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Abstract 

Achieving and maintaining continual busine s-information technology alignment (BfTA) is a 
crucial enabler of corporate success in today 's changing business environment, technological 
innovation, and competitive business world. However, maintaining and managing continuou 
BfTA remains the main challenge in ethio telecom. Therefore, the main purpose of this study is to 
design a BITA continuity management framework that gUide the company on how to maintain 
and manage continuous BIT A within a changing business and technology environment. The study 
follows a design science research methodology to design the proposed framework. The re earch 
entry pointfollowed is problem-centered approach. A qualitative research approach wasfollowed 
to collect and analyze the data. Primary data was collected u 'ing interviews and observation. 
Also, secondary data was collected using document analysis. Two chief officers, seven directors, 
and twelve managers were selected using purposive sampling techniques from ethio telecoms 
business and information system divisions management. Thematic analy is techniques were used 
to analyze the collected data. The result of the study shows that there are challenges at ethio 
telecom towards maintaining and managing BfTA continuity due to a lack of mutual leadership 
and shared understanding between business and fS, in addition to minimal executive leadership 
support and shared domain knowledge, as well a change in a telecom environment. Moreover, 
based on the thematic analysis four main themes were generated, the 'e are continuous assessment, 
continuous alignment, change management, and organizational culture. These themes are used to 
formulate design requirements and define the objective of the solution. fn this study, the researcher 
proposes the BITA Continuity management ji-amework with .five core component ·: executive 
leadership support, change management; continuous BfTA as 'essment in a regular time interval, 
continuous alignment (plan, implement; and monitor), and creation of shared domain knowledge 
through building a strong organizational culture. All the core activities are critical to maintaining 
and managing BIT A continuity at ethio telecom. The proposedji-amework is demonstrated through 
an illustrative case study with an example by taking a real telecom industry scenario and 
evaluating it using a question-based method that consists of survey evaluation questioners and 
expert interviews for user 's acceptance by selected experts Fom ethio telecom business and IS 
division management. The evaluation result shows 93. 72% of the proposed framework was 
accepted by the ethio telecom Management. The proposedFamework has a great contribution to 
the ethio telecom industry by guiding them towards maintaining and managing BfTA continuity 
within a changing business and technology environment as well as a competitive business world. 
The evaluation result shows that 6.28% of the proposedframework was not accepted because it is 
not in operation yet. Future research needs to consider applying the BITA continuity management 
framework in other organizations or the telecom sector to jilrther evaluate the acceptance of the 

framework. 

Keywords: 
ethio telecom; Business IT Alignment; Continuous Business-IT Alignment; Alignment Continuity 
Management; BIT A Continuity Management Framework 
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Abstract 

Achieving and maintaining continual business-information technology alignment (ElTA) is a 
crucial enabler of corporate success in today 's changing business environment, technological 
innovation, and competitive business world. However, maintaining and managing continuous 
BlTA remains the main challenge in ethio telecom. Therefore, the main purpose afthis study is to 
design a EITA continuity management framework that guides the company on how to maintain 
and manage continuous ElTA within a changing business and technology environment. The study 
follows a design science research methodology to design the pro po 'ed framework. The research 
entry pointfollowed is problem-centered approach. A qualitative research approach was fo llowed 
to collect and analyze the data. Primary data was collected using interview and observation. 
Also, secondary data was collected using document analysis. Two chief officers, even directors, 
and twelve managers were selected using purposive sampling techniques fro m ethio telecoms 
business and information system divisions management. Thematic analysis techniques were used 
to analyze the collected data. The result of the study shows that there are challenge at ethio 
telecom towards maintaining and managing BIT A continuity due to a lack of mutual leadership 
and shared understanding between business and IS, in addition to minimal executive leadership 
support and shared domain knowledge, as well as change in a telecom environment. Moreover, 
based on the thematic analysis f our main themes were generated, these are continuous assessment, 
continuous alignment, change management; and organizational culture. These themes are used to 
formulate design requirements and de.fine the objective of the solution. In this study, the researcher 
proposes the BITA Continuity management fram ework with five core components: executive 
leadership support, change management; continuou BlTA assessment in a regular time interval, 
continuous alignment (plan, implement; and monitor), and creation of shared domain knowledge 
through building a strong organizational culture. All the core activities are critical to maintaining 
and managing BIT A continuity at ethio telecom. The proposedframework is demonstrated through 
an illustrative case study with an example by taking a real telecom industry scenario and 
evaluating it using a question-based method that consists of survey evaluation questioners and 
expert interviews for user's acceptance by selected experts from ethio telecom business and IS 
division management. The evaluation result shows 93. 72% of the proposed fram ework was 
accepted by the ethio telecom Management. The proposed j i'amework has a great contribution to 
the ethio telecom industry by guiding them towards maintaining and managing BIT A continuity 
within a changing business and technology environment as well as a competitive business world. 
The evaluation result shows that 6.28% of the proposed framework was not accepted because it is 
not in operation yet. Future research needs to consider applying the BIT A continuity management 
framework in other organizations or the telecom sector to further evaluate the acceptance of the 

framework. 
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1.1. Background 

CHAPTER ONE 
INTRODUCTION 

Achieving and maintaining continual busine s information technology ali gnment (B ITA) i a 
crucial enabler of corporate success in today's chan ging bu ine environment technologica l 
innovation, and competitive business world [1] . Info rmation technology ha ub equently grown 
to become the fundamental driver or enabler of busines trategy and firm objecti ve. Technology 
enables effective communication between internal and external customer , fa ter time-to-market 
product and service delivery, improves business agili ty and respon iven s, and increases 
operational and functional effi ciency. However, since cu tomer need , bu ines environment, and 
technological advancements change over time; organi zati on mu t become adaptable and fl ex ible 
enough to respond quickly to emerging changes and competi to r . lntegrating business trategy 
with IT strategy is critical if the company needs to enhance its performance, meet stakeholder 
expectations, and gain competitive advantage. Moreover, keeping up mutual ali gnment between 
business and IT may also allow the organi zation to en ure that technology inve tments are 
effectively and properly utili zed to gain a competitive advantage and increa producti vity in a 
fast and dynamic market. 

Scholars agree that achieving and sustaining mutual alignm nt between bu ine and fT in a 
dynamic environment with a change in operati onal proces es, management, bu ine and IT 
structure, customer needs, strategy, and technology is diffi cult and has been id ntifi ed as the top 
challenge IT executives face [2] [3] [4] [5]. However, there is few empiri ca l resea rche conducted 
that gives a guide on how to sustain continuous BITA in general. Coltman et al. [5], pointed out 
that models of strategic alignment and its component have been proposed and ex tended over time 
as a way to provide managers with more practi cal ways to achieve alignment. However, research 
also indicates that an organization can fall into a rigidity trap where ti ght or inflex ible links 
between business and IT can impede an organization's abili ty to respond quickl y to environmental 
change [6]. Having this in mind, since alignnlent is not a static process, but rather a dynamic 
process, companies must have to maintain continuous strategic alignment [7]. They should have 
to keep up adjusting mutual alignment between business and IT to gain competitive advantage. A 
practical framework should exist to guide executives on how to achieve and sustain continuous 
BIT A alignment with change in organizati onal enviromnent; and how to detect misali gnnlent earl y 
enough to plan, implement, and monitor continuous alignment among corporate strategy, business 
strategy, IS strategy, business process, IS process and IT infrastructure. 

According to Imgharene, et a1. [8] recently, organizations are facing rapid and dynamic changes 
in the business environment and technological advancements that affect their ability to achieve 
competitive advantages. As a result, achieving and sustaining BIT A in a changing business 
environment is challenging and complex for top managers. Such a change affects the whole 
organization, including business and IT alignment, which leads to misalignment that effects 
organization's performance and success [8]. Peppard and Ward [9], described strategic alignment 
as the extent to which the organization's portfolio of IT investment directly enables and supports 
its business strategy. Lack of strategic alignment is the main reason organi zations fail to reali ze 
values from IS/IT investment and loses competitive advantage. 

1 



Currently, scholars [4, 10, 8], researched the th me of bu ine -IT ali gnment' howev r li ttl e 
research was conducted towards achiev ing and u ta ining BITA in a dynamic and rapid change in 
business environment and technology advancement. Mor over, a ethio telecom i one of the maj r 
IT enabler organizations in the country, change in the bu ine environment greatl y affect JT and 
also change in IT greatly affects business environment unless the orga ni zat i n manage and 
maintains continuous mutual a lignment between busine and IT. Malta and ou a [ II] al 0 noted 
that "looking for effective ways of achieving and maintaining a li gnment r main a chall enge 
calling for more research to address what is still a major concern for IT executi ve " . 

Rapid changes in market structures and technology often lead to misa li gnment between trategy 
and operations. Literature reports that thi s phenomenon is most preva lent in technology-ba ed 
manufacturing industri es [1 2]. One of the organizati ons that u e IT a it key a et fo r bu in 
transactions is the telecom industry [13]. IT has created an enormou opportunity fo r the telecom 
sector to achieve its business goals and objecti ves [1 3]. Hence, to achi eve it organi za ti onal 
objectives and gain a competitive advantage, the company should have to maintain continuous 
harmony between its business and IT. However, ethio telecom, th onl y telecom ervice provider 
in Ethiopia, has a challenge in maintaining and managing continuou busin -IT ali gnment. 

Therefore, a framework fo r maintaining and managing continuous ali gnment between bu ines 
and information technology strategy and structure is es enti al within the telecom industry in order 
to enhance corporate success gain competitive advantage. Thi s study seek to gui de re earchers 
and practitioners in maintaining continuous a li gnment within the current fas t and dynamic te lecom 
environment by providing a framework fo r managing BITA continuity. 

1.2.Statement of the problem 
In this dynamic world, achieving and sustaining continuous business-IT ali gnment (BITA) is a key 
enabler of corporate success and customer sati sfaction. In ethio te lecom busines -IT ali gnment i 
the first pillar in the IT strategic road map. However, as per the preas essment made by researcher 
at ethio telecom maintaining and managing continuous business-IT alignment is the most di fficult 
challenges ethio telecom faces todays. There is a gap in having and sustaining a continuous 
business-IT strategic, operational and cultural alignment due to the fac t that, the current fas t and 
dynamic change in business and te lecom technology environment affect B IT A. Moreover, 
unpredictability in customer behavior, a lack of mutual leads and limited shared understanding 
between business and information systems divisions, as well as minimal executi ve leadership 
support or commitment on promoting BITA, is challenges in having continuous BITA. Hence, 
since ethio telecom is the only telecom service and product provider in the country, it has a great 
impact on socio-economic growth and other technology-enabled industry sustainability. Having 
thi s in mind, ethio telecom should have to maintain and manage BIT A consistency at a corporate 
level to enable its corporate success and other industry sustainability. 

On the other hand, the fast and rapid change that emerged from an uncertain customer experience, 
business and telecom environment, as well as a lack of a framework that guides ethio telecom 
towards maintaining and managing BIT A continuity by taking change in business and telecom 
technology environment as well as competiti ve business world , are the main challenges . Moreover, 
as described by Adame [14] , in ethio telecom the IT infrastructure is not qui ck enough to respond 
to business demand and there is shortage of effective telecom service which i another challenge. 
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Having this in mind, to successfully maintain and manage BlTA continuity and enhance company 
success, ethio telecom requires a framework that guide the company to have adj u table and 
flexible alignment at the functional and corporate level in an appropriate re p n e to emerging 
change and early detected misalignment sign. 

Maintaining and managing BIT A continuity enables the compan y to u e technology re ource 
effectively in line with business demands within changing bu ine and technology environm nts. 
As pointed out by Tordrup & Trreholt [14] , BITA is an ongoing proce of mutual adoption in 
which IT response to change in the business environment and business re pon e to a change in the 
IT environment are coordinated. Having this in mind , the ex isting alignment model couldn ' t 
address how the organization maintains and manages continuou BIT A within a fa t and rap id 
change environment. Moreover, various alignment model treats BIT A a a tatic proces instead 
ofa dynamic one [5] [7). On the other hand, failure to maintain mutual a li gnment between busine s 
and IT in response to change results in misalignment, which affects organizational performance, 
reduces the return on investment and results in a loss of competitive advantage [I). 

Furthermore, industry publications such as CIO magazine and Information Week, fo r example, 
devote cover stories, articles, and blogs to the challenges of achieving and maintaining BIT A in a 
fast-changing market and technology [5). Luftman et a l. [7]de cribe in their tudy that achi ev ing 
and sustaining BIT A is the key to organizational success and gaining competitiv advantage within 
a turbulent environment. However, many BITA models don' t consider treating ali gn ment a a 
dynamic process, and there is a lack of a framework that guide compani on how to usta in 
BIT A. As noted by Zhang, et a!. [15] , there is a gap in the literature that demonstrates to 
organizations how to maintain and manage BITA continuity in order to re pond to fa t and rap id 
emergent change from the turbulence of the organizational environment. 

For any organization to achieve long-term sustainable success within a changing busin sand 
technology environment, ensuring all elements that compri se the organization, in parti cular IT, 
fully understand the business objectives and work together in a duly controlled and coordinated 
way is essential to achieve organizational objectives [I). In recent years, the environments of 
business and IT have demanded agility and flexibility to meet stakeholders ' expectations and gain 
a competitive advantage. Thus, it becomes important to align business and IT quickl y, efficientl y, 
and continuously [IS). Alignment is a dynamic, ongoing, and complex process that takes time to 
design and even requires more effort to sustain. However, companies that achieved and maintained 
alignment builds a strategic competitive advantage that provides them with increased visibility, 
efficiency, and profitability to compete in today's changing markets [10] . 

Moreover, many scholars [16] [17] [7] [18] pointed out that maintaining BIT A in today's dynamic 
world has become a problem and remains a top concern for business and IT executi ves. In addition, 
literature reports that this phenomenon is most prevalent in technology-based industries [1 2] such 
as the telecom industry. Therefore, maintaining and managing BIT A is critical to enhance 
corporate success and gain competitive advantage in today's dynamic world. 

There is various research conducted locally towards the theme of business-IT ali gnment within 
government and financial industries. King [19] , conducted a case study on exploring and bridging 
the business strategy and IT strategy gaps in an Ethiopian private bank called Zemen Bank. Minilik 
[20], conducted a case study on a business-IT improvement framework in a private bank called 
Bank of Abyssinia. Ashenafi [21] , explored the impact of business-IT strategic alignment on 
organizational performance in the Ethiopian Revenue and Customs Authorities. As to the 
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researcher's knowledge in Ethiopia, there is no re earch conducted on achie ing and u taInIng 
continuous BIT A on key IT-based organizati on in g neral and ethio te lec m in parti ul ar. 
Furthermore, there is limited foreign research conducted that con ider bu ine -IT ali gnment a 
a continuous process that requires continuous adju tment among corporat bu ine and ITI I 
strategy and process within the current dynamic environment. Therefore, thi tudya im t fill the 
research gap that exists in maintaining and managing continuou mutual ali gnment between 
business and IT strategy, operational and cultural within a change in the bu ine environment, 
stakeholder needs, organizational structure, and technology it elf. 

It is therefore the aim of this study to design a busines -IT alignment continuity management 
framework for ethio telecom, which allows the company to have adjustabl e and fl ex ibl alignment 
within a change in the business and telecom technology environment. 

1.3. Research questions 
To explore and solve the problem at hand, the fo llowing research que tion are fo rmulated and 
answered. 

1. What is the existing business-IT alignment practice and chall enges at ethi telecom? 
2. What framework can be designed to maintain and manage BITA continuity at thio 

telecom? 

1.4.0bjective of the study 
1.4.1. General objective 
The general objective of the research is to design a BIT A continuity management framework that 
guides ethio telecom to maintain and manage BITA continuity within changing bu ine and 
technology environment. 

1.4.2. Specific objectives 
The study focuses on the following specific obj ectives to achieve the general obj ecti ve of the study. 

1. To conduct an extensive literature review on BIT A to identify approaches, models, and 
frameworks that can be used as a reference and guide. 

2. To assess and understand BIT A practice at ethio telecom and identify design requirements. 
3. To propose a BIT A continuity management framework fo r ethio telecom 
4. To demonstrate and evaluate the proposed BITA continuity management framework by an 

expert from ethio telecom business and IS division management 

1.S.Scope and limitation of the study 
The study focuses only on designing the BITA continuity management framework by assessing 
and understanding the current BIT A practice and challenges at ethio telecom headquarters offi ce, 
marketing division office, and IS division office located in Addis Ababa, Ethiopia. The study 
assesses BIT A from strategical, operational, and cultW'al perspecti ves. The study co ll ects primary 
and secondary data from ethio telecom business and info rmation systems di vision managements. 
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The primary data was collected through erni-structured interview with thi t i c m bu in 
and IS division chief officers, director , and manager. econdary data i ga th red b anal zin 
ethio telecom documents such as strategy and acti on plan , ix-month and annual rcp rt , de i n 
specification documents, business requirement preparati n template , Detail Level De ign (OLD) 
Functional Requirement Specification (FRS), High-Level De ign (HLD), and Low-Level De ign 
(LLD), as well as the company's intranet and extranet webpage . The tud y eva luated the propo ed 
framework to ensure its acceptance by ethio telecom through que tion-ba ed eva luati on method. 

The study was planned to collect interviews and to demonstrate the propo d framework through 
focus group discussion in order to save time and reach vari ou re pondent uch a vendor , 
supervisors, and other staff. However, it 's not poss ible due to the unavail ability o f the parti cipants 
at the same time because of their busy schedule at work. Therefore, the primary data wa co ll ected 
using face-to-face interviews only with individual from busine and T di vision managcment. 

The study focused only on one industry, which is ethio telecom because it i the onl y te lecom 
service provider in Ethiopia. However, there are new emerging tel com companie in the country 
that are not in operation yet. 

1.6.Significance of the study 
The study benefits both researchers and practitioners. The proposed framework ha a contribution 
to the telecom industry by adding knowledge towards how to maintain and manage BLTA 
continuity within a changing business and info rmati on technology environment as well as a 
competitive business world. In turn, ensuring continuou and ustainable BIT A in ethio telecom 
allows the company to meet stakeholder expectati ons, and max imize return on in ve tment and 

organizational performance. 

Moreover, having a sustainable BIT A allows ethio telecom to gain competiti ve and fulfill it VI Ion 
of becoming a world-class telecom company. On the other hand , the BITA continuity management 
framework gives ethio telecom the ability to have adjustable and flex ible BIT A to the emerging 
change from the new coming competitive telecom service provider's environment as well as 

internal and external change. 

The proposed framework will also give ethio telecom the ability to create good or trusted working 
relationships and shared domain knowledge among employees at the functional and corporate 
levels through the establishment of a strong organizati onal culture that supports the change and 
believes in knowledge sharing. Thus, ethio telecom enhances the innovati ve entrepreneurial 
environment and interpersonal interaction, as well as properly manages complaints and ri sk issues, 

and increases productivity. 

As ethio telecom is the only telecom service and product provider as well as the main enabler of 
the digital economy in the country, managing successful BIT A continuity in the company has a 
positive impact on socio-economic growth and other technology-enabled industry sustainabili ty in 
the country. The output of this study also initiates other studies or related research as well as serve 
as an input for future research work in the telecom industry or other related areas . 
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1. 7.0rganization of the thesis 
This thesis is organized into six chapters. The fir t chapter introduc the tud b 
background information, motivation , a statement of the problem re earch que ti n 
objectives, scope and limitations of the study, and ignificance of the tudy. 

priding 
re ear h 

The second chapter is dedicated to presenting the literature review conducted t id ntify concept , 
approaches, models, and frameworks that can be u ed a a reference and guide in thi tudy. Thi 
chapter includes an overview of the concept of BIT A, benefit ofB11 A, the critica l ucce factor 
of BIT A, BITA models, foreign and local related work, and re earch gap. 

The third chapter covers the research methodology fo llowed to an w r the r earch que tion and 

meet the research objectives by including research design and the six st p of the de ign cience 

research process model proposed by Peffers (problem identification , objective of a lution, 

design and develop artifact, demonstration, evaluation, and communication). 

The fourth chapter presents the survey conducted to identify problem at ethio telec m and identify 

design requirements by consisting of an overview of the chapter, about ethio telecom, the ix 

thematic data analysis steps, interpretation of the theme, chall enge of BITA at ethi o telecom 

design requirements, objectives of the solution, the proposed framework. 

The fifth chapter presents and discusses how the framewo rk wa demon trated and eva luated fo r 
ethio telecom business and IS division management. Thi chapter con isted of a demon tration 
and evaluation of the proposed framework, as well a a di cus ion of the re ult. The la t ix 
chapters finalize the study by providing a conclusion, recommendations, and the way forward. 
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2.1. Overview 

CHAPTER TWO 
LITERATURE REVIEW 

Alignment is a leading principle both fo r research program and practica l meth d dealing with 

the business-IT relationship [22]. Though alignment ha been tudi ed broadl y, ch lar ha e u ed 

multiple conceptualizations and definitions fo r ali gnment [ \ 8]. me of the term u ed areflt [23], 

integration and linkage [2] , integration [24], harmony [25] , balance [26], brid e [27]. II wever, 

in all cases, alignment concerns the integrati on of the trategie , proce e and culture r lated to 

business and information systems (IS) or info rmation technology. 

This chapter discusses both conceptual and related wo rk review n the theme of bu ine - IT 

alignment. The study reviews various ex isting literature to identify approache m del , and 

frameworks that help the researcher as a reference and guide for conducting current re ca rch. 

A detailed literature review was conducted to give an overview of BITA, parti cul arl y in achi ev ing 

and sustaining continuous alignment. There is much li te rature conducted toward th chall enge 

and benefits of achieving BIT A. However, few of them guid company on the way to maintain 

and manage BITA continuity within change in business and information techn I gyenvir nment. 

