cruz, Ted, Rubio, Clinton, Jeb,

Marcg Obama Bush  @jebbush,
Carson Kasich

Justice keep live american

P ant #gopdebate
Chang ¢ republicans (g%lgfls
@hlllaryfomhbl family

heven Personal | @realdonaldtrump, trump,  #trump201€

donald, republican,#votetrump,gop

B ek ecotiomy Media @foxnews, @CNN, media, @megynkelly
queries:
FIGURE 2. CLI NTONO® S WORD (Sddrce® U D
Author) TABLE 13. C LMQO$T QJsBls WORDS
(Source: Author)
@megynkelly Clinton
@jebbush interviewed jnterview
OIMNOITOW amaszg 2
ealiégﬁ;néfq‘:ountry presi f{lem EEIR pshire Categories |Words
got oxXnews t ht i
#{gnakeanrllgi‘li:agrllcéatgagllgsin \Verbs Thank, make, need, get, vote, like, let,
mdeo Jobru 19 cruz thank bad carson want, win, going, watch, know, care,

peop € back 4,

news time pol mp nice
B g TUn see cnn ~ bush

love, see, keep, support, got, work,
made,stand,help, take, join, fight

@realdonaldtrump

way one like love won

candidate soine Atrump20 1 6 many cven

made Teally hillary oreat just?OVwin best America America, country, lowa, Americans America|

New Hampshire

last totall
SOUthdl P america ¥

money republican
HVOLSTump

FI GURE 3. T RRDMROUD (Sk@ce: Author)

gop i : n n
rally “SHnt vote donald ted o dayp(’]l:ls Time Time, now, today, tonight, day, night, yearg
total crowd good o ama year

beat shé)w rﬂgﬁh e chcrooked
jobs “EUBRGH €nioy moming Opponent | Trump, @realdonaldtrump, #trump2016,

donald, cruz, #gopdebate republican, ted,
rubio, republicansgop

The two word clouds show ifn

Personal Hillary, @hillaryclinton, #demdebateclinton
a c [a@thebrigfing®GE 6#imwithher c andi dat e ¢

most used word, with the font size indicating their
frequency of use. As we could expect both tweeted the mos

I\{Iedia @foxnews, @CNN

about themselves, with Trump writing A@real donaldtrumpo

704 times and Clinton wri tAkthedtwoltadiesighlight, an@ codrrg to Whiataysseem F o 1

purpose of this analysis, ifiable12 and 13 we will group f r om t he word <cl ouds, t he

those words into general categories, referring to: are very similar in all categories taken into account. In fact:

A Verbs (words that suggestadtion) A Both tend to write a lot about themselves, using their

A America (words that were patriotic, spoke about the account, their name and surname and tagsh
country) related to them;

A Time (references to today, yesterday, tomorrow andi
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Both wrote many times about their opponents but,

2
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while Trump, as we could expect, mentionec
Clinton and hisRepublican competitors, Clinton
also mentioned more th&epublican candidates

|
by tuming against

compared to his direct competitor in themocratic e

primaries (Bernie Sanders);

Both used words which refer to temporally close e
ts (tonight, today, tomorrow); ‘

momen ' o s o N/

Both tweeted a lot about America and states lik
lowa and New Hampshire (which were the first twc
states in which primaries took p&j¢ &t

A Both mentioned CNN and Fox News, with Donalc 4

Trump talking also about media in general an

‘tax plan would add $30 trillion :‘:
Megyn Kelly, a journalist with whom he had a > = |
famous quarrel; ) e B_L e
A Finally, regarding verbs they both used words s et G
which remind action and change like: make, let, N ot

going, get, got, work, made, join, fight, run, vote.

Moreover, they frequently t he

show gratitude to people who voteardorshem. FI'eURE %
Word trees figures 4 and 5) depict multiple parallel
sequences ofvords. They are used to show which word
most often follow or precede a target word (e.g., "Clinto
s...") or to show a hierarchy of terms (e.g., a decision tre
They enable rapid querying and exploration of bodies
text. We have exploited this toob tunderstand which
words, sentencesand concepts each candidate associat
the most to the opponent.

