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Sammanfattning 

Informationsteknologins föränderliga roll fortsätter att influera bland annat organisation-
sutvecklingen, individen och dess roll i organisationen, företagsstrukturer, ledningsproces-
ser och strategier. En av de stora frågorna som krävt en hel del uppmärksamhet på senare 
år involverar behovet av IT-konsulter med tillräcklig erfarenhet för att effektivt kunna för-
stå affärsprocesser inom företag för att kunna anses som en resurs för dessa. I den klassiska 
uppfattningen av IT-konsultens roll i början av IT-eran var det ganska annorlunda förvänt-
ningar på vad IT-konsulten skulle kunna hantera i sitt arbete. Strukturen på hur och vilka 
uppgifter de förväntades hantera har ändrats drastiskt. Dagens IT-konsulter förväntas inte 
bara vara experter på deras tekniska kompetens utan även ha affärsrelaterade kunskaper 
och skicklighet. Behovet av att explicit formulera en ny uppfattning om denna roll har där-
för uppstått. Hittills har denna roll behandlats på ett implicit och oformulerat sätt. Vi vill 
presentera konsekvensen av detta, nämligen den Framträdande Strategiska Konsulten 
(FSK).     

Syftet med denna uppsatsen är att erhålla kunskap om hinder och svårigheter i processen 
där en ny IT-konsult skall introduceras till en förväntad roll som en FSK med dennes 
karaktär. Vi tänker även föreslå rekommendationer för förbättring där vi finner uppenbara 
kopplingar till litteraturteorier. 

För att kunna uppfylla syftet med uppsatsen och presentera en trovärdig rapport använder 
vi oss av en kvalitativ metod. Vi ville erhålla en djupare förståelse i ämnet och valde därför 
att utföra intervjuer i den kvalitativa ansatsen.   

Efter att ha analyserat och jämfört de empiriska materialet med vår litteraturteori, kan vi 
konstatera att det finns en del problem beträffande konsultens nya strategiska roll med ans-
lutande hinder och svårigheter. I helhet så måste vi dock även fastslå att ledningen på Sys-
team har gjort ett väldigt effektivt jobb med att anställa rätt konsulter till företaget för att 
passa in i deras företagsvision och strategi, även om detta är en lång och intrikat process. 
Empirin visade att hitta dessa konsulter inte är en lätt process och kräver en hel del an-
strängning från många personer. Trots dessa positiva aspekter har vi kunnat identifiera en 
del problem med hänsyn till ersättandet och introducerandet av konsulter i den strategiska 
rollen. Bland problemen som framgått kan nämnas brist på dokumentation i projekt, olika 
personliga förväntningar och avsaknaden av tydlig dokumentation av hur konsulter ska 
jobba strategiskt för att öka den strategiska inriktningen av IT med affärsinriktning  

Med utgång från detta har vi samlat en lista av rekommendationer för företaget att ta hän-
syn till som presenteras i slutet av uppsatsen.  
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Abstract 

The changed role of IT continuously influences organisational development, the individual 
and his role in the organization, different kinds of structures, management processes and 
strategies. One of the big concerns for IT firms is the need for IT consultants with enough 
experience to effectively and rapidly understand the business procedures of the firm in or-
der to become a resource. In the classic IT-consultant role in the early days of IT, quite dif-
ferent features were expected from them in their work procedures. The structure of how 
and which tasks they were expected to handle has undergone an indisputable transforma-
tion. Today’s IT consultants are expected to know how to think in business strategic man-
ners as well as the IT strategic manners. The need to formulate this role explicitly has thus 
emerged. So far it has been a case of implicit non-formulated way of handling this role. We 
present the implications of these regards, namely the Emerging Strategic Consultant (ESC). 

The purpose of the thesis is to gain knowledge about obstacles and difficulties in the proc-
ess of introducing the IT-consultants to their expected role as a Strategic consultant. We 
also intend to give recommendations for improvements based on the study when we find 
apparent correlations.  

In order to fulfil this purpose and to present a reliable and valid report a qualitative analysis 
method was used. We wanted to get a deeper understanding of the chosen subject matter, 
therefore, we conducted interviews and questionnaires in the studied company, Systeam. 

After having analyzed and compared the empirical findings with the theoretical framework 
we can point out that there are some problems concerning the new strategic role of the 
consultants and the potential difficulties relating to these. On the whole we can state that 
management at Systeam have made a really effective job when hiring the right consultants 
to fit into their company strategy, however with a great deal of intricacy. The empirical 
study revealed that finding these consultants is not an easy task and takes some effort from 
many people. However, along with the positive aspects we have found some problems re-
garding the replacing and introduction of the consultants into their strategic role. Among 
the main problems can be named lack of adequate documentation in projects, different 
personal expectations and non-existence of any documented explicit strategy about how a 
consultant should work in order to achieve strategic alignment of Business and IT. Draw-
ing from this we have gathered some recommendations for the company to consider, 
which will be presented in the study. 
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1 Introduction 

In the first chapter we will outline the background of the studied subject, problem discussion, purpose of the 
thesis and delimitation. To conclude, vocabulary, interested parties and disposition of the thesis will be pre-
sented.  

1.1 Background 

During the last few decades the role of information technology (IT) has developed from 
being a means to rationalize and automate to being a means to create dynamic and organ-
izational forms (Magoulas & Pessi, 1998). The information environment for which we cre-
ate information systems (IS) and in which we use information technology is also character-
ized by dynamics and complexity. Traditional well-defined organizational boundaries are no 
longer clearly delineated or can be taken for granted. The changed role of IT continuously 
influences organisational development, the individual and his role in the organization, dif-
ferent kinds of structures, management processes and strategies. Magoulas and Pessi (1998) 
argue that these changes have created a need for new forms of management and strategy in 
the organisation. A certain type of strategy in IT is thus necessary to formulate in order for 
companies to achieve competitive advantages through IT and to gain business opportuni-
ties and goals (Ward & Griffiths, 1996). 

According to Robson (1997), an IT-strategy is required to devise guidelines for IT to help 
carry out the goals of the company. This is where the role of the consultants becomes an 
essential factor in the process. Since the consultants nowadays are required to possess a 
much greater knowledge-foundation in their field to achieve their missions a huge change 
of their role has occurred. Today’s IT consultants are expected to know how to think in 
business strategic manners as well as the IT strategic manners. This makes it harder for 
companies to replace or hire new IT consultants. The difficulties often lie in introducing 
the new consultants into the companies’ way of conducting business. One of the big con-
cerns for IT firms is the need for IT consultants with enough experience to effectively and 
rapidly understand the business procedures of the firm in order to become a resource 
(Robson, 1997). In the classical IT-consultant role in the early days of IT, quite different 
features were expected from them in their work procedures. The structure of how and 
which tasks they were expected to handle has undergone an indisputable transformation 
(Ward & Griffiths, 1996).  

Many IT professionals believe that alignment with the business is all about managing ex-
pectations (Cramm, 2005). Cramm (2005) also states that smart Chief Information Officers 
(CIOs) improve alignment by figuring out how to say yes in a way that works for both the 
business and IT in a balanced way. Basically what has been one of the major forces behind 
this change of attitudes is the evolvement of the corporate culture towards a synergistic ef-
fect on the company resources. What this implies and as stated by the authors above are 
that organizational changes in the areas of IT and business need to coincide to achieve the 
wanted synergy.   

Companies today are in great need of consultants possessing all of the attributes suggested 
above to handle their processes and tasks aligned with the business and IT. As is the com-
pany which we are researching. This IT-consultancy firm is one of the largest in Sweden 
and has an office here in Jönköping which is why we found them appropriate to be apart of 
our study. 
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1.2 Problem Discussion  

The basis for the subject in this thesis started in our genuine interest in strategy. Both of us 
writing this thesis have studied strategy in different courses during our education here at 
Jönköping International Business School (JIBS). Since we are business informatics students 
we thought about what would be of special interest and use for us to research in this field. 
After elaborations we decided that IT strategy is an increasingly important area to gain 
knowledge about. There is a great deal of problem areas that can be interesting to investi-
gate in this subject however we became more interested in the role of the consultants in IT. 
As we have outlined in the background and pre-study subchapters there are certain aspects 
of the role of consultants that need to be further investigated in the light of the changing 
situation of these.  

After discussions with our tutor and initial meeting with our contact at Systeam we became 
able to start the delimitation of a problem area in our interest field. It started becoming 
evident that an essential issue in IT firms nowadays is the evolving role of the consultants 
and the expectations of these. The meeting with the executive at Systeam was very infor-
mative and gave us a clearer direction as to what we needed to research. We followed this 
with a meeting with our tutor at JIBS for feedback and critique. After this meeting which 
also gave us more direction and limitation we were able to define some research questions.  

  The pre-study implied that the way IT-consultants are introduced today is inefficient and 
takes too much time and training. We want to investigate the reasons behind this and find 
out what the difficulties are more specifically. Many of the issues concerning problems be-
hind this lie in the evolving strategic role. This led to the first research questions: 

• What characterizes the new strategic role of the consultants and what are the po-
tential problems with it? 

• What are the main obstacles and difficulties in introducing IT-consultants into their 
strategic role? 

We intend to see if we can find apparent correlations and recommendations for the com-
pany to consider in this matter. The objective here is to find out if there are any obvious 
recommendations to take into consideration for the company in conducting an eventual 
strategy. This gives us the third research question: 

• How can the process of introducing the IT-consultants be improved? 

1.3 Purpose  

The purpose of the thesis is to gain knowledge about the character of the emerging strate-
gic consultant and the obstacles and difficulties in the process of introducing the IT-
consultants to their expected role as a Strategic consultant. We also intend to give recom-
mendations for improvements based on the study when we find apparent correlations.  

1.4 Delimitation 

We have chosen to limit this research to studying the IT-consultants of the IT-firm Sys-
team here in Jönköping due to reasons brought up above in the problem discussion. It is a 
study from the consultant-firm view. Gathered from our initial interview with an executive 
at the firm we reached an understanding of what would be interesting for them to gain 



 Error! Style not defined. 

 3 

knowledge about and what we wanted to investigate due to the existing problem regarding 
the IT-consultants. The objective is to see the consultant-perspective of the research-
questions and the subject, not the client-perspective. 

1.5 Interested Parties 

The primary interested party in this thesis is the investigated company since they were a de-
ciding factor in formulating the purpose. However, students with interest in the area would 
most likely also find this thesis useful in gaining knowledge when it comes to IT strategy 
planning, mainly the consultants’ part. Although this is a qualitative study in one particular 
company, other companies in this sector would probably also benefit from reading how it 
works in another company. 

1.6 Disposition  

Introduction: 

This section introduces the subject of the thesis, gives a background to the subject, pre-
study, discusses the problems, states the purpose of the thesis, defines our delimitations 
and states the prospective interested parties. 

Pre-Study: 

The pre-study is divided into two subchapters where we focus on empirical and theoretical 
bases for our study. Empirical part of pre-study is our first meeting with an executive at 
Systeam Management, while theoretical part is our planning and choosing issues for further 
investigation in literature study. 

Method: 

In this section we outline the methodological approach and describe this for better under-
standing of the concepts. We then go on to describe our research approach. We also depict 
different data collection which we used in our study.  

Further literature studies: 

The theoretical part will consist of our compiled collection of gathered literature and other 
sources. 

Empirical Study:  

In this part we will gather results from our empirical studies, presenting the company and 
summarizing the conducted interviews. 

Analysis: 

The empirical study will be analyzed through the theory and chosen context, all of our con-
cluding findings are presented here. 