2.2. Business-IT Alignment (BIT A) 
The notion of BIT A has drawn research attention dating back to the 1970 [5] . However achiev ing 

and sustaining successful alignment between IT and bu ine s i always a criti cal proce , as 

pointed out by business executives and managers. At an earl y stage, BJT A often meant the 

existence of a linkage between the business plan and the IT plan [28] . Nowadays, bu ine -IT 

alignment generally refers to the balance between choices made acros four domain (see table 

2.1.). These four domains are business strategy, IT strategy, organi zation infra tructure and 

processes, as well as information systems infrastructure and proces es . 

Furthermore, Luftman and Brier [10] , suggest the twelve components of a li gnment on which BIT A 

needs to be defined as shown in table 2.1. Aligning these components focuses on the activities that 

management performs to achieve cohesive goals across info rmation technology and other 

functional organizations (e.g., finance, marketing, human resources, manufac turing). Therefore, 

alignment addresses both how IT should be in harmony with the business and also how the business 

in harmony with IT. On the other hand , aliglU11ent require strong support from senior management, 

good working relationships, strong leadership, appropriate priori ti zation, tru t, and effecti ve 

communication, as well as a thorough understanding of the business and technjcal envirolU11ents 

[29] 
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Business Strategy 

Business Scope - Includes the markets, product , rvice , group f cu t mer /cli ent and 
locations where an enterprise competes as well as the competitor and potenti al c mpetit r that 
affect the business environment. 

Distinctive Competencies - The critical success factors and core competen ie that pr vide a 
firm with a potential competitive edge. This includ brand re earch, manu facturing and 
product development, cost and pricing structure, and sale and di tribution chan nel . 

Business Governance - How companies set the relation hip between managem nt, tockholder 
and the board of directors. Also included are how the company i affected by g vernment 
regulations, and how the firm manages its relationships and alli ances with trat gic partner 

Organization Infrastructure and Processes 

Administrative Structure - The way the firm organizes it busine e. xample includ central, 
decentral , matrix, horizontal, vertical, geographic, federal, and functional. 

Processes - How the firm ' s business activities (the work performed by employee) operate or 
flow. Major issues include value-added activi ties and proce improvem nl. 

Skills - H/R considerations such as how to hire/fi re, motivate, train/educate, and culture. 

IT Strategy 

Technology Scope - The important info rmation appl icati on and technologie . 

Systemic Competencies - Those capabilities (e.g., access to info rmation that i important to the 
creation/achievement of a company's strategies) that di stinguish the IT service. 

IT Governance - How the authority for resources, risk, confli ct resolution, and re pon ibility for 
IT is shared among business partners, IT management, and service provider . Project selecti on 

and prioritization issues are included here 

IT Infrastructure and Processes 

Architecture -The technology priorities, policies, and choices that allow application , software, 
networks, hardware, and data management to be integrated into a cohes ive platfo rm . 

Processes - Those practices and activities carried out to develop and maintain applications and 

manage IT infrastructure 

Skills - IT human resource considerations such as how to hire/fire, motivate, train/educate, and 

culture. 

Table 2. 1 Twelve component of business-IT alignment [10] 

Mongale [30] pointed out that business-IT alignment is the process of aligning the IT strategy 

with the business strategy and processes . The phrase "business-IT alignment" refers to the process 

of increasing the alignment of dynamic business goals with the particul ar technical support offered 
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by IT [31 ]. Business leaders and managers have hi ghli ghted the criti a l imp rtan full 

aligning business and IT objectives. However, a many bu ine xecuti and manager ha 

discovered, achieving and maintaining successfull y a li gned bu ine with IT i ne er an ea y ta k. 

Various business-IT alignment definitions ex i t in literature. Luftman [32] d finc bu in -IT 
alignment as applying Information Technology (IT) in an appropriate and timely bu ine -IT 
alignment as the degree to which the IT mission, obj ctive and plan upp rt and are upp rted 
by the business mission, objectives, and plans. Accord ing to Hendel' on et a l [2] bu ine -IT 
alignment refers to strategic fit and functio nal integration among four domain : bu ine trategy, 
business infrastructure and process, IT strategy, and IT infra tructure and proc . In thi tudy, 
the researchers adopted Henderson et al [2] definition and came up with a modified definition , 
which is business-IT alignment refers to the continuou adj u tment of trategic fit and functional 
integration among five components of a lignment, such a corporate strategy, bu ine s trategy IT 
strategy, business process, and IT infrastructure and proce to react to chan ges in the bu ine and 
information technology environment. 

Ullah & Lai [33] , pointed out that in the context of bu ine -IT a li gnment, b th the field of 

business and IT are interrelated, with IT providing service at all level of the bu inc t enable 

it to effectively achieve its goals and objectives. To heighten ali gnment in any bu ine 

organization, the following aspects need to be add res ed. Fir t, the bu ine trategy mu t be 

understood by both business and IT. Second, a strong cu ltural re lat ion hip betw en bu ine and 

IT needs to be fostered. Third, a level of successful communication between both gr up need to 

be sustained. Fourth, IT and business strategies must be under tood by both group . f ifth , bu ines 

and IT strategies must agree. The other is IT must provide upport fo r the bu ine trategy and 

vice versa. Lastly, the people belonging to each group must trust each other. Ullah & Lai [33] 

suggests that earlier alignment methodologies failed to capture the real benefits of a li gnment, due 

to an unknown or unclear business strategy, rapid change in the bu ines organi zation change 

in technology, and poor support from IT. Researchers regarded these failures a a cha ll enge and 

undertook invaluable research on alignment through tackling different organizational facto rs [6]. 

2.3. Benefits of BIT A 
According to Ul1ah & Lai [33] , business-IT alignment i seen to assist a firm in three ways; 

maximizing return on IT investment, achieving competitive advantage, and providing direction 

and flexibility to react to new opportunities. A key success factor for a succes ful company in a 

dynamic environment is effective and efficient information technology (IT) upporting business 

strategies and processes [34]. Accordingly, to maximize investment in technology, an organ ization 

needs to align business strategies and IS strategies and ensure cooperation between business and 

IT units [27]. 

However, achieving ali gnment between business and IT has been a criti cal i ue [or many year ; 

researchers, business and IT executive , and con ultants have seriou Jy con idered and worked on 

this issue since the early 1970s [35] [33]. By concentrating on the ali gnment of strategy and 
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infrastructure, firms may not only achi eve synergy and facilitat the d I pm nt f bu in 

plans, but also increase profitability and efficiency. The e tangible benefit all manag m nt t 

focus on the application of IT as a mean to lev rage th eir co re c mpet n i , kill , and 

technology scope, resulting in improved effi ciency [27] [36] . 

The literature suggests that organizations cannot be competiti ve or ucce ful if their bu in 

strategies and information technology strategies are not mutually a li gned. j an ka & 
Palacios [1] , pointed out that the main benefits of IT-bu ine a li gnment in an rgani zati n are 

enhancing cooperation, enhancing competiti ve advantag , fac ilitating organi zati nal pro c e 

and growth, higher return on investment, and perfo rmance enhanccment whi ch are di cu d a 

follows. 

Enhanced cooperation: Cooperati on refers to the hared domain knowledge and comm n 

understanding between business and IT managers about a pecific bu ine proce s and how IT 

can be used to improve the performance of that proce [37]. Thi hared bu ine -IT 

understanding is the knowledge that IT managers po e about a peci fi c proce th kn wledge 

the line managers possess about the potential opportuniti e to appl y IT to improve the pr ce and 

the common understanding between business and IT manager regarding how IT can bud to 

improve the performance of business process. In oth r word , hared 1T -Bu ine under tanding 

enables the organization to conceive, implement, and u e innovative LT application to impr ve 

business process performance. 

Enhanced competitive advantage : This refers to a susta ined advantage or an edge a company ha 

over its competitors . Aligmnent of IT and busines strategy play an important rol to achi eve 

company goals. Indeed, the business and IT performance are ti ghtl y coupled, and the company 

cannot be competitive ifits business and IT strategies are not well ali gned [38]. [n thi dimen i n 

eros and CEOs today have a great role in the alignment of IT and busine trategy. They are 

responsible for matching IT strategy to organizational orientation to achieve co mpetitive 

advantage. CIO and CEO also play critical leadership ro les uch a decision making info rmati onal 

role, leader for change management, and provocateur fo r technology initiatives, among other . 

Facilitates organizational processes and growth: When alignment exi ts, IT delivers sy tems and 

services that are crucial to the company's strategies, operations, or user need [39]. A a result, 

executives can perceive the contributions oflT there by users are more likely to accept and utili ze 

IT resources. Its potential does not stop there. By making plans based on the business strategy, IT 

can anticipate what business requires in the future, and layout a trajectory to meet tho e upcoming 

needs [40]. 

Higher return on investment and p erf ormance enhancement: Business-IT ali gnment has shown to 

improve return on investment, cost savings, and time efficiency. This is because huge investments 

spent on IT by companies are highly managed and controlled. Re earch has also shown that small 

and medium enterprises (SMEs) with a high level of bu iness-IT ali gnment indicate better 

performance and profit than SMEs with a low level of business-IT ali gnment. Thi means that 
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there is a positive relationship between busine s-IT ali gnment and rgani ati nal p r ~ rman 
based on a strategic perspective [40]. 

On the other hand, literature explains the importance and benefit f achi vin and u taining 

BITA in the organization [14] . However, despite the body f knowledge n BITA ~ r m 

companies' alignment is still seen as an umeachabl goal to achi eve: it i n t clear h w t empi y 

alignment to cope with the fast-changing external environment that i increa ingl d p nd nt n 

technology [31]. 

Moreover, scholars [16] [17] [7] [18] agree on achieving and mainta ining the ali gnment of IT with 

business in today's dynamic competitive busine s environment and techn logica l change ha 

become a problem and remains a top concern fo r busin and IT executi ve. Hence, c nsidering 

the challenges of achieving and sustaining continuous ali gnment within a changing nvir nment, 

this study was conducted with the objectives of des igning a framework that guide a c mpany n 

the way to maintain and manage BIT A continui ty within the change in bu ine and technol gy 

environment, by having adjustable and flex ible alignment. 

2.4. The critical success factor for BIT A 
Researchers both academic and practi tioners have pointed out variou fac tor that affe t busine -

IT alignment [41] [42] [25]. Management needs to pay special attention to criti cal succe fact r 

so as to enhance the chances for achieving and improving ali gnment [43]. Luftman [29.1 p inted 

out that most of CFSs can serve both as enablers and inhibitor of busine -IT ali gnment. Tabl e 

2.2 below lists some of the enablers and inhibi tors of BIT A. 

Enablers Inhibitors 

Senior executive support for IT IT/business lack clo e relati onship 

IT involved in strategy development IT does not prioriti ze well 

IT understands the business IT fa ils to meet its commitments 

Business/IT partnership IT does not understand business 

Well-prioritized IT projects Senior executi ves do not support IT 

IT demonstrates leadership IT management lacks leadership 

Table 2. 2 Enabler and Inh ibi to rs of BIT A [29] 

Kurti et al [44] , classify critical success factors of BIT A based on three dimen ion . The fi rst one 

is Human Dimension which includes IT skills and knowledge of business executi ve , Top 

management commitment, Business skills and knowledge of IT executives, Leadership kill of 

IT executives, Technical skills and knowledge of IT employees [44]. The other is the ocial 

Dimension which further includes a Shared understanding of business and IT executives as well 

as mutual trust and respect between business and IT executives. The last one is the Intellectual 

Dimension which includes alignment of business and IT strategy/goals/plans, shared applicati on, 

IT infrastructure alignment as well as alignment ofIT strategy and tructure with bu ines trategy 

and structure [44] . 
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Ullah & Lai [33] , point out other factors that negativ Iy influ nce the pro 

follows: 

• 
• 
• 
• 
• 
• 
• 
• 
• 
• 

Limited involvement of the CEO and CIO in trategy development. 
The weak relationship between business and IT 

The communication gap between busine s and IT 

Short-term planning between business and IT 

Lack of business and IT skills. 

A complex organizational structure 

Organizational culture 

IT is used as an organizational tool. 

Formal and informal business planning 

Lack of IT belief 

f lignm nt a 

The researcher argues that most CFS identified studie foc u on the internal rgani za ti n facto r. 

However, they don't consider the external environment or change in technology which eri u Iy 

affects the effectiveness and efficiency of BIT A continuity. 

2.5. BIT A Model and framework 
In this section, the different business-IT alignment models and frameworks uch a MIT 90s 

SAM, SAMM, and Unified framework are discu sed in detail. 

2.5.1. MIT90S framework 
MIT90s fTamework encourages professionals to understand the dynamic nature of change and the 

acquisition of new technologies. This model is used as the ba is for constructing different 

organizational models by various researchers and practitioner , especiall y for the trategic 

alignment model [5]. The MIT90s Model is a proces framework that how how five critica l 

structures interact, which are strategy, structure, technology, people, and management proce se . 

(see figure 2.1). 
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Figure 2.1 MIT90s fram work 1 .. 51. 

According to Rockart and Morton [28] , all the element of corporate functi ning uch a 

technology, strategy, organizational structure and culture, manageri al proce se and indi vidual 

and their roles must be balanced. However, today' s technology advancement which come from 

external and internal technology environment is dr iving the element of corporate functioning. n 

the other hand, the researcher argues that due to the fa t and dynamic organi zational and 

technology environment to succeed and gain competi ti ve advantage the corporate should have to 

maintain mutual alignment between business and information technology. 

2.5.2. Strategic Alignment Model (SAM) 
According to Henderson [2] , the Strategic Alignment Model (see Figure 2.2) identifies the need 

to specify two types of integration between business and 11 domains. The fir t i trategic 

integration, which is the link between business strategy and IT trategy refl ecting the external 

components [46]. More specifically, it deals with the capability oflT functionality to both hape 

and support business strategy. This capability is particularl y important as IT has emerged a an 

important source of strategic advantage to firms. The second termed operational integration, is the 

link between organizational infrastructure and processes with IT infrastructure and processe [46] 

Maes et al [22] , describe that the obj ective of SAM is to provide a way to align info rmation 

technology with business objectives to realize value from IT investments. The authors argued that 

the potential strategic impact of inforn1ation technology requires both an under tanding of the 

critical components of IT strategy and its role in supporting and haping business trategy 

decisions and a process of continuous adaptation and change. Hence, they presented a model that 

defines the range of strategic choices facing managers. Thi s model serves as the fo undati on fo r all 

subsequent models and consulting techniques that are aligned with it. [22] . 
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SAM requires an understanding of its intri nsic dynamic natur . Man f the trat gi pl an nin J 

techniques popularized in the 1970s and 1980s have gone ut of fav r-n t be au fth ak n 

in their logic but due to their failure to recognize the dynamic nature f trat g 12 J . Manag r are 

painfully aware that the real business challenge is not tatic a li gnment am ng thc ~ ur d main at 

anyone point in time (when the strategic planning exerci e i carried out), but en uring c ntinual 

assessment of the trends across these four domains to allow them t rep iti n the firm in the 

external environment and rearrange their internal infra tructure. Thc pot ntia l ~ I' IT impact i 

varied and complex that the executive must consider the e per pectives a a lt rnati nceptu I 

lenses and be prepared to continuously make adaptation . 

J.======J 

w 

, ; 

STRATEGIC fll ~1,,'l) l.lA' ION ; X 

~=====±====~~ ~~==~======~ 

OAO~'i lATlON~L IM",.",SlAUCI.JAE 
~ND f>nO:ESSE5 

F\JNcnON~L IrlTEGRAnON 

Figure 2.2 Strategic Aligmnent Model [21 

2.5.3. Strategic Alignment Maturity Model (SAMM) . . 
The Strategic Alignment Maturity Model (SAMM) is developed based on the strategIc ali gnment 

model (SAM). According to Luftman [29] , SAMM offered asses~ments that may he~p 
.. .... .. the degree of business-IT alignment matunty. SAMM defines SIX orgamzatlOns m Improvmg . 

constructs for assessing the maturity of business-IT alignment as presented 111 fi gure 2.3. 
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Figure 2. 3 Strategic Alignment Maturity criteri a 129] 

The SAMM criteria described in figure 2.3 are neces ary for a se ing and eva luating the 

alignment between business and IT by focusing on the ix dimen ion and their p r pecti ve item 

[30] . The SAMM criteria are defined as follows. 

• 

• 

Communication refers to the exchange of ideas, info rmati on, and experti e between IT 

professionals, business professionals, and IT system user . The items a e ed under 

communication dimension are: understanding of business by IT, under tanding of IT by 

business, Inter/Intra organizational learning, protocol ri gidity, knowledge har ing and 

liaison effectiveness. 
Competence/Value Assessment refers to the process by which organization quantify the 

value oflT in a manner that is acceptable to IT and all takeholders a well as the integrated 

metrics used to measure value business to IT and IT to busine s. The item asse ed under 

competency/value assessment dimension are: IT metrics, business metrics, balanced 

metrics, service level agreement, benchmarking, formal assessment/review and continuou 

improvement. 
• Governance refers to how an organization makes IT decisions and IT prioritie a well a 

the involvement ofIT in business strategic formulation and invo lvement of bu ine in IT 

strategic formulation. Governance is important for defining the value of IT and al 0 fo r 

defining how IT decisions are made. The items a sessed under governance dimen ion are: 
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business strategy planning, IT strategy plannine , rep rting/ r an izat i nal tru tur , 

budgetary control, IT investment management, teering c mmitt and pri riti za ti n 
process. 

• Partnership refers to the connection between IT and bu ine for co ll ab rati n th f 

IT in strategic business planning, and the workin g relation hip which ~ t r ' I' 

confidence. The items assessed under partner hip dimen ion are: bu ine per pti n 

value, role of IT in strategic business planning, hared goal Ir i klre ard /penalti , IT 

program management, relationship/trust style and bu ine pon or/champi n. 

• Scope and architecture refer to an organizati on's capacity t financ IT and maintain an 

adaptive and flexible infrastructure capable of upporting new and deve l ping 

technological solutions as well as the scope of architecture integrati on. The item a e d 

under scope and architecture dimension are: traditi onal enabler/ dri ver, tandard 

articulation, architectural integration, architectural tran parency and n xibility managing 

emerged technology. 

• Skill refers to the process of enhancing the capabil itie of IT pr fe ional t guarantee the 

successful alignment of business and IT. The item a e ed under th skill dimen i n re: 

fostering innovation environment, culture of locu power in making IT dec i ion hange 

readiness, career crossover, education and training cro over, and i -p liti ca l tru t 

environment. 

2.5.4. The unified framework 
The main purpose of the Unified framework is to indicate the relati on hips between the main area 

of concern and between the different levels, including the implied managem nt and de ign 

processes, and not to visualize the areas or levels a uch [22]. M re ver, the integrated 

Architecture Framework, is a design tool , aiming at the development of mutuall y al i ned bu ine 

and IT systems through a unified architecture [22J. 

As shown in figure 2.4 at the strategy level, strategic ali gnment concern deci ion c ncerning 

variables like the mission, scope (boundaries and granularity), governance, and core capabilitie 

at structure level such as contextual design, transformation, physical, logical and conceptual a 

well as at the operational level such as business, information and communication, technology 

system and infrastructure. The following alignment aspect have to be con idered. Over the 

different areas (horizontal) and with the policies regarding the structural level (vertical) [22]. 
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Figure 2.4 Unified framework \22\ 

The study uses the strategic alignment model (SAM) and trategic al ignment maturity m del 

(SAMM) to assess and understand the current business-IT chall enge and practi ce at ethi 

telecom as well as a basis to design the proposed fTamework in line with de ign requirements 

identified in the current context of ethio telecom. Becau e AM and AMM are criti ca l in rder 

to assess and understand the existing BIT A practice a well a to ensure the ucce ful a hi evement 

of BIT A and improve corporate results. 

2.6. Related Works 
This section discusses related works conducted by variou re em·cher on bu ine -IT ali gnment 

with a focus on those studies relevant to the current study. To investigate the research method or 

approach, sampling method, data collection techniques used by prior research, and analyze the 

findings and concluding remarks for use as an input for this research. While there have been much 

studies that identify benefits and challenges for achieving continuous business-IT aliglUTIent few 

researches have been conducted on how to achieve and sustain continuou BIT A by taking the 

changing business and IT environment into consideration. Accordingly, the nex t ection explains 

and discusses related works done by foreign and local scholar . 

2.6.1. Foreign works 
Chen & Jih [47], conducted research on aligning information technology and bu ine trategy 

with a dynamic capability. A qualitative, interpretive, research strategy was selected and a ingle 

longitudinal case study was employed to conduct the research. The company selected fo r thi s case 

study is a semiconductor company focusing on advanced integrated circui t packaging techn logy. 

The results of the study indicate lack of strategic IT alignment impedes the development of IT 

competency. A long-term view of IT strategy focused on IT resources with a clear under tanding 

of the overall business vision, would be beneficial to link IT re ources to the overall de elopment 
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of IT. In addition, dynamic capabilities, which are criti al ~ r th r ati nand tr n'th 
resources, positively influence the alignment proces and it futur implem . Th 
study indicates implications to future research for c mpani with d nami 

with high l~vels of int~nded alignment between IT manag r and exe uti , th implem nt d 
alignment IS not easIly realized because the appli cation infra tru tur 
organizational changes. Thus, it is important to develop ITA with d nami ap ith 
continuous adaptations, which are critical fo r the creation and trengthening fiT r ur 

Mulago & Oloko's [48] , analyzed relationship between trategic ali gnment and firm p rfl rman 
focusing on the telecommunication sector in Kenya. The tudy u e a de cripti r h d i ' n 
to conduct the study. The study opted for a censu survey all the element f th P pulati n w r 
included in the sample size of 50. The indicators of the trategic alignment tudy ~ u d on 
employee alignment, key processes alignment, IT alignment, and cu tomer alignm nt. Th tud y 
finding shows that all indicator of alignment had a po iti ve and ignifican t f~ t n th 
performance of telecommunication firms in Kenya. The tudy e nclud d that firm that hay 
aligned their employees, key processes, information technol gy and cu t mer t their I n -term 
strategy have a clear direction on what the firm is expected l a hieve and wh i re p n ibl 1481. 

