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ABSTRACT

Most projects that are implemented fail becauseotiganizations that are
carrying out the projects do not factor in soméaal elements of project implementation
that are frequently overlooked. In order for orgations to implement projects that meet
a time, budget and scope criteria, the right cammlt must be in place. Organizations
need to be aware of the critical factors that caldtermine a successful implementation.
This research examined what critical factors infleeesuccess of Information technology
based projects implementation in commercial bahksgd on the problem that there is
less research on critical factors focused on ITgats within the banking industry. The
four objectives under study were; Establishing how management support influences
successful project implementation in Kenya ComnagrBank; determine how human
resource influences successful information techmolaroject implementation in Kenya
Commercial Bank; Examine how teamwork influencesceasful information technology
project implementation in Kenya Commercial Bank; tabishing stakeholder
involvement on successful information technologpjgct implementation in Kenya
Commercial Bank. A descriptive research design uwsed for the study, with a case
study methodology to analyze an institution thatplements several Information
technology based projects. The target population 182 Human resource Personnel out
of which convenience sampling technique was usesklect a sample size of 42. Data
was collected by using questionnaire at project lementation levels of the
organizations. The data collected was analyzedgusiatistical Package for Social
Sciences. Finding from the research showed that thas a higher emphasis on skills of
the personnel, teamwork of the project team as agltakeholder involvement towards
achieving successful IT project implementation e Kenya Commercial Bank. The
study made the following conclusions; Top managemena significant factor that
influences success of IT projects at the Kenya Cemial Bank; Experience of the
Human resource, in terms of working in project teapnhances and influences success
of IT projects implementation; Stakeholder involhear plays a role in IT project
implementation at the Kenya Commercial Bank. Theomemendations are as follows;
Top management at Kenya Commercial Bank should gangan consistent
communication with project teams to identify theeeds and progress in achieving
successful implementation of IT projects. Staff iddoalso be encouraged to work in
teams through collaborative activities to achiekgaaizational goals. Kenya commercial
Bank should also engage users of IT systems atadles of project management, from
the design and planning stage to the implementatiage.
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CHAPTER ONE
INTRODUCTION

1.1 Background to the Study

Project management is a discipline adopted from agament; it is the
combination of human and non-human resources wihgh pulled together in a
‘temporary’ organization to achieve a specifiedgmse — which reflects the systems
approach to the implementation function of managerfteing & Cleland, 1975). Project
management as a management discipline under-pinsh negonomic activity. In
industries as diverse as manufacturing to bankprgjects drive business. Project
management, is the process of making decisionsopedationalizing certain strategies
and tactics to bring the project to success (K@e09). Business today is operating under
high levels of uncertainty, project implementaticn open to all sorts of external
influences, like unexpected events, ever-growirgirements, changing constraints and

fluctuating resource flows.

This clearly shows that if projects are applied ateps are not taken to manage
them effectively and efficiently, the chances ofui@ are high (Kuen et al, 2009). A
Standish Group (2004) report identified that a g&aiong sixty-six percent of projects in
the United States failed to meet their objectiv@s.the 40,000 cases studied, project
failure totaled $55 billion. This was made up oB%dllion in lost dollar value and $17
billion in cost overruns. The good news is tha #ixty-six percent failure rate was an

improvement over 1994’s drastic rate of eighty-fparcent.

A report on Information Technology (IT) in the bami industry by The
Economist (1999) revealed few success stories. Masks expressed disappointment
with their new systems, despite the high levelmfestment made. After more than 30
years of investment in new technology, 90% of baayments still involved use of paper
at the time of this study. Harris (2002) acknowlesighat banks continue to consider
technological investment as the key to generatorgpetitive advantage and maintaining

the threatened domination of the market for finahservices.
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The future growth and development of commercialkbanill depend largely on
the nature of innovative products they introdude ithe market. In the 1980's and early
1990's, several countries in developed, developimyemerging economies experienced
crises requiring a major overhaul of their banksygtems (IMF, 1998). Kenya on the
other hand, has experienced banking problems <€if86 culminating in major bank
failures and by 1998, 37 banks had failed, follayvihe crises of 1986 - 1989, 1993/1994
and 1998 (Kithinji & Waweru, 2007; Ngugi, 2001). @ntly, several developed
countries including the United States of America experiencing a banking crisis. The
Citibank group alone, for example, has writtenrafire than $39 billion in losses (Elliot,
2008). Despite the problems being faced by theajlbbancial market, Canadian banks
have remained relatively stable. Elliot (2008) ihtites this to a combination of

regulatory discipline and cultural mindset among&#an banks.

The banking crisis has also propelled the banks becoming innovative in the
products and services rendered to their custontieus, increasing the need for proper
implementation of projects to guarantee succesAfrina, the South African sector takes
into its scope the banking, Insurance and secsiritidustries, which contribute around
20% to economic activity measured in terms of GDRhe South African economy
(Hawkins, 2004). Canel, Rosen and Anderson (20@&be sthat the expectation of
customers with regard to services and products tégyire has increased as a result of

emerging technologies, improved communicationsgloldalization.

In Ghana, implementation of electronic paymenteyst in the banking sector,
have become a significant element in trade and cenceractivities. The central Bank of
Ghana has set up a company to work with other bemitse country to provide a range
of technology driven solutions and associated sesvivhich support and contribute to
general efficiency of the Ghanaian payment systamd to provide affordable and
convenient access by residents to banking ser@i@sanga, 2010). The banking sector
in Kenya comprises of 45 institutions, 41 of whimte commercial banks, 3 mortgage
finance companies, one non-bank financial instngi and one building society (CBK,
2006). By December 2007, the number of commeraakb had risen to 46 as a result of

2



the entry of Gulf African Bank Ltd in November 20@Jut of the 46 institutions, 34 were
locally owned while foreign banks comprised 6 lbcahcorporated and 5 branches of

foreign incorporated institutions.

As depicted by the Central Bank of Kenya (CBK) mpolocal banks dominate
the Kenyan banking sector in terms of numbers, dagount for only 48.2% of the
sectors’ total assets. Local banks are closelpdaldd by the foreign owned banks with
43% of the sectors’ assets (CBK, 2006). The Kerlyanking sector has continued to
record impressive growth in the last few years. Egample, in the period ending
December 2007, the sectors’ overall profitabilipse by 30 percent while the asset
portfolio grew by 26.1 percent over the previousry&ithinji & Waweru, 2007). The
banking sector performance indicators improved vetlidecline in the stock of non-
performing loans and enhancement of capital adgqretms attributed mainly to fresh

capital.

Pinto and Slevin (1987) define a project as anmiegdion of people dedicated to
a specific purpose or objective. Projects genernaNylve large, expensive, unique, or
high risk undertakings which have to be completed lsertain date, for a certain amount
of money, within some expected level of performamea minimum, all projects need

to have well defined objectives and sufficient teses to carry out all the required tasks.

Kenya Commercial Bank (KCB) is the largest bankenya, offering the widest
service coverage. In fact, it has expanded beyosmay&'s borders and now has branches
and Automated Teller Machines (ATMs) in Tanzaniggabda, Sudan and Rwanda.
Within Kenya, KCB has 119 branches and over a rethéTMs which can be traced
through their online branch and ATM locator (Swly 2000). While the name
‘commercial bank’ implies that it is especially geéhtowards companies, it in fact offers
a wide range of personal banking services. Customen choose from several types of
savings accounts, depending on their banking néHus.bank even offers a Sharia —
compliant account (interest-free) for the Muslim noounity to cater for the

approximately 10 percent of the Kenyan populatidro\are Muslim.



Kenya Commercial Bank is one of the oldest findnaiatitutions in Kenya,
having been formed in the year 1896, under the ndat®nal Bank of India. In 1958,
the Grindlays Bank merged with the National Banknafia to form a single institution.
The Commercial Bank of Kenya got its current nanfieraindependence in 1970.
Initially, the Kenyan government acquired 60% cof thanks’ shares and later in 1976 it
possessed 100% shares of the bank. Currently therrgoent only holds 26% of the
banks’ shares. The Kenya Commercial Bank subsidiafjanzania was established in
the year 1997. The total number of full time braexbf this Kenyan bank is 95 including
35 satellite branches. The main success of Kenyan@ocial Bank is due to its wide
presence in the rural areas. There are about fmuared correspondent banks of the bank
around the world and a total of one hundred andefif ATMs. The total asset of Kenya
Commercial Bank is estimated at 100 billion Kengdliegs (Antill, 2001).