Conclusions: 

A brief conclusion drawn from the results of the analysis. 

 



 Error! Style not defined. 

 4 

Final Discussion 

Our reflections and suggestions for future studies will be presented. 
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2 A base for further study – Pre-study  

The pre-study is divided into two subchapters where we focus on empirical and theoretical bases for our 
study. Empirical part of pre-study is our first meeting with an executive at Systeam Management, while 
theoretical part is our planning and choosing issues for further investigation in literature study. 

2.1 Empirical base for studies 

The changes and transformation of the IT-consultants role is the reason and foundation 
for our interest in conducting this study to find out more about this subject. Therefore we 
set up a first meeting with an executive at Systeam Management in Jönköping to discuss 
the subject further and his opinion on the matter. This took place August 15th 2005 in their 
offices. 

The discussion with Arne Nilsson, the executive, provided us with a great deal of knowl-
edge about what could be possible interest areas to investigate in the narrowed down sub-
ject. The subject started of with IT-strategy and roles within these, but soon developed into 
more specific problem areas in the company. We wanted to be able to conduct a study not 
only useful to us but to the company as well, furthermore it would have to provide some 
new valuable knowledge in the field. These were our objectives. 

The problem areas that were mentioned by Arne Nilsson had to do with their IT-
consultants. One of the IT-consultants recently left the company which made the problem 
at hand much more observable. The company was faced with the process of replacing this 
position which is not an easy procedure. Once again the company had to take into account 
how to handle this procedure of introducing the IT-consultant to the company in an effec-
tive way in order to become an asset. The company has no documentation of this and 
therefore a training period is required to get the consultant into “action” and become a re-
source. When the consultant is hired he/she possesses all the necessary competencies in 
his/her field, this is not the issue. The problem is that companies often have different ways 
of handling business and procedures and this is what the IT-consultants are required and 
expected to learn. Their role is no longer only to be able to handle the technical part of IT-
consultancy, but to also be able to provide the clients with an overall solution to their prob-
lems whether it is identifying business needs in terms of direction or IT/IS solutions. Sub-
sequently, we decided upon conducting the empirical study in this problem area by inter-
viewing the IT-consultants at Systeam. 

2.2 Theoretical base for studies   

To be able to obtain a basis for better understanding of the studied subject we intend to 
present a knowledge base with concepts and issues relevant in the subsequent chapters in a 
comprehensible way. This knowledge base will be built according to the purpose of this 
paper and the research questions. Our first meeting with Arne Nilsson also gave us some 
grounds for choosing issues that will be presented in the theoretical part. 

Since we are interested in the strategic role of the IT consultant, it is necessary to gather in-
formation about the issues of business and IS/IT strategies and integration of these two. It 
is of special interest for us to see how this integration is followed and carried out in the 
consultants’ work. The main issue in the theoretical part will be put on the discussion of 
the IT consultants’ role, the evolution of the role, the emerging consultant role, its strategic 
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character, personal qualities and competencies among consultants. Difficulties and obsta-
cles in the introducing consultants into their work and recommendations to how to over-
come these difficulties will also be highlighted in our literature study. We will also support 
our study with the relevant models from different sources. 
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3 Method 

In this part we will start with a short introductory discussion to the methodological approach and why we 
start focusing on certain issues. We then describe the methodological approach which we have chosen to con-
duct in the empirical and theoretical study and we also give the reasons for choosing this approach. 

3.1 Methodological Discussion 

There are many approaches that may be employed when conducting research. Hunter 
(2005) suggests that it is very important that the researcher thoroughly understands an ap-
proach to be adopted and why it is the most appropriate for the investigation about to be 
carried out. It is suggested that researchers not blindly adopt a research approach. The re-
search approach should be based upon the research question and the objectives for con-
ducting the research. Consideration of the approaches should be made in this light (Hunter, 
2005).  

There is a growing community of researchers conducting global qualitative investigations in 
information systems (Hunter, 2005). The author states that in situations where relatively lit-
tle is known about an area under investigation, qualitative approaches allow the researcher 
to conduct investigations to identify emerging themes. This is our objectives in researching 
this rather unexplored area. We want to be able to see whether this is in fact an emerging 
problem in the studied field of IT Consultancy businesses. As we discussed in the previous 
chapter, the Pre-study, there are some presentations of a problem in which several issues 
could be addressed in a thesis of this kind. Whether these issues have to be dealt with in a 
certain approach methodologically is what this introductory methodological discussion is to 
highlight. Due the character of the knowledge to be investigated Hunter (2005) suggests 
that a qualitative approach with several research methods is the most appropriate when 
conducting a study of this kind. Gathered from our pre-study in both the empirical and 
theoretical base, we could conclude that the character of the knowledge we were about to 
investigate was of such nature that the qualitative research acquired methods that could 
provide a normative understanding which will be further elaborated in the next chapter. 

3.2 Knowledge Characterizing 

Goldkuhl (1998) argues that it is important in every research to state what type of knowl-
edge will be developed during the study and then further characterize this knowledge. 
Knowledge characterizing is conducted in order to see the value of knowledge produced in 
the research. It can also determine the future choice of the methodological approach 
(Goldkuhl, 1998). Taking this into account and having studied the classification of different 
types of knowledge suggested by Goldkuhl (1998), we can state that two types of knowl-
edge will be relevant for our paper, descriptive and normative knowledge. Both of them are re-
quired in order to fulfil the purpose of the thesis. 

Descriptive knowledge, according to Goldkuhl (1998), describes qualities of the examined 
phenomenon. This type of knowledge is usually self-explaining. It can be qualitative or 
quantitative. In our thesis we produce qualitative descriptive knowledge in two ways: in the 
literature study by discussing theoretical ground for this research and in the empirical part 
by presenting obstacles and difficulties in introducing IT consultants in the studied com-
pany.  
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The second part of the purpose of this research is to give the company recommendations 
for improvements, where and if these can be found, while introducing IT consultants. In 
order to accomplish this the normative knowledge is required. As Goldkuhl (1998) states, 
normative knowledge includes norms, rules, alternative directions and recommendations to 
reach the desirable future scenario. The author also calls this knowledge guidelines which 
can tell us how to act in particular situations. Possible recommendations for the company 
presented at the end of the analysis chapter will be of a normative character in our case.  

These two types of knowledge are of qualitative character which gave us grounds on 
choosing a qualitative research approach for the study. We started our knowledge gathering 
in the pre-study and literature study in order to further extend it in the empirical part con-
ducted with the help of the research method which will be further discussed in this chapter. 

3.3 Research Approach 

Different scientific views play an important role in the process of choosing an appropriate 
research method. Two main scientific views are brought up by Holloway (1997), positivism 
and hermeneutic. We will discuss them in order to see which of them is applicable for our 
study and how it can influence our choice of the research method. Positivism is an ap-
proach to science based on the natural science model in which a belief in universal laws ex-
ists (Holloway, 1997). In this type of research an investigator should strive for objectivity 
and avoid personal interpretations, as well as conduct scientific work according to “uni-
form” or universal laws and rules. Lundahl and Skärvad (1999) stress that generalization of 
connections and separation between facts and evaluation are important in positivism. This 
approach is mostly suited for mass data where the results are often presented in variables 
or diagrams. 

Hermeneutic approach, on the contrary, is much freer and allows the researcher to under-
stand and interpret the studied phenomena on his own (Holloway, 1997). Researchers us-
ing hermeneutic approach gather data from language, texts and actions. They usually have 
to return to the data frequently and ask the participants what the data mean to them. This 
helps the investigator to gain more knowledge about the studied phenomena. Phenomena 
is studied in a specific context and is ruled by the researcher who later makes the interpre-
tation and draw conclusions. Lundahl and Skärvad (1999) add that personal experience also 
can play an important role in this kind of research. We believe that hermeneutic approach 
was more applicable in our case, since it gave us more freedom in the research. We gath-
ered data from interviews with IT consultants and later made interpretation of it in order to 
draw eventual conclusions. 

Befring (1994) discusses two other scientific approaches that a researcher may take into ac-
count while conducting a study. They are deductive and inductive approaches. Deduction is 
the process by which we arrive at a reasoned conclusion by logical generalization of a 
known fact, induction, on the contrary, is a process where we observe certain phenomena 
and on this basis arrive at a conclusion (Befring, 1994). The deductive approach was not 
suitable in our case because we were not going to arrive at conclusions by generalization of 
known facts; on the contrary, we tried to bring new information during our study by inves-
tigating IT consultants at Systeam. In our research we were working in an inductive ap-
proach since we at first studied and observed a certain phenomenon, namely the process of 
introducing IT consultants in Systeam, trying to find obstacles and difficulties in this proc-
ess and then  we analysed the gathered data and gave recommendations to the company. 
We believed that an inductive research process would help us to deeply analyze the studied 
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subject and then draw trustworthy conclusions. We also wanted our study to be open to-
wards the empirical data, as in most researches using inductive approach. 

Besides the approaches presented above, there are also two main research approaches 
which are widely used in different studies, mainly quantitative and qualitative approaches. 
The quantitative approach is applicable when it is important for a researcher to collect in-
formation which later will be measured and calculated, so that the researcher can be able to 
make conclusions on the frequency of the studied phenomenon (Lundahl & Skärvad, 
1999). In order to give a more in depth understanding of the subject a qualitative approach 
can be conducted. As Lundahl and Skärvad (1999) point out, the qualitative approach ex-
plains phenomena and characterizes them in a more detailed way. This approach is more 
suitable when analyzing individual’s perceptions and views on different issues. Since we did 
not intend to measure data and study the frequency of the phenomenon, the quantitative 
approach was not of any special interest to us in this thesis. On the contrary, we were more 
interested about the studied subject from the management and consultants’ perspectives, 
which is why the qualitative approach was more interesting and appropriate for our paper. 
It could help us to acquire the rich data about the studied phenomena, namely introducing 
IT consultants into their strategic role. This rich data in its turn would be very helpful while 
making the analysis and drawing the conclusions in order to fulfil the study’s purpose. The 
type of knowledge produced in this research, descriptive and normative knowledge, is of 
qualitative character which also supported our choice for qualitative study. Moreover, her-
meneutic and inductive approaches, chosen for our paper, are also often related to qualita-
tive studies.  

3.4 Data Collection 

There is a variety of different ways for the collection of data that a researcher can use. Such 
techniques as written material, interviews, questionnaires, budgets, protocols and different 
documents may be relevant to the study. Kotler, Armstrong, Saunders and Wong (2001) 
distinguish two kinds of data: primary and secondary. Information, collected for the spe-
cific purpose, is primary data, on the contrary, secondary data is information that already 
exists somewhere written. In this study several techniques will be used to assist and com-
plete each other in order to achieve a better view on the subject and to present the topic 
from different angels. Primary data will be gathered through the empirical study with the 
help of interviews and questionnaires conducted in the company. Secondary data will con-
sist of our literature study and already accessible information about the company such as 
their homepage. Below we will present a compilation of our different data collection tech-
niques used in the thesis.  

3.4.1 Literature Study 

In our thesis we are going to conduct a literature study in order to a get a deeper under-
standing and better knowledge of the chosen subject and build a reliable frame of refer-
ence, which then can be used in further analysis. The main sources of literature studies are 
Jönköping University library and databases for article gathering. At the first stage of our lit-
erature search we have found many interesting recently published articles to support the 
studied subject, the strategic role of IT consultants, which can be useful during our re-
search. We also intend to look at the books, reports and articles at the other libraries when 
this is necessary. 
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3.4.2 Interview 

Holloway (1997) points out that the qualitative interview has become a favoured strategy of 
data collection in qualitative study among the researchers. The author defines a qualitative 
interview as a conversation with a purpose in which the interviewer aims to obtain the per-
spectives, feelings and perceptions from the participants in the research. We tried to fulfill 
this purpose with the help of interviews that were conducted at Systeam Management to 
support our study. Besides, these interviews gave us possibility to deeply understand the 
chosen subject and provided us with rich data.  

