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Welcome to the Inaugural Issue 
 

 

Welcome to the inaugural issue of the ñInternational Academy of CIO and Digital 

Innovationò. 

 

Founded in 2006, the IAC (International Academy of CIO) is a global academic society 

with co-founders including Japan, USA, Indonesia, Philippines, Switzerland, and 

Thailand. Current members and alliances include countries in all regions such as USA, 

China, India, Indonesia, Thailand, Philippines, Korea, Hong Kong, Kazakhstan, Macao, 

Singapore, Taiwan, Vietnam, Italy, Russia, Czech Republic, and Finland. The IAC is 

registered as an NPO in Japan. 

 

The IACôs initiatives include developing and publishing the annual IAC ï Waseda 

International e-Government rankings now in their twelfth year, undertaking a Global 

eGovernance book series with IOS Press in Amsterdam and volumes including ñICT 

and Aging Societyò, and ñA Decade of eGovernment Rankingsò,  CIO Accreditation for 

mastersô degree CIO and IT executive leadership programs,  annual conference,  and 

research projects and partnerships including with APEC. 

 

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

 

The Online Journal of CIO and Digital Innovation is a special journal for CIO, e-

government, e-governance, and ICT fields. This journal will be published once per year 

with the vision to improve the efficiency of governments and companies by ICT and e-

governance. The mission of this journal is to provide valuable insight for CIOs to 

facilitate efficiency and to help leaders, especially political leaders to have updated 

knowledge about world e-governance trends by clear data-driven methods. 

 

Within the mission, the journal will cover ICT application to major societal issues such 

as aging society,  Smart Cities, and readiness and emergency response for natural 

disasters; opportunities, challenges and ramifications of rapidly developing technologies 

such as robotics, autonomous vehicles and artificial intelligence;  and major leadership 

and eGovernance challenges such as capacity building and cyber-security. The call for 
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papers of the Journal is categorized into three parts- (1) Double blind, peer-reviewed 

articles, (2) non-referenced papers, (3) IAC conference papers. 

 

The journal is research to practice oriented and has an audience of readers from 

academia, government and private 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 mid- summer and posted on the IAC website 

at: 

http://www.academy-cio.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. Auffret and Toshio Obi at: 

J.P. Auffret  at jauffret@gmu.edu  and Toshio Obi at obi.waseda@waseda.jp 

 

Sincerely,  

 

Prof. Dr. J.P. Auffret, Chief Editor, IAC Journal of CIO and Digital 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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UNDERSTANDING THE CHANGES IN THE ROLE AND THE TASKS OF CIOS: AN 

EVOLUTIONARY BOUNDARY MODEL  

 

Dahlberg Tomi1; Hokkanen Päivi2; Newman Mike3; Hyvönen Harri4 
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ABSTRACT 

Research on the role and the tasks of CIOs has been 

conducted ever since the term was introduced. Several CIO 

role models with varying numbers of factors as well as 

descriptions on the evolutions of CIOsô work have been 

published. We consider them characteristic to the 

deployment of specific technologies or to certain periods of 

time. We opted to find a more robust explanation and 

applied Leavittôs model to describe the evolving boundary 

factors that define the tasks of CIOs over time and across 

organizations. We modified the wording of the original 

model to reflect the evolution of technology, business 

strategy, and other factors. We applied the modified model 

to categorize earlier research findings, recommended CIO 

competencies and analyzed data collected from interviews 

with 36 CIOs within six industries. We discovered that the 

modified model was able to categorize the findings of prior 

studies and to describe the tasks of the interviewed CIOs 

with links to prior studies. 

 

Keywordsð CIO profession, CIO tasks, CIO role, CIO 

competencies, CIO curriculum, Qualitative Interview, 

Leavittôs organizational development model  

 

1. INTRODUCTION  

 

This article focuses on the evolution of the Chief 

Information Officerôs (CIO) profession. According to prior 

research, issues that CIOs address and manage have 

changed and grown continuously in number and in scope 

[e.g. 17]. Both one-time studies on how the boundaries of 

information technology (IT) have changed, that is, enlarged 

[e.g. 62] as well as repeated studies such as the Society for 

Information Management (SIM) Annual IT Trends Study in 

the US [e.g. 39] tell this story. The experiences of our 

research team are similar. In addition to academics, our 

research team includes practicing CIOs and participates in 

the annual ñCIO of the yearò selection. Shortlisted 

candidates are interviewed with so-called 360-degree 

interviews. Interview results together with other data are 

then used to make the nomination. The 12 CIOs of the year 

nominated so far and the more than five dozens of 

shortlisted and interviewed candidates each appear to 

execute their CIO role and tasks in a unique organization-

idiosyncratic way. As myriad issues impact the CIO 

profession the motivation for this research comes from the 

question: is it possible to model factors that define the 

boundaries of the evolving CIO profession over time 

including variations in the tasks and the role of CIOs within 

and between organizations? We define the role as the 

organizational status and influential possibilities within an 

organization. For tasks we refer to work content, that is, 

what a CIO actually does in his/her profession during 

his/her CIO career.  

Ever since the CIO term emerged some 35 years ago [64] 

research has been conducted on what CIOs do or should do 

[2,13 21, 55, 56, 57, 70], what are their main concerns [e.g. 

39, 47], what kind of professional and personal 

competencies they should have [8, 11, 18, 36, 54, 65], and 

whether the CIO belongs to the top executives of his/her 

organization or not [7, 29, 35, 38, 44, 58, 59, 63]. Other 

investigated research questions include questions such as, 

are there differences between corporate and public sector 

[e.g. 19), between developed and developing economy [e.g. 

25] and between group-level, regional/ divisional [e.g. 61] 

and special purpose, such as infrastructure or 

business/digitalization [e.g. 13] CIOs. Mentioned studies 

indicate how versatile the CIO profession and its evolution 
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have been and are. 

During the past five decades, the deployment of IT has 

grown, widened and deepened. Correspondingly, the 

significance of IT has increased, as more organizational 

activities have become IT-enabled [15, 29]. Within an 

organization, the CIO has been regarded as one of the key 

persons responsible for the management and deployment of 

IT ever since the term emerged [5, 7, 58, and 64]. Thus, it is 

logical to reason that constant growth of IT usage will also 

impact the work of CIOs. Indeed, research has shown that 

the number of issues that CIOs need to manage has 

increased over the years [2, 11, 20, 26, 39, 47, 52, and 62]. 

Similarly, changes in the perceived focus of CIOsô work 

have been reported [1, 10, 12, 15, 33, 34, 38, 39, and 60]. 

Consequently, recommendations for the IS curriculum, 

such as the ACM/AIS MSIS curriculum [46, 66, 67], and 

for CIO competencies, such as the CIO Council Clinger-

Cohen list [18, 36], have been modified several times. 

Changes in the CIO profession appear to be related to 

technology advancements, ever-increasing deployment of 

IT, but also to the evolution in organizational and strategy 

thinking as well as in governance and managerial practices. 

Nonetheless, it is legitimate to ask if we have really been 

able to model how the role and the tasks of the CIO 

profession are defined in general and within organizations 

in particular - and especially how and why changes in the 

CIO profession occur over time. This was the starting point 

of our research. We felt and it appeared to us that although 

the CIO role and tasks descriptions as well as the IS 

curriculum and CIO competence recommendations change 

constantly there should be deeper theoretical understanding 

about the factors that establish boundaries for the CIO 

profession and its evolution. 

Several models about the role of IT, the IT function and 

CIOs have been proposed. In general, most of them either 

suggest alternative roles for a CIO or describe the changes 

and evolution of issues that CIOs need to consider. 

Previous studies have suggested that CIOs could have one 

[11], two [9], three [63], four [13, 17, 68], five [31, 55] or 

six [28] alternative roles. Therefore we categorize them as 

CIO role studies. It is worth to note that the meaning of the 

term role in these studies differs from the definition given 

and used in the present research. Table 1 summarizes CIO 

role studies. CIO role studies describe what is a CIOôs 

dominant scope in IT deployment [13, 55] or what tasks 

dominate the time consumed by a CIO while (s) he 

performs his/her various tasks [68]. 

 

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

 
 

Previous studies have also described the changes and 

growth of IT deployment and the impact of this on the work 

of CIOs [e.g. 3, 16, 30, 34, 46, 56, 58, and 60]. We 

categorize these as evolutionary CIO studies. Evolutionary 

CIO studies usually refer to the characteristics of IT and 

especially to the changes in the deployment of IT, often in 

relation to new emerging technologies, during a specific 

time period [34] and/or within a specific managerial context 

[31]. These contexts include, for example, the use of IT to 

execute business strategy [56], to manage risks [23, 69] or 

to manage information [8, 40]. Some other factors 

considered include the impact of how IT and innovation 

intensive organizations or industries are [1], how much 

organizations rely on IT in business process management 

[10], or how IT sourcing is managed [42].  

Researchers Research CIO types

One CIO 

type
Brown (1993)

Research integrates the organizational and individual 

perspectives as well as the CIO partnership role. 
General manager

Two CIO 

types
Broadbent and Kitzis (2005)

Research is recognizing different kind of organisations 

which require different behavior and actions from CIOs.

Demand-side leadership for shaping and 

managing expectations and Supply-side 

leadership for delivering cost-effective services

Three CIO 

types
Stephens et al. (1992)

Researched how MIS managers and CIOs use their work 

time within IT and outside IT and how close the 

activities are compared with CEOs work.

MIS manager, CIO in decisional role and CIO 

interacting outside IT function

Four CIO 

types
Chun and Mooney (2009)

Introducing the CIO types according to companyôs IT 

strategy and how the IT infrastructure is managed 

(divergent or orchestrated)

Innovator & Creator, Opportunity Seeker, 

Landscape Cultivator, Triage Nurse & Fire 

Fighter

Carter et al. (2011)

The study points out three traditional IT management 

roles: Decisional, Informational and Interpersonal, and 

suggesting a new business technology strategist

Decisional CIO/Entrepreneur & Resource 

Allocator, Interpersonal CIO/Leader, 

Informational CIO/Spokeperson & Monitor 

Interpersonal CIO/Liaison, Business Technology 

Strategist

Weil and Woerner (2013)

A study of CIOs role from digital economy point of 

view;Identifying key activities for four type of CIOôs 

and how CIOôs should spend their time across these 

activities.

Embedded CIO, ICT services CIO, External 

customers CIO, Enterprise processes CIO

Five CIO 

types
Peppard et al. (2011)

A study of ambiguous role of a CIOs;"CEOôs need to 

understand what type of CIO is appropriate at a 

particular point in the organisationôs journey"

Innovator CIO, Utility IT Director, Agility CIO, 

Evangelist CIO, Facilitator CIO

Guillemette and Pare (2012)

The objective of the study is to offer an explanation of 

the contribution of the IT function in organizations with 

a typology of ideal profiles. 

Partner, Systems provider, Architecture builder, 

Technological leader, Project coordinator

Six CIO 

types
Gottschalk (2000)

A study of IS/IT leadership roles, analysing how the 

individual, position and organisation characteristics 

predict the CIO role in an organisation.

Product developer, Technology provocateur, 

Chief operative strategist, Chief architect, 

Change leader, Coach
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We feel that the descriptive validity of both the role model 

and the evolutionary CIO studies are limited to certain 

types of organizations or to the deployment of IT in a 

specific way or for specific purposes, and/or to specific 

periods of time. Diverse priorities within an organization 

and changes in the environment of the organization may 

change the tasks and the roles of the CIO in a short time, 

even several times every day. For example, in a large 

organization, the CIO may need to interact in various ways 

with each division/region/function of the organization. 

Similarly, changes in the competitive environment 

influence the priorities of an organization and thus also the 

priorities of the CIO. Furthermore, it is likely that evolution 

in IT, strategic management thinking as well as in 

organizational behavior, skills and processes could make 

these models outdated. For example, descriptions of CIO 

focus and tasks reported in studies conducted during the 

80s, 90s and early 00s appear no longer depict what most 

CIOs focus on and do today.  

Our conclusion was to look for an alternative approach. 

That produced the research idea to search for an 

explanation ï and a robust model - that describes the 

boundaries of CIOsô role and tasks as well as their 

evolution. Therefore, we ask if it possible to find or craft a 

generic model, which describes factors impacting the CIO 

profession and its boundaries. This would include: over 

time across organizational units, organizations and 

industries; changing IT and organizational environments, 

and evolving strategic management thinking and practices. 

In addition to describing the CIO profession, such a 

boundary model should be able to capture the findings of 

prior CIO research and CIO competence requirements. We 

claim that such a generic model offers both researchers and 

practitioners a robust means to define factors that shape and 

confine the organizational role and tasks of the CIO in 

general and within a specific organization.  

The work of the CIO is conducted in an organizational 

context with the overall objective to deploy IT for the 

benefit of the organization [e.g. 5, 18]. The need to respond 

to continuous changes in technologies, services and user 

expectations from the perspective of organizational 

performance improvement and strategy execution is 

probably a most accurate description of a CIOôs work. 

Hence, changes in the business environment of an 

organization and in the strategy of the organization 

influence what a CIO needs to do. Such changes might 

affect even the CIOôs organizational status and power 

structure. Motivated by these reasons, we decided to seek 

the theoretical basis of our research from organizational 

diagnostic models since they describe organizational 

evolution from a socio-technical perspective [48]. Socio-

technical perspective to organizational diagnosis means that 

the organizationôs current level of functioning and activities 

are assessed in order to design appropriate social and 

technological efficiency and effectiveness improvements 

(i.e. interventions) such as IT investments and IT 

service/legacy improvements. We considered evolutionary 

IS theories, for example, Jasperson et al. [37], Leonardi and 

Barley [45] or Wheeler [71], as alternatives to evolutionary 

organizational theories. We chose the latter due to the 

socio-technical and organizational rather than the 

information systems technological nature of CIOsô work.  

From the organizational diagnostic models, we selected 

Leavittôs model [45]. It has become established during the 

past decades both in organization [e.g. 24, 49] and in 

information systems (IS) research. Leavittôs model has been 

used in previous IS research to investigate IT in stationary 

contexts [e.g. 72], IS changes caused by punctuations [e.g. 

48], and in evolutionary IS environments [e.g. 50]. The use 

of Leavittôs model in IS research helps to relate our work to 

past research. Leavittôs model suits also well to describe the 

continuous growth of IT and CIO work as well as the 

expansion of their boundaries. To reflect this, we modified 

the wording of the Leavitt model factors by including 

concepts becoming used during the recent decades, such as 

governance, business model, and ICT services.  

Finally, the model fits well to analyze our empirical data 

and categorize past CIO studies, as later sections of this 

article will show. We interviewed 36 CIOs. Each interview 

covered the entire career of the interviewee as a CIO. We 

noticed already during the first interviews that the tasks and 

roles of each CIO were different, reflecting the variability 

in the business imperatives and other characteristics of the 

organization. In addition to variability, the tasks of a CIO 

typically changed in relation to technology evolution and 

especially in relation to the changes in the business 

imperatives of the organization such as the economic cycle, 

customer demands, the need to improve productivity and 

other similar issues. The tasks of some interviewees had 

changed significantly and several times whereas there was 

more stability in the careers of other interviewees. Both the 

CIO role and evolutionary CIO studies were useful but 

insufficient to describe our data. That finding was one of 

the motivations to search for an alternative approach. Our 

findings were also in strong contrast to our initial 

assumption that changes in IT would define the CIO 

profession and dominate changes in their tasks and role. 

Leavittôs model provided the framework, which was able to 

capture the variation in the tasks and roles of the 

interviewees as well as changes in them.     

Our research question is ñWhat boundary factors shape 

CIOôs role and tasks in general and within an 

organization? ñ The main contribution of our research is to 

use the Leavitt diamond as the generic model explaining 

factors, which define the evolving boundaries of CIOsô 

work. To demonstrate the contribution of the proposed 

approach, we used the modified Leavitt model to analyze 

both the findings of prior research and our interview 

findings from 36 Finnish CIOs.  

 

2. THEORETICAL BACKG ROUND WITH THE 

MODIFIED LEAVITT MOD EL 

 

2.1. CIOsô everyday tasks change constantly and the 

role remains stable 

Electronic data processing (EDP) Manager, EDP director, 

and IT director were some of the titles used for the head of 

the IT function prior the CIO term, which was introduced 

by Synnot and Gruber [64] as one of the first. During the 

last 30+ years, the use of the CIO term has raised the status 
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of the IT function head conceptually to the level of other C-

level executives [57]. Yet, still today several interpretations 

about the role and the tasks of CIOs exist. This probably 

results partly from the fact that organizations deploy IT in 

different ways and for different purposes and partly from 

variations in the history of IT deployment within 

organizations. We reviewed close to 50 articles from the 

beginning of the 1980s to recent times in order to 

understand how researchers had described the work of the 

CIOs during the last four decades.  

Researchers have studied changes in CIO work from a 

variety of perspectives, which range from technological to 

organizational. Consequently, many factors have been 

proposed to act as the underlying explanatory reasons for 

the change in the role and the tasks of CIOs. As stated 

earlier, we feel that most of the models are historically 

descriptive and valid but also limited. They characterize 

technologies, organizational practices and/or other factors 

that depicted the CIO work during specific periods and/or 

in specific contexts. Cumulatively, these models reflect the 

continuously growing deployment of IT in organizational 

activities and the related increase in the number of issues 

that CIOs need to address and manage. There is a strong 

consensus among the reviewed studies that the 

organizational role and the tasks of the CIO emerged and 

evolved gradually and also that the role and the tasks of the 

CIO will continue to change over time as the volume, 

depth, and maturity of IT deployment increases. 

Benbasat, Dexter, and Mantha [5] analyzed data collected 

during the 1970ôs. Significantly, they stressed the 

importance of the people and business perspectives rather 

than technology. In summary, the striking feature of 

literature published during the 1980s is that the role of the 

CIO was described as a strategic and business-oriented 

executive who has a good understanding of technology and 

who works organization-wide with all units/functions to 

deploy IT in order to better implement business strategy 

and to support the achievement of business objectives [5, 6, 

7, 20, 22, 33, 58, 64, 70]. The strategic stance of IT in 

business execution emphasized during the 1980s mirrors 

current concerns of CIOs [e.g. 39].  

During the 1990s, CIOsô competencies and personal skills 

including interpersonal skills were investigated [8, 65]. 

Other new issues addressed included CIOsô capabilities to 

manage the complexity of technology [2, 59] and to 

establish co-operation between business and IT [8, 60, and 

63]. During the 2000s the governance of IT, enterprise 

architecture and the ability of IT to create value and support 

innovations were investigated as new descriptors of CIO 

work [e.g. 1, 12, 15, 23, 27, 29, 56, and 69]. Fuelled by so-

called business IT such as digital strategy, web-service 

technologies, digital data explosion, Internet of things and 

other developments, many issues concerning the CIOsô 

profession have re-emerged into research. CIOsô role in 

enterprise transformations, in information asset and 

capabilities management as well as in the creation of IT and 

digital understanding and digital strategies among business 

executives are new or reinvented demands placed on CIOs 

[4, 13, 31, 35, 39, 40, 47, 54, 55, 57, and 67].  