Mondale [30] , investigated and analyzed the alignment b tween bu ines and IT ~ r r 'anizati nal 
success, with a particular emphasis on South African development bank . 1 h re arch r us d a 
case study research approach with purposive sampling technique. The unit of" analy is wa the 
organization, a major national development bank. Al 0 , the participant wh repre ent d th 
organization, were purposefully chosen based on their knowledge and experienc with bu ine 
and IT strategy. The participants included senior manager, general manager lin manager and 
operational employees. Semi-structured interview were ch en a the mo t uitable data 
collection technique for this research. Thematic analy i wa employed t manipulate the 
collected data. The finding of the study shows that there i a need .~ r executi v t inspire 
confidence in business and IT professionals to recognize the banking dynamics relati ve to change 
and the addition of disruptive technologies and new olutions. The tudy found that in piring 
leadership, alignment of business and IT strategies continual improvement of bu ine -IT 
alignment, and capacity development for IT are critical for company competiti vene . The tudy 
argues that BITA can be achieved through triangulation of the trategic alignment models, the IT 
capabilities model, the MiT90s framework, and the trategic ali gnment Maturit M del. The 
triangulated models complement one another in that when one model i weak, the other offer 

sufficient advice and adds to the body of knowledge on busine s-IT ali gnment. 

2.6.2. Local works 

King [20], conducted a study with the objectives of inve tigating and bridging the trategic gap 
between business strategy and IT strategy in the banking industry with a pecific ~ cu on Zemen 
Bank. The researcher follows the qualitative research method with a ingle case tud appr ach. 
purposive sampling techniques were used to conduct the tudy. The data wa c lIected through 
interviews, observation, focus groups, and document analy i . The tud co ll ect d data thr ugh 
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interviews with senior IT and business executives/dir ct r f ne finan ial r ni za ti n. h 
researcher adopted qualitative content analysis for th emi - tructur d inter i 
participants' perspectives/attitudes and employed Luftman et al (Luftman, t al. 
business-IT alignment criteria to collect and analyze the data. The main finding f the 
that the lack of strategies in both business and IT d partment , lack f out ur ing 
metrics, the delinquency to provide current requirement of bu ine by IT, and la k f G 
the IT department to meet the current business need on iderabl y influ n 
strategic alignment within the bank in Ethiopia as a developing c untry. Th tud id ntifi n 
enabler and inhibitor of BITA. However, this study doe n' t con ider achieving and u tainin 
continuous alignment from operational or process, infrastructure and cu lture p r p cti c . 

Ashenafi [22] , conducted a study to assess the current tatu of bu ine and inG rmati n 
technology strategic alignment in public organization and r commend luti n that in rea the 
organizational capability to utilize IT resources through BlT A. The tudy u a mix d m da l 
research approach, the qualitative (like an interview, observation) and urvey r ear h m th d. 
For data analysis, descriptive analysis and regres ion analy i were u ed. The main finding fthi 
study is that there is a documented IT and busine s strat gy in ~ R A but a tr ng trat gic 
relationship is required. The guideline was developed ba ed on the re ea rch finding re ult· it 
contains five variables which are: government policies, bu ine trategy, IT trategy, bu ine 
strategy, and organizational performance. The study concludes that keeping a tr ng bu ine and 
information technology strategic alignment plays an important and hoi i tic r Ie in the achi vem nt 

of organizational goals. 

Minilik [21] , conducted a qualitative case study on the ca e of the Bank of Aby inia. Th purp 
of the study was to identify the internal and external challenge that hinder bu ine and IT 
strategic alignment in the context of the Bank of Abyssinia. The data collection method ~ lI owed 
are interviews, observations, and document analysis. The main finding of the tudy hows that the 
lack of strategies in both business and IT departments, the lack of outsourcing over ight metri cs, 
the lack of focus by the IT department to meet the current busine s need , the i neffecti ve way t 
delegate the right tasks to the right people, and the lack of clear policies and procedure are the 
key internal and external business-IT alignment hindering fac tors at the Bank of Aby inia a a 
developing country. According to the findings , the study propo es a olution model to improve 
business-IT strategic alignment in the case bank. Furthermore, the study focu e only on ex ploring 
internal and external business-IT strategic alignment challenge in the context of the Bank of 
Abyssinia. However, the study does not include or cover business processes, IT infra tructure, or 

IS process alignment. 
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Summary of related work 

Author Title Approach Data Model Model 
Name Collection trength Weakness 

Method 
King [20] Bridging the gap Qual i tati ve, Interview Identi f 

between business single case ob ervati on and newenabl r 
strategy and IT study document and 
strategy approach in analy i inhibit r 

the case of 
Zemen Bank 

Minilik a case study on a Qualitative Int rview Ncgl l 
[21 ] business-IT case study in ob ervati on and p rati nal, 

improvement the case of document ial and 
framework in a Bank of analy i . in fra lruClural 
private bank called Abyssinia, ali ' nment 
Bank of Abyssinia. 

Ashenafi Impact of Business The study Interview 
[22] and Information used mixed ob ervati n and 

Technology research surv y 
Strategic Alignment approach, que ti n r 
on Organizational 
Performance 

Chen & Aligning Qualitative, Interview, 
Jih[47] information interpretive, ob ervati n and 

technology and and a single survey 
business strategy longitudinal questioner 
with a dynamic case study 
capabilities' 
perspective 

Mondale Business-IT Descriptive Survey 
[30] Alignment Through research questioner 

Triangulation of design 
Models 

Mulago & Effect of Strategic Quali tative Interview and 

Oloko's Alignment on Firm case study observation 

[48] Performance in 
Telecommunication 
Sector in Kenya 

Table 2. 3 sununary of related work 
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2.7. Research gap 

As presented in the literature review, the researcher attempled l ndu l an lil ralur 
survey on the theme of business-IT alignment to identi fy approachc kn d 'e 'ap , m d I , 
and frameworks. Several researches are being conducted to idenlif the BITA b n fit , hall n ) 
and critical success factors and propose various models. However, l 
no research has been undertaken on constructing a BIT A c nlinuil manag m nl fram 
the telecom industry. 

On the other hand, none of the business-IT alignment model di cu ed ab v guid the mpan 
on the path to maintaining and managing continuou bu ine -IT lrategi , p rali nal and ultural 
alignment while reacting to fast and rapid change in th bu ine and lechn I gy nvir nment 151· 
Hence, this study focuses mainly on designing a busine -IT alignmenl nlinuily management 
framework that allows ethio telecom to have a fl ex ible and adju lable 11 J\ in rd r l maintain 
and manage continuous mutual strategic, operational or proce and cullural ali nmenl b lwe n 

business and IT. 

The next chapter presents and discusses the research methodol gy foil wed l conducllh ludy . 
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3.1. Overview 

CHAPTER THREE 
RESEARCH METHODOLOGY 

In this chapter, the research methodology fo llowed to an wer the rc earch quc ti n and a hi 
the research objectives is discussed in detail. Based on re earch de ign the t p-b - t P pr dur 
followed and the method used are di scussed. Moreov r, validity and reli ab ility f th mcth d 
followed in conducting the study are also presented. 

3.2. Research Design 
This study follows the design science research methodology t de ign and dcvel p thc bu in 
information technology alignment (BIT A) continuity management framcw rk . /\ h lar 149, 
50, 51] suggest design science research methodology is u d mo t widely in inf< rmati n stcm 
research to design a better artifact that solves the exi ting i tal or organi za ti nal PI' bl m. T 
design the proposed framework through design science re earch ( R) th tud i ' uid d b 
Peffers et al. [52], DSR process model consists of six t p : problem idcntifi ati n d finin g 
objectives ofthe solution, design and development, demon trati n, evaluati n and c mmunicati n 

(see figure 3.1). 

Problem 
Identification 
& Motivation 

_L 
Deline 
Objectives 01 a 
Solution 

Define problem ----7What would a 
better artifact 

ShOw Importance accompli sh? 

1 
Problem 

Centored 
Approach 

I 
Design & 
Development 

l 
Artifact 

Demonstration Evaluation 

Obsel\'e how 
Find a suitable enectlve & 

,..-7 context ---" enlclent 

Use artifact to Iterate cack to 
so lve problem design 

Figure 3.1 Design Science Research Proce Model [52]. 

\ 
Communication 

Scholarly 
public tlon 

profeSSional 
publication 

Problem-centered approach: This study uses a problem-centered approach a a re earch entry 
point, as shown in figure 3.1. Thus, this entry point is about identify ing and defi ning the problem 
to be solved through an artifact by observing the environment or prior research [52] [5 ). Thi 
approach enables the researcher to know what the existing BITA challenges in ethio telecom are 
in terms of achieving and maintaining continuous BIT A, a well a the framework for ad.d re. ~ng 
the problem identified. Accordingly, to conceptualize problem to be 01 ed to ard mall1tall1lng 
and managing BIT A continuity, the researcher selected a problem-centered approach. 
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3.3. Problem Identification and Motivation 
Thisistheinitialst~~tha~definesthespecific researchprobl m andju tili th lu [a luti n. 
The problem defimtIOn IS used to design an artifact that can effe ti el pr id a luti n I 21. 
The study follows problem-centered approach, document analy i , b r ati n and int r i 
with ethio telecom business and division management a well a ex t n i e ex i tin lit ratu r 
review, were conducted to identify the research problem. 

The specific problem identified is achieving and sustaining c ntinuou bu in -IT ali ' nm nt 
within a changing business and technology environment which i cha ll enging .~ r bu ine and IT 
executives or top managers, especially for ethio telecom. Therefore, the main obje ti [ th tud 
is to propose a framework that guides the organization on the way to maintaining and mana ,in' 
BITA continuity within a dynamic and fast-changing bu ine and techn logyenvir nment. 

The main motivation to conduct this study is due to th fact that there i no re arch ndu t d 
towards constructing a BIT A continuity management framework [or the telecom indu tr and th 
need for further research on constructing a framework that embed achiev in J and u tainin ' 
continuous alignment in a changing environment. As organizati on continue t pend a i 'nili ant 
amount of their resources on IT to improve the variety and quality [ services, achi ev ing and 
maintaining business and IT alignment is a timely issue [54] . M reover, ethio t lec m indu try as 
the only internet service provider in the country in order to max imize organizati onal perf, rmanc , 
meet stakeholder expectations and gain competitive advantage in the fa t and dynamic hange in 
telecom market and technology companies should have to manage and maintain BIT 1\ c ntinuity 
throughout the functional and corporate level. The re ul t f the e tep is to tate th re ea rch 
problem and identify design requirements that included in the propo ed framework n th basi [ 

ethio telecom current context. 

Sampling techniques 

To select participant from ethio telecom business and I division management, the tud y u ed 
purposive sampling techniques in order to explore and understand the current BIT A practi ce and 
challenges at ethio telecom. Purposive sampling technique is a type of non-probability ampling 
that is most effective when one needs to study a certain cultural domain with kn wledgeable 
experts within [55]. Furthermore, this technique is much relevant and preferred ince the tudy i 
expected to get and understand feelings of executives and managers who have knowledge and 

experience towards business-IT alignment. 

Data collection 

The study follows a qualitative research approach to collect the primary and econdary data fr m 
ethio telecom. The primary data was collected using interview and obser~ati on . The econda r~ 
data was collected using the document analysis method . To co llect the reqUIred data thI ugh em! 
structured interview, the study is guided by a conceptual framework adapted from Lurtman et al 

(see Figure 3.2.). 
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Data analysis techniques 

To analyze the collected data the researcher foll ow themat" c d t I ' h ' I ' . . . " . I a a ana I t nlqu . t I a 
qualitatIve analysIs method for IdentIfymg analyzing al1d e ·t· I . . . . " r pOI mg pattcrn t 1 m \ ithin da ta 
by mm.lmally o~gamzmg and d.escribing data set in detail. Acco rding t Braun and I rk I I th 
thematic analysIs method consists of six phases as pres nted in table .1. 

Phases 

Familiarizing with the 
collected data 

Generating initial code 

Searching for theme 

Review theme 

Defining and naming 
theme 

Produce re'port or 
inte1])retatlOn of the 
resurt 

Description of the proces 

Trapscribing . d~t.a (if necessary) reading and re-readin th data 
notmg down mltlal Ideas . 

Coding interesting features of the data in a y temati c fa hi on a r S 
the entire data set, collating data relevant to each dc. 

Collating c9des into potential theme gathcring a ll dat r Icvant t 
each potential theme. 

Ch~cking if the theme~ work in re l ~ti on t the c dcd xtI'act and the 
entire data set, generatIng a thematIC ' map' of the anal is. 

Ongoing analysis to r.efine th pec.i lics f each . t~ m , and the 
overall story the analYSIS te ll , generatIng clear definltl ns and namc 
for each theme. 

The final opportunity for analy i . election of vi vid , c mp lIing 
extract examp'les, the final analy i of elected extract r latin ' baCK 
of the analysis to the research que ti n and literature, pr ducin a 
scholarly report of the analysi 

Table 3.1 Phases of thematic analy is 156J 

3.4. Define objectives of a solution 
This step infers the objectives of a solution from the problem definiti on and knowledge of what i 
possible and feasible [52]. The main objectives of a solution are to guide ethio telec m on how t 
maintain and manage BIT A within a changing business and info nnation technology environment. 
It also allows ethio telecom to be responsive to unexpected and rapid change in rgani zati nal 
environments. By maintaining and managing BIT A continuity in current change en ironment they 
were able to gain competitive advantage and fulfi ll it is vis ion of becoming world-cia te lecom 
company. The objectives of the solution are defined on the ba is of the problem and de ign 

requirements identified in the ethio telecom context. 

3.5. Design and development 
This is the activity that creates an artifact. Conceptually, a des ign research artifact can be any 

designed object such as constructs, method , model or instantiation in which a re earch c ntribution 

is embedded in the design [52]. The study constructs the BIT A continuity management frame.. rk 

for ethio telecom based on the design requirements and objective of the olution a well a the 

current literature. 
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3.6. Demonstration 
The goal of demonstra~ion, ~ccording to Peffers et al. [52] t addr an I u 

d ign d fram \J rk using the results of design SCience research output, which i an arti fa t. Th 
was demonstrated to 17 participants of ethio telecom bu ine and I di i 
iJlustrative case study is used to show how the proposed framew rk w rk t 
problem by taking a real-telecom industry scenario. The case tudy meth d h I 

. hi' P closely ex~mme t e so utlOn to the research problem and pro ide parti ipant a d p r 
understandmg of how the proposed framework works. The r earcher iterat d ba k t th d i 'n 
as per the participant's comments to further improve the propo ed framcwork and pr nt th lat t 
framework for evaluation. 

3.7. Evaluation 
Evaluation aims to observe and measure how well the artifac t upport a oluti n t th pr blem. 
This activity involves comparing the obj ectives of a so l ution to a tual ob rved re ult fr m th 
use ofthe artifact in the demonstration [52]. The proposed fram ework wa evaluated ~ r f!i in , 
usability, applicability, content, and context coverage. Th prop ed framew rk i va luated b 
the researcher using survey (closed-ended questions) and emi - tructured inter iew p n- nded 
questions) techniques with 17 participants chosen from ethi telecom' busine and in ~ rmati n 
systems division experts. The researcher communicate the output of the tudy ap r the 

evaluation results. 

3.8. Communication 
The final stage of DSR is communication that all ows communicati n f the pr bl m and it 

importance, the artifact, its utility and novelty, the rigor of it de ign, and it effccti en t 

researchers and other relevant audiences [52]. The re earch utput was communi ated thr ugh th 

thesis work to the School ofInformation Science of Addi Ababa Uni versity and t ethi t lee m 

management, as well as through the submission of an article fo r cholar publicati n. 

3.9. Conceptual Framework 
The conceptual framework is designed by the researcher based on the research pr blem identified 

from ethio telecom context and existing literature. The researcher u e the re earch m del ad pted 

from Luftman et al. [7] to construct the conceptual framework becau e the attribute rdimen i n 

used on this model are critical to answer the research que ti on and meet pecific re earch 

objectives of the study. Moreover, the reason that the SAM model is elected i a £ II w : 

• It is the most prominent model used to achieve, asses and maintain busine -iT ali gnment 

in various organizations including the telecommunication industry [7]. 
• It helps to meet the specific research objectives of the tudy which are to a e s and 

understand current BIT A practice and challenges at ethio telecom and to an wer the fir t 

research question this model is appropriate. 
• The model does not view IT-business alignment as a singul ar (though var ing) tate al ng 

the four dimensions, but rather a continuous proce s of adju ting acti itie acr multiple 

dimensions that together result in improved/better a li gnment [7]. 
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• In this model, BIT A is seen as a dynamic " proce rather than a tatl' tat F tl 
the SAM model IS flexIble or adjustable b d " . ' ur 1 I'm r ' . . ase on orga l11 zatl nal c t and in t I'm r 
scope, It focuses on assessmg achieving d . .. , , an ma111ta111111g BIT A. 

The research model consists of five distinct constructs such a c 

value analytics, IT governance, dynamic IT Scope, and bu ine 

figure 3.2.). 

mmunicati nand rati 11 

and IT kill d el pm nt 

Communication & 
Collaboration 

Value Analytics 

Governance 

Dynamic IT Scope 

Business and IT 
Skill Development 

Continuous Business · 
~~...... IT Alignment 

Figure 3.2 The research model171 

Details of each of the variable in the conceptual research model are di scu sed a t II ws. 

Communication and Collaboration 

Communications and collaboration refer to the effectiveness of the exchange of idea kn wledge 
and information between IT and business organizations that enables takeholder t clearl y 
understand their respective strategies, plans, business and IT environments, ri sk priorities, and 
how to achieve them [7]. Given the dynamic business and technical environment that 
continuously confront organizations, knowledge sharing is paramount. Studie show that effective 
communications and collaboration between IT and the bu iness lead to increa ed mutual 
understanding and influence positively alignment as under tand ing i in trumental in achi e ing 
coordinated activities [57]. This also faci litates the coll aborative leveraging of re urce that can 

build a competitive advantage. 

Finally, effective communications and collaboration result in having tru ting r lation hip 
between IT and business executives. This understanding is important a organizati n gro and 
the need for integration across the enterprise and its external partner' increa e . Thi permit 
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higher risk-taking, faster responses, and better accountability [7J . Thu 
communication and collaboration construct are: 

• IT's unders~an~ing 0
1 
fbusiness and business's under tanding fiT 

I U a d und r 

• Inter-~rgamzatlOna Le~rning and knowledge sharing pra tice 
• the eXIstence of~n effiCIent communication channel betwe n I and th bu in di 
• The value of IT In the eyes of business 

n. 

• The rol~ of the informa~ion systems division in strategic bu ine plannin 
• Goals, rIsks, and penaltIes share between busine and J di i i n. 
• work relationship 

Value Analytics 

Value analytics refers to the potential use of metrics to demon trate the contributi n f IT and th 
IT organization to the business in terms that both the bu ine and IT under tand and a ept. J\ II 
organizations need to analyse their performance and op ration . Many IT or Jani zati nann t 
currently demonstrate their value to the business in term that the bu ine und r tand . What i 
needed is a balanced 'dashboard' that demonstrates the va lu of IT in term f c ntri buti n t th 
business. To do so effectively, IT and business organization need to c Il ab rate and reat 
analytics (shared and consistent measures of performance) that help track a firm r the fun ti n) 
performance [7]. In this study the following issues are a e ed under value analyti c n tru t : 

• IT Metrics, Business Metrics and an integrated IT and bu ine metric 
• Service Level Agreements 
• Benchmarking practice 
• Formal Assessments and Reviews 

Governance 

Governance refers to the allocation of authority for IT decisi n and the pr ce IT and bu ine 
manager's use at strategic, tactical, and operational level for etting IT prioritie , all catin' 
resources, and controlling activities. Governance also deal with how well the c mpany nnect 
its business strategy to current IT priorities, technical planning, managing ri sk, and bu Igeting \7J. 
Governance related activities contribute to alignment becau e they help: rec gniz the va lue of IT 
define a business vision and strategies and the role oflT in achieving them; and mak informed IT 
investment decisions. The key activities for governance include: teering committee , IT-bu ine 
liaisons, budget and human resource/sourcing allocation proce se , boundary manag ment of the 
IT function, and assessments oflT services by business executive. Governance h uld be [, u ed 
on providing those activities that create a shared direction rather than merely trying t monit r IT 
initiative [7] . Thus, the following issues assessed under IT governance con truct : 

• IT Strategic Planning and Business Strategic Planning 
• IT Organizational Structure 
• IT Reporting 
• IT Budgeting 
• IT Investment Decisions 

• 
Steering committee . 
IT Prioritization Process and IT Reaction CapacIty 

• 
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Dynamic IT Scope 

Dynamic IT scope refe~s t~ the continuous process of provi ioning a fl e ibl in fra tru lu r , it 
evaluation, and the applIcatlOn of emerging technologie and deli very f cu t miz d lut i n t 

business units and external c.ustomers or partners. This dimen i n tap int the br ad r imp t f 
IT services through appropnate and innovative scoping of what the IT fun ti n d t pr id 
demonstrable business value. Scoping is the only set of technical acti itie in Iud d in th 
alignment processes [7]. 