The empirical studies were conducted on two levels in the company, two interviews were 
done on the management level and the questionnaires were conducted with IT consultants, 
on the operational level. The reason for conducting the interviews and questionnaires on 
the two levels was based on the desire to investigate how the subject of our study would be 
perceived from the decision level and the practical level at the studied company in order to 
observe variations in opinions and perceptions among the interviewees. 

Interviews may be conducted personally or done by telephone, depending on the situation 
and possibility to reach the participants in time. Sekaran (2003) lists some advantages about 
doing a personal interview: the higher level of understanding and contact between an inter-
viewer and respondents, which will provide more trust and confidence. It is a controlled in-
terview situation where the interviewer has the possibility to ask complicated questions as 
well as follow-up questions. Visual pictures and body language can be also used during per-
sonal interview. However, this kind of interviews do have some weaknesses, such as to get 
a hold of the right people and getting them to participate with their time, the high cost, the 
respondents and the interviewer can affect each other, and it can also be hard to ask sensi-
tive questions (Lundahl & Skärvad, 1999). The problems of getting an appointment for an 
interview as well as the location of the company can appear in personal interviews. Per-
sonal interviews would be preferable for our study because of a number of advantages 
listed above, however we did not have an opportunity to do all the interviews personally. 
Two interviews with the representative of the management level were personal and took 
place in the location of Systeam Management in Huskvarna. By interviewing the respon-
dent at his work environment we wanted to create a higher degree of comfortness in dis-
cussing issues that may be sensitive.  

The conducted interviews were formal, according to the description from Holloway (1997), 
since we set up them in advance, contacting the participants via telephone or email, and we  
tape-recorded material during the interview. For the pre-study an unstructured interview 
was more applicable in our investigation since we did not need to have a planned sequence 
of questions to be asked of the respondent. Sekaran (2003) points out that the purpose 
with such kind of interview is to bring some preliminary issues to the surface that need fur-
ther in-depth investigation. The unstructured interview conducted with Arne Nilson during 
the pre-study helped us to determine areas in the company that we would deeply investi-
gate. This interview lasted approximately one hour and it consisted of broad open-ended 
questions, which gave us much information about the company, their business areas and 
the respondent’s perceptions of the problems and situations. We have also indicated issues 
that were related to the subject of our investigation. The questions asked in this interview 
can be found in Appendix. During this interview we got information about the history and 
development of Systeam and today’s situation in the company. This information together 
with our findings from the company’s homepage was used at the beginning of the chapter 
5 in order to present a general overview of the company. Arne Nilsson was asked about the 
areas in the company that would be interesting for further investigation both for the com-
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pany and for us. After the first interview we got a general idea about the issues that need 
greater focus and more in-depth information. The most important issues of this interview 
are presented in Appendix 3. 

For further data gathering we chose to have semi-structured interviews, since in this kind 
of interviews researchers do not ask each participant the questions in the same way and 
form. It was very helpful that the questions’ order could be rather flexible and could be ad-
justed to the person and discussion flow, giving our informants the opportunity to report 
on their own thoughts and feelings. During semi-structured interviews we had an opportu-
nity to develop questions and decide which issues to pursue, which was helpful for our re-
search, since some of the studied issues could seem vague and difficult to discuss, for in-
stance when questions about difficulties and obstacles were asked. Respondent received an 
interview form in order to better prepare for the discussion. The interview guides can be 
found in Appendix 2. We started our discussion with some general questions about the 
tasks performed by the participant. Then we asked some particular questions concerning 
competences among new IT consultants and education of them in the company. The ques-
tions about strategic alliance of IT and business strategies concluded the interviews. All 
these questions were aimed at investigating the problem discussion questions and fulfilling 
the purpose of the thesis. Since the interviews were semi-structured we had an opportunity 
to develop our questions and ask additional ones. 

3.4.3 Questionnaires 

We chose to investigate the IT consultants’ opinions with the help of questionnaires sent 
via e-mail, since the distance prevented us from direct communication. Sekaran (2003) de-
fines a questionnaire as a preformulated written set of questions to which respondents re-
cord their answers, it usually contains rather closely defined alternatives. Since we did not 
have a possibility to meet the respondents personally, electronically distributed question-
naires appeared to be an appropriate data collection mechanism for our investigation.  

We also took into consideration advantages and disadvantages of this kind of data collec-
tion listed by Sekaran (2003). Electronic questionnaires are usually easy to administer, can 
reach respondents globally; they are inexpensive and provide fast delivery. Respondents can 
take more time to answer at their convenience. These positive aspects of questionnaires 
helped both us and our respondents while collecting data. Among the disadvantages of this 
method Sekaran (2003) names computer literacy is a must and also access to the facility for 
the respondents as well as will and desire amongst the respondents to complete the survey. 
Two first aspects were not relevant for our case, while the third one was a hinder for our 
investigation which held back the process of collecting data from IT consultants at Sys-
team. It turned to be rather time-consuming for us to wait for some of the answers. An-
other drawback that we have experienced while using this data collection method is misun-
derstanding of some questions by the respondents. If it were an interview we would have a 
possibility to clarify some issues and to ask some additional questions if it was necessary. 
Unfortunately, questionnaires are rather limited when some explanations are needed from 
the researcher. 

Nevertheless, we have conducted four questionnaires with open-ended questions among 
the IT consultants. The set of questions can be found in Appendix 3. Open-ended ques-
tions would allow respondents to answer them in any way they choose, that is why we 
chose to use such type of questions, since it is a qualitative study and we are more inter-
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ested in the opinions, perceptions and experiences of consultants than some alternatives 
suggested as answers by us.  

Another important detail that should not be forgotten by the researchers is general appear-
ance of the questionnaire. Here Sekaran (2003) points out three elements that are impor-
tant for any questionnaire: a good introduction, well-organized questions and a neat align-
ment of the questions. We provided each participant with an introduction letter which 
clearly disclosed the identity of the researchers and conveys the purpose of the survey. In 
this letter we also tried to establish some rapport with the respondents and to thank them 
for participation in our investigation and their help in our research. We also gave some in-
structions to the respondents about the preferable way to fill in their answers. The intro-
duction letter is presented in Appendix 3. While formulating questions we tried to be logi-
cal and have an alignment of the questions. We started questionnaire with some general 
questions about the tasks performed by the participant, the time he/she has been working 
in the company. Then we asked some particular questions concerning competences among 
new IT consultants and education of them in the company. We were especially interested 
in the experience of the consultant which he/she got during the first time at the company. 
If there were clear guidelines on what was expected of the respective consultant. The ques-
tions about strategic alliance of IT and business strategies were also included in the survey. 
What problems the participants have experienced while being introduced into their today’s 
role as a consultant was also of interest for our investigation. All these questions were 
aimed at investigating the problem discussion questions and fulfilling the purpose of the 
thesis. 

3.4.3.1 Choice of Respondents 

Choice of respondents implies who should be interviewed and is usually made with the 
help of an adjustment between what is principle desirable and what is practical possible and 
accessible, as Lundahl and Skärvad (1999) state. We intended to conduct a study in a Swed-
ish IT consulting company. Taking into consideration these two facts and our personal 
contacts and accessibility of the company, we have chosen Systeam Management. We think 
it is a very suitable company for this research, since it is a fast growing company and it is 
involved in the process of hiring consultants. It can provide us with interesting information 
and appropriate knowledge when it comes to our research area questions.  

According to Lundahl and Skärvad (1999), the interview participants are experts because of 
their knowledge and their possibility to share knowledge within the education connection. 
When selecting respondents for this study we followed judgmental or purposive sampling 
approach, which is based on the judgment of researcher in the choice of respondents 
(Sekaran, 2003). This approach allowed us to decide who can provide the best information 
to achieve the objectives of the study. Competence, knowledge and experience of the re-
spondents were the core criteria in our selection. Since we wanted to conduct the inter-
views on two levels, we first made an interview with the Executive Manager at Systeam 
Management, Arne Nilsson, who represents the strategic level and who could provide us 
with the necessary information regarding the studied issues. The operational level in the 
company was presented by IT consultants, whom we also had an opportunity to interview.  
All of the participants have necessary competence and experience in order to participate in 
our interviews. They work tightly with each other every day and constantly share knowl-
edge between each other, how they succeed in this process can be very interesting to inves-
tigate for our research. We were also provided with information about the consultants be-
fore conducting the interviews during the first interview with Arne Nilsson as well as 



 Error! Style not defined. 

 13 

phone contacts. After interviews were conducted, we can say that the chosen sample of re-
spondents fulfilled the requirements we had stated, and we were satisfied with the gathered 
data. 

3.5 Method Criticism and Trustworthiness 

In this subchapter we will discuss the concepts of validity, reliability, generalization and ob-
jectivity, which are considered critical criteria for any research. 

3.5.1 Validity 

Lundahl and Skärvad (1999) talk about the importance of a certain level of quality for every 
research, which can be reached by two criteria: validity and reliability. Every research must 
prove that it has accuracy. Validity is the extent to which findings of the research are true 
and accurate or, in other words, absence of systematic failures when measuring something 
(Holloway, 1997). In order to avoid misunderstanding, quotations from interviews were 
used and interviews were tape-recorded, then the interview transcripts were sent to the re-
spondents whose feedbacks helped us to collect trustworthy information. Besides, a certain 
level of validity was reached by formulating interview and questionnaire questions relevant 
to the purpose of the thesis. 

According to Lundahl and Skärvad (1999), the concept validity can be shared into internal 
and external validity. Internal validity is about to what degree the studies’ result is express-
ing the reality, in other words, it implies that measurement tools measure what they are to 
measure. We believe that internal validity can be reached through asking right respondents 
relevant questions. That is why in order to produce a valid research and fulfil the purpose 
of the study, we chose the respondents who have necessary competence and experience, 
the Executive Manager at Systeam Management, Arne Nilsson, who represents the strategic 
level, and IT consultants, representing operational level. Besides, the way we designed the 
interviews and formulated questions gave us the opportunity to ask followed questions 
with the purpose to control different respondent’s answers towards each other to reach in-
ternal validity. External validity implies how the result is useful even in other situations 
than the researched one. We believe that companies that are in the same situation as the 
company we have studied can take advantage from our conclusions.     

3.5.2 Reliability 

Reliability can be defined as the extent to which a data collection procedure will generate 
the same results regardless of how, when and where the research is carried out (Holloway, 
1997). In order to fulfil the criteria of reliability, we exploited three different types of data 
in our research: literature studies, pre-study and interviews/questionnaires with the persons 
possessing extensive knowledge within the relevant area. 