Against the widely held belief that the organizational role 

of the CIO changes over time, it seems remarkable that 

what was written about the role the CIO during the 1980s 

appears fresh and valid in 2016. Our conclusion is that the 

concrete everyday tasks of IT CIOs related to technological 

understanding as well as to strategy and business 

orientation have changed over time and will probably 

continue to do so. At the same time, the organizational role 

of the CIO has remained unchanged and may continue to do 

in the near future. For example, in the 1980s, IT 

technological understanding focused on mainframe and 

minicomputer environments and on organization-internal 

software development. The importance of mainframes has 

drastically decreased, minicomputers have vanished and 

software application development is largely outsourced. 

Today, the range of necessary technological understanding 

is significantly wider with a focus on the Internet, web 

services, enterprise architecture, mobile technologies, 

business IT, digital and big data, cloud services and other 

emerging technologies and in linking them to IT legacy. 

Similarly, during the 1980s, strategy and business 

orientation focused on value chains, competitive advantage, 

and business-IT relations. Globalization, value and business 

networks, digital strategy, electronic business, business 

models, IT-enabled business transformations characteristic 

for today were not on CIOsô agendas. In summary, the 

organizational role of the CIO is still to act as a strategy-

oriented and business-focused executive whose specialty is 

to understand how IT and digital data can be deployed. By 

supporting and enabling all units, regions, functions and 

stakeholders of an enterprise to deploy IT, by managing IT 

services and assets and by helping to establish IT 

governance CIOs participate into the execution of their 

organizationsô strategies, to the achievement of 

organizationsô business objectives as well as to the creation 

of product, service, process and other innovations. 

 

2.2. The modified Leavitt model 

We conclude that within the CIOôs organizational role 

evolutions to a CIOôs everyday tasks happen in order to 

improve the CIOôs and the organizationôs performance. 

Even these merits the use of organizational diagnostic 

models, also known as organization development models, 

as compared to more IS and technology diagnosis oriented 

models such as Jasperson, Carter and Zmud [37]. Our 

literature review suggests that changes in CIOsô everyday 

tasks are driven by certain identifiable factors. For these 

and for reasons given earlier we chose the Leavittôs model 

presented in 1965 [43]. Instead of case specific forces, 

Leavittôs model identifies four factors, which describe 

organizational development. They are structure, task, 

people, and technology. Leavittôs model is also known as 

the diamond model, where the shape comes from the 

interrelations between the modelôs factors. The diamond 

shape means that if one of the factors of the model changes, 

this has potential to affect all other factors of the model and 

they will also change. All relations between the factors of 

the model are bidirectional.  

Leavittôs model could also be seen as an evolutionary 

boundary model. The specifics in the content of each factor 
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may evolve over time whereas the (boundary) structure of 

the model remains unchanged. Thus the boundaries 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 factors. Above we 

discussed the growth of CIO tasks. After 1965, new 

practices and constructs such as business models and 

corporate governance of IT have also been introduced and 

become established. These reasons motivated us to modify 

the wording of some factors in the model, that is, to include 

the evolution of those factors. Contemporary (IT) 

technology consists of technologies, ICT services, and 

information. We enlarged the wording of the technology 

factor to reflect this. For the same reason we modified 

structure into strategy, business model and governance; task 

into tasks and processes. Please, note that we regard this as 

an evolution of wording in the model, which reflects 

currently used constructs and practices, not a model 

revision the modified model is shown as Figure 1. 

The strategy, business model and governance factor include 

the governance and management systems of an 

organization, its communication systems as well as its 

work, material and money flow steering structures. The task 

and processes factor refers to all tasks and subtasks and 

their sequences that are associated with the products and 

services of the organization including their design, sales, 

manufacturing, delivery etc. The people factor consists of 

people as actors in the organization and organizational 

arrangements used to carry out the tasks and processes of 

the organization both within the organization and between 

organizations. Finally, the technology, services and 

information factor includes all equipment, hardware, 

software, facilities, services, data and information used to 

conduct the tasks and processes of the organization.  

The model shown in figure 1 is useful in describing and 

categorizing the findings of both the CIO role and 

evolutionary CIO studies. For example, Weill and Woerner 

[68] proposed four roles for CIOs on the basis how CIOs 

allocate their time between various tasks. These roles are 

embedded (strategy dominates time usage), ICT services 

(technology dominates), external people (people dominate) 

and enterprise process (processes dominate) CIO roles. 

Similarly, as an example of evolutionary CIO studies, Ross 

and Feeny [60] described changes in technology and how 

those changes had influenced strategy, people (CIOs) and 

processes. According to Ross and Feeny, technology 

changes have been the driving force for the work of CIOs 

from the very beginning [60]. 

 

 
FIGURE 1: THE MODIFI ED LEAVITT DIAMOND 

MODEL  

By looking at the history of the IT function, one sees that it 

is among those functions that have changed most during its 

short existence as compared with other significant 

organizational functions such as accounting [1, 15, and 29]. 

IT has been considered to be in wider use in business 

processes and to be more integrated and more complex to 

manage [59]. Organizations have always developed 

operational processes but IT has provided entirely new 

means to automate and restructure them [42, 59]. For 

example, technology has enabled the global economy to 

flourish by providing networks for rapid exchange of vast 

amounts of data between organizations. For organizations, 

this has provided opportunities to redefine strategies, to 

increase revenue streams and profits. In addition to the 

transformation of existing markets into electronic markets, 

IT deployment has also helped to create totally new markets 

such as digital content [41]. The deployment of technology 

in alignment to business strategy enables an organization to 

differentiate its operations from competitors [33]. 

Consequently, CIOs not only need to consider a wider set 

of issues than most other executives but they are also the 

chief information system strategists in their enterprises. 

[29] In this capacity they meet a set of expectations, the 

content of which evolves constantly since the information 

needs of the organization and the technologies used in its 

systems are in constant flux [29]. The factors of the 

modified Leavittôs model capture forces mentioned in these 

studies. 

In summary, we have discussed why we chose Leavittôs 

model as the theoretical basis for our research. We 

explained why and how the wording of the Leavittôs 

original model was updated to better suit the research on 

the CIO profession by reflecting the evolving boundaries of 

this profession. We also demonstrated with a few examples 

how to use the model to explain the 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 them. We next show 

that the modified Leavittôs model provides the means to 

understand factors that shape and confine the tasks of the 

CIOs within organizations as they appear in our interview 

data. We also propose that the modified Leavittôs model 

captures how information technology developments impact 

the other organizational factors shown in the model and that 

therefore the model is well suited to describe both the role 

and the tasks of a CIO and changes in his/her role and tasks. 

Technology,     

ICT services, 

information 

People

Structure, 

business model,

governance

Tasks,    

processes
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We finally propose that the model is able to explain why 

the lag between technology development and its 

deployment exists. The model suggests that persons 

responsible for IT deployment ï most notably CIOs - need 

to consider strategy, the business model and governance, 

tasks and processes, and people issues in addition to 

technology implementation, all of which require time.  

 

3. RESEARCH METHODS: THE CIO INTERVIEWS  

To understand how the work of CIOs has changed over the 

years and to evaluate the usefulness of the modified Leavitt 

model in the analysis of these changes we interviewed 36 

Finnish CIOs from six industries mainly during the years 

2011 ï 2013, with four interviews prior the year 2011. 

Industries are media, public sector organizations 

(government, agencies, municipalities), finance, 

manufacturing, wholesale and retail sale commerce (in 

Finland a few branded coalitions dominate the markets) and 

services. A summary over interviewees is shown in Table 2. 

Detailed data on each of the 36 CIOs is provided as 

Appendix 1. 

Table 2 describes the number of CIOs interviewed in each 

industry and the time span of interviews. The table also 

shows the time period covered by the interviewees in their 

CIO profession and the average work experience of CIOs in 

years by industry, the distribution of gender and the age 

groups as well as the size of the enterprises measured by 

their revenue. All empirical data were collected with 

personal face-to-face interviews. An interview lasted 

typically two hours. We first selected industries and then 

stratified the collection of enterprises according to deemed 

privileged access to them. Since two of the authors have 

worked as CIOs for several years and since one of the 

authors had participated to the selection of the CIO of the 

year in Finland and in Europe for 10+ years we knew most 

of the interviewees. We used this infrequent opportunity to 

invite recognized CIOs with long CIO careers from the 

leading organizations in their industries to interviews. 

The industries were chosen to represent the diversity of IT 

deployment and the CIO profession. Interviewees include 

both group level and divisional, corporate and public sector 

as well as national and global level CIOs. We opted to 

interview several CIOs from one industry in order to 

remove possible organization related idiosyncrasies. The 

idea was also to collect data across a few industries in order 

to find similarities and differences between industries but 

also to understand whether the characteristics of specific 

industries impact how the CIOs of that industry perceive 

their role and tasks. During the time span, we conducted the 

interviews; the media industry experienced the pressures of 

business transition from print media to digital services. 

Public sector organizations faced severe cost issues and the 

transfer of services from manual to digital. Manufacturing 

companies had shown good results year after year and 

focused on further process improvements and on increases 

in service business. The finance industry had transformed 

most of its services into electronic channels but struggled 

with increased regulations, lower margins, the 

consequences of economic downturns and new entrants 

from other industries to the financial markets. The future 

looked promising for the commerce industry with 

expansion opportunities in new geographical markets. Cost 

pressures and business transition of digital services were 

typical challenges in the service industry.  

 

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

Industry:  

CIO #s 

Dates of 

interview

s 

Time 

period 

covered 

Average 

Years as 

CIO Gender 

Age at the 

time of the 

interview 

Size of the 

company 

(revenue) 

Media: 

CIO1-CIO5 (n=5) 

03/11- 

08/12 1997-2012 8 

3 Males 

2 Females 

1 age 30-39 

4 age 50-59 

1 > 1000 me 
3 100ï1000 me 

1 < 100 me 

Public sector: 

CIO6-CIO10 (n=5) 

10/11-

09/12 1984-2012 14.8 

5 Males 

0 Females 5 Age 50-59 

2 > 1000 me 
2 100ï1000 me 

1 < 100 me  

Finance: 

CIO11-CIO14 (n=4) 
11/11-

06/13 1987-2012 10.75 
4 Males   

0 Females 
1 age 40-49 

3 age 50-59 
2 > 1000 me 

2 100ï1000 me 

Manufacturing: 

CIO15-CIO24 (n=10) 
03/09-

11/13 1976-2012 10.55 
9 Males/     

1 Female 

4 age 40-49 

4 age 50-59 

2 age 60< 10 > 1000 me 

Commerce: 

CIO25-CIO32 (n=8) 
10/06-

06/13 1956-2012 14.63 
8 Males/       

0 Females 

2 age 40-49 
4 age 50-59 

2 age 60< 
4 > 1000 me 

4 100ï1000 me 

Services: 
CIO33-CIO36 (n=4) 

08/07-
07/12 1991-2012 14.75 

3 Males/       
1 Female 

1 age 30-39 

2 age 40-49 
1 age 50-59 

3 > 1000 me 
1 N/A 

 

We followed the methodological principles of semi-

structured interviews as outlined by Yin [73] and expanded 

on by Myers and Newman [51]. With the interviews, we 

tried to capture the historical evolution of each issue to the 

extent that the interviewee had personal experience. Several 

questions were therefore formulated in two ways; how was 

the issue managed in the past and currently. Appendix 2 

lists our survey questions. 

The final interview questionnaire evolved over time. The 

first five interviews were used to learn what kinds of survey 

items are useful for our study. These five interviews 

constitute our pre-study. The first interviews were 

conducted with an open question formulation. Interviewees 

were asked to compare the past and the present for each 

topic, 46 in total. On the basis of the experiences of the first 

interviews, to avoid situations where interviewees told long 
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and as such interesting and amusing narratives sometimes 

for several hours, which often fell outside the scope of our 

research, we limited the interview time to two hours. In this 

way, we refined the survey instrument towards a semi-

structured interview questionnaire with open-ended 

questions. Interviewees were still asked to compare the past 

and the present for each topic but now within a 

fixed/maximum timeframe. We added first 4 and then one 

question to the 46 questions on the basis of the pre-study 

and guided by the Leavitt / our research model. The final 

version had thus 51 questions. The last added question 

asked the interviewees to explain how IT technology has 

affected and affects the strategy and the business models of 

their enterprise in the past and currently. Of the 36 

interviewees, 22 answered to this question and 

consequently, we do not have the answers of 14 

interviewees to this question. All of these 22 interviews 

were conducted in the years 2012 -2013. 

During the interviews, we used a projector and screen as we 

wrote down their responses verbatim. Thus in real time, an 

interviewee saw what was written as the answer to each 

question and was able to correct possible mis-

understandings immediately. This technique shortened 

answers and an interviewee considered more carefully what 

(s) he said as compared to the convoluted stories of the pre-

study interviews. The adopted approach also helped the 

interviews to focus on the questions of the questionnaire. In 

addition to the projector and the screen we used a digital 

recorder and recorded each discussion (interviewee 

permission was sought and obtained) including the five pre-

study interviews. Recordings were used as backups and to 

complete transcripts written and shown to the interviewee 

during his/her interview. Each interviewee except the first 

five was also given the opportunity to modify the transcript 

of his/her interview. We did this by sending the written 

transcript to an interviewee for his/her final approval after 

we had verified and, if necessary, completed the already at-

the-interview accepted transcript by listening to the 

recording of the interview. Two researchers did the 

verification and completion of the transcripts by listening 

recordings independently and by then comparing notes and 

agreeing on findings reach a consensus. Twelve of the 

interviewees used the opportunity to augment their 

interview transcript prior its final acceptance. From the 

verified and accepted transcripts, we then compiled a 36x51 

excel sheet (matrix) to analyze the data. Two researchers 

verified independently that the matrix was based on the 

interviewee-accepted transcripts by comparing notes if 

needed. The verified matrix was then translated into 

English. During the final data analysis, three researchers 

analyzed the responses of the matrix independently and 

agreed on the classification of tasks and how they fall into 

the factors of the Leavitt / our research model.   

At least the following related questions arise from the 

evolution of the survey instrument and the change of the 

interview procedure and protocol. Is it possible to use the 

data from the five first interviews as they were carried out 

earlier and with a different interview procedure and 

protocol? We opted to use also the data of the five first 

interviews. Most of the survey items are the same, 46 out of 

51. Thus we do not have data on five questions from five 

respondents. Secondly, we investigate what factors 

influence and establish boundaries for the role and the tasks 

of the CIOs with a proposition that those factors have been 

the same over decades rather than what concrete issues 

CIOs meet at a specific time. By including all interviews 

we were able to cover the time from the 1960s to present. 

Why through away these unique insights? It is still worth to 

notice that the choreography of the early interviews was 

different and that this impacts the responses of these 

interviews. We had to do more work to interpret the long 

narrative responses that were transcribed into text. When 

the other 31 interviewees saw their responses verbatim on a 

screen their awareness over the response content was higher 

and they corrected immediately what the interviewer had 

written and were also given the opportunity to change their 

responses a second time prior to final acceptance. 

Another important question is, are the responses of the 

interviewees true or even reliable, see e.g. points 

highlighted by Meyers and Newman [51]? One part of each 

interview question asked an interviewee to look back and 

contemplate, how the issue was managed in the past, that is, 

at the beginning of his/her CIO career. As the durations of 

the intervieweesô CIO careers varied they were asked to 

look back for several years or even decades. Is it possible to 

remember past CIO tasks correctly or at all after many 

years? Is it possible to compare responses that cover diverse 

periods of time? It is possible and even likely that 

interviewees provided answers and told anecdotes that 

appealed to them for various personal reasons. Yet, even 

possible embellished or untrue anecdotes include data about 

the intervieweeôs role and tasks as a CIO. It is also possible 

that the interviewees did not remember or did not want to 

reveal all CIO tasks they had performed. The interviews of 

36 persons, however, probably brought forward a 

significant number of CIO tasks and role descriptions. In 

addition, it is possible that interviewees could make timing 

errors. From the perspective of the present study possible 

timing errors concerning the execution of various CIO tasks 

are irrelevant. We investigate factors that influence and 

establish boundaries for the role and the tasks of the CIOs 

with the proposition that those factors have been the same 

over decades and those individual tasks can be classified on 

the basis of those same factors. We did not investigate how 

the interviewed CIOs understood the significance of their 

profession, what each of them did at a particular time, what 

typical CIO tasks were during a certain period of time or 

how well each of them performed as a CIO. Determining 

the reliability and truthfulness of responses to such 

questions would have been more difficult. The purpose of 

the 51 interview questions was also to help an interviewee 

to remember from multiple perspectives tasks and issues 

that were relevant for him/her as a CIO. We triangulated 

data reliability with the interview and data analysis 

procedures and protocols described above.     

The CIO experience of six interviewees was less than five 

years whereas five had over 20 years of experience with the 

overall average of 12.25 years. Four interviewees (11.1%) 

were females. According to Pemberton (1992), a typical 

CIO is highly educated. In contrast to that finding, twelve 
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(33%) of our interviewees did not have a university degree. 

However, the remaining twenty-four interviewees had 

cumulatively 31 university degrees including four doctoral 

degrees. Three interviewees had retired and three more 

planned to retire in the near future. The status for 72 % (26) 

of the interviewed CIOs had changed, whereas the 

organization and the CIO status had remained unchanged 

for only ten interviewees.  This finding is in line with 

Peppard et al. (2011). At the time of writing, two 

interviewees are deceased and six others have retired.  

Those who had long history in IT explained that the main 

reason to acquire computers in the first place was to reduce 

accounting related manual work. At that time it was logical 

that the head of IT reported to the CFO. Even today, 

thirteen of the interviewees reported to CFOs, whereas 

eleven reported to CEOs and twelve to other C-level 

executives. Only a handful of them had been either 

executive committee or board members in the beginning of 

their CIO careers or were invited to participate in executive 

committee meetings and/or to business unit steering 

committee meetings. Almost all interviewed had 

experienced restructuring of their IT function organizations 

during the time they had acted as the CIO, but the reasons 

varied. Some restructurings were related to business 

strategy changes and some to mergers and acquisitions 

(M&A) including divestments. 

 

4. FINDINGS 

 

4.1. CIO role and tasks perceptions 

We analyzed the interviews by counting how many similar 

answers we received to each question. More than half (24) 

of the respondents described their past and current role to 

be something other than a technology-oriented CIO role. 