Dynamic scoping is needed because as companies chang their bu in c pe th ir infra lru lu r 
needs to be re-scoped. Therefore, IT Scoping is about the generation of har d acti iti that rcate 
a flexible IT infrastructure, evaluate and apply emerging technologie , and ~ t r IT-r latcd 
activities that drive direct business process change or deliver cu t mized luti n / r i , Th 
scoping activities include among others shared application d vel pment c n iderati n , tandard 
articulation, architectural integration and architectural tran parency, agility pri n ipl , and 
activities that promote infrastructure flexibility [7] . Thus, i ue a e cd und r dynami IT pc 
construct are: 

• Traditional, Enabler/Driver, External 
• Standards Articulation 
• Architectural Integration 
• Architectural Transparency to Changes 
• IT infrastructure flexibility 

Business and IT Skill development 

Business and IT skill development refer to the proce of enhancing th capabiliti s f IT 
professionals to guarantee the successful alignment of bu ine and IT. IT kill cap t~lr cri ti, al 
human resource activities, such as hiring, retention, train ing, perf:! fmance fi ed ack Inn ,a,t!, n 
encouragement, career opportunities, and individual ki ll devel pment. It al v r a t! ~ It! C 
that promote to IT organization's readiness for change, learning, and ability to leverag n w id a 
[7]. Thus, issues assessed under business and IT ski ll development con truct are: 

• Innovative Entrepreneurial Environment 
• Cultural Locus of Power / organizational culture building 
• Change Readiness 
• Career Crossover 
• Training/Talent improvement to Learn 
• Interpersonal Interaction 
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3.10. Validity and Reliability 
To apply the output knowledge of the research in a real environment alidity nd r li a ilit r data 
during research are essential [58]. Hence, the researcher u e th meth d 
validity and reliability of the study: 

The researcher performs a rigorous evaluation to validate the a ceptan e f the f"ram th 
ethio telecom business and IS division experts. Furthermor the re ar h r u d tri an 'ul 
techniques to ensure the reliability and validity of the study. Triangulati n i ab ut tin ' 
research from different perspectives. Therefore, the re earch r co ll ect the data fr m 
business and IS divisions of ethio telecom management to app ly triangulati n. 

3.12. Summary 
The study uses design science research methodology to de ign th pr p ed fram rk b 
implementing Peffers et al. [52] DSR Process Model. Th re ear her olle t primar data thr u 'h 
open-ended interview questions and observation; whi le ec ndary data i II ted thr u )h 
document analysis. 21 respondents were selected for sampling fr m b th bu inc and I di i i n 

management of ethio telecom. 

[n the next chapter, a discussion of problem identification i made through under tandin ' the 
current practice of ethio telecom. To this end, the data co lle t d based on sem i- tru tur I is 

presented following the principle of thematic analysi . 
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4.1. Overview 

CHAPTER FOUR 

PROBLEM IDENTIFICA TJON 

In this chapter, data collected through interviews ob ervatl· n a dd . I · , , n ument ana I ar ' 
presented, analyzed, and discussed in line with the specific re earch bj ti e r 
and the literature review conducted. This enables to understand the current pra ti 
of business-IT alignment at ethio telecom and answer the re arch que ti n b alignin , 
existing literature review. 

For the purpose of analysis, the thematic data analysis technique i ~ II wed t identi f anal zc 
and report on the pattern of data collected from diffe rent source. A pointed ut b I raun and 
Clerk [56], thematic analysis is a method for identify ing, analyzing and rep rtin , patt rn ' 
(themes) within data. It organizes and describes data co ll ect d in (rich) detail and n' i t r i 
steps, such as familiarizing with the data collected, generating initial code, earehin' f, r a (h me, 
reviewing themes, defining and naming themes, and producing rep rt or interpr tati n r ' ul t . 
Moreover, the thematic analysis step is not a linear proces of imply moving fr m n tit th 
next. Instead, it is a more recursive process, where movement i back and f, rth a n 'd 'd 
throughout the steps [56]. Accordingly, the researcher ha generated tran cript data f'r m th 
discussion issues, extracted initial codes from the transcript, identified main th m s f'r m sub 
themes that were generated from the initial code, and finall y, produced an interpretati n rcp rt in 

line with the research questions and specific research obj ective. 

To conduct the interview, 21 respondents participated from both the bu ine di vi i n and the I 
division of ethio telecom. Table 4.1 shows the positions of the re pondent wh parti ipatcd in thi . 

study. 

Title Respondent categories Total Sample size 

population 

Chief Officer Top-level managers 6 2 

Director Middle-level managers 12 7 

Manager Low-level manager 25 12 

Total 43 21 

Table 4. 1 Respondent mformatlOn from both bus iness and I divi ions of ethio telecom. 

The data collected through interviews is based on the conceptual model pre en ted in .fi gure 
Five variables are used for assessing the current BIT A practi ce and challenge at ethlO tel c 111 , 

such as communication and collaboration, value analyti cs, IT governance, dynamic IT c pe, and 
business-IT skill development. Accordingly, the collected data from primary OUIC i . anal zed, 
presented and discussed to understand the current BITA practi ce and challenge at ethl tele m. 
In additio~, the theme identified from the finding is discu sed in detai I on th~ ba i .f th current 
company context and existing literature. The final section consi t. f the d~ I ~n reqUlr m nt , th 
objectives of a solution, and the proposed framework with a detail ed de cnptlon. 
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4.2. ethio telecom 
The researcher presents the following discussion about etl ' t lb ' . 11 0 ec m a ed n th pnmar dat 
collected through semI-structured interviews and compa d . . . . ' . ny ocument anal 1 u h a fun II nal 
reqU1rem~nt speeIficatIOn (:RS), serVIce design package ( OP), detail Ie I d i 'n OLD hi 'h 
level desIgn (HLO), strategIc roadmap, strategy from 2021 to 2022 'h d I . Ix-m nt an annu I' I rt 
business reqUIrement template, organizational structure, and fficial intran t and Iran ~ 
webpage. 

Ethio telecom formerly Ethiopian Telecommunication ervice i Africa Id I I ubli 
telecommunication operator established in 1894 [59]. The c mpany hanged it nam f'r m 
Ethiopian Telecommunication to ethio telecom in November 20 I 0 [59 J. A lh untr I I 
telecom product and service provider [59] , ethio telecom should trive for and maintain c nlinu us 
business-IT alignment in order to improve organizational perf, rmance, meet tak hider 
expectations, and gain a competitive advantage. As a result, the company ntribut 
economic growth and towards other industries' sustainability. 

The company follows a top-down approach. Accordingly, it overall organizati nal trat ' i 
prepared and designed at the corporate level by a corporate trategy manag ment r the c mpan , 
which consists of chief officers, board executives, managing director and trat 
both divisions. Then, the overall company strategy distributed to the bu ine and Inf rmati n 
Systems (IS) divisions so that; they prepared their strategic plan on the ba i f the 

strategy. 

The business division contains four functional units ; marketing ales cu t mer rvi e and 
customer expectation. The marketing unit is responsible for a e ing the market and brin ,in ncw 
product or service ideas to the company by preparing bu ine requirement d cument based n 
market analysis and customer needs. The sell unit is respon ible for elling the PI' duct I' er ice 
to the customer. The company's customer service units help cu tomer acquire ethio telec m 
services or products. Customer experience is the newly emerged unit that i re p nsiblc f I' 

assessing customer satisfaction and acting as a customer to en ure u er involvement ber, rc the 

product or service goes to market. 

The information systems division is the main driver of bu ine tran action and trat g . 
Moreover, the IS division also serves as the intermediary between the bu ine and end I' for 
business requests that need vendor assistance, like customization of the system or luti n. The 
main blocks of a service requested by the business from the IS division are product, t m, 
service, and infrastructure requests . The information system divi ion of ethi telec m i 
responsible for delivering the highest quality of technology-ba ed IT olution product and 
services in the most cost-effective manner that fulfills internal takeholders' requirem nt t 
support the company's processes as well as brings external cu tomer ati facti n. M reo e.r, it 
main duties are to develop and implement an IT strategy and governance. b~ .ed n th .bu me 
strategy, technology trends, and emerging telecom busine .es. '~he 1 dl lin I d dl at d t 

provide telecom IT services by organizing itself into four mam Ul1lt ; 
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1. IT Service Strategy Plan and Management· They . b r . . . are re p n I Ie II r mana 'In 'Ih \ h I 
IT strategy and for assessmg and preparing perform ance report M r ar ' mainl 
responsible for the program, performance and chal1ge . f h .. . . . ' management t dl I I n. 

2. IT ServIce DesIgn: They are responsible for preparin . d . . g r IC Ign pa ka) d um ' nl 

that contam LLD and FSD for any proiect based 0 b . ' . 
• • . • J n u 1I1e rcqulr men 1 d um nl 

presented by the busmess dIVIsIon mainly the marketl'ng n't MI ' . . ' U I . rc r, I t I 11m 111 un I t 
that frequently commumcates with the busine dl'vl" d' l b ' In r gar 111) I1C u. lnc " 
requirements and new product ideas. 

3. IT Service Rollout: They are responsible for building and implcmentin J 

projects based on service design package document providcd by th IT crvic 
r 

Moreover, they are responsible for implementing whatever lution i req ue ted b th IT 
service design unit, such as infrastructure, service, and y tcm reque t . 

4. IT Service Operation: This unit is the backbone of the mpany. It i re p I' r 

providing IT service operations and managing corporate and busines upp 

The business division works with IS division regrading reque t of infra tructure, t m pr du 
and service from the IS division and also to request suggestion on how t ell the pr c1u t ca il 
and to bring new product ideas by analyzing the market. The [ divi i n i rc p n ibl t pr ii ' 
effective and efficient IT service based on business needs or reque t . M rc vcr, the I 
an intermediate between the business and vendor, particularly [or bu inc ' rcque t that nc'd a 

customized solution or system. 

Business - IT alignment is the first pillar in the IT strategic roadmap of ethi tele m and th 
practice is there. However, achieving and sustaining continuou B[T A that maximiz r turn n 
investment, customer or stakeholder satisfaction, and competitive advantage by buildin ' mutual 
alignment is challenging in the ethio telecom due to lack of BIT A continuity mana 'em nt 
framework. Moreover, in ethio telecom there is a business-IT ali gnment concept on the paper but 
there are challenges when it comes to the practice. As a result, there is a need ~ r con tructin ' a 
BITA continuity management framework for achieving and u taining continuous ali '11m nL 
Accordingly, the researcher intended to construct the proposed framework ba ed n th current 

status of BIT A practice at ethio telecom and existing literature. 

One of the challenges ethio telecom top management face i achieving and su taining c ntinu us 
mutual alignment of strategic, processes and culture between the business and 1 di i in . 
Therefore, there is a need to come up with a framework that gu ide a company on h t achi e 
and maintain business-IT alignment within a changing busines environment and technol g to 
allow the company to enhance company performance, increa.se takeholder. expe tati , nand 
needs, and gain a competitive advantage over other companie 111 the telecom mdu tr . 1 he n 

ethio telecom 2021 _ 2024 strategy is called BRIDGE [60] which tand for: 

) Best customer experience 
) Reputable Brand 
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~ Innovative Product/ Service and Technology xce ll 
~ Develop People-Oriented Learning Organization 
~ Growth in financial Capacity 
~ Excellence in operation 

n e 

To achieve this strategy the company has to establish and implem nt ffe li mutual bu in' " 
and IT alignment throughout the company change management. 

4.3. Thematic Data Analysis 
By following the steps of the thematic data analysis technique r561, the r ar h r id nli fi' 
analyzes, and reports on the pattern of data collected from ethio telec m. i\ t t d b Braun and 
Clerk [56], the first step of thematic analysis is fami li arizing with the c lIect d data fr m th 
respondents through reading and re-reading the notes taken fr m the interview and Ii t nin J t th 
recorded data from the interview sessions. Accordingly, after becoming familiar with the II t , I 
data, the researcher generates an interview transcript from the di cu i n held wi th r p nd ' nt . a 
an output of the familiarizing steps. After analysis of the interview transcript an all mpt i mad 
to extract the initial code for each transcribed data po int and c II ct them und r pre I' lin d 
constructs such as communication and collaboration, value analytic, IT g v rnanc , d nami IT 
scope, and business and IT skill development. After all the relevant data had b en I'd, w' 
grouped the initial code, which is relevant to the research que ti ns int related gr up II 'in J a 
table as a visual tool. Then we searched for and reviewed the candidate them fr m th ' 'r lip d 
code, also known as a sub theme. The working theme was named after we attempt d t anal 'is 
group subthemes in accordance with the research question . Finall y the re earcher pI' du 'd a 
theme interpretation report in accordance with the research que tion and bjecti cs. II r und r 

detailed discussion of each step is given. 

4.3.1. Transcribing the collected data and generating initial codes 
According to the steps of thematic analysis, we tried to tran cri be the co ll ected data and I ncrat' 
an initial code. To this end, the data is transcribed and organized under the defined c nstruct ba e I 

on their similarity. Then initial code is generate as presented below. 

1. Communication and Collaboration 
Communication and collaboration enable to assess the effectivene of the exchan e of idea , 
knowledge, and information between IS and business divisions and the connection between IT and 
business for collaboration, relationship, and trust which fo ter achievement of continuou BtTA 
throughout the company [7]. The researcher uses cOlnmw1ication and collaboration attrib~t . t 
assess the current status of BIT A at ethio telecom. All re pondent agreed that tabll bll1 ' 

effective and efficient communication and collaboration is critical fo r BITA' ucce 

Interview transcript 1 

The following transcript and an initial code are generated from the di cu. ion with re p nd nl 

issues ofthe extent to which there is mutual understanding between bu me 

n 

Most of the respondent noted that, 
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"There is a limited understanding of IT by middle d I 'b ' , an ow t U. /11 s. lIIall 1 rs, 

Some IS division respondents accredit the reason for the mi under tandin ) t th 
insufficient awareness of IT capabilities and infrastructure, and th y a 

u in ' id · 

"business managers have limited awareness 011Tcapab 'I'I' d ' rJi d I '.J l I I . an 111 raslru Iw'? 1/1 I I ) ! 

expect the information systems division to deliver any 1"erl'lesl 111 h ' ' I' " <)" • aV ' lI1alllll ' lIIanll ' r 

, without understanding the IS side challenge, When a projecl is delayed, Ih ) Ilalll ) Ih ' I. ' 

division. " 

Respondents from business division, on the other hand, conn ct the pr blcm with th \. di i 'i n 

by saying, 

"The IS division does not explain IT infrastructure and capabililies in hl/sin 'ss I 'nils; 

instead, they do so in technical terms, which we found difficult 10 und rSland. II 

Further comments were made by IS division respondents about bu inc 
consult IS division as a cause of a lack of shared under tanding, t whi h th Y rc p ndc I 

"There is what is called 'crazy thinking'from the bu 'ine . division side, 7'11 , j llsl /1 ' Id Ih , 

IS division to provide them with whatever the marketing unit brings to Ih · labl " II .\" ' illS 

that they don't to want to understand the iT side, They weI" onvin ·d Ihal Ih I klle lll 

everything. However, technology in the telecom bu ines ' i chan in al a rapid I 0 . '. II is 

difficult to fulfill any company objectives unles there i ' effic i .nl 'ommuni alion ond 

common understanding. " 

Based on Interview transcript 1, we reveal the existence of limi ted awarcne s lack r mutual 
understanding, and lack of efficient ongoing communication, Accordingly tw initi al d ar ' 

identified; shared understanding and ongoing efficient communication. 

Interview transcript 2 
The researcher develops the following transcript and initial code a a re ult of the di cu I n i th 
the respondent about how dynamism in the business environment affect the conti nu u BIT 

practice at ethio telecom. 
The majority of the IS division members who participated in the interview replied that 

"The main business side challenge that we face is the frequent hang of busin 5S 

requirements, which causes a lot of problems in the on-time delivery and quolil of 

products, The business division send us requirements to requesl a servi e, s '1' lIl , or 

product, and after the project is completed, with the huge amoun,t of budg ' l ~n,d, human 

power, they change their previous requirements without consullll1 Ihe 1 d,VI, IOn and 

expected to get product as p er adjusted requirement, " 
Concerning the reason behind why business requirement freq uentl change bu ine di i i n 

respondents commented that; 
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"There is a problem with business requirement cha . . I . . . .. n a a I e u t 0 P qll ' lIl '11 I/I~' \ II/ 

customer desIres, changes zn the telecom industlY a d t I I . . . n e 7nO ogy, and a 10 'k () 1" /11 ' \1. 

for assIstance from the IS division during b . .... . . . " U lne S I equnem ' nt do 11111 ~ 1I1 PI' '/ II' Ill e II 

There was no user znteraction in the past b t h' L . . ., u. now et LO Ie e om has a 'lIsI01ll 'r 'xP 'ri ' 11 • , 

umt that acts as an end user and IS involved' " . .. fi ' . In / equll emenl ormulatloll and ' I' ' 11 I '. IIII~ 

Moreover, there should be continuous interactl'on ai/non b' d I . d' .. I '. USIn ss an IIISf()1I /() 

overcome the effect offrequent change in busine s requirement. " 

Other respondents relate the frequent change in business requir ment t th chan' in busin 's ' 
and technology environments, noting that, 

"Business requirements change for two reasons: first , uslom r r nl Ipri.·) h II I i I' 

changes dynamically. Second, business and technoLo y dynam ism are Ih , main 1" 1.1'011 111/7 I 

business requirements change. As a result, it create ' over uslomization (~rl/7 ' sollltioll (1111 

affects time to market. " 
Finally, the respondent suggests as a solution that 

"Because we live in an uncertain business and technoLo environm 'nl I1Ih 'r ' ' /UI/IJI,' . 111 

occur at any time, the company must adapt to change. Ther fore , th , busin ' ss I' ' f/llir ' III ' IllS 
need to be adjusted as per the change by consulting with Ihe I livision on how 10 int 'J!." lie 

with the previous requirement. " 
From analysis of interview transcript 2, we reveal the effect of bu ines requir m nt 'han' " th ' 
dynamism of customer needs and technology advancement, and the uncertaint f th ' busin ' 'S 

environment on communication and collaboration. Accordingly, chalice ill 'he bmiille~'s 
environment, the effect of business requirements and technological (ulvallcemell' ar . id nti Ii 'd 

as an initial code. 
Interview transcript 3 
As shown below, the researcher created transcript data and initial c de from the con r ati n n 
the extent to which knowledge sharing and organizational learning practice exi 't between th ' 

business and IS divisions . Almost all of the respondents agreed that 

"There is lack of structured knowledge sharing pra tice in pia 'e to aLLow bu il1 ?" md 11' 
experts to share experience, issues, opportunities, and intellectuaL und?rSlanding. " 

Moreover, some respondents pointed out about knowledge sharing in ethio tele om in u h a a 

that, 

"Knowledge sharing in ethio telecom is on an ad-hoc ba is. There is noJorlllaL knm ledg -

sharing platform to exchange knowledge among busine 's and J unils." 

As a solution to knowledge sharing, respondents suggested that 
"There is no mechanism in place to encourage functionaL and orporal xp rt thor 
and apply their knowledge. Allowing employee to learn in .the wOf:kpla e, on in r ' 0 . 

II . th t share and u their pert n 
company performance by a owmg .em 0 
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As stated in the transcript 3, issues such as a lack of sha d kn I d , , r ow g ala k r a Iru lur 'd 
knowledge shanng platform, learnmg challenges in the workplace and a la k r har d p ri '11 ' 

and lack of intellectual understanding among the busines did'" . , ' an 1 1 1 n . I'd 1 11 J I I 
ummarize the Issues mto common meaning we g t fi ' s ' enera e a ormal kllowledge s"arillg platform 

and learning in the workplace as the initial code, 

ln1erview transcript 4 

We generated the following interview transcript and initial code ba ed n ur di u i n ith th ' 
respondents about the function and efficacy of business and IT c mmunicati n hann I . 'I h ' 
respondents noted their lack of liaison at ethio telecom, by r pl ying that, 

"We do not use liaisons, or ifwe do, we do so on an ad hoc, a, -needed basis. Amollg slq£. 

there is a lack of effective communication channels fo r exchangin busin 'ss knowl 'dg I 

with information systems or information systems knowl d wilh bZ/sin ss. " 

On the contrary there are respondents who claim that there i I iai 11 at the executi 
does not help ethio telecom create relationships, as stated below 

I, \ hi ' h 

"ethio telecom frequently uses liaisons to bring IT knowled e 10 busin 'ss and hI/sin 'ss 

knowledge to IT at the executive level, but they are lar ely used as a poinl (~r 'onlo 'I/O /' 

dialogue, not to help create relationships. " 

Respondents from IS division complains that there isn' t enough fl ex ible c mmunicati n 'ha1111 'I 

between IS and between divisions, noting that, 

"We use email tocommunicatewith business diviion such as marle.till •. s(l / ~s . lIIe1 
customer service to answer requests on how to sell and how 10 proviel j fe 'li ve (llId 

efficient service and products, which is more formal. However, this is a shorl 'omin[!, due 

to its tight couple interaction that does not allow f lexibility. " 

Since the transcript summarized from the interview emphasizes the lack of fl exible and effccti 
communication channels in ethio telecom, we extract a flexible comnlllllicalioll c!ulllllel as th 

initial code, 

Interview transcript 5 

Based on the discussion concerning the extent of trust and opennes acro s bu ine e and I 
divisions, the following interview transcript and initial codes have been creat~d. . 
Most of the respondents from the IS division's complaint were toward hanng n k and I' ard . 

By saying so, 

"The IS division takes most of the risk with limited rewards. No malter whal, if Iher i (I 

d I
, 't d budget as a result the J, divi ion is alwa the on to lak Ih 

e ay In a proJec an over " . b . 

fi II 
'k 'T'h bl b firom the business ide due to the requu' menl /101 ' 111 7 

uris . 1, e pro em may e 

clearly stated. " 
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Other respondents from the business division on the oth I d , ' er 1an tat d th r I a I't ' k 
and reward as per accomplishment, P I , t \\ n ns 

"We split the risk and reward based on accompli ~h t II , h I 17 ' . m n ., a. w a. til hlalll j( r lII i.\ 1 Ik '.1 
or welg toss, r or example both the busines . d ' ,r; . . . .' . .s an . 1l1j Ormation S .1'1 ' illS di visiolls r ' . ' ii" I 
thanksglvzng on the Tele BIrr mobile money service, " 

As a solution respondent suggested that, 

"As ethio telecom always in change environment and cOlnp t 't ' k I / / II , . .. .1 I V mar t p i , I I ' S I /I 

have to manage risk and complaint issues properly amon b ' d I ' / ' , . . us mess an ,(. I ISIOIlS 

through maintaining successful business-IT alignment at otporat I V I. " 

The above interview transcript 5, under communication and co l lab rati n, re ca l th ist ' \1 " of' 
limited risk and reward sharing, the compliant issues, and plitting the ri k and r ar I. \1 th 
basis of these issues, we generate two initial codes, such as risk ami complai,,' I1If11U1/:emell' and 
shared risk and reward. 