Holloway (1997) points out that in qualitative research the consistency is rather difficult to 
achieve because the researcher is the main research instrument In order to carry out a reli-
able research, we were striving for successful and trustworthy interpretation of our empiri-
cal material. We tried to achieve it with the help of tape recording and detailed notes of in-
terviews as well as multiple listening to the material while summarizing the material. 
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3.5.3 Generalization 

 Lundahl and Skärvad (1999) argue that generalization exists when the findings of the study 
can be applied to other cases or the whole population. However, qualitative researchers do 
not usually claim generalization of their findings because they produce only a slice of situa-
tion rather than whole, especially this concept is irrelevant when a single case or phenom-
ena is examined (Holloway, 1997). In qualitative research it is often more important to ana-
lyse degree of generalisation, as demands on reliability vary with the problems investigated. 
We do not intent to generalize our findings to a large extent, though this study can be in-
teresting and contributing for the companies operating under similar circumstances when it 
comes to the processes of introducing new IT consultants into their strategic role. This 
study focuses on giving recommendations to the problems with hiring IT consultants, 
therefore this study and its findings may be of interest and importance to the companies 
experiencing the same kind of problems as the company in focus.  

3.5.4 Objectivity 

The concept of objectivity of any study means that no subjective views of the investigator 
influenced the study and all data was presented correctly (Lundahl and Skärvad, 1999). 
Conclusions drawn from the whole study should be based on the facts and not subjective 
ideas. We strive to reach the high level of objectivity in our thesis by examining the conclu-
sions a number of times and comparing them with the answers from the interviews/ ques-
tionnaires to ensure that they are derived from the valid result of the conducted empirical 
study and no subjective views are presented. While presenting the interview and question-
naire results in the empirical part we tried to avoid our personal interpretation focusing on 
presenting just the information gathered from the respondents. By this we also try to strive 
for an objective research. 

3.6 Concluding Discussion of the Chosen Research Ap-
proach 

Summarizing the discussion above, we can state that we have chosen to conduct a qualita-
tive study, since it is more interesting and appropriate for this kind of research where we 
are interested about the studied subject from the management and consultants’ perspec-
tives. Besides, hermeneutic and inductive approaches, chosen for our paper, are also often 
related to qualitative studies. In this study we intend to develop two types of knowledge, de-
scriptive and normative knowledge. Both of them are required in order to fulfil the purpose of 
the thesis. 

Primary data for our paper was gathered through the empirical study with the help of inter-
views and questionnaires conducted at two levels in the company. Secondary data consists 
of our literature study and already accessible information about the company such as their 
homepage.  

We have conducted two types of interviews during the empirical investigation. For the pre-
study an unstructured interview was more applicable since we did not need to have a 
planned sequence of questions to be asked of the respondent and our objective was to 
speak generally about company and to find out interesting areas for further investigation.  
Bearing in mind a certain level of complexity of the subject of this study, for further data 
gathering we chose to have semi-structured interview, since in this kind of interviews the 
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questions’ order could be rather flexible and could be adjusted to the person and discussion 
flow, giving our informant the opportunity to report on their own thoughts and feelings. 

In order to investigate the IT consultants’ opinions about the subject of this study we 
chose to use questionnaires sent via e-mail, since the distance prevented us from direct 
communication. Since we did not have a possibility to meet the respondents personally, 
electronically distributed questionnaires appeared to be an appropriate data collection 
mechanism for our investigation.  

While discussing and thinking over what kind of approach to choose for this study we 
strived that the research approach should be based upon the research question and the ob-
jectives of the study. 
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4 Literature Studies 

In the following chapter we will present theories and information on the chosen subject, collected through dif-
ferent literature sources which will be further used in the empirical studies and analysis. This chapter is out-
lined as follows; we will start with defining the issue of strategy in a Business sense and IS/IT sense, we 
continue by focusing on the different roles in IT strategies and finally we will present the subject of IT con-
sultants and the emerging role of these.  

4.1 Business Strategy 

There is an immense variety of definitions on the subject strategy suggested in the literature, 
the main idea of many of them is that strategy is concerned with the long-term direction 
and development in which an organisation chooses to move to meet goals to achieve the 
mission (Johnson & Scholes, 1999). Every firm regardless of its size and type of business is 
faced with the challenge of managing strategy. Strategic decisions can be taken at different 
levels in the organisation. Johnson and Scholes (1999) state that corporate-level strategy is 
about the organisation’s overall purpose and scope; business unit strategy is concerned with 
how to compete successfully in a particular market; and operational strategy deals with how 
people, resources and processes can effectively deliver corporate and business level strate-
gies. All of these levels must be consistent with each other in order for the entire organiza-
tion to be successful since they all are aspects of the whole (Robson, 1997). While corpo-
rate strategy is the direction for the entire organizational group, business strategy deals with 
the single strategic business unit (SBU) and how it can successfully contribute to the corpo-
rate strategy. Peppard and Ward (2002) differentiate the following elements that business 
strategy should include: 

I. Business scope – includes the markets, products, services, groups of custom-
ers/clients and locations where an enterprise competes as well as the competitors 
that effect the business environment.  

II. Distinctive competencies – the critical success factors and core competencies 
that build company’s competitive advantage. This can include brand, research, 
manufacturing and product development, cost and pricing structure, sales and dis-
tribution channels. 

III. Business governance – company’s relationship between management, stockhold-
ers and the board of directors. Here is also included how the company is affected 
by government regulations, and how it manages its relationships and alliances with 
strategic partners. 

However, Quinn and Mintzberg (1991) state that there is no single, universally accepted 
definition of strategy. They point out that there is no best way to create strategy, nor is 
there one best form of organisation. The world is full of contradictions and the effective 
strategist is one who can live with contradictions, learn to appreciate their causes and ef-
fects and reconcile them sufficiently for effective action. No single model or theory can in-
corporate all the factors that influence major business decisions or all the possible combi-
nations of these factors that could be faced. Nor can anyone anticipate the bizarre changes 
that occur in real world environments, or even more important, the impacts of your own or 
others’ creative innovations (Quinn & Mintzberg, 1991).   
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4.2 IS/IT Strategy 

The link between IS/IT strategy and organisational strategy has been identified and dis-
cussed in the literature for a number of years, though our literature study has showed that 
authors often have different opinions on whether to separate IS and IT strategy or use as 
one term. At the end of the 1990s the authors tend to call for distinction between IS and 
IT strategies. Earl (1998) argues that IT strategy is only strong on technology issues and 
technical terminology and weak on identifying application needs and business thinking. He 
further suggests that IS strategy be concerned with the organization’s required information 
systems or application set, addressing the “what” question, and the IT strategy be con-
cerned with the technology, infrastructure and associated specialist skills, answering the 
“how” question as is illustrated in figure 4.1 further down. 

However, the recent researchers look upon IS/IT strategy as one concept, which is com-
posed of two fundamental components: an IS component and an IT component (Peppard 
& Ward, 2002). The IS component defines the organization’s requirement or demand for 
information and systems in order to support the overall strategy of the business. This com-
ponent is firmly grounded in the business, taking into consideration the competitive impact 
and alignment requirements of IS/IT. When it comes to IT component in IS/IT strategy, it 
is mostly concerned with “IT supply” or in other words it outlines the vision of how the 
organization’s demand for information and systems will be supported by technology. It ad-
dresses the provision of IT capabilities and resources as well as services such as IT opera-
tions, systems development and the user support. IT deals with the hard themes, the tech-
nology deployment and policies, architecture, standards, security levels, and risk attitudes.  

Taking into account the above discussion, IS/IT strategy can be defined as a structured 
framework designed to bring together needs for information systems and enabling tech-
nologies. Throughout our thesis we will use the term IS/IT strategy as one concept bearing 
in mind the definition given above. 

It is stressed in the literature that it is important to strongly control the process of creating 
the IS/IT strategy to ensure that the needs of the business are met and enabled. This inter-
action between Business and IS/IT strategies will be further discussed in the next subchap-
ter.  Although the absence of a strategy often leads to unnecessary complexity and eventual 
failures, not all organizations have a written strategy and some organizations have no need 
for it. Earl (1998) lists the most important reasons for formulating IS/IT strategy. They are: 

• To develop IS/IT in order to take advantage of strategic opportunities and diminish stra-
tegic threats, 

• The need for integrating IS/IT investments with business needs, a wish to create com-
petitive advantages through IS/IT, 

• The modernization of the IT-department and focus on IT activities.  

IS/IT strategies are built on knowledge of the enterprises, vision, business maxims, and 
IS/IT governance (Broadbent & Kitzis, 2005). IS/IT strategy is the content of key IS/IT 
domains and their implementation over a defined period. These key IS/IT domains are IT 
maxims, infrastructure, architecture and application strategies, and investment prioritiza-
tion.  

Broadbent and Kitzis (2005) argue that in order to ensure that IS/IT strategy clarifies the 
necessary areas, it should at least include the following elements: 
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A statement of content of IT maxims – guidelines that will drive other decisions. 

The key IS architecture decisions – technology priorities, policies and choices that allow applica-
tions, hardware, software, communications, processes and data management to be inte-
grated into a cohesive proposal. 

IT infrastructure – how IT infrastructure capabilities or processes are offered; which services 
or processes should be centralized or delivered as shared services, and which should be de-
centralized or provided at individual business levels. 

Business applications – what business applications are to be retained, which are to be replaced, 
and which new ones are to be put in place. 

Robson (1997) and Ward and Griffiths (1996) also speak about one more element that 
should be included in IS/IT strategies. This element is Information Management (IM), 
which includes relationships, responsibility areas and supply policies. Here the authors in-
clude how the authority for resources, risk, conflict resolution and responsibility for IT is 
shared among business partners, IT management and service providers. Project selection 
and prioritation issues are included here. The subject of responsibilities and roles will be 
further discussed in subchapter 4.4. It would be interesting to see further on in this study 
where the strategic consultant fits among the other actors in the company and what role 
he/she has. 

4.3 Integration of Business and IS/IT Strategies 

Many authors argue that today it is necessary for organisations to have strategies that 
clearly and effectively unite together business strategies and IS/IT decisions. Information 
system planning should be an integral part of business planning since it concerns the de-
ploying the firm’s information system resources, including people, hardware and software. 
Sage (1995) illustrates the similarity between IS planning and planning in various functional 
areas. The goals, objectives, and priorities in the business should drive all the plans. The in-
tegration between business and IS/IT strategies should begin with a clear idea of the busi-
ness goals and key operating metrics that are the source of competitive advantage for the 
company. This process, in turn, drives the long-term vision for IT infrastructure and appli-
cation development, which should be treated as key platforms that drive long-term posi-
tioning of the company. Business unit leaders must work together to formulate IT plans 
that support their individual groups, then roll up those plans into the overall corporate op-
erating  plan for IT. 

While doing an IS/IT planning two types of questions can appear: questions at the strategic 
level and at the project level (Sage, 1995). At the strategic level, the questions are about the 
firm’s overall priorities and goals of information systems and the technical and organiza-
tional approaches that will be used. At the project level, the questions cover what and when 
must be done to produce specific results needed in a specific project. Horner and Benbasat 
(2004) speak about several dimensions that business and IS/IT alliance has: the cross-
reference between written business and IS/IT plans, the IS and business executives’ mutual 
understanding of each other’s current objectives, and the analogy between IS and business 
executives’ long-term vision for IS/IT use.  

Peppard and Ward (2002) also point out that an organization should not ignore the strate-
gic opportunities that IS/IT may offer and, therefore, the potential of information as a 
strategic resource should be incorporated as a regular element in the business planning 
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process. IS/IT should be treated like any other part of business and it must be carried out 
efficiently and effectively for the business to survive which can also provide competi-
tive/strategic leverage for the organization if it is managed wisely. Peppard and Ward 
(2002) present a model “The relationship between business, IS and IT strategies” (Figure 4-
1), which clarifies key relationships between these strategies. This diagram shows that first 
we should answer the question where the business is going and why, after that we should 
identify the potential impact of IS/IT on business, then evaluate what information and sys-
tems are needed to enable delivery of the strategy and, then, determine how best to achieve 
those information systems via technology. 