The common feature of these responses is that the CIO 

work was described as a business executive role, which is 

related to the industry of the enterprise. For example, 

CIO29 said: ñOur executive committee only consists of 

book sellers, who have different areas of responsibility, 

such as IT, finance or logistics of the book selling 

business.ò The role and responsibilities of some CIOs 

transcended IT and included logistics, business intelligence, 

purchasing or process development to name a few 

examples. All ten CIOs of the manufacturing industry 

worked in global or regional enterprises and seven of them 

were either responsible for process development or heavily 

involved in it. CIO20 stated: ñThere has been a clear 

demand for global processes and global IT among business 

leaders already for several years.ò  

Although the business environment of the organizations 

within an industry was similar, the tasks a specific CIO 

performed differed. For example, CIO11 - CIO14 were 

from the finance industry. CIO11ôs main task was to 

develop enterprise architecture and data security, whereas 

CIO12ôs focus was on off-shoring activities and application 

integration. CIO13 focused primarily on 

internationalization as the company was involved in an 

M&A process. CIO14 did not work in the industry 

anymore.  

We asked what have been and are the biggest challenges for 

the interviewee as the CIO. The change in business 

operations or in IT functions way of working was 

challenging for eleven respondents when they started their 

career as CIOs. Twelve thought them to be major 

challenges still today or at the end of their CIO career. 

Fourteen respondents mentioned that at the beginning of 

their careers the creation of IT services from scratch or the 

development of IT services to business had been 

demanding. Fifteen interviewees regarded the development 

of IT services to business still challenging. Nine 

respondents considered that cooperation with business had 

been the toughest challenge in the beginning of their career. 

Seven still felt the same way. Competence development 

was the next often mentioned challenge at the start of the 

career and it was almost as important currently. Twenty-six 

interviewees mentioned that access to deep technical skills 

had been important at the beginning of their careers. Project 

planning, project management, and supplier management 

were also mentioned several times and they were still 

considered important skills. Only four respondents felt that 

business skills had been important earlier, whereas fifteen 

considered them important currently. Probably the most 

significant change is the increase in the number of skills 

needed. ñManaging the wholeò, ñcustomer service skillsò, 

ñability to demonstrate technology opportunitiesò, ñ 

innovation managementò, ñservice managementò, ñnetwork 

managementò, ñinformation managementò, ñinternational 

business-IT knowledgeò, ñarchitecture skillsò, ñdata 

securityò, ñcommunication skillsò, ñnegotiation and 

contractingò and ñlegal skillsò are just a few of the 

mentioned skills needed currently. 

 

4.1. CIO tasks and roles classified with the modified 

Leavitt model 

 

4.1.1. Description of the model factors 

Strategy, Business Models, and Governance: We asked 

respondents to describe how much business executives and 

managers needed IT in the past and currently. Twenty-three 

interviewees told us that in the past IT was seen as some 

kind of necessary evil, a technology tool, a support function 

or a cost center. Only a few explained that in the past, IT 

was considered important or critical to business or for 

automation. Some also pointed out that IT people were 

considered ñsnobbishò like CIO12 who told us: ñWe were 

respected because no-one understood what we were 

doing.ò Most of the interviewed CIOs think that current 

business executives believe that IT is deployed to create 

new digital services and new business opportunities. 

Echoing others, CIO21 said: ñNowadays business leaders 

see two roles for IT. On (the) one hand, basic IT services 

exist in every enterprise and on the other hand, IT has the 

capability to create new strategic opportunities. I need to 

manage both these roles of IT in a balanced way.ò Thirty 

interviewees told us that they currently, that is, at the end of 

their CIO career or at the moment of the interview if they 

still held the CIO position, participate into the business 

strategy process. Some enterprises have a separate IT 

strategy, which is aligned with business strategy. In some 
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other organizations, business strategy also covers IT and 

there is no need for a separate IT strategy. A few CIOs 

explained that IT and processes are now recognized to be a 

critical part of the business strategy. Still, the interviews 

provide inconclusive evidence on this topic. Therefore it is 

safe to report only that CIOs understand strategy, business 

models, and corporate governance better than previously 

and that this factor clearly influences their work. 

Tasks and Processes: The task and process factor was 

partly covered above with its interconnection to the 

strategy, business models and governance factor. According 

to our interviews, it appears that CIOs are heavily involved 

in M&A activities, especially within media and retail 

industries. CIOsô involvement in M&Aôs becomes 

understandable when one considers that it is necessary to 

secure the continuity of processes, which are usually 

heavily IT-dependent. Faster than normal changes to 

processes could also be required. As CIO15 explained: ñ 

We have done a lot of divestments, M&Aôs and 

(organization) structure changes within the last 15 years 

and Iôve been heavily involved in these.ò We also found 

that many CIOs considered processes to be a natural part of 

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

processes was not asked directly in our questionnaire. 

CIO22 commented: ñAt first the challenge was to align IT 

and processes. Currently, globalization, open network, data 

security and information management are the ones.ò  The 

tasks and processes factor clearly impacts the work of 

CIOs. 

People: We asked how IT functions are valued earlier and 

currently and how well business managers understood IT in 

the past and now. During the early days of the CIO 

profession, those holding business manager positions had 

not received any IT education in universities or elsewhere. 

Twenty-three respondents thought that in the past business 

managers understood IT poorly or not at all. Similarly, IT 

organizationsô contribution to business was poorly valued. 

The current situation is totally different. Thirty-two 

interviewees expressed that business managersô current IT 

understanding is clearly better. Almost the same number 

(28) of interviewees felt that the IT function is valued 

higher. Several CIOs, like CIO15 and CIO33, said: ñIT is a 

normal part of our business structure.ò CIO19 stated: 

ñShould business slow down, which one is easier to 

replace; sales persons or IT systems?ò As these quotations 

show, the people factor also shapes the work of the CIOs. 

Technology, ICT Services and Information: Of the 36 

interviewees we asked 22 to describe how technology is 

related to business strategy with the last survey item. 

Twenty-one responded that technology enables business or 

creates new opportunities for business and new technology-

enabled services which can be launched into markets, and 

thus allowing the business to grow. For example, CIO3 

said: ñAll the time, (the) bigger part of our business rests 

on technologyé it has changed our value chain in the 

market.ò Only one CIO said that technology has no major 

role in their organization and one commented that 

technology has a negative impact on their business as it 

cannibalizes their current arrangements. 

 

4.1.2. Results classified with the modified Leavitt model 

We then used the modified Leavittôs model to classify the 

results of the CIO interviews. Three researchers reviewed 

the transcribed and translated interviews (36x51matrix) 

independently and classified the impact of each factor on a 

CIOôs work into weak, mediocre or strong for each 

interviewed CIO. The interpretations were compared and 

agreed if there was a difference. The three interpretations 

were fairly consistent. Out of 144 (4 x 36) values, only 16 

(11%) were discussed and there were no weak ï strong 

differences between the individual interpretations. The 

cumulative outcome of classifications is shown in Table 3.  

 

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

 

Strategy, business 

model, governance People 

Technology, ICT 

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, ICT services, and 

information factor had the biggest impacted on the 

interviewed CIOsô work. Twenty-two CIOs expressed that 

technology strongly influences their work. The impact of 

the strategy, business model and governance factor was 

almost equally strong. Thus, both business strategy and 

technology drive CIOs work. This is in line with the earlier 

reported finding that several CIOs participate into their 

companyôs strategy process in a similar way to other 

business executives. Interviewees described the impact of 

the people and task as well as the processes factor to impact 

their work less than the business strategy and the 

technology factors. However, people and tasks as well as 

processes are also important determinants for the work of 

CIOs. Almost all CIOs participated in the meetings of their 

companyôs steering group and/or had established IT 

steering groups to interact with other people. They also felt 

that business leaders understand IT increasingly better.  Our 

questionnaire did not include questions, which directly and 

explicitly address the processes of an organization. 

Probably for this reason three interviewees did not mention 
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processes as Table 3 shows. Thirteen CIOs emphasized that 

their organizationôs processes impact their work strongly.  

Tasks mentioned within the context of the strategy, 

business models and governance factor: Interviewees 

mentioned multiple specific everyday CIO tasks when they 

described the impact of the strategy, business model and 

governance factor on their work. We compiled tasks 

mentioned by the interviewees into Table 4. We also 

applied the role descriptions provided in the CIO role 

studies in the crafting of Table 4. A CIO role study often 

depicts tasks/activities that describe the alternative CIO 

roles proposed in the study, that is, the dominating focus 

area of the role or the area of tasks that consumes the 

biggest proportion of the CIOôs time. The first column of 

Table 4 shows the tasks or activities described by CIO role 

studies and the second column lists related authors of the 

study. We then classified tasks mentioned by the 

interviewed CIOs using the same task/activity classification 

and placed the CIO# into Table 4 as the third column of the 

table. We added tasks that were not mentioned in CIO role 

studies at the end of Table 4. CIO role studies included six 

tasks and interview data added four tasks. As explained 

earlier the placement of CIO#s into Table 4 was done first 

by two researchers independently using the original 36x51 

matrix (in Finnish). After the matrix had been translated 

into English a third researcher did the same. Notes and 

interpretations were compared and discussed during both 

phases until a consensus was reached. An interviewee 

typically mentioned two or three strategy-related tasks. 

Especially those interviewees who had been CIOs several 

decades ago described that their task was to strategically 

manage IT ï called EDP, IS or IT at a particular time. 

Tasks mentioned within the context of the tasks and 

processes factor: Interviewees mentioned seven 

organizational tasks and process related everyday CIO 

tasks. Five of them were covered in the reviewed literature: 

landscape cultivator by [17]; facilitator by [55]; opportunity 

seeker by [17]; product developer by [28]; and enterprise 

process CIO by [68]). Interviewees also described process 

harmonization in M&A integrations and process 

governance tasks. Table 5 provides the summary. Table 5, 

as well as Tables 6 and 7, were crafter similarly to Table 4. 

 

 

TABLE 4: CIO TASKS MENTIONED BY INTERVIEWEES FOR THE STRATEGY, BUSINESS MODEL , AND 

GOVERNANCE FACTOR  

 

 

Strategy, business model, governance: 

Role proposed in literature and/or task described in 

interviews Author of the CIO role study Task referred by the interviewed CIOs 

CIOôs formal resource allocation authority 

 

Stephens et al. 1992 

 

Not mentioned explicitly in interviews 

CIO as chief operating strategist 

 

Gottschalk 2000 

 

Not mentioned explicitly in interviews 

Opportunity seeker (drive strategy) 

Technology provocateur (embedding IT into the 

business strategy) 

Chun and Mooney 2009 

Gottschalk 2000 

CIO2, CIO3, CIO5, CIO10, CIO15 

(Brand, challenge eBusiness, value chain) 

CIO as product developer (helps define the 

companyôs place in the emerging digital economy) 

Innovator and creator (new revenue from new 

products etc.) ï digitalization 

Innovator (IT enabled processes, innovative 

services, products) 

Business technology strategist (use technology as a 

tool to create competitive advantage) 

Gottschalk 2000 

 

Chun and Mooney 2009 

 

Peppard et al. 2011 

 

 

Carter et al. 2011 

CIO1, CIO2, CIO3, CIO4, CIO5, CIO7, 

CIO8, CIO13, CIO14, CIO16, CIO17, 

CIO18, CIO21, CIO22, CIO24, CIO25, 

CIO26, CIO28, CIO30, CIO31, CIO33, 

CIO35 (digitalization; products, services, 

innovations, é) 

 

Decisional role activities (entrepreneur ï resource 

allocator) 

 

Decisional role activities 

Carter et al. 2011 

 

 

Stephens et al. 1992 

CIO2, CIO4, CIO7, CIO35 (cost savings) 

 

Embedded CIO (focus on strategy, business process 

execution, innovation). 

Weill and Woerner 2013 CIO6, CIO8, CIO9, CIO10, CIO13, 

CIO14, CIO15, CIO16, CIO19, CIO20, 

CIO21, CIO22, CIO25, CIO28, CIO29, 

CIO36 

Mergers and acquisitions, major internal structural 

changes in organization & ICT, alignment of global 

and local, group and Bus 

 CIO1, CIO10, CIO11, CIO12, CIO13, 

CIO16, CIO18, CIO19, CIO22, CIO25, 

CIO27, CIO28, CIO32, CIO34 

Customers or other stakeholders as the basis of 

business strategy with IT enablement 

 CIO7, CIO17, CIO26, CIO30, CIO36 

Climate change, real-time economy and other global 

drivers 

 CIO19, CIO21, CIO33, CIO35 

Managing technology challenges as a whole with a 

business strategy perspective 

 CIO3, CIO4, CIO12, CIO15, CIO21, 

CIO27, CIO32 
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TABLE 5: CIO TASKS MENTIONED BY INTERVIEWEES FOR THE TASKS AND PROCESSES FACTOR

 

Tasks mentioned within the context of the people factor: 

Interviewed CIOs described eleven people-related everyday 

CIO tasks all of which were covered in the reviewed 

literature. [63] investigated CIOôs level of peer acceptance; 

[11] showed the CIO as a leader and manager; for [28] the 

CIO was a change leader; [17] pictured the CIO as a 

landscape cultivator able to lead change; for [28] the CIO 

was a coach; [13] called the CIO an informational 

spokesperson ï monitor; for [13] the CIO became ALSO an 

interpersonal leader ï liaison; [55] pictured the CIO as an 

evangelist; for [17] CIO was a landscape cultivator ï 

educator; [68) showed the CIO as an external customer 

CIO; and for [17] the CIO was an innovator and creator. 

Table 6 summarizes these findings. 

 

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

TASKS, PROCESSES: 

Role proposed in literature and/or task described 

in interviews Author of the CIO role study Task referred by the interviewed CIOs 

Landscape cultivator (applications and processes 

 

Chun and Mooney 2009 

 

 

CIO3, CIO4, CIO5, CIO6, CIO15, 

CIO16, CIO21, CIO27, CIO29, CIO32, 

CIO36 (educator-facilitator, 

competence developer, é) 

Facilitator (of process improvement, empowering 

and enabling business with information 

capabilities) 

 

 

Peppard et al. 2011 

 

 

 

CIO1, CIO2, CIO3, CIO7, CIO8, 

CIO9, CIO11, CIO12, CIO15, CIO16, 

CIO17, CIO19, CIO20, CIO21, CIO22, 

CIO23, CIO25, CIO26, CIO29, CIO31, 

CIO33 (participates into/or facilitate 

process development) 

Enterprise process CIO (manages non-IT tasks 

such as sourcing, shared services) 

Weill and Woerner 2013 

 CIO14, CIO17, CIO26 

Process harmonization in M&A integrations  

  CIO24, CIO33 

Process governance (allocation of tasks and 

responsibilities to units & persons  
CIO1, CIO2, CIO9, CIO12, CIO15, 

CIO21, CIO27  

PEOPLE: 

Role proposed in literature and/or task 

described in interviews 

Author of the CIO role 

study Task referred by the interviewed CIOs 

CIOôs level of peer acceptance 

 

 

 

 

Stephens et al. 1992 

 

 

 

 

CIO1, CIO3, CIO4, CIO5, CIO6, CIO7, 

CIO8, CIO10, CIO12, CIO13, CIO14, 

CIO15, CIO16, CIO17CIO21, CIO22, 

CIO24, CIO27, CIO28, CIO29, CIO30, 

CIO33, CIO34, CIO35, CIO36 (Status in 

various committees and strategy process) 

CIO as a leader and manager 

 

Brown 1993 

 
CIO12, CIO13, CIO14, CIO16, CIO17, 

CIO21, CIO24, CIO32 

CIO as a change leader 

 

Gottschalk and Taylor 2000 

 CIO9, CIO19, CIO34 

CIO as a coach 

 

Gottschalk 2000 

 
Not mentioned explicitly in interviews, 

mentioned in the context of processes 

Informational (spokesperson ï monitor)  

 

 

 

 

Carter et al. 2011 

 

 

 

 

CIO1, CIO2, CIO3, CIO4, CIO5, CIO6, 

CIO7, CIO8, CIO10, CIO21, CIO22, 

CIO24, CIO27, CIO28, CIO29, CIO30, 

CIO31, CIO35, CIO36 (influence behavior, 

relationship building) 

Interpersonal (leaderï liaison) 

 

 

 

 

 

Carter et al. 2011 

 

 

 

 

 

CIO1, CIO3, CIO4, CIO5, CIO6, CIO7, 

CIO8, CIO10, CIO12, CIO13, CIO14, 

CIO15, CIO16, CIO17,CIO21, CIO22, 

CIO24, CIO27, CIO28, CIO29, CIO30, 

CIO33, CIO34, CIO35, 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, 

ICT services, and information factor:  Not surprisingly 

interviewees mentioned as many as fifteen technology, ICT 

services and information factor related everyday CIO tasks. 

Twelve of them were covered in the reviewed literature. 

[28] described CIO as a chief architect; [17] as a landscape 

cultivator with technical improvement and IT architecture 

management; [28] as a technology provocateur; [9] as 

ubiquitous presenter of technology; [9] as technology 

downturner; [17] as triage nurse and fire-fighter; [55] as an 

agility leader; [28] as a technological change leader; [55] as 

a utility leader; [68] as IT services CIO; and [13] as 

interpersonal technology leader. Interviewees mentioned 

also technological governance of IT and data, data security, 

and access as well as data analytics and data search. These 

findings are compiled into Table 7. 

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 Tables 3-8 and the CIO tasks depicted 

in them show how diverse the tasks of CIOs have been and 

still are.  

The Clinger-Cohen recommendation for CIO competencies 

consists of 12 categories [18]. The categories are numbered 

form 1.0 to 12.0. Many - if not all - of the competence 

categories are related to more than one factor in the 

modified Leavitt model. This is consistent with the 

diamond shape of the model. Thus, if one of the model 

factors changes, this potentially affects all other factors 

through their bidirectional interrelations. For the present 

study the most important point is that all the twelve 

competence categories fall inside the boundaries of the 

modified Leavitt model. The relations of the modified 

Leavitt model and the Clinger-Cohen competence 

categories could, for example, be described as follows 

(Note: this is only a suggestion as we have not verified 

these relations empirically): 

¶ Strategy, business model and governance: Policy and 
organization (1.0 partly), information resources strategy 

and planning (4.0 partly), IT performance assessment: 

models and methods (5.0 partly), IT project and 

program management (6.0 partly), capital planning and 

investment control CPIC (7.0), acquisition (8.0 partly), 

information and knowledge management (9.0 partly) 

and enterprise architecture (11.0 partly) 

¶ Tasks and processes: Process and change management 
(3.0), IT performance assessment: models and methods 

(5.0 partly), IT project and program management (6.0 

partly) and acquisition (8.0 partly). 

¶ People: Policy and organization (1.0 partly), leadership 

and human capital management (2.0) and IT 

performance assessment: models and methods (5.0 

partly).  

¶ Technology, ICT services and information: Information 
resources strategy and planning (4.0 partly), IT project 

and program management (6.0 partly), information and 

knowledge management (9.0 partly), Cybersecurity/ 

information assurance IA (10.0), enterprise architecture 

(11.0 partly) and technology management and 

assessment (12.0). 

