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Abstract 
Crisis are extremely difficult to predict and according to Curtin, Hayman and Husein 
(2005) this is a problem that worsen by the trend in the 1970s and 80s where companies 
developed managers to be specialists. One example of this trend could be that a finance 
director knows only about finance, likewise for the marketing director, the technology 
director and operations director who all have their specialist fields. This kind of 
approach will lead to gaps in the management structure, since a finance director who is 
driven by profits and earnings per share would most probably lose sight of the bigger 
picture which will prevent the chances of predicting any crisis (Curtin et al., 2005). This 
kind of thinking began to change in the 1990s and a new approach came into vogue 
where managers were produced to be far more rounded than they were previously, as a 
generalist (Curtin et al., 2005). Our purpose is to find out how crisis emerge in 
projects and investigate the role of emotion in crisis management.  

The qualitative method is best suited to fulfil our aim since we are interested in 
individual’s personal experiences and personal reflections related to crisis management. 
The reason for us not choosing the quantitative method is that we do not wish to 
measure or create statistical generalizations about crisis management, it is rather to 
describe the essence of crisis management and issues related to crisis management, also 
how crisis is perceived from organizations. We therefore performed interviews with 
respondents that were of interest for our purpose.  

With all the information and knowledge gathered throughout our research we believe 
that when it comes to the abilities of the project managers to predict and prevent crisis, 
it is correct that managers have different and perhaps better education than 30 years ago 
but when everything comes around it is still next to impossible to completely be able to 
prevent crisis. We came to this conclusion after done our research and realized that even 
though every project manager who has been involved in any crisis can not completely 
prevent the same crisis to happen again. 
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1 Background  
Project often takes different forms and many times project refers to activities that are 
not part of the standard activity of a company, although in some organisations and cases 
working in project are something common and natural. Defining a project is very 
difficult because of the various ways a project can take. All projects no matter industry, 
size or organisation are different from each other. In for example some business 
industries it is common for projects to involve many people from different countries 
meanwhile in some industries project can take place between to people (Feil & Keller, 
1998). Feil & Keller (1998, p 3) identify project as: “A project as organized work 
towards a pre-defined goal or objective that requires resources and effort, a unique 
(and therefore risky) venture having a budget and schedule. A projects’ success can be 
measured in terms of how closely it comes to meeting the goal or objective (and this is 
an issue of quality) within the parameters of its budget and schedule”.  

The main reason for setting up a project is to accomplish goals and make changes; 
project work is a more beneficial way of working since the organization is divided into 
smaller groups, which decreases the complexity of the organization the group (Grabski, 
Leech & Lu, 2003). Working in projects allows organizations to have the best 
competence on the field devoted to one single task at the time, which is important 
according to Swanson (2003). It also allows cross functional co-operations, where the 
competence could be externally brought in as consultants, or internally from other parts 
of the organization (Swanson, 2003). Task forces could be appointed to perform a task 
and different priorities can be given to different projects regarding their importance at 
the moment for the company. There are many benefits to gain for an organization from 
project works if the project goes smoothly and without complications.  

As many as 90 percent of Enterprise Resource Planning System (ERP1)-projects fail due 
to bad planning (Markus, Axline, Petrie, Tanis, 2003), (Adam & O’Doherty, 2003) and 
when a project fails to deliver the results wanted from the organization and goes over 
time and budget, crises could be a fact to deal with for the management of an 
organization (Markus et al.). Project failures can affect internal and external relationship 
and must be dealt with as soon as possible, or the effects could be devastating for 
organizations. Project can lead to crisis of different kinds (time, cost and functionality) 
in organizations and project teams.  

”A business-based crisis is an event-specific episode that can make or break you, 
depending upon the size of your company, the number of people you employ, the 
product and services you sell, and the resources of people, assets, and money you can 
aim at the problem” (Albrecht, 1996. p. 7). An episode that is considered as crises in 
one company might be considered as trifle in other companies, the judgment is within 
the company size and resources.  

Crisis are extremely difficult to predict and according to Curtin, Hayman and Husein 
(2005) this is a problem that worsen by the trend in the 1970s and 80s where companies 
developed managers to be specialists. One example of this trend could be that a finance 
                                                 
1 “ERP software is a set of packaged application software modules, with an integrated architecture, that 

can be used by organisations as their primary engine for integrating data, processes, and information 
technology, in real-time, across internal and external value chains”(Chang and Seddon, p 75, 2003) 
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director knows only about finance, likewise for the marketing director, the technology 
director and operations director who all have their specialist fields. This kind of 
approach will lead to gaps in the management structure, since a finance director who is 
driven by profits and earnings per share would most probably lose sight of the bigger 
picture which will prevent the chances of predicting any crisis (Curtin et al., 2005). This 
kind of thinking began to change in the 1990s and a new approach came into vogue 
where managers were produced to be far more rounded than they were previously, as a 
generalist (Curtin et al., 2005).  

1.1 Problem Discussion 
In our fast growing and high demanding society it is becoming more and more common 
that organizations uses project groups to accomplish different tasks. It is quite usual that 
businesses create their entire organization to deal with clients in project teams. Using 
project teams to deal with clients can mean huge advantages for the organization but it 
can also involve different type of crises. Because of the fast changing environment the 
clients demand also changes frequently which makes time an essential element when 
working with clients.  

To provide the right product/service in right time at the right cost to the customers is the 
most important objective for a project group, but this put a huge pressure on the project 
group, especially on the project leader. If the group manages to handle this kind of 
pressure, the required demands from the clients will then be possible to deliver. 
However if the project group fails to handle the pressure crises could emerge as a result 
in the group. Crises could results in emotions that should and must be addressed as soon 
as possible. Emotions that are not dealt with in an early phase could harden the work.   

1.2 Purpose  
Our purpose is to find out how project managers cope with crises in their projects.  

1.3 Research Questions  
We intend to achieve our purpose with this thesis by answering our two questions.  

• Which are the most common reasons for crisis? 
• How do project managers deal with emotions? 

1.4 Delimitation  
We will focus on IT-projects, thus the exclusion of all projects that do not involve IT. 
We have also excluded crisis that might be a consequence of nature disasters.  

1.5 Interested Parties 
IT-Project managers of all kinds are our main interested parties and we believe that the 
results of this thesis could provide them with some rather important insight in how to 
cope with crisis within their projects.  
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2 Methodology 

2.1  Description of Methodologies 
Mainly two methods are available when doing a research, the quantitative and the 
qualitative method. In the methodology discussions (see 2.1.1 and 2.1.2) the main 
differences is within the data used in the two research methodologies, the data used in 
the quantitative methods are regarded as hard data whereas the data used in the 
qualitative methods are regarded to be soft data (Hellevik, 1990). 

2.1.1 The Quantitative and Qualitative Methods  
Under this heading we will highlight foremost two methods in order to collect data for 
an research; the quantitative- and the qualitative method. 

2.1.1.1 Quantitative 

The main purpose with the quantitative methodology is to measure; the measurement 
might be of a descriptive or explorative quality according to Hartman (1998).  
Furthermore, quantitative research methodologies are often characterised by the 
researches aim to examine the numerous relationship between two or more measurable 
concepts Hartman (1998). Hellevik (1990) argues that the researcher shall not be able to 
influence the measured concept via own and personal interpretations and reflections. 
Also the quantitative methods are formalized with specified rules for how the actual 
research is supposed to be carried out. Repstad (1999) argues that the quantitative 
method is mostly focused on measurements and figures during the research process. 
This is done in order to show upon the frequency of an occurrence or to put two 
different occurrences against each other for comparison in purpose of showing a 
statistical connection or differentiation between the two (Repstad, 1999).  

2.1.1.2 Qualitative Methods 

Qualitative research methods are characterized by the researchers aim to attaining an 
understanding of an individual or a group of individuals (Hartman, 1998). Lundahl & 
Skärvald (1999) argue that the purpose with qualitative methods is to describe, analyse 
and understanding individuals or groups. The aim is to create results and synthesise 
with qualitative analysis and qualitative data by concentrating on individuals, groups 
and their sphere. In qualitative researches the researcher tries to find answers about 
individuals experience and their existence, and how they see themselves in the context 
that they are apart of. 

“Qualitative research seems to promise that we will avoid or downplay statistical 
techniques and the mechanics of the kinds of quantitative methods used in, say survey 
research or epidemiology.” (Silverman, 2005 p.6)  

2.1.2 Our Choice  
The qualitative method is best suited to fulfil our aim since we are interested in 
individual’s personal experiences and personal reflections related to crisis management. 
Qualitative researches also called soft-data-research are often not as precise as the 
quantitative research nor do they provide generalization (Hellevik, 1990). This because 
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the qualitative analysis are based on words rather than numbers and as a substitute for 
numbers concepts such as bigger than, smaller than or a slight increase are used. Other 
factor that influences the generalization is that qualitative researches are often made 
based on smaller material and statistics is not usable (Svenning, 1999).  

The reason for us not choosing the quantitative method is that we do not wish to 
measure or create statistical generalizations about crisis management, it is rather to 
describe the essence of crisis management and issues related to crisis management, also 
how crisis is perceived from organizations. Qualitative methods are known to generate 
deeper understanding of a matter rather than generating a broad picture, the case in 
quantitative methods (Repstad, 1999).  

As mentioned earlier, qualitative researches are characterized by the researchers’ effort 
to understand how people experience themselves, their reality, their motives, as well as 
their surroundings. Thus the qualitative research method is suited for examining how 
people and groups experience and think of certain phenomena (Lundahl & Skärvald, 
1999). 

Since our focus, aim and preferred data collection are according with the emotionalism 
model we choosed to work accordingly. 

2.2  Method for data collection  
According to Svenning (1999) the variety forms of interviews and observations are of 
current interest in a qualitative study, we find interviews to be most adequate in our 
study since interviews provides access to a vast amount of information under a short 
period of time. Observations are to be undertaken when the study stretches under a 
longer period of time, more data collection occasions, and when the data to be collected 
is exceeding the pronounced words through conversations and interviews.  

Some advantages with interviews are that many questions can be asked, questions can 
have a higher degree of complexity and that if the respondent does not understand the 
question then the researcher has a chance to clarify and provide further explanation.  
Disadvantages with interviews are that they are time consuming and the “interview 
effect” is constant presence (Svenning, 1999). The interview effect could influenced the 
respondent in a certain direction which could influence the objectivity if the thesis. 
Svenning (1999) states four kinds of interview effects and they are:  

 

The respondent experiences that the interviewer rewards certain answers to 
questions. What is important and crucial is the respondents perception and not whether 
or not the interviewer actually does so. This can be avoided through the interviewers’ 
ability to keep the objectivity by not implying anything via body language and voice. 
This was problematic for us due to our lack of interview experiences at this level. It 
would mean a risk if we payed to much attention to the questions that we thought was 
most important, and other questions that we found to be of less importance are less 
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prioritised. The result of this could mean that we would miss on important information 
resulting in the incorrect2 interpretation of the research results.  

