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Plenary: Rudy Hirschheim  
 
The Emergence of the Online 
Sourcing Marketplace 
 
Outsourcing has been evolving for the last twenty years. We have seen the emergence 
of IT outsourcing in the late 80s, morphing to offshoring in the late 90s, and moving 
into the business process outsourcing space from simple IT outsourcing. More recently, 
we have witnessed the emergence of new form of outsourcing which we term Online 
Sourcing Marketplace (OSM) which is defined as an Internet environment where 
clients and providers of business services can meet, offer and bid for jobs, settle 
contracts, and carry out financial transactions. We apply this definition broadly and 
do not impose any constraints with respect to either a model of the interaction between 
clients and providers (e.g., auction, contest etc) or to the scope and nature of services 
traded (e.g., IT, legal, writing etc.). Some may see this as a quasi extension of eBay; 
perhaps, but we feel the development of the OSM space signals a step change in the 
way services will be provided to organizations in the future. To some extent this is an 
amalgam of the Open Source movement, Jeff Howe’s crowdsourcing movement, and 
Tom Malone’s e-lancer movement. Our view of the OSM environment would be 
consistent with Malone’s view that businesses are transforming themselves from 
dense, centralized hierarchies to loosely federated networks of workers, consultants 
and specialists. Indeed, a key feature of OSM is that everything is truly global – clients, 
platforms, and suppliers may reside anywhere in the world. Currently, there is little 
experience with the OSM sourcing space, but in this seminar, I’ll presenting the results 
of joint research project involving researchers from LSU, IESE, and American 
University which shows that organizations are just now beginning to understand what 
OSM is and how this could dramatically alter the sourcing landscape, in particular 
how OSM will likely to impact the way organizations source their services. 



 
Abstracts 
 
 



 
1. IT and Organization 



Towards Designing Enterprises for Evolvability

based on Fundamental Engineering Concepts

Peter De Bruyn

(Promotors: Herwig Mannaert and Jan Verelst)

University of Antwerp

Department of Management Information Systems

peter.debruyn@ua.ac.be

Organizations doing business in the 21st century are operating in a hyper-

competitive environment in which they are forced to constantly monitor their

environment while looking for new business opportunities and striving for cus-

tomer satisfaction by delivering products and services of unprecedented quality.

This phenomenon has resulted in enterprises confronted with new challenges

such as ever increasing complexity and increasing change in many or all of their

aspects, including their products and services, business processes, business rules

and organizational structure. Consequently, current organizations need to be

more agile (i.e., evolvable) in keeping up with their swiftly changing business

environment.

However, the currently available methodologies for the development of man-

agement information systems which are supporting these volatile organizations

are clearly unable to deal with these levels of “changing complexity”. Therefore,

it is claimed that mastering both the present change and complexity necessi-

tates a more prescriptive and systematic approach regarding the development

and governance of an organization and its supporting information systems, based

on fundamental engineering principles (frequently coined as “Enterprise Engi-

neering”). Normalized Systems (NS) theory therefore proposes a theoretically

grounded framework (based on concepts such as entropy and the systems the-

oretic notion of stability) that explains why the current modular structures in

information systems are intrinsically limited in terms of evolvability and — more

importantly — outlines how modular structures can be built without these lim-

itations, thus resulting in information systems exhibiting evolvable modularity
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and proven ex-ante blackbox evolvability. Up to this point, the applicability

and feasibility of building such evolvable systems at the software level has been

proven both in theory and in practice.

The main purpose of this PhD research project is to investigate to which

extent the above mentioned theoretical framework of evolvable modularity can

be applied onto the business level, such as business processes and enterprise

architectures. In doing so, this will allow us to translate information systems

requirements (in terms of business processes and enterprise architectures) in

a more deterministic way to Normalized Systems. Moreover, it will be aimed

for to actually develop normalized business processes and enterprise architec-

tures (“artefacts”, “design patterns” or “domain models”) exhibiting a high and

proven amount of evolvability, that way trying to meet the frequently uttered

call for higher flexibility within organizations.

Employing a Design Science Research Methodology, multiple case studies

will be performed at external organizations during the initial phase of the re-

search. Here, it will be investigated how business processes modeled in BPMN

(Business Process Modeling Notation) and enterprise architectures based on

DEMO (Design and Engineering Methodology for Organizations) can be trans-

lated to Normalized Systems and where the most damaging limitations towards

evolvability (so-called “combinatorial effects”) are situated. Based on this, a

number of principles will be derived in order to prevent (most of the) combi-

natorial effects at the business level. Efforts will be made to incorporate these

guidelines into other existing methodologies (e.g., BPMN and DEMO). Finally,

some normalized artefacts (i.e., business processes and enterprise architectures)

will be developed for one or more business domains, enabling the validation and

valorization of the obtained research results.

Acknowledgments This research project has been funded by the Agency

for Innovation by Science and Technology in Flanders (IWT) of the Flemish

Government within the program of Strategical Research Scholarships.
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Organizational Reliability and Resilience  

The Duality Dilemma  

Frank C. Braun (UvA)  

BENAIS Ideas Bazaar 

 

The purpose of this research is to gain a better understanding of the duality requirements of 

stability and change for organizational reliability and resilience. Through both qualitative and 

quantitative inquiry this research explores and evaluates the dynamic and competing nature 

of these organizational duality perspectives. Assuring high organizational reliability is a 

challenge today in an increasingly complex and dynamic world.  Environmental forces 

continue to change beyond the bounds of expectation causing uncertainty to grow.  An 

organization must develop mechanisms to manage uncertainty (the unexpected) in order to 

continually provide reliable goods and services for market (Weick 2001).  To be reliable 

means an organization must be dependable, consistent, and stable all the while competing in 

a global market that is dynamic and uncertain.  Therefore an organization must also be able 

to change, through flexible, innovative, and adaptive organizational processes and 

mechanisms in order to remain a valuable competitor.  This implies that organizations must 

develop mechanisms that ensure stability and consistency while also enabling adaptability 

and resilience, which may imply competing objectives.   Adaptability implies that an 

organization can effectively change as the environment requires, be it an evolving 

phenomena or unexpected event.  Over the past two decades organizations have focused 

primarily on productivity and efficiency (the exploitation of resources) through designing and 

developing standardized processes that are quality oriented, routine, consistent, and resistant 

to variation.  However, change itself requires variation in these same processes that were 

designed to be stable and consistent. Farjoun (2010) refers to this dilemma as the need for 

duality in organizational mechanisms and processes that support and promote both stability 

and change. 