 

TABLE 7 : CIO TASKS MENTIONED BY INTERVIEWEES FOR THE TECHNOLOGY, ICT SERVICES , AND 

INFORMATION  FACTOR  

TECHNOLOGY, ICT SERVICES, AND 

INFORMATION:  

Role proposed in literature and/or task 

described in interviews 

Author of the CIO role 

study Task referred by the interviewed CIOs 

CIO as a chief architect  

 

 

Gottschalk 2000 

 

 

CIO12, CIO14, CIO15, CIO17, CIO21, 

CIO23, CIO31 (Enterprise architecture, 

process, data, application, infrastructure, 

integration architecture) 

CIO as a technology provocateur 

 

 

Gottschalk 2000 

 

 

CIO2, CIO3, CIO4, CIO6, CIO17, CIO10, 

CIO20, CIO28, CIO29, CIO30, CIO33, 

CIO36 (Challenger with eBusiness, digital 

products and services) 

Ubiquitous presence of technology (impact on 

business ï IT alignment)  

Broadbent and Kitz is 2005 

 

CIO5, CIO8, CIO13, CIO22, CIO35 

(Usability, mobility, BYOD)  

Technology downturner  

(Impact on business ï 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 

 

 

CIO9, CIO11, CIO17, CIO18, CIO19, 

CIO20, CIO26, CIO27, CIO28, CIO31, 

CIO35 (Consolidation, cost cutting, 

centralization to reduce costs) 

Agility (agile infrastructure, organizational 

information and technology requirements) 

 

Peppard et al. 2011 

 

CIO2, CIO3, CIO4, CIO5, CIO6, CIO8, 

CIO10, CIO11, CIO12, CIO13, CIO14, 

CIO17, CIO20, CIO21, CIO25, CIO30, 

CIO33, CIO35  

Utility (technologies, services) 

 

 

Peppard et al. 2011 

 

 

CIO1, CIO5, CIO7, CIO8, CIO11, CIO13, 

CIO16, CIO23, CIO31, CIO32 (Legacy 

renewal, technological agility)  
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TABLE 8: CIO ROLE STUDIES CLASSIFIED ACCORDING TO THE FACTORS OF THE MODIFIED  LEAVITT  
MODEL  

 
It is almost self-evident to claim that the evolution of CIO 

tasks will continue also in the future. Our point is, however, 

that the modified Leavitt model is likely to capture new 

emerging CIO tasks also in the future to be described by the 

four factors of the modified Leavitt model. This four-factor 

model defines the evolving boundaries for the role and the 

tasks of CIOs in general and for a CIO in a specific 

organization. The role and the everyday tasks of a CIO 

Researchers Research

Str ategy, 

business 

model, 

governance

Technology, 

ICT services, 

Information

People
Tasks, 

Processes

One 

CIO 

type

Brown (1993)

Research integrates the organizational 

and individual perspectives as well as the 

CIO partnership role. 

General 

manager

Two 

CIO 

types

Broadbent and 

Kitzis (2005)

Research is recognizing different kind of 

organisations which require different 

behavior and actions from CIOs.

Demand-side 

leadership for 

shaping and 

managing 

expectations

Supply-side 

leadership for 

delivering cost-

effective 

services

Three 

CIO 

types

Stephens et al. 

(1992)

Researched how MIS managers and 

CIOs use their work time within IT and 

outside IT and how close the activities 

are compared with CEOs work.

CIO in 

decisional role
MIS manager

CIO interacting 

outside IT 

function

Chun and Mooney 

(2009)

Introducing the CIO types according to 

companyôs IT strategy and how the IT 

infrastructure is managed (divergent or 

orchestrated)

Innovator & 

Creator, 

Opportunity 

Seeker

Landscape 

Cultivator, 

Triage Nurse & 

Fire Fighter

Innovator & 

Creator, 

Landscape 

Cultivator

Opportunity 

Seeker, 

Landscape 

Cultivator

Carter et al. (2011)

The study points out three traditional IT 

management roles: Decisional, 

Informational and Interpersonal, and 

suggesting a new business technology 

strategist

Decisional 

CIO/Entreprene

ur & Resource 

Allocator, 

Business 

Technology 

Strategist

Interpersonal 

CIO/ Leader

Informational 

CIO/Spokepers

on & Monitor 

Interpersonal 

CIO/Liaison

Weil and Woerner 

(2013)

A study of CIOs role from digital 

economy point of view;Identifying key 

activities for four type of CIOôs and how 

CIOôs should spend their time across 

these activities.

Embedded CIO
ICT services 

CIO

External 

customers CIO

Enterprise 

processes CIO

Peppard et al. (2011)

A study of ambiguous role of a 

CIOs;"CEOôs need to understand what 

type of CIO is appropriate at a particular 

point in the organisationôs journey"

Innovator CIO

Utility IT 

Director, Agility 

CIO

Evangelist CIO Facilitator CIO

Guillemette and Pare (2012)

The objective of the study is to offer an 

explanation of the contribution of the IT 

function in organizations with a typology 

of ideal profiles. 

Partner

Systems 

provider, 

Architecture 

builder, 

Technological 

leader

Project 

coordinator

Project 

coordinator

Six CIO 

types
Gottschalk (2000)

A study of IS/IT leadership roles, 

analysing how the individual, position 

and organisation characteristics predict 

the CIO role in an organisation.

Product 

developer, 

Technology 

provocateur, 

Chief operative 

strategist

Chief architect, 

Change leader, 

Technology 

provocateur

Change leader, 

Coach

Product 

developer

Four 

CIO 

types

Five 

CIO 

types

IT Services CIO (provides Its services, manages 

IT unit and vendors) 

 

 

 

Weill and Woerner 2013 

 

 

 

 

CIO1, CIO5, CIO7, CIO8, CIO9, CIO11, 

CIO13, CIO15, CIO16, CIO17, CIO18, 

CIO19, CIO20, CIO23, CIO26, CIO27, 

CIO28, CIO31, CIO32, CIO35 ((includes 

transformation from internal to external 

services) 

Technological governance of ICT and data 

  

CIO1, CIO15, CIO16, CIO19, CIO25, 

CIO26, CIO27, CIO29, CIO33, CIO34 (an 

aspect of IT governance) 

Data security and data access  CIO10, CIO22 

Data analytics, data search  CIO5, CIO12 
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reflect the past, present and envisioned future strategy and 

objectives, the governance model and management 

practices, the technologies used, the structural and regional 

organization model of people, and processes of the 

organization that employs the CIO. The four factors of the 

modified Leavitt model thus provide lenses to understand 

the driving factors and boundaries of the volatile and 

evolving CIO profession. This is also the answer to our 

research question, ñWhat boundary factors shape CIOôs 

role and tasks in general and within an organization?ñ  

 

5. DISCUSSION AND CONCLUSIONS 

Both the literature review and the interviews of the 36 CIOs 

showed that CIOsô tasks have changed and grown 

significantly during the last four decades. Although 

information technology (r) evolution is an almost self-

evident factor for the changes in CIOsô tasks, it is not the 

only one. Technology is interrelated with changes in 

organizational strategy, tasks and processes and people and 

organizational changes. At the same time, the underlying 

role of the CIO has remained unchanged ï to deploy IT as a 

strategy-oriented and business-focused technology-expert 

executive. Thus, as the answer to our research question, 

what factors shape CIOsô role and tasks, we showed that the 

factors outlined in the modified Leavitt model perform this 

role. The model provides a solid basis to understand CIO 

profession and to describe factors that shape and establish 

boundaries for the concrete content of the CIOôs role and 

tasks in an organization at any specific time and over time. 

This finding is also the main contribution of our research. 

Both CIO role and evolutionary CIO studies describe the 

impact of specific technologies, organizational practices 

and other factors that prevail during specific periods of 

time, whereas the modified Leavittôs model captures the 

factors that make the specific items of those technologies, 

organizational practices and other factors to emerge, evolve 

and then disappear. We feel that the modified Leavitt model 

will help to describe the everyday tasks of CIOs impacted 

by the digitalization of business, Internet of things, BYOD, 

robotics and other emerging technologies     

The other contributions of our research relate to the 

findings of the 36 CIO interviews. One of the contributions 

and also surprising findings of our research concerns the 

significance of the technology factor. Evolving and 

emerging information technologies create new business 

opportunities for organizations and hence technology 

appears to dominate the evolution of CIOsô work. We 

discovered, however, that the strategy factor is almost 

equally important for them and that processes and people 

factors also have a significant impact. Echoing other recent 

studies [4, 13, 31, 40, 55, 68], our empirical research 

revealed that CIOsô work has a stronger business strategic 

focus than ever before. CIOs are more involved in the 

strategic management of their organizations and are able to 

provide greater value than in the past.  

We also found a slightly contradictory position from the 

interviews. Even though CIOs were taking part in the 

business strategy processes, still only eleven out of thirty-

six were reporting to a CEO and only five were members of 

group level executive committees or board of directors. 

This might reflect the difference between the CIOsô own 

evaluation and the CEOsô and board of directorsô 

evaluation of the strategic importance of IT and his/her 

position.  

Another surprising finding was that the industry had no 

clear impact within the organizations of the 36 interviews. 

Within all industries, the tasks of the interviewed CIOs 

varied greatly with no clear pattern. We also discovered 

that the tasks of some CIOs had changed several times 

during their career within an organization whereas the tasks 

of some other CIOs had remained stable. The reasons why 

the tasks of some CIOs changed several times were often 

related to business strategy changes, e.g. the organization 

wanted to expand its market share or grow in international 

markets. In more stable business environments, CIOsô tasks 

were thus also more stable.   

In our study, we couldnôt find any clear disjunctive factors 

that could explicate the differences in tasks of CIOs at the 

industry level. However, those factors were found at 

company level. While CIOs told us that they participate 

into business strategy processes, CIOs still do not have a 

clear formal position with the power of an executive 

committee member. CIOs also told us that the work of a 

CIO could be understood in many ways in the organization 

of the CIO. There is little knowledge about how these 

different perceptions about CIO work impact the work of 

CIOs especially after major business strategy related 

changes happen. In addition to Leavittôs model, other 

organizational diagnostic models might provide additional 

insight to understanding the CIO profession. Future studies 

could consider these issues in more detail. 

Our research is also subject to limitations. Due to the 

interview method and the relatively low number of 

interviewees, statistical analysis methods were not applied. 

Above we also discussed the limitations related to the 

inclusion of the five early interviews and ex-post 

interviews. Secondly, the length of the CIO experience and 

the ages of the interviewees varied. Younger CIOs with 

shorter CIO experience do not have the same perspective as 

older CIOs with extensive careers. The relatively small size 

of the Finnish economy with its relatively homogeneous 

leadership behavior could be related to this issue. Finally, 

although most of the organizations in the interview are 

global or regional, the empirical evidence is still from a 

single country origin. 
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APPENDIX 1- CIO PROFILES 

 

Sector Date 

Timeframe of 

the answers, 

then - now 

Years acting 

as CIO 
Gender Age Group  

Size of the 

company 

(revenue) 

Media   average: 8 3 Males, 2 Females   

CIO1 09/03/11 2005 - 2011 6 Female 50-59 Large <500me 

CIO2 26/06/12 2000 - 2012 2 Male 30-39 Large <500me 

CIO3 21/06/12 1997 - 2012 15 Male 50-59 Large <500me 

CIO4 07/08/12 2001 - 2012 11 Female 50-59 
Large 

>1000me 

CIO5 13/10/11 2005 - 2011 6 Male 30-39 Large <100me 

Public sector average: 14.8 5 Males, no Females   

CIO6 01/08/12 2006 - 2012 6 Male 50-59 
Large 

>1000me 

CIO7 24/10/11 1984 -2011 27 Male 50-59 Large <500me 

CIO8 27/07/12 1995 -2012 17 Male 50-59 
Large 

>5000me 

CIO9 29/06/12 2008 - 2012 4 Male 50-59 
Medium 

<50me 

CIO10 12/09/12 1992 - 2012 20 Male 50-59 Large >500me 

Finance average: 10.75 4 Males, no Females   

CIO11 14/11/11 1999 - 2011 13 Male 40-49 
Large 

>1000me 

CIO12 26/06/12 1992 - 2012 12 Male 50-59 
Large 

>5000me 

CIO13 25/06/12 1996 - 2012 1 Male 50-59 
Large 

<1000me 

CIO14 12/06/13 1987 - 2009 17 Male 50-59 Large <500me 

Manufacturing  average: 10.55 9 Males, 1 Female   

CIO15 25/10/11 1980 - 2011 22 Male 50-59 
Large 

>1000me 

CIO16 18/10/11 1987 - 2011 21 Male 50-59 
Large 

>1000me 

CIO17 29/06/12 2006 - 2012 7 Male 40-49 
Large 

>1000me 

CIO18 14/10/11 2003 - 2011 8 Male 60-69 
Large 

>1000me 

CIO19 16/11/11 1999 - 2008 9 Male 50-59 
Large 

>5000me 

CIO20 15/06/12 2010 - 2012 2,5 Female 40-49 
Large 

>5000me 

CIO21 14/08/12 2000 - 2012 4 Male 40-49 
Large 

>1000me 

CIO22 28/11/13 1976 - 2000 15 Male >70 
Large 

>1000me 

CIO23 28/06/12 2008 - 2012 4 Male 50-59 
Large 

>1000me 

CIO24 06/03/09 1995 - 2008 13 Male 40-49 
Large 

>1000me 

Retail average: 14.63 8 Males, no Females   

CIO25 25/06/13 1988 - 2005 17 Male >70 
Large 

>5000me 

CIO26 30/08/07 2005 - 2007 7 Male 40-49 
Large 

>5000me 
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CIO27 10/10/07 1998 - 2007 9 Male 50-59 
Large 

>5000me 

CIO28 07/08/07 1999 - 2007 8 Male 40-49 Large <500me 

CIO29 26/09/11 1999 - 2011 13 Male 50-59 Large <500me 

CIO30 25/06/12 2000 - 2012 12 Male 50-59 Large <500me 

CIO31 04/07/12 1989 - 2012 26 Male 50-59 Large <500me 

CIO32 26/10/06 1956 - 1981 25 Male >70 
Large 

>1000me 

Services average: 14.75 3 Males, 1 Female   

CIO33 18/06/12 1996 - 2012 14 Male 30-39 
Large 

>1000me 

CIO34 18/06/12 1994 - 2012 17 Male 50-59 Medium 

CIO35 03/07/12 2002 - 2012 10 Male 40-49 
Large 

>1000me 

CIO36 10/08/07 1991 - 2009  18 Female 40-49 
Large 

>1000me 

Summary average: 12.25       

 

(Source: author) 
  



25 

 

APPENDIX 2 - QUESTIONNAIRE 

 

<Name, Date, and Place of an interview> 

<Company, KPIôs: personnel amount, revenue, profit> 

 

Background (time span 10 years) 

1. What is your education and how long you have been 

working in IT field? 

2. In which years you led ICT department?/ From which 

year you have been leading IT department? 

3. How many years you have been working as a CIO/ IT 

manager? 

4. How many employees you had when your work started/ 

now?  

5. In which role is your superior (CEO, CFO, some else)? 

6. How has your organisation changed during the time you 

have been a CIO?  

7. Why has it changed? 

II Framework of leadership 

8. Which were the biggest challenges in IT function when 

you started? 

9. Your challenges now ? 

10. What kind of competences were needed? 

11. Competence needs  now? 

12. What was the top managementôs understanding of the 

need of IT then / now? 

13. How would you describe a good leader? 

14. What kind of steering groups there were and how they 

dealt with the IT matters? 

15. What kind of steering groups there are now? 

III Strategy questions 

16. What is your companyôs strategy as of today? 

17. Was the IT department able to handle strategy changes? 

18. How is it now? 

19. Was the companyôs management able to handle strategy 

changes? 

20. Was ICT department taking part of strategy work / is it 

now? 

21. If it is, how? 

22. What kind of KPIôs were used / are used now? 

23. Did IT support effectively companyôs targets? 

24. Does it now? 

25. How technologyôs change affects to your companyôs 
strategy? 

IV Valuation  

26. How the IT department was valuated then? 

27. How it is valuated now? 

28. How would you estimate the IT savvyness 

(understanding of IT) among business leaders then? 

29. And now? 

30. What kind of a role and responsibility was given to IT 

department then? 

31. And now? 

32. Was the CIO also a representative of top management 

then? 

33. And now? 

34. Was CIO nominated to groups steering group? 

35. And now? 

36. Did top management understand ITôs connection to 

productivity growth? 

37. And now? 

38. Did top management understand ITôs connection to 

revenue building? 

39. And now? 

V Changes in time and place 

40. Has your company had noteworthy/remarkable M&Aôs 
or divestments in your time?  

41. ITôs outsourcing? 

42. How do you manage your network inside your company 

and with stakeholders? 

43. What was your companyôs economical situation then? 

44. And now? 

45. How these changes have affected to IT department? 

VI Challenges now and in the future 

46. Your companyôs biggest challenges now? 

47. Your biggest challenges in CIOôs role now? 

48. What tasks belonged earlier to your work? And now? 

And in the future?  

49. How are you involved with leading the business? 

50. How are you involved with leading business IT? 

What is your outlook to the future? 
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ABSTRACT 

The use of Information Communication Technology (ICT) 

can deliver the services and information to citizens, 

effective interactions with business and industry, citizen 

empowerment through access to information, or more 

efficient and effective public sector management in most 

countries not only developed countries but also in 

developing countries in a decade ago. Many nations 

government around the world apply ICT in delivering 

services to citizens, businesses and government, like others 

traditional services, e-service quality is always the highest 

requirement by users. During the past decades, many 

researchers have focused and evaluated the dimensions of 

e-service quality by using many approaches. This research 

also identified e-service quality, but selection a new method 

in developing measurement scales of e-service quality, 

which is organizational perspective and consider it as a key 

factor in e-service quality evaluation. 

 

Keywordsð e-Government, CIO, Service Quality 

 

1. INTRODUCTION  

In over the world, the application of ICT in the public 

sector during the past decade has brought a new method of 

delivering services at all levels, which includes citizens, 

businesses, and government alike. [1] It has brought many 

benefits to citizens and government itself, with the purpose 

to provide an efficient management of government 

information, giving better services and transparency to the 

community. Therefore, service quality has an important 

significance, especially the service quality in internet 

environment (e-service). Service quality is always the first 

priority from customers, from traditional services to online 

services. Service quality has a significant influence on 

many importance aspects, there are many prior studies 

indicated that service quality depends on many factors. In 

fact, the customers are more and more requiring the service 

with the highest quality, while the providers have to 

improve their service by upgrading operational processes, 

identifying problems quickly and measuring customersô 

satisfactions as well as other performance outcomes to meet 

the needs of customersô expectations. 

Concerning this issue, there are a lot of studies have 

focused on e-government service quality by evaluating the 

impact of service, system and information quality. 

However, among these studies, there is no research have 

addressed on organizational quality perspective or 

organizational impact on the evaluation of e-service quality. 