YRUMPSS NGB KB TREE

CLINTON TALKS ABOUT HIM

%lgure 4 and 5 give us an-gepth look on what Clinton
ases her attack on Trump and vice versa. Starting from the
epublicann o mi needs t weet s, Clinto
ishonest, not qualified, corrupted politician, who wants to
abolish the Secondmendmeni(which protects the right of
e people to keep and bear arms) and allows illegal
i mmi grants into the country.
having no talent, no leadershapility, and nojudgment On
the other side, Trump is described as dangerous, reckles
divisive and for these reasons unfit to assume a role which
requires handling critical S i
having dangerous political ideéike punishing women for
seeking an abortion, authorizing guns in schools, denying
climate changeand reducing wages.

not dose the deal with Bemie Sanders

4.3 Content analysis

The final part of our analysis consisted into assigning each
tweet to a specific category to understand in which
proportion candidates use Twitter to talk about different
topics and themes. The categories proposege not
predetermined but emerged during the reading and were
finally identified into:

At t ack: t weets which consi
T ML wh o expressed opinions ag
ﬂ/ \m" W orced v o the roce | criticized MChemkeHBx&ampl ary
a fraud whohédapubpluic and co
A Compli ment t o ot her s: t wee
express their Srue e a td gr
admiration towar d o fiThheer p ¢
PQICE in Paris did anbant ac

ea®iyDonal d Tr ump
A Endorsement/ compli ment fron
endor sement and/ or compl i me
candi dat es write t o t hanl
endorsement/ compil@mégnmes &R
Hill ary: '"One of the most b
presidenti al candiodat €s aiwn

Clinton;
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A Event reminder: t weet s |cCamplinendtta bteess wr i (148 mo[&E86% y| t o

remind peopl e their TM appearance events
participation dorhowa tsi. il E xRIAPEREN cympliment 316 8,21%
wi |1 be intervi ewed by | f@oeDobbs tonli ght on
@F o x Bu s7TiRhEeTsiDonal d Tr ump ;| Eventreminder 243 6,31%

A 1lssue: tweets written by candidates t ¢ expiress| thei
position and opinion orlssiepecific poli1164casues.
ExampAl &€! s a simpl e i de a= Fhos—e€ wh-6 have——— —
beméfed the most from ourSdéconomy shoul&ﬁopaylﬁillt%eir
fair shadibBil hat@ax€bint onfThank 243 6.31%

A Self: tweets candidates |[write to talk about| thejmsel ve
their canmpsadgmachi evemdnt| Other Exampl e: " |[162 4,21%

Nn_-o-t heael { oava

am not -ijasssuiengdendi dat e Sn.d +—d-o
we el iim a4 ssiurgldeluht ayy Ca( bUfEe: Aughor)

A Thank: t weet s candidat es write t o t hank their
supporter and peopl e wh $2PI& 34 anqls shgy theresull gf the gategprizafipn.and
firhank y ou Ne w Yor k, higolighi sigpificant, diffgrepces, jbgtween the two
#TrumpikDdsal d Tr ump: candi dat es. A vast miajLE%)r!s_'t y o

A Other: tweétdawhi detoame ,&epr%sgqged th. attacks to other people, r)qt just politicians
categori edSo Emwanp| €p be butlalﬁodoHrQaﬂsgs,!TV rp%fsr actors, musicians ar_1d anyone
Wishing a happy Thanios g PiSeWRogver pyblicly griicized tigepubligapcandidate.
Hillary Clinton. The New York Times has published and constantly updated

a list of al people Trump has insulted on Twitter, which

Tweets of both candidates were all divided into thesean be found at the following link:

categories. When a tweet could possibly belong to muItipFe : ) )
classes it was assigned to the predominant one. tp://www.nytimes.com/interactive/2016/01/28/upshot/don

example, this tweetvriten by  Hi | | ar Donald| RIGEUGRwitterfsults.html?_r=0.

Trump said women should be punishied seeking an Beyond attacks, in 13,75% of hiseets Trump talks about
abortion. That's not a distraction, it's a disgrace  r ehimselfsmostly thefat t hat heds the onl
both to an issue (abortion) and an attack to his rival Trump.@ maké America greatagan, def eat terror

However, itoés evident t hatillegalHremigraiips and seffoand higy campaige Mimeso r e
the aim to criticize Tr umihesamepameunt af pveetstishthen dedigatedhtls r e s s
own. followers for their support and/or vote, while 128%f

tweets were written to remind people about event
TABLE 14. TRUMPOAS TWEETS Rmattigpationrales Dieappearances:.).