 
Interviewer or respondents attributes such as sex, age, cultural or ethnical 
background, personal interests etc that can influence the interview in a negative 
way. This could be dealt by both parts agreeing on outing these aspects and other 
subjectivity causing issues to side in the favour of the reliability of the interview. We 
did not consider this to cause any problems since we in a clear way described the 
objectives of the interview for the respondent in a very early phase.   
 
The interviewer can influence the respondent via pitch of the voice and body 
language when questions are posed and answers are received. This could be 
prevented by the interviewer constantly keeping in mind to keep the same pitch of voice 
and not changing his/her body language regardless of question and answer. As 
mentioned earlier this could cause a problem due to lacking experience in interviews, 
we tried to reformulate the questions and posing sub-questions influencing the 
respondent to give us the answers we expect to get. 
 
The interviewer interprets non-coherent answers and answers that have been 
reformulated several times in a wrong way. This can be prevented by the interviewer 
asking the respondent to clarify any answers that might be hard to interpret and analyse. 
Since we are three different persons doing the interviews this could be a cause of issues, 
since we might interpret the respondents’ answers differently. We did therefore have 
discussions about all of our interviews while compiling our empirical findings and 
furthermore we did send a copy of the interview to the respondent, and give them the 
opportunity to correct and/or clarify their answers if needed. 
 

2.3  Interview procedure 
According to Lundahl & Skärvald (1999) there are three main different ways of 
conducting an interview, and they are:  

Standardised interviews; the variables are already identified and the question order 
is the same regardless of the respondent, in some cases even the answer alternatives 
are set in advance. This way of interviewing is most suitable for quantitative 
investigation. 
  
Non-standardised interviews; already identified variables are not used and the 
question orders are rather free, thus the flexibility and situation-adjustable attributes 
of this interview. This interview form is most suitable for qualitative investigations.   
 
Semi-standardised interviews; the variables are pre-defined in this procedure 
however sub-questions are asked in order to get the information needed.  
 

                                                 
2 Correct in this respect is that our interpretation could have been other if we would have access to other 

information from respondents.  
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In order for us to get the best possible basis and to answer our research questions in the 
most adequate way we found it necessary to ask ourselves  the following question 
before making the interviews.  

1. How do we go about doing the actual interview? 
2. What kind of interview are we going to do?  

 
It was our intention to make the interviews in the respondents own domain since they 
felt more comfortable. They was used to the environment and could be more open in 
their answers and we believed that the respondents might perceive the situation as most 
favourable for them since they felt that they have more control over the distribution of 
the information.  

We choosed to use the semi-standardised interview also called focused (Bell, 1995), 
meaning that we did not use a question template, but still remained a certain structure 
and parts to be covered during the interview. By doing so the respondent was given the 
possibility to make conversation around the questions and about thoughts that did come 
up during the interview. We choosed this approach in order to be able to have a free 
discussion with the respondent and not be constrained to follow a certain question 
structure. We believed that it would be to our advantage to have pre-defined questions 
but have the freedom to ask them in the order that is suitable for the situation.     

Since we wanted to both obtain the flexibility and at the same time remaining the 
structure we wanted during our data collection process, we practised focused interviews. 
It was of great importance for us that the data we collected was manageable, for further 
analyzing. We used an interview guide as support so that we could cover the same areas 
with all of our respondents. The interview guide did cover the areas that we felt 
necessary to cover so that we could fulfil our purpose, and contain clarifying examples 
around our questions.  

We prepared a certain interview template with the questions before we contacted the 
respondents, we did however not follow it literately. We wanted to keep the flexibility 
since in interview situation new problems and questions might occur, which can be 
addressed directly in the interview or be planed in a future interview (Repstad, 1999). 
The main reason why we had the templates was to gain as much relevant information as 
possible, without influencing the respondents’ answers. The template allows the 
interview become more like a regular conversation (Repstad, 1999). 

Since interviews are highly individual related and focus is mostly on individual opinion 
and the social and material factors are not considered interviews has been criticized. 
However Repstad (1999) argues that this can not be an objection used against 
interviews, since there is nothing stopping the interviewer to ask the respondent 
questions about different aspects of their experiences and knowledge about social and 
material aspects of their own environment.  

2.4  Interview strategy 
It was important for us that the questions was not too narrow so that the respondents 
answers failed to cover the area we wished to cover. At the same time the number of 
questions can not be too many if the respondent is supposed to formulate their answers 
as they wish (Wiedersheim-Paul & Eriksson, 1999). There are ten deadly sins listed in 
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(Wiedersheim-Paul & Eriksson, p 88-89, 1999) which the interviewer has to avoid, and 
they are:  

1. Question that are answered with a single yes or no.  
2. Statements instead of questions. 
3. To pose several questions at the same time.  
4. Questions containing set of values.  
5. Unexpressed assumption in the question. 
6. Questions that are over loaded.  
7. Leading questions.  
8. Questions including sentimental words. 
9. Exaggerating questions.  
10. Questions that are too complicated.  

 

We did have these aspects in mind when we composed our interview questions. It was 
our ambition to avoid deadly sins (Wiedersheim-Paul & Eriksson, p 88-89, 1999) for 
example by asking questions that require more than just a simple yes/no answer from 
the respondent. If the respondent still answered us with a simple yes/no, then it was our 
strategy to ask a follow-up question such as how come? Or questions that make the 
respondent to explain him/her self before coming to a conclusion. Our actual interview 
questions will be found under appendix. 

2.4.1 Method for analysis  
Svenning (1999) argues that analysis process can not be automated since new aspects 
are added and patterns clear up through reading and assortment of data. When the 
interviewers listened to the tape in order to write down the taped interviews, any 
hesitation and changing of previous statements or situations where the respondents had 
been unclear was observed. This means that the actual analysis of what respondents say 
and the way they are said began when the researchers start to writing down taped 
interviews.  

The next step in the analysis phase occured when summarizing and compiling the 
empirical findings (chapter 4) based on the interviews.  

Svenning (1999) argues that both qualitative and quantitative analysis should be 
categorized in qualitative analysis the codification is not done in advance, it is rather 
integrated in the analysing process. Svenning (1999) argues further that all analysis 
processes are mainly about finding patterns, and that sorting out is a key-word in 
qualitative analysis.  

We will therefore structure the material we get from our interviews and sort out how our 
respondents looked upon the crisis management phenomena.  

2.5  Company selection  
As mentioned earlier in part 1.4 companies that are involved in IT-projects was our 
main focus when we did collected our empirical findings. We used the search engine 
www.eniro.se to search for companies in Jönköping area, working with project groups 
and have had at least a handful of IT-project within their company, accordingly to our 
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purpose. We choosed some companies that fitted our criteria and made an initial 
contact. However it turned out to be very difficult to make an appointment with the 
companies that we had found with the help of the search engine eniro. The difficulties 
we encountered were due to the companies’ misconception about our meaning with the 
word crises, and in some cases us talking to the wrong person in the company. Some 
said that they were not expecting any acts of sabotage and had therefore never 
encountered crises. Some talked about crises related to natural disasters and said that 
due to the geographic position of their company they felt quite safe and happy that they 
had never encountered crises. However when we described our meaning with crises 
then some argued that they did not work with these questions and forwarded us to a 
peer, who appeared to be very hard to get hold of. in some other cases the company was 
interested but had no time to spare.  

Because of our less successful company selection we decided to change our strategy, 
instead of calling the companies we decided to visit them in person and try to talk to a 
manager or project leader from the beginning. We sought managers and/or project 
leaders since we believed that they could forward us to the correct project leader and/or 
participate themselves. We also made modifications to our first approach to the 
interviewee in a sense that we explained the purpose of our thesis by mentioning that it 
was about project management and in particular crises related to IT projects. We 
brought up and touched issues that managers had to deal with on a frequent basis, 
something that they could relate to. This approach turned out to be a success and we 
managed to book meeting with several companies, (for company and respondent sample 
see 2.5.1) 

2.5.1 Respondent sample 
Considering studies which are based on qualitative data, it was very important for us to 
select respondents with unique attributes that were desirable for the researcher 
(Denscombe, 2004). Since the aim of this thesis is to find out about crisis management, 
we felt ourselves obligated to base our research on companies that have encountered 
crisis during projects. 

That is why we did choose to only interview those managers who are included in project 
teams. In the table below we show the companies that were included in our selection, 
the respondent and the interview time. 

Company Respondent Time 

Jönköping City-House Jan Samuelsson  60 min 

SAAB Training AB Ulf Axelsson  72 min 

FinnMera  Johan Edvardsson 45 min 

Teleca Magnus Öhlund 45 min 

Epsilon Karl-Gustav Persson 78 min 

Tabell 2-1 List of Companes 
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2.6  Trustworthiness  
Reliability of a study aims at showing how particular the researchers have been in their 
measurement procedure (Hellvik, 1990). Lundahl & Skärvald (1999) describe reliability 
as the absence of disappearance. If in depended measurement of a certain phenomena 
results in the same or almost the same result, then it can be concluded that the 
measurement has a high degree of reliability (Lundahl & Skärvald 1999).  

Validity is defined as the ability of an instrument to measure what it is supposed to 
measure (Wiedersheim-Paul & Eriksson, 1999), and the absence of systematic 
measurement errors (Lundahl & Skärvald, 1999). There are two different kinds of 
validity, the inner and the outer. The inner validity aims at whether or not the interview 
“measures” what it is supposed to measure, and the outer validity means to see if the 
examination has been preformed with good reliability (Lundahl & Skärvald, 1999).  

Inner validity is how well the results of an investigation copes with the reality according 
to Meriam (1994), meaning that we study what we aim and search for. There is several 
different ways to ensure a high level of inner validity and we have chosen two that are 
called participant-control and horizontal examination and criticism (Meriam, 1994).  

Our respondents was given the opportunity to comment the collected and printed data 
after each interview, hence the participant-control and since our tutor and other students 
read and critically examined our thesis we did also obtain horizontal examination and 
criticism. When the respondents commented the interview we made sure that we had not 
misunderstood them and that the respondents was given the chance to do the same, 
meaning to check and see whether or not they wanted to correct or clarify anything. By 
other students constantly critically examining our research and with our tutor’s active 
participation we did get questioned and had to motivate our choices and theories. 

Reliability means how well examinations results can repeat, this is a problem in 
interviews since the exact same interview situation can not repeat itself, and the answers 
could be interpreted differently depending on the interpreter. One way to get the same 
results is consistency and dependability (Meriam, 1994). It must be kept in mind that 
like Meriam (1994) says it is very problematic to keep have a good reliability when 
doing interviews since the exact same interview situation can not repeat itself. But 
nevertheless we have done our best to keep the thesis reliability at a high level by 
treating every respondent the same. In order to do so we remained the same tone when 
asking questions and followed the same interview structure.  

2.7  Knowledge characterizing and knowledge strategy 
Guldkuhl (1998) describes knowledge characterizing as something that describes what 
kind of knowledge is actually being developed. He divides knowledge into different 
knowledge forms, and among these knowledge forms (Guldkuhl, 1998) our thesis will 
refer to the following:  

Categorizing knowledge; which makes the base for other knowledge forms and implies 
that the world should be categorized into different categories and phenomena? We used 
categorical knowledge in writing this thesis in the parts where we described and define 
different concepts, but also for respective study object in order to make sure that no 
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conceptions are misunderstood for the respondents and in consequence influence their 
answers.  