1.2 Statement of the Problem

The banking sector is at its best the most intengmormation technology (IT)
industry on which it relies for the developmentrefationships with its stakeholders. The
emergence of electronic banking (e — banking) leastb the continuous adoption of
information technology (ies) in the banking secasr a means through which service
delivery consumers is made faster and cheaper. @oomth banks in Kenya also have
not lagged behind and have come up with variousanking services tailored for their
diverse customer base. This adoption of informatemthnology in banking services has
also contributed to failures in implementation ©fdrojects in the sector. Onsogo (2008)
in an empirical study of information technology @stment evaluation of commercial
banks in Kenya found that 56% of banks surveyectHeaad at least two (2) failed IT
projects attributed to the failure to meet inlfiadet out objectives and project failure to

stay on budget and failure to be implemented witheset timeframe.

Onsogo (2008) established that the highest prdglcires occurred among small
banks which accounted for 41% as opposed to 25%n@r@wge banks. IT investments
have a tremendous impact on firms, for instanceyiAbverage of KCB around the East

and Central African Region: the highly successfobite phone banking (M — Banking)
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services that have contributed to customer edutadiothe services. Although user
involvement plays a role in IT project successrehare several factors that may have

contributed. This study seeks to establish thiwelkas other contributing factors.

Information Technology (IT) related projects faiuel to certain managerial
implications which are not taken into account doehe preoccupation with financial
evaluation techniques, to the detriment of the aVevutcome of initiated projects.
Alshawi (2008) argues that the use of financialleséon techniques tends to cause
managers to focus mainly on the direct cost ofitkiestment. Ignoring indirect costs, for
example, the loss of revenue due to insufficiebtiyned employees, have far reaching
consequences for companies. By adopting a holigpproach, such as project
management which uses a systematic analysis afgisoyvithin the organization would

minimize the risk of project failure.

Although previous studies have discussed projegblamentation factors in
industries like manufacturing (Kuen, 2009; Muller Burner, 2005); construction and
management (Skitmore & Wo Seng Lei, 2004), thelegs evidence of research on the
critical implementation factors focused on IT potge within the banking industry.
Projects in commercial banks are directed towasdsirsgy customers more efficiently
and effectively and reduce costs for the bankirggitution. Failure of such projects will
therefore impact negatively on the customers ag doenot get what they should from
commercial banks culminating to business loss arsiomer inconvenience. This study
therefore seeks to investigate the factors influengproject implementation with
particular reference to IT related projects thatuldo enable commercial banks

successfully streamline services to their customers
1.3 Purpose of the study

The purpose of the study was to identify factdmat tinfluence IT project

implementation at Kenya Commercial Bank.



1.4 Objectives of the study
The study was guided by the following objectives.

1. To establish how top management support influertbesimplementation of

information technology project in Kenya Commerd&aink.

2. To determine how human resource influences theemehtation of information

technology project in Kenya Commercial Bank

3. To examine how teamwork influences the implementatof information

technology project in Kenya Commercial Bank.

4. To establish the influence of stakeholder involvetmea the implementation of

information technology project in Kenya Commer&aink
1.5 Research Questions

The study was guided by the following research tioes,

1. How does top management influence the implememaid information

technology project in Kenya Commercial Bank?

2. What is the influence of human resource on impldaten of information

technology project implementation in Kenya CommerBiank?

3. How does teamwork influence implementation of infation technology projects

in Kenya Commercial Bank?

4. What is the influence of stakeholder involvementtie implementation of

information technology projects in Kenya Commer&ahk?



1.6 Significance of the Study

The researcher hopes that findings of this studlybsivaluable to a wide section
of stakeholders in the banking industry. The pohtgkers in the industry will hopefully
find the information provided by this study usefd a framework that enables project
managers to focus on the factors that contributit@ess in any project implementation
within the financial sector. The study also hopesidentify problems and suggest
solutions in implementation of information techngpjoprojects within commercial bank
operations and provision of services. It will amegest benchmarks and best practices
that could be used in commercial banks. The stusly bopes to be of importance to
information technology project managers and top agament in the banking sector in
relation to their involvement towards project implntation success within their

organizations.

1.7 Delimitation of the study

This study covers IT projects implemented at Ke@ganmercial Bank, Kenya
division, in the year 2013.

1.8 Limitation of the Study

The study findings were limited to the Nairobi brhas of Kenya Commercial
Bank due to the limited resources of the researtthaarget branches in the regional

market of Uganda, Rwanda and Southern Sudan.

1.9 Basic Assumptions of the study

The basic assumptions of the study were that, repds will be available for the
study, and they will answer the questions correatig truthfully. The sample that
was selected was a true representative of the wiogalation of the project team at

Kenya Commercial Bank.



1.10 Definition of Significant terms used in the sidy

Human resource: These include the various staff members from dfiérdepartments
whom are involved in the implementation of a projetthin the organization and are

involved in its day to day activities.

Teamwork: Refers to the collaboration between individuals cor — workers in

performance of tasks in order to achieve a comnuah g

Top management support:This refers to the continued involvement of the cexize

management of the organization in the implememntatica particular project.

Stakeholder involvement: involves the consultation of the organization’aksholders
(KCB customers) on the services for which they wlodésire to be introduced or how

existing services require to be improved.

1.11 Organization of the study

This study is presented in five chapters. The Ghgtpter of the study presents the
background of the study, statement of the probldm, research objectives with the
research questions, the scope of the study, dalionit of the study; significance of the
study and definition of significant terms. Chaptteo of the study reviews literature on
the factors affecting the successful implementabbrnformation technology projects
based on the variables in the study objectivess Thapter also includes the theoretical
framework and conceptual framework on which thelgtis premised. Chapter three of
the study includes the various research methodedogglopted which include the research
design, target population, sampling proceduressamnaple size, research instruments and
data analysis methods. The fourth chapter presantdysis of the data, and its
interpretation, while chapter five gives a summairyhe findings, discussion, conclusion

and recommendations.



CHAPTER TWO
LITERATURE REVIEW

2.1 Introduction

This chapter entails a review of literature on #tedy of the independent and
dependent variables under scrutiny. The first igaatdescription of the various identified
project success factors. The next part of the @naptroduces the variables namely; top
management support, Human resource, Teamwork akdrsilder involvement, and the
contribution that these have on information techggl project implementation. The
chapter also describes the theoretical framewodkcamceptual framework on which the

study is premised.

2.2 1.T Project Implementation success factors

Several researchers have examined project implet@mtsuccess factors. The
list of success factors presented by Slevin antbR#008) is comprehensive. The Project
Management Institute’s Project Management Handi@06K8) presents similar critical
success factors which are: project mission, topagament support: willingness of top
management to provide the necessary resourcesudinokrigy/power for project, project
schedule/plan, stakeholder consultation: commuicicat consultation, and active
listening, personnel, technical tasks, stakeholtmeptance, monitoring and feedback
and trouble shooting. This study will seek to bdioim the work of these studies while

focusing solely on the banking sector.

Tan (2006) examines set of success factors, whiglsienilar to those mentioned
above including technical characteristics, useolv@ment, communication, management
support and project team characteristics. Othedude the difference between
technology provider and receiver, incentives, istinacture support and obstacles. Jiang,
(2004) reported that there are great similarities the ranking of the system
implementation success factors offered by Slevid &mto (2008) and information
system professionals. Gichoya (2005) outlines factor success as those occurrences

whose presence or absence determines the succass®@T project. They can be drivers
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or enablers (Moran 1998; Riley 2000; Doherty; 198f&eks 2003b; Mugonyi 2003;
Heeks 2004 and Khaled 2003). Their absence caredailare and their presence can

cause success.

Drivers are the factors that encourage or reinfdineesuccessful implementation
of ICT projects. Some of these drivers are visiol atrategy, external pressure and
donor support, rising consumer expectations, teogmal change, modernization and
globalization. Enablers are the active elementsamein society, which help overcome
the potential barriers. Some of these include &ffecproject coordination, change
management and good practice. Scott (2005) exanthreedole of project managers in
the IT industry and stated that IT projects neexl strategic alignment of business and
technology in organizations to take full advantagethe power of technology. The
business objectives of a project provide the stgrfoint for defining the scope of the
project. Scott (2005) emphasized that project mamagt practices and methodologies

need flexibility to meet changing technology andibass demand.

Martinez (2002) stated that the initial two stagéa project are critical for large-
scale project success. The two stages are “prempe definition and planning” and
“culture and value assessment”. These two stagaddsladdress the essential functions
critical to the projects’ success, strategic deasmaking, business vision, executive
support, communication, as well as operational gigge He goes on to list others such
as, competent team members, quality assurancegecpr@dministration, system
integration, change management, project controkkvemvironment, user involvement
and knowledge transfer. It is necessary to defieestope of the project as completely as
possible so that all team members understand anle@ &g what is being undertaken. The
culture and value assessment may include the foltpdunctions: identify and analyze
pervasive culture and values of all affected bussnanits and the IS division; recognize
characteristics of cultures and values appropfiatesuccessful implementation of the
level of change caused by the project; prepareaagd management plan to gradually
move the organization toward behavior consistett thie change (Martinez, 2002).
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Importance of a multi-functional involvement duriitipa generation and product
definition phases is emphasized. The concepts \edoin the criteria are a detailed
multi-functional planning of the project through ié¢ phases facilitates work delegation,
coordination and control as well as, the breakdotva project into natural phases or sub
systems. This resolves the complexity of the ptoped provides a framework for
modular planning and development of cross-functiocammunication.  Another
important criterion is the intra project teams wnogktogether during the total life of the
project to facilitate technology transfer, as veallleadership that provides for the welfare
of people and resource commitment. This stimulpersonal enthusiasm of people for

participation and cooperation.