In order to achieve sustainable organizational high reliability, do stability and change 

mechanisms coexist, are they concurrent or is there some sort of oscillation between them, or 

are they mutually exclusive?  For example does the focus or fixation on stability such as 

developing standards for the exploitation of given resources limit the organization’s adaptive 

capacity for innovation and resilience when change is required? Does the focus on change 

and innovation risk stability and reliability in organizational processes? Farjoun (2010) 

conjectured that stability and change both can be outcomes, objectives, and performances, 

as well as underlying mechanisms – processes, practices, and forms. Earlier Giddens (1984) 

proposed a “duality of structure” in which agents and their actions come into existence only 

within a structured environment. So what is or are the structural design(s) and dimension(s) 

that support organizational process outcomes that are stable and consistent while also 

leveraging the capacity to change and adapt to environmental factors assuring high 

organizational reliability and resilience? Developing a better understanding of this stability 
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and change duality dilemma and how it contributes to both organizational reliability and 

resilience is needed and is the focus of this research. To explore the duality phenomena, this 

study incorporates aspects of Weick’s five high reliability organizational processes along with 

routine-based and mindfulness-based reliability proposed by Butler and Gray (2006) as 

frameworks to sample and evaluate organizations in several industry sectors including 

healthcare and financial services.  



Promotie-onderzoek  Anton A.Soetekouw ( promoters Prof.Dr. Rik Maes en Prof. Dr. Guido Dedene) 
Abstract for the Ideas Bazaar, May 27 2011. 
 
Corporate Architecture,  
an enquiry into properties of business architecture and business technologies 
 
Considerans 
 
Conceptually, organization science and business management studies today still theorize about  the organization 
as a stable entity, build to last for an indefinite time. 
But times are changing and new insights into the true properties of an organization and the capabilities of new 
technologies (climate, energy, IT, social media)  have a challenging impact on missions and strategies. 
 
As the modus operandi in many firms are the result of tradition and patchwork improvements usually existing 
business functions do not allow the organization to maneuver as required in today’s hectic environments. The 
capacity to adapt to new requirements has to be constructed and that requires the availability of theories and 
skills to support the design and implementation of a new type of business functionality. 
This represents my first mission. 
 
Secondly, even if one would be able to construct business functions that can be changed in its properties 
overnight one still has to deal with IT legacy, as an expression in hardware and software of the way business was 
executed in the past. The second mission then is to develop theories and skills to allow the direct execution of 
properly constructed business functions into software applications that support business operations. As this direct 
execution of business functionality would become possible it not only enhances the organizations capacity to deal 
with change but would also do away with current complexities of time lapsed between the specification of IT 
requirements and the delivery of software applications. As a consequence financial investments in software 
development would be seriously reduce. 
 
Central focus of thesis 
 
I postulate that a new science domain emerges, positioned between current management sciences on the one 
hand and IT sciences on the other hand. This science domain, briefly named Corporate Architecture,  covers the 
development of business design theories including the use of design frameworks, ontologies , modeling tools and 
construction “material” on the one hand and the development of technologies to directly execute business models 
into software applications on the other hand. 
 
Organization of Research 
 
A In order to explore the potential of business modeling and the construction of business functions in a 
formal process I investigated the properties of the introduction of the WMO ( Wet Maatschappelijke 
Ondersteuning) in four municipalities. This law was introduced by central government together with an extensive 
manual about how to organize the application of this new law  in the modus operandi of these municipalities. Key 
question was to investigate to what extent the application of design and construction principles would be able to 
deal with the variance that inevitably occurred in organizing for this new task in each of these municipalities.This 
research effort was sponsored by a grant from Senter Novem ( a government agency). 
 
B A second research effort was undertaken to explore direct model execution by designing, constructing 
and testing the link between business models and software applications, required to support business operations. 
This research effort was undertaken in close cooperation with Cordys Holding BV 
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Abstract submission for BENAIS Ideas Bazaar 
Florian Henning, UNU-MERIT/MGSOG (Maastricht University) 

florian.henning@maastrichtuniversity.nl 
 
Presentation title (working title) 
Governing interoperability standards – Network-level decision-making 
structures and organisational-level intentions for adopting interoperability 
requirements in inter-organisational e-government projects 
 
Abstract 
The strategic deployment of information systems in the public sector (referred 
to as electronic government, or “e-government”) is often seen as both catalyst 
and means for administrative reform towards “whole-of government” or 
“joined-up government” structures. Fuelled by the possibilities of ICT for 
sharing and re-using information across organisations, many public 
administrations are currently actively engaged in developing the inter-
organisational production of electronic public services (“integrated e-service 
production”).  

However, integrated e-service production typically requires the 
partnering organisations to be interoperable, that is, it necessitates the 
compatibility of their organisational systems in order to operate jointly. 
Achieving interoperability typically requires adjustments along technical, 
organisational and semantic lines, within and across organisations. In project 
contexts that cross-cut horizontal and vertical administrative structures, 
ensuring the implementation of the necessary adjustment processes across a 
diversity of organisations is a matter of uncertainty. Consequently, a major 
concern for public administrations is how to incentivise organisational actors 
to invest in the required adjustments for interoperability.  

This research addresses this concern by focusing on the role of 
governance structures at the network level for organisations’ adoption of 
interoperability requirements. More precisely, it investigates in a comparative 
way the implications of decentralised versus centralised decision-making 
structures for organisations’ adoption of interoperability requirements. The 
main research question thus is: How do decision-making structures at the 
network level affect the intention of decision-makers at the organisational level 
to invest in mutual adjustment for the purpose of achieving interoperability? In 
particular, attention is paid to different contexts of organisational network 
complexity: In how far do the implications of decision-making structures vary 
across different contexts of network size and network diversity?  