To find out the new approach to the assessment of e-service 

quality, this research focuses on the actions from the supply 

side and analysis the impact of organization ï perceived 

organizational impact (POI) on the evaluation of e-

government service quality. 

The contribution of this research can be summarized in the 

construction of an integrated framework that deals with the 

problem of the quality evaluation of e-government service 

quality: 

- The main purpose of this research is to identify the 

success factors in e-Government service and proposes a 

new assessment on the evaluation of service quality. 

- Development of an instrument for e-government services 

quality assessment with the use of heuristic evaluation. 

- Introduce the new methodology on evaluating of e-

government service quality by using ñnecessary conditionò 

and ñsufficient conditionò. 

 

2. LITERATURE REVIEW  

 

2.1. E-Service and e-Service quality 

In the context of evaluation of information system quality, 

there are some principle approaches on quantitative models 

and qualitative models such as service management 

(Gronroos, 2000), (Zeithaml, Bitner & Gremler, 2002), 

quality management in services (Parasuraman, Zeithaml , 

and Berry, 1988) [2], and acceptance of information 

systems  (Davis, 1989) [3], service  management in 

information technology (Fitzimmons & Fitzimmons, 2004), 

quality used in governmental services (Balanced Scorecard, 

1992; Six Sigma, 2001; ISO, 2006; Baldridge Criteria, 

2006), approaches on assessing e-service quality, 

governance by e-government (Bhatnagar, 2004), (Jeong, 

2006) and Waseda e-government ranking survey since 2005 

[4].   

Service quality is considered under many different 

perspectives and based on many approaches such as service 

performance, customerôs perspective, and perceptions of 

service or customer expectations. According to Gronroos, 

service quality was described as the difference between the 
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expected service and the perceived service. Many prior 

studies defined service quality as the extent to which a 

service meets customersô needs or expectations [5-7]. 

Srivastava (2011) [8] describes e-government as the use of 

ICTs for improving the access to government services and 

delivering of value added target processes for the beneýt of 

stakeholders. e-government service quality as it is referred 

to by some researchers is deýned as usersô overall 

assessment of quality in the virtual context and serves as 

one of the key factors in determining success or failure of e-

government. It has an impact both on government and 

citizens [9] 

E-service has been deýned as web-based service [10] or 

interactive services that are delivered on the Internet. 

Various authors have conceptualized e-service as an 

information service, or as self-service. According to Yang 

and Yun, they mentioned that e-service is a citizen 

experience and perception of a new system used by public 

sectors. E-service quality can be understood as the 

evaluation of the efficiency and effectiveness of online 

actions. 

 

2.2. Dimensions of E-service Quality 

Most prior studies have indicated that e-service quality is 

influenced by information quality and service quality 

factors, with various domains of measuring, each study can 

refer different dimensions but common methods among 

them are using the perception of information system and 

service system as an approach. 

To measure e-service quality, many researchers used the 

information system (IS) success model. It was proposed by 

Delone and McLean in 1992 [11]. This model explains the 

IS measures, which affect the use of information system in 

an organization and explains ñinformation qualityò and 

ñsystem qualityò as two determining factors inþuencing 

ñuse/intention of useò and ñuser satisfactionò of a system 

and ultimately yielding ñnet beneýtsò at individual level 

and organizational level. In 2003, this model was reýned by 

Delone and McLean to accommodate changes brought by 

rapid growth in the online environment. The success factor 

ñsystem qualityò proposed to measure the desired 

characteristics of an e-commerce system such as usability, 

reliability, adaptability, and availability, while ñinformation 

qualityò embodied features of web content in the context of 

e-commerce. A new factor ñservice qualityò was introduced 

to ensure relationship and care for the users [12]. In the 

context of e-government service, the government uses 

several information systems such as websites, portals, open 

government/ data, social media for Government to 

Government (G2G), Government to Businesses (G2B) and 

Government to Citizens (G2C) communication. Delone and 

McLean IS success model can be used to explain their 

impact on users. 

Many researchers have focused on how ICTs improve the 

efficiency and effectiveness of a system. One of the famous 

models called Technology Acceptance Model (TAM), it 

was proposed by Davis [3] in 1989. TAM is an information 

systems theory that explains how users come to accept and 

use a technology. The model suggests that when users are 

presented with a new technology, a number of factors 

influence their decision about how and when they will use 

it. TAM focused on the influence of perception and 

emotion toward technology use, particularly the new 

technology adoption behavior of users. The model 

established the relation of end usersô perceived usefulness 

(PU) and perceived ease of use (PEOU) of a technology-

enabled system with usersô behavioral intention to accept it. 

PU was defined by Davis as ñThe degree to which a person 

believes that using a particular system would enhance his or 

her job performanceò and PEOU as ñThe degree to which a 

person believes that using a particular system would be free 

from effortò. Delone and McLean IS success model and 

TAM model are very useful and important to evaluate 

information quality and service quality, two main indicators 

of e-government service quality. Based on these 

dimensions, Santos proposed eleven indicators, such as 

Ease of use, Appearance, Linkage, Structure and Layout, 

Content, Reliability, Efficiency, Support, Communication, 

Security, and Incentive. 

Table 1 shows the number of prior studies using 

information quality and service quality on the evaluation of 

e-government service quality with the main indicators. 

 

TABLE 1: E -GOVERNMENT SERVICE QUALITY 

DIMENSIONS 

 

Studies Approaches Dimensions for evaluation 

Aldwani and 

Palvia 

(2002) 

Web service 
quality 

Technical adequacy, Speciýc, 

Content, Content quality, and Web 

appearance. 

Barnes and 

Vidgen 
(2002) 

Website 

quality 

Usability, Design, Information, 

Trust, and Empathy 

Li et al. (2002) 

Web-based 

service 
quality 

Responsiveness, Competence, 
Quality of information, Empathy, 

Web assistance, and Call-back 

systems 

Yang and Jun 

(2002) 

E-service 

quality 

Reliability, Access, Ease of use, 
Personalization, Security, 

Credibility, Responsiveness, and 

Availability 

Cai and Jun 

(2003) 

Online 

service 
quality 

Content, Trustworthiness, 

Prompt/reliable service, and 
Communication 

Santos, (2003) 
E-Service 

quality 

Ease of use, Appearance, Linkage, 

Structure and Layout, Content, 
Reliability, Efficiency, Support, 

Communication, Security, and 

Incentive.  

Jun et al. 

(2004) 

Online 

service 
quality 

Reliable/prompt responses, 

Attentiveness, Ease of use, Access, 
Security, and Credibility. 

Zhang and 
Prybutok 

(2005) 

E-Service 

quality 

e-service convenience, risk, e-

satisfaction, and intention 

Parasuraman et 

al. (2005) 

E- service 

quality 

Reliability, Responsiveness, 

Competence, Access, Courtesy, 

Communication, Credibility, 
Security, Understanding, and 

Tangibles 

Lee and Lin 
(2005) 

Online 
service 

quality 

Web design, Reliability, 
Responsiveness, Trust, and 

Personalization 

Yang et al, 

(2005) 

Web portal 

quality 

Usability, Usefulness of content, 

Adequacy of information, 

Accessibility, and Interaction 
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Bauer et al. 

(2006) 

E-Service 

quality 

Functionality/ design, enjoyment, 

process, reliability, and 

responsiveness. 

Collier and 
Bienstock 

(2006) 

E-retail 
service 

quality 

Process dimension: functionality, 

information accuracy, design, 
privacy, and ease of use. Outcome 

dimensions: order accuracy, order 

condition, and timeliness. Recovery 
dimension: interactive fairness, 

procedural fairness, and outcome 

fairness. 

Cristobal et al, 
(2007) 

E-service 
quality 

Customer service, Web design, 
Assurance, and Order Management. 

Sohn and 

Tadisina 

(2008) 

E-service 
quality 

Trust, Customized communication, 

Ease of use, Website content 
Functionality, Reliability, and Speed 

of delivery. 

 

2.3 Findings from Literature Review 

Based on the literature review, this research found that all 

previous research focused on service quality and 

information quality when evaluating e-government service 

quality with the common indicators such as Site features, 

Security, Communication, Reliability, Customer support, 

Responsiveness, Information, Accessibility, Delivery, and 

Personalization. Service quality and Information quality are 

an only necessary condition. 

To clarify the evaluation of e-government service quality, 

this research proposes a new factor ï Perceived 

Organizational Impact (POI) and consider as a sufficient 

condition to evaluate e-government service quality. 

 

2.4. Perceived Organization Impact ï POI 

According to Hien, N. (2014) the quality of service depends 

on not only information quality and service quality but also 

depends on organization quality. The term of the 

organization in this research included all internal processes 

to deliver e-service to citizens. It is also considered as one 

of the essential elements of quality and related to back 

office, e-governance, management, and support from the 

organization. The above studies have appreciable 

management implications and worth considers developing 

fast, inexpensive, trustworthy and reliable quality service 

models for e-government. The perceived organizational 

impact would be influenced by various aspects but in this 

research, POI refers to the roles of Chief Information 

Officer (CIO) in an organization. 

According to Petter, 2007, the CIO can be defined as the 

highest ranking Information Technology (IT) executive 

who typically exhibits managerial roles requiring effective 

communication with the top management, a corporate 

board perspective in managing information resources, 

influence on organizational strategy, and responsibility for 

the planning of IT [13]. Today, the CIO must possess the 

leadership and communication skills to have the potential 

of doing ñbusinessò differently and more effectively, and 

leadership plays a great role in shaping and influencing 

organization and behavior and which will result in 

increasing organizational service quality. The role of the 

CIO in public sector has become as varied as the business 

models in place today and shown as the technology leader, 

the business leader, the strategist and mentor, and the 

corporate influence. 

CIOs are now expected to achieve quantum-leap 

efficiencies, produce previously unheard-of capabilities, 

create information out of disparate data sets, and provide 

citizen services that are so fast, accurate, and user-friendly 

that the publicôs trust in government achieves record 

heights [14]. According to Obi, from the past decades, the 

roles of CIO are changing. In the 1980s, known as the first 

generation of CIOs, the main roles of CIO are to manage 

information systems and information distribution in offices. 

In the 1990s - the second generation of CIOs, the main role 

was to implement and make plans for information strategy 

as a part of management strategies. In the 2000s, the third 

generation of CIOs appeared with the main task focused on 

ñmanagementò and Γstrategyò as a mediator between ICT 
and Management departments. Now, the CIOôs traditional 

role, which is one of managing information, IT systems, 

and cost, has itself transformed to create a new competitive 

advantage, new products, and new services. The first area 

of focus for CIOs involving their role is leadership, applied 

not only to their own IT organization but equally, to the 

wider enterprise and even beyond it [15] 

In this new world of technology-enabled transformation, 

government CIOs plays an increasingly important role. 

Keeping the governmentôs data centers up and running used 

to be good enough, but now, a CIOôs primary challenge is 

helping other government leaders see whatôs possibleð

then driving that vision of transformation through an 

organization [16]. To face and meet the increasing citizensô 

demand, the government also has to find new ways to 

create value for the business, treating users as customers 

and delivering a superior IT service quality. 

In the public sector, government CIO plays a very 

important role and has been recognized worldwide. Since 

2005, in the first International e-government ranking of 

Waseda Institute of e-government, the important role of 

CIO for e-government implementation was recognized. The 

CIO is expected to align management strategy with ICT 

investment in order to achieve a balance between business 

strategy, organizational reform, and management reform; 

hence, the Government CIO is considered by many 

governments to be one of the key factors in the success of 

e-Government implementation. In the Waseda e-

government ranking survey, the CIO indicator measures 

firstly for the presence of CIOs in government; secondly, 

the extent of their mandate; thirdly, the existence of 

organizations which foster CIO development, and finally, 

special development courses and the degree/quality to 

which they teach CIO related curricula. In this survey, due 

to government CIO is a very important indicator, therefore, 

it has accounted 15% in total scores with 25 questions on 

CIO Presence, CIO Mandate, CIO Organizations and CIO 

development programs [4]. Based on this survey, the 

government CIOs being the most likely candidate for 

making effective decisions regarding the allocation of 

limited resources, the CIO is expected to integrate 

management strategy with IT investment in order to 

achieve a balance between the business strategy, 

organizational and management reform and improve e-



29 

 

government service quality. Therefore, management, 

leadership, policy, and promotion are the roles of CIO that 

this research will discuss and evaluate. 

The analytical perspective in figure 1 shows the new 

methodology on the evaluation of e-government service 

quality, but this research has focused on Organization 

Quality factor only. 

 

 
FIGURE 1: ANALYTICAL PERSPECTIVE  

(Source: author) 

 

2.5. The Underpinning for Indicators Selection 

To find out the impact of organization on e-government 

service quality, this research proposes five indicators 

(Latent variables): (i) Management Optimization, (ii) 

Quality Management, (iii) Leadership, (iv) Policy, (v) 

Promotion and combining with two others latent variables 

on Perceived e-service quality (Reliability and 

Accessibility). 

To ensure that, these latent variables are important for 

evaluating POI, this research implemented the survey with 

21 professors, who participated in APEC TEL Workshop 

and 9th IAC Forum at the National University of Singapore 

in Singapore dated June, 17th, 2014. These professors came 

from 13 countries: USA, Philippines, Macao, Malaysia, 

Korea, Italy, Vietnam, Indonesia, Finland, Czech, Thailand, 

Singapore, and India. The survey asked them to test and 

select these indicators that affect to the evaluation of e-

government service quality. The table 2 below showed the 

final respondent results from them. 

 

TABLE 2: INDICATOR SELECTION  
Constructs Indicators Percentage Source 

Perceived 

Organizationa

l Impact 

Management 

Optimization 
33% 

Self-developed, 

Waseda Ranking 

Quality 

Management 
52% 

Self-developed, 

Waseda Ranking 

Leadership 86% 
Self-developed, 

Waseda Ranking 

Policy 62% 
Self-developed, 

Waseda Ranking 

Promotion 43% 
Self-developed, 

Waseda Ranking 

Perceived e-

Service 

Quality 

Reliability 43% Allard et al. (2003) 

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 POI on e-

government service quality. 

2.5.1 Management Optimization 

All governments understand that ICT can help governments 

to improve their internal processes, optimize the 

productivity and efficiency of activities in their ministries 

and departments. To improve administrative systems, 

government services must be available to all stakeholders 

and make immediate and continuous gains. Management 

optimization refers to e-government planning and strategies 

with linkages at the national and local levels (e-

municipality). This compasses the entire coverage 

government with well-defined targets. 

 

2.5.2 Quality Management 

It has four main components: quality planning, quality 

control, quality assurance and quality improvement. Quality 

management is focused not only on product and service 

quality but also the means to achieve it. 

 

2.5.3 Leadership 

In an organization, leadership is a process of social 

influence, which maximizes the efforts of others, towards 

the achievement of a goal in an organization. 

 

2.5.4 Policy 

The policy is a principle to guide decisions and achieve 

rational outcomes, in the context of this research, policy 

refers to the process of making important organizational 

decisions in all laws, legislation, strategy or plan on e-

government development. 

 

2.5.5 Promotion 

The e-government promotion indicator is evaluated by 

using a comprehensive list of parameters which judge the 

degree of development in each sector as well as the current 

status of each development in e-government promotion. It 

includes activities aimed at supporting the implementation 

of e-government such as legal frameworks and mechanisms 

(law, legislations, plans, policies, and strategies). In other 

words, these activities are carried out by the government in 

order to support the development of e-services and in-house 

operations. 

 

3. RESEARCH MODEL AND HYPOTHESES 

 

3.1. A Conceptual Framework and Research Model 

The conceptual model in this research is presented in figure 

2. The proposed conceptual model includes five latent 

variables and based on main categories perspective: 

Perceived Organizational Impact. 
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FIGURE 2: RESEARCH MODEL  

 

3.2. Hypotheses 

Based on the result of a survey from 21 professors who 

participated to APEC TEL and IAC Conference in 

Singapore in June 2014, this research selected five latent 

variables: Promotion, Management Optimization, Quality 

Management, Leadership, and Policy to evaluate perceived 

organization impact and e-service quality. Based on the 

conceptual model, there are six hypotheses are summarized: 

H1: Management Optimization positively influences the 

POI. 

H2: Quality Management positively influences the POI. 

H3: Leadership positively influences the POI. 

H4: Policy positively influences the POI. 

H5: Promotion positively influences the POI. 

H6: Perceived Organizational Impact positively influences 

the perceived e-Government service quality. 

 

4. RESEARCH METHODOLOGY  

4.1. Data Collection 

The collection of raw data to verify all indicators and 

testing the hypotheses, the survey by a questionnaire 

distributed to persons who participated in International 

Conference on Information Systems Management and 

Evaluation (ICIME) in Vietnam. To verify all factors 

proposed in this research, the questionnaire was sent 

directly by email. 

 

4.2 Methodology 

The quantitative method was selected to identify 

hypotheses and fitness of model as well as to summarize 

the method on evaluation e-service quality by using service, 

information, and organization quality factors. For this 

purpose, much previous research literature was reviewed to 

clarify these characteristics. To test the hypotheses, a 

methodology called Partial Least Squares (PLS) was 

employed in this research to verify the path relationship and 

correlation. The PLS method is a useful alternative to 

Covariance-based Structural Equation Modeling (SEM) and 

it can be a powerful method of analysis due to the minimal 

demands regarding measurement scales, sample size, and 

residual distributions. 

For testing the hypotheses and fitness of model as well as 

evaluating the appropriateness of five latent variables 

(indicators) and also getting the first results of evaluation of 

e-government service quality. The questionnaire includes 

57 questions and based on a seven-point Likert scale. The 

scale was measured from 1 (strongly disagree) to 7 

(strongly agree). These questions were sent directly by 

email to 130 participants who participated to the ICIME in 

Vietnam in 2013, the period of surveying from June, 17th 

to June, 26th, 2014. 

 

5. DISCUSSIONS 

5.1. Subheadings 

Construct 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 

for the reflective measurement model, it was suggested that 

Average Variance Extracted (AVE) and the composite 

reliability are higher than 0.5 and 0.7, respectively (Fornell 

and Larcker, 1981) [18] (Hair et al., 2006) [19]. In this table 

3, the AVE of Management Optimization, Promotion and e-

government quality latent variables are lower than 0.5, 

following the composite reliability of latent variables are 

0.4693, 0.0693 and 0.0907 are lower than 0.7. It means 

there are three latent variables are not significant. Based on 

the result of Table 3, all other latent variables such as 

Leadership, POI, Policy and Quality Management are 

significant and explain the e-government service quality. 

R2 shows how much the variance of the latent variable is 

being explained by the other latent variable. R2 is the 

coefficient of determination and equal 0.9687 for POI 

endogenous latent variable, this means that the manifest 

variables: Management Optimization, Quality 

Management, Leadership, Policy, and Promotion 

moderately explain 96.87% of the variance in POI. Finally, 

R2 for Perceived e-service quality is 0.7696 endogenous 

latent variable, it means POI latent variable moderately 

explain 76.96% of the variance in Perceived e-Service 

Quality. 