 

Figure 4-1.  The relationship between business, IS and IT strategies (Peppard & Ward, 2002). 

Benson, Bugnitz and Walton (2004) have developed five practices that can be helpful for 
IT and business managers to translate the company’s business strategies into programs and 
initiatives that IT can implement. Below we will shortly present them: 

1. strategic demand/supply planning – translates business strategies into terms that give IT 
clear direction on what the company intends to do. Business and IT management 
agree on where the firm is going and what IT can do to help. The result is a strate-
gic agenda for the use of IT in the business which can be translated into IT plans 
and actions. 

2. innovation – changes the business strategies through IT capabilities and makes busi-
ness management find out the business opportunities that IT provides. 

3. prioritization – this practice means that the company should spend money only on 
the projects that directly relate to its strategic intentions. 
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4. alignment – evaluates the business impact of existing IT activities and judging from 
this decides which of existing IT activities get resources. 

5. performance measurement – measures IT’s performance in ways that relate to the busi-
ness. 

The main idea of the research made by these three authors is that a company should only 
spend money on IT that directly supports its business strategy and its operational effec-
tiveness, and should not spend money on IT that does not do it. The management team 
can control IS/IT planning, budgets and investments by consistently and persistently se-
lecting the best and right investments and projects from the alternatives, eliminating non-
performing or poorly performing existing IT activities. 

IT was viewed as a back-office function for many years and attracted just little management 
attention, but today it is obvious that poor IT decisions can have a significant and long-
lasting impact on a company’s market position. While some companies are still viewing IT 
only as a cost, many others are beginning to recognize that IT can be the source of com-
petitive advantage. IS/IT is not only an enabler of current business processes but also an 
engine for gaining new markets and business opportunities. The responsibility for making 
the right IT decisions should not lie just on the CIO’s shoulders alone, but every member 
of the management team must be engaged in the process and willing to spend the time 
necessary to understand, support and drive the development of the right IS/IT strategy 
(Axelsson, 1995).  The issue of roles and responsibilities will be further discussed in the 
next subchapter. 

4.4 Roles in Business and IT Development 

It is necessary to consider the roles that individuals or groups of individuals play in the stra-
tegic planning. According to Axelsson (1995), an important issue during the strategy reali-
zation is how the responsibility for the systems should be distributed within the organiza-
tion. Axelsson (1995) speaks about the collaboration of three main groups of actors in 
Business and IT development. They are Business and IT management, Change manage-
ment and IS/IT providers. These roles are illustrated in Figure 2. 

 

                           Management 

 

 

 

Business process                                                                               IT department                                            

 

                   

Figure 4-2. Model of the three major roles adapted from Hugoson (2005). 
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other. Each of them has its own responsibilities and tasks. Strategic level in represented by 
B-IT management with CEO and CIO at the top, while operational level includes change 
management and IT department. Axelsson (1995) points out, that the distinct title of roles 
is not of a big importance, but attention should be given to the area of responsibility. 

Hugoson (2004) identifies the following Business and IT management responsibilities: to 
specify demands and procure efficient IT solutions, to evaluate proposals and offers and 
compare it to relative improvements, and to develop business processes. 

The main responsibilities of Change management in business and IT development are to 
analyze demands and possible improvements, to initiate development and to propose de-
velopment projects (Hugoson, 2004). Some strategists may be especially good at creating a 
vision for the future, but may need to rely on others to take a lead in effecting the changes. 
It may be that there is a group of change agents from within the organization or perhaps 
from outside (consultants) who have the whole team working on a project together with 
managers from within organization ((Johnson & Scholes, 1999). Moreover, Change man-
agement is also responsible for making the strategy known among other employees. 

The IS/IT providers are often technical specialists with a narrower responsibility area, 
which may include developing or purchasing appropriate solutions, IT operations and 
maintenance, IT visioning. They may also work out solutions and specify necessary invest-
ments and costs. After getting information from Change management and IS/IT providers, 
Business and IS/IT management start evaluating proposals and offers, related to value of 
possible improvements, develop business processes. Then proposed projects are aligned 
with the future structure, further interaction, delineation, possible solutions, security as-
pects are authorized (Hugoson, 2004). If we compare strategic IT planning with the town 
planning, then, speaking metaphorically, the IT providers would be house builders and the 
business and IT management would be the town planner. 

4.5 The Emerging Consultant Role  

The IT consultancy industry has seen a growth since the 1990s and will likely see increased 
deal activity in the future as well (Cibotti & Howe, 2004). Some of the reasons for this is 
that IT has become an increasingly integral component of everyone’s working life and per-
sonal environment allowing and enabling a degree of connectivity that was difficult to en-
visage even a decade ago (Peppard & Ward, 2002).  

However, all is not well on the IT consultancy scene, according to a survey by Business In-
telligence, which looked at the views of more than 200 major IT consultancy users (Bird, 
1994). The survey found that only 2% were strongly impressed with the account manage-
ment skills of their consultants, and just 4% praised the quality of consultants who worked 
on their projects. Part of the disillusion with IT consultancy has been caused by the catas-
trophic failure of several high-profile computer projects. One problem is that consultants 
all too frequently tell clients what they already know. One essential ingredient recom-
mended for any consultancy deal is skills transfer. As with the rest of the IT industry, con-
sulting is becoming more and more competitive (Bird, 1994).  

The services that IT consultants provide vary widely. Some specialize in research and stra-
tegic planning, some in application integration, some in Web site design. For that reason, 
finding an IT consultant begins with understanding the scope of the work that needs to be 
done (Isaacs, 2001). The role of the consultants in IT-firms has changed quite extensively 
the last decade. Many IT professionals believe that alignment with the business is all about 



 Error! Style not defined. 

 22 

managing expectations (Cramm, 2005). The author states that smart CIOs improve align-
ment by figuring out how to say yes in a way that works for both the business and IT in 
order to get that wanted effect in the organization. The author continues by stating that 
they want to be able to maintain a competitive advantage by providing the service in a 
manner that is desired nowadays and can stand for future changes and strains. CIOs work 
has gotten a whole new set of issues to deal with in order to successfully manage their 
work.  

Taking into consideration the elements that a business strategy should include according to 
Peppard and Ward (2002) stated in chapter 4.1 regarding Business scope, Distinctive com-
petencies and Business governance there are a great deal of issues that continuously goes 
through changes which implies a need for continuous innovation to stay on the edge and 
be competitive. The authors state that all too often organizations fail to realize any benefits 
from their investments in IT. Investments are often made in technology without under-
standing or analysing the nature of the activities the technology is to support, either strate-
gically or operationally, in the organization (Peppard & Ward, 2002). This has inevitably led 
to many failures in organizations which in turn lead back to the consultants that are re-
sponsible for the products or services. Simply recognizing the technological expert solution 
nowadays has proven to be insufficient (Robson, 1997). The value derivable from IT con-
tinues to be elusive, with most executives disappointed with the return achieved on their IT 
expenditure. Part of this stems from a lack of understanding of the nature of value creation 
through the use of IT (Peppard & Tiernan, 2004). 

Considering the elements Peppard and Ward (2002) mentions in Business scope such as 
markets, products, services and customers the consultants need to possess a knowledge-
base that has similarities with both strategists and economists on top of their key techno-
logical competencies. This can imply that consultants are expected to not only realize the 
full scope of the clients’ market and competition but also how the business processes work 
in order to foresee eventual changes in the future (McDougall, 2005).  

A similar view can be applied regarding Peppard and Ward’s (2002) distinctions on Distinc-
tive competencies and Business governance. In these strategies the authors discuss factors 
such as core competencies, internal company relationships and strategic alliances between 
partners. In all these regards the consultant need to possess characteristics such as business 
understanding, good analysis skills, ability to work independently as well as in a team, flexi-
bility and first-rate communication skills (McDougall, 2005).   

To understand why this is essential Peppard and Ward (2002) discusses the character of in-
formation systems today and how these have taken a highly strategic position in the organi-
zation. They formulate four distinctions of how they appear to be according to a research 
of several hundred examples and case studies spanning over 20 years.  

Four main types of strategic systems according to Peppard & Ward (2002) are: 

1. those that share information via technology-based systems with custom-
ers/consumers and/or suppliers and change the nature of the relationship; 

2. those that produce more effective integration of the use of information in the or-
ganization’s value-adding processes; 

3. those that enable the organization to develop, produce, market and deliver new or 
enhanced products or services based on information; 
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4. those that provide executive management with information to support the devel-
opment and implementation of strategy (in particular, where relevant external and 
internal information are integrated in analysis) 

The needs of the competence of consultants in the start of the IT-consultancy era have 
undergone a significant transformation as can implicitly be understood from the main types 
stated above. Hence, the need for a new type of strategic consultant to be able to handle 
the new prerequisites and repercussions has become evident and will be further elaborated 
in the next chapter.    

Venkatraman (1994) discusses this in a similar manner when he proposes three types of 
uses of IT that nowadays needs to be taken into account in the evolving work of consult-
ants in assessing the strategic benefits from IS/IT with increasing degree of business 
change. These are: 

1. business process redesign – using IS/IT to realign business activities and their 
relationships to achieve performance breakthroughs; 

2. business network redesign – changing the way information is used by the or-
ganization and its trading partners, thereby changing how the industry over-
all carries out the value-adding processes; 

3. business scope redefinition – extending the market or product set, based on in-
formation or changing the role of the organization in the industry. 

These proposed points by the author, just as the ones proposed above by Peppard and 
Ward (2002), have implications on how the consultant role needs to adapt or change to the 
dynamics of the business. The essential theme or red line in the author’s points above is 
that there is an emerging need for strategic alignment in order to provide value creation in 
the business. This leads us to the strategic consultant which we will discuss in the next 
chapter.  

4.5.1 The Strategic Consultant – becoming a resource 

The need for skills is ever increasing in focus-areas like service-based businesses. A way to 
increase this skill among consultants is to pull people out of their work to go on training 
courses which often are a challenge (Condon, 2006). The author describes in an article how  
intrigued he was to read in a new report on offshoring from the British Computer Society 
that one of its goals is to 'recruit and educate IT professionals who add value by under-
standing how IT can be used to deliver business benefits' which should be a well-known 
fact among people in this area. In the intervening decades, there has been much talk about 
aligning IT with the business, and IT managers have demanded their right to sit on the 
board. But in reality Condon (2006) states, very little has changed, and we still see the re-
sults of IT systems not matching what was required. In the meantime, the world of IT skills 
is going global and outsourcing programming or call centres to low-wage economics is now 
standard practice (Condon, 2006). 

Taking into consideration everything that was discussed in the previous chapter about the 
consultant and his/her emerging role, a need for a new term appears to be necessary re-
garding these. We see an apparent trend in more recent literature discussing the role of the 
evolving consultant as a more strategic one, the strategic consultant has consequently 
emerged. The Emerging Strategic Consultant (ESC) is more and more involved with the 
management of projects in their company in order to assist the alignment of business 
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strategies in their firm and thus need an extensive knowledge-base regarding these in order 
to be considered a resource (Cramm, 2005).   