In order to address this question, this research builds on a qualitative 
research design that rests on two in-depth case studies. Both cases are large-
scale projects of inter-organisational production of public services in the 
Netherlands. Both document analysis and in-depth interviews with top-level 
decision-makers in the participating organisations are used in order to 
investigate the question at hand. By contributing a better understanding of the 
relation of network-level governance structure and organisational-level 
intention to adopt interoperability requirements, the research thus aims at 
providing insights relevant to both practitioners working in the field of e-
government as well as to scholars interested in the study of network 
governance and inter-organisational information systems in the public sector. 
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2. Social and Behavioral Issues  



Designing social media: Exploring ideas on sociality, design practices and 
contradictions 

 

Ileana Maris, PhD Candidate, University of Amsterdam Business School, Roetersstraat 11, 
1018 WB Amsterdam, the Netherlands. Phone: +31(0)205254101, e-mail: i.maris@uva.nl 

 

Sociality cannot be designed; it can only be designed for (Bouman et al. 2008). Much debate 
has been carried out recently in the literature about the effects social media has on our 
domains of sociality, in other words on the ways in which we associate, communicate and 
share information with each other. Particularly, boyd and Ellison (2008) argue that what 
makes social media unique (compared to other online services) is that they enable their 
members to articulate their existing, offline social relations and make them visible online. 
Members of social media are not necessarily looking for new ‘friends’ as much as relating to 
people they already know, sustaining online the community-centered sociality they developed 
offline. Kaplan and Haenlein (2010) argue that the value of social media lies in that it allows 
not only existing friends but also strangers to associate with each other by means of sharing 
objects of interest, such as photos on Flickr or music on Last.fm, fostering online what Knorr 
Cetina (1997) calls an “object-centered sociality”. Wittel (2001) sustains that interactions on 
social media are not necessarily based on a shared history or interest. Rather, they are 
characterized by situational exchange of information and on fleeting caching ups, fostering 
what he terms a “network sociality”.      
 

How web designers go about facilitating such rich and diverse forms of sociality on social 
media has received little attention in the literature. The aim of this exploratory study is to 
address this issue and obtain an insight into the design approaches, philosophies and ways of 
thinking and knowing designers employ in designing an engaging social media. Likewise, by 
using critical evaluation methods as proposed by Pawson and Tilly (1997), I intend to take the 
exploration a step further and offer insight into what designers see as the working ingredients 
of their designs, what makes them work (i.e. attract members, foster interactions between 
them etc.). I follow Cross (1982) and Lawson (2008) in arguing that web designers share 
particular “designerly ways of knowing and thinking” that reflect the nature of the design task 
they undertake and of the design problems they address. The research questions that guide this 
exploratory study are: 

• What is ‘social’ for social media designers? 
• What design approaches, philosophies and best practices are proposed in designing for 

meaningful and sustainable forms of social interactions? 
• What contradictions, difficulties and paradoxes are there in the designerly ways of 

knowing and thinking about designing social media?   

The empirical data on which this study is based consists of 7 in depth interviews with 
designers at major social media sites, among which are Last.fm, Google and Digg and 45 blog 
posts written by web designers. The keywords used to obtain these posts were “social media 
design”, “community design” and “interaction design”. A part of these posts were obtained 
from links mentioned in some of the posts obtained through the search. Both interviews and 
blog posts have been coded following a common coding scheme. The analysis of this data is 
currently underway. 
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Initial findings indicate that there is a paradox between the designers’ definitions of “social” – 
seen as human to human interaction – and their ways of designing for social(ity) – which 
reflects more of a human-object-human interaction. Likewise, most of the design approaches 
identified in the data reflect elements of all three types of sociality mentioned in the social 
media literature. This initial finding illustrates that the current debate might be too restrictive. 
Instead it can focus on the mechanisms that enable different types of sociality between the 
same members of the same or different social media. A significant limitation of this study is 
that it focuses only on what designers say they do, and not on what they actually do when 
designing social media. This however, is addressed in the fieldwork I am conducting for my 
PhD. 

 

References: 
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Generative Collectives 
 

Wietske van Osch 
University of Amsterdam 

W.vanOsch@uva.nl 

 

Introduction 

Analyzing generative group activities against the backdrop of an increasingly connected world, 
this paper introduces the concept of "generative collectives" as a novel theoretical lens for 
describing why some internet-based collectives are more generative than others. Generative 
collectives are groups of people with shared interests or goals who mutually engage in 
rejuvenating, reconfiguring, reframing and revolutionizing acts. We submit that any type of 
collective has the capacity to be generative; however, some collectives are more generative 
than others.  

In order to understand why some collectives are more generative than others, we introduce 
seven dimensions of structure, cognition and technology to describe and explain how varying 
levels of collective generative capacity come about. Based on these seven dimensions we can 
analyze generative collectives of all sorts and model their respective levels of collective 
generative capacity.  

First, when studying generative collectives, two structural dimensions of collectives are 
essential for understanding the relation to collective generative capacity, namely a temporal 
span and a hierarchical span. A deeper analysis of these two structural dimensions—temporal 
span and hierarchical span—can help us to understand the diverse dynamics of structure that 
we witness in generative collectives as well as account for their varying levels of collective 
generative capacity. We suggest that collectives that are more stable and more hierarchical 
will display relatively lower collective generative capacity.  

Second, three cognitive processes of generative collectives lie at the basis of generative acts, 
namely reflection, interaction (or dialogue) and representation. Given that cognition in a 
collective is not an individual process, but rather a process involving the collective as a whole, 
we draw upon the concept of distributed cognition in order to distinguish three cognitive 
dimensions in generative collectives. We suggest that collectives with lower abilities for 
reflection, interaction, and representation will display relatively lower collective generative 
capacity.  

Third, two technical dimension of internet-based collectives are particularly essential for 
understanding the relation to collective generative capacity, namely level adaptability and 
level of reconfigurability of a supportive technology. We suggest that collectives with lower 
levels of adaptability and lower levels of reconfigurability will display relatively lower 
collective generative capacity.  