Cooper (2003) put forward a list of eight criticaliccess factors and seven
blockers in project implementation in the area afdoict innovation. He further stated
that as a result of blockers, success factors maiybsible and projects can go wrong,
take too long or may not be well carried out. Thghecritical success factors are: solid
up front homework to define the product and toifushe project; dedication to the voice
of the customer — market and customer inputs througthe project; differentiated
product with unique benefits and superior valuetf@ customer; sharp, stable and early
product definition before development begins — déangarket, concepts, benefits and
positioning, features and specifications; a welanpled, adequately resourced and
proficiently executed launch; tough go/kill decisigoints or gates to disapprove
marginal projects and to remove misallocating cfoteces; accountable, dedicated,
supported cross-functional teams with strong lead®oughout the entire project from
beginning to end and an international orientatithat is, international teams, multi-

country market research.

Success blockers include; ignorance, lack of skiéallty or misapplied new
product process (missing key elements, laden witineducracy or over applied
processes), overconfidence, lack of discipline, loigry and cutting corners, too many
projects and not enough resources. It could beeargnat the chances of a successful

implementation would improve if the management gaidper attention to the success
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factors and blockers. In the case of large IT mtsjeparticularly, there is another source
of help, which can add to project modification ariimate success; - user groups and

sponsors may facilitate the change process antboaitié success of IT projects.

2.3 Top Management Support in IT Project Implementdion

Schultz and Slevin (1975) stipulated that managérmsapport for projects, or
indeed for any implementation, has long been cenmsitl of great importance in
distinguishing between their ultimate success autlire. Beck (1983) sees project
management as not only dependent on top managedimenatthority, direction, and
support, but as ultimately the conduit for implemtirgg top management's plans or goals
for the organization. According to Manley (1975¢ tthegree of top management support
for a project will lead to significant variations the stakeholder’s degree of acceptance
to the project or product. For the purpose of alassification, the factor top
management support refers to both the nature andm@nof support the project manager
can expect from management both for him as leadérfer the project. Management's
support of the project may involve aspects suchllasation of sufficient resources, be
they financial, manpower or time, as well as thejgct manager's confidence in their

support in the event of crises.

Top management support is one of the most critiegtors for success
(Bassellier, 2001, Schmidt, 2001). Poon’s (200l5eaech suggests top management
support should be understood as a ‘meta-factot’ éh@ompasses other factors. Ward
and Peppard’s (2002) exposition of the three efasmputing suggests top management
support has moved from being just a critical susdastor (Lucas, 1975) to become ‘the
critical success factor’. The greatest risk of Idjpcts is that they can fail to deliver any
business benefits and for benefits to be realipeganizational changes are generally
required changes that generally require top managesupport (Markus, 2000; Cooke-
Davies, 2002).

Organizational leadership is the main responsybditupper management. When

new projects are proposed, it is important thabianizations senior management team
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demonstrate their full support. As long as the rieitiative properly aligns with a
company’s goals and strategies, there should Heast one ‘champion’ from senior
management who is available to oversee the plaenK@009) in a study on critical
factors influencing the project success amongstpeomes in Malaysia, they found that
top management support is positively related tor@ad project success. Kerzner (1987)
also found that a project is likely to be successfuisible support and commitment are
present from the top management. The importantepomanagement support, as active
stakeholders and the clarity of goals throughoet pinoject implementation stage are
found to be strong factors that must be presemngure a successful project outcome
(Kuen, 2009).

The need for adequate communication channels ioriat in creating an
atmosphere for successful project implementatiamm@unication is not only essential
within the project team itself, but between themeand the rest of the organization as
well as with the stakeholder. As a factor, commation has been developed for the
model, it refers not only to feedback mechanisms,abso the necessity of exchanging
information between stakeholders and the rest efdiganization concerning project

goals, changes in policies and procedures andsstaports (Bavelas, 1968).

In their study, Kuen, (2009) established that effeccommunication by itself
was not related to project success. One of theonsafor this finding could be that this
element is already embedded into the other sudaesss. The communication element
is present in the personnel and stakeholder acosptéactor, success factors such as
project mission, top management support and peetaompetency which has led to
project success in manufacturing. On the other haeskarchers Esteves and Pastor
(2001); Bhatti (2005), consider it a critical sussefactor for the implementation of
information systems. This study will seek to invgate the influence of communication

on project implementation as a function of top nggmaent support.

Another essential role for senior managers is suenthat all projects fit within

their company’s vision. According to Christensord avalker (2004), one of the most
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significant contributions that any leader can m#kean organization or project is to
create and clearly communicate a shared vision.eyTtontinue to say that senior
managers must be willing to make them availablenter to discuss the vision and
objective(s) of the project and how these relat®rganizational goals and objectives.
Communication is one of most challenging and diftidasks in any project and is
considered a critical success factor for the imgletation of projects by many authors. It
is essential for creating an understanding, anayapiof the implementation and sharing
information between the project team and commuimgab the whole organization the
results and the goals during each stage. In additto gaining approval and user
acceptance, communication will allow the impleméatato initiate the necessary final

acceptance.

Monitoring and feedback refer to the project confnmcesses at each stage of the
project implementation when key personnel recedsglback on how the project is doing
in relation to initial projections. Making allowaee for adequate monitoring and
feedback mechanisms gives the project manager liiey a0 anticipate problems, to
oversee corrective measures and to ensure thaefimedcies are overlooked. Schultz
and Slevin (1975) demonstrate the evolving natfitmplementation and model building
paradigms to have reached the state including fofeedback channel between the
model builder and the user. From a budgeting peti@e Souder, (1975) emphasize the
importance of constant monitoring and "fine-tunirgf"the process of implementation.
For the model, monitoring and feedback refers mdy ¢o project schedule and budget,

but to monitoring performance of members of thgqmioteam.

2.4 Human resource in IT project implementation

Cooke-Davies (2002) in a study of the real suctagsrs in projects found that it
is crucial to note that the personnel aspect of ghgect implementation had been
ignored. It may appear curious that none of thectdfcal success factors studied is
directly concerned with “human factors”, althoughis fast becoming accepted that
people deliver projects, not processes and systesobler (1998) in agreement, titled his

paper, “When it comes to project managementtlittspeople that count.” Organizations
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undertaking IT projects comprise different departtaeof the organization and this is no
different in banking institutions. The project teamould be balanced, cross functional
and comprise a mix of external consultants and stathe organization can develop the
necessary technical skills for design and impleat@n. According to a survey by
Stratam and Roth (2002), having competent memivetka project team is the fourth

most important success factor for Information Sysiimplementation.

The findings of a study by Kuen, (2009) revealeat ttompetent project
personnel are significant to direct project succAssompetent project team comprised
of a project leader and members, who are spedifisglected, trained and possess the
required skills, knowledge and experience to hatitkedemands of the project. When
the project is complete and being introduced tostla&eholders or end users, the ability
of the team members to convince and sell the hsnefithe project is important to

ensure that the project is readily accepted bythkeholders.

Cooke-Davies (2002) established that people arelved in every process and
human dimensions exist in nearly all critical fastoelated to the project success,
including the duty to determine the adequacy ohgamcess that has been carried out.
Thus, the competence of project personnel conggsignificantly to project success in
manufacturing. This is also supported by the respiftained from an empirical research
conducted by Belassi and Tukel (1996) where projgmagers’ skills were found to be

the most critical factors in manufacturing projects

According to the Social Exchange Theory (Blau, )984e norms regulating the
relationship between individuals apply also to agaaizations members. Based on this
assumption, different authors showed how Human urees Management (HRM)
practices, within organizations, influence somehef variables involved in the definition
of relation sustainability, particularly in relatido trust (Eisenberger, 1990); commitment
(Tsui et al., 1997) and job satisfaction (Berg, 99Hoegl & Gemuenden (2001) insist

the importance for team members not to compete {etgesources or prestige) but to
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cooperate to achieve a common goal. The level duahuisupport impacts the team

performance through its influence on communica#ind coordination within the teams.