There is a difference between having an IS/IT strategy and having an IS/IT strategy that is 
making a contribution to the creation of business value (Peppard & Ward, 2002). As the 
Four main types of strategic systems according to the authors pointed out in the previous 
chapter there are several factors to take into account when attempting to create business 
value that the ESC always need to consider. Cramm (2005) stated that smart CIOs improve 
alignment by figuring out how to say yes in a way that works for both the business and IT 
in order to get that wanted effect in the organization, that IS/IT alignment with the busi-
ness is all about managing expectations. IT involves computers, software, and services, but 
good IT synthesizes these elements with a concentration on how the organization can best 
meet its goals. Increasingly, the IT department is the hub of any company and companies 
expect IT managers to accomplish a variety of tasks with limited resources. Thus, CIOs 
must sharpen their organizational and managerial skills to run the most effective strategy 
possible in coordinating these (De Sutter, 2005-11-20). 

Peppard and Ward (2002) present “The strategic alignment model” Figure 4-3, which 
represents the dynamic alignment between the business strategic context and the IT con-
text. The model assesses the range of strategic choices facing managers and explores how 
they interrelate (Peppard & Ward, 2002). This model is based on the building blocks of 
strategic integration and functional integration and includes four domains of strategic 
choice; these are business strategy, organizational infrastructure and processes, IT strategy 
and IS infrastructure and processes. We can see from this model that all these blocks are 
closely connected with each other both on functional and strategic levels. 

Peppard and Ward (2002) point out, that while applying this model management should 
not just blindly adopt the best available technologies to reform the organization or rational-
ize the business processes, but the management should consider two relevant alignments 
which IS/IT strategy has: competitive potential and service level. Competitive level identi-
fies the potential impact of IS/IT on the business strategy with implications for organiza-
tional infrastructure, while service level provides the best possible supply of IT resources, 
the IT strategy. All this with an effect on the strategic consultants’ prerequisites on aligning 
their work in the business domain as well as the IT domain. It is most relevant how the 
consultants manage in the organizational infrastructure and processes in order to handle 
their external strategy in accordance with this (Peppard and Ward, 2002).    
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Figure 4-3. The strategic alignment model (Peppard & Ward, 2002). 

This model was originally developed at the Massachusetts Institute of Technology (MIT) 
and was instigated to assess the extent of alignment of business strategies and IS/IT strate-
gies. Since then, the model has grown to take in so much more in the strategic domains 
than it did in the 1990s. Implications of the different domains evolve as the business envi-
ronment changes and gives rise to the dynamic effect on the roles involved in these (Pep-
pard and Ward, 2002)). Originally the roles involved in these processes at a strategic level 
were confined to higher management. Nowadays the roles that have a direct implication on 
the strategizing level in the consultancy business work in a rather flat organization dealing 
with a great deal of contradictions such as team-working but with strong leadership de-
mands on them (Cramm, 2005). The Business domain of organizational infrastructure con-
sequently has very strong implications on the strategic consultants work as does the busi-
ness strategy. These are tightly interconnected with the IT domain through the consultants 
in functionality and strategic integration due to the expectations of results of one to the 
other through the integral role of the strategic consultant (Peppard and Ward, 2002). 

Peppard and Ward (2002) further state that even though they and a great deal of literature 
on the subject conclude that business and corporate strategy should have a strong influence 
on investments in information systems and technology throughout an organization it 
should not be seen as a means of implementing chosen strategies. They mean that IS/IT 
can also be an enabler of new business strategies, strategies that are not possible without 
the application of IT. This view is a strong influence on why the emerging strategic role of 
the consultant has become so apparent. As Quinn and Mintzberg (1991) stated on the sub-
ject of strategy, the world is full of contradictions and the effective strategist is one who 
can live with contradictions, learn to appreciate their causes and effects and reconcile them 
sufficiently for effective action. The strategic consultant in the IT environment must thus 
accordingly be able to handle the emerging and expected role that gradually has evolved in 
their business and become responsible for ensuring that their technology strategy 
converges and integrates with the strategy and goals of the corporation and its 

business units (Cramm, 2005). 
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4.6 Review of Theories 

In this subchapter we review the fundamentals of the theories brought up in the previous 
subchapters in order to give the reader a composed version of the significant features.  

Strategy is concerned with the long-term direction and development in which an organisa-
tion chooses to move to meet goals to achieve the mission. Business strategy should include 
the following elements: business scope, distinctive competencies and business governance. 
There is no best way to create strategy, since the world is full of contradictions and the ef-
fective strategist is one who can live with contradictions, learn to appreciate their causes 
and effects and reconcile them sufficiently for effective action. 

IS/IT strategy can be defined as a structured framework designed to bring together needs 
for information systems and enabling technologies. The following components can be in-
cluded in IS/IT strategy: a statement of content of IT maxims, the key IS architecture deci-
sions, IT infrastructure, business applications. Some of the authors also add one more ele-
ment, Information Management (IM), which includes relationships, responsibility areas and 
supply policies. It is necessary to consider the roles that individuals or groups of individuals 
play in the strategic planning. We spoke about the collaboration of three main groups of 
actors: The Business and IT management, Change management and IS/IT providers. We 
have also pointed out that an organization should not ignore the strategic opportunities 
that IS/IT may offer and, therefore, the potential of information as a strategic resource 
should be incorporated as a regular element in the business planning process. IS/IT should 
be treated like any other part of business and it must be carried out efficiently and effec-
tively for the business to survive which can also provide competitive/strategic leverage for 
the organization if it is managed wisely. 

The Emerging Consultant Role is the result or effect of the evolving business climate 
consequential to the business strategy combined with IS/IT strategy. In these regards the 
consultant need to possess characteristics such as business understanding, good analysis 
skills, ability to work independently as well as in a team, flexibility and first-rate communi-
cation skills (McDougall, 2005). The services that IT consultants provide vary widely. Some 
specialize in research and strategic planning, some in application integration, some in Web 
site design. For that reason, finding an IT consultant begins with understanding the scope 
of the work that needs to be done (Isaacs, 2001). The role of the consultants in IT-firms 
has changed quite extensively the last decade. Many IT professionals believe that alignment 
with the business is all about managing expectations (Cramm, 2005). The author states that 
smart CIOs improve alignment by figuring out how to say yes in a way that works for both 
the business and IT in order to get that wanted effect in the organization. The author con-
tinues by stating that they want to be able to maintain a competitive advantage by provid-
ing the service in a manner that is desired nowadays and can stand for future changes and 
strains. CIOs work has gotten a whole new set of issues to deal with in order to success-
fully manage their work.  

The Strategic Consultant – becoming a resource has proven to be a more complex is-
sue than simply possessing all the right educational background and credentials. Today 
consultants find that they simply can not rely on their technological knowledge or business 
for that matter, but a combination of these with the right personal qualities and characteris-
tics has proven to be far more resourceful than ever. Taking into consideration everything 
that was discussed in the previous chapter about the consultant and his/her emerging role, 
a need for a new term appears to be necessary regarding these. We see an apparent trend in 
more recent literature discussing the role of the evolving consultant as a more strategic one, 
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the strategic consultant has consequently emerged. The Emerging Strategic Consultant 
(ESC) is more and more involved with the management of projects in their company in or-
der to assist the alignment of business strategies in their firm and thus need an extensive 
knowledge-base regarding these in order to be considered a resource (Cramm, 2005).   
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5 Empirical Findings 

In this chapter we describe the history of the company and its evolvement to its present structure. This is fol-
lowed by the empirical findings from the interviews.  

5.1 Systeam AB  

Systeam is an IT consulting company that has a broad range of products and services. It 
delivers hardware, software, management support and organizational development to its 
customers. This service range is needed since the company strives to create long-term part-
nerships with its customer. The company’s business concept is to manage and support the 
customers’ business with sophisticated IT-based solutions.  

Systeam was founded in 1984 by Stig-Olof Simonsson, Claes Rosengren and Arne Nilsson. 
They had a vision of building a locally based company operating in Småland serving the 
middle-sized market. At the very start Systeam only had a single office located in Husk-
varna. Since that time the company has grown rapidly, especially the last five years. Today, 
Systeam is one of the fastest growing companies in Scandinavia and it has branches on sev-
eral locations both in Sweden and abroad. The headquarters, however, are still located in 
Huskvarna. Today Systeam has approximately 1000 employees organized in more than 50 
different companies and among its partners we can name Volvo Penta, ABB Fläkt, SAAB 
group and Electrolux.  

Organization 

In 1999 Systeam initiated a new organizational structure. The organizational change was 
due to the growth of the company and it was considered important to have one more level 
of leaders or "coaches" as the middle managers are called at Systeam. 

Systeam has chosen to structure its organization so that it should be flexible and provide 
opportunities for growth. It is very important for the company that the individuals in the 
consultancy firm constantly develop themselves and their knowledge. The focus on the in-
dividual has been an important aspect of Systeam from the foundation of the company. 
Systeam has a low employee turnover, reaching around five per cent in 2001.  

The organizational structure within Systeam consists of sections with several teams. A team 
usually consists of 2-10 employees. If the team grows to more than 10 employees, a new 
team will be formed. It is important not to have too many people in a team because the in-
dividual empowerment and development would be at risk if the group becomes too large. 
Individuals and teams have the authority to take their own decisions without asking for 
permission. This empowerment is considered to be essential for the company’s overall de-
velopment. Sections within Systeam that have common business activities are in their turn 
organized in business areas. Today there are five business areas within Systeam: IT Partner 
International, IT Partner Sweden, Global ERP, Enterprise solutions and Systeam Manage-
ment. The different business areas are linked together in the business area committee. This 
committee is a forum for exchanging ideas and information in order to create relationships 
between different business areas. Niclas Ekblad, president of Systeam, said that he created 
a level of force in order to get closer to the teams. The organization should be flat both 
formally and in practice.  
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5.2 Summary of the interview with Arne Nilsson 

We had the fortunate possibility to make a second interview with one of the founders of 
Systeam, Arne Nilsson Today he is a consultant in organizational development and IT-
strategy in Systeam Management. His responsibility lies in the IT-strategy area. Arne Nils-
son is involved as an advisor in the process of hiring IT consultants. He states, that every 
IT consultant needs to fulfil the basic competence requirements of the position. There are 
no written formal requirements and guidelines in the hiring of consultants. However, there 
are more informal guidelines concerning the hiring of the IT consultants. These are linked 
with the position in question and taken into consideration with the formal education. A lot 
of focus is put on experience and personal qualities. Arne Nilsson says that in Systeam 
Management the consultants that are considered have a general background in IT firms in 
leading positions, not necessarily very technical. The education and competences required 
in the consultants vary in regard to what position the consultant is to fill. He also points 
out that sometimes educational background is not that important as experience which a 
consultant has. For instance, if they need a good Project Manager, he/she needs to have 
that type of experience in employees-management.  

When they hire new consultants, they pay much attention to the business concept in Sys-
team, which is the introducing and effect of IT-systems. This implies that the consultants 
need to have a good understanding of how the clients’ companies work and preferably 
have been a part of this procedure successfully before. Practical experience weigh very 
heavily in Systeam Management Nilsson says. He also states that the younger the consult-
ant is the more they look at the formal education and merits in contrast to the practical ex-
perience in the senior consultants. In the senior IT-consultants the need for technical ex-
pertise is not as essential as the business understanding. They do not need to have all the 
coding knowledge or technical expertise in order to be able to be a good IT-consultant and 
to be a part of the development and introducing of the system to match the client’s needs. 
In many cases the technical knowledge grows in the practical work of consultants in pro-
jects. With every case or client the consultant grows in knowledge and experience. No IT-
consultant is expected to have all the knowledge from every perspective, however they are 
expected to have certain characteristics and qualities. Arne Nilsson says that curiosity and 
interest are traits that a consultant should have. This means that they do not need to be 
able to do everything but to show interest and a certain understanding. They need to be 
able to work with a certain methodology to develop a good IT-strategy which often comes 
with experience since they need to understand the business complexity in companies. Most 
often they work in teams with different strengths and share their knowledge in workshops 
to develop a successful strategy and produce appropriate documentation to present the 
company the vision and plan. Arne Nilsson stresses that the most important qualities in 
consultants are curiosity in technical questions, understanding of clients’ business, method-
ology, knowledge and experience.  