Jointly, these seven dimensions can be used for analyzing collectives of all sorts in order to 
model their respective levels of collective generative capacity. Based on these insights, this 
study provides two important contributions. First, by conceptualizing generative collectives, 
we provide a more general framework for analyzing, understanding, and modeling internet-
based group activities of all sorts occurring in a wide range of collectives. Second, by 
identifying seven dimensions for juxtaposing generative collectives of all sorts, we provide a 
framework for predicting their levels of collective generative capacity.  

These insights are relevant to those who wish to study internet-based generative collectives of 
all sorts as well as to those who engage in the design of positive environments and tools that 
are conducive to collective generative capacity. Given the proliferation of internet-based 
generative acts, a thorough understanding of generative collectives and collective generative 
capacity can provide useful insights into many relevant, but as yet unknown, issues of group-
based, bottom-up problem solving, innovation and change occurring through internet-based 
platforms. 
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Evaluation framework to measure Social Media community participation. 

IDEAS BAZAAR – BENAIS IMPHD 
By Robin Effing 

Recent years have seen a decline in non-profit community participation such as political party 
membership, involvement in church activities and engagement in voluntary associations and 
foundations. People are increasingly isolated from each other (Surowiecki, 2004). Also, 
people are hesitating to make long-term commitments to organizations in memberships.  

At the same time Internet use is getting more social. Today, social websites such as Facebook, 
Twitter, LinkedIn, MySpace, Wikipedia, Flickr and YouTube are the number one activity on 
the web.  

Recently, non-profit organizations have started a variety of Social Media initiatives. Pope 
Benedict XVI (2010), for example, encourages the embrace of Social Media in the Roman 
Catholic Church to reach out to contemporary society. Another example is Obama’s election 
campaign; it was, for a large part, based on Social Media (Christakis and Fowler, 2009;Lutz, 
2009; Talbot, 2008).  

This indicates that non-profit organizations can successfully use Social Media to appeal to 
their audience and increase member participation. It is likely that Social Media can be used to 
increase participation of organizational members. But, this is still a hypothesis to be tested. 
There are opportunities to empower the members by using social web applications. Little 
empirical evidence is available about the opportunities and threats of Social Media in an 
organizational non-profit context. We articulate two research questions. 

RQ1: How can non-profit organizations - with community structures – increase member 
participation by implementing Social Media? 

 RQ2: What are the design principles for optimal implementation of Social Media, as a 
participation instrument, at non-profit organizations with traditional communities like 
churches, trade unions and political parties? 

To answer these questions multiple case studies will be examined in the near future. 
Therefore, we have to develop a framework to measure how increased social media 
participation has an effect on the overall community participation. Currently, an accepted 
framework for evaluating Social Media and member participation is lacking.  

The following model tries to visualize the idea and concepts within such a framework. 

 
 

This model helps to decide which research methods are mandatory and which variables to 
select and operationalize. But, it is work in progress. There are many flaws. We need 
discussion to improve this model. 
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Sociomaterial Entailments of Knowledge Sharing Practices in 

Global Sourcing 

 
This research is part of my PhD work that looks at the sociomaterial entailments of knowledge sharing 
practices in Global Sourcing.  

 In this presentation, we will first discuss the shift in discourse in the knowledge sharing literature on 
outsourcing and its implications for contemporary organizations in an increasingly connected world. 
Certain issues abound. As we enter the 3rd wave of outsourcing marked with collaborative partnerships 
and an increase in the use of virtual tools and social technologies, we see that this shift in landscape could 
have critical implications for the way contemporary organizations are sourcing out their services today. 
We also see that the current discourse on knowledge sharing in outsourcing continues to struggle with the 
tacit-explicit dichotomy. We argue that such a discourse is conceptually flawed. As IS academicians (and 
practitioners) we need to seriously re-think and go beyond such ontological dualities if we are to create a 
true movement in our discipline. Our argument is based on the premise that knowledge is intrinsically 
embedded in the everyday practices of individuals (Gherardi, 2006) as they interact amongst themselves 
and with material artifacts, and hence can best be understood and explained by using a practice-based 
perspective.  

Our theoretical framework indicates that one way of explaining this shift in discourse is through the 
sociomaterial lens (Orlikowski, 2007), which can provide us with a novel way of looking at knowledge 
sharing practices across globally dispersed teams. Sociomateriality is the co-constitutive entanglement of 
the social and the material (Orlikowski & Scott, 2008), which relationally enact each other in practice and 
are considered inseparable - except for analytical purposes. However, we see that such an assumption 
does nonetheless still give us the liberty of separating the social from the material for analysis. We believe 
that such a paradox needs utmost attention and deeper diving into. We tried to understand this through 
our case study at ING, Netherlands and came up with some interesting findings! We saw that the way 
contemporary organizations like ING are now using modern, visual collaborative ways to share knowledge 
across global boundaries, like Halo Studios ( 3D visual technology), can go a long way in helping us 
understand such inseparability better and overcome these dualities in their truest sense.     

This research work will be presented as two-fold: Firstly, we will explain the theoretical contribution by 
using the sociomaterial lens to develop a typology of 4 overlapping modes of knowledge sharing practices 
based on the (re)configurations of such practices in dispersed settings as the social and the material enact 
each other. This categorization is based on the premise that similar practices synchronize and lead to 
shared meanings, whilst distinct practices can lead to misunderstandings and conflicts, often leading to 
back-sourcing of such services in instances where improvisation becomes unattainable. In between these 
two typologies are waves of knowledge sharing practices with different levels of improvisation. We 
postulate that such a framework can go a long way in helping outsourcing organizations understand the 
underlying dynamics of knowledge sharing complexities better, and provide a toolkit that could enable 
them to identify, define and deploy more effective knowledge management strategies. 