The coefficient of determination (R2) describes the share of 

the variance of an endogenous construct, as explained by 

the relationship in the model. The R2 of POI (0.9687) and 

Perceived e-Government service quality (0.7696) are very 

high. According to Ken et al., 2013 [20], they mentioned 

that, if R2 higher than 0.75, it means the correlation 

relationship among latent variables is substantial and 

according to McFarland and Hamilton, if R2 higher than 

0.3, it means the model is fitness. 

 

TABLE 3: MODEL QUALITY  

Constructs AVE Composite Reliability R2 

 > 0.5 
> 0.7 (Hair et al., 

2006) 
> 0.3 

Leadership 0.6011 0.8150  

Management 

Optimization 
0.3545 0.4693  

POI 0.9274 0.9746 0.9687 

Polity 0.8712 0.9640  
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Promotion 0.3650 0.0693  

Quality 

Management 
0.8023 0.9417  

Perceived  

e-government 

quality 

0.1366 0.0907 0.7696 

(Source: author) 

 

5.2. Path Coefficients Analysis 

There are six relationships including five factors of POI 

mentioned in this research, which implies that there are six 

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

called the path coefficients. They explain how strong the 

effect of one variable is another variable. In general, path 

coefficient should be larger than 0.2 in orders to 

demonstrate its significance [20]. Based on the results in 

figure 3, the value of path coefficient of Management 

Optimization and Quality Management lower than 0.2 it 

means the effect of Management Optimization and Quality 

Management to Service Quality have an insignificant 

relationship with POI, while Leadership, Policy, and 

Promotion are significant relationships with POI.  

To check convergent validity, each latent variableôs 

Average Variance Extracted (AVE) is evaluated, based on 

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

and Quality management are greater than the acceptable 

threshold of 0.5. For outer model weight and significance, 

based on figure 3, the correlation between POI and 

Perceived e-service quality equal 0.877, it means 

convergent validity is established [21]. 

 
  

FIGURE 3: PATH ANALYSIS AND MODEL 

FITNESS (Source: author) 

 

5.3. Hypothesis Testing 

Table 4 indicates that 5 hypotheses were signiýcantly 

supported by the data. In summary, Leadership, Policy, 

Promotion and Organizational Impact are identiýed as the 

main determinants of attitude toward perceived e-

government service quality. This research indicated that 

perceived organizational impact affected to e-government 

service quality. 

 

TABLE 4: HYPOTHESIS TESTING 

Hypothesis 
Hypothesized 

direction 
Findings 

H1: Management 

Optimization Ą POI 
+ Significantly Supported 

H2: Quality 

Management Ą POI 
- Insignificantly 

H3: Leadership Ą POI + Significantly Supported 

H4: PolicyĄ POI + Significantly Supported 

H5: PromotionĄ POI + Significantly Supported 

H6: POI Ą Perceived 
e-service quality 

+ Significantly Supported 

(Source: author) 

 

6. CONCLUSIONS 

This research selected 5 latent variables for evaluating e-

government service quality, but only three latent variables 

are significant for data collection. The reason why two 

latent variables are insignificant and also the limitation of 

this research is the data collection from the survey is not 

enough. However, the model is fitness with all indicators 

that this research selected.  

Based on the results of this research, besides the service 

quality perspective and information quality perspective that 

affected to e-government service quality, perceived 

organizational impact also influenced on the evaluation of 

e-government service quality. 

For the future research, this research will select Japan as a 

case study for evaluating e-government service quality by 

sending a questionnaire to 500 persons who participated in 

International Academy of CIO conference in Japan from 

2012 to 2014 and testing e-government service quality with 

three factors, service quality perspective, information 

quality perspective and perceived organizational impact. 
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ABSTRACT  
The millennial generation will shape the world of work for 

years to come.  When it comes to their careers, the 

Millennials want to be productive in a different way. They 

have high expectation on how an organization will treat 

them. Their career aspirations, attitudes about work, and 

knowledge of new technologies will be the culture of the 

21st-century workplace.  There are currently about 20 

millennials in Thailand which represents 30% of the 

population.  In this study, we collected the data from Thai 

millennials who work in Information and Communication 

Technology (ICT) industry on which factors influence their 

decisions when it comes to job changing.  The results have 

shown that supervisorsô influence, relationship with 

colleagues, and work environment are the three most 

important factors when Thai millennial ICT professionals 

make decision about job changing. A number of interesting 

findings about Thai millennials ICT professional are also 

discussed. 

 
Keywords-component; Thai millennial; job changing; ICT 

professional workforce 

1. INTRODUCTION 

By 2025, Millennials, those who were born between 1981 

and 2000, will comprise more than half of the global 

population and 75 percent of the workforce [1,2]. When it 

comes to their careers, the Millennials want to be 

productive in a different way. They want to work when and 

where they work best, whether at home, on the road, after 

hours, or part-time, and they want recognition for what they 

do [1]. According to one Pew Research study, 80 percent of 

Millennials expect regular feedback and recognition, 70 

percent expect flexibility and "me time," and one-third say 

they would choose these over higher pay. However, 

Millennials have demonstrated that they will change jobs 

more freely than past generations - turnover is nearly 

double the rate of Baby Boomers [1]. 

Millennials are population born between 1981 and 2000. 

Typically, they grew up with digital media, child-focused 

world, school shootings, AIDS, and 9/11 terrorist attacks  

[3,4].  As stated in Raines,  ñMillennials are sociable, 

optimistic, talented, well-educated, collaborative, open-

minded, influential, and achievement- oriented. They have 

always felt sought after, needed, indispensable. They are 

arriving in the workplace with higher expectations than any 

generation before them and they are so well connected that, 

if an employer does not match those expectations, they can 

tell thousands of their cohorts with one click of the mouse 

[5].ò  

Millennials firmly believe that because of technology, they 

can work flexibly anytime, anyplace and that they should 

be evaluated on work product not how, when or where they 

got it done [3].  A current Pew Foundation study reports 

that more than 80% of millennials sleep with a cell phone 

by the bed ñpoised to disgorge texts, phone calls, emails, 

songs, news, videos, games, and wake-up jingles. [6,7]ò 

The prevalence of portable wireless communication devices 

has dramatically affected communication and collaboration 

patterns. Texting has become the preferred channel of 

communication between teens and their friends [7]. These 

changes have affected nearly every aspect of millennialsô 

lives outside school.  

Millennials are seeking much more in return for their hard 

work than a paycheck and they are often looking for an 

adequate work/life balance.  In contrast to their boomer 

parents, Millennials seem to prefer ñmaking a lifeò over 

ñmaking a living [8].ò  In work, according to the 

generational differences chart [4], developed by The West 

Midland Family Centre, shows Millennials have a work 

ethic that is different than previous generations who had a 

ñlinearò working style and were used to a traditional 

working day.  The study stated:   

 

ñThey have high expectations of bosses and managers to 

assist and mentor them in attainment of professional goals, 

looking for meaningful work and innovation. They actually 

want long-term relationships with employers, but on their 

own terms. They want to be challenged, expect to work with 

positive people and company that can fulfill their dreams, 

and be treated with respect in spite of age. They would 

respond poorly to those who act in an authoritarian manner 

and/or who expect to be respected due to higher rank alone.  

They would like to have feedback and want recognition or 

reward for their deed.ò  

 

The study by PwC also states that work/life balance has 

always been a priority for millennials with 95% of 

respondents in their study saying the work/life balance is 

http://www.wmfc.org/uploads/GenerationalDifferencesChart.pdf
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important to them and 70% saying itôs very important [9].  

According to Ernst & Youngᾷs report ñGlobal Generations: 

A global study on work-life challenges across generations 

more millennials are moving into management [10]. Close 

to two-thirds (65%) of Gen X full-time employees manage 

the work of others, followed closely by millennials (62%). 

Coming in a distant third, less than half (46%) of boomers 

say they manage the work of others. This shift has taken 

place in the last five years, or 2009 2014 - 85% of 

millennial managers say they moved into management 

during this time. China has the largest percentage of 

millennial managers who moved into management (90%) in 

the last five years and the US the least (76%). However, US 

managers have more years of experience. Over twice as 

many US managers (46%) have been managing for over 10 

years than managers in other countries (21% on average).  

In Thailand, there are around 20 million millennials which 

represent about 30% of the population[11].  Thai 

millennials do not differ much from millennials in other 

parts of the world.  As many as 77 percent of Thai 

Millennials claim that they have more choices of how to 

live their lives compared to the global 69 percent [11].  

There are a couple of studies on the attitudes of Thai 

millennials on work and found that most millennials in 

Thailand value compensation, appropriate work scope, goos 

colleagues and supervisors more than job security or 

reputation of organizations they work for [12].   Prachak 

also studied the relationship between millennial workers 

and their current firms and found that Millennials value the 

importance of positive communication and relationship 

with others within firms more than compensation, position, 

or social status [13].  Finally, a recent study by 

jobsDB.com, a leading job listing portal in Southeast Asia, 

on what factors that make Thai employees change their 

jobs, found that the most important factors when employees 

in Thailand change their jobs are unsatisfied compensation, 

unsatisfied with current work, unclear career path,  and 

unsatisfied with currently assigned roles [14]. 

In this study, we focus on the Thai Millennials who work in 

Information and Communication Technology (ICT) related 

field to determine which factors that have an influence on 

how they make their decisions when it comes to changing 

their jobs.  The rest of the paper will describe scope and 

methodology, results, and finally, conclusion and 

discussion. 

 

2. SCOPE AND METHODOLOGY 

Data for this study were collected by authors on one of the 

largest IT Firms in Thailand that is interested in better 

understanding the views of the Millennials on jobs, 

organizations, careers and their perceptions of their 

organizations.  

 

2.1. Population 

The original data set included 65 employees of the firm. 

From this sample, we focused only on millennial 

respondents born after 1980. This population segment is 

important to organizations as they represent a major source 

of hiring for skilled jobs such as managers, pro- 

professionals, and technical workers. The median age of the 

respondents was 28 years. Table 1 presents the 

demographic profile of the respondents. 

TABLE 1: DEMOGRAPHIC PROFILE (N=65)  

Demographic Value N Percentage 

(%) 

Sex Male 3

0 

46.15 

 Female 3

3 

50.77 

 Not Specified 2 3.08 

Age 21-25  2

1 

32.31 

 26-30  2

0 

30.77 

 31-35  2

4 

36.92 

Marital Status Single 5

6 

86.15 

 Married 9 13.85 

Having 

Dependent 

Yes 4 6.15 

 No 6

1 

93.85 

Education 

Level 

Bachelor 4

5 

69.23 

 Masterôs degree 

or Higher 

2

0 

30.77 

Work 

Experiences 

< 1 year 1

2 

18.46 

 1-3 years 2

4 

36.92 

 4-8 years 1

8 

27.69 

 >  8 years 1

1 

16.92 

Roles System Engineer 1

2 

18.46 

 Business 

Consultant 

6 9.23 

 Developer 2

2 

33.85 

 Quality 

Assurance 

1

6 

24.62 

 System Analysis 6 9.23 

 Others 3 4.62 

(Source: Author) 

2.2. Measures 

In this study, we collected the importance of several factors 

that each respondent use to determine whether he/she will 

change his/her job. Factors that were used to ask each 

respondent are divided into groups; supervisor, colleague, 

career opportunity, work/life balance, direct/indirect 

benefit, and work attributes which they consider important 

to their work life. 

Respondents were asked to rate each factor within a group 

according to Likert scale rating from Very important (5), 

Important (4), Moderately Important (3), Somewhat 
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Important (2), Not Important (1). An example of questions 

within a group is illustrated in Figure 1. 

 
FIGURE 1: EXAMPLE OF QUESIONA IRES 

 

Likelihood of changing job was assessed using a single 

question. Respondents were asked to indicate whether they 

are likely to change their current jobs and how soon they 

would expect to happen. 

 

2.3. Analytic Procedure 

We first analyzed the attitudes toward job by performing 

simple statistical analysis by calculating average and 

variance of each factor.  We then conducted a number of 

analysis to determine whether the dependent variables in 

the study which are attitudes toward job were affected by 

demographic profile of the respondent using cross 

tabulation techniques. 

For likelihood of changing current job, logistic regression 

analyses were performed with attitudes toward job as 

independent variables. 

 

3. RESULT 

Respondents value the importance of supervisor as the most 

important factor in deciding whether to stay or leave the 

current job in our survey (avg = 4.36, s.d. = 0.510).  The 

second and third most important factor is colleagues (avg = 

4.30, s.d. = 0.569) followed by work environment (avg = 

4.21, s.d. = 0.601). Personal life, career opportunity, 

recognition, direct benefits, organization profile are 

moderately important.  Finally, indirect benefits, e.g. stock 

option, are the least important factor for deciding whether 

to stay or to leave current job.  The results are shown in 

Table 2. 

 
TABLE 2 : FACTORS INFLUENCING JOB CHANGING  

Factors Average SD Degree  of 

Importance 

Supervisor 4.36 .510 Very 

Important 

Colleague 4.30 .569 Very 

Important 

Work Environment 4.21 .601 Very 

Important 

Personal Life 4.19 .571 Important 

Advancement 3.99 .540 Important 

Job Characteristics 3.93 .468 Important 

Recognition 3.91 .599 Important 

Direct Benefits 3.88 .636 Important 

Physical Environment 3.72 .610 Important 

Factors Average SD Degree  of 

Importance 

Organization Profile 3.71 .505 Important 

Indirect Benefits 3.26 .860 Moderately 

Important 

(Source: Author) 

We then look into detail on the effect of demographic of the 

sample as indicated in Table 3 and 4. For importance of 

supervisor, our respondents expect a fair and well attitude 

supervisor.  They do not particularly concern about the 

relationship with their supervisor.  We also found that those 

who spend 9-12 hours in their office is more likely to 

concern about their supervisorôs attitude than those who 

spends less time in the office (t =-2.184, p=.033). 

 
TABLE 3 : IMPORTANCE OF SUPERVISOR  

Criteria Average Sd Degree  Of 

Importance 

Fairness Of 

Supervisor 

4.63 .519 Very 

Important 

Attitude Of 

Supervisor 

4.48 .591 Very 

Important 

Relationship With 

Supervisor 

3.98 .882 Important 

(Source: Author) 

On the importance of colleague, ICT professional value the 

important of teamwork, communication, and attitude of 

colleagues as very important to the millennials.  

Relationship with colleagues is moderately important 

except for those whose ages are between 26-30 (t=3.401, 

p=.040) rate relationship with colleagues as very important.   

 
TABLE 4 : IMPORTANCE OF COLLEAGUES  

Criterias Average Sd Degree  Of 

Importance 

Teamwork 4.48 .640 
Very 

Important 

Communication 4.35 .694 
Very 

Important 

Colleagueôs Attitute 4.25 .685 
Very 

Important 

Relationship With 

Colleague 
4.11 .732 

Important 

(Source: Author) 

 

Finally, the work environment is another highly important 

factor for millennial ICT professional in this study.  Two 

factors were rated most important for work environment are 

teamwork spirit and having a more casual environment 

workplace.  Organization culture that matches their lifestyle 

is also important but not as much as the previous two 

factors.  We further analyzed the effect of demographic on 

this factor and found that that millennial ICT professional 

whose age are 31-35 do not value work environment as a 

very important factor (t=-3.335, p=.042). 
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TABLE 5 : IMPORTANCE  OF WORK ENVIRONMENT  

Criteria Average Sd Degree  Of 

Importance 

Teamwork Spirit 4.34 691 
Very  

Important 

Casual Environment 4.29 .723 
Very 

Important 

Matched 

Organization 

Culture 

3.98 .787 

Important 

(Source: Author) 

As we mentioned in the previous section, in this study, we 

also collect whether this group of millennial ICT 

professionals will be leaving their jobs within one year.  

The results in Table 6 shows the result of this survey. 

 
TABLE 6 : JOB CHANGING BY DEMOGRAPHY  

Demog

raphic 

Value Will 

Not 

Change 

Job 

% Will 

Chan

ge 

Job 

% 

Sex Male 18 50.00 12 50.00 

 FEMALE 16 49.49 17 51.51 

Age 21-25  8 38.10 13 61.90 

26-30  15 75.00 5 25.00 

31-35  13 54.16 11 45.84 

Maritia

l Status 

Single 30 53.57 26 46.43 

MARRIE

D 

6 66 .67 3 33.33 

Having 

Depend

ent 

Yes 2 50.00 2 50.00 

NO 34 55.73 27 44.27 

Educati

on 

Level 

Bachelorôs 24 53.33 21 46.67 

MASTERô

S 

12 60.00 8 40.00 

Current 

Job 

Experie

nce 

< 1 Year 6 50.00 6 50.00 

1-3 

YEARS 

10 41.66 14 58.34 

4-8 

YEARS 

10 55.55 8 44.45 

>  8 

YEARS 

10 90.90 1 9.10 

Changi

ng Job 

Experie

nce 

Never 20 57.14 15 43.86 

1-2 TIMES 13 52.00 12 48.00 

3-5 TIMES 3 60.00 2 40.00 

Job 

Role 

Software 

Engineer 

8 66.67 4 33.33 

Consultant 5 83.33 1 16.67 

Developer 12 54.54 10 45.46 

QA 6 37.50 10 62.50 

SA 5 83.33 1 16.67 

OTHER 0 0 3 100.0 

(Source: Author) 

 

As we can see from the table, there are numbers of 

interesting findings to point out here from our sample:   

Younger millennial ICT professionals (21-25 years old) are 

more likely to change job than those who are older (62% vs 

25% and 45% for 26-30 and 31-35 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. 

System analysts (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 has unidentified role in our sample has 100% chance 

of changing his/her job than other roles.   

Those who work spend 9-12 hrs at the office are less likely 

to change job (64% vs 36%) 

Sex, Marital status, dependency, and history of changing 

job do not really affect the decision of millennial ICT 

professionals to change job. 

Other than analyzing decision to change job against 

demographic profile, we also try to determine a relationship 

between decision to 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 Se B b T P 

Job 

Satisfacti

on 

-0.344 0.08

7 

-

0.429 

-

3.996 

**0.000 

Compens

ate-On 

-0.344 0.05

3 

-

0.362 

-

3.304 

0.002** 

Mentorin

g/Coachi

ng 

-0.344 0.06

7 

0 .222 2.011 0.049* 

(Source: Author) 

 

From Table 7, it turns out that those who value job 

satisfaction as the most important factor for millennial ICT 

professionals to stay or leave their jobs.   The higher the 

satisfaction an ICT millennial is, the less likely that he/she 

will change his/her current job.  Compensation and 

availability of mentoring/coaching at the current company 

also provide the same effect as job satisfaction on decision 

to changing job.  