To the question if there is a need for further developing the competences in consultant and 
what the first step is in introducing new consultants in their work Arne Nilsson says that  
already from the very start the consultant is hired on the base of a certain competence that 
he/she possesses and most preferably the consultant brings with him/herself a network of 
connections to exploit. It is also of big importance, according to Nilsson, that the consult-
ant quickly recognizes his/her colleagues’ competences to get help and use of that. This 
process includes for a new consultant to introduce him/herself for the others and to find 
contact with the colleagues. Here he speaks about internal database of CVs, called “Brain 
Office”, which can be accessed through Intranet and which can be very helpful for new 



 Error! Style not defined. 

 30 

consultants. It is one of the informal activities for introducing new consultants, they are 
expected to use this database on their own in order to find necessary contacts. There is also 
an introduction educational programme, which takes half a day for the new consultants in 
order to see how it is to work at Systeam. After that a new consultant gets placed in a team, 
which usually consists of 2-10 persons, there they are further introduced in the process 
solving problems collectively and learning routines. Each team has its own person in charge 
that is responsible for competence development among colleagues inside the team. 

When it comes to obstacles and difficulties while introducing IT consultants into their 
work, Arne Nilsson points out that in Systeam Management the consultants of the senior 
level are expected to be self-confident and take decisions on their own, but sometimes con-
sultants do not have the same expectations or they are used to work under different cir-
cumstances than at Systeam Management, this can lead to some difficulties. Arne Nilsson is 
very particular about the consultants being self going and highly motivated. These are cru-
cial qualities in the consultants and sometimes the consultants do not live up to the expec-
tations as when they were hired. This is a great difficulty since it is a long and costly proce-
dure to hire a new employee for the company as Arne Nilsson states. It is also the consult-
ants’ responsibility when he/she does not understand something, so they can learn from 
others in the company. Nilsson means that they want to promote a working environment 
that allows the flexibility and freedom in order to avoid too much formality and hierarchy 
in the organization. However, there are always persons who are not able to work in such a 
free and self going manner. They will most likely not be happy working at Systeam. They 
expect more instructions from the management. These are people that would not fit in at 
Systeam. Arne Nilsson compares that type of person who most fits in at Systeam to people 
running their own business or entrepreneurs. In order to find such people, the consultants 
undergo a certain personality test to build a profile of them. The consultants are then inter-
viewed by their potentially future colleagues where the personal chemistry among them is 
one of the most important factors. This is a part of the qualification to be accepted as a 
new consultant at Systeam, since Arne Nilsson means that it is important to get along with 
people you work with. He means that it is important to fit into the team. He recognizes the 
possibility to exclude competence due to personal chemistry. It is a great investment for 
the company to hire someone, therefore there are a lot of issues that need to be put to-
gether and coincide.  

The board and management are in charge of the future business plans and organizational 
development. Each year a business plan is drawn up to formalize the organization’s strategy 
and development. Here the company looks at the business areas where they are present and 
want to be present, and in which way. They always question in which mode they are pre-
sent and how they can improve. This can be done geographically or competence-wise. 
There is always an annual plan on how many consultants and how they should be spread 
out geographically. It is according to this plan that they recruit consultants, Arne Nilsson 
says. He also states that this is the main plan, however, this is not followed one hundred 
percent. They always consider talented people that apply, even if there are no positions an-
nounced at the moment. If they feel that such people will fit in the company, they will em-
ploy them. He goes on to speak about how market changes can affect how they need to re-
cruit as well as a part of a strategy. The basic idea is that they follow the yearly plan of ac-
tion for recruiting and competence development. They also consider the junior consultants 
working with information systems in the more administrative sections with smaller clients 
for future development into a more senior consultant role. In this way the consultants are 
given an opportunity to grow in a role in a more natural way working with other people. 
This gives them experience and possibility to cope with bigger projects in the future. Today 
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there is no special trainee programme in Systeam Management. They did have this 7-8 
years ago, when IT consultants were in high demand at the market. This programme was 
successful and it supplied Systeam with 10-15 consultants. 

When talking about which competences and qualities among consultants that are needed 
today, Arne Nilsson says, that there are always in need of developers with a specific exper-
tise and he talks about system integration as an important factor now, where competent 
people were a lack in the company. This led to the recruiting of a couple of talented young 
people to work along with more experienced consultants. Sometimes they also hire subcon-
tractors in their business where they need specific knowledge in consultants for a certain 
job. 

Systeam’s business concept is to manage and support their clients’ business with a corre-
sponding IT system. With this he elaborates that they need to understand their clients’ 
business complexity as well as they do in order to perform a good job and satisfy their 
needs. In order to live up to these expectations from their clients, they need to hire people 
with a strong strategic profile. This has been a conscious way of strategy thinking from the 
start in Systeam which has been one of successful factors that has led the company to its 
growth. Arne Nilsson says that they have never wanted to be a provider of purely technical 
products, but they have always aimed at providing the technical part with the business 
thinking and service. 

At the end of interview we spoke about proactive actions taken by Systeam Management in 
order to improve and strategize the thinking amongst consultants. Arne Nilsson said that 
there is room for improvement here, especially in documentation of the conducted projects 
for future sharing among the consultants internally. He said this would decrease the invent-
ing of the wheel all over again. Since most of the knowledge and new ideas come from the 
consultants doing projects with clients, that is where the innovative thinking is done. Arne 
Nilsson states that Systeam do not have any Research and Development (R & D) depart-
ment due to this fact. Having an R & D department would only further the practical solu-
tions from the theoretical thinking which might not fit the reality when applied. Research is 
always considered being done in parallel with working on projects with clients. This is 
where the learning is done. That is why the personality of their consultants is of utmost 
importance. Often it can lead to new models and methods of working which is helpful for 
future projects. The problem Arne Nilsson says, can be the spreading or sharing of the in-
formation among consultants. There is not any formal way today of how they should go 
about this process. It has so far been a question of priority. Consultants have not docu-
mented all the facts in a desired manner to be an asset of knowledge to others. Arne Nils-
son discusses the possibility of a reward system being applied as a solution. In smaller 
groups and teams this have been possible, however as the company grows and teams do 
not communicate naturally it is harder to share useful information that may be important 
strategically.  

5.3 Summary of the questionnaires 

Below we will present the information we got from the conducted questionnaires among 
the IT consultants at Systeam. There are three respondents and their answers will be pre-
sented each in a separate subchapter. 
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5.3.1 The 1st IT Consultant 

Our first respondent on the questionnaires was Rolf Carlsson, who has been working at 
Systeam since 1999. Today he is a President of the Systeam group and he also works as a 
consultant at Systeam Management. He has an education in Business Economics. Carlsson 
states that since he had a long experience of working with organizational development in 
different leading positions before, it was not difficult for him to get into the role he per-
forms at present. As our interview showed, today he is also directly involved in the process 
of hiring new consultants for Systeam Management. He conducts interviews with them and 
then participates in taking decisions concerning the employment of new consultants. 

Carlsson says that when he started working at Systeam he got some informal competence-
training in form of presenting him with procedures and policies and introduction into the 
Systeam teams, which was rather informative and helpful for him at the beginning stage of 
his career. To the question if the respondent feels that there are clear guidelines on what is 
expected of him in his role as a consultant, he answers that in most cases there are clear 
guidelines that can be followed. He continues then that there can be defined formal and in-
formal strategies concerning the qualities and characteristics of a consultant work. Accord-
ing to our respondent, formal strategies are presented in documented policies concerning 
responsibility areas for consultants. Models for conducting different types of projects con-
cerning mostly quality of the performing work can be related to informal strategies. Carls-
son does not feel any specific obstacles in trying to fulfill these strategies.  

Since SYSteam’s customers’ businesses vary over time, it is very important that the com-
pany is able to offer alternative solutions and combinations of different IT solutions in or-
der to satisfy customers’ needs. Rolf Carlsson stresses the importance of the alignment of 
Business and IT strategies in his work in order to operate more as a co-operative partner 
than a supplier of products. This alignment is mostly presented in the applying process ori-
ented and business oriented approach when finding IT solutions for their clients, states 
Carlsson. 

About the difficulties and obstacles experience by this respondent when he started working 
at Systeam, he named some difficulties concerning personal qualities such as driving forces, 
entrepreneurial qualities, commitment to work and business capability. He says that some 
of these qualities can be developed with the time, for example with the help of education. 
It is important for a person to have right attitude and desire to develop himself, then it can 
be possible to train some of the qualities. 

5.3.2 The 2nd IT Consultant 

Since Roger Engman has been working for a short period of time at Systeam Management, he informed us 
that he might possess quite a limited amount of information at this moment in order to participate in the 
questionnary. We took this fact into consideration, nevertheless, we assume it will be rather interesting to 
take his answers in our research and analyze them together with other findings. 

The second respondent was Roger Engman, who has been working for two weeks as a 
consultant in Systeam Management. He has gymnasium education, one year Leadership 
education with courses as Project Management and Business-ship. He has also practical ex-
perience in the consultancy business. Today he has responsibilities within such areas as 
leadership, consultancy in formulating and employing business and IT strategies, process 
and business developing, project management and outsourcing. Engman says that it was 
not difficult for him to get into the role he was hired to perform. He was provided with 
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some competence training when he started working at Systeam in a form of a Processori-
ented approach, introduction to Information Technology Infrastructure Library (ITIL) 
foundation certification. It was conducted both internally, Systeam Academy, and exter-
nally, Data Society.  

To the question if the respondent feels that there are clear guidelines on what is expected 
of him in his role as a consultant, he answers that in most cases there are clear guidelines 
that can be followed by consultants, but not in all situations. He continues then that usually 
it is up to consultants to organize their work based on competences needed in a certain 
task. He says that assignments often can vary and his earlier practical experience and com-
petence can be very important and helpful in his today’s work. 

When it comes to the strategies concerning the qualities and characteristics of the work the 
consultants perform, he does not possess much information about this issue at the mo-
ment. Education is one of such strategies that can be used to improve or develop compe-
tences, states Engman. This respondent is not involved in hiring new consultants and he 
does not have any influence on this process yet, since he has been working at Systeam 
Management for a short period of time. 

To the question if there is a defined strategy in how he works in business sense and IT 
sense, Engman says, that these two senses/directions can vary depending on the branch of 
industry the client has. There is not any certain defined written strategy, but there are mod-
els that can be applied in different cases. Engman calls himself for client’s translator or ad-
viser when it comes to carrying out business strategy with the IT support. He acts rather as 
a supportive partner than just a supplier of products focusing on alignment between busi-
ness and IT strategies while solving client’s problems. 

Practical experience was named by this interviewee as the main characteristics he has to 
possess in order to successfully manage his today’s work. He has not named any obstacles 
or difficulties experienced by him when he started working at Systeam Management. 

5.3.3 The 3rd IT Consultant 

The third questionnaire we received was from IT Consultant Anette Lilja. She is a man-
agement consultant at Systeam and has been working there since 1st Sept 2005. She has a 
combined education in economics, law and IT. Anette Lilja has worked in the finance sec-
tor in banking for 16 years, as a salesman of financial services for 2 years, as an administra-
tor and project manager in the IT-sector for 6 years.  