Secondly, we use our framework to illustrate how an ethnographically-informed case study at ING helps 
advance our understanding of such dynamics as they take place in practice. This provides us with a more 
nuanced, contextually-grounded understanding of knowledge sharing practices in globally distributed 
work. Checkland’s Soft Systems Methodology (SSM) is being used to guide this PhD research process. 
SSM is an action-oriented process of inquiry for tackling problematical, messy situations of all types 
(Checkland & Poulter, 2010), like the wicked and challenging knowledge sharing issues that are so 
prominent in globally dispersed work. The empirical work for this project is still ongoing. However, 
insights gained from the first and second phases of data collection has helped us identify the critical need 
to pay particular attention to the increasing role and implications of virtual tools and social media 
technologies on globally distributed sourcing arrangements. Understanding the sociomaterial entailments 
of distributed work in this context is the next step of our research project. 
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The influence of emotion and cognition on buying behavior in the online store: 

a benchmark against different product types. 

Much research has been done on rational decision making in the online store setting (Beaudry & 
Pinsonneault, 2010; Lee et al., 2009). This research focuses mainly on rational website elements (e.g. 
trust, product descriptions, pricing, and company image) and rational decision making models. Even 
though cognitive aspects of behavior in online stores have been investigated thoroughly, emotional 
aspects of behavior in online stores have not. Recently, however, more and more studies on emotions and 
their impact on behavior seem to appear in the e-commerce and the marketing literature (e.g. Ethier et al., 
2006). Even so, no study exists on the relative importance of emotion versus cognition when considering 
their effect on behavior. Furthermore, the relative impact of cognition and emotion on behavior for 
different product groups has to our knowledge not been studied at all. This research contributes to the 
literature by empirically testing the relative effects of emotions and cognition on buying behavior in an 
online store. Furthermore, it adds to our understanding of the effect of our beliefs about website elements 
on emotion and vice versa. In addition, this study provides us with practical insights on what elements of 
a website best to use for which product groups. 

The theoretical framework for this research is composed of three hierarchies of effects. First, the 
rational hierarchy of effects was studied. In this hierarchy of effects cognition is posited as the driver of 
emotion, and through emotion behavior. A well-known psychological model in this area is the cognitive-
affective model by Lazarus (1984). Another hierarchy of effects, referred to as the emotional hierarchy of 
effects, posits that emotion is the driver of cognitive processes, which in turn affects behavior. The 
psychological models that support this hierarchy of effects are those proposed by Zajonc (1981; 1984) 
and Berkowitz (1993). A third hierarchy of effects that is studied is the mutual association hierarchy of 
effects. This hierarchy of effects proposes that both emotion and cognition, either together or separately, 
act as driving processes in driving behavior. 

For this study the relative effects of emotion and cognition on behavior when benchmarked 
against product groups were studied. Five product groups were identified: ‘goods vs. services’ (Forsythe 
& Shi, 2003), ‘experience versus search’ (Girard & Dion, 2010), ‘hedonic versus utilitarian’ (Chiou & 
Ting, 2011), ‘business versus consumer’ (McKnight et al., 2002), and ‘sensory versus non-sensory’ 
(Pauwels et al., 2011). These groups were identified by their usage in the literature and by applicability to 
the studied online store. 

An online survey will be used for data gathering. The gathered data from the survey will be 
integrated with website data, and then analyzed according to the research model. 

The gathered data will provide insights into which grouping can best be used in the online store 
setting. Furthermore, it will provide insights in the relative importance and the relative effects of rational 
website elements and emotions on behavior, thus enabling online stores to adapt their website elements to 
better suit their online strategy. 
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Introduction 

ICT  investment expenditure has grown globally and  represents 40‐45% of  firm  investments  today 

(Cha, Pingry, & Thatcher, 2009). To sustain their competitive advantage, organisations must acquire 

the ability to realize business value from ICT investments (Peppard & Ward, 2004; Porter, 1996). Yet, 

Standish Group (2009) surveys painted a bleak picture of ICT investments: they revealed low success 

rates  for  ICT  projects with  44%  of  projects  exceeding  their  initial  budgets  and  24%  resulting  in 

cancellations. 

ICT  investments  typically  constitute  high‐risk  projects  such  that  their  implementation  are  easily 

susceptible to failure (Bannerman, 2008; Parent & Reich, 2009). Beside the socio‐political challenges 

involved  in  the  implementation of  ICT projects within organizations,  a myriad project dimensions 

(e.g.,  organizational  size  and  structure,  system  novelty,  stakeholder  composition,  and  complex 

business‐technical  requirements)  have  also  been  suspected  as  reasons  contributing  to  less‐than‐

satisfactory returns from ICT investments. 

Large and expensive ICT investments often lead to disruptions in businesses and could spell disaster 

for organizations.  In the worst case scenario,  ICT  investments could end up as abandoned systems 

due  to  inadequate  risk  identification  and mitigation  (Christensen  &  Overdorf,  2000;  Davenport, 

1998; Parent & Reich, 2009). Because close  to half of organizations’  ICT  spending was devoted  to 

underperforming projects, failure rates for ICT investments remain persistently high (2009; El Emam 

& Koru, 2008; Keil, Mann, & Rai, 2000; Tiwana & Keil, 2004).  

Despite this, our understanding of ICT  investment evaluation remains primitive (Irani, 2002; Irani & 

Love,  2001).  Ambiguities  not  only  exist  with  respect  to  the  types  of  evaluation methods  to  be 

employed,  but  there  is  also  a  great  deal  of  uncertainty  regarding  the  accuracy  and  validity  of 

evaluation outcomes. Previous  research has attributed  the absence of underpinning  theory as  the 

major  flaw of contemporary evaluation  frameworks  (Berghout & Remenyi, 2005). For  this  reason, 

there  is  little consensus among scholars over which theories might be applicable  in  ICT evaluations 

(Farbey, Land, & Targett, 1999; Melville, Kraemer, & Gurbaxani, 2004).  