Our thesis is historical-reconstructive knowledge, which means that we found out 
what has actually happened (Guldkuhl, 1998) around crisis management, and what 
causes are foundation of it. These resulted in explanation knowledge in our analysis, 
which Guldkuhl (1998) describes to be the type of knowledge that explains why certain 
phenomenon are in a certain way. Researchers have to provide reasons, background and 
causes for the resulting relationship.  

This thesis has an explorative approach which means to consciously examine a certain 
area to gain better understanding and knowledge about a subject (Guldkuhl, 1998). That 
is precisely what we wanted to do, to gain more knowledge about our subject field.  
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The project 

Outcome 

Time 

Cost 

Specification 

3 Theoretical Framework  

3.1 What is project? 
According to Field & keller (1998) it is important to distinguish process and project 
because many times these two elements are mixed up with each other. A process is 
described as the day-to-day activity in a company, while project often describes 
something outside the day-to-day activity of a company. However in some fields the 
normal day-to-day work is to carrying out project. Because of the variety of project it is 
very difficult to find an exhaustive definition on project. Although it is difficult to come 
up with a clear definition of project it is vital for us to identify project in order to have a 
starting point. Buchanan & Boddy (1992, p. 8) identify project as: “A project is a set of 
people and other resources temporarily assembled to reach a specified objective, 
normally with a fixed budget and with a fixed time period. Projects are generally 
associated with product or procedures that are being done for the first time or with 
products known procedures that are being altered”.   

Other elements that characterizes a project is among others that every project differs 
form every other in some way, all project require some kind of recourses and budget, 
project are performed by individual in or outside the organisation and all projects have a 
goal to achieve (Field & keller 1998).   

According to Harrison & Lock (2004) 
a project have three primary input and 
this inputs contributes to one final 
output. The inputs are as shown in 
Figur 3, specification, cost and time.  
Specification represents what has to 
be achieved. Time refers to the 
amount of time that is allocated for 
the project. Cost is the resources that 
can be expended on the project. For a 
project to be successful it is important 
for these factors to be in balance with 
each other              

Figur 3-1 Primary project objectives  

One unique way to look at projects is by comparing them to human beings, this can be 
done because in some perspective the resemblances are very evident. While a child is 
getting born in a family, a project is in the same way getting born in an organisation. 
Later on the during humans maturity process there will bee obstacles that will affect the 
life quality of the individual, in the same way a process need to mature be handle 
different obstacles. In the end all the human beings have to live this earth and die, the 
same goes for every single project, there is no project or projects that will go on for ever 
without ending. We have now demonstrated the similarity between human beings and 
project (although it is obvious that the time perspective differs very much), and the 
point of this discussion is to clarify that every project has a unique life cycle (Field & 
keller 1998).  There is no project life-cycle that is feasible for all kind of projects, but to 
explain all the theories behind different project life-cycles are very demanding 
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considering time and literature study. Because this object is not vital for our thesis we 
are just going to explain one main project life-cycle that will cover our immediate 
requirement. 

The basic project life-cycle is very commonly used and is based on five overlapping 
phase. The fist phase is called define, in this phase the company are making a proposal 
and investigate in the project is feasible, if the proposal is feasible then the company 
must set some realistic objectives and make a cost-benefit analysis. The second phase is 
plan, the planning phase is about identify tasks, determine how are going to do what in 
the project, identify critical activities and estimate the time and the cost for the project. 
The Third phase is organize, this include organizing the team that has been recruited for 
the project, decide how are in charge of the project and what tools the team has to use 
during the project. The fourth phase is execute, during the execute phase the company 
has an active communicating process between managers, client and others members 
involved in the project and managing necessary change, monitoring the cost and 
compare it with the project budget and make a reviewing of the project. The fifth and 
final phase is close, in this phase the company has to make sure that the client accepts 
the outcome, the organisation has to document the result of the project and finally 
deliver the outcome to the customer and sign off the project (Harrison & Lock, 
2004.Field & keller 1998).       

3.2  Putting together the project team 
Putting together a project group means that you are making individuals from the same- 
or different part of the organisation interacting and working together. The performance 
of the group is not only depending on personal individual performances, but also on 
how effective the group manages to work together (Harrison & Lock, 2004). According 
to Harrison & Lock (2004) how well the individual in the group work together are 
determined by the nature of the interpersonal relationship. The interpersonal 
relationships reflect how well the individual in a group are able to work with each other, 
their ability to cooperate and how well they can handle conflict. K. Hill (2001) argues 
for groups and teamwork, and means that project work are the most popular and rapidly 
growing way of working to day. Project group should be composed by individuals that 
are independent but who shares common goals and are willing to coordinate their 
activities to accomplish the mutual goal. 

When it comes to IT-projects many times people in companies has a tendency to jump 
into a project without adequate analysing and planning, instead they are immediately 
looking for the solution of the task (Schulte, 2003). However, when creating a project 
group there are some factors that are of essential matter and most be taken under 
consideration. Harrison & Lock (2004, p 280) mean that group-building involve the 
following activities:  

• Role analysing and the psychological matching of team members 

• Team-building thought organizational development, training courses, 
management games and, in particular, the use of problem-solving, team-
building workshop.  

Although picking the right individual for a group are very important and must be done 
very carefully it dose not need to take to long time, but it can take long time to make the 
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group a team. In order to be a team the group members need to trust and respect each 
other (Harrison & Lock, 2004). According to Harrison & Lock (2004) a project-team 
has to be cross-functional and the team members have to carry out various roles in order 
to obtain the best result. K. Hill (2001) talks about project leaders and how they should 
act in order to keep together the group and accomplish the project. She argues that team 
leaders need to be both Team performance and Team development. Team performance 
refers to getting the job done, making decisions, making plans and achieving the goal. 
While Team development means solving interpersonal relationship, satisfying team 
members and developing solidity.               

3.3  How to predict a crisis 
It has been and always will be every managers wish and dream to be able to predict 
eventual crisis in a project before they occur but the way the managers were thought up, 
for say 30 years ago, made them miss out a lot of knowledge of how to handle situations 
were   crisis were possible Curtin et al. (2005). The managerial structure of a company 
looked different then than it does now, where the various directors of every department 
were thought to be specialists in their own area without any knowledge about the other 
departments. This type of structure led to the fact that when different directors were put 
together into a project there would higher risk for gaps in structure and communication 
between those. and since the managers often did not possess any all round knowledge 
about these areas, he/she could not  see any potential risks and therefore had hard time 
predicting any upcoming crises Curtin et al. (2005).  Since the last decade we have seen 
a change with managers who are in charge of projects, they have more all round skill 
and knowledge which makes them better candidates to find signs of crisis and trying to 
prevent them Curtin et al. (2005).  

Curtin et al. (2005) also mentions that part of the art of the modern manager is to ensure 
that chaos is contained and that the projects continue along its chosen path 

As mentioned earlier, predicting which actions will become crises in a project is very 
difficult, as difficult as the science of earthquake prediction, meaning, although there 
are indicators, it is not waterproof and will never be 100 per cent reliable. But there are 
some common factors that surround all crises which can help managers in their strive in 
predicting  crises, and they are; (Curtin et al. p. 19-23, 2005). 

• Simple in concept - The crisis needs to be simple and able to be defined as 
either black or white; this allows sides to be taken. For example the idea of 
sea dumping is bad which will perhaps bring up some kind of crisis among 
environmental friends whereas recycling of the structure on land is good. 
Simple crisis in a project could be when you, as a manager knows in 
beforehand that the project is not aiming at a ethical purpose, it is easy to 
decide right from wrong but it happens anyway.  

• Scientifically complex - It is said that the science surrounding the crisis 
must to be extremely complex and unsolvable to the ordinary person. This is 
necessary for a crisis otherwise everyone would be able to make reasoned 
decisions on what is right and what is wrong. All projects include a lot of 
statistics that does not make any sense for anyone but the consultants who 
wrote it. Having too much statistics can lead others to believe that the 
company or the project manager has something bad to hide behind all 
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figures. When predicting such scenario in a project and when noticing that it 
is worrying some who are involved it is necessary to change approach and 
show some emotions instead, because emotions are what are needed, and 
what get a response. 

• Data-rich – This factor is one of the most crucial ones since companies 
makes available more data about its performance than it ever did. Even 
confidential information in a project within a company is not safe where 
leaks of sensitive information are now everyday issues. In this cases it is 
very important to only involve people in the project that you are sure would 
not abuse the available data. It is also important to structure a good 
communication channel.  

 

3.4  Eight crucial Mistakes  
In this section we are going to take some time to explain the theory of Kotter (1996) 
about how to handle crucial circumstances that are related to management. Initially we 
are going to discuss the eight mistakes that can be made during a change process and 
then move along to explain the eight-stage process to avoid mistakes for a successful 
change. We will also discus the majority of these issues from other authors’ point of 
views, in order to give more reliability to Kotter (1996): s theories.  

3.4.1 Allowing too much complacency  
This is according to Kotter (1996) one of the most common mistakes done by people 
that try to accomplish a significant change. Individuals that have the authority to make a 
change in the company many times try to make a change without establishing a high 
sense of urgency in co-workers and managers of the company. This kind of mistake can 
occur when the leader overestimate how much he or she can force big changes in an 
organisation and underestimate how hard it is to make people come out of their comfort 
zone. The inexperienced and impatient leaders are the ones that generally make this 
kind of mistake when it comes to transforming an organisation, but even leaders with 
too high complacency can also make this kind of mistake because they refuse to se how 
extensive the problem is (Kotter, 1996). 

The same aspect is also mentioned by Sumner (2003) where she argues that the lack of 
senior management support, lack of a proper management structure and lack of a project 
champion are some risk factors for having a project failure. A project champion is a 
person who is the leader of a project and must use authority needed in order to make the 
changes as fast as possible. If the project champion is not experienced and uses too 
much or too little authority then the project might fail (Sumner, 2003).  

3.4.2 Failing to create a sufficiently powerful guiding coalition  
Kotter (1996) argues further that individuals alone no matter how much experience they 
have or how devoted they are will not be able to overcome traditions and inertia except 
in very small organisations. Changing effort with the lack of sufficiently powerful 
guiding coalition can make an apparent progress for a short time. But in the end 
reluctant forces will weaken the initiatives because the single executive will lose to the 
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tradition and short-term-interest. In order to make a successful significant change an 
executive need a team with high commitment (Sumner, 2003) who are pulling at the 
same direction (Kotter, 1996). The team members are very important for the outcome of 
a change; the team should consist of the president, division general manager, the most 
senior people and the majority of the employees (Grabski et al., 2003), (Kotter, 1996).     

3.4.3 Underestimating the power of vision 
To create urgency and a strong guiding team is very essential for a successful change 
but it is not sufficient for a major change. To have a vision is presumably one of the 
most important elements during a change. Vision help to create inspiration among 
people that are involve in the change process, it also help to direct and align people 
(Kotter, 1996).  