Interview transcript 6 

The following interview transcript and initial codes are generated fr 
of compromising IT with a business and business with IT at th 

The majority of respondents said, 

I ra ' li " 

"In the past, ethio telecom followed an IT-led approach, but now it fo lio", s o I]//.\'in 's.\' -I ' I 

approach. The businesses are in charge of appraising th , I, l , w n morbi or illlrodu 'illg 

new product ideas to the corporation, and the IS divi ion is re::'jJonsibl ' fo r cHiv'rillg III , 

product or service, whether developed in-house or purchasedfrom a ll'ndor, ' sp ' 'iall 1f or 

items that require customization solutions. " 

Respondents from business division clearly supports the above comment, by ay lll , 

"We understand IT because business drives IT, and we or the ones thaI do bu iness 

research and offer new product ideas to the company. As a result, Ihe 1S divi 'ioll is ill 

charge of delivering the product we seek due to bu ines lead " 

Finally, respondents suggest that 

"Because of business-lead, the business standards compromise the 1T tandards, wlli Ii i ' 

the main challenge to sustaining strategiC alignment. It i ' critical/hal in ord r Io a hi ' l~' 
ongoing business and IT alignment; both IS and busines leaders must work log II1 ' r In 

harmony and there should be mutual lead in ethio telecom. " 

The above interview transcript 6, under communication and collaborati n, h 
a lack of mutual lead the absence of ongoing business-IT alignment, and th , 

f 
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together in harmony. Accordingly, we generate mutual lead and k ' I 
. . 1V0r III Ul''''Oll a lh' initial 

code, 

Interview transcript 7 
~ 

As per the discussion with the respondent on the extent of a clatl 
business and IS at ethio telecom, the following transcript and initial 

Most of the respondents noted that, 

nand relati n hip t\J 
d ha eben J n rat 'd, 

n 

"There is a sense of conflict and mistrust betw th' ,r; , . , een e 1l1jOf motIOn sysl ' illS and Ih ' hllSln 'ss 
division. J/ 

A respondent from the IS division related the problem with th bu ines ide b repl in J that 

"To speak honestly, on the business side of our organization, th p is a '1I1tllr kll \ II os 

'don't consult IS '. The business division says when you ask th I s ' tion for Idvi' '. Iii , 

always state the constraints and obstacles. Therefore, we can 'ay 111'1'" is a II 'k (~/\\I() rkillJ!, 

relationships with trust among the divisions. " 

Further response suggests ongoing, effective communication and relationship 

and mistrust among divisions. 

I ve th ' . n nit 

"Misunderstandings in the workplace between the business and I divisions 0 ' 'IIr dil l 10 

a lack of adequate communication channels, e pecially wlpn inl l rp,.,ling hllSill'ss 

requirements. In today 's fast-paced business world, it" evident (hal a chang ' is r 'Cf"ir ' I. 
However, effective and constant communication and relationships wilh busil1 'ss olld 17' 

divisions overcome the difficulty posed by dynamic business demand. " 

From interview transcript 7 we identified the existence of conflict and mi tru t, a lack 
continuous communication and relationships, and mi under tandings in thc workp lac', 
Consequently, we generate relationships with trust as the initial code under the communi ati n 

and collaboration construct to generalize the issues. 

2. Values Analytics 
The value analytics attribute is about the potential use of metric or value mea ure to dcmon trate 
the contribution of IS/IT to business and business to IS/IT in term of both the bu i ne and iT 

understanding and acceptance [7]. 

Interview transcript 1 

From the discussion with the respondent concerning the metrics procedure u ed t. m a u~' . l~ 
contribution oflS/IT for the business and business to IS/IT the fo il wing tran cnpl and 1I1111al 

codes generated. 
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The respondent agreed that. 

"There is a lack of value measurement integration of bu ine 

Other business respondents confirmed this argument by referring t 
value measurement between the business and IS division 

. and IT il1 ?Ihio 1,1' '0 111 . /I 

, 

"Across functional levels, we formally use return on inve tment and a Ii il -ho.' 'd 'osting 

Howeve~, as far as I'm aware, there is no formal value measuremenl of inl 'gr II ' el l. ' IT 

and buszness to assess IS/IT contribution to the business and the business 's onlrihl/lion to 

IS/IT. " 

On the other hand, one respondent says about the emerging of mul tidimcn ional mea Ul' 111 ' nt , 

"A multidimensional approach has emerged, with proper w ighlin )" ]iV' 11 10 IT Cl lld 

business measures. Our external partners were also ubject 10 Ihe same 111 ' OS I'" 'S, hut SO Ill ' 

middle and lower-level managers were unaware of them." 

The interview transcript highlights issues of lack of integrated c mpctcncy mea ur m nt and a 
lack of a link between business and IS value. Accordingly, we generated shared valli ' allalytics 

as the initial code. 

Interview transcript 2 

The following transcript and code generated during the discu ion with the resp ndent on is 'U ' . 

of benchmarking practice in ethio telecom. 

Accordingly, the majority of respondent's response show that, 
"previously there was occasional informal benchmarking, but to my knowl ' clge, the 

practice is not there currently. " 

Other respondents support lack of regular benchmarking and taking current telecom trend b 

explaining with example, 
"For example, the previous selected directors attended the Mob ile World ongress, whi 'h 

provided us with a wealth of best practices and current trends in the tel , alii and 1II0b ile 

industries, and we occasionally took action based on our findings. Howev r, clIIP nl1 , 

benchmarking practice is not continuing Perhaps one of the reasons i 0 Vi I -i 9 Clnd 

budget issues. " 

Since, transcript 2 discusses about lack of regular benchmarking, u ing be t practi e 
telecom industry, and lack of continuous investigation of current telecom trend. We tak 

benchmarking as initial code. 

f Ih r 

reglilar 

m.terview transcript 3 

F 
.. ' h f service level agreement bet nth bu in 

rom the dIscussIOn WIth respondent on t e use 0 

and IS divisions, the following transcript and initial codes generated. 
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The respondents mentioned that, 
"While ethio telecom does not use Service Level A . 
. ,f,' d' . . gr m nts a r SS 11 \' 1)/1\'111 " \' \ 
mjormatlOn systems lVlSlons, it does use them w ·th · . , . " t extet nal stabhold 'rs lik " \' ' 11 lor 
partners . 

III I 

Cllld 

Other respondents added the consequence of not using internal 
business and IS division, 

ntra I b ' I W 'I.:n 

"Due to a lack of internal service level ag b . . . . ., reement etween th , II1fOr/llCitiol1 S slelll 111 I 
busmess dlvlslOn, thelr needs or requirements cha I . d ' . 17 e a an IlIn ? 1Ir1llg I)J'O} )'I Oil 

progress, and when there is a delay in ti t k . . me 0 mar et, mt 's ln feCilup Clnd qll ilil ' i\'\' lI ) 
they blame the IS division. " . ' . , 

The Interview transcript 3 above shows the lack of an internal ervi I v I a ' rccmcnt b't " 11 III 
business and the IS division. Accordingly, we generate an internal service level agreement as an 

initial code. 

3. IT Governance 
This construct deals with how well the company .connect it current bu ine s trat , In" I t 
current IT priorities, technical planning, managing risk, and bud eting 171. Morc v'r, it ass '$S ' $ 

how quickly the IT function reacts or responds to the changing company busine s nc d ' . 

Interview transcript 1 

The following transcript and initial code are generated from the di cu i n with Ih ' r 'sp nd 'nt 11 

the extent of the practice of preparing their business and I di vi ion's trate lie plan. 

The interviewees agreed on lack of mutual strategic planning in eth i telecom, 
"There is a lack of mutual strategic plan alignment at elhio tele wn. 7'/11 i'!forlllolioll 
systems division develops its strategic IT plan based on 'orporale stralegy without 
consulting the business division, and the business division develops its strategic husilless 
plan without consulting IS However, they do have fo rmal communication during Ih , /10((­

year performance review and assessment. That is, after everylhin 7' is finis/pd, \I e give 

feedback and critique to each other, which is incorrect. " 

Respondents from IS division comment on importance of mutual trategic planning, a in I that, 

"To be honest, if there is a problem, we sometimes a 'k th business jor lariji alion 
regarding their request of infrastructure, service or product but not parI i ipot :lel Oil 

strategic plan. There should be mutual continuous involvement during slrategi pIC/lining 

in order to work in harmony towards achieving corporate obje lives.' 

The interview transcript 1 under IT governance shows that lack of mu~ua l . in I em 
planning, lack of consulting in strategic planning and absence of worktng tn harm 
of issue raised we generate mutual strategic planning as the initial c de. 

l.!lterview transcript 2 

'I 
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The following transcript and initial code were developed f d' . . . " , . r m I u I n \. Ith re p ndent · 
concemmg the IT steenng comm.Ittee s practIce, which included t p mana m nt nd middl 
management from both the busmess and information y tem 

participation. 

Most of the respondents agree on the existence of an IT teel'I'ng mmitt but la k lIsin ' S 

involvement. 

"There are IT steering committees h' h' h w IC . IS wit out business division IIICJIIOJ!, Jill Jilt 
involvement. /I 

Concerning the composition of the members ofthe IT steering committee re p ndent rCJ li ed tll'l\ ; 

"It is made up of information systems top management and middl , lI1C1nag ' lII 'nt \IIitll 110 

representatives from business management. /I 

We generate the business-IT steering committee as the initial de due t the r 'pond nlS 
revealing an absence of business involvement in the IT teering c mmittee. 

Interview transcript 3 

From the respondent's answers concerning the issues of 11 preparednc s t rcsp nd to 'han' ' $ in 

business needs, we created the transcript and initial code below. 

Concerning the responsiveness ofIS for changes in the busine envlronm nt, rc p nd nt ' p inl'd 

out that, 

"Information technology functions are slow to respond to chang ' s in the hl/sill 'sS 

environment. /I 

The respondent related lack of IT agility to the instability of the businc s environment and 'nd r 

dependency by noting that 

" The IT function doesn't react as quickly as the bu ine 's demands chan 7e. Thus, Ihal is 

the main cause of the delay in product and service delivery. " 

The respondent commented further that 

"The ethio telecom IT functions are not as responsive to consumer and I,l 0 111 lIIork ' l 

demands as they should be. /I 

The interview transcript 3 shows the existence of IT functions, but lack re pon i en a fa: a 
'. . ' d th ffect of vend r side depend en n tIm ' 

possIble to Instability of busmess envIronment an e e . ' . 
delivery. Therefore, on the basis of these issues, we generate IT agility and bllsmess agility a 

initial code. 
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4. Dynamic IT Scope 

As described in the research model, dynamic IT scoping is tl t' . " 1e con mu u pr c 
flexible mfrastructure, the mtegratIOn of emerging technolog and d I' , d" . d y, e I er 
solution to busmess lV1SlOn an external customers [7]. 

Interview transcript 1 
=--

fpr V I nin I 

f aut mi/'d 

The following transcript and initial codes are produced from the conver at i non th hall cn I" r 
continuing IT infrastructure adaptability within a fast and dynamic change in th t Ie' 111 mark 't 
and business environment. 

Respondents pointed out the absence of IT infrastructure flexibility with a chan 'C f bU5in 55 

demand as follows, 

"The absence of ongoing IT infrastructure flexibility with chan es in Ih > 1 I , '0 111 indlls/I' 
and telecom technology is the reason that ethio telecom is 10 ing h >hind olh ' I' 1,1, '0 111 

markets, /I 

The respondents also show the emerging practice of IT infrastructure by noti ng that, 

"IT infrastructure is emerging as driven by busine 'S strategy requipm >nls, and 0 111' 17' 
infrastructure is not that flexible with the fast and dynamic chan es to Ih > 1,1, '0 /1/ /l/ol'k '/ 
and business needs due to budgeting constraints and company policy and pglliolioll," 

The interview discussion with respondent reveals issues such a lack I' ng in I IT infrastru tur ' 
flexibility with a change in business demand and lack of operati nal integrati nap ' I' han I'. 
Accordingly, we generate IT infrastructure flexibility and operational integration a initial od '. 

5. Business and IT Skill Development 
Based on business and IT skill development, an attempt is made to a es the proccss of 'nhan in I 

the capabilities of IT and business professionals to guarantee the ucce sf ul al ignment of busin . . 

and IT. 

Interview transcript 1 

The following transcript generated based on the discussion on the concerns ~b?ut job tr~ fer 
opportunities between the business and IS divisions, as well as attracting and reta1l1mg t P bu 111' • 

and IT professionals. Accordingly, most of respondents from both I and bu in di i ion 

pointed out that , 
"There are no career crossover opportunities among IT and btl ine s per onn I, blllih r 

dd" IT 'ore 'fonal hirin i fo'u ed 0111 Oil 
are some at the functional level. In a , ltlOn, pi 'J' ' ' 

technical expertise, " 

The respondent further indicates the gap in career crossover at the c mpan , e p iall at th 

corporate level, 
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"lob transfers occasionally occur at the f unctionaL L L b h eve til I e am is 110 1 hal P ' /I ({h ' 
corporate level. " 

Other resp~ndents cited a lack of career crossover as a resul t of hiring IT pr fe i nal ' \.\ ilh n 
business skIlls, 

"A job transf er never occurs between a busines ~ and an IT ,r, . I 
.J , prop . 'S I na . Ma 'h ) to III ' 

knowledge, the IT professional is hired on a technical experti basi .. " 

The company's top-level management argues the emergence of hiring IT per nnel . h b . I t u. mess 
skills as a solution, 

"Formal programs for attracting and retaining the best IT empLoy 'es wilh /)olh I' 'hl7i . t! 
and business skills are emerging. As a result, career cro . over pracli 'e alllong Ih ' hI/sill 'ss 
and IS divisions needs to emerge". 

From the interview transcript 1, under business and IT skill development, we identi fl ed issu ': ilh 
a lack of career crossover opportunities and IT professional focLl ing n technical p ' rli ., ilh 
no business skills. As a result, we identified career crossover and bllsi"ess-tech"ical skill.\· as 

initial code. 

Interview transcript 2 

Following a discussion with the respondent on the practice f ethi telecom towards 'll1plo .. 
opportunities to learn about and support service outside the empl yee' functional unit t brin ' 
mutual alignment, the following transcript and initial code generated. 

Most of interviewees agreed that, 

"No training is provided to assist employees in under tanding the elhio {?Ie '0 /11 busill 'ss 

side by IS and the IS side by business. " 

The company's directors claim there is a variety of training provided but it is tru that ther ' is a 

lack of training to promote alignment between business and IT. 

"Training is provided at various times, such as by suppliers when a nelV olu l io , ~ is 
released, by HRM at a f unctional level, and by the ethio teLecom Ex eLLen~ ? A ad " ~1 111 I 

variety of areas. All of the training that has been undertaken has ~/ded In 1I~1prov/~g (h ' 
capabilities of the business and IS professionals, but none has, aided m,f romo{ Ing bu. l/1ess­
IT alignment or sharing domain expertise between the two dlVlsLO l1s. 

Since the interview transcript identifies the non-existence of cro 
generate training to promote alignment as the initial code. 

bu ine and ) trainin w' 
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4.3.2. Searched, reviewed and named theme 
Following the steps of thematic analytic techno . Ique, the re arche tt 
review sub themes by groupmg initial codes based h '" r a cmptcd t ar h ~ rand . on tell' slmtl arit a d' 
tool to assIgn sub themes. Consequently the sub th . n U In J a tabl ' a ' a \ i. u·11 

. . . . ' erne was a I gned t tl r 
sorted as per theIr similanty. Then, the main th . 1 gr up initial 's erne was as Igned aft t' 
sub theme in relation to the research questio d b" r r In I and anal li n I a h n an 0 ~ ecttve a w II h 
presented in table 4. 2. a ca ther, whi h is 

Initial code Sub theme (searched and M;,in theme 

reviewed theme) ~cd theme) 

Shared understanding 
Ongoing efficient communication Communication 

A flexible communication channel 

Shared risk and reward 
Risk and complain management 

Relationship with trust Collaboration 

Working in harmony 

Shared value analytics 

Regular benchmarking Value analytics 
onti nu us 

as C 5111 ' nt 
Internal service level agreement 

Business-IT steering committee 

IT agility Governance 

Business agility 

IT infrastructure flexibility Dynamic IT 

Operational integration 

Career crossover 

Business-technical skill Cross over skill 

Training to promote alignment 

Formal knowledge sharing platform Shared domain knowledge Organizati nal 

culture 
Learning in the workplace 

Technological advancement 
Change in the business environment 

Source of change hange 
management 

Change business requirement 

Mutual strategic alignment 
Keeping strategic alignment Continuou 

bu in -IT 
Mutual lead ali gnm nt 

'---- Table 4. 2 Searched, reviewed and named theme 

Hereunder, section 4.4. the way the theme converted from low Ie el t high I 
as per the research question and objectives as well as current literature. 

-
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4.4. Interpretation of the result 
The objective ofthis section is to discuss the results of the t d ' I' , , .' l' u y In me Ith thl lelc m's 1I ' 1\ 
context and eXlstmg lterature, As the final step of themati I " . II t.: 1 

h h 
' c ana y I te hl1lqu lIg ' 'I 'd Bra un 

and Clerk [56], t e researc er produced an mterpretation of th d ' . .' f e emerge ub th me and malll th m 
in line with the objective 0 the study and research question , 

Theme 1. Continuous assessment 
Continuous BITA assessment focuses on early detection of change d ' I' , , . an ml a Ignm nt I 'ns as \.\ 'II 
as checkmg the effect of change m BIT A components Therer.:o l' tl I d . . , ,1' 1 a e ment · 1 1I 1 ha\ I 
focus on commumcatlOn, collaboratlOn, value analytics, governan e, d nami IT . ' pin '. ' In I 
crossover skills as presented below. 

Communication 

Communica~ion is about t~e . e~fectiveness of the exchange of id a kn wledge, and inf' rmali n 
between busmess and IS diVISions that enable stakeholder or partn rs t clear! understand Ih ' ir 
respective strategies, plans, company environment, ri ks, priori tie , nd h w t a hi ' . th 'm 
properly [7]. As a result of the responses, the researcher n lude that e tablishin ' and 
maintaining effective communication between the business and I di vi i n is criti al t slistainin ' 
continuous BITA alignment. However, there are various communi ali n challen " S i I 'ntifi 'd 
between business and the IS division, such as a lack of shar d under tandin " a la k of' ·rf' · ,ti ' 
communication channels, and shared domain knowledge. 

The researcher argues that a lack of clear mutual understanding betwe n the I di i 'i n and th ' 
business division seriously affects the achievement of continu u 81 T;\, Ther 'f'ore, ' -tab li -hin ' 
continuous mutual understanding is crucial in order to maintain the fa t and dynami 'rowth f' 
the telecom industry market, the dynamism of customer behavi r, and/or chan " in husin ·ss 
needs, Furthermore, the lack of establishing an effective communication channel b 'tw "n th ' 
business and the IS division to effectively exchange manageable information maximiz " th' o ·t 
of production, time to market, and reduces the quality of the product or service brou ,ht t th ' 
market. Therefore, to sustain continuous alignment, the company ha to continuou I maintain 
effective communication between the business and the IS division , This allows the mpan t 
enhance organizational performance, compete in the world telecom indu try and meet takeh Id or 

expectations. 

Collaboration 

C II b 
. ' b t b 'ne and J di i ion t ard o a oratton is about enhancing the connectIOn e ween u I , < 

creating a positive working environment based on relationship b~ilt on trus~ and ha II1g har 'd 
risk and reward which is critical in achieving successful busme -IT altgnment. Fr m th 
respondent's ans~ers the researcher identified a lack of maintaining mutual relation I: ip and tr~1 ,t 
and sharing risk and reward as the main challenges at ethio telec m t ward , ha In e r~ ' lI:' 

, ' d IS d' ' ' I-k nee to aehl e and utall1 
contmuous collaboration among busmess an IVISlon , . , ' ' , . " fii t' ve eoll ab ration and rdlna!1 n 
contmuous alignment implementmg and momtortng e ec I , ' , . . h tl h d building cI r lall n hI and 
among business and IS divisions is slgmficant. On t e o ler an , 
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trust between business and the IS division is the main enabler to achie c and u lain 
BITA in the company [7] . 

Value Analytics 

ntinu u. 

From the respondent answers, the researcher found that the . . . . . re I a c mm n und r land 111 , b ' 
business and IS dIvIsIOn towards value analytics However the . d . . . , re I a gap t war alu ' ana lyti s 
that affects the achIevement of contmuous business-IT alignment ' th . . • ' . 111 e ca rgantzatl n, ' U 'h as 
a lack of contmuous benchmarkmg practIce and internal servic Ie el b . . . . v agreement el\i en Ih' 
business and IS dIvIsIOns. T~e researcher suggests that, in order to achieve and maintain 131'1' in 
the fast-p~ced and. dynamIc telecom industry, the company hould ad pt a ntinu ) US 

benchmarkmg practIce and act on as per the findings. 

Furthermore~ respondents ?~i~t out that ethio telecom cannot use ervice level agreem nt . L 
between busmess and IS dIvIsIOn but uses SLA with vendors onl y. The re earch r ar 'U ' . thal ia 'k 
of internal service level agreements between business and I divi i n are the main fa 'l rs Ihat 
hinder continuous alignment. According to Luftman et al. [7] there hould be LA that aI" 
defined between IS and business divisions that clearly show the ri k reward , and p nalti 'S r r 
surpassing or missing the defined objectives and key performance indicat rs. Th ref r , usin ' 
internal SLA between business and the IS divisions is critical fo r achi ving mutual relati ( nshi, s 
of trust, in addition to shared risk and rewards. 