Risk evaluation  is an  instrument  to aid organisations  in minimizing  the  likelihood of project  failure 

occurrences and alleviating the negative  impact of failures even  if they were to occur (Bannerman, 

2008;  de  Bakker,  Boonstra,  & Wortmann,  2011).  Given  the  complexity  of  ICT  projects  and  the 

continuing  challenges  faced  by  organizations  in  attaining  project  objectives,  there  is  growing 

recognition of the  importance and relevance of risk evaluation  in  ICT  investments (Barki, Rivard, & 

Talbot, 2001; de Bakker, Boonstra, & Wortmann, 2010; Gemino, Reich, & Sauer, 2007).  

Furthermore, existing research on  ICT risk evaluation has given rise to a substantial number of risk 

dimensions  that  warrant  targeted  project  management  practices  (Clemons,  1991).  Conceivably, 

organisations’ response strategy towards ICT investment risk is influenced by the risk dimensions of 

a given project. However, it is necessary to synthesize the underlying characteristics of risk inherent 

in ICT investment projects since every project is unique. Therefore, a higher level abstraction of risk 

dimensional  characteristics  will  provide  broader  framing  to  investigate  the  role  of  risk  in  ICT 
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evaluation, which  in turn  is reflected through the handling or response strategy undertaken during 

project management.  

Research  on  how  organisations  evaluate  the  risks  of  their  ICT  investment will  affect  the  project 

performance  is  limited. While previous studies have discussed the  identification of risk dimensions 

and the application of various risk‐handling strategies, they offer few insights into the role of these 

risk  dimensions  in  ICT  evaluation  and  on  how  these  risk  dimensions will  affect  the  risk‐handling 

strategies as well as the implication of these on the outcome of ICT projects. 

This  research  will  synthesise  extant  literature  of  risk  dimensions  to  identify  their  underlying 

characters.  The  relationship  between  risk  dimensional  characteristics  and  project  management 

practice will be investigated as well as the impact of this practice on the performance of ICT projects. 

Proper  understanding  of  how  risk  dimensional  characteristics  influence  ICT  evaluation  as  part  of 

project  management  practices  is  required  to  improve  ICT  investment  project  completion. 

Specifically, this research endeavours to answer the following research question: 

How do project risk dimensional characteristics (Project Risk Characteristics) influence project 

management practices (Project Management Strategies) and in what way do these practices affect 

the performance of ICT projects (Project Performance)? 

The novelty of this research is its synthesis of risk dimensional characteristics as well as its empirical 

work on the impact of these characteristics on ICT project management practices and performance. 

This research will contribute to the development of an integrated approach for: (1) investigating ICT 

risk management;  (2) expanding our  current  knowledge of  identified  risks  in  ICT project, and;  (3) 

enhancing our understanding of  ICT  risk evaluation  (Barki et al., 2001).  In  this sense,  the  research 

could  contribute  towards  the  design  of  control  measures  to  mitigate  risk  in  ICT  investment. 

Additionally,  empirical  findings  from  this  research would  yield  insights  into  the  determinants  of 

project  performance.  These  determinants  in  turn  in  form  project  managers  in  refining  prior 

identification and estimation of ICT project risk. 

 



The use of IT value management practices in achieving financial firm 

performance from IT enabled investments 

 

Information technology (IT) investments can support strategic objectives such as 

organisational growth, and can have a great impact on organisational performance. 

Despite the importance and increase in IT investments, the study field regarding value 

creation out of IT investments has always been open to discussion as manifested by 
contradictory and contesting results. The positive impact to organisations however, can 

only be obtained if they introduce sound value management practices required to enable 

the value creation from IT enabled investments. 

 

More and more organisations recognise the importance of these value management 

practices and new IT value frameworks and models are emerging and promoted by both 

academics and advisory entities. However, while organisations do recognise its 

importance, they are still struggling with getting such IT value management practices 

implemented and embedded into their organisations. To meet this concern, empirical 

evidence is required that demonstrates a relationship between sound IT value 

management practices and the achievement of business value in terms of financial 

performance. The focus of this research therefore is twofold: how can contemporary 

organisations implement effective IT value management approaches and can we 

demonstrate the benefits of such value management approaches in terms of higher 

business (financial) value out of IT enabled investments. 

 

Within the BENAIS Ideas Bazaar scope, I would like to focus on the first phase of my 

PhD research. An extensive literature review on IT value management practices has 

been executed last year of which the results are now critiqued and evaluated through 

case study research. Herein, a grounded theory approach is being employed to support 

theoretical rigor and replicability of the results. During the last two months, the 

interviews of the first case study have been performed and all interviews are transcribed. 

Furthermore, first order open coding has been fully carried out which are further grouped 

into categories. At the moment, I am writing a first draft of the case analysis through 

backward reasoning from codes to transcriptions. Anyway, a second coding phase called 

axial coding will still be necessary to look for additional explanation between code 
categories. Normally, this first case in a series of 4 to 6 will be completed when BENAIS 

Ideas Bazaar is held. 

 

The future planning of my PhD research is also an interesting challenge. After the 

exploratory case research phase, literature findings as well as case study findings will be 

integrated and ultimately evaluated by means of a Delphi study. In a second stadium, a 

survey method will be applied to investigate the impact of IT value management 

practices on financial firm performance as well as the individual performance contribution 

of structures, processes and relational mechanisms within the IT value management 

capability. In the last year, in-depth case research will be performed to further 

investigate the survey results. 
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Designing Information exchange using a common information model 
 
By Sander Huizinga 
 
The information exchange between businesses is increasingly rapidly. In the Dutch gas 
transportation sector a five times growth has been measured between of 2006-2011. The in-
tra organisational information exchange has grown in the same rate as well.  
 
The increasing pressures of transparency and the global shift of using information as a core 
resource of competitive advantage has made it imperative to define the required information 
precise and efficiently. However, the current used methodologies are experienced as increas-
ingly cumbersome and operational ineffective. They produce an complex set of interdepend-
encies between unrelated information exchanges and causing stalling debates about which 
elements, documents and transactions should be reused, resulting in faulty designs and im-
plementations. 
 
In this research the use of a Common Information Model (CIM) for the design of information 
exchange is investigated. A CIM is in this research defined as: “A definition of the informa-
tion to be shared across the scope of an integrated system (Fulton, 2006:p86)”.  
 