Without a clear vision it is very likely for a transformation process to fall into a 
confusion stage where the project goes in the wrong direction or nowhere at all. With a 
clear vision all the employees knows where the company is heading and there will not 
be discussion for every decision. It is very important to be aware that plans and 
programs are not the same as a vision. A company can have a clear plan with all the 
procedure, goals, method and deadlines but as longest as the plan lacks a statement 
about the aim of the plan, it can not be considered as a vision but only a simple plan 
(Kotter, 1996). 

3.4.4 Under-communicating the vision by a factor of 10(or 100, even 1,000)   
People in an organisation do not usually like to make sacrifice even when if their 
current situation is not satisfying and major change are impossible unless every 
employee is willing to help and make short-time sacrifice. The employees need to see 
the possibility of a better personal situation and believe that a transformation is possible. 
Communicating is one of the major factors when it comes to convincing employees 
about the benefit of a change (Kotter, 1996).  

Sumner (2003) argues that communicating the objectives, scopes and activities of a 
project to the entire project team as a vital factor for succeeding. According to Kotter 
(1996) there are three common mistakes when it comes to communicating, the first one 
is when executives have created a clear vision and belief it to be sufficient enough and 
do not have meetings with the employees frequently and keep them updated through the 
change. The second mistake is when only the head of the organisation speak to the 
employees about the change and the rest of the managers do not take an active role in 
mediating the change. Here the massage will go through to the employees but the 
volume is too insufficient. The third mistake is when much effort goes into memos and 
speeches to the employees, but some of the important individuals are acting differently 
from the vision (Kotter, 1996). Adam & O’Doherty (2003) mentions that the 
communication should be rich, continued and business oriented between the managers 
and the project team in order to gain maximum effect.  

3.4.5 Permitting obstacles to block the new vision   
Even though the people in the organisation have a good idea about the company vision 
during the change, it is not unusual for them to feel disempowered by all the obstacles it 
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their paths. According to Kotter (1996) the disempowerment of the individuals in the 
organisation can lead to different negative forces such as; refusal and lack of 
motivation. Only one of the negative forces is enough to stop an entire changing effort. 

3.4.6 Failing to create short-term wins    
Kotter (1996) argues that most people needs to see convincing evidence within the first 
year that the change is producing expected result otherwise they will not carry on with a 
good spirit and could give up. If the short-term goals do not appear during a change 
there is a risk that the business loses its momentum. Failing to create short-term wins 
many time reflect the managers behaviour. It is not unusual that managers either assume 
that the short-term wins will happen and do not make an effort to create this situation or 
he/she become so caught up with the final vision that he/she does not mind about the 
short-term wins.   

Shang & Seddon (2003) divides benefits in five different dimensions; operational, 
managerial, strategic, IT infrastructure and organizational-benefits. Some benefits such 
as organizational benefits might take up to three years before they are gained, thus the 
need for quicker benefits in order to keep the organization satisfied and morals high. 
Operational benefits are the quickest ones to get since problems are often detected in the 
everyday tasks and new ways of working does in most cases makes the everyday tasks 
more efficient and saves time, hence savings in labour costs. Shang & Seddon (20003) 
argue further that managerial benefits could also appear quite fast, since decision 
making process could also be more effective, hence the managers have more time to 
spend on the employees. Strategic benefits are depended on the organizations strategy 
and do therefore vary from case to case.  

3.4.7 Declaring victory too soon  
It is possible to declare victory too soon when working with major changes, after some 
time of hard work and when the first major task is completed, it is very easy to believe 
that goals and objectives of a project have been reached. Although it is easy to rejoice a 
completed project, the people involved in the project should not think that the process is 
mostly finished. Victory can not be declared until the change has sunk down into the 
company culture (Kotter, 1996).   

3.4.8 Neglecting to anchor changes firmly in the corporate culture 
The change will only be permanent when it becomes “the way we are doing thing 
around here” according to Kotter (1996). The change will stick with the organisation 
when the new behaviour is rooted in the social norms and values, and when the change 
becomes one with the organisation culture. The change will anchor to the organisation 
culture when the people in the organisation can see the new behaviour and attitudes 
have helped improved the performance of the organisation, and when the next 
generation of management really does personify the new approach. 
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3.5  Crises management vs. crises leadership 
Mitroff (2004) separates crisis management from leadership; he means that crisis 
management is characterized to be primary reactive and crises leadership on the other 
side is proactive.  

Reactive means that the company is reacting to crises after they have happened, 
proactive means that companies act in order to identify and prevent crises. Mitroff 
(2004) means that almost 85 to 90 percent of companies are acting reactive toward 
crises and only 15 to 10 percent are acting proactive. In order to be able to be proactive 
and prevent crises to happen the company has to have the ability to think critically and 
even consider the unthinkable. Mitroff (2004) talks about three different criteria of 
critical thinking: 

• The ability to be aware of, to examine, and to challenge one’s fundamental 
assumptions about the world. 

• The ability to “connect the dots,” i.e., to see the “big picture”; and,  
• The ability to think “way outside the boxes” of conventional thinking.  
 

The second and the third criteria are very much integrated, because if a company 
doesn’t see outside the box then they probably will not see the big picture. To see the 
big picture is when the company sees all the crises that can affect the company. The 
result of being able to see the whole picture creates opportunity to act proactive toward 
crisis and see possibilities to overcome the crisis. We are going to use two scenarios in 
order to explain crisis management and crises leadership in a more pragmatic context; 
these scenarios are close to the scenarios use by Mitroff (2004).  

In the first case the project manager in a company arranges a meeting with her top 
executives to make up a crises plan. When the meeting starts the project manager takes 
the initiative and start to talk about all the possible crisis situation that can accrue in the 
company and within the company project, she rap her speech up bee telling every 
attendant that this crisis plan is base on the companies and her owns previous 
experience. Then all the sudden one of the new executives stand up and ask the project 
manager, what if there is a nature disaster that affect the company or some one that is 
participating in a project. The project manager just turns the new executive done and 
tells him that the chance of that happen is too small for the company to investigate in 
the matter.   

In the second case the same scene are taking place in a different company, the only 
thing that is different is the reaction of the project manager when the employee asks his 
question. In this case the project managers reaction are very different from the first case, 
the project manager turns to the new executive and look at him for a while and then nod 
approval and says “ that is right my friend, we have miss that, if we have a nature 
disaster it will definitely affect are employees morality, which will affect the out come 
of the work and that will affect our customers and which will ruin our reputation”. 
Because of the observation made by the executive the project manager makes the 
decision to make up a team to investigate the outcome of a nature disaster and it affect 
on the company and the employees. 

In the first case we witness a so called crises management where the project manager 
are acting reactive towards crises, the project manager is basing the company crisis plan 
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on her own and the company experience and she is not concerned about the unthinkable. 
In the second case we can clearly see that the project manager are acting as a crisis 
leader, she are able to see the whole picture and are acting proactive in the way that she 
looking to prevent any possible outcome of any type of crises, even the unthinkable.     

3.6  Crisis management  
When implementing a crisis management plan into action it does not necessarily mean 
that it has to be a long and difficult process, nevertheless it must be approached in a 
methodically manner (Curtin et al. 2005). They continue by explaining that the process 
needs to start with a discussion of what one would like to see as an outcome, the aims of 
starting a crisis management procedure and how these can be put into action. During the 
time of the process it is important to keep these aims in mind and channel it in the right 
direction with high enthusiasm and motivation. There are four fundamental elements to 
any crisis management plan according to Skoglund (2002) 

Act quickly and decisively – The first rule is to act quickly and decisively as soon as 
you detect a crisis within the project, even if it means loss of time and money because it 
will turn out for the better in the long run (Skoglund, 2002). Quality decisions often 
depend on having a solid base of information and sound analysis of the situation but it is 
rare that any of these are available during a crisis, because information is often limited 
and the project group does not have the time to gather as much as they need for a 
complete analysis. And even if the necessarily information about the crisis is absent at 
the moment it should not prevent a rapid response (Skoglund, 2002). One example that 
is used by Skoglund (2002) is if someone smells smoke in the building, it is not 
necessary to know the extent of the fire or where it is located in order to act, people will 
act immediately. Then it is important not to worry whether or not it is a false alarm, 
because the cost of false alarm is nothing compared to the cost of multiple deaths and 
the property damage caused by a fire that may occur if evacuation is delayed. This 
example could be implemented in a different kind of crisis, for example if you ignore 
some errors when developing a system during the initial phases because of the costs it 
brings then it is highly possible that the costs will be doubled after the projects is done. 
Curtin et al. (2005) explains that crises are usually dynamic events, transforming with 
their own pace or in response to the action of participants.  According to Curtin et al. 
(2005) there is one way to solve the preparation of valid information and analysis in 
case of crisis and it is to gather and process facts about the crisis as you attempt to 
resolve it, this will help the project manager to act quickly and decisively. 

Put participants’ emotions first – Whenever crisis occurs where people are part of it 
there will be emotions involved (Skoglund, 2002). In this kind of crisis it is important 
for the project manager to take participants’ emotions under consideration and make it 
his/her first priority. If the project manager does not respect and bring to light the 
participants’ opinions and emotions then the crisis will most definitely turn for the 
worse instead of getting better (Skoglund, 2002). One can either approach this matter 
with each and one group member separately so that they feel comfortable when 
discussing their feelings or it could be brought up during a meeting so that everyone can 
speak their mind in front of each other and get a response they are looking for. This is 
something that the project manager must decide on the basis of his/her experience and 
the heat of the moment (Skoglund , (2002).  
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Be on the scene – the third “rule” regarding crisis management according to Skoglund 
(2002) is for the project manager(s) to be physically available as quickly as possible. 
Curtin et al. (2005) strengthens this statement by saying that a physical presence sends a 
loud and clear message that those people think the situation is extremely important 
while their absence will send the opposite message, that they have other priorities at the 
moment. “During periods of crisis, people look to a strong leader.” (Skoglund, p. 8. 
2002) 

When a project group is having a crisis it is possible that the evolving emotions of the 
participants’ make it hard for them to work as a group, but a project manager has the 
power with his/her availability to draw people together to act as a team. “The very fact 
that they are doing something useful will help relieve tensions, reduce fear, and resolve 
the crisis.” (Skoglund, p. 89. 2002) 

Communicate liberally – this fourth and last element for how to manage crisis is easier 
in theory than in practice. As mentioned earlier under the heading “act quickly and 
decisively” it is rarely that valid information is available during a crisis because of the 
panic or lack of concentration that occur in such situations. But Skoglund (2002) argues 
that when a crisis occur the people involved wants to know what happened, how it 
happened, what will happen next and how they should respond. It is also suggested that 
if the project manager wants to manage this factor of crisis containment then these 
questions should be answered to the extent that answers are available. It is argued that it 
is necessary for every crisis management team to have a communication plan ready so 
that they can provide the necessary information to the participants and that will decrease 
the risk of misunderstanding within the group Skoglund (2002). 