Trump All other categories were less represented, varying from 9
40% of endorsement to,2and 0%6 of compliments to

Category N° tweets % others.
Attack 1508 42,15% On the other side, Clinton adoptedcampletely different

. strategy, talking most of all abopblitical issue and her
Complimentto others 74 2,07% positions on them (3@5% of total tweets). From education

- to healthcare, from omends r

Endorsement/compliment (336 9,40% W

dedicates almost a third of her tweets expressing dye k

from others points of her political agenda. A consistent amount of

Event reminder 142 12,35% tweets was also dedicated attack other people (almost
entirely Republicancandidates) but they were almost a half
Issue 105 2,93% compared t o TrDemopratisnonineeeaso The

devoted 1611% of her twets talking about herself and the

Sef 91 13,72% reasons why she would be the best president. Far behind
Thank 192 13,75% these threenostrepresenteatategories are all others, with

Acompl i ments to othersodo being
Other 130 3,63%

TABLE 16. TRUMP6S AVERAGE RET
FAVORIT ES PER CATEGORY

TABLE 15. CLI NTON6S TWEETS PER CATEGORY

(Source: Author)

Clinton

Category N° tweets (%

Attack 952 24,74%
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Trump
Category IAverage |Average
Retweets |Favorites
Attack 6227 15574
Complimentto others 3735 11094
Endorsement Compliment|3285 9080
from others
Event reminder 2383 7633
Issue 5077 12794
Sdf 4448 11273
Thank 3430 9852
(SourceAuthor)
TABLE 17. CLI NTON6S AVERA
AND FAVORITES PER CATEGORY
Clinton
Category Average |Average
Retweets |Favorites
Attack 3331 5181
Complimentto others 3152 5209
Endorsement Compliment {2341 5023
from others
Event reminder 1271 2096
Issue 2877 5945
Sdf 3626 8265
Thank 1737 4773

(Source: Author)

Besides the proportion in which candidates talk abou

di fferent argument s, itos

on average receive the most favorites and retweets. Tah;

16 highlights thalfT r ump 6s t weet s whi

interest from his followers are the ones in which he

criticizes or attacks other people, often tying their name
with negativesxsraodkedt iHidd
Tedo,-efiéowy THeseassotiationare repetead
in multiple tweets with

features. And followers seem to appreciate.
On the other side, Clinton received most retweets an
favorites when she talked abouwtrikelf and her campaign,

TABL

immigration from nations tied tdslamic terror 0 ,
arose the interest of the Twitter community and triggered
debates.

Beyond the average retweets daglorites each category
received

itdéds al so i

E 18.

TWEETS

Clinton

N° retweets

Tweet

480251

Delete your
https://t.co/Oa92sncRQY

accoun

55502

GE RE]

RT @POTUS: Gun violence requires
| MBreEtlal moments of silence. It
requires action. In failing that test,
the Senate failed the American

43996

RT @BernieSanders:America's
first black presidentcannot and
will not be succeededby a
hatemonger who refuses to

38859

To everylittle girl who dreams
big: Yes, you can be anything
you want ad ¢ presieent.
Tonight is for you. -H
https://t.co/jq7fKIfwGV

35754

Hi. https://t.co/11Fyyf51Qm

TABLE
(Source: Author)

(Source: Author)

19. TRIMREONEETHDTWEETS

Trump

N° retweets

Tweet

7&59§ e d

D

akiyke

Haow,Jong didjt takeygug staff of
823 people to ﬁﬂnk that up--and
where are your 33,000 emails that
Y v i deleted?
https}?/tl.ccr)]/ggECLNtQizQ

e

d

t [84084 a i mHappy #CmmMeMaye! The bdstntacop
mind the idea that his opponents really hold these negatiy

bowls are madein Trump Tower Grill. |
love Hispanics!https://t.co/ufoTeQd8yA
https://t.co/k01Mc6CuDI

while issues she wrote most about received on average fj
less interest. This implies that Twitter users appreciate f3

more catchy and controversial tweets comparedfldab
statement regarding political issues. The fact that Trum
received a lot of interest also when he talked about issues

85708

D

Is President Obama going to finally
mention the words radical Islamic
terrorism? If he doesn't he should

is

immediatelyresignin disgrace!

probably due to the fact that he always made bold

st at e me nin my speedh on profecting America |

spoke about a temporary ban, which includes suspending
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nt erest.i
most interest among all, regardless the gattye they belong

to. Table 18 and 19 show us the most retweeted tweets and
the total number of retweets they got.