 [Problem definition] 
How can a common information model be used for the design of information exchange? 

 
With a design science approach according to Hevner (Hevner et al. 2004) an improved de-
sign methodology is developed and field tested with 10 (intra- and inter-organizational) 
cases in the European and Dutch gas transportation sector and Dutch social health-care sys-
tem.  
 
The results shows improved efficiency in design and implementation process and presents a 
solution for the current gap between inter- and intra-organizational design of information ex-
change. The research presents improved normalization rules for a CIM, and a solution for de-
riving an indefinite amount of messages from a CIM without losing context sensitivity. 
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Using operational data for control of on-going operations 
 

Paul Buijs, MSc 

University of Groningen 

Department of Business and ICT 

 

Many organisations invest heavily in information technology (IT) to enhance control over their 

operations (Raab, 2010). Despite such IT investments, decision makers often lack the necessary 

information to thoroughly grasp the status of operations under their control.   

 

This research project draws upon the strand of research on the organisational information 

processing theory (OIPT), initiated by Galbraith (1973), to study the short-term decision making 

processes that control operations during their execution. Collectively, these decision making 

processes will be referred to as operational control. In performing operational control, decision 

makers seek data elaborating the status of on-going operations. In this research project, such data 

will be referred to as operational data.  

 

It is believed that the adoption of IT for planning and control of operations, often comprising 

tracking technologies such as RFID (Want, 2006) and GPS (Kaplan & Hegarty, 2006), has the 

capability to support operational control by providing decision makers with accurate operational 

data in real-time. Timely and accurate operational data should enhance the ability to detect 

unexpected events disrupting the execution of pre-planned operations as intended. Accordingly, 

decision making to mitigate negative impact and exploit opportunities as a result of unexpected 

events could be improved.  

 

In operations management literature, there is a general consensus that the human role in the 

control of operations is indispensable (Fransoo & Wiers, 2006; MacCarthy & Wilson, 2001). Hence, 

the human is required to interpret the data before an informed decision can be made (Daft & Weick, 

1984). As the ability of a human to process data is limited, a gap can arise between the vast 

amount of real-time operational data that is made available by IT, and the information that is 

actually needed for effective control (Endsley, Bolté, & Jones, 2003). Taking this in consideration, 

this research project addresses the following question:  

 
How can the real-time operational data that is made available by IT be used for effective 
operational control? 

 

This research will contribute to the continuing debate in operations management and information 

systems literature on the use of sophisticated IT for planning, scheduling and control (MacCarthy & 

Liu, 1993). On the one hand, a vast body of knowledge is focused on implementation of 

sophisticated optimisation formulae in planning systems. On the other hand, empirical researchers 

have repeatedly observed that little of that sophistication is actually used in practice (Tenhiälä, 

2011). In that debate, we will focus on the use of IT for operational control, rather than planning 

and scheduling. Moreover, this research will contribute by proposing and validating an extended 

OIPT model for an operational control context. 
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Many shared service centres (SSCs) are being established in the Netherlands, primarily in 
order to save costs [11]. A SSC is a specific type of in-house sourcing arrangement potentially capable 
of reducing costs and improving quality through the delivery of specialised, value-added services 
across an entire organisation [3, 13, 14]. In the Dutch government several new SSCs are developed as 
part of a recently established cost saving incentive program called “compact government”. 

Even though SSCs have the potential to achieve great contributions, major difficulties with 
this specific type of sourcing arrangement are also recognised (e.g. [1, 2, 9, 12, 13, 15]). Achieving 
cost-efficient and / or quality-improving operations with SSCs proves to be a complex task (e.g. [1, 2, 
15]). Because of this complexity, deciding to source with SSCs is also challenging for many 
organisations. “The introduction of a SSC is a critical decision on a strategic level. It implies a long-
term decision with significant complexity and risks.” [5]. 

Interestingly, the availability of literature about decision-making and SSCs is relatively 
limited. The dominant work in this field seems to be that of Janssen & Joha [5], who present a list of 
motives of organisations who decide to source with SSCs. And only one example of research about 
how to design solutions to support SSC decision-making is found with Janssen, Joha & Zuurmond [6], 
who have designed and validated simulation models for adopting SSCs. Hence, the main question of 
this research is: how can complex SSC decision processes be enhanced in order to support a successful 
establishment of SSCs in organisations? 

A demarcation of which SSC decisions will be specifically enhanced with this research is 
necessary. In terms of Lee et al. [10] and Joha & Janssen [7] who have categorised SSC decision 
processes, this research aims to support the make-or-buy and SSC arrangement decision processes.  

A decision enhancement studio is postulated to be a suitable mean to achieve the research goal 
to enhance the complex SSC make-or-buy and arrangement decisions. Keen & Sol [8] define a 
decision enhancement studio as an environment or decision-preparing platform which consists of a set 
of services to analyse decision alternatives and improve collaboration in complex decision processes, 
providing a mean for studio participants to discuss and decide on beforehand.  

In summary, this research aims to enhance complex SSC make-or-buy and arrangement 
decision processes with the design of a decision enhancement studio in the domain of SSCs in the 
Dutch government as a postulated suitable mean. In order to design and evaluate this studio, design 
science of Hevner & Chatterjee [4] is used as a research approach. 

At the Benais ideas bazaar I would like to present how I have created a first studio design 
which is based on a list of functional requirements derived from literature and an exploratory focus 
group. Also I would like to explain which future steps will be conducted in my design science research 
which are dedicated to the evaluation and refinement of the decision enhancement studio for SSCs. 
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For hundreds of years, providing service has been as an important part of our 
economy. Over the past decades, the dominant logic of marketing has been shifted 
from tangible resources, embedded value, and transactions to intangible resources, 
the co-creation of value, and relationships [1]. The world face of electronic services 
has transformed from object orientation into service orientation, with networked 
enterprises transacting and co-creating value on digital infrastructures with a global 
reach. These networked enterprises demand innovative service systems and 
networks to advance their business and compete in increasingly complex and 
dynamic markets and operating environments.  