Governance 

Governance activities are critical because they help the busines rec gni ze the value 1'1'1', d 'fin ' 
business vision and strategy and the role of IT in achieving them, ereate mutual und'r wn ling 
between business and IS divisions, and increase the ability of the IT [unction to re 'p nd qu i kl 
to business needs and make informed IT investment decisions [7] . However from the rc pond 'nt's 
response, the researcher identified three issues: a lack of quick respon e [IT functi n t bu 'in " s 
and market demand, an absence of business division management repre entation in the IT t ' 'rin ' 
committee, and a lack of strategic planning in harmony. This hinder the succes [ul achie cm 'nt 
of business-IT alignment consistency in ethio telecom. Therefore, to mai ntain effecti c '0 ernan ' 
practice, ethio telecom has to ensure the participation of busine in IT trategic plannin ' and th ' 
participation oflT in strategic business planning; IT function agility a a busine demand ; and 
establish an IT steering committee with business management participation. 

Dynamic IT scope 

The researcher found that there is a lack of continuous IT infrastructure fl exibilit ith thc 
continuous advancement of technology and change in a busine environment. A point d ut b 
Adame [59], Ethiopia is characterized as one of the countries with t~~ lea t dc el p d 
telecommunications infrastructure. As a result, the company loses it competltl e ad anta'~ v r 

.' l' u alignmentand mp ' t In th ' 
another emerging telecom industry. Hence, to mamtam con muo . . , t' sly upgrade It ITltel mmuni ati n 
Current dIgItal world the company has to con muou . .' diffi ult ~ r 
infrastructure and IT c~pabilities as per technology advancement. OtherwI e, It \i III 
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ethio telecom to accomplish its vision of becoming a world-class tel 
2021-2024 ethio telecom BRIDGE strategy, 

Skill development 

com indu tr and a hi !! \ ' th . 

From the respondent's answers, the researcher found that ethio telecom 'd d' f(' .. , ' , , pro I e I lerent tra111111 ' 
for both busmess and IS dlvlSlons at the functional and corporate level b II RM d d 

II d d
'f'C' Y ,en r, an th 

telecom exce ency aca emy on I lerent tOPICS, Moreover in etll'lo tel th' h . ' ,c m, ere I a an ' ' 
readiness program m place at functlOnallevel. For example, in the I divi ion under the n " n i ' 
strategy and prog:arn manage~~nt unit, there is an IT service change management d partm 'nt , 
which is responsible for ~r?~ldmg change readiness program training and nece sar 'ki ll s t 
impleme~t ch~nge for IS dlvlSlon staff. However, there is cross bu ine and IT skill de I pm 'nt 
gaps as Identified from respondent answers towards promoting ETTA, uch as a la k r car ' ' 1' 

cross-over opportunities, continuous training that promotes BITA at the company level, and hirin I 

professionals with both technical and business skills, which are inhibitor f c ntinu u 131'1' at 
ethiotelecom. As Adame [59] points out, ethio telecom must build local technical capacit in r I ' r 
to avoid vendor-driven techno-economic analysis by fosteri ng an innovati ve 
environment and promoting continuous business and IT ski ll development. 

Theme 2. Continuous Alignment 
From the respondent's answers, the researcher found that there i a lack of sustainin ' ntinu( us 
BITA due to a lack of mutual business and IT lead practice in ethio telecom. The ab 'n " r 
sustainable alignment leads ethio telecom towards loss of competiti ve advantage, return 1'1' 111 

technology investment as well as wastage of budget and loss of competiti ve advanta 'e du . t o r 

customization of solutions. 

Most of the respondents pointed out that in ethio telecom there i a business lead practi e that 
compromises IT standards and ability. The researcher argues that to manage and maintai n BIT 
continuity, the company has to practice mutual continuous alignment between busincs ' strate' 
and IS strategy, business process, and IT infrastructure and I proce s through plannin' , 
implementing, and monitoring continuous alignment to enhance organi zational performan 'and 

gain competitive advantage as per the change. 

Theme 3. Organizational Culture 
The researcher identified that there is a gap in having formal or structured knowledge hari~' and 
organizational learning to exchange business knowledge with IT and iT kno~ledg Ith th ' 
business, intellectual understanding and appreciation ofthe problem or opportul1l11 eS t~ _ k , r Ie . 
priorities, experience, problems, and critical success factors which ~lai~ly affect BiT A. I h. r > ~ r:, 
to sustain and achieve continuous BITA, building a strong orgal1lzatl on~1 culture that p.I .n: t 
continuous shared knowledge and organizational learning between bu me s and I dl I In , 

including partners, is critical. 

Theme 4. Change management .' e i chan e manag ment in 
From the respondents' answers the researcher Identified that ther g " ' I'r 

h
' ' th e i a lack of adJu tmg bu 111 > 

et 10 telecom at functional and corporate level. However, er h' h k it t . f: . t I and external ouree I l11a c 
s rateglC alignment per the identified change rom 111 erna ' 
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haJlenging to maintain and manage business-IT continuity within 
t chnology environment. The .researcher suggests that the al ignm 
hange management and contmuous assessment results. 

H.l. ethio telecom B~siness-IT .alignment challenge 
In this study an attempt is made to identify challenges in maintainin 
telecom as presented here under. 

ntinu u ' Brt in l!thl 

Lack of business - IT strategic agility : As a business strategy and pr 

need for an immediate update and revision of the IT strategy pr e a d ' r. I , n lI1.ra 'tru tur ' . I rn 

the respondent's answers, the researcher identified that th re I' a la k f b ' 1'1 . u ' 111 'SS- sInH ' ' I ' 

agility at ethio telecom, Havmg strategic agility in place all ow u t reate mutual 'IIi ' nl11 'nl 
between business and IS divisions. As a result, it saves ethio tel m m ne and lim ' b (\ \ i lin ' 
over_customizationofsolutions, which keeps the company outo fth tel c mmarkct 1111 'Iili n 

To give early attention to misalignment signs : the re earch r ~ und that ther' is a ItI 'k of 
continuous BITA assessment practice to detect misalignm nt ign . T 'et carl at! 'nli n II 
misalignment, ethio telecom must have continuously asses ed BfTA and quickl a ' t 'd ( n Ih ' I :Isis 
of that assessment; otherwise, if there is a misalignment, the c mpany i in dan' 'r ( r I sin ' Ih 

competitive advantage. Therefore, early detection of problem ave a I t r tim " I' 'S III 'S, Ull I 
energy, and allows a company to sustain continuou BlI 1\ that enhan ' S 

perfonnance, meets stakeholder expectations, and gains a comp titiv advanta' ' . 

Lack of continuous training that promotes BITA: from the data li e ted th ' r 'S 'HI' h 'r f( lIll I 
that the lack of providing continuous training to promote BlTA i the chall ' ngc t su 'tainin , HII 
at ethio telecom. The researcher argues that as the IT indu try i han ,in' mor ' fr III 'ntl , til' 
business side needs to understand the change challenges and opp rtunitic b pro idin, Ol1tillllOLIS 
or regular training that supports the successful achievement of c ntinuou ali 'nmcnt 'Illd bllildin ' 
effective communication platforms that promote succe sfu l mutual trate ,ic ali 'nm 'nt 

The dynamism of business requirements: it is the chall enge ethio tdecom f~1 " t \ ards 
achieving and sustaining continuous business and IT alignment in uch fr quent chang ' f Llsin'ss 
needs and customer requirements. Therefore, to overcome thi challenge, the c Jl:pan h a'! t 

quickly and continuously adjust itself to the dynamic environment and ensure u 'r 111 I ' 111 'nl. 
As pointed out by respondents, most of them already encountered hallenge emanated fr 111 LI '! 'r 

perspectives such as: 

• The initial user requirement is incomplete 

• User requirement request challenges the solution 

Th 
' . ft b 'tt' g their bu in requirement 

• e difficulty of user mvolvement a er su ml Jl1 
A . h l Labti h efjC'clil 'e alld 011111111011' 
s suggested by the respondents "the business domain .a 0 e , . d l PI' paralioll 10 Ol'er ollie Ihe 

communication with IS during business reqUirement .ocumen. .' b . ,.(,' th IT r vic d e,'1 'II L11111 lieI'd, /0 
usmess need change Moreover, to reduce the C011J UsLOn . e, .' . . d . lh d i /1 0 I eCI(i 0 110 11 do 11/11 ' /1/ 

communicate continuously with the marketing umt unng
e 

. 
before being transferred to the business rollout departmenl." 
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Lack of executiv~ leader~hi~ s.u~port: as noted by Luftman et al. l2 J a la k f Xl! Uli\ C 

leadership support IS the mam mhibltor of business-IT strategic alignn1c t II ' h ' . . . In, cnc t mmllm nt 
support of executIves IS crucia towards promoting successful BITA ,,' , or I 1 . cont1l1UJt at the un tI nal 

and corporate eve s. 

Vendor dependency: this is the main challenge ethio telecom ~ace t d 'd' • L, war n-tll11 ell\ er 

P
roducts and servIces to the market and sustaining BIT A since mo t of th ' d I ' . c cu t mlz,e s utI n'i 

are being supported from the vendor SIde. Accordingly, the re earcher ~ und th ~ 11 
challenges the company faces from the vendor side, 

• There ~s offsite rem?te .support but, they are not expert a expect d, 
There IS a commUnICatIOn gap between ethio telecom and the ff ite upp Ii, • in ' " III sl 
of them do not speak English very well. 

• Lack of presenting sufficient support document based on the LA 
Lack of shared domain Knowledge: from the respondent's answer, the re earchcr ~ und Ih 'l\ tl1 ' 
limitation of building a strong organizational culture at the corp rat I v I i Ih main hall 'n ' ' 
to maintain and manage BITA continuity. There is a lack of knowledge haring and rgani/,ali( nill 
learning among the business and IS divisions, including stak hider, Th re~ re, I{ PI' \11( t' 
continuous alignment, the company has to build a strong organiza ti nal cu lture that . upporl s and 
facilitates knowledge sharing and organizational learning among taff. 

4.5. Design requirement 
The design requirements at the highest level show the feature t be included in th ' pr pos 'd 
framework to solve the identified problem. Hence, the researcher ha ~ rmulatcd th ' f 11 0\, in ' 
high-level requirements, which are critical to maintain and manage bu iness- rI ali gnm 'nt 
continuity at ethio telecom within the changing business and informati n techn 10' cn ir nm ' nt. 

The design requirements identified are: 

• Mutual alignment of business strategy and IS strategy; mutual integration f busin 's . 

processes and IT infrastructure and IS processes; 
• Planning, implementing, and monitoring achieving continuou alignment of b,u in ' " and 

IS on the basis of updated or modified corporate strategy a per earl y detected Internal and 

external s;hange as well as result of misalignment sign , 

• Building a strong organizational culture 
C 

. f . at'on col lab ration , alu' anal ti 
• ontinuous BIT A assessment m terms 0 commUl1lC I , 

IT governance, and skill development. , 
• Maintaining BITA continuity requires executive leadership commItment and 

Therefore, in order to overcome the challenges of maintaining and m,anaging BI~ A c ntinuil , at 
ethio telecom the above-identified design requirement i crucial. Ac~ordIng l . en u~lI;' I ' 
continuous m~tual alignment between business strategy and I trateg~, bu ,.ne pr e, an d 
infrastructure and IS process through continuous alignment plann1l1g, l111plel11enta~1 nd' ank . ' . BIT A as e m nt Ie' a ' 
morutoring on the basis of change management and contJl1uo,u " BIT at thi t ' I'm 
Detecting early change and misalignment signs is critical to ma1l1taIn1l1g b ' Id ' I 

d 
. IT t' agi li t M re r, UI 111' a r n I 

an allowing the company to maintain busmess- stra egl
c 

, I' , h nging en Ir 11l11Cnt i 
organizational culture that facilitates shared domain knowledg Wlt11n a a 
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the main enabler of BIT A and corporate success. However f tl 
earcher identified that there is a lack of shared knowledg ' t

r 
th
m 

1 r p ndcnt " an~\\ r . th ' 
res d ea rp rate l c! " hih aff I 
\I alignment components ue to the fact that organizational It .' . - l: a cu u I e I the ba I - ~ r ' rp nil 
uccess. 

4.6. Objective of the solution 

A framework is an artifact developed and designed to enl bed a I uti n ~ r a I arti lIbr 

organizational or society problem [53]. As noted by Luftman ta l l71 131'1 f' . . man ram '\\ ( I\.. S 

were developed by the van~us res~archers (Henderson et al [2], han et al I I \, and I· )J1swd and 
Robertson [62]) and th~ vanous ahgnment models consider BlI A a a tati c pr c . ralh r Ihan a 
continuous an~ dynamlc. process. Such framework does not guide h w rganizati n im pr \ 'S an I 
maintain contmuous ahgnment [7]. Moreover, none of thi framew rk pr idcs a pn 'Ii 'a l 
framework that treats BITA as a continuous process within a change n ir nment , part i ' L1 larl In 
the fast and dynamic telecom industry [5]. 

Coltman et al. [5] pointed out that different models of strategic al ignment and its c mp)l1 'nl h.n c 
been proposed and extended over time as a way to provide mana r with thc wa S It) a -hi 'v ' 
alignment. However, research also indicates that an organization an fa ll int a ri ,idit In.l l \Vh -I' ' 

tight or inflexible links between business and IS can impede an rgani zation' abilit t I' 'SP)I) I 
quickly to environmental change. As Kawtar et al. [63] furth I' n ted ali 'nmcllt mLlst b' 
confronted with the dynamic evolutions of organizations and hang that affect diff '!' ' nl I · '15 

of the organization to have a sustainable and agile alignment. 

Therefore, as alignment is a dynamic process we need to have a framework that allo\, S th' 
organization ability to practice and manage a continuous mutual bu inc and IT <I ii ' 11 m 'nt \ ithin 
the current dynamic business and IT environment [7]. Continu u alignment is ab ut k ' 'pi n ' up 
with the competition by ensuring sustainable mutual busine and IT alignmcnt in a d numi ­
environment. Looking to continuous alignment process, adaptati n and changc arc ru ial i:-;:-; u .:-; 
that deserve particular attention [11] . Having this in mind, the PI' posed fram ework 11 ' id -r:-; 
BITA as a dynamic and continuous process that needs to be maintained and mal1a cd t :-; imll 
achieve and sustain BIT A within a changing environment. The BIT A continuit mana 'cm -nt 
framework gives the organization the ability to easily maintain and manage cont.inu u ali 'nI11C I~t 
among components of alignment such as business strategy 1 trategy, bu IJ1 > pr c', , J I 
infrastructure, and IS process. It also allows for the early detection of mi alignment 

effects of change, in order to take appropriate action. 

Furthermore, the objective of the proposed framework is to gi e ethio tclecom the abilit t b' 
flexible enough to adapt to the fast and dynamic change of t~e te lec m.indu tr and .~11 "V th ' 111 t 
be agile enough to quickly respond to the unexpected and rapId change 111 ordcr to gal 1111 diti c 

advantage and becoming world class telecom company. 
I f d n trati nand '\'aluati n 

In the next chapter, the designed proposed framework and re u t ~ 
of BITA continuity management framework are pre ented ith the dl 

and contribution in composition with to previous studies. 

50 



CHAPTER FIVE 

DESIGN, DEMONSTRATION AND EVALUATION OF TilE 1)I~OI'OSEI) 
FRAMEWORK 

5.1. Overview 
The objective of the study is to design the BIT A continuity mana} m nt fram ' \\ r\.. f r 'Ihl 
telecom. As per the design science research process model pr pdP frer. Cl al. I _I. ,lit ' r 

the design and development of the artifact, the next step ar d m n lralion and '\alllati 11 

Accordingly, this chapter present the design of the prop ed fr m w rk and pr it!·s Ih\.' 
demonstration method followed to show how the proposed fram w rk w rk s. M r ' \ ' r. Ih 

evaluation method used to validate the acceptance of the late t vcr i n r lhe fram '\\ r\.. ul l ' r 

iteration one, as well as a discussion ofthe results is present d. 

5.2. The proposed framework 
The proposed framework is designed as per the design requirem nt id ntified fr m ' thi 1 '1" m 

context. It is designed by adopting Henderson et al [2] trategi ali gnment m d ' I un I Lu rtmul1 ' I 

al [7] business-IT alignment assessment model. As shown in th pr po cd fraln 'work S " Ii ' lIr ' 

5. 1) the following core activities are included to be execut d t a hicvc and sustain . nlil1 l1( li S 

BIT A at ethio telecom. 

Executive Leadership (CIO, CMO, CTO, CEO. O. FO ...... .. ...... ..... ) 

Change management 

l' Corporate 1 
Strategy 

Business 

Stl'3tegy 

IS 

Strategy 

Business 

Process 

IT 
1.----->1 lDfrastruclure 

& IS Process 

Organizational Culture 

Figure 5. 1 the proposed frame ork . 

I h we are Ii ing in ' th 
n such a dynamic business environment as t e one . . 

by managing internal and external change and detecting ml all g
nm 

IIIdII 

mpan mll t fir. I ' In 

nt at th ' rp ral - I ' \ -I 
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h ugh continuous assessment and change manageme t e ndl , 
(fO 1 d h h n . rp rattral' 'I s ar 
n10dified or forrnu ate as per t e c ange and misalignment and th b . '. , . '" h . . e u me and I. dl\ I I n 
accordingly prepare t elr strategIes based on the updated corporat t at 'fl ' dl . . . r J. llr ,I malnl.1ll1 
and manage BITA contmUlty, the company plans, implement , and m 
alignment among alignment components such as business trat g I 

IT infrastructure, and IS process as per the updated strategy. 

Fourthly, due to. the new emer.gent change affecting the individual r rganizati nal ultur ' I th ' 

company, there IS a need to buIld a strong organizational culture t upp rt and fa i I itm\! su ' , 'ssl ul 

alignment and corporate success. Accordingly, as shown in figure 5. 1 th mpan has I id 'nlil 
the effect of the change o.n alignment and detect misalignment ign . T thi end , th . 11'11 an is 
expected to conduct contmuous BIT A assessment, focusing on ix item u h as . ml11uni ,ati( n, 
collaboration, value analytics, IT governance, dynamic IT coping, and busine 's- I'I r s!Hi\-ilh. 
Thus, the misalignment sign and detected change are sent as feedba k t the chan 'e mana' '))1 'nl 
box. As a result, the organizational culture and continuou ali gnment need to adjusl 'd (n a 
regular basis in response to feedback and emergent change in rder t maintain ali 'nm 'nl 
continuity. The commitment of executive leadership, such a the hier e ecuti ' IIi ' 'r, 'hi ' l 
information officer, chief customer service officer, chief market fficer chief Ie hn I g offi ' 'r, 
and chief financial officer, serves as the umbrella for all of the ab ve pr ce 'ses to I • I r()1 'rl 
practiced in the company. Therefore, the above-mentioned activities in the nrJ A .( nlinuit 
management framework processes are iterated as per the emerging chan IC in the ousin 'ss and 
information technology environment as well as the competitive bu in w rid . Ea'h 111(1 n'tH 

of theframework is discussed here under. 

Executive leadership: as pointed out by Luftman et aJ. [25] th c mmitmcnt or 'UPI rt I 
executive leadership is the main enabler of continuous BJTA. II wever, lack or ' "utiv' 
leadership support is the main inhibitor to achieve and su tain ucce ful BIT A. Ther'~ r' , th ' 
executive leaders of ethio telecom which means chief information fficer chicf c ecuti . ffi 'r, 

chief marketing officer, chief technology officer, chieffmance officer, and others, hould ha 'to 

encourage, facilitate , guide, and review the practice of continu u BJTA as per th' pr P s 'd 
framework. Moreover, having strong executive leadership upp rt helps to e tabli h a I d 
working relationship and enhances the commitment of middle and lower Ie el mana I r andtafr 

towards maximizing enablers and minimizing inhibitors of BITA. 

Change management: As change knock the company at an y tim particular! in t.h ~d ' m 
industry the company should have to quickly respond to emerging change b adJu lin I and 

d 
. '. ." d tage ma imize thc return fr 111 II 

a aptmg Itself as per the change to gam competitive a van . 
investment meet stakeholder expectations and enhance organizati nal p rfor~~ c. d~ ' n 'd , ' d t f u In' " II 
by Kawtar et al. [63] the impact of change affects all comp nent an ent! IC -

I
. ' . . nformati n t m tratcg 

a Ignment, such as business strategy, busmess process, I 
Wh h . h IS tr t Y infra tru ture and pr en t e busmess environment changes, t e s a eg , ' b . 

II h 
b s' ne trat and u me . pr css 

we . When the technology environment changes, t e u I 
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hange as well. Hence, change management must be an integral t f h 
. t f h fIi h par t C r II rp rat· 

trategy as the Impac 0 c ange a ects t e harmonic alignment b t b' . . 
c. b d . h ' ween u mc and m~ mlatl n 

Y
stems. Therelore, Y etectmg t e mternal and external sources of I d' . 

I 
. c lange an lakm J ntlnu us 

B
1TA assessments on a regu ar baSIS, the company has to adJ' ust . t I' . I a Ignmcnt c mp nent: u 'h a 

corporate strategy, busmess strategy, IS strategy business proce IT' ('. . . . ' mira tru (ure, and I ' 

P
rocess. In additIOn, whenever change emerges III the company it pa e lh h h b . . ' r ug urn an 'tn's, 

and affects ~mp.loyees. Therefore, there IS a need to continuously en urc th c tab li shment r 
S
trongorgamzatIOnal culture that supports the emerging change A a re ult tl . . . . . , lC C mpan matntatn 

and manage BITA contmUlty successfully and enable corporate ucc 

Mutual strategic alignment: The mutual alignment helps the bu ine and I di i i n, w r\.. in 
harmony towards a common objective and allows the company to managc ri k and c mplaint 
issues effectively. Therefore, when they prepare and update their trategy as pcr th 'han" an I 
corporate strategy, it is critical to ensure that mutual strategic alignment bctwccn bu ine, s 'lI1d (. ' 
strategy is in place by involving the IS division in the business trategic ~ rmulati n and updm . 
and the business division in the IS strategic formulation and update. Othcrwi a la k f l11utu'lI 
al ignment results in misalignment, which has an impact on ethio tclcc m p rf rman • und 

competitive advantage. 