 

4. DISCUSSION AND CONCLUSION 

The primary objective of this study was to investigate 

which factors that 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 become majority 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 importance on 

having a fair and well-attitude supervisor.  Moreover, they 

also expect to have good colleagues to work with. They 

also value the importance of having a nurturing work 

environment that are casual and promote teamwork spirit.  
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These findings support the work of previous works finding 

that millennials may be more loyal to their colleagues and 

supervisors than to their organizations [Ng, Lancaster]. 

We also examine if there are differences in attitudes among 

the millennial ICT professionals that are attributable to 

demographic factors.  We found that there are some 

differences exist in the attitudes within this group of 

millennials, based on traditional demographic groups such 

as gender, age, and marital status as well as work 

experience but found no significant differences within the 

group. 

Finally, we found that job satisfaction, compensation, and 

availability of coaching and mentoring are the major factors 

that influence millennial ICT professionalsô decision when 

they decide to stay or leave their current jobs.  We think 

that future research on the detail of these particular factors 

will be worth pursuing. For example, how to increase job 

satisfaction among millennials 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 

Social media's influence in the 2016 US presidential 

election has been stronger than it has ever been before and 

has led to the traditional media and the Democratic and 

Republican parties to lose "dominance" of public opinion to 

the "digital revolution". 

During their primary campaigns, candidates tweeted about 

10 ï 15 times a day to express their positions, to attack 

each other, to retweet endorsements, to encourage people 

to vote, to give news previews and a lot more. As a result, 

Twitter has become the most important communication 

channel for both Donald Trump and Hillary Clinton. 

The more candidates used Twitter to broadcast their 

thoughts, the more people retweeted them spreading their 

messages and journalists mentioned tweets in their election 

coverage creating a virtuous circle that brought more and 

more attention to the micro-blogging platform. 

This article analyzes the tweets of Hillary Clinton and 

Donald Trump in order to understand the communication 

strategies performed through this media. 

 

Keywordsð Twitter, US Elections, communication, 

content analysis 

 

1. BACKGROUND AND LITERATURE REVIEW  

 

1.1. Twitter and politics in US  

The rise of Twitter signaled a change in politics as 

profound as the one which occurred in 1960 when John F. 

Kennedy showed the effectiveness of television as a 

campaign tool. According to political analysts, Kennedy 

successfully secured the presidency in 1961 primarily due 

to his effective campaign use of new mass media and his 

appeal to young adults. Forty-eight years later, Barack 

Obama not only became the first African-American 

presidential candidate but, following the path of President 

Kennedy, he was also the first to use a new form of mass 

media ï this time social media ï as a political campaign 

platform. ñThinking weôre only one signature away from 

ending the war in Iraq.ò With this message in April 2007, 

then-senator Barack Obama began the very first Twitter 

campaign for president and, in the process, launched one of 

the first demonstrations of the power of the social media 

platform to influence politics and political debate. Obamaôs 

first tweet came little more than a year after Twitter founder 

Jack Dorseyôs first tweet on March 21, 2006. 

When Obama started, only 69 members of Congress had 

Twitter accounts. Just three months later, that number had 

nearly doubled to 134 [1]. As of May 2011, 387 members 

of Congress were on Twitter, according to Tweet-

Congressôs website. Moreover, to help politicians and 

government employees to better understand Twitterôs 

potential, former congressional staff member Adam Sharp 

(called by The New York Times "the human embodiment 

of Twitterò) was hired as Twitterôs Washington liaison, in 

order to help the ñgovernment better communicate with 

constituents.ò [2]. 

While it might seem strange that politicians took so quickly 

to Twitter and other social media sites (given that most of 

them have existed for only a handful of years), the reason is 

simple: the websitesô popularity was too big to ignore. 

Already in 2011 more than 1 billion people were active on 

some social media. 

However, during those years, Twitterôs potential was yet to 

be fully understood and exploited by politicians.  

Even Obamaôs 2012 campaign, a point of reference in the 

Western world and considered a model for web use in 

political communication, used social media undirectionally. 

In general, politiciansô Twitter use was characterized as yet 

another expression of traditional top-down communication 

models. The conversational component was sacrificed in 

favor of those that enable the distribution of prepackaged 

messages, delivered by the politician as though to a passive 

television audience rather than to interactive users of social 

media. In other words, political leaders didnôt use Twitter to 

interact, engaging only in the one-to- many communication 

typical of broadcast media. 

It has been nine years since Barack Obamaôs first tweets 

changed forever the way in which politicians communicate 

and helped propel a young senator from Illinois into the 

White House. But the 2016 campaign saw a whole new 

level of use. Twitterôs early promise as a political tool had 

become ingrained as a political reality. Social media 

channels are now a primary focus of campaigns both for 

reaching voters and developing their campaign narrative. 

Among different social networks, it is Twitter that is 

shaping up as the primary social network for campaign 

outreach and testing supporter enthusiasm. Leveraged 
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effectively, a candidateôs Twitter profile can drive 

engagement, convert the unenthusiastic non-voter into a 

motivated volunteer for the campaign, and drive free media 

attention to the issues and values of the campaign. In 2016, 

social media exerted an unprecedented influence on a U.S. 

presidential election, driving, rather than merely following, 

developments in the 2016 presidential elections. 

 

1.2. Tools for tweets evaluation 

Twitter is an excellent source of current information. Data 

extracted from Twitter is used by researchers to answer a 

variety of questions related to specific situations, events or 

behaviors. Depending on the aims, different tools can be 

used to collect data and this phase is the one which remains 

the most challenging aspects of Twitter-based research. 

Both quantitative and qualitative activities can be 

performed. 

There is not one accepted standard for the quantitative 

description of user activities on Twitter. The need is a 

flexible enough tool to be applied to a wide range of 

communicative situations [3]. 

Social network analysis (SNA) has emerged as a key 

technique in the social and behavioral sciences as well as in 

other major disciplines [4]. In the online environment, 

social network analysis has been used in research to 

examine social relationships (e.g., [5] and online 

communities (e.g., [6, 7]. It was employed to examine the 

network structure of an online community for smoking 

termination [7], the construction of online extremist 

political networks [6], online and social media roles in 

social-image construction [8], and the construction of an 

online knowledge-building community [9]. Furthermore, 

Clavio et al. [10] selected social network analysis to 

analyze the social network of a Big Ten football teamôs 

Twitter community, while Cheong, France et al. [11] 

focused on the tweets extracted during the Australian 2010-

2011 floods.  

A simple way to analyse temporal trends in a Twitter 

corpus would be to sample a specified number of tweets at 

different time periods, such as at the beginning, middle, and 

end, and then use a content analysis [12] to classify the 

samples. The objectives of a content analysis of Twitter 

data can be as diverse as the possible methodological 

procedures. Traditionally, content analysis does not 

necessarily require special software, and might as well be 

carried out manually or with common spreadsheet software. 

There is a wide range of Computer-Assisted Qualitative 

Data AnalysiS (CAQDAS) software that can be used for 

different types of digital content analyses. Whereas most of 

the common tools incorporate instruments to analyse 

quantitative (numeric) data as well as qualitative data (e.g., 

MAXQDA, QDAMiner, ATLAS.ti, Qualrus, NVivo), the 

range of the analytical features varies [13]. 

The most widely used way of evaluating tweets is text-

based sentiment analysis which predicts the sentiment 

content of texts based upon features it identifies, such as the 

words used and the presence of emoticons. Automatic 

sentiment analysis has become popular over the past 

decade, especially for web data [14]. It focuses largely on 

identifying positive and negative, as well as the absence of, 

sentiments using linguistic algorithms [15]. While 

SentiStrength has been developed for short online texts, 

Sentiment140 was particular implemented to analyse 

tweets, providing one sentiment value per tweet on a scale 

from 0 (negative) to 4 (positive). 

It is important to assess also the specific capabilities of the 

sentiment analysis tools as for 

example, Natural Language Processing (NLP) tools are not 

able to detect irony. Or as Friedrich, Natalie, et al. [16] 

show in their analysis current sentiment tools are not able to 

accurately detect sentiments for the specific context of 

tweets discussing academic papers.  

Mohammad et al. [17] generated a sentiment lexicon from 

the sentiment 140 corpus [18] which contains positive and 

negative emotions. Through this methodology, they 

generated two large wordïsentiment association lexicons, 

one from tweets with sentiment-word hashtags, and one 

from tweets with emoticons. In literature, the most 

frequently used lexicons include the NRC Emotion Lexicon 

[19] with about 14,000 words, the MPQA Lexicon [20] 

with about 8,000 words, and the Bing Liu Lexicon [21] 

with about 6,800 words. 

In the political context, Karkēn, Naci, et al. [22] use the 

critical discourse analysis (CDA) which ñtraces cultural and 

ideological meaning in spoken and written textsò [23] by 

involving the broader socio-political and socio-cultural 

contexts. They apply this methodology specifically because 

it considers that both discourse and ideology concepts 

together. 

The sheer volume of users, tweets, and hashtags has made 

the site a suitable area also for quantitative data analysis 

and ñbig dataò number-crunching. 

Qualitative methods, such as interviews, ethnographic 

observations, and content analysis, provide a rich source of 

data that allow going beyond description. For instance, 

qualitative methods can help distinguishing general 

communicative or social media behaviour from behavior 

that is specific to a platform. Qualitative methods can also 

reveal much about social norms, appropriateness, or larger 

social concerns about technology [24]. 

Many academics have investigated the phenomenon of 

social media in politics and developed their theories. Many 

researchers suggest that a societyôs reliance on social media 

can positively influence civic engagement, reduce 

information costs and increase voter turnout [25]. 

Moreover, social media help engaging young people, as 

they are more comfortable with the technologies and have a 

higher desire of belonging to a social group [26]. However, 

other research highlighted also negative effects related to 

the increase use of social media. One fear is that social 

network users will continue spending more time interacting 

remotely with people rather than face-to-face, a trend that 

could inhibit peopleôs ñin personò social skills. Moreover, 

on such platforms, people seem more willing to express 

negative views (or even attack others) because of their 

increased sense of anonymity [27]. Another concern is that 

social networking sites encourage users to isolate 

themselves politically. Thus they are rarely exposed to 
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views that challenge their own [25, 28]. This belief is 

supported by one of the oldest theories of communication 

research which is selective exposure. Selective exposure is 

the tendency of people to expose themselves to information 

in accordance with opinions already held by them. Media 

environments that allow audiences a lot of choices seem to 

foster this tendency [29, 30]. This theory is one of the 

building blocks of communication research and has 

received a lot of attention in the context of news gathering 

on the internet, as this seems to be the media environment 

with the largest opportunities to choose different sources of 

information [31-33] In this theoretical context, researchers 

have discussed the tendency of Twitter users to follow 

accounts of politicians belonging to parties they support 

and generally to use social networking services to find 

information in accordance with their political views [34, 

35]. 

 

2. AIM OF THE STUDY  

The purpose of this study is to highlight the main 

differences between the Twitter strategies of Clinton and 

Trump. Differences in terms of both the utilization of 

Twitter features such as link, media, and hashtag, but also 

in terms of what candidates are really talking about on the 

social network. Are they talking about political issues (such 

as healthcare or education)? Are they attacking other 

candidates? Are they asking people for their vote? And 

above all, which of this content type has the highest 

correlation with favorites and retweets (which means, what 

type of tweet users prefer to read and share on Twitter)? We 

want to underline that the aim of the study is not to find 

who has the better Twitter strategy, but simply to 

understand what candidates (and their teams) think is the 

best way to present their person and to exploit a tool that 

connects them with millions of people. 

The main addressed questions are the following: 

Å Which are the main similarities and differences in the 

Tweetsô ñanatomyò of Hillary Clinton and Donald 

Trump? 

Å What are Hillary Clinton and Donald Trump really 

talking about on Twitter? 

Å Which effects does the Tweets content have on the 

favorites and retweets they get? 

 

3. METHODOLOGY  

In order to analyze the Twitter strategies of both candidates 

the first step consisted into downloading their tweets. 

Twitter provides developers with limited access to its 

databases through APIs (Application Programming 

Interface) that allow to obtain tweets containing specific 

keywords or hashtags and tweets posted by specific users. 

APIs alone, however, are not sufficient to get data from 

Twitter. What we also need is Python which is a general-

purpose language that can be extended and embedded in 

other applications. Through Python we created a library to 

connect to Twitter API and download the data. The script 

used to download the tweets is shown in figure 1 and 

allowed the download of: 

Å The tweet ID, which is a unique number associated 

with each tweet; 

Å The text of the tweet; 

Å The date and time in which the tweet was published; 

Å The number of retweets each tweet obtained; 

Å The number of favorites each tweet obtained; 

Å The name of the user the account is replying to, if the 

tweet is a reply; 

Å The name of the user who tweeted; 

Å The used hashtags; 

Å The embedded links; 

Å The embedded media. 

 

 
FIGURE 1: THE ADOPTED PYTHON SCRIPT 

 

The downloadôs result was a total of 3580 tweets for Trump 

and 3856 for Clinton. Tweets were then evaluated for the 

quantitative analysis using Excel and Kstat (which is a set 

of macros added to Excel that enable to perform a series of 

statistical studies) and for the qualitative ones using NVivo, 

a qualitative data analysis (QDA) computer software that 

supports qualitative and mixed methods research. Itôs 

designed to help organize, analyze and find insights in 

unstructured, or qualitative data like: interviews, open-

ended survey responses, articles, social media and web 

content. 
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 4.DATA ANALYSIS AND DISCUSSION 

 

4.1. Quantitative Tweets Analysis  

Trump has been active on Twitter since March 2009 while 

Clinton since April 2013. At the beginning of July 2016, 

Trump had 9, 6 million followers and Clinton had 7, 3 

million. Both candidates had a consistent growth of their 

followersô since primaries began in February, respectively 

+37% for Trump and 27, 5% for Clinton. However, these 

data should be carefully considered, due to the fact that 

both candidates have been accused of buying fake followers 

in order to appear more popular. 

 
TABLE 1. AVERAGE DAILY  TWEETS PER MONTH  

Average daily tweets Clinton Trump  

October 2015 18,47 24,93 

November 2015 14,33 18,1 

December 2015 10,97 18,77 

January 2016 16,77 14,52 

February 2016 22,41 15,34 

March 2016 16,03 12,87 

April  2016 14,6 8,73 

May 2016 11,23 10,45 

June 2016 15,82 9,05 

Average tweets Total 15,63 14,75 

(Source: Author) 

Table 1 shows the candidatesô average daily tweets each 

month: Clinton tweeted on average 15, 63 times a day while 

Trump 14, 75. Considering the single months, we canôt 

identify a specific correlation between Clintonôs and 

Trumpôs data. In fact, there arenôt specific months in which 

both candidates tweeted the most or the least. Moreover, the 

variance is pretty high for both, implying that they tweeted 

when they had something to say and not just to reach a 

predetermined amount of posts. 

TABLE 2. AVERAGE OF DAILY FAVORITES AND 

RETWEETS (Source: Author) 

Tweets/day Clinton Trump  

Average Favorites 2487,26 8398,88 

Average Retweets 1372,9 3160,08 

 

Table 2 shows the average of daily favorites and retweets 

which confirm that, despite Clinton tweeted the most, it is 

Trump who on average gained the most favorites and 

retweets. The difference is really consistent, with the 

Republican candidate obtaining +130% retweets and 

+238% favorites compared to the Democratic one. 

 

Table 3 and 4 show an in-depth time analysis of tweets, 

favorites, and retweets. 

 

TABLE 3. TWEETS PER HOUR RANGE  (Source: 

Author) 
 

Tweets/hour 

range 

Clinton Trump  

11.00am-2.00pm 319 750 

3.00pm-6.00pm 979 700 

7.00pm-10.00pm 1014 748 

11.00pm-2.00am 1147 732 

3.00am-6.00am 388 498 

7.00am-10.00am 1 150 

TABLE 4. FAVORITES A ND RETWEETS PER HOUR 

RANGE (Source: Author) 

 Clinton Trump  

 Average of Average age of 

Hour 

range 

Favorites Retweets Favorites Retweets 

11.00am 

2.00pm 

2084,54 1147,81 8843,5 3296,65 

3.00pm 

6.00pm 

2772,61 1737,48 8483,9 3398,17 

7.00pm 

10.00pm 

2165,64 1187,99 9003,86 3494,95 

11.00pm 

2.00am 

2616,95 1302,73 8428,09 3039,51 

3.00am 

6.00am 

2560,30 1331,3 6896,93 2475,12 

7.00am 

10.00am 

641 387 7606,03 2558,73 

As Table 4 proves, the best time for Clinton to tweet was 

between 3PM and 6PM. In fact, during this hour range she 

got on average the most favorites and retweets. On the other 

side, for Trump, the most profitable time to tweet was 

between 7PM and 10PM. Moreover, Table 4 shows that, 

while Trump tweeted the most in the hour-range in 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 the influence of links and 

media on retweets and favorites. 
 

TABLE 5. INFLUENCE OF LINKS ON RETWEETS 

AND FAVORITES  

 With Links  Without Links  

 Average 

of 

favorites 

Average 

of 

retweets 

Average 

of 

favorites 

Average 

of 

retweets 

Clinton 2241,27 1308,23 2751,83 1442,46 

Trump  6766,69 2949,72 8859,87 3219,49 

(Source: Author) 
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TABLE 6. INFLUENCE OF MEDIA ON RETWEETS AND 

FAVORITES  

 With Media  Without Media  

 Average 

of 

favorites 

Average 

of 

retweets 

Average 

of 

favorites 

Average 

of 

retweets 

Clinton 2581,79 1340,39 2446,42 1386,95 

Trump  9453,52 3845,89 8166,95 3009,26 

(Source: Author) 

 

Table 5 surprisingly shows that including links in their 

tweets didnôt increase the retweets and favorites for neither 

candidate. On the other hand, Table 6 highlights that media 

embedding had a positive effect for Trump (+15, 8% 

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

Clinton there was almost no change between the two 

scenarios. 

To sum up, we can say that a tweet with a media has a 

stronger impact on the usersô response than a link, thanks to 

its immediacy and direct engagement (but in our case this is 

true only for Donald Trump). 

Table 7 shows that Trumpôs most used hashtags are related 

to himself (#Trump2016,#votetrump), his campaign 

(#MakeAmericagreatAgain is his slogan) and his political 

party (#GOPdebate). On the contrary, Clintonôs most used 

hashtags are related to both the democratic and the 

republican debates (#DEMdebate, #DEMTownHall, 

#GOPdebate) and to her campaign (#Imwithher is her 

slogan), while surprisingly thereôs no frequently used 

hashtag related to her name (like for example 

#HillaryClinton or #Clinton2016). Moreover, Table 8 

shows that, on average, the presence of hashtags has a 

negative influence on both Trumpôs and Clintonôs favorites 

and retweets. 