The starting point to the success of developing a service network is to have a 
comprehensive picture of the process in which all the required services are delivered 
and all the stakeholders are involved, and in addition, to find a novel way to explain 
the picture to both business and technical experts. The demands at service networks 
place an equal emphasis on the business domain and technical domain. The 
business process design should fully reflect the business goals and the interactions 
among multiple stakeholders involved in the entire business chain. It also should be 
translated into the technical design without any misunderstanding, so that the 
necessary technical expertise and resources can be dedicated to the service 
network and used in the most effective and cost-efficient way. Thus it is crucial to 
have smooth communication between business modelers and technical modelers, 
and an alignment between business design and Information Technology (IT), 
through which the maximal value from IT will be added to the business. 

This research has the purpose to provide a framework, which will be an effective 
solution to service network development and performance optimization. The service 
networks will be represented and analyzed from multiple perspectives in favor of 
both top management and IT developers. We rely on a hybrid simulation modelling 
approach to predict, analyze and visualize the impact of changes in service networks 
over time, and trace back to the root-cause of performance anomalies and errors.  

Performance measurement plays an important role in this research. In the 
anticipated framework, the service capability and characteristics are clearly specified, 
and the influential factors to the service performance, such as QoSs of software 
services and the KPIs of business services, are distinctively derived. Thus the 
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service network performance is accurately characterized and consistently 
communicated in the entire network.  

Our research will advocate creating an explicit service network structure and 
mechanisms for measuring and analyzing service network performance. Eventually, 
the research result will bridge the gap between the business and IT parties in 
practical service networks, and the gap among different scientific disciplines in 
service science. 
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Research Abstract

Currently a trend is going on in which product software vendors want to offer their
product as a service to their customers [7]. This principle is referred to in literature
as Software as a Service (SaaS) [4]. Turning software into a service from a vendor’s
point of view means separating the possession and ownership of software from its use.
Software is still possessed and deployed at the vendor, but used by the customer. The
problem of moving a software product from different on-premise locations to one central
location, is the difficulties with complying to specific customer wishes. In order to
serve different customers’ wishes, variability in a software product is needed to offer all
specific functionality. Using variability, it is possible to deliver software functionality
as optional modules, that can bound at delivery time. Applying this principle can
overcome many current limitations concerning software use, deployment, maintenance
and evolution [8]. It also reduces support costs, as only a single version of the software
has to be maintained [3].

Besides concurring to specific customer wishes, a software vendor should be able to
offer a service to a large number of customers, each with their own variability wishes,
without running into scalability and configuration problems [1]. The solution to this
problem is the use of multi-tenancy within the SaaS environment a software product
is offered in. Multi-tenancy can be seen as an architectural design pattern in which
a single instance of a software product is run on the software vendors infrastructure,
and multiple tenants access the same instance [2]. It is one of the key competences to
achieve higher profit margins by leveraging the economy of scale [5]. In contrast to a
model incorporating multiple users, multi-tenancy requires customizing the single in-
stance according to the varying requirements among many customers [6]. No techniques
are currently documented on how to realize the variability needed in multi-tenant SaaS
environments. A catalogue is proposed containing a collection of variability realization
techniques (VRTs) that can be used to implement variability in existing SaaS systems or
to create variable multi-tenant SaaS applications from scratch. The VRTs will be ana-
lyzed, based on criteria identified during several large case studies (e.g. maintainability,
testability, cost, etc.). By applying the VRTS documented in this catalogue software
vendors will be able to offer their products as a service in a multi-tenant manner. This
will enable software vendors to offer a lot of different variabilities of a product, without
maintainability or scalability problems.
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Abstract 

ICT advancement and growing popularity of mobile and internet-enabled services are expanding the 

concept of “smart homes” from simple home automation inside homes to “smart living”.  The vision 

of smart living promises a broad range of ICT-enabled services that are accessible everywhere and 

add value to different aspects of life. Accordingly service providers in several sectors, like health, 

energy, security and entertainment, has been attracted to move into this domain. However, 

currently, most service providers offer services on their own specific service platforms. Even service 

providers in the same sector are using different proprietary service platforms for their service 

offerings. Such isolated efforts have led to a situation in which countless services and platforms are 

competing which are not interoperable.  

While service providers could continue offering services in isolation, considerable benefits can be 

gained if they would collaborate for developing and sharing a “common service platform” for offering 

smart living service. Nonetheless, developing such common service platform for smart living service 

requires actors from different sectors of industry to work collectively. Since collaborating actors are 

from distinct sectors with different strategic interests, expectations and business models, several 

conflicts may arise. In this research project, we use collective action lens to explain how collaboration 

may arise. The objective of this research is to explore how organizations’ motivations for 

collaboration are impacted by characteristics of business ecosystem and also characteristics of 

service platform. 

With regard to characteristics of service platform, the extend that a platform is open or closed to 

third-parties application developers is one of the hot topic in service platform literature. While 

typically service providers tend to keep service platforms closed to retain most of benefits for 

themselves, under several circumstances they have to open it. When talking about openness from 

technology perspective, it may be opening platform in terms of granting complementary providers to 

access to a platform (i.e. API) to develop complementary services. It could also be opening platform 

in form of opening source and totally giving up control around it. In the context of this project, to 

open or close access to platform’s API might be a major concern of actors and may impact their 

motivation towards cooperation.  

Looking into network of organizations working to offer smart living services, it is obvious that each 

network and business ecosystem have different characteristics compared to other ones. For instance, 

leadership strategies and/or the level of trust in leader and also in other actors may affect 

motivations for cooperation. Likewise, the extend that actors are dependent to each other for service 

delivery is influential. In addition, types of selective incentives offered in a business ecosystem to 

motivate cooperation may more stimulating than those offered in other business ecosystem. We 

Michel
Text Box
4.4



expect that such features of a business ecosystem effect motivations for cooperation for a common 

service platform.  

First, we develop propositions from reviewing literature on three core concept of collective action 

theory, service platform and business ecosystem. Then we will study our propositions in four cases in 

the specific field of smart living. We will finish our research by testing the results from case studies in 

a survey among organizations involved in our case studies. 
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