3.7  Emotion  
There is a wide range of human emotions, emotions are the feelings that one can feel 
and that affect one’s judgement (Brundin, 2002). However some scholars argue that 
humans have limited number of emotions so called “basic emotions” and all other 
emotions that humans feels are a combination of this basic emotions (Brundin ,Patzelt 
& Shepherd, 2007).  

To start with there is positive and negative emotion. Brundin ,Patzelt & Shepherd 
(2007) describe positive emotions as: “An emotion is positive if the receiver of the 
emotional signal experiences positive feelings with respect to the role fulfillment of the 
sender”. Satisfaction is a positive emotion which reflects that an individual has 
performed better than expected, manly satisfaction is usual reaction caused when an 
individual receives positive feedback (Brundin ,Patzelt & Shepherd, 2007). Other 
positive emotional that can be mention is among other calmness, friendship, favour and 
pity (Brundin, 2002). Negative emotion on the other hand is the negative feeling an 
individual feels when the result of his/her effort is not as good as expected. Frustration 
is one of the most common negative emotions that an individual feels, and it occurs 
when a individual fail to achieve its goal (Brundin ,Patzelt & Shepherd, 2007). 
According to Brundin ,Patzelt & Shepherd (2007) most of the time anger lead to 
frustration and frustration often leads to stress. Other negative emotion that an 
individual can feel is among other fear, shame, indignation, envy and jealousy.  
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As we are focusing on crises within project we are more interested to investigate about 
the negative rather than positive emotions that arise during a cries situation. And 
because of the various type of negative emotion and the resource limitations of this 
thesis we are focusing on the main negative emotions.  

3.7.1 Stress  
According to Fineman (2003) we are living in the “Stress Age”, stress been called as the 
disease of the twentieth and twenty-first century. I the most cases stress are work related 
, this can be a result of the fast growing and developing society we are living in today, 
and it is not unusual for people to be absent for their work because of the stress. Stress 
at work indicates that something is not right, this could be any from long working hour, 
job insecurity to lack of qualification and competence. Although our society are aware 
about the implications that stress can have on organisations and individual many people 
still denies its existence and despite the all the study on stress the phenomenon is still 
consider as problematic. Denying stress can be a result of that many people associate 
stress to weakness, and some people do no see the symptom of stress, which could be 
among others doubt, panic, tension, frustration, confusion and physical pain (Fineman, 
2003).         

3.7.2 Worry 
Worry arises when people fined them selves in an unpleasant situation and where they 
have many uncontrolled thoughts and images in their mind (Brundin ,Patzelt & 
Shepherd, 2007). Brundin ,Patzelt & Shepherd (2007) means that worry can be seen as 
anxiety disorder which can lead to insecure feelings, intolerance and sorrow. When a 
manager shows sign of worry, they are showing the project members that they are 
uncertain about the outcome of the project and that the outcome might be negative. The 
more the managers show their worries the more negative impact it has on the project 
group and chance to fail the project becomes more.        

3.7.3 Strain 
Strain represents a mix of different negative emotions and is a result of hard and 
demanding work and low job control. Strain arise when the job is getting to much and 
hard the individual in question are not able to deal with the situation, either depending 
on the lack of time or lack of competence.  The symptom of strain is exhaustion, 
nervousness, tiredness and depression which can easily lead to physical illness like 
increased blood pressure. Brundin ,Patzelt & Shepherd, (2007) argue further that when a 
project manager shows sign of strain other group members will probably feel very 
uncertainty.     

3.8  Managing emotions 
“Successful changes in any project, ones that can really bring cohesiveness, depend on 
leadership excellence, not project management tools. Leadership is a vital catalyst for 
individual, team, and organizational success”, (Goncalves, 2004. p. 149).   

Gonvales (2004) argues further that the person in charge must create an atmosphere of 
trust among his/her peers and subordinates; this demand becomes even more important 
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when the project members are fundamental for the outcome. The leader can not know 
how the future is going to be like, thus he/she needs to trust other members to act in a 
way that is according to the project plan and directives. The directives are based on the 
leaders’ believe that the near future will be in a certain way.  

Goncalves (2004) presents a list of seven different behaviours and attributes that a 
successful leader should have, and they are as follows:  

Putting the project staff’s interests first. If the staff sees that their leader is putting 
their needs and interests first, then they will trust the leader. Consequently the leader 
will gain followers instead of hired staff who works because they are paid to do so. The 
leader should get a great deal of satisfaction from the accomplishments of the team, and 
not only from his/her own performance. As the leader cares for and inspires their virtual 
team members, the team tends to be more successful and more committed to the leader. 
This enhances the feeling of support and group interconnect ness.  
 

Doing the talk and walking the walk. Despite the feeling that the members trust the 
leader, it will take some time to develop the trust, and it is important for a leader to keep 
the team committed as well as accountable for their actions. In majority of projects there 
will be a time when team members and/or team leader might feel that they are not fully 
committed to the task; in these cases it is important that the leader is honest as soon as 
possible about the possible reasons for these feelings. “As for judging their team 
members, co leadership is very beneficial, as project leaders may be in the best position 
to address, admonish, and counsel the team members, while the project manager (the 
leader with a capital L) works on helping the individual to recommit, to regain the 
vision, to re-engage … to be enchanted” (Goncalves, 2004. p. 151). Successful leaders 
embrace the role of leadership and consider contradictions in their leading style pointed 
out from their team as something positive. Followers often do as the leader does, not as 
he/she says.  
 

Being aware of people’s feelings. It is important for the leader that the subordinates are 
fully committed to the project as mentioned earlier; this commitment can also be results 
of the project leaders’ ability to speak to the subordinates’ hearts. In order to reach to 
the heart of the subordinates, the leader must care for their feelings. Gaining more 
knowledge about the subordinates’ free time activity, families, likes and dislikes, fears 
and personal goals is one good way off showing awareness about their feelings. If a 
leader is successful in awareness of subordinates’ feelings then he/she will gain a trust 
level that will sustain disappointments, lack of money and even project failure, 
regardless of the reason that can be caused by the leaders’ mistakes, economical dips or 
business changes. This is clearly a win-win situation for all parties.  
 

Handling pressure and crises calmly. Although enthusiasm is a positive emotion that 
every one in a project should have, especially the project leader, he/she should never 
express fear and panic, instead he/she should use his/her energy for thinking the 
situation through. In time of crisis there is often no time for analysing and choosing 
between alternatives, the decisions needs to be made quick. The leader then should stay 
calm and not worry about any future obstacles, the obstacles should be dealt with when 
they are encountered. The leader needs to be as innovative as possible and not worry so 
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much about the future, if the results of an innovation could be imagined then it would 
not be an innovation but a reinvention.  
 

Being honest and truthful. Leaders have to have integrity based on their knowledge of 
their own values. In times of crisis and uncomfortable situations leaders have to be 
indisputable in their arguments with their teams. The main reason for why project 
organizations are spoiled is betrayal of trust. Lacking honesty and disagreement among 
leaders and other team members (peers or subordinates) is the fundamental sin in 
leadership and management.  
 
Not taking personal credit for other people’s work. Collaboration is one of the 
fundamental pillars of working in projects; the credit for job well done should go to the 
person-s that performed well. Effective leadership is when the leaders works as a team 
member. They should lead from the background as much as in the front as much as 
from the middle. Acknowledgement should arise from the success of the team and the 
development of the individuals.  
 
Always being fair. Project managers should always be fair and never demonstrate 
personal favouritism; they also need to make sure that they are always acting according 
to code of ethics and best practises of the company.  

3.9  Success factors 
Markus, Axline, Petrie and Tanis (2003) argue that projects can be divided into three 
distinct phases, the phases are; Project phase, Shakedown phase, and Onward and 
Upward phase. They argue further that success in one phase is related to success in 
other phases, thus it is important to succeed in the Project phase in order to succeed in 
the Onward and Upward phase. During the Project phase the project is configured and 
rolled out into the organization, in the Shakedown phase the organization goes from 
implementing changes to normal operation. During the Shakedown and Upward the 
majority of the business benefits expected from the change are realized, (Markus et al., 
2003). It is also important to acknowledge the importance of people involved in the 
projects and they too need to be maintained. Also important is to have clear and 
measurable goals and objectives with the project; otherwise the organization will have 
problems achieving the results as well evaluating the success degree.  

Markus et al. (2003) mentions some problems related to each phase that should be taken 
into consideration. Problems related to the Project phase are among other problems with 
products and consultants, meaning that the product purchased does not correspond to 
the expectations that the organizations might have. The consultants’ knowledge about 
the product, firm and ability to cooperate with the internal project team is also 
highlighted. Turnover of the project personnel, highlighting the problem with the lost of 
skilled people when the project is over, is yet another issue. So is the lost of IT 
specialists and user representatives working together while the project is going on. In 
the Shakedown phase problems encountered are; cutting project scopes, cutting end-
user training and underestimating data quality problem and reporting needs. All these 
problems will result in poorer quality of the end product/service and less effective usage 
and understanding of the technology.  In the Onward and Upward phase problems such 
as unknown and disappointing business results are mentioned. These problems reflect 
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on the unknown future and mean that there is a need for clear measurable goals if the 
organization is to evaluate the results in an effective way.  Also the organizational 
learning is mentioned as an important issue here, meaning that the organization must 
learn from the previous mistakes made in order to prevent them from happening again.  

Shang & Seddon (2003) argues that the organizations must have evaluation criterion for 
their IT projects, on which they can base their evaluations about result achievement. 
They argue that there is a need for a structures framework for classifying benefits and 
then based on the classification a framework can be developed. The benefits are 
presented in five dimensions with a total of 24 sub-dimensions (Shang & Seddon, 2003, 
p. 79). These benefits are operational, managerial, strategic, IT infrastructure and 
organizational. These benefits are not realized directly after implementation and take up 
to three years in some cases before appearing them selves. The operational and 
organizational benefits will have a dip before accelerating and the organization might 
then feel that they have failed with their projects. This sense of failure could cause 
crises ending up in declaring losses and shutting down a project, which will have effects 
on the project teams’ motivation. Managerial and strategic benefits might start up 
slowly and accelerate in a fast past after a year. Benefits of IT infrastructure are very 
much depended on the organization and are therefore very varied from case to case. 
Organization could create a culture of learning and understanding so that the dips and 
time lags before success feel less critical and easier to coop with, (Scott & Vessey, 
2003). It is further argued by Scott & Vessey (2003) that learning from failure is crucial 
for organizations. They argue that not only success should create learning opportunity 
but also failure and that organizational learning will help the organizations to better 
coop with unfamiliar situations that might occur.  