2.5 Teamwork in IT Project Implementation

Effectiveness is influenced by the characteristicthe people in the project team,
in the quality of their relations and in their capato understand the needs, requests and
priorities of the stakeholders (Gido & Clements99p Self-managed work teams are
unique because the team takes full responsibitityits own work. It is defined as a
method that allows workers to be responsible fganizing, regulating and controlling
the various aspects and conditions of their jobsrder to affect the outcome (Roper &
Phillips, 2007). It is expected that everyone ia tam has a vested interest in the overall
success of the project and does whatever is expettthem during their tenure at the
project. However, these teams require a lot of timée formed and become effective

and efficient channels through which project susecates can be increased.

Roper and Phillips (2007) state that, members wittle experience in
autonomous environments should be assisted thrteagh building training and other
support activities so that they can function weil their project teams. Having strong
interpersonal skills is a vital part of the selfilaged work team environment. Team
members have to be objective, engage in activeniist), support opposing viewpoints
and value the successes of individual team menddexs organization. Roper & Phillips
(2004) continue to say that, although they mustkwooperly as a team, they also need
to be outward-facing because they will need thés@sxe of those that are not part of

their project work team.

2.6 Stakeholder Involvement in IT Project Implemenéation

The "stakeholder" is referred to here as anyonewilaltimately be making use
of the result of the project, and can be eitheexternal customer or a department within
the organization. The need for stakeholder consuttdnas been found to be increasingly

important in the successful implementation of ajgob Indeed, Manley (1973) found
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that the degree to which stakeholders are persomalblved in the implementation
process will cause great variation in their supgortthat project. A Standish Group
survey (2001) shows stakeholder involvement asntiraber one reason for successful
projects followed by executive management suppartl @ clear statement of

requirements.

Further, Kolb and Frohman (1970) viewed stakeholersultation as the first
stage in a program to implement change. As thitofawas derived for the model,
stakeholder consultation expresses the necessitykifig into account the needs of
stakeholder or users of the project. Once the prajeganager is aware of the major
stakeholders, he is better able to accurately aoher if their needs are being met.
Commercial banks are at detriment if they chosigriore stakeholders point of view as
they are a service-oriented sector which reliesenoor customer orientation unlike those
in the manufacturing sector. Urban, (1993) esthbtisthat the most important factor in
the success of new product development is to utadetshe voice of the customer. It
was found that stakeholder consultation is moreuémttial in service-oriented projects

such as information technology (Tukel & Rom, 2084yl marketing based projects.

In addition, to stakeholder consultation at an iearktage in the project
implementation process; it remains of ultimate img@oce to determine whether the
stakeolders for whom the project has been initiat#icaccept it. Stakeholder acceptance
refers to the final stage in the implementationcpss, at which point the ultimate
efficacy of the project is determined. Too oftejpct managers make the mistake of
believing that if they handle the other stagesh® implementation process well, the
stakeholder will accept the resulting project.

Stakeholder acceptance is a stage in project ingiéation that must be managed
like any other. As an implementation strategy, lutE79) discusses the importance of
user participation in the early stages of systeneld@pment as a way of improving the
likelihood of later acceptance. Bean and Radnor79)9examine the use of

"Intermediaries” to act as a liaison between thagiher, or implementation team, and the
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project's potential users as a method to aid kesi@ider acceptance. Bhatti (2005) found
out that user involvement refers to a psychologstate of the individual and is defined
as the importance and personal relevance of amsytst@ user. It is also defined it as the
user's participation in the implementation proce3éiere are two areas for user
involvement when the company decides to implemesyséem: (1) user involvement in
the stage of definition of the company’s systemdseand (2) user participation in the
implementation of systems. The function of the eystely on the user to use the system
after going live, and recognizes the user as dfgignt factor in the implementation.

In the implementation process, many projects fai€ do lack of proper user
training. The main reason for education and trgiqgrograms for project implementation
is to make the user comfortable with the system mrwmlease their expertise and
knowledge level. Project related concepts, featofehe project, and hands-on-training
are all important dimensions of training programifoplementation. Training should not
only be on how to use the new system, but alsoesnprocesses and should give a clear

understanding on its integration into the exissggtem.

2.7 Theoretical Framework on Project Management Ledership

Research indicates that communication remains @ ingportant component of
the success or failure of a project. Andersen (},9B&guley (1995), Humphrey and
Stokes (2000) found that more than 83% of survegardents identified communication
as the most important skill required of project egers and their teams in their success
factors studies. As such, communication is premiedae an important factor and this is
also a function of the leadership aspect withindfganization and also among members

of the project team.

This study identified the Action Center Based tlyeof leadership by Adair
(1973) as the most appropriate for the research.rbdel is founded on the basis that
the action-centered leader gets the job done thralbig work team relationships with

fellow managers and members of the project teamo/ling to Adairs’ explanation, an
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action-centered leader must; 1) direct the jobet@dne (task structuring), 2) support and

review the individuals doing it and 3) co-ordinated foster the work team as a whole.

The United Nations Asian and Pacific Training Cenfor Information and
Communication Technology for Development (APCICTptes that projects are
developed managed and implemented by people. Tdreaé component processes and
activities that require the services of competentgssionals to work together as a team.
Project managers have to understand the roles amidipation of people in the project
including stakeholders and beneficiaries as welnasage the expectations of all those
involved. It is useful to conduct a stakeholdersalgsis during project initiation to
determine their level of participation in the pudje Ownership of the project by
beneficiaries must be emphasized because ultimatkeéy will be the ones using,

interacting and sustaining the products or systevgloped by the project.

According to Mikkelsen and Riis (1998), the centtakk of any manager
regardless of their field is to navigate between¢bnflicting demands of time, cost and
performance. The project manager constantly hageigh these demands against each
other and trade off one against the other as tiel@yd may increase cost. Juggling this
triangle of time, cost and performance is one efrbles that cut across all areas of any

project manager’s responsibility.

Adair’'s (1973) three circle diagram as shown inuFggone below, is a graphic
illustration of the variability of human interactipand a useful tool that can be utilized in
considering what constitutes an effective leademagar in relation to the job he/she has
to do. The effective leader/manager carries outftinetions and exhibits the behavior
depicted in the three circles. Situational and iogent elements call for different
responses by the leader.
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Figure 1: Three circle model on variability of Human Interaction (Adopted from
Action-Centered Leadership Model, Adair, 1973)

Although there is usually a designated leader,tdan is empowered to take
control of its projects, which creates an environtreg high performance, effectiveness
and commitment. In other situations, there is athog leader based on the project stage
and/or technical requirements. For instance, in KB context, projects involve the
Human Resource, Information Technology, CustomereCdinance and Credit
Departments. In the product development system e&dhese departments plays an
active role in the project development processs Expected that everyone on the team
has a strong interest in the outcome of the promud therefore each individual takes

charge and does what is needed to meet objectives.

Self-managed work teams are unique because the tedags full responsibility
for its own work. It is defined as a method thdbwk workers to be responsible for
organizing, regulating, and controlling the vari@spects and conditions of their jobs in
order to affect the outcome. The model becomesogpjate for the study as project
management and team work at the workplace becdreesay of the future organization.
According to this theory the project leader willetbfore benefit from being low in

direction; instead she/he should be “delegatingl ‘goarticipating” most of the time.
2.8 Conceptual Framework

This is a diagrammatical presentation of the facttrat influence IT project

Implementation at Kenya Commercial Bank.
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Figure 2: Conceptual Framework for IT Project Implementation
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2.9 Relationship of Variables in the conceptual franework

The conceptual framework illustrates how the foutependent variables, Top
management support, Human resource, teamwork akelsilder involvement
interrelate in order to influence IT project implemation. Top management support with
its key indicators as, Nature of support, Typeugdmrt and communication. Human
resource with its key indicators as Training ofteréroject Experience and qualification.
Teamwork with Its key indicators as Team recruittn&eam coordination and Team
roles. Stakeholder involvement, with its key indora as, Consultation, Project

participation and Training.

Important to the research is leadership providethb project manager, which is
a moderating variable in the study. Technologinfbistructure is the intervening
variable, where its influence may not be determinetiis research. Therefore IT project
implementation is a byproduct of so many interartind conflicting forces of four

independent variables, the moderating and intengewvariables as observed in figure 2.

2.10 Summary of the Literature review

In This chapter, the researcher has given an @ermf project implementation

factors worldwide, in Africa and in Kenya.