TABLE 7. MOST USED HASHTAGS 

Clinton Trump  

Hashtag N° Time 

used 

Hashtag N° Time 

Used 

#DEMdebate 222 #Trump2016 475 

#GOPdebate 172 #MakeAmerica 

greatAgain 

327 

#ImWithHer 142 #voteTrump 99 

#DEMTownHall 56 #GOPdebate 36 

(Source: Author) 

 

TABLE 8. INFLUENCE O F HASHTAGS ON 

RETWEETS AND FAVORIT ES (Source: Author) 

 

 

With  Hashtags Without  Hashtags 

Average 

of 

favorite

s 

Avera

ge of 

retwe

ets 

Average 

of 

favorites 

Avera

ge of 

retwee

ts Clinton 1450,06 941,21 2893,51 1541,99 

Trump  7783,98 2998,46 8630,17 3220,87 

 

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

 

 N° Retweets N° Replies 

Clinton 848 124 

Trump  96 10 

 

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

Clinton Trump  

Account 

retweeted 

N° time 

used 

Account retweeted N° 

Time  

used 

@TheBriefing2016 179 @EricTrump 14 

@HillaryforNH 67 @DonaldJTrumpJr 7 

@HillaryforIA 32 @JoeNBC 5 

@HFA 25 @AnnCoulter 4 

@HillaryforSC 24 @CLewandowski_ 4 

 

TABLE 11. ACCOUNTS REPLIED TO THE MOST  
(Source: Author) 

Clinton Trump  

Replied to N° time Replied to N° time 

@HillaryClinton 105 @elizabethforma 2 

 

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 for the most part accounts 

related to her campaign while Trump returned tweets from 

his sons, journalists, and TV hosts. Interesting it is also the 

fact that Clinton replied almost entirely to herself. This 

ñreply-to-yourself behaviorò could represent a shift in the 

way we view the tweet itself. In fact, when you can easily 

string tweets together, the 140-character 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 

canôt just say that Trumpôs higher success is due to his 

higher number of followers. First of all, different studies 

show that he has the higher number of fake followers and 

secondly a tweet can be liked and retweeted also by a 

person who is not following the account which posted it. 

Moreover, it must be clear that thereôs no evidence that 

more retweets and favorites lead to more vote and this is 

not what we are trying to imply. Itôs simply curious that, 

despite Clintonôs intense use of all Twitterôs functions 

commonly associated with a higher success [36], at the end 
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of the day it is Trump who brings home the most favorites 

and retweets. 
 

4.2. Qualitative  tweets analysis  

Nvivo allowed us to perform word frequency analysis, 

which showed the most used words in a given text. All 

tweets collected for each candidate were uploaded in Nvivo 

and analyzed. Figure 2 and 3 show the results of the 

queries: 

FIGURE 2. CLINTONôS WORD CLOUD (Source: 

Author) 
 

FIGURE 3. TRUMPôS WORD CLOUD  (Source: Author) 

 

The two word clouds show in a catchy way the candidatesô 

most used word, with the font size indicating their 

frequency of use. As we could expect both tweeted the most 

about themselves, with Trump writing ñ@realdonaldtrumpò 

704 times and Clinton writing ñHillaryò 994 times. For the 

purpose of this analysis, in Table 12 and 13 we will group 

those words into general categories, referring to: 

Å Verbs (words that suggested action); 

Å America (words that were patriotic, spoke about the 

country); 

Å Time (references to today, yesterday, tomorrow and 

the like); 

Å Opponent (references to another candidate); 

Å Personal (references to the candidate making the 

tweet, usually a name or a personal attribute); 

Å Media (such as TV channels and newspapers). 

TABLE 12. TRUMPôS MOST USED WORDS (Source: 

Author) 

Trump  

Categories Words 

Verbs Thank, make, get, like, vote, going, win, 

want, love, see, show, enjoy, watch, 

interviewed, support, join, got, need, 

won, run, made, beat 

America #makeamericagreatagain, America, Iowa, 

country, Carolina, New Hampshire 

Time Tonight, time, night, today, tomorrow, 

morning, day, soon, year 

Opponent Hillary, Cruz, Ted, Rubio, Clinton, Jeb, 

Marco, Obama, Bush, @jebbush, 

Carson, Kasich 

Personal @realdonaldtrump, trump, #trump2016, 

donald, republican, #votetrump, gop 

Media @foxnews, @CNN, media, @megynkelly 

 

TABLE 13. CLINTONôS MOST USED WORDS 
(Source: Author) 

 

Clinton 

Categories Words 

Verbs Thank, make, need, get, vote, like, let, 

want, win, going, watch, know, care, 

love, see, keep, support, got, work, 

made, stand, help, take, join, fight 

America America, country, Iowa, Americans, America, 

New Hampshire 

Time Time, now, today, tonight, day, night, years, 

year 

Opponent Trump, @realdonaldtrump, #trump2016, 

donald, cruz, #gopdebate, republican, ted, 

rubio, republicans, gop 

Personal Hillary, @hillaryclinton, #demdebate, clinton, 

@thebriefing2016 #imwithher 

Media @foxnews, @CNN 

 

As the two tables highlight, and contrary to what may seem 

from the word clouds, the 2 candidatesô most used words 

are very similar in all categories taken into account. In fact: 

Å Both tend to write a lot about themselves, using their 

account, their name and surname and hashtags 

related to them; 

Å Both wrote many times about their opponents but, 
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while Trump, as we could expect, mentioned 

Clinton and his Republican competitors, Clinton 

also mentioned more the Republican candidates 

compared to his direct competitor in the democratic 

primaries (Bernie Sanders); 

Å Both used words which refer to temporally close 

moments (tonight, today, tomorrow); 

Å Both tweeted a lot about America and states like 

Iowa and New Hampshire (which were the first two 

states in which primaries took place); 

Å Both mentioned CNN and Fox News, with Donald 

Trump talking also about media in general and 

Megyn Kelly, a journalist with whom he had a 

famous quarrel; 

Å Finally, regarding verbs, they both used words 

which remind action and change like: make, let, 

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

Moreover, they frequently use the verb ñthankò to 

show gratitude to people who vote or endors them. 

Word trees (figures 4 and 5) depict multiple parallel 

sequences of words. They are used to show which words 

most often follow or precede a target word (e.g., "Clinton 

is...") or to show a hierarchy of terms (e.g., a decision tree). 

They enable rapid querying and exploration of bodies of 

text. We have exploited this tool to understand which 

words, sentences, and concepts each candidate associates 

the most to the opponent. 

 

 
 

FIGURE 4. CLINTONôS WORD TREE ï HOW 

TRUMP TALKS ABOUT HER  

 
 

 
 

FIGURE 5. TRUMPôS WORD TREE ï HOW 

CLINTON TALKS ABOUT HIM  

 

Figure 4 and 5 give us an in-depth look on what Clinton 

bases her attack on Trump and vice versa. Starting from the 

Republican nomineeôs tweets, Clinton is described most as 

dishonest, not qualified, corrupted politician, who wants to 

abolish the Second Amendment (which protects the right of 

the people to keep and bear arms) and allows illegal 

immigrants into the country. Moreover, sheôs accused of 

having no talent, no leadership ability, and no judgment. On 

the other side, Trump is described as dangerous, reckless, 

divisive and for these reasons unfit to assume a role which 

requires handling critical situations. Also, heôs accused of 

having dangerous political ideas like punishing women for 

seeking an abortion, authorizing guns in schools, denying 

climate change, and reducing wages. 
 

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 proposed were not 

predetermined but emerged during the reading and were 

finally identified into: 

Å Attack: tweets which consist into attacking people 

who expressed opinions against candidates or 

criticized them. Example: ñCrooked Hillary Clinton is 

a fraud who has put the public and country at risk by 

her illegal and very stupid use of e- mails. Many 

missing!ò ï Donald Trump; 

Å Compliment to others: tweets candidates write to 

express their support, gratitude, respect, and 

admiration toward other people. Example: ñThe 

POLICE in Paris did a fantastic job. Very brave - not 

easy!ò ï Donald Trump 

Å Endorsement/compliment from others: retweets of 

endorsement and/or compliments received or tweets 

candidates write to thank people for their 

endorsement/compliments. Example: ñ@NYTimes on 

Hillary: "One of the most broadly and deeply qualified 

presidential candidates in modern history.ò - Hillary 

Clinton; 
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Å Event reminder: tweets candidates write mostly to 

remind people their TV appearance, events 

participation or voting places and hours. Example: ñI 

will be interviewed by @LouDobbs tonight on 

@FoxBusiness 7PM ETò ï Donald Trump; 

Å Issue: tweets written by candidates to express their 

position and opinion on specific political issues. 

Example: ñIt's a simple idea: Those who have 

benefited the most from our economy should pay their 

fair share in taxes.ò ï Hillary Clinton; 

Å Self: tweets candidates write to talk about themselves, 

their campaign, aims, and achievements. Example: "I 

am not a single-issue candidate and I do not believe 

we live in a single-issue country." ï Hillary Clinton; 

Å Thank: tweets candidates write to thank their 

supporter and people who voted for them. Example: 

ñThank you New York, and Pennsylvania! 

#Trump2016ò ï Donald Trump; 

Å Other: tweets which donôt fall into any of the previous 

categories. Example: ñSo much to be thankful for. 

Wishing a happy Thanksgiving to you and yours.ò ï 

Hillary Clinton. 

Tweets of both candidates were all divided into these 

categories. When a tweet could possibly belong to multiple 

classes it was assigned to the predominant one. For 

example, this tweet written by Hillary Clinton: ñDonald 

Trump said women should be punished for seeking an 

abortion. That's not a distraction, it's a disgraceò, refers 

both to an issue (abortion) and an attack to his rival Trump. 

However, itôs evident that the tweet was written more with 

the aim to criticize Trumpôs position than to express her 

own. 

 

TABLE 14. TRUMPôS TWEETS PER CATEGORY 

Trump  

Category N° tweets % 

Attack 1508 42,15% 

Compliment to others 74 2,07% 

Endorsement/compliment  

from others 

336 9,40% 

Event reminder 442 12,35% 

Issue 105 2,93% 

Self  491 13,72% 

Thank 492 13,75% 

Other 130 3,63% 

(Source: Author) 
 

TABLE 15. CLINTONôS TWEETS PER CATEGORY 
 

Clinton 

Category N° tweets % 

Attack 952 24,74% 

Compliment to others 148 3,85% 

Endorsement / compliment  

from others 

316 8,21% 

Event reminder 243 6,31% 

Issue 1164 30,25% 

Self  620 16,11% 

Thank 243 6,31% 

Other 162 4,21% 

(Source: Author) 
 

Tables 14 and 15 show the result of the categorization and 

highlight significant differences between the two 

candidates. A vast majority of Trumpôs tweets (42, 15%) is 

represented by attacks to other people, not just politicians 

but also journalists, TV hosts, actors, musicians and anyone 

else who ever publicly criticized the Republican candidate. 

The New York Times has published and constantly updated 

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

can be found at the following link: 

http://www.nytimes.com/interactive/2016/01/28/upshot/don

ald-trump-twitter-insults.html?_r=0. 

Beyond attacks, in 13,75% of his tweets, Trump talks about 

himself, mostly the fact that heôs the only candidate who 

can ñmake America great againò, defeat terrorism, contrast 

illegal immigration and self-found his campaign. Almost 

the same amount of tweets is then dedicated to thank 

followers for their support and/or vote, while 12,35% of 

tweets were written to remind people about event 

participation (rallies, TV appearances, etc.). 

All other categories were less represented, varying from 9, 

40% of endorsement to 2, and 07% of compliments to 

others. 

On the other side, Clinton adopted a completely different 

strategy, talking most of all about political issue and her 

positions on them (30, 25% of total tweets). From education 

to healthcare, from womenôs rights to gun control, Clinton 

dedicates almost a third of her tweets expressing the key 

points of her political agenda. A consistent amount of 

tweets was also dedicated to attack other people (almost 

entirely Republican candidates) but they were almost a half 

compared to Trumpôs ones. The Democratic nominee also 

devoted 16, 11% of her tweets talking about herself and the 

reasons why she would be the best president. Far behind 

these three most represented categories are all others, with 

ñcompliments to othersò being the least used as for Trump. 

 

TABLE 16. TRUMPôS AVERAGE RETWEETS AND 

FAVORIT ES PER CATEGORY 
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(Source: Author) 

 

TABLE 17. CLINTONôS AVERAGE RETWEETS 

AND FAVORITES PER CATEGORY  

Clinton 

Category Average 

Retweets 

Average 

Favorites 

Attack 3331 5181 

Compliment to others 3152 5209 

Endorsement / Compliment  

from others 

2341 5023 

Event reminder 1271 2096 

Issue 2877 5945 

Self  3626 8265 

Thank 1737 4773 

(Source: Author) 

 

Besides the proportion in which candidates talk about 

different arguments, itôs interesting to see which categories 

on average receive the most favorites and retweets. Table 

16 highlights that Trumpôs tweets which receive the most 

interest from his followers are the ones in which he 

criticizes or attacks other people, often tying their names 

with negatives adjectives like ñcrooked Hillaryò, ñlying 

Tedò, ñlow-energy Bushò. These association are repetead 

in multiple tweets with the aim to sediment in peopleôs 

mind the idea that his opponents really hold these negative 

features. And followers seem to appreciate. 

On the other side, Clinton received most retweets and 

favorites when she talked about herself and her campaign, 

while issues she wrote most about received on average far 

less interest. This implies that Twitter users appreciate far 

more catchy and controversial tweets compared to flat 

statement regarding political issues. The fact that Trump 

received a lot of interest also when he talked about issues is 

probably due to the fact that he always made bold 

statements like: ñIn my speech on protecting America I 

spoke about a temporary ban, which includes suspending 

immigration from nations tied to Islamic terror.ò, which 

arose the interest of the Twitter community and triggered 

debates. 

 

Beyond the average retweets and favorites, each category 

received itôs also interesting to see which tweets gained the 

most interest among all, regardless the category they belong 

to. Table 18 and 19 show us the most retweeted tweets and 

the total number of retweets they got. 

 

TABLE 18. CLINTONôS MOST RETWEETED 

TWEETS 

Clinton 

N° retweets Tweet 

480251 Delete your account. 

https://t.co/Oa92sncRQY 

55502 RT @POTUS: Gun violence requires 

more than moments of silence. It 

requires action. In failing that test, 

the Senate failed the American 

peoăđ_ 43996 RT @BernieSanders: America's 

first black president cannot and 

will  not be succeeded by a 

hatemonger who refuses to 

condemn the KKK.  38859 To every little girl who dreams 

big: Yes, you can be anything 

you wantăđčeven president. 

Tonight is for you. -H 

https://t.co/jq7fKlfwGV 

35754 Hi.  https://t.co/11Fyyf5IQm 

(Source: Author) 

 

TABLE 19. TRUMPôS MOST RETWEETED TWEETS  
(Source: Author) 

 

Trump  

N° retweets Tweet 

171596 How long did it take your staff of 

823 people to think that up--and 

where are your 33,000 emails that 

you deleted? 

https://t.co/gECLNtQizQ 

84084 Happy #CincoDeMayo! The best taco 

bowls are made in Trump Tower Grill.  I 

love  Hispanics! https://t.co/ufoTeQd8yA  

https://t.co/k01Mc6CuDI 

39708 Is President Obama going to finally 

mention the words radical Islamic 

terrorism? If  he doesn't he should 

immediately resign in disgrace! 

Trump  

Category Average 

Retweets 

Average 

Favorites 

Attack 6227 15574 

Compliment to others 3735 11094 

Endorsement / Compliment 

from others 

3285 9080 

Event reminder 2383 7633 

Issue 5077 12794 

Self  4448 11273 

Thank 3430 9852 
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36362 Obama just endorsed Crooked Hillary. 

He wants four more years of Obama but 

nobody else does! 

28835 What has happened in Orlando is just 

the beginning. Our leadership is weak 

and ineffective. I called it and asked for 

the ban. Must be tough 

 

Clintonôs most retweeted tweet ever was ñDelete your 

accountò. The message was obviously addressed to Donald 

Trump, which spent months denigrating her on every social 

media and it translates roughly as your tweet or opinion is 

so bad that you should be immediately disqualified from 

further participation on the platform. After a long primary 

campaign in which Trump used Twitter to pump out an 

endless stream of taunts at rivals and gobble up news 

coverage, Clintonôs campaign rolled out a strategy to turn 

the presumptive GOP nominee's own words against him ð 

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 Clinton-Trump war on Twitter an 

extension of the contrast between their distinct political 

styles: staff-driven and tightly scripted versus shoot-from-

the-hip, aggressive and biting. ñThe Clinton campaign is 

particularly good at planning to be spontaneous,ò says 

Twitter spokesman Nick Pacilio. Anyway, the idea worked 

well because the tweet was not just the most retweeted ever 

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

who is covering this election, giving Clintonôs Twitter 

account great visibility and media coverage. 

Other Clintonôs tweets which gained great success were a 

retweet of an Obamaôs tweet asking for gun control after 

the Orlando shooting and one of a Sanderôs tweet accusing 

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 

was ñHi.ò, followed by a link which redirects to the 

message shown in figure 6. 

 

 
 

FIGURE 6. PHIL MATTINGLYôS TWEET ON 

DONALD TRUMP  

 

The tweet is a funny way to say ñHey, here I am. Iôm better 

than Trumpò. The irony was well appreciated by her 

followers, who rewarded her with more than 35k retweets. 

On the other side, Trumpôs most retweeted tweet is the 

response to Clintonôs ñDelete your accountò in which he 

accused her of having all her staff thinking about that tweet 

and pulled out the scandal of the emails she deleted. The 

second most retweeted tweet is a message (shown in figure 

7) Trump wrote for the ñCinco de Mayoò, which is a 

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 

Mexican-American culture. There are at least two 

interesting elements in this tweet which made it so popular. 

First, the fact that Trump spent most of his campaign 

attacking Mexicans and saying he wants to build a wall 

between the U.S. and Mexico, so it felt both hypocritical 

and funny that he wrote ñHappy #CincoDeMayo!ò and ñI 

love Hispanics!ò. Second, the photo itself and the quote 

ñThe best taco bowls are made in Trump Tower Grillò were 

quite hilarious and showed the candidate during a normal 

action ï while eating ï bringing him closer to common 

people. 

 
FIGURE 7. TRUMPôS TWEET FOR CINCO DE 

MAYO  

 

The other Trumpôs most retweeted tweets are all attacks to 

Obama, for his endorsement to Hillary Clinton and for his 

leadership, in Trumpôs opinion too weak to contrast Islamic 

terrorism. 

 

5. CONCLUSION 

The main result that emerges from the previous analysis is 

that Clintonôs and Trumpôs strategies differ both in 

quantitative and qualitative ways and these differences are 

emblematic of the divergences in their personalities and 

attitudes. Even if itôs obvious that candidates donôt tweet by 

themselves (at least not on a daily basis) it must be given 

credit to their social media staffs to have implemented 

Twitter campaigns which really reflect the candidates, their 

style, and attitudes. The social media is not used to make 

them look different from what they are but contrarily 




















































