3.10 Three Constraints  
Skulmoski & Hartman, (1999) presents Priority Triangle (Figure 3.2) which addresses 
the three main constraints related to project success, and helps PM: s with their tradeoffs 
regarding these issues. Decisions are often made regarding these three constraints where 
decision about one constraint might affect the other two. Skulmoski & Hartman (1999) 
argue that the PM needs to decide whether or not extra recourses should be added into a 
project that is running over budget and/or time, or if poorer quality is acceptable from 
the project owner. By adding extra resources the project cost will be higher, and the 
quality demands might be held or even increased.  
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Figure 2.1 The Priority Triangle (Skulmoski & Hart man, 1999)  

The main benefit of using the Priority Triangle is according to Skulmoski & Hartman 
(1999) that both the project team and the project owner have a shared understanding of 
which constraints to sacrifice when needed. Furthermore the project team gains higher 
understanding about which constraints to prioritise in a certain project according to 
project owners’ specifications. The Priority Triangle can be made to reduce conflicts in 
the project group, by the project groups’ shared understanding about the objectives of 
the project. The project team members do not necessarily have to agree about the 
objectives but by understanding the objectives they are well informed about what they 
are expected to do. The common understanding helps unifying the team and to 
coordinate their efforts in the same directions, (Skulmoski & Hartman, 1999).  

According to Skulmoski & Hartman (1999) one of the disadvantages with this model is 
that although it is a single-purpose model that functions very well for prioritising the 
constraints of a project, it does not include other factors that are also important for a 
projects success. These other factors could be external as well as internal factors, they 
can also be factors that PM: s can control over. 

 

Cost

Time Quality/Scope  
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4 Empirical findings   

4.1  Interview with Jan Samuelsoon at Jönköping City House3.  
Jönköping City House (JK) is a public organ with many departments where one of them 
is the department of Information Technology/Information System (IT/IS), JK 
employees about 11 000 people, where 46 are employed in the IT/IS department. This 
departments main function is public administration of the IS/IS. Samuelssons is 
responsible for operation management, he is also a Project Manager (PM). The 
respondent started as a project member and advanced to be a PM. In this project his job 
is to develop an operational framework.   

There has not existed any established project model to work accordingly in the 
department, but for the resent project JITIS a standardized project method has been 
bought from external consulting companies. This method has been modified to suit the 
IT/IS departments’ needs. The approach used in combining the project team and 
carrying out the project has been the bottom-up approach, which has been very 
beneficial and made the change process very smooth. All involved departments in the 
projects have been asked to contribute with knowledge about their particular department 
by sending employees to be included in the project team, thus there have been 
knowledge about all the departments available. 

A reference group has been used which has been consisting of economists with great 
knowledge about the business perspective of the project. The least representation has 
been from the Human Recourse (HR) department. The level of competence that the 
candidate possess has been the most important issue to take into consideration when 
combining the team.  

Misunderstanding of the project aim is one the crises that the respondent mentions. 
Other crises mentioned were that some project teams and PM: s did not deliver the 
expected results, which led to crises regarding deadlines. Also the focus of the project 
has been too much on the IT perspective which also has resulted in some crises. The 
most common crises in IT projects are according to this respondent when teams and 
PM: s do not deliver in time and do not respond to the expectations, and the unclear 
formulation of objectives and goals. These are according to the respondent a 
consequence of the PM as well as the project teams’ lack of competence.  

The late delivery causes time pressure which results in stress and irritations for the other 
project groups that are depended on the results. And it is important to learn from the 
previous mistakes which have been to clarify goals and objectives in time and to have 
better competence controls. This has helped the respondent to more easily recognize the 
symptoms in the future and prevent crises from occurring. The respondent mentions the 
importance of dealing with feeling by feeling, and says that feeling can not be dealt with 
technical and bureaucratic behaviours.  

Deadlines are not postponed in JK and the project teams have to deliver what they have 
in time, there is a clear acceptance statement from the steering committee that states 

                                                 
3 Jönköping Kommun  
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where how much functionality is sufficient. The groups are therefore obligated to 
deliver even if 100 per cent functionality is not developed. The acceptance level is about 
80 per cent of the stated objectives. The PM: s then meditates the importance of keeping 
the deadline to their respective project teams. The crises have resulted in poorer quality 
than planned for from the beginning. Since we had a poorly stated project objectives 
and the quality of the delivered parts were in some case less than expected, we 
encountered new crises in the later phases of our project which was the implementation 
and usage. 

4.2  Interview with Ulf Axelsson at SAAB Training AB.  
SAAB Group consists of somewhat 20 companies where SAAB Training AB (STA) is 
one of them, and has about 15 subsidiaries around the globe. There Head Quarters (HQ) 
is positioned in Huskvarna which was established approximately 30 years ago and has 
about 380 employees. STA mainly develops training equipments for stimulated 
shooting practice for armies around the world.  

Ulf Axelsson is Chief Information Officer (CIO) and is the head of IT, Information 
System (IS) and telecommunications of STA. In 1995 the he was promoted to Head of 
IS department and has from that moment been in a leading position (at SAAB 
Combitech Electrics). He started his career at STA in 2001 as a project manager (PM) 
and has advanced to be the  

All the work in the company is done in project form with a clear starting and ending 
phase. He mentioned further that the composition of the project team is highly 
dependent on the nature of the project, where in a pure IT project, the IT personnel 
stands for the dominating part of the group while as in an IS project it is a combination 
of IT experts as well as personnel from other parts of the organization that are more 
business oriented and thus with sufficient economical skills. What is similar in all 
projects is that they all have a steering committee, a project owner and a project leader.  

Axelsson mentioned the importance of the project teams’ competence and said that it 
has to cover all the business and technological aspects of the business that the projects 
results will affect. It is important to involve as many as possible from the beginning in 
order to gain the most attention from the company when presenting and implementing 
the outcome.  

The respondent believes that the most common crisis in IT projects is the lack of funds 
due to the organizations’ unwillingness to give attention to IT related difficulties. But 
also regarding project members’ cooperation ability with each other and the lack of 
engagement from the organizations part in the IT related projects. The results of these 
crises have been the stress that the project team feels when running out of time and/or 
funds. In some cases the IT/IS department have been forced to shut down some projects 
due to monetary problems. In some other cases they have continued with project since 
to much time and money have already been invested but the consequence of that has 
been that some of the future projects have been cancelled. However STA: s business 
culture is luckily used to that and deals with crises related to these matters very easily. 

In times of stress as a result of a crisis it is the PM: s’ role to deal with the project 
members as early as possible and if he/she in unsuccessful with the task, then the 
steering committee can take over and deal with the stressed individual/s. Axelsson said 
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that stress affects peoples ability to work and it sends negative signals to other members 
resulting in poor quality and should therefore be dealt with as soon as possible. It is also 
important to learn from your previous mistakes since it helps one in detecting and 
preventing future errors.  

The company has been through two major crises in the recent past; one was when a new 
business system package was to be implemented and the other involving a cross-cultural 
project with one of their subsidiaries in the US. The first mentioned crisis is in a project 
that is still going on and the crisis was related to the external supplier of the system. 
And the other one is because of the cultural differences that exist between the two 
nations. The differences are in the decision making process, the people that make the 
decisions and how to deal with decisions that are made. This kind of crisis is something 
new for the respondent and he is still learning by doing.  

The crises are dealt with by having meeting with the steering committee, different 
representatives from the different divisions and PM: s. some common feeling connected 
to crisis in projects is stress, abandonees. In these cases Axelsson highlighted the 
importance of support and understanding towards PL as well as project members and 
the importance to learn form previous mistakes.  

4.3  Interview with Johan Edvardsson at Finnmera 
Finnmera is a relatively young company, the company was founded in January 2003 
and employees somewhat 15 people by the date of the interview. The respondent has a 
high school degree, and was previously working as joiner, stockroom worker and eight 
years as seller before he and 14 other co-workers established the company and are today 
the CEO of the company. The company is mainly working with internet, webpage and 
search engine marketing and was the first company in the Nordic countries to work with 
this kind of service. The largest customer the company has is Google which is one of 
the biggest search engines in the world. Finnmera is working two different models, SCO 
(Search Engine Optimisation) and SCM (Search Engine Marketing). According to the 
respondent Finnmera has today advantage against their competitors because they have 
the ability to deliver an entirety solution to their customer. 

The company is working in small project groups, with a minimum of two and maximum 
of sex employees. The project group formation is a dynamic process and is mainly 
depending on the customers. However there is always a writer in the project group 
because of the importance that formulation of word has for the company. The company 
has standard procedures when it comes to making up a project group.  

The last and only large cries the company has had was when an employee with intention 
tired to sabotage the business, through hiding important information and deteriorate the 
company value. Because of the respondents experience he believes that the most 
occurring crises within IT-project is that people can mistrust each other during the 
process. The outcome of the cries was that employees became worried, stressed and the 
working atmosphere became very tense and because of that the result was declining. 
However the Respondent has thanks to the pervious cries learned how to deal with this 
kind of situation. 

The background of the cries was lack of knowledge from the respondent him self and 
some of his co-workers and unreliable employees. Through the cries the respondent first 
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felt anxiety then turned to amazement and finally into rage. To be able to deal with the 
cries situation the respondent send the individual involved home for a week to clarify 
the situation and then fired them from the company. After the decision to fire the 
employees the respondent tried to be as open and honest as he could be about the 
situation to the employees in order to create motivation. Although the cries were not 
taking place a long time ago and the respondent has not figured out all the details, he 
thinks that the group is more motivated and enthusiastic now. Considering the 
respondent he is now working with his employees in order to create a trustful 
environment and in order to be able to think as they. 

4.4  Interject with Magnus Öhlund at Teleca 
Teleca is a combine company with approximately 3500 employees; Teleca Sweden 
West is subsidiary company with 220 employees and has their headquarters in 
Gothenburg. Teleca Sweden West is a consulting company and is working with 
electronic technique. The respondent is deputy commander and project manager for 
Teleca in Jönköping. The respondent has no University education and has been working 
with project management the last 15 years. 

The company is working with project according to a standard procedure; the entire 
project has a steering committee and a project owner. The project owner can be the 
customer or the person in the company that has been selling the project. The steering 
committee mainly consists of interested parties and has businesslike responsibility for 
the project.  When formatting the project group first the task has to been taken in to 
consideration after that a project manager is pointed out, and then with the help of the 
project manager, personnel that are available and has the right competence are pointed 
out. Teleca is not considering having functional knowledge in the project group 
however it is the customers’ responsibility to contribute with the functional knowledge.  
When formatting the project group the main thought is to do a good job as fast as 
possible. 

The company has experienced crisis related to cost, time and functionality but has never 
experienced collaboration crisis.  When it comes to time and money these kind crisis are 
very common and arises in almost every project. When crisis occur in different projects 
the first reaction of the group is mainly frustration. In most cries situation the project 
group are holding together and the conflict is between the group and the customer or the 
business provider at Teleca. The respondent has definitely learned from his pervious 
crisis situations, with the help of the experience he has gain he can more easily predict 
and prevent cries situations. He believes also that it is very difficult for a project 
manager to handle crisis if hi/she lacks experience from similar situations.     

The last cries the respondent participated in was when he was project manager for a 
project that had to accomplish a very difficult task to one of the big customer to a fixed 
cost that was very low. The reason the company undertook the task was because they 
saw it as a investment for the future. However the Teleca office in Jönköping had not 
informed the administration of Teleca Sweden West and this lead to disagreement 
between these two parties. The outcome of the disagreement was that the project was 
closed down. During the cries the respondent was pointed out as the scapegoat, which 
lead to a personal cries for the respondent.  The emotion of the respondent was shifting 
through this period; the emotions that he felt were among others anger, rage, sadness 
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and disappointment on his colleagues. The respondent handle the cries situation through 
calling all those people how was involved in the situation and cleared up the situation. 
The respondent apprehended the cries mainly personally and did not expose all the 
details to the project group but he mediated his disappointment of the comity board to 
them. The result of the cries was that the project was closed down and all the goal of the 
project was not fulfilled.      