Project implementation success has been definathity ways to include a large
variety of criteria. However, in the simplest terrmpsoject success can be thought of as
incorporating four basic facets. A project is getigrconsidered to be successfully
implemented if it: comes in on schedule (time citte); comes in on-budget (monetary
criterion); achieves basically all the goals set ifo (effectiveness criterion) and is
accepted and used by the stakeholders for whomptbgect is intended (client
satisfaction)

By its basic definition, a project comprises a defi time frame to completion, a
limited budget, and a specified set of performast@racteristics. Further, the project is

usually targeted for use by some stakeholder, ritivernal or external to the
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organization and its project team. It seems redsdentherefore, that any assessment of

project implementation success should include thmsemeasures.
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CHAPTER THREE
RESEARCH METHODOLOGY

3.1 Introduction

This chapter consists of research design, targatlptbon, sampling design, data
collection instruments, data collection procedwaerd data analysis. The researcher also
gives a validation of the chosen methodology adbpte¢he research to make its findings

objective. The operationalization table of the gtudriables is also provided.

3.2 Research Design

The researcher adopted the descriptive researagndes the study. As the name
suggests, this design refers to a set of methodspescedures that describe variables.
Descriptive studies portray the variables by answewho, what, and how questions
(Babbie, 2002). Mugenda and Mugenda (2003) askattthe descriptive design is a
process of collecting data in order to test hypsiher to answer the questions of the
current status of the subject under study. Deseepesearch design was chosen because
it enabled the researcher to generalize the firsdtog larger population. The descriptive
research design approach has been credited die fadt that it allows analysis of the

relationship between variables (Creswell, 1999).

3.3 Target Population

Mugenda and Mugenda (2003) describe a populatioth@sentire group of
individuals or items under consideration in anydfief inquiry and have a common
attribute. The study targeted seven Informationhfietogy projects undertaken by the
Kenya Commercial Bank in Nairobi. The Nairobi regivas selected because it is the
headquarters of Kenya Commercial Bank. The stuéynges this because projects are
rolled out from Nairobi and later to other natiodei branches. The study sought
respondents from the Project Office in the KCB hetiite which comprises of a Project
Manager and the project team derived from the HunRmsource, Information
Technology, Customer Care, Finance, Credit Depantsnas well as selected staff from

24



22 branches. The population of this study consistéda total of 132 personnel

respondents.

3.4 Sample Size and sampling technique

This section of the Study discusses how the sarsile was arrived at and the

sampling technique involved

3.4.1 Sample size

The term sample refers to a segment of the populaelected for research to
represent the population as a whole (Kotler & Anmisg, 2006). According to Mugenda
and Mugenda (2003), 10-30 % is a good represestativthe population which also
helps in reducing sampling errors. Therefore theypda of the study will be 42

respondents.

Table 3.1: Sampling Frame

Department Population Percent (%) Sample
Project Manager 1 100 1
Human Resource 20 20 4
Information Communication Technology 36 20 7
Customer Care 23 20 4
Finance / Credit 30 20 6
Staff 22 100 22
Total 132 42

Source: KCB (2013)
3.4.2 Sampling procedure

The study used the convenience sampling techniqusetect various level
managers who oversee the various new projects bempiemented in the Kenya
Commercial Bank. With the convenience samplingho@t the researcher used his
personal judgment to select those respondentdbtsitsuited the purposes of the study

and those that are believed to have the informdteng sought.
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3.5 Research Instrument

The data collection tool that the study used wasstjonnaires with open-ended
guestion and close ended items (Appendix 2) .Thestipnnaire is a popular method of
collecting data because researchers can gathemafion fairly easily and the responses
are easily coded (Sommer & Sommer, 2001). The oumstire was divided into 5
sections, where section 1 comprises of the soawedeaphic data; Section 2, top
management support; Section 3 — personnel; sedtwill comprise teamwork related
items and section 4 comprises items relating toestalder involvement . A fifth section
was included in the questionnaire which dealt whih critical success factors to project
implementation identified in the literature revielwhe survey questionnaire item was
self-administered to the targeted respondents wére \members of the project office in
the targeted KCB bank.

Personal interviews with the respondents were alsed to compliment
information derived from the questionnaire itembBe Tesearcher developed an interview
guide with a set of prepared questions and alsa@lwtgad un-structured interviews to
gather information that may not have otherwise badicipated during the construction
of the data instrument.

The researcher used the quantitative methods vdrelbased on the quantity of
information gathered from the sample of the popaitadf the study.

3.5.1 Pilot Testing of the Instrument

Pilot testing involves conducting a preliminarytte$ data collection tools and
procedures to identify and eliminate problems, vailhg programs to make corrective
changes or adjustments before actually collectiag drom the target population. The
researcher conducted a pilot test among 5 memlbatgedarget population in order to
identify inconsistencies with the research instratsen regard to the research questions
and research techniques which were then adjustédadified.
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3.5.2 Validity of research Instrument

In order to establish the validity of the studytinment the researcher worked
with the university supervisor and the defense pamewhether there was a causal
relationship between the independent and dependanébles of the study. The
researcher also self — administer the question@aaideexplained the instrument concepts
to the respondents which enhanced its face valaityecommended by Greener (2008)
to encourage and motivate respondents to parteipahe study.

3.5.3 Reliability of research Instrument

Individual items in an instrument measuring a snghnstruct should give highly
correlated results which would reflect the homoggnef the items. This can be tested
using the split-half form, where items are groupgd two and then correlated with the
Spearman-Brown formula. This involved the researdaerying out a pilot study and
then carrying out the above test. This pilot wasedwith a sample that was not be
involved in the final data collection process. Bhliiity of the data collection instrument
was done using the split half method (Gay, 20B6htcalculated using Spearman Brown
correlation formulae to get the whole test relidgjillf the sum scale is perfectly reliable,
we would expect that the two halves are perfedalyatated (i.e., r = 1.0)

o = ng
1+ (n-1) ¢
Where:

r,=corrected reliability
r, = uncorrected reliability
n= number of parts (e.g. for halves n=2)

3.6 Data Collection Procedure

The researcher sought a letter of transmittal fleenUniversity of Nairobi in order
to facilitate the process of data collection. Thsearcher then introduced himself to the
27



Kenya Commercial Bank head office relevant authewito begin the data collection
processes in the sampled project office. The rebkear approached respondents

introducing the purpose of the study and self —iathter the questionnaire.

3.7 Data Analysis Techniques

According to Creswell (1999) the process of datayasis involves making sense
out of text and image data. It involves preparimg data for analysis, moving deeper into
understanding it, presenting it and making an pregation of the larger meaning. The
nature of data obtained from this study was bo#mtjtative and qualitative. Quantitative
data was mainly from the close ended questionsqaatitative data emanated from the
open ended items. This data was analyzed USiatistical Package for Social Sciences
(SPSS). Descriptive statistics were used to analyzeadata after which the information
was presented in percentages and frequencies thimegof tables. Descriptive statistics
allow social science to organize and summarize ghata meaningful way (Frankfort-
Nachmias & Nachmias, 2000).

3.8 Ethical Considerations

The principle of voluntary participation was adéetto and respondents were not
coerced into participating in the research. Theassh ensured confidentiality. Individual
permission was sought from Kenya Commercial Ban#, ladividuals expected to
participate in the study. The respondents weranméal of the consent and the purpose of
this research study. To ensure confidentiality, @t the respondents were not used in

the study.

3.9 Operationalization of Variables

The operational definition of variables describe independent and dependent
variables as well as their sub-variables as meb&unadicators of the study as shown in
table 3.2 below:
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Table 3.2: Operationalization Table

Variables Indicators Measuring Scales Tool of Anlgsis
Independent variable -Communication Interval Mode
Top Management Support -Resource acquisition and Ordinal Mean
allocation Nominal
-Commitment and support
Dependent variable  -Project completed on Budget,
Successful project implementationrjme, Scope and Quality (exceeds
expectations)
Independent variable -Training Interval Mode
Personnel -Performance evaluation Ordinal Mean
-Job experience Nominal
-Recruitment
Dependent variable _ -Project completed on Budget,
Successful project |mplementat|on]—ime, Scope and Quality (exceeds
expectations)
Independent variable -Team recruitment Ordinal Mode
Teamwork -Team coordination Nominal Mean
-Team roles Nominal
Dependent variable -Project completed on Budget,
Successful project implementationtime, Scope and Quality (exceeds
expectations)
Independent variable -Consultation Interval Mode
Stakeholder Involvement -Participation Ordinal Mean
-Training Nominal

Dependent variable

-Project completed on Budget,
Time, Scope and Quality (exceeds

Successful project implementationpypectations)

Source: Author (2013)
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3.10 Summary

This chapter described the research methodolodylasign that was used in the
study. The study used descriptive survey desige.arka of study was the project
department at Kenya Commercial Bank in Nairobigéapopulation consisted of 132
staff members in the project team. The study usesdenience sampling method to select
the respondents. A total of 42 respondents werdifced from the project department. A
pilot test among 5 members of the target populatiaa carried out. In order to establish
the validity of the study instrument the researcherked with the university supervisor
and the defense panel on whether there was a calesadnship between the
independent and dependent variables of the stutyrdport was presented in tables with
frequency and percentages, which were used to amege&arch questions and interpret
the data. The principle o voluntary participatioasradhered to and respondents were not

coerced into participating in the research. Theassh ensured confidentiality.
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CHAPTER FOUR
DATA ANALYSIS, PRESENTATION AND INTERPRETATION

4.1 Introduction

This chapter presents the analysis of data colleeted a discussion of the
findings on the factors influencing successful infation technology projects
implementation at the Kenya Commercial bank. Th&a dmalysis, presentation and
interpretation are in the form of tables that sHmguency and percentages.