Mutual infrastructure and process integration: When ethio telec m updates its 'trat ·, as a 
result of changes in the telecom market and technology, it primarily affect · the IT infrastru ·tur " 
employee activities, roles, and responsibilities. Therefore, it i critical to cn ure IT infra ·tru 'tur . 
and IS processes are continuously aligned with the business pr ces t enable the n fun ·tion 
quickly and in time to respond to business needs and organizational change. 

Continuous alignment: to gain competitive advantage in today' dynamic and fast t·I' m 
industry the company has to plan, implement and monitor continu u alignment amon' th' f ur 
components such as business strategy, IS strategy, business proce and IT infrastructur' and I,' 
process. This enables ethio telecom to enhance its organizational performance, meet stak 'hold 'r 
expectations and gain a competitive advantage. The fo llowing are three steps need t b ' 

performed iteratively to maintain continuous alignment. 

• Plan: the step where the company plan achievement of continu u BIT A ba cd n th ' 
corporate strategy, change management, and continuous a e ment report and furth'r 

modification required as per the change. . 
• Implement the step where the continuous alignment plan ha to be pra tl ed at th' 

company level by ensuring sustainable mutual alignment among the component t 

aligned. 
d . hether the c ntinu u 

• Monitor: at this step the company is expecte to exam me w 
alignment is achieved and maintained according to the plan or not. 

C 
' . 5 1 't . e of the core acti itie pr p ed t b' 

ontmuous assessment: as shown m figure . 1 IS on . . . . d anaae BIT contInUlt. Thc ml an 
executed too early to detect misalIgnment Signs an mo . . 
should regularly assess the BIT A practice by focusing on the fo IlowIng Item . 

53 



o Communication: the effectiv.eness of continuous exchang 

I d h Id b t bl h 
f id a . inft mmi( n. 111 1 

knowe ge s ou e es a IS ed among busine a d I ' " . 
. .' f~' . . n dl I I n b n:UIII1 

mamtammg e lectlve commUnICatIOn platform bet ' . . ween enl r mana 'cm 
management, and speCialIzed level of staff. 

o Collaboration: to achieve and sustain continuous alignm nt the 
ensure business and IS divisions are working coll abo rati I t 
telecom market and consumer demand. 

sh uld ha\ . I 
rc. p nd I Ih 

o Value analytics: this refers to the demonstration of IT va l e t tl b " . . U 1C USIn \ ·s In I ' rms 111.11 

the busmess understands. To do so effectively IS and bu I'ne d' " . ' h .. , I I I ns In I \ r ':HlI/all( n 
need to collaborate and create value analytics (sl1ared and ' n Istenl 111 'asur 's I f 

performance) that help to track the performance of th in 'en ral 'In I 
functionality of the division in particular. 

o Governance: it is a formal process around IT deci ion and th Ie el of dis 'iplin ' Ihul I'I 
and business managers use in setting IT priori ties and all ati ng IT res ur cs. M rc)\ r. 
Governance also deals with how well the company connect its bu iness Slral "I lilT 'nl 
IT priorities, technical planning, managing ri sk, and budg tin ,Thercft re, th \ . mptln is 
expected to represent senior level business managem nt in IT teerin ' ommi ll ' " maintain 
business-IT strategic agility, and determine IT project pri ritization pr 'ss mulliall 
between IS and business management [7]. Moreov 1' , IT in vc tment de ision sh< uld I ' 
based on creating competitive advantage, meet stakehold r p tati on and in 'f "IS' r'tum 

on investment. 
o Dynamic IT scope: refers to the continuou proce f provisionin ' a fl' Ihl' 

infrastructure, its evaluation, and the application of emerging tcchnolo ,ies and d 'Iiv 'I' ( 

customized solutions to business units and external cu t mer r partner ' , It i.' 11' 'd 'd 
because as companies change their business scope their in fra tructure 11 "d ' t b' I '­
scoped. Therefore, the company should have to generate hared acti itie ' that r 'at' a 
flexible IT infrastructure, evaluate and apply emerging technol gics, and fostcr n -rclal ·d 
activities that drive direct business process change or deliver cu tomized solution ·f '<':1' I ' S 

[7]. 
o Skill development: business and IT skill development are nece sar to ntinu usl 

strengthen IS and business personnel's competencie and guarant e the a hi' <':1TI<.:nt f 

BITA alignment. Without the appropriate investing and balancing f kill s and 
competencies (sourced internally or externally) acros the bu ine, ~d I di\ i i n. il i 

I f lion lIa rali n. 
difficult for the company to achieve the desired leve soc mmUl1l Ca . 

and value analytics. 

O 
. . . . ' t' 1 practice and Ilab rali 11 

rgamzahonal culture: It refers to the mteractlOn, CO I111TIunica I I , 
th 

. ' II b t' ith partner t reate cf~ · lI\ • 
at occur between the business unit and IS unlt, 10 co a ora Jon . ' 
h . T . ta in and manage BIl ntll1Ult 
ared domain knowledge and organizationallearrung. 0 ma1l1 ~ '. I 

cr . . . . 'zati na l ulture at th ' lun 11 Il <l 
elleChvely the company has to build and mamtam a strong orgaJ1l 

and corporate levels as per the change. 
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5.3, Demonstration 
The goal of demonstr~tion, ~ccording to Peffers et al. [52] , is to how h t addr 

It fd h
an issul! 

us
ing the resU so eSlgn SCIence researc output which is an artl'£act Ad" . , . m n hall n l ' t 'h" 

how the artifact can be used to solve one or more instances of the problem t h that the a~ i fa t 
works. It is followed by a more formal evaluation [64]. As a result, b £ r aluatin 1 th ' pr p Sl!d 
framework, the researcher clearly demonstrated how the bu in -IT ali ' nm nl . 
management framework works for the chosen participant from the thi te l 

division management. 

Method for demonstration can be experimentation, simulation, ca tud u 
appropriate activity [52]. The proposed framework was demon traled t 17 
from the ethio telecom business and IS division management, ch cn ba d n th ir d 'pth ( 
knowledge and availability, using an illustrative case study with exampl . Th a tud 111 ' th< d 
helps the researcher to closely examine the solution to the research pr bl m. M rc r, ill ustrativ 
case study with example helps to demonstrate artifact effectively ~ r p rt i ipant 
clear and deeper understanding of how the proposed framework work nd an 
the research problem, which is maintaining and managin g c nti nu u u in 
alignment at ethio telecom in a changing business and technology nvir nm nt. 

Accordingly, the researcher presented the proposed framewo rk u in an ill L! trat i ' 'as' SIll I 
(adopted from kuwatri et al. [63]) with example to expert beD r th y aillat th ' {'ram 'w rio. 
against the evaluation criteria. As a result, output fro m the clem n tr ti n h ips th r'S 'ar 'h 'I' 

improve the framework and give recommendations fo r futur w rk. II r i an ill uSlrut i ' 'as' 

study with an example followed by a demonstration of the bu in -IT ntinuit 111 ' 111<1' 'In 'Ill 

framework for ethio telecom. 

An illustrative example of the proposed framework: 

Hereunder we present first one of the telecom industry' scenari and th ' 11 h 
framework helps the company to manage BIT A continuity apr the cm r in 

A new telecom product has appeared on the market, which wa cli er d thr U' 1 mark ·t r 's 'ar h 
and technology driven analysis. This new telecom product ne e itate a ust miz '? I r. du t thaI 
fits the needs of the customer. The company's executive board mana J ment, hI hI ' th 

responsible for decisions towards launching new product in ethi tele m, ha a' re d I 
new organizational objective by adjusting their current corp rat trat in rder t ' U 

deploy the new telecom product and acquire a competitive ad antag . 

The business and IS divisions must then mutually aclj ust their trat gi plan in 
company objectives based on the revised corporate strategy hi h in lude ne 
objectives. In addition, the newly introduced change had an impa t nth 
of the business and information systems proce s comm nl kn 
information systems division. As a result, the IT infra tructur mu t 
upgraded as per the IS strategy and busines proce s to me t th n d 

product. 

rd 'r t m' 'I 

r 'ani7ali nal 

n . and a I r . 
and 
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Furthermore, when the ch~nge emerges in the company, it am ct th indi idua l 
culture be~ause human bemgs ~re in the middle of all thi chang . Th r ~ r th 
have to bUIld a culture that easIly accepts and adJ'usts it elf "" 1d th ' . II c.u II aut han I' du 
tothefact th~t t~e change affects e~ployeesl culture or knowled harin 1 a ilil . Ifth' bu ild a 
stro~g Orga~lza~lOn~1 culture t~at IS adap.t~ble , they will me t cu t m r n d and "p lati ns, 
achieve theIr obJectIves, and gam competItlve advantage in a rapidl gr in tim market and 
technology. There~ore: the p~rpose of establishing and maintaining a tr ng r lani 'lati nal ultur ' 
is to fos.ter and mamtam a ml~ds~t among company personnel at the fun ti nal and rp ral ' I ' 'I 
that belIeves knowledge shanng IS a power-gaining rather than a p wcr- I 111 J pr 

To enable and guide the process of sustaining continuous alignm nt acr sail I11p ' II 
as the process of establishing a strong organizational culture fr m t p t b II 111 in a 
with the emerging change, executive leadership commitm nt i requir d. in 
for the executive to lead ifthere is a culture that values technol gi al inn 
is open-minded, and has shared domain knowledge. Th reD r if th I11pan ali 'n ' its ' If \ ilh 
emerging change by maintaining and managing busine IT alignm nt 
management, it is easy to attract and retain new custom r hang th I ' 'ss 
in line with business demand, and provide customer with produ t that 111 

them a competitive advantage. 

Accordingly, the company continues to assess the bu in -IT ali ' nm nt n th ' si . 
items such as communication, collaboration, value analyti , dynami IT 
and cross-business-IT skill development a per the bu ine s- IT ali gnm nt 
framework. This will help the company detect mi alignment ign and han" 'ad . 'l'h 
assessment report will be sent to the change managem nt b x a .~ cd a k. Ba 'd n that ~ , 'dba 'k 
the company will again plan for continuous alignment, impl m nt th pl an, and monit r th 
progress. Furthermore, they need to adju t and build the cultur ap r th han ' t maintain 
strategic alignment. Therefore, the process will be iterated to maintain and mana I' • ntinu u ' 

alignment as per the early detected change and misalignment J n . 

Modification after demonstration 

After the demonstration of the BIT A framework to the parti ipant f1' m elhi tel ' om busine ' 
and IS division through a case study, the researcher collect d c mm nt . The re p nd ntm ' nti n ' 
that the presented framework for demonstration is appropriat to Iv th . urrent thi t~ I ' m 
problem towards maintaining and managing continuou busine s-IT trat gl , pr e , 1al ~nd 
cultural alignment at the functional and corporate level . H we er, organizati nal ultur , v hI h 
is separated out of the change management box, n ed to be an integra] part ~ th bo: d~ t the 
fact that organizational culture is the main enabler of ucce fu] continu u bu Jl1 -11 all 'nm ' nt. 
As per the valuable suggestion of the respondents, the re eal' her update the fram \: rk and 

presents the refined framework for evaluation as shown in fi gure 5. 1. 
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5.4. Evaluation 

Evaluation is an activity to observe and m a ur h II th t I ' I . " 'ul I rt ' a Uti n t t, 
problemby. companngtheo~Jectlvesofthe oluti nt th r elr 'ult ' r 11'Ith ', rtit a t!l1t h 

demonstration [52]. The malO goal of evaluati nit d t rmin t \ hat , l nt an anita 't I~ 
effective for solving the problem fo r which it ha b l.. t d ''Ii If' If' it 
is appropriate. According to Prat et al. [64] ther 
evaluation methodologies, including ob ervati nal 
study, logical and mathematical proof, and qu ti 
used vary depending on the artifact and re arch PI' 

In this study, we use question-based evaluation te hniqu . Thi i < tl mpt ' I thr lI·h sun 
questions and semi-structured interviews of exp rt . The I' ar h r U ' , IU'll it m d ' i I. '( / 11 - ' 

9126 [65] and Part et al. [64] taxonomy of valuati n m th d GrinG rmali n S sl ms artira 'ts t 
select evaluation criteria. Accordingly, the re earch r rk a ·a inst 
the fo llowing evaluation criteria to validat its a ceptan 

• Efficiency (optimal utilization of r urc ) 
• Usability (ease of use, understandability, uti lity, 
• Applicability (fitness and simplicity), 
• Content (clarity, completene s, continuity) and 
• Context coverage (flexibi lity) . 

The expert interview is an effective tool for gath ring in-d pth parti cil ant pini ns an I p 'r ' 'pti Il S 

about the use and value of an artifact. And a1 0 urv y qu ti ns ar hi ·hl ' rti i ' nt ~ r ·tl th 'rin' 
and expressing the perceptions of participant ab ut an artifa t, ut d n l all ~ rd"j) insi ·ht 
into the views of individual respondent . Therefi r , u in th UI" and p ' l1 int'r i 'WS 

allows us to effectively evaluate the proposed fram w rk I J. Th ' pr p . 'd rra l11 'W rk \ H'i 

evaluated by 17 participants, those involved in the em i- tru turd int ' l' i . ' i n 'Ind in th . 
demonstration. The overall evaluation result for the propo ed fram w rk i PI' s<.:nt·d ill tabl' .1. 

-
Strongly Agree NI utra l Disagree Strongl 

Evaluation criteria Agree (1) (2) (3) (4) disagree 
(S} -

The proposed framework would 13 2 1 1 -

optimally utilize resources. 
Efficiency result Agree - 88 .23 % Disagree 11.77% 

The proposed framework is easy to 8 7 I I -

use. -
The proposed framework goal is 10 7 - -

understandable. 
The proposed framework will add 9 6 1 - -

value to the company. -5.89 % 
Usability result Agree 94.11 % Disagree 

The proposed framework fits with 6 10 I - -

the organizational needs. 
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The proposed framework is simple 9 6 1 ~I -
to implement. 
Avplicability result Agree 94.11 % Di sagr 5.89% 
The proposed framework content 10 7 - - -
is clear. 
The proposed framework content 9 8 - - -
is complete. 
The content of the proposed 10 6 1 - -
framework has continuity. 

-'-

Content result Agree - 98.04% Di sal!r I . V<> T-The context coverage of the 8 8 14 -
proposed framework IS flexible 
enough to change environments. 
Context covera/:e result Agree == 94. 11 % Di sao.r % 

Overall result Total agree re ult == Total tlisagr rc. lilt - ti.2N'Y" 
93.72% 

Table 5. 1 summary of evalu tt n r ult 

The overall evaluation result shows that th BIT c ntinuit mana ) m nt frum '\ rk \\as 
accepted by 93.72 percent. This shows that the BITA c ntinuit 11'1 ' nu' ITl I t (ram '\i ork is 
effective and efficient to address the current identified al in m intainin ' "nd 11 '111<1 ,in I IH 1 

continuity at ethio telecom. 

Regarding the proposed framework the re pondent agre d that, 

"The proposed fram ework helps ethio telecom lowards oplill'l 11 uli/izolioll (~l r '.\'()IIr " 1 

through reducing the cost of over budgeting and dela s (~r pro) ' 'Is, 0.' IV ,II 1.1' /" III 'illJ{ 
over customization of solutions due to the ffect of roquenl busill 'ss r 'qllir ' 111 '111 '/wllp,e,1 
and misunderstandings between busine sand i divi ion ', whi 'h I'od 10 ' Ihio lele ' (JlII '.1 

being out of competition in the telecom indu ·try. As I r?wlt, il i/l I' 'os's 'lIslolller 
satisfaction, retains and attracts new cu tom r , and /I1a il'niz?s relurn 0/1 i/l vesllll 'lIl. 
Moreover, proper execution of the BiT A continuily manag? 1I'1 ?nl /1'011'1 ' lVork IIlollls 1/1 ' 
company to detect change early through market anal 'is ond I?{? alii I' '/111010 r 

advancement assessment, which help the company gain omp ?lil iv alld III L illli:' rellll'l1 

on investment. " 

The respondents further commented that, 

"The business-IT alignment continuity managementfram ?work d?'i ned or ' I/Iio leI , 0111 
will addresses the current busine -iT alignmenl hall nge' 111 0/'11/ an 0 ' '.1 1I01l'0d 1 '.1 

within the emerging fast and rapid change in the tele om mark?1 an I Ie hnolo r ' c/1I ' 10 oil 
the core activities included in the framework being ril; al, ea 10 un l rSlolI/ olld 0//1 . 
fit with the company's needs, the content · are ompl I , I ar an / 0111/1 ' I '. Oil I II I 

flexible enough as per the change. The proposedfram ~ ork \ ill ldd olLie 10 ' Ihio I ,Ie 'alii 
by allowing the company to retain and altra I n \oil U 10111 r. Ihroll ,/I 1/1 lilllO/llmp, 
stakeholder expectations and customer alis/a lion; ;11 I' a ;11' lilll 10 1II0rk ' I uIII/ rodll I 
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q,uality; and by intro,ducing newly erner ed t L 0 171 P" III 'Is (JIll ,' ' n i " \ /{J 111 ' 1111/ 1011 

time, Yes, of course zt will help the ompan t ' , , , y 0 a ln a 111/ ' 11111' J 1 h 'onll/!,(! (11111111\11111 ';(' 

retl~rn ondlnvestment as weLL a ' enhance produ 'I ,. s ri J qllO/il 111111111 ' I ) 11/ II'k ' I 

de Ivery ue to both business and I d'" , J 'k' , ' " ' , , I Vl In \< I In/!, IOlllor(/.\ '0 11/11/011 /!,() 1/\ 1/1 1 
objectlves, 

As suggested by Peffers et al. [52] , after eva luati n th r ar h I'd ' id " wh Ih 'r I it rtll htl ' k 
to the design to try to improve the framew rk or t c ntinu n I11l11uni 'a ti n and I t\\ f'L1rlh I 

iJ11prov~ment to future ~esearch, ba ed on the .~ edb k that m ' fr m d m nSlrali nand 
evaluatIOn, Therefore, since the result fr 111 the d 111 n tr ti nand alLlati n sh( \\ 'd 111 
proposed framewo:k was effectiv.e to maintain and manag BI i\ ntinuit and \ as a " ' \1 'd b 
an expert from ethlO telecom busme and I divi i n 111 n g 111 nt a ' II as Ih r 
comment from the respondents on the latest framew rk th r ar h r d ' id 'd I ' mm Ini 'al 
the framework as a final product of the study, 

5.5. Discussion of results 
The Business-IT alignment continuity management rram w rk i th ntribuli n )f'this r 'S 'ar 'h. 
Business-IT alignment continuity management add alu t th i ' tin' kn wi 'd " (hI' 1I 'h 

considering the continuous adjustment of trat gi p r ti nal and 
business and information system apr adj u tment [ rp rat trate 'y in appr priell ' r 'sp ns' 
to the frequent changes in a business and informati n t hn I 'y n ir nm 'nl as w' l\ as uri 
detected misalignment result. Becau e the em rging h ng rr m I' 'anizati nOli 'nvir nm 'nt has 
animpactonthemutualali gnmentof strat gic, pr e and ultural a I ts b'twc'nbLlsin'sliulll 
IT. Unless this change is managed pr p rl y thr ugh maintai nin' and mana ,in' ali 'nm 'nt 
continuity at the functional and corporate level, it lead t mi ali gnment. n th' th 'I' hand , th ' 
misalignment hinders corporate succe , cu t m r ati fa ti n and comp,titi ' ael anta" . 
Therefore, using the proposed framework solve the abo em nti n d problem 'f~' ti ,I , 

The business-IT alignment continuity management framew rk wa designed b foil" in' lh' 
design science research process model propo ed by Peffer et al. [52]. The resear h 'nIl' p inl i ' 
a problem-centered approach. The re earcher foll w a qualitati re earch approa h 1 I 'arl 
explore and assess the BIT A practice of thio telec m t id nti f the probl 'm and d' 'i 'n 
requirements. Thus, the identified design requirement ar u ed a input to de i 'n th . bLl ' in " '-11 
alignment continuity management framework, which help ethi telec m to I ' lh' lIrrcnl 
alignment problem. The designed framework wa dem n trat d thr ugh an ilill trati ' a 'wei 
method to show how the framework works to olve the probl m, hi h ha not b en adell" cel b 
previous studies, After modifying the framework as per the dem n tration ~ dback, th ~ r ' car h 'r 
evaluates the framework to validate it acceptance by e pert [r m ethi tele J11 bu in' and I 
division management. Thus, there is no previou re ear h nduct d n the tel 

relation to this approach. 

Thus, the business-IT alignment continuity management fran1 v rk uidc the t I ~ indu 'tr 
in general , and ethio telecom in particular, on the path t maintaining and mana ll1 ' 1311 /\ 
continuity through change management. M re er th pr p ed fram \ rk i ,th J11 an 
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the ability to. be flexible and agile enough to respond to the un p 
telecom envlro~ent. I:I0wever, none of the variou alignm nt m d 
re~e~rchers conslde~ ahgnrr:ent in this regard. Maintaining and mana 
wlthm a fast-changmg busmess and technology environment i riti 
success and gaining a competitive advantage. 

\'ari Ll. 

rp rat ' 

There are various unique features in designing the BITA ntinuit 
are not included and addressed in the previous studies. The G II 
the proposed framework: 

m na ) m nt fram '\\ rk that 
in ) ar th uniqu' featur s f 

• The study considers business-IT alignment as ac ntinu thatr quir ' ntinu L1 ' 

adjustment of mutual alignment among bu ine and inG rmati n 
process, and culture in line with modified or upd ted 
management and detected misalignment sign. 

• Executive leadership support serves a the BIT A fram w rk' LIm r Ii a 'lLlS' it is th ' 
primary enabler of BIT A continuity and corporate u . 