4.5  Interview with Karl-Gustav Persson at Epsilon HighTec AB 
Epsilon HighTec AB (EHT) is a consultancy firm and works with machinery 
techniques, project management, construction, and education among others. Their 
projects are carried out either at costumer’s location or at EHT: s locations. EHT 
employees around 400 people in total, 22 people are employed in their Huskvarna 
branch. 

Persson is the deputy chief and is responsible for employee administration, education 
and competence development, he is also project manager for projects many project. 
Projects that EHT are carried out have different forms; it can either be educational or 
problem solving. EHT performs their projects in two different ways depending on the 
size of the projects; smaller projects are often done on EHT: s location and often 
involves two or three people, where one is the PM, and the rest are constructors. Larger 
projects on the other hand take much longer time and involve people from different 
countries and can involve up to 35 people.  

The project teams’ composition is based on the specifications which the costumer 
provides EHT with, the respondent must take time, coast, and functionality aspects in 
mind when composing the team. The important issue when putting together the team is 
the competence of the personnel; “competence is number one, and accessibility is 
number two” (Persson, personal communication). The most important thing in projects 
is to deliver good functionality; “this is the essence of all our projects”, (Persson, 
personal communication).  

According to the respondent the most common crisis that occurs are related to the 
functionality of the hardware and lack of finances and in some cases it can be the lack 
of competence. When it comes to financial problems it can be very essential since it will 
be impossible to go on with the project. One interesting point that the respondent 
brought up, is how different people react to stress. He means that people that work hard 
for a long time under extreme stress can get burned out. Time schedules are also a 
source of stress and crises. “It is hard to recover from crises but when ever we recover 
from one crisis our group gets stronger as a group”, (Persson, personal 
communication). The respondent believes that time and functionality are related to each 
other since in many cases software’s are not tested enough due to time limitations and 
are therefore not secured in terms of functionality. 

The results of these crises have been acceleration in stress and workload, in these times 
it is important to create some free time activities so that the team can relax. It is also 
important for the PM to have discussions with the project members in order to show 
them compassion. The respondent mentioned also that knowledge gained from previous 
failures is very helpful in preventing future crises. Previous knowledge makes the PM 
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more sensitive towards peoples’ feelings, managing time schedules, and being watchful 
towards syndromes of stress.  

Too much workload created the last crisis that the respondent was apart of, and he dealt 
with it by ordering everyone to take a break to get some perspective and to relax. It is 
important that employees not work to extend that makes the work harmful to their 
health. He said that it is important to show emotions to project members but also show 
that the PM is in control and has the situation is under control. The respondent also 
mentioned that it is very important to be honest and open towards project members and 
letting them know the situation just as it is. The respondent says that it is very important 
to show understanding towards the project member’s feelings and emotions during a 
cries and to be able to communicate with the project members.   
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5 Analyse  

5.1  The composition of the project group  
All the companies in our study agree on that the composition of the project group is 
mainly based on the customers demand. First the IT-division receives an offer from a 
customer (in company B the quotation comes from other part of the company or their 
partners). After receiving the offer the composition process of the project group differs 
in the majority of the participating companies. Company B is usually having two 
different projects, first one only includes the IT-division and the other one includes the 
whole company. In the first case the individual involve will be from the IT-division 
only, but in the IT-projects that involves the whole company then the project group will 
be composed by individual from different division in the company, all with interest in 
the project. The cross division involvement, (last mentioned way of thinking when 
composing a project-group) is shared by companies A, E, D and company C as far as 
feasible (this company is the smallest company in the study and has not access to the 
same amount of resources as the other companies).  This way of composing a project-
group can be compared to Hill’s (2001) theory which indicates that a project-group 
should be composed by individual that are independent but have a common goal.  

When putting together a project group three of the respondents (companies A, E and D) 
indicate that the composition of a project-group is highly depending on the functionality 
that the future application will have. In other words the competence or as Harrison & 
Lock (2004) call it the role of the group members, is the most important issue to have in 
mind when putting together the project-group. The respondent of company C believes 
that the most important aspect when composing a project-group is to get as many 
interest parties involved from different part of the company as possible, this is 
accordingly to what Harrison & Locke (2004) says about turning a project-group to a 
closely united team. 

5.2  The emotional effect during crises situation 
It is natural that crises are related to something negative and the most common effect a 
criis has on a project-group is stress. All the participators are unanimous on what 
Fineman (2003) says about how stress arises, and that is stress arise when something is 
wrong, one of the most common reason is lack of time and that is often the case in the 
attendance companies. The respondent in company D point out that many time the 
emotion that arise are dynamic and shift both in strength and appearance. Many times 
people can start the feeling with stress, then accelerate into anger, rage and finally end 
up disappointed with peers and other co-workers. This feeling of different negative 
combinations of emotions is called strain by Brundin, Patzelt & Shepherd (2007), and is 
argued to depend on the job an individual is doing that is to demanding and he/she has 
low control over the situation.  

The overall impression that we got from how the participating companies are handling 
negative emotions during a cries was that company B that works mainly with projects 
where the end-costumer is the company itself, has a more relaxed attitude when it 
comes to crisis. This is mostly because the IT department has the ability to postpone the 
deadline for its projects. Another reason for this kind of attitude could be as the 
respondent says “Though the company only works with in project-groups and 
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continually handling different problems in different situations, handling crisis has 
became more of a culture in the company”. But the other companies that participated in 
our study did not have the same view when it came to crisis; all of them became very 
much stressed in a cries situation. Our understanding from this situation is that if a 
company is used to work with project and has done it for a long time, their attitudes 
toward crises become more relaxed and easy. However this interpret can not be 
generalized because of the lack of instance, just one of the companies argued for this 
and this companies work habit differs from the others.      

Brundin, Patzelt & Shepherd (2007) talks about the negative emotion Worry in a work 
context, arguing that when an individual shows sign of worry then he/she is projecting 
sign on uncertainty and intolerance to other project members. However we believe that 
the emotion worry is applicable in a human context, meaning that the individual also 
can feel worried about their co-workers or people around them. This kind of worried 
feelings has been very apparent in company E. The respondent talked about how people 
in the organisation and the project group some times feel so burnout that they are not 
able to go to work. In occasional cases the work load has so intensive that some co-
workers have quit their jobs after being burnout to a degree that has made it impossible 
for them to go to work. According to the respondent this kind of situation create a very 
unpleasant working atmosphere where many of the employees are worried about their 
burnout co-workers,  and it can take  long time for the group to recover from the 
situation.     

5.3  Success Factors 
As we mentioned earlier in the frame of references the success of a project is divided 
into three phases (Markus, Axline, Petrie and Tanis, 2003) and success is necessary in 
earlier phases in order to gain success later on. It is also highlighted that companies and 
project groups have to have patience, since the tangible results and outcomes of the 
project might not be evident until the latest phase, in some cases the results are shown 
when the end product is implemented in the organization. This puts a great deal of 
demands upon the project leader since he/she must have a long-horizon perspective, and 
not lose patience when results are delayed.  

This is evident through our empirical findings in several cases; for example in company 
A the lack of understanding of the project aim and scope led to problems later on, 
problems that were not foreseen and counted for. Also in combining the team and 
assessing a project manager (PM), showed to be some what problematic for some 
companies, since in some cases the PM: s did not deliver the expected results 
(companies A, D and E) which lead to issues and problems in the later phases.  

The early problems that lead to later issues in companies B, D and E are in the form of 
time and budget mistakes. Either the project is given too little attention or importance, 
hence the small budget, making it very hard and in some cases impossible for the 
project team to deliver. These make the project phase (Markus et al, 2003) very hard to 
carry out and makes the project team much stressed (Brundin et al, 2006), the results are 
apparent in latter phases as unsuccessful or poor implemented results, in some cases it 
led to project shut downs.  
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In the majority of the companies included in our investigation it is evident that the 
successes of the entire projects are related to the success of the three different phases. 
The projects scope have to be understood, and the impact that the result will have on the 
organization recognized as early as possible. It is also important to assign the necessary 
founds and man-hours needed to the project, if this is not done the results could be 
stressed out project teams, unmotivated PM: s and in some cases even a uncompleted 
project.  

5.4  Three Constraints  
In company A it was very clear for everyone involved that time is the most prioritized 
constraint (Skulmoski & Hartman, 1999), the quality and costs were less prioritized. 
The company has developed what they call a minimum acceptance level which means 
that the delivered results has to include some certain and predetermined futures, the rest 
can be added later on. The largest problem for company B was on the other hand the 
lack of founds as mentioned earlier. Costs can be interpreted as the highest prioritized 
constraints from the project owners’ point of view, despite the IT/IS department 
prioritizing quality, arguing that more founds for their projects are needed. IT/IS 
department is further arguing that quality cost money. The quality is also important for 
company C since all of their costumers are external and some level of quality needs to 
be obtained, thus the highest priority for this company should be quality.  

Skulmoski & Hartman (1999) mentions that although the project members do not need 
to agree about the most prioritized constraints with the project owner or the PM, they do 
have to understand the objective of the project, as well as the performance expectations 
that the PM might have on the team. This could be the problem in company D, perhaps 
the PM was not fully understood with his role in the organization and what he actually 
had to report to the HQ.  This could be the reason for the personal crises of the PM as a 
result of the unpleasant feelings of the scapegoat.  

Company E prioritizes time and quality arguing that one needs time in order to deliver 
quality, under the necessary conditions of financial security. This is a bit different from 
company B where the financial problems alone are seen as the biggest villain. It could 
be argued that since company E has only external costumers while as company B has a 
majority of internal costumers; internal costumers might in some cases allow a wider 
range of time for the projects while as the external costumer could have a more stressed 
time scheme. We refer to company A, where all the costumers are internal and time is 
still prioritized the highest. We believe that the company’s culture, praxis and 
management style is the most essential issue to take into account when determining the 
most prioritized constraints for the project. Generalizations can therefore not be made in 
this stage regarding the influence of the costumer on constrains.  This is regardless of 
the costumer being an internal or external.  

5.5  Managing emotions  
According to Goncalves (2004), it is important for a PM to show that the project team’s 
interests are put first, because only then will the members fully trust their PM. This is 
important for the project groups enhanced feeling of support. Companies A, B and E 
mentioned this to be vary important and stated that they had dealt with this issue, also 
company C came in touch will this issue when facing the attempted sabotage. Showing 
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support and that the project team’s health and wellbeing as well as their interests come 
first is of great importance since the success of any project is to large extends related to 
the performance of the individuals working in the project.  