4.2 Demographic Information

The study sought to examine the demographic infoomaof the respondents.
The data sought included gender, age, educationwanmking experience with Kenya

Commercial Bank. The results are as presenteckifottowing sections.

4.2.1 Gender of respondents

The study sought to establish the gender of redgrus selected for the study.

Table 4.1: Gender of Respondents

Gender Frequency Percent
Male 26 70.3
Female 11 29.7
Total 37 100.0

In regard to their gender 26 (70.3%) were male Bh@29.7 %) were female as
indicated in Table 4.1.

4.2.2 Age of respondents

The study also sought to find the age of the redeots as represented in Table
4.2 that follows
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Table 4.2: Age of Respondents

Age Frequency Percent
18 — 25 years 4 10.8
26 - 31 years 18 48.6
32 — 39 years 9 24.4
Over 40 years 6 16.2
Total 37 100.0

In the sample selected 4 (10.8%) of the respondeeats of the ages between 18
— 25 years, 18 (48.6%) were 26 — 31 years, 9 ofdbpondents (24.4%) were of the ages
32 — 39 years and 6 (16.2%) were over 40 yearb@srsin Table 4.2. This implies that
the majority of the workforce is between the age®6o- 31 years.

4.2.3 Education level of respondents

The education level of the respondents was alsgrgas depicted in Table 4.3

Table 4.3: Education of Respondents

Education Level Frequency Percent
Diploma 10 27.0
Undergraduate 8 21.6
Post-graduate 19 51.4
Total 37 100.0

In regard to their education level, 27.0% of thegpendents were diploma holders,
21.6% were undergraduate and 51.4% were post-geadhodders, as depicted in Table
4.3.

4.2.4 Experience of respondents

The study sought to examine the number of yearsthgloyees had worked at
KCB. As shown in Table 4.4.
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Table 4.4: Experience of Respondent at KCB

Number of Years Frequency Percent
Less than 1 year 3 8.1
2 -5 years 9 24.4
6 — 10 years 15 40.5
More than 10 years 10 27.0
Total 37 100.0

Those who had worked for less than 1 year were 821945 years were 24.4%, 6
— 10 years were 40.5% and those who had workeahdoe than 10 years were 27.0%.

4.3 Top Management’s Support on Successful IT Proges Implementation

Top management support has been consistently figehtis the most important
and crucial factor in successful implementatiompudjects. Kuen et al. (2009) in a study
on critical factors influencing the project succassongst companies in Malaysia found
that top management support is positively but extly related to project success. This
study sought to determine the influence that tomagement support had on the
implementation of projects within KCB. The resudif this analysis are presented in
Table 4.5

4.3.1 Top Management Support

The researcher also sought to find out the lek®@management support. The

findings are on table 4.5 below
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Table 4.5: Level of Top Management Support

Experience Frequency Percent
Low 7 18.9
Medium 21 56.7
High 9 24.4
Total 37 100.0

In regard to support from top level management/%60f the respondents rated the
support as medium, 18.9% rated it low and 24.4%drétas high, as illustrated in Table 4.5. The
study findings imply that the project teams did fiot the support from top management as
sufficient, in ensuring project implementation.

4.3.2 Commitment and Involvement of Top Management

Top management involvement and commitment to teiiaprojects in the
commencement stage contributes to success. Thittriisuted to provision of leadership
as well as allocation of resources to the projeeints and its objective3he study
therefore examined respondent’s attitudes towaogsnmanagement commitment and

involvement in project implementation, as preseimetable 4.4.
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Table 4.6 Top Management commitment and involvemén in Project

Implementation

(] ]

Response 7: o o = o 7: o
c o 9 = = c 2

O © O 2 o c &

= L < @ 5 2

n Z a n a

Projects initiated are well funded and4.5% 11.8% 9.3%  33.4%31.0%

enjoy  sufficient resources  for

implementation

There’s a clarity in the vision, missior84.4% 26.5% 11.0% 16.9%11.2%
and objectives of the organization

The organizational structure23.1%  19.0% 6.5% 42.0% 9.4%
complements the project

implementation process

There's a clear channel 0fl9.0% 21.5% 9.0% 32.4% 18.2%
communication between project team

and top management

From the results, 64.4% disagreed that projectmiad are well funded and enjoy
sufficient resources for implementation. Also amothe sample, 60.9% of the
respondents agreed that there is clarity in théwjsmission and objectives of the
organization, 51.4 percent disagreed that the @azgtanal structure complements the
project implementation process and in regards tetdr there’s a clear channel of

communication between project team and top manageB@.6 % disagreed.

4.3.3 Project Team Support

The respondents were asked what support they wraddire from the top

management. Their responses are presented in F3ble
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Table 4.7: Project Team Support From Top Management

Support Frequency Percent
Staff with adequate skills and qualifications 11 9.72
Provision of proper and adequate equipment 6 16.2
Sufficient time for project implementation 12 32.4
Guidance and leadership from top management 8 21.6
Total 37 100.0

32.4% of the respondents reported that they recsivicient time for project
implementation while 29.7% indicated staff with gdate skills and qualifications. These
responses show that project teams did not finisiepts within the schedule and hence
would ask for more time for completion. Study fings also suggest that project teams

did not comprise staff with relevant skill and ms$ional qualification.

4.3.4 Top Management Challenges and Opportunities

The study sought to examine the challenges fa@pgrtanagement in providing

support to project teams as depicted in Table 4.8.

Table 4.8: Top Management Support Challenges

Challenges Frequency Percent
Limited working spaces 14 37.9
Delay in implementation 8 21.6
Lack of project integration with other control systs 5 13.5
Lack / poor project objectives 10 27.0
Total 37 100.0

The findings showed that 37.9% of the respondemdécated limited working
spaces, 27.0% reported lack of or poor project atbvjes, 21.6% mentioned delay in
implementation and 5 (13.5%) showed lack of projeteégration with other control

systems
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In regard to the opportunities that top managencendd improve on towards
project performance of teams; respondents idedtthe need to improve monitoring and
evaluation processes. Also more workers shouldhieelved in project implementation

and confidence of the project manager during crisis

4.4 Personnel Influence on Successful IT Project Ipbementation

The study also sought to examine whether staff &ag training in project
management.

Table 4.9: Formal Training in Project Management

Response Frequency Percent
Yes 16 43.2
No 21 56.8
Total 37 100.0

The literature suggests that there is a signifiaihtence of the personnel on the
project performance. The competency of the teamdsed a factor in successful project
implementation (Kuen et al., 2009). The analysievstd that 43.2% of the staff had
formal training in project management, whereas @o6dd not have any training.

The study further sought to establish the leveataifing that staff had undergone,
results are represented in table 4.10.

Table 4.10: Level of training in Project Management

Response Frequency Percent
Certificate 3 18.7
Diploma 3 18.7
Degree 2 12.5
Professional course 8 50
Total 16 100.0
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Responses show that majority 50% of the resposdevito had any formal
training, had also completed a professional cours@soject management. This implies
that there is recognition of the importance of gneject management skills in today’s

organizations.

The sampled respondents were also required toatelehether they had worked

in a project team before or not. The findings aresented in Table 4.11 below.

Table 4.11: Project Participation

Response Frequency Percent
Yes 22 59.4
No 15 40.6
Total 37 100.0

Majority 59.4% of the respondents reported to hhae prior experience in
working in a project team. However 40.6% of thepoeslents did not have any
experience. The results are shown in table 4.11.

In regard to whether the projects were successfumeeting the intended

purpose, results of that finding are in table b&bw.

Table 4.12: Project Success in Meeting intended Ppose

Response Frequency Percent
Yes 6 27.4
No 3 13.6
Not sure 13 59
Total 22 100

The majority of the respondents, who had workedaimproject team before,
indicated that they were not sure. Among the san®fe0% indicated that intended
purpose was met, while13.5% said it was not. Ahlenrt59.5% were not sure. This could
imply that there was no standard to classify ITj&s as successful, or there was no
system to evaluate whether purpose had been nbet,rafl out. These findings are also

38



attributed to the fact that IT projects that haeer completed may not be implemented
by the organization and as such there status isawmk to the project teams involved.

4.5 Teamwork Influence on I.T Project Implementation

Table 4.13 below shows the responses on teamwadikpgooject Implementation.