CLI NTONG6S MOST RET




28835 What has happenedin Orlando is just
the beginning. Our leadershipis weak
and ineffective. | calledit and askedfor
the ban.Must be tough

36362 Obama just endorsed Crooked Hillary. second most retweetddeet is a message (shown in figure

He wantsfour more yearsof Obamabut 7) Tr ump wr ot e for t he fiCinc
nobody else does! Mexican celebration held on May 5 to commemorate the
Mexican Army unlikely victory over French forces at the

battle of Puebla in 1862. In the United States, however,
Cinco de Mayo has taken on a significance beyond that in
Mexico and has become associated with the celebration of
MexicanAmerican culture. There are at least two
interesting elements in this tweet which made it so popular.

First, the fact that Trump spentost of his campaign

attacking Mexicansand saying he wants to build a wall
Clintonos mo s t e vreert vDelets wgodr betweer the U.S. and Mexico, so it felt both hypocritical
accounb. The message was obviaands Ifynadgd rtéepsye#dmeoDeMapabtnea h@d i
Trump, which spent months denigrating her on every soci@ve Hispanicss . Second, the photo i
media and it translates roughly asur tweet or opinion is fiThe best tac bowls are made in Trump Tower Goill we r e
so bad that you should be immediately disqualified frorguite hilarious and showed the candidate during a normal

further participation on the platform. After a long primaryactioni while eatingi bringing him closer to common

campaign in which Trump used Twitter to pump out aReople.

endless stream of taunts at rivals and gobble up news

coverage, Clintonbés campaign rolled out a strategy
the presumptive GOP nominee's owards against hind

with some sly sarcasm and snark. In fact, the tweet may

appear off the cuff but was actually planned and edited well

in advance, making the Clintefrump war on Twitter an

extension of the contrast between their distinct political

styles staffdriven and tightly scripted versus shdmm-

thehi p, aggr es s The €lintanncdmpdign isi n g . fi
particularly good at planning to bespontaneoué s ay s

Twitter spokesman Nick Pacilio. Anyway, the idea worked

well because the tweet was nottjttee most retweeted ever

but was also taken up by almost every journalist of TV host

to

wh o i s covering t his el ection, gi ving Clintonds Twi tt

account great visibility and media coverage.

Ot her Clintonbés tweets which gained great success
retweet of a Obamads t weet asking for gun control after
the Orlando shooting and oneaf S a ntweetradcissing

Trump for not condemning the KKK. Also, the tweet

Clinton wrote after a woman gained for the first time the

nomination of a major political party was among the most

appreciated ones. Finally, her fifth most retweeted tweet

wa sHi. i, foll owed by ctato thdank,:w@u’Rth 7r_ee|-iRU(R,|p63 TWEET
message shown in figure 6. MAYO

The otherT r u mmpodtsetweetedweetsareall attacksto
Obama,for his endorsemento Hillary Clinton andfor his
leadershipin T r u mqpidisntoo weakto contrastislamic
terrorism.

5. CONCLUSION

wer e

FOR

FI GURE 6. PHIL MATTI NGL Y'ghg man\(gstthatgierges from the previous analysis is

DONALD TRUMP at Clintondés and Trumpos
quant|tat|ve and qualitative ways and these differences are

The t weet is a funny way eBanegn t|§ ~tq$ dvergenﬁees IJn the|f pe%D%]almeF %;]ﬂ

than frumpo. -T h e rony Wﬁ]emselves (:3 Ieas? ﬁ)of?i)n a ((g]allyébasm) it mus be glven
credit to their social media staffs to have implemented

On the other side, Trump Oﬁmttﬁ?‘%g%ug% hicht&aflylrefictt the Mfdfidtes, thér T D

followers, who rewarded her with more than 35k retaee

udes. The social media istrused to make
accused her of having all her staff thinking about that twe

response tDhOeleteCyour mdcaum 6 $§ n i wh %ﬁ
e
and pulled out the scandal of the emails she deleted. T
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m look different from what they are but contrarily






























































































