Doing the talk and walking the walk; followers often do as the leader does, not as he/she 
says, and it is therefore extremely important that the PM: s live as they preach, 
(Goncalves, 2004). We got the impression from all of our respondents that they are in 
fact acting in the same way that they wish their project members to act. In many cases 
they are leading by doing. Goncalves (2004) mentions further awareness of other 
people’s feelings as a win-win situation for all parties arguing that a successful leader in 
this respect will gain a trust level that will sustain disappointments, lack of money and 
even project failure. Regardless of the reason that could be caused by the leaders’ 
mistakes, economical dips or business changes. This was also clearly stated by company 
A, B and E where they stressed the importance of taking time and talking to the project 
members about their emotions. By doing so the stress and unwillingness is detected 
much earlier giving the PM more time to attack the issue from the right angle. Company 
B also mentioned the importance of the steering committee and taking control in cases 
where the PM is unsuccessful.  

Goncalves (2004) also argues that a leader needs to be as innovative as possible and not 
worry so much about the future; the leader also needs to be as calm as possible not 
expressing panic or stress about different issues. The majority of our respondents 
stressed the importance of the PM: s dealing with crises as early and as calmly as 
possible. By doing so many problems can be solved before escalading into full-scale 
crises. Furthermore Goncalves (2004) identifies the lacking honesty and disagreement 
among leaders and other team members to be the fundamental sin in leadership and 
management, and argues that leaders of any kind always need to honest in their 
comments as well as actions. This was clearly stated in company C where the 
sabotaging employee caused stress and an atmosphere of dishonesty. However the PM 
could by sending home the sabotaging employee and being honest towards the rest of 
the employees deal with the crises in a very efficient and fast manner.  

5.6  Can crisis be predicted? 
As we mentioned earlier in our theoretical framework, it is a dream for every project 
manager to be able to predict any potential crisis within their project group. Curtin et al. 
(2005) explained that the kind of learning/education managers were taught for 30 years 
ago made them miss out on how to behave or handle situations were crisis might occur. 
They were told to be experts in their respective departments without any knowledge 
about the other departments they were working for. This type of structure led to the fact 
that when different directors were put together into a project there would be higher risk 
for gaps in structure and communication between those. And since the managers often 
did not possess any all round knowledge about these areas, he/she could not see any 
potential risks and therefore had hard time predicting any upcoming crises. But that was 
project managers 30 years ago when they had different educations than today. What is 
today’s managers excuse for failing to predict crisis when according to Curtain et al. 
(2005) since the last decade the managers are taught to have a more all round 
knowledge about their businesses. When we interviewed our respondents we realized a 
pattern regarding their way of acting and experience when it comes to leading projects 
and handling/predicting crisis within them.  
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It seemed that our respondents more or less had the same kind of crisis over and over 
again. The most common issues that occur in the projects of our respondents are time, 
cost and resources which they all agreed upon as a high risk for creating crisis. For 
example respondent A says that when the group does not deliver the right results in a 
project it often is because of incompetence among the participants and lack of time. 
Companies C, D and E agrees that they as a project group often reaches a point were 
they need to prioritize some things before others, for example it happens that the quality 
of the system decreases in order to keep the time schedule but it happens that the 
timeline exceeds and additional costs occurs.  

In the theories of Curtin et al. (2005) that we mentioned earlier he highlights some 
factors that a crisis should be surrounded with in order to be possible to predict. They 
should be simple in concept, scientifically complex and data-rich. These kinds of signs 
mentioned is something that our respondents recognize in their projects. That is why we 
found the answers interesting during our interviews with our respondents when we 
asked them whether or not their experiences from previous crisis have helped them to 
predict and eventually save future crisis.  

Companies A, B and C claims that they definitely reacts differently thanks to previous 
experiences and that they recognizes the symptoms that have been attached to previous 
crisis and therefore they are able to prepare and analyze the projects in order to prevent 
potential crisis. Companies D and E answered that they learn every time they go 
through a crisis and thereafter takes their learning’s to their future projects so that they 
can handle the same situations in a better way. They say that these learning’s is making 
it easier for them to see when crisis are occurring.  

The reason why we found the whole thing interesting is because the theories claims in 
order to predict any crisis one manager must be trained in a modern way and also that 
the crisis should be surrounded with certain factors. Our respondents are all educated 
according to the modern education that Curtin et al. (2005) talked about and they also 
say that the crisis that they are experiencing has the same factors surrounding them as 
the three factors mentioned above. And most importantly they all somehow agree upon 
that the learning’s that they are experiencing from previous crisis is helping them to 
predict future crisis. But yet the same crisis are occurring over and over again which is a 
clue for us that it does not matter how much experience one PM has, crisis will occur 
since every project is different than the previous one and it is almost impossible to 
prevent crisis to happen. However the PM: s can prepare themselves better and get more 
familiar with the crises in order to minimize the damages and negative feelings among 
the project group. 
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6 Conclusion  
From our analyses above we can conclude that emotions and culture are as important as 
any other factors for the success of a project. We found on one hand little attention paid 
to these two in our mind important factors in the literature that we searched for this 
thesis, while the empirical study found that great importance paid from PM: s. The 
importance of emotions were in fact addressed directly in some interviews. We 
therefore find it appropriate to propose a model of our own. We have taken the 
Skulmoski & Hartman, (1999) Priority Triangle (Figure 3.2) and developed it further to 
fit our purpose.  

We believe that culture and emotions are two important issues that affect the work 
pattern as well as results from two different angles. The business culture is what relies 
in the organization and has in some cases a clear statement about how to coop with 
different internal and external issues, its’ impact is in the project and somewhat 
embedded in the project phases. The PM: s can often not control these and only have to 
coop with them and adjust the project team accordingly to the business culture of the 
organization or the costumer. These affect the priority constrains from the starting 
phase.  

The emotions involved in the project whether they are the feeling of stress in rough 
times or the feelings of joy in successful times are the feelings that the project members 
have, they are external issues and are not in the project from the start. These can be 
dealt with as they accoutre and they have their impact on the results depending on the 
feelings’ nature and how they are dealt with. These are therefore external factors.  

Figur 6-1 The role of emotions in the Priority Triangle 
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might have on them. We mean that emotions have a two ways affect pattern meaning 
that they affect each other. Crises caused by lack of time or founds can lead to stress 
which among the group can consequently affect the quality of the outcomes of the 
project. If emotions such as stress are dealt with in an early phase and in a calm fashion 
by an honest PM then the affect could be positive, leading to a result delivered with 
satisfaction. This feeling of success can live on to the next project causing better morals 
and team belonging.  

Culture on the other hand is much harder to have a back influence on thus the one way 
arrow. Meaning that the management culture or organizational culture affects the three 
constrains directly. For example in company A the PM: s had to deliver on time, even if 
the project was not completely finished, the business culture is such as 80% is enough, 
while as in some of the other companies the quality or costs were more important.  

6.1  Can crisis be predicted and prevented? 
The result of our findings, together with our theoretical framework, gave us the 
possibility to analyze this issue which helped us to create our own thoughts about this 
matter and come up with certain conclusions that is dependent on the information that 
was available during our research.  

After our study in the theoretical framework about various ways of and suggestions of 
how a project manager could in the most appropriate manner predict and prevent crisis 
within a project, we drew a pre-conclusion that crisis is something that today’s project 
managers should be able to predict and prevent. The reason why we assumed this was 
because of the different guidelines we found which on paper seemed easier than it was 
in reality but at the same time we knew that there had to be another side of this matter 
and that was with that ambition we went on to collect our empirical data. We were 
enthusiastic and curious because we wanted to know whether or not these guidelines 
were used in reality and in that case if they worked.  

With all the information and knowledge gathered throughout our research we believe 
that when it comes to the abilities of the project managers to predict and prevent crisis, 
it is correct that managers have different and perhaps better education than 30 years ago 
but when everything comes around it is still next to impossible to completely be able to 
prevent crisis. We came to this conclusion after done our research and realized that even 
though every project manager who has been involved in any crisis can not completely 
prevent the same crisis to happen again. 
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7 Final discussions  

7.1  Reflections 
The importance of a clearly stated methodology has been evident for us, in cases where 
we found the strategy to be inadequate it was important for us to keep an open-mind and 
modify our strategy. For example in our selection process, we had to modify the 
strategy to fit the reality as well as the purpose of our thesis.  

We believe that the qualitative method suited our purpose. We succeeded in our strive 
to avoid pitfalls mentioned in part 2, and we think that we carried out our interviews in 
a satisfactoriy way.  

The most important lesson that we learned from this process was the importance of 
being open-minded and goal oriented. Our intended subject and the actual subject differ 
due to perspective analysis and group discussions. It is therefore very important to have 
an open communication path, this has been very important for us since we live in 
different parts of the country.  

We also learned the importance of clarity in communication with respondents, we 
learned that value based words like crises can be interpreted in various ways, and it is 
important to make clear our meaning with the word. Also planning the whole thesis 
process in a structured and organized way is an important key to success and also a 
reflection that we often think about. We experienced this after being forced to change 
our way to find relevant and willing companies to work with us. Since we began our 
company search in a early stage we were able to change our strategy in a successful 
way, but at the same time it could turn out disastrous for us if we did not have the 
experience from previous projects.   

7.2  Further research  
We have found the importance of emotions and culture to be much more complex than 
we could have guessed, and therefore see a good ground for further research in the field. 
We believe that similar research could be conducted; we would however like to see 
more detailed description about the impacts of these two important factors. 

Furthermore it would be interesting to examine the difference between internal and 
external costumers regarding the three constrains. To examine and see whether or nor 
generalization can be made related to the stress level connected to the coast and quality 
factors.   
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Bilaga 1  
Intervjuramverk 

 

Inledande presentation 

Presentation av oss själva och uppsatsen 

Förklaring varför vi intervjuar just personen i fråga 

Förklaring av ev. anonymitet 

Frågan om bandupptagning tillåts 

Inledande frågor om respondenten och företagets verksamhet 

Företagsnamn/Namn på intervjuad 

Vilken är företagets verksamhet? 

Vad är din funktion i företaget? 

Hur många anställda har företaget? 

Vad är respondentens erfarenhet?  

Huvudfrågor 

Projekt Gruppen 

• Berätta lite allmänt om projekt inom verksamheten, hur ni arbetat med projekt  

• Hur har uppsättningen av projektgruppen gått till? 

• Har ni haft tvärkunskap i projektgruppen? 

• Vilka aspekter har ni haft i åtanken när projekt gruppen tagits fram? 

Kris situationer 

• Vad för sorts kriser har ni varit med om? 

• Vilken är det mest vanligaste förekommande krisen inom IT-projekt? 

• Hur har dessa kriser påverka gruppen och organisationen?   

• Har dina lärdomar från några tidigare kriser hjälp dig att förutse och eventuellt 
rädda en senare kris? 

• I senaste krissituationer du var delaktig i  

- Vad var bakgrunden till krisen  

- Vilka var dina känslor, växlade de i styrka under kris tiden som krisen 
pågick 
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- Hur hanterade du krisen/situationen 

- Vad förmedlade du till projekt gruppen 

- Vad blev resultaten av krisen 

- Hur hanterade du deltagarnas känslor 

 