Table 4.13: Team Work and Project Implementation

Response % = g 7: g
588 = g 58
s O O () < 5 2
n < < 2 a n N0
Team roles and responsibilities are wed3.3% 18.7% 9.5%21.4% 17.1%

understood by the project team

Team is technically qualified for their role1.5% 9.5%  7.5%34.0% 29.5%
and responsibilities in the project

There is a cooperative spirit among the teat?.0% 21.5% 6.5%18.5% 11.5%
and individuals

There is coordination in performance @d8.0% 15.5% 9.0%17.8% 19.7%
project activities

In project management, it is expedteat everyone in the team has a vested
interest in the overall success of the project@dres whatever is expected of them during
their tenure at the project. However, these teasgsire a lot of time to be formed and
become effective and efficient channels throughcWhproject success rates can be
increased. The study findings show that, amongftle statements, majority of the
sample (63.5) agreed thtiere is a cooperative spirit among the team aduvigfuals.
Coordination in performance of project activitiesswrepresented by 53.5% agreeing.
52.0% agreed that team roles and responsibilitiesvall understood by the project team
while 63.5% disagreed that the project team walsnieelly qualified for their roles and

responsibilities in the project.

4.6 Stakeholder Involvement Influence on I.T Projecimplementation

The responses on stakeholder involvement on ITeptojmplementation are
reflected in Table 4.14 below.

39



Table 4.14: Level of Stakeholder Involvement in Pri@ct Implementation

Experience Frequency Percent
Design 5 135
Planning 9 24.3
Implementation 15 40.5
Monitoring and evaluation 8 21.7
Total 37 100.0

Urban et al. (1993) indicated that the most impurfactor in the success of new
product development, is to understand the voicahef customer. It was found that
stakeholder consultation is more influential in ves¥-oriented projects such as
information technology (Tukel & Rom, 2001) and netrkg. The study sought to
examine the level at which customers were involwedthe project processes. As
presented in Table 4.14, majority of the resporsle#0.5%, indicated that customers
were involved in the implementation stage of thejqot process.

The study further sought to find out whether consuaducation and training was

conducted. This is represented in Table 4.15 below

Table 4.15: Consumer Education and Training

Response Frequency Percent
Yes 26 70.2
No 4 10.8
Not Sure 7 19.0
Total 37 100.0

Services designed for customers require that theinbss should provide
education and training of the services in orderirtituence adoption of the same.
Consumer knowledge and awareness has been citethatr that influences success of
financial institution services. Majority of the pmdents 70.2% indicated that there was
end user education and training, while 10.8% intddtahat there was none and a further
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19.0% of the respondents were not sure, as defitfEable 4.15. This implies that KCB
engages their customers in service awareness i&r ¢odpromote adoption of these
services, which in turn improves their competitagdantage.

The study also sought to explore the channels girowhich education and
training of consumers was undertaken at KCB. Thagproaches included, direct
interaction with the customers, online trainingstakeholders and also providing the
customers with information and educational materga they visit the banking halls.

The respondents were also required to indicatehat wxtent they agreed or disagreed
with statements that were related to stakeholdeolwement influence on project

implementation as shown on Table 4.16.

Table 4.16: Stakeholder Involvement in Project Impémentation

Response > _ & > O
=) © = o =
s¢ &8 35 g 5¢
=e)] ()] () 0 5.0
n < < 2 @) nAa

Education and training is afforded for end3.5% 33.3% 10.0% 27.6% 5.6%

users

The project as initiated due to stakehold2B.4% 33.3% 12.5% 28.2% 2.6%

expectation

Project leaders are in constar#t7.0% 15.5% 11.0% 34.2% 12.3%
communication with the end users of the

product.

The project goals go beyond particuléd8.2% 12.6% 9.0% 24.6% 15.6%
departments to the overall goal of the

organization

Users have an opportunity to participate t6.5% 11.6% 22.0% 41.0% 8.9%
the monitoring and evaluation of projects

The results show 56.0% agreed that education amirtg was afforded, 56.7%

agreed that the project as initiated due to stdklen@xpectation.

4.7 Project Implementation Critical Factors

Table 4.17 below, shows responses what the resptdamnsidered critical

factors of project implementation.
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Table 4.17: Respondents Project Success Critical E@rs

Response > - B > 3
S8 = § 58
5 o O ) 2] 5 2
0N < < Z 0o n A
Project Mission has clearly defined goals 37.0% 23.5% 11.0% 21.0% 7.5%
and direction
Top Management Support 41.0% 155% 9.0% 12.5% 22.0%
Communication with and consultation of 33.3% 21.0% 15.5% 18.5% 11.7%
all stakeholders
Schedule and Plans Detailed specificatiorl8.5% 12.5% 33.3% 25.5% 10.2%
of implementation
Technical Tasks- Ability of the required 28.5% 27.0% 12.5% 18.5% 13.5%
technology and expertise
Troubleshooting 28.5% 23.0% 11.6% 22.0% 14.9%

Respondents agreed that project mission has cldeflged goals and direction

with 60.5% indicating this. Top management was alss as a critical factor for project

success among 56.5% of respondents. Communicatitn amd consultation of all

stakeholders, showed 54.3% agree. Schedule and platailing specification of
implementation had 37.0% disagreed while 33.3% weatral, technical tasks which
showed the ability of the required technology axpegtise were identified by 55.0% and

troubleshooting was identified by 51.5% as a aitiproject success factor. Study

findings imply that the most critical factors ameject mission with clearly defined goals,

top management support and communication betwéstagkholders in the project.
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CHAPTER FIVE
SUMMARY OF FINDINGS, DISCUSSION, CONCLUSIONS AND
RECOMMENDATIONS

5.1 Introduction

The following chapter presents a sunyn@drthe findings on factors influencing
successful information technology implementation Kenya Commercial Bank. It
includes the discussion of results while also gjvine summary and conclusions of the
study. Areas of further research are also includeiti so are the study's

recommendations.

5.2 Summary of Findings

This section presents the key findings of the stutlich is organized in terms of

the four independent variables of the study.

In the study, top management support accordeddjegirteams was categorized
as medium among the majority of respondents whoews§.7%. According to the
findings the most significant attribute of the to@nagement support was clarity in the
vision, mission and objectives of the organizatith 60.9% indicating this. In regard to
communication between the top management and thjegbrteam, the study findings
show that it was poorly ranked among the samplerevis®.6% highlighted this. The
respondents also highlighted the support they woeddire from top management, where
32.4% identified sufficient time for project implemtation while 29.7% indicated staff

with adequate skills and qualifications.

Study findings show that 43.2% had formal trainiimg project management
compared to 56.8% who had no training. Majority tbe respondents who, had
undertaken formal training, had completed profesdi@ourses in project management.
This is attributed to the recognition of project magement skills in contemporary

organizations, since most activities are undertakesugh projects and teams. Majority
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of the respondents had experience working in aeptdeams as indicated by 59.4%

compared to 40.6% who had no experience.

The study findings showed that among the sampéeptasence of a co-operative
spirit among the team members was the most higitiked characteristics as indicated
by 63.5% of the respondents. Coordination in perforce of project activities was the
second highest in ranking with 53.5% responsesmTeales and responsibilities as
understood by the project team were identified .0%. However, technical
qualifications among the team members for theieg@nd responsibilities in the project

were ranked poor among the responses, with 63.5%.

In regard to stakeholder involvement in the projcicesses, the study findings
show that the stakeholder was involved in the imgletations process as identified by
(40.5%) of the respodents. Consumer knowledge aademess activities by KCB were
identified as existent among 70.2% of the respotsd@ihese approaches included direct
interaction with the customers; online training $takeholders; presentations and
providing customer with information and educationsdterials as they visit the banking
halls.

5.3 Discussion

Study findings show that top management supporpfoject teams was in the
form of providing overall goals and objectives dfetorganization in the project
implementation process. Projects implemented inotiganization require the support of
top management as it promotes acceptance and sumici® project in the organization.
IT projects tend to require business transformatmrdeliver value and this business
transformation can rarely be implemented withoup tmanagement support. Top
management communication with project teams is aelkssential for project success.
According to the respondents there was poor comeatioh between the project team
and top management. Young (2005) supports this diyngn that there is an over-
emphasis on project management rather than the gdade that is being ignored and
the neglect of top management support.
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Staff competency is a crucial factor influencing tbuccess of projects in the
organization as different members of staff are im0 in the delivery of project
objectives. Lack, or poor training of project teamambers on project management, limits
the quality of work performed by project teams. Ka®avies (2002) supports the notion
that the competence of project personnel contrébsignificantly to project success. The
effectiveness of teams is influenced by the musuglport between members. Hoegl and
Gemuenden (2001) emphasizes the importance of teamibers not competing (e.g. for
resources or prestige) but to cooperate in ordeictobeve a common goal. The level of
mutual support impacts the team performance thratggmfluence on communication

and coordination within the team itself.