• It includes organizational culture alignment with chang m n nt dLl t th fa 't Ihal 
the company should have to adapt and build a tr ng rganiz ti na l ultLlr ' in r ', I ns ' I ) 

emerging change. 
• It gives the company the ability to detect earl y ign f han 'c and mi ali ,nn') nl thr u 'h 

continuous BIT A assessment. 
• Plan, implement, and monitor continuou alignment ba cl n mi ali 'nm nl r 'sults and 

change management in order to maintain and managc ali gnm nl nlinuil at fu n ,ti onal 

and corporate level. 

Most of the research on BIT A and the propo ed fram w rk by vari u h lar i ' mainl f, us 'd 
on neglect how the company achieve and su tain continu u BlTA b mainta in mutual ali 'n111 'nt 
among corporate strategy and business and I strategy pr e and cultur ~. M r' cr, th T' i ' a 
shortage of research on maintaining and managing BIT A in th IT-enabl d indu II' " ncrall an I 
the telecom industry in particular. The previous work c nducted by I al and ~ rei 'n r" 'ar her 
could not consider the way to maintain and manage BIT A continu ity fr rna trali , pr c · and 
cultural perspective in line with corporate trategy via change management and arl det' ,ti n of 
misalignment sign. Hence, the proposed framework add valu t th tl ee m indu tr lhr 1I.\1 

providing guides on how to manage and maintain BIT c ntinuit b keepin ' onlinLloli 
alignment among: corporate strategy, bu ine trategy, I lraleg u in PI' c , J PI' 
and IT infrastructure. It also gives the telecom indu try the abi lil t b adapla I and ne, ible 
enough via change management at fW1ctionai and corporate level . a re ult, it all o 111pani ' 
to enhance their quality decision-making ability, organi zati nat per£ rman 111 et lakeh Ider 
expectations, and satisfy customer need. Moreover, the ontributi n [ lhi tud al er e a 

the starting point or input for future research in a related d 111ain . 

The next chapter provides conclusion of the study, r commendati n nd futur r ar h 

direction. 
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CHAPTER IX 
CONCLUSION, RECOMMENDATION AND Til i, WAY I' In 

6.1. Overview 
This chapter presents the overall conclu ion of th tud in lin ith th 
objectives of the study; and provide r commendati n ~ r pra Ii a 
research direction. 

6.2. Conclusion 

IU) 

n n ·, ·ec n I a a n m nl un rtain ' uSI( 111 'r In today's changing business envI'rolll e t t hi ' I d 
behavior, and competitive busine s wo rld , ma intaining and mana ,in ) bU ' in 5s- in" rmati n 
technology alignment (BIT A) continui ty i a rucia l na I r f' rp rat 'U ' " ss. II \\ 'v 'r, 

maintaining and managing BITA continuity remain th m in hall 11 J f' r lhi ( 1- ' m. 

country's sole telecom product and ervice provid r ethi t I 
continuous business-IT alignment in order to impr v 
stakeholder expectations, and gain a cornpetitiv advanta. r ult, lh . nlrilut·s 
to society'S economic growth and to other indu tric' u taina ility. a r - Lilt, ss 'ss ing un I 

understanding ethio telecom's cutTent BITA practi e and hall n ) ' II as pr rosin' fI 

framework that guides a company on how t achieve and u tain 811 i\ ithin a han ,in' hllsin 'ss 

and technological environment, is critical. 

The study was conducted to design busine -il1£ rmati 11 t 
management for ethio telecom on the ba i of the current thi t I 
To design the proposed framework through the d ign i n e r 
has been guided by Peffers et a1. 's ix-step D R pr c s m diu h a pro I m id '11 lifi 'ati 11 , 
defining objectives of the solution, designi ng and developing artifa I ) dem nstrati 11 , . alllHti n, 
and communication. The researcher has used D R becau it h Ip t de i n b tt I' artif'H t · that 
solve the current organizational problem and add utility. Furtherm r , t c II t tb ' data that h -II 
to assess and understand the current practice and challenge f BIT at thi t I 
the collected data through thematic analysi , the tudY:D Il wed a qu lilali 

frameworks that can be used as a reference and guide a 
literature shows, there are various framework that ha eben pr p 
a way to provide managers with a way to achieve aligmnent and m t 
BITA as a static process rather than a continuous and d nan1 i 
framework does not guide how organization maintain and manag 
as none of them treats alignment as a continuou proce ithin a hangin 
particularly in the fast and dynamic telecom industry. M re 1' , th lit ratur indi 
organization can fall into a rigidity trap where ti ght or infle ibl li nk b ten u In 
impede an organization's ability to re pond quickl to en ir 11m 111al han 

n111 111. 

n111Cl1t. 

at that an 
al1d I an 
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-IT Ii 'nn1ent d 'lhi I I 
u h 

. I h ' lh 'In,IIi ,ln,11 SIS 

m u \! ilh an im 'rpl tali n ( r th ' 

In ~thi? telecom, .bus~n~ss-IT a~ignment i th fir t pillar in th IT ' tral' 'i ' r aomal . II ( \\ " ' I , 

achIevIng and ma1l1tammg contmuou BITA in a chan' in ) 1)\ in nm 'nl 

is a difficult management challenge fo r ethi tim u in an I in~ rmali n s s l 'Ill'i oi, isi Il S, 

Because there is a lack of mutual I ad r hip and hard und r tanding, limit '0 shur 0 \..IH \\1 I, ', 

limited executive leadership support, and la k f arty I t Ii n f' mi sal i '11m ' nt si Ins, as \\ ' \I Us 
a lack of a framework that guide ethi t Ie m n h 
alignment continuity within the fa t and rapid han in th 
is a need to come up with a BITA continuity manag m nt f'r m 
maintain ongoing BIT A throughout the [un ti n I and 

Accordingly, the researcher designed a bu in nt ntinuit 
for ethio telecom on the basis of the de ign r quir m nt and pri r 
framework contains five core activ iti that are interlink d t ' th ' )' t t 
to meet the objectives of a solution uch a cuti I ad r hip ' UI I 
continuous alignment (plan, implement and m nit r) ntinu u ' Bn 
organizational culture as per the change and mi alignm nt i 'n I 't · led . ·1 h· I r I s'o 
framework guides ethio telecom on how t maint in and mana" niT nlinuit \! ilhin ' I 

changing business and technology envir 1U11ent. More r, th I r I 'd fram" rk Ii " 'lhi 
telecom the ability to be flexible enough to adapt to the fa t and d nami han" f th ' 1'1' m 
industry as well as allow them to be agile enough t quickly resp nd t un' 'p ' t'd and 1'<1( id 
change in order to enhance corporate ucce and bec m aw r1d - las leJe 0 111 mpan 

In order to evaluate the extent of acc ptance of the pr p ed BiT 
framework by ethio telecom question-ba ed evaluati n t hniqu "a 
questioners and expert interviews with selected bu ine and I di i 
proposed framework is evaluated again t the five-e aluati n cril ria 
resource utilization), usability (ea e of u e, under tandabilit , utilit 
simplicity), content (clarity, completenes , continuity) and c nt I 

overall evaluation result of the framework how that 9 .72% f lh 
thi t I 

onlinuit mana 'em 'nl 
~ II w'd u ' in 'urv ' 

r . 



supervisors, and other staff. However, it n t p ibl th ' <1111 ' Ip Ill\', 

n I u I 'd f a -1 -at the same time because of their bu y ch dul at 
face interviews only with the individual from bu in nd I di 

6.3. Recommendation 

• 

• 

• 

• 

I ' hall 

in' and maintainin ' 

Is 'IS 1 r th 

Executive leadership support i critica l t cn ur lh U bU ' in ss- n ali 'nm 'nt is 
in place as per the proposed framew rk a w 11 a I in r a lh mmilm'm r ' 1111 I 
and management towards promoting mutu I ali nm nt lhr II "1 1I11h ' 

towards building a strong organizati nal ultu re th I UI P 
believes in knowledge sharing a kn wledg alnln ' . 
The company has to conduct regular mark t r ar h, L hn I ' dri ' n 'lI1d .' )'1 
analysis as well as continuou alignm nt a m nl t d t I inlernal and ' Xl '1'11'11 'hll n" 
and misalignment signs in th telec m indu try p iall in ' thio t ' I " m. s P 'I' th ' 
emerging change, the company hou ld h v t 1 Ian , impl 'm 'nl and m nit< r . ntinllous 

alignment. 
Updating all the alignment comp nent apr th ntinu LI S ali 'nm 'nl a 's 'S:; 111 'nt 
feedback helps the company to early detect mi ali runcnl i 'n and identif 'han' ·S. 

Building a strong organizational culture is the ba i f< r en urin , succ" I'ul ntinll us 

business-IT alignment and corporate ucce . 

6.4. The Way forward 
This research provided a BIT A continuity management fram w rk thaI pro ide ' '0 d in 'i 'ht J1 

how to maintain and manage busine -IT aligrunent c ntinuit in a fa t-chan in ' bu inc and 
information technology environment, which ha not been add re ed in pre iou r' 'ar h. 'I he 
company should have to properly plan and execute the franl w rk b f< u in n th ' a ti iti" 
included in the proposed framework. Moreover executive lead r hip mmitment and uildin ' a 
strong organizational culture that supp rts change i the ba i f< r en urin su ' I'ul mutual 
alignment among the components of BIT A, such a corp rate tral g bu in and I 'trat" . 
IT infrastructure, and business and I proce es, h n in th d m n trati n, th ' pr p cd 
framework is straightforward. Therefore the tud can bud a a tarting p int ~ r I'utur' 

research that needs to be pursued in similar area. 
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Future research needs to c n ider th r t 
alignment continuity manag ment rram 
proposed framework. 

Future research needs to a e th read i n 
proposed framework effectiv Iy. Mor 
continuity management fram work wh i 
organization's perfo rmance. 

Future research needs to con ider m 
framework with various iJ1fo rmati n t 
relationship management model . 

g man 

Future research also needs to con id r the in I v m nt r II sta rr in th ' d'lta 

u in -II 
( Ih 

quantitative survey questioner to get in i ht and a d P Lin rstand ing r th ' ' l lil 11"11 an I s -ill l 
aspects of alignment in the organizali t, r n t nl th Illan<'g ' 111 ' J1t. 
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Appendix A: Support Reque t Letter 

)', .v,,rl MFI Y. 'i,iir:n .·/: 

i'· ... ~ . '1' c· ... ,e.}() "I'I. Jt.: 

i'~, :) (,':C"'I:(j') fI,e')", ')-/11 .:" 

To : E h io T eleeo l11 

Acld is /\bnbn 

Subject: - upp r L fo ,' s lud 'nl I l obLOl11u Abun c 

O 'o r ir / M ada l11 , 

Acid, All ,h., Un,v, r ,IY 

'011,' " uf "ltll "I HI ""1< 

H huol uf Illlur III IlHIIl It· 11 

1)/11,· IIv"IlIII1' 11,2U:.!1 
I tf No SIS/ I :l/20:.l1 /I I 

S l.Id enL l-I abLa l11u /\ bu n' (IO .No ,HI /7 09/13), II H,ndll ,,,. 'Illl(/"111 "' IIII', h",,1 

o f info r m a Li on S in • /\ d di s /\bo bo Univt·, sit . I I,' ,. ,1I'" lilly' "'1tIlIlIIl'l • M . ' . 
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/\ l ign l11 'nl Co nLinu i Ly M anas m 'nl Frnm ' wo , k for Slhio 11·I 'c'Olll ." 
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Appendix B: Interview Outline 

ADDI ABA BA IV lJ~SrrY 

COLLEGE OF NATURAL AN D MP TATIO AL SCI I. ('It: SCIIOOL 01' 

J Ii RM AT I , I t CI: 

Dear Sir/Madam 

Fir t of all , 1 wou ld li ke to ex t nd 111 

tudy. ] am confident that yo u wi II pr 
'rin' I r arli ' il lll . 111 till s ,I ,I I ' Illi • 

Therefore, th i interview qu li on i PI' par d to 
current busines -IT alignment practi c and hall 
selected from ethio telecom bu ine and inG rmati on 
knowledge of alignment and managcment p 

," IH , 1 of 1111 11111[1 \1 11 '" I'll • 

Please be re t assured that the in~ rmati n 
confidential. Any conclu ion to be mad pr 
completely indicating the re p ndel1t I nam 

u pr I "I ( srs .111 I 
ntcd in a gregat > all 1 UI11Il1 '1I I 1111 It \\ Ilh lut 

1 wou ld like to thank you in ad an fo r 
have any desired questions or c ml11 I1t , plea 
address. 

Thank 
Habtal11u Abune 

-mail: bahtamu.abuny~dll .d 
Alt E-mail : hahtamllabllnc({ L! l11ail.com 
Mobi le: +25194 J27177 / 

It mobile: +251922689033 

n in thi a ad'l11 i stud) II . HI 

I11111 11ni at · \\ ith 111 • dt th • h 'I, \\ 
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Appendix C: Interview Question 

Part I: Communications and Collaboration between I and bu inc . di i ion 

I. To what extent does the information systems division of thi tIm und r tand th ' 
organization's business environment (e.g. , its customer , c mp 

partners/alliances) ? 
2. To what extent does the business division of ethio telecom und 

its current and potential capabilities, systems, services prU~\:;SS I:::S 

en Ir nment c. '., 

3. What methods (e.g. intranets, bulletin boards, educati n m eting mail p r me'lin 's, 
training, or other) ethio telecom have in place to prom te rgani zati n< I I arnin' and 'du ali n 
(e.g. experience, problems, objectives, critical succe fa t r ). 

4. How does knowledge sharing (intellectual w1derstanding and appr iati n f th ' 
problem/opportunities, tasks, roles, objectives, prioritie ,g al , dir ti n t .) 'ur b ,tw' n 
ethio telecom technical and business divisions (e.g. tructur d/un lru tur d ~ rmal/inf' rmal '. 

5. Does ethio telecom have a channel of effective communicati n t tre n 

to business and business division knowledge to I ? If h w. 
6. What is the role of the IS division in organizational trategi pI nnin ' r ' I stra l • ,i . 

planning? 
7. How do you describe collaboration between ethio telec m bu in di isi< ns t ards ri sk 

and reward sharing? 
8. How do you describe partnership or collaboration b twe n elhi I I c 111 bU ' in 'ss and IS 

divisions towards risk and reward sharing? 
9. From your experience what communication and co ll ab 

LI 01 S ' J' V • in 

implementing business IT alignment? 

Part II: Measurement of the competency and value of IT 

I. Would you please tell me the metrics and proc s e ethi telec ITl 1 di isi n L1 Sl: ' I 111 "I'iur ' its 
contribution to the business and vice versa (e.g. technical, t [ficien , r ~ lLlrn on in 'stm 'nt, 

activity-based costing, etc.)? 
2. How does ethio telecom measure and asse s and review bu in ne d IT n 'x ibilit ,and n 

capabilities with business change? 
3. Does ethio telecom use integrated IT and business metric t m a Lire IT' contribution t th ' 

business? If so, mention them. 
4. Does ethio telecom use service level agreement ( LA) LI h a I hni all ri enlcd r ' I 

time, length of system/computer downtime, etc.), r lati n hip riented u r/ u .1 ~11. r 

satisfaction, IT commitment to busine ,etc.) amo~g vend .r, bu in and I dl I In .. , .7 

5. How often does ethio telecom perform benchmarkmg pra 11 and a t ba ed n th fin Itn . 
6. To what extent ethio telecom perform asse sment and re iew n IT in tm nt? 

Part III: IT governance 

1. Do ethio telecom business and IS divi ion prepare D rmal lral gi plannin ? If c 
basis and does one division participate dUJing an th r trat gi plannin . 

n \\ hat 
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2. How does ethio telecom IT budgeting functi n bud t d . 
3. On what basis does ethio telecom I divi i n make I in 
4. How and on what basis ethio te lecom IT proj t pri riti zati 
5. Does ethio telecom have a formal or informal IT t rin mmi tt 

business management participation? If h w often and n mmill Jl1'( 

and select? 

6. How do you rate the IT function' s ability to rea t and re p nd qui kl t th r 'ani/ati n's 
changing business needs? 

Part IV: Dynamic IT Scope and Architecture 

1. What is the scope of the information y tem di vi n In thi 
support, transaction-oriented , bu ine pr ce enabl r, bu in 

enabler/driver)? 
2. How do you describe partnership or co ll aborati n b tw 

divisions towards risk and reward sharing? 

111 . ' . tradili l1 al IIi 
dri r busi n 'ss st rat . , 

m busin ss and I.' 

3. Would you please explain the articulation and c mpli an f i n tanda!' Is b busin 'ss', 

4. How is the scope of ethio telecom IT infra tru ture and r hit tur int ' rat d? 
5. How do you describe the scope ofIT infra tructur fl xibility ~ ru in 's and l ' 'hn 

change? 
6. Where does the CIO report and how is th organizati nal tructu r 

Part V: Business and IT skill development 

1. To what extent does ethio telecom fo ter an inn vative ntr PI' n urial n ir nm ' nt at th . 

functional level or corporate level? 
2. Do ethio telecom offer opportw1itie for employee t I arn ab ut and UI P rt 'Ul:<l · utsid ' r 

their functional unit through program such a cro -traini ng and j b r tati n . 
3. Does ethio telecom give career cros over opportunitie am ng IT/te IUl i al an I busin s ' 

personnel? 
4. Does ethio telecom develop and implem nt change management plan and han 'l: rl:adin . .. 

programs at the functional unit and corporate levels? 
5. How would you describe the interpersonal interaction that fun ti nal an I oq rat · 

levels of ethio telecom? 
6. What are the criteria ethio telecom fo llows or ha in place t attra t and r tain th be t u in ' 

and technical professionals? 
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Appendix D: Evaluation Outline 

ADDIS ABABA UN IVER lTV 

COLLEGE OF NATURAL AND COMPUTATIONAL lEN E S IIOOL 01 

INFORMATION I EN 

Dear Sir/Madam 

I am a graduate student at Addi Ababa Uni ver ity 
department of Information Systems. 1 am und rtakin' I' 

alignment continuity management framework for thi t I 
fulfillment of the requirement for a ma ter of i n e de r 

I am confident that you will provide an hone t re p n wa rd th 'aluati n r lh . PI' P lS . I 
framework on the basis of the demon tration I pre ent d t . ·US · ~tlld 
with example by taking the real -telecom indu try nan Oll h v lh ' 
proposed framework works. 

The objectives of the survey questionarie ' are to evaluate til d framework with I" 'sp' 1 

to evaluation criteria such as efficiency (optimal re UJce utili zati n , u abi lit ca " r lI ' " 

understandability, utility) , applicability (fitne and implicity, nt nt larit , 11111 ·t ' 11 ':5, 

continuity), and context coverage (adaptability). 

This research is believed to produce re ults that can guide eth i telec m on the abi lit to 

maintain and manage BITA continuity. 

Thank you for your commitment to offering hone t fe dba k nth prOl o ed fral11e\! rk. 

Thank you again. 
Habtamu Abune 
E-mail: habtamu.abune@aau.edu .ct 
Alt E-mail: hablamuabune@gmaiJ.com 
Mobile: +251941271773 
Alt mobile: +251922689033 
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Appendix E: Close and Open-Ended Evaluation Qu e tion 

Part I. Evaluation Question 

Efficiency 

1. The proposed framework would optimally utilize re ur e . 

o Strongly agree 0 Agree 0 Neutral 0 Di agree 0 trongly di gr 

Usability 

2. The proposed framework is easy to use. 

o Strongly agree 0 Agree 0 Neutral 0 Di agr e o 

3. The proposed framework's goal is under tandable. 

o Strongly agree 0 Agree 0 Neutral 0 Di agre 0 tr n ly di gr 

4. The proposed framework will add value to the company. 

o Strongly agree 0 Agree 0 Neutral 0 Di agree 0 

Applicability 

5. The proposed framework fits with the organizational ne d . 

o Strongly agree 0 Agree 0 Neutral 0 Disagree 0 tr I1gly di agre 

6. The proposed framework is simple to implement. 

o Strongly agree 0 Agree 0 Neutral 0 Disagree 0 tr ngly di agr e 

Content 

7. The proposed framework content is clear. 

o Strongly agree 0 Agree 0 Neutral 0 Disagree 0 trongly di agr 

8. The proposed framework content is complete. 

o Strongly agree 0 Agree 0 Neutral 0 Di agree 0 Strongly di agr 

9. The content of the proposed framewo rk ha continuit . 

o Strongly agree 0 Agree 0 eutral 0 Di agree 0 trongly di agr 
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Context coverage 

10. The context coverage of the proposed fram w rk i n hang em Ir nm nl. . 

o Strongly agree D Agree D Neutral D Di agr 0 trongl di gr 

PART II. interview question 

I. How do you evaluate the proposed fram work' in l I'm r ptimal ulilil'lti n 
of resources? 

2. How do you evaluate the proposed framewo rk' U abi lil in t I'm r u 
understandability, and utility? 

3. How do you evaluate the proposed fram w rk' applic bilit in t I'm r fit t I' 'ani/ali n n 'ds 
and context and simplicity? 

4. How do you evaluate the proposed fram w rk' c nt nt in t I'm mpl ' I 'n 'SS, and 

continuity? 
S. How would you evaluate the propos d framew rk' (l xi ilit nd ad pta ilil in t ' rms )1' 

context coverage? 
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Appendix F: Keyword and datab'l ' c u cd for 

Search keywo rds t1l --------1 

ali ·nm III 

Database 

Search index 
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Appendix G: Document anal 

Document analy is checkli t 
and ob cr' ation chc kli t: 

Types of document and th r p b di , 

• Organizational structur de cripti n 
• Strategy 2021 - 202 1 
• Strategic road map 
• Business requirement preparati n t mpl 
• Functional requirement pecificati n 
• Higher and Lower Level De ign 
• Service design package 
• Six month and yearl y report 

Observation checklist 

• During the interview, the re p nd nt' m ti n nd G Jin' s 
• Working environment and comm uni ati n pi tG rm r thi t 

managements, 
111 t llsin 'ss 'Inti I. ' Ii isi( ns 
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