Training on team building and other support adgegitare crucial for members
who lack experience working in autonomous enviromsie(Roper and Phillips, 2007).
The work environment requires individuals with siganterpersonal skills, for teamwork
to be effective, and thus have a positive effectiveprojects being undertaken. Co-
operative spirit among team members, coordinatigmerformance of activities and team
roles and responsibilities were ranked highly ie tkesearch findings. This reinforces
earlier findings which stipulate that human dimensi exist in nearly all critical factors

related to project success. (Cooke-Davis, 2002).

The study found that stakeholders (users) wereethd@volved in project
processes at KCB. Their involvement was at the émgintation stage where they were
educated and trained on a new developed systers. fiffdings support A Standish
Group survey (2001) which showed user involvementhe number one reason for
successful projects. Soraya (2003) reported thatimportant to make the users feel they
are part of the project and their input is highBluable for the overall success of the

project.
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5.4 Conclusion

The study concludes that top management suppodsneebe focused on the
initiation and realization of benefits from specifil projects, rather than the narrowly
defined project activities. Top management is tlestnsignificant factor influencing the
success of IT projects. For benefits to be realizedanizational changes are required
which must emanate from top management and theosutigereof (Ward et al. 1996,
Markus et al. 2000, Cooke-Davies 2002). TherefoBBKieeds to put more emphasis on

support from top management to the project teams.

Experience of working in project teams also enhartte performance of the
team, as each member makes contribution to thesgirgyrocesses. Effectiveness is
influenced by the characteristics of the peopléh project team, in the quality of their
relations with each other and in their capacityutawlerstand the needs, requests and
priorities of the stakeholders (Gido & Clements99p Over half of the project team
members at KCB have prior experience working irjgmts, which will aid performance.
Qualification in terms of professional trainingproject management would further boost
the overall effectiveness of the team. Trainingl wito assist the members with skills

that are able to measure the success of the mojenteeting intended objectives.

Project team members are expected to have a vies¢eest in the overall success
of the project, and thus should support each ahdrcreate an atmosphere of teamwork.
Gido and Clements (1999) stipulate that the qualftyelations in a project team, and
their capacity to understand the needs, requestgaarities of the stakeholders, will
guarantee their effectiveness. The team spiiGB project team is highly rated by the

members, thus contributing to a positive project@mment.

Lucas (1979), discusses the importance of useicipation in early stages of
system development, as a way of increasing lategance of the final project. KCB,
using different means, has involved its stakehgaldertheir intended projects in order to

guarantee acceptance.
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5.5 Recommendations
Based on the findings, the study makes the follgwetommendations;

1. The top management at Kenya Commercial Bank sheuigage in consistent
communication with established project teams saoasdentify their needs and
progress in achieving successful implementatioiilrgbrojects. This should include
provision of resources such as training requiresiand material resources required
for project implementation.

2. The study recommends that staff should be encodrémevork in teams through
collaborative activities to achieve organizatiogalals and to assist them work in
specific project teams. This should entail teanmthng activities and exercises among
staff in the different departments at Kenya Commaé&ank.

3. The study recommends that the Kenya Commercial Baarkagement should engage
users of the IT systems at all stages of projectagament; from the designing and
planning stage to the implementation stage. Thiguldvdbe achieved through
conducting customers’ survey on a desired sertiaethe KCB wants to introduce to

its customers.

5.6 Areas of Further Research

The study has focused on factors influencing sasfoé implementation of IT

projects within KCB. However further research ilezhfor in the following areas,

1. A study should be conducted on the factors resptn$or strong team work within
the IT projects at KCB.

2. A study should be conducted on project managemaimirig to project team at KCB

and its impact on measuring outcome of projectailyes.
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APPENDICES

Appendix 1: Introductory Letter

James Njagi
University Of Nairobi
P.O Box 30191- 00100
Nairobi

10" September 2012

Dear Sir/Madam

Re: Research Project Data Collection Exercise.

| am a post graduate student undertaking a Madtekrts Degree in project
planning and management at the University of Nairo#m required to submit as part of
my course work assessment of a research projedrtregm Factors influencing
successful information technology project implemerttion in commercial banks: A

case of Kenya Commercial Bank, Kenya.

You are hence requested to provide the requestedniation by kindly filling out
the accompanying questionnaire. The information weill provide will be used
exclusively for academic purposes and | assure tiiati it will be treated with strict

confidence. A copy of the same will be availed upsguest.

Yours faithfully

James Njagi

University of Nairobi- M.A student
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Appendix 2: Questionnaire for Project Managers andProject Team Members
Section 1: Demographic Data

1. What is your gender?
Male ()

Female ()

2. What is your age bracket?

18-25 years ()
26-3lears ()
26-32 32-39 years ()

26-33 40 years and above ()
3. What is your highest level of education?

O level Certificate ()

Diploma ()
Undergraduate ()
Post-Graduate ()

4. How long have you worked in your current positwithin the Kenya Commercial Bank?

Less than 1 year ()
2-5 years ()
6-10years ()

More than 10 years ()

Section 2: Top Management Support and its influencen successful IT Project

Implementation

5. How would you rate level of support from top ragement towards project
implementation?

Low ()
Medium ()
High ()
Not sure ()
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6. The following statements relate to the commitmand involvement of the top
management in the implementation of projects with@B. Please indicate with al)(to
the statement with a rating on the scale of 1 t¢l5. Strongly Agree, 2 = Agree, 3 =
Neutral, 4 = Disagree, 5 = Strongly Disagree)

Statement 1 2 3 4

a) Projects initiated are well funded and enjoyfisigint resources
for implementation

b) There’s a clarity in the vision, mission and emhtives of the
organization

c) The organizational structure complements the jepto
implementation process

d) There’s a clear channel of communication betwien project
team and top management

7. In your opinion, what kinds of additional suppdo the project teams need from
management at your office/department?

8. What are some of the challenges or opportunit@mdd you identify regarding the
support of the Top Management in project implenmton&

Section 3: Human Resource Influence on Successfdl Project Management

9. (a) Have you ever received any formal trainimgrioject management?
Yes ()
No ()

(b) If yes, at what level did you receive this tiag?

Certificate ()
Diploma ()
Degree ()

Professional course ()

Other (Specify) ..........co.e...
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10. (a) Have you worked in a project team before?
Yes ()
No ()

(b) If yes, did the project you were involved incbee successful in meeting its intended
purpose?

Yes ()
No ()
Not Sure ()

Section 4: Teamwork Influence on Successful IT Prect Implementation

11. The following statements refer to the influemégersonnel and team work in the
successful implementation of projects in commerbiahks. Please rate the factors by
placing a {/) in the box that best describes your opinion. §trongly Agree, 2=Agree,
3=Neutral, 4=Disagree, 5= Strongly Disagree)

Statement 1 2 3 4 5

a) Team roles and responsibilities are well undestby the
project team

b) Team is technically qualified for their rolesdaresponsibilities
in the project

c) There is a cooperative spirit among the teamiraigiiduals

d) there is coordination in performance of progdivities

Section 4: Stakeholder Involvement and its influene on Successful IT Project

Implementation

12. At what stage of the project process do younkths the most important for
stakeholder involvement?

Design ()
Planning ()
Implementation ()

Monitoring and Evaluation ( )
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Leadership ()

13. (a) Do you provide education and training oppaties for the end users of the
project?

Yes ()
No ()
Not Sure ()

(b) If yes, what are the channels by which thidase?

14. The following statements refer to the influeruéestakeholder involvement in the
successful implementation of projects in commerbaaiks. Please rate the factors on a
scale of 1 to 5 by placing a/)(in the box that best reflects your opinion. (1tro8gly
Agree, 2=Agree, 3=Neutral, 4=Disagree, 5= Strogjsagree)

Statement 1 2 3 4 5

a) Education and training is afforded for end users

b) The project as initiated due to stakeholder etgimn

c) Project leaders are in constant communicatidi tie end users of
the product.

d) The project goals go beyond particular departsmenthe overall goal
of the organization

e) Users have an opportunity to participate in thenitoring and
evaluation of projects

Section 5: Project Success Critical Factors

4. Given below are some Project Success Criticatdfs. Please rate the factors on a
scale of 1 - 5 by placing a tick/ in the box that best fits your opinion. 1 = Very
Important, 2 = Important, 3 = Undecided,4 = Unimpnt, 5 = Not Important)

Critical Success Factor 1 2 3 4 5

a) Project Mission Clearly defined goals and dicec

b) Top Management Support

¢) Communication with and consultation of all statdelers

d) Schedule and Plaixtailed specification of implementation

e) Technical Tasks- Ability of the required teclow and expertise
f) Troubleshooting
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