Her responsibilities include fulfilling the agreements they have with the customers in areas 
such as project manager, workshop leader and process analysis. Lilja says that her responsi-
bility covers the entire chain which means finding new assignments, negotiate the contract, 
deliver as per contract and for some customer be the focal point into SYSteam.  

She says that it was not a very difficult task getting into the role she was hired to perform 
due to the fact that she is a very flexible person and very attuned to the customers needs. 
There was no need for further competence training, either formal or informal in Lilja´s 
case. She says that the guidelines were as clear as it could be. The role itself is to be flexible 
and understand the assignment, check with the customer so the expectations of your job is 
clear and defined, then you can deliver and get a satisfied customer Lilja says. She complies 
with the fact that there are informal strategies concerning the qualities and characteristics 
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of her work, however these are not documented nevertheless she do not find it difficult to 
fulfil these. 

Anette Lilja is today not yet part of the process of hiring new consultants since she is rather 
new at Systeam, but could be in the future. For example she met three colleagues before 
she was hired and their opinion was considered.  

Anette Lilja says that there is no explicit strategy in how she should work in either a busi-
ness sense or IT sense to align the two. However it is important to possess some essential 
qualities in order to successfully manage this work. One needs to be flexible, listen and un-
derstand, deliver with quality, have a large network with colleagues/customers and have a 
lot of experience both from work and social life she states. In answering to what was the 
most difficult part when starting to work at Systeam Lilja says that it was to start from the 
beginning with the network of colleagues inside SYSteam. She did not see any proactive or 
reactive way of improving these obstacles and says that these problems are often not do-
cumented and are quite common knowledge for consultants. 

5.4 The main points of the interview and questionnaires  

We have compiled the main points of the interview and questionnaires in the table below, 
Table 5-1. Presenting the results in the table form will make it easier for the readers to 
study the empirical part. This will also be helpful for us when making analysis further in the 
research. 

Table 5-1 Table with main points from interviews. 

 

 

Name 

 

 

Position 
Education 

 

 

Qualities and char-
acteristics of the 
consultant’s role 

 

 

Main obstacles 
and difficulties 
when introduc-
ing consultants 
into their role 

 

 

Strategic alignment 
of Business and IT 
strategies in con-
sultants’ work 

 

 

Arne 
Nilsson 

 

Consultant in 
organizational 
development 
and IT strat-
egy.  

Education- 
Organizational 
Development, 
IT. 

 

Practical experience is 
of big importance, 
knowledge, personal 
qualities: self-going, 
highly-motivated, cu-
rious, and able to 
work in teams.  

 

 

Consultants have 
not the same ex-
pectations or 
they are used to 
work under dif-
ferent circum-
stances than 
there at Systeam. 
It can happen 
that consultants 
do not live up to 
the expectations 

 

Systeam’s business 
concept is to manage 
and support their cli-
ents’ business with 
corresponding IT 
systems. Consultants 
should always aim at 
providing the techni-
cal part with the 
business thinking and 
service. 
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that were set 
when they were 
hired. They have 
a lack of those 
crucial personal 
qualities neces-
sary for their 
work. 

 

 

Rolf 
Carlsson 

 

President of 
the Systeam 
group; IT 
Consultant. 

Education- 
Business Ad-
ministration. 

 

Consultant should 
have driving forces, 
enterpreneural quali-
ties, commitment to 
work and business 
capability. It is impor-
tant to have right atti-
tude and desire to de-
velop himself, then it 
is possible to train 
some of the qualities. 

 

Some difficulties 
concerning per-
sonal qualities, 
such as lack of 
the most vital 
qualities and lack 
of desire to de-
velop them. 

 

Alignment of Busi-
ness and IT strategies 
is very important in 
order to operate 
more as a co-
operative partner 
than a supplier of 
products. This 
alignment is mostly 
presented in the ap-
plying process and 
business oriented 
approach when find-
ing IT solutions for 
their clients. 

Roger 
Engman 

IT Consultant. 

Gymnasium 
education, one 
year Leader-
ship pro-
gramme. 

Earlier practical ex-
perience and compe-
tence can be very im-
portant and helpful in 
consultant’s work 

Has not experi-
enced any obsta-
cles and difficul-
ties. 

Calls himself for cli-
ent’s translator or 
adviser when it 
comes to carrying 
out business strategy 
with the IT support. 
He acts rather as a 
supportive partner 
than just a supplier 
of products focusing 
on alignment be-
tween business and 
IT strategies while 
solving client’s prob-
lems. 

 

Anette 
Lilja 

IT Consultant 
in manage-
ment. 

Combined 
education in 
economics, 

Practical experience, 
competence in the re-
spective area, flexibil-
ity, understanding of 
the clients’ needs. It is 
important to have a 
large network with 

At the beginning 
has experienced 
some difficulties 
with getting 
knowing the 
network of col-
leagues inside 

There is no explicit 
strategy in how she 
should work in either 
a business sense or 
IT sense to align the 
two. However, it is 
very important to 
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law and IT. colleagues/customers. SYSteam check all details with 
the customer so their 
expectations are met, 
then a consultant can 
deliver and get a sat-
isfied customer. 
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6 Analysis 

In the analysis we have decided to present the disposition based on the research questions of the thesis struc-
tured in a way that follows the literature topics. 

The two main research questions concern:   

• The characterization of the new strategic role of the consultants and the potential 
problems with it. 

• The main obstacles and difficulties in introducing IT-consultants into their strategic 
role. 

6.1 Business Strategic Viewpoint of the Consultants 

When attempting to analyze the business strategic viewpoint of the consultants in regard to 
our research questions we must look back to the definitions on business strategy and on 
how these are represented through the empirical study of the consultants.  

Regarding the characterization of the new strategic role of the consultants in a business 
viewpoint it is rather evident that management at Systeam had consciously considered this 
issue. As Johnson and Scholes (1999) stated that corporate-level strategy is about the or-
ganisation’s overall purpose and scope; business unit strategy is concerned with how to 
compete successfully in a particular market; and operational strategy deals with how people, 
resources and processes can effectively deliver corporate and business level strategies it is 
obvious that management at Systeam purposely brought together a team of consultants 
with a broad spectra in the matter. With a wide range from Organizational Development, 
IT, Combined education in economics, Law and IT, Leadership program, Business Ad-
ministration and a great deal of experience their purpose to cover all levels of strategy is 
fulfilled to a content stage where they all can correlate and function synergistically. They all 
have different backgrounds and experiences which also helps them to be able to challenge 
each other in order to widen their perspective in different project consequently leading to a 
better solution for the customers. In Peppard and Wards (2002) distinctions we can see 
that: 

Business scope – includes the markets, products, services, groups of customers/clients 
and locations where an enterprise competes as well as the competitors that effect the busi-
ness environment.  

This is represented by mainly management in higher level as Arne Nilsson and Rolf Carls-
son. They both have extensive experience and knowledge in the market their in. Arne Nils-
son possesses a vast experience and knowledge base in his career and has learned and 
evolved throughout the founding of the company. Rolf Carlsson has an education in Busi-
ness Economics and a long experience of working with organizational development in dif-
ferent leading positions before Systeam. 

Distinctive competencies – the critical success factors and core competencies that build 
company’s competitive advantage. This can include brand, research, manufacturing and 
product development, cost and pricing structure, sales and distribution channels. 
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This category is effectively represented by all the consultants since they all contribute with 
their critical success factors in their areas resulting in a successful composition of compe-
tencies critical for Systeam. 

Business governance – company’s relationship between management, stockholders and 
the board of directors. Here is also included how the company is affected by government 
regulations, and how it manages its relationships and alliances with strategic partners. 

In this category Anette Lilja mainly is representing the required competence for efficiently 
managing Systeams’ interests together with higher management such as Arne Nilsson. 
Anette Lilja has worked in the finance sector in banking for 16 years, as a salesman of fi-
nancial services for 2 years, as an administrator and project manager in the IT-sector for 6 
years and therefore possess a great deal of knowledge in this distinction.  

So far we have observed the consultants from the Business Strategy-view of “The strategic 
alignment model” (Peppard & Ward, 2002) and will in every section here relate the empiri-
cal findings to this model and its theory. 

 

Figure 4-3. The strategic alignment model (Peppard & Ward, 2002). 

As was stated above by Peppard and Wards (2002) distinctions the business strategy con-
cerns a great deal of external factors such as markets, groups of customers/clients, distribu-
tion channels and government regulations. This is covered by the strategic integration ex-
ternally and business domain in a functional integration. Observing the working processes 
in Systeam we found that the consultant’s attitude towards these areas seemed to correlate 
in a rather impressive manner regarding their strategy thinking.  
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6.2 IS/IT Strategic Viewpoint of the Consultants 

As we stated in the theoretical part, IS/IT strategy can be defined as a structured frame-
work designed to bring together needs for information systems and enabling technologies. 
IT consultants at Systeam take an active part in IS/IT strategy of their clients in different 
ways through its broad range of products and services. It can be, for instance, formulating 
an IS/IT strategy or developing the existing one. By delivering hardware, software, man-
agement support and organizational development to its customers consultants have impact 
on the clients’ IS/IT strategies. In order to see the variety of IS/IT services performing by 
consultants in their work, we can name the responsibility areas of one of our respondents, 
Roger Engman. Today he is responsible and deals with such areas as leadership, consul-
tancy in formulating and employing business and IT strategies, process and business devel-
oping, project management and outsourcing. It would be interesting to see the IS/IT stra-
tegic viewpoint of the consultants at Systeam regarding the work they perform. 

According to Arne Nilsson, to be a provider of purely technical products has never been 
interesting for consultants at Systeam, but from the very foundation of the company they 
have aimed at providing the technical part with the business thinking and service which is 
very much in line with Peppard and Wards (2002) classification of the IS/IT component 
defining the organization’s requirement or demand for information and systems in order to 
support the overall strategy of the business. It is important for consultants not to just 
blindly find the IS/IT solutions for their clients, but to consider the business thinking be-
hind these solutions. This aspect is also needed since the company strives to create long-
term partnerships with their customers. Taking this aspect into consideration, the strategic 
profile among the consultants plays a very important role while being hired at Systeam.  

The most important reasons for formulating IS/IT strategy, suggested by Earl (1998), cor-
respond with the consultants’ thinking at Systeam, who create a new strategy, that first and 
foremost can develop IS/IT in order to take advantage of strategic opportunities and di-
minish strategic threats for the company, and that can meet the need for integrating IS/IT 
investments with business needs. 

Arne Nilsson says that in Systeam Management the consultants that are considered have a 
general background in IT firms in leading positions, not necessarily very technical. The 
education and competences required in the consultants vary in regard to what position the 
consultant is to fill. They do not need to have all the coding knowledge or technical exper-
tise in order to be able to be a good IT-consultant and to be a part of the development and 
introducing of the system to match the client’s needs. In many cases the technical knowl-
edge grows in the practical work of consultants in projects. As our empirical study has 
showed just possessing good IT knowledge is not enough today in order to become a good 
consultant. This was exactly what we have been discussing in theory while speaking about 
the concept of IS/IT strategy. IT strategy on its own is only strong on technology issues 
and technical terminology and weak on identifying application needs and business thinking, 
since it is the IS component defines the organization’s requirement or demand for informa-
tion and systems (Earl, 1998). There should be a combination of IS and IT components in 
the strategy in order to support the overall strategy of the business. This aspect is strongly 
proved by the consultants, who should posses combined IS/IT knowledge, as well as un-
derstanding of clients’ business and needs. As the respondents pointed out, it is under-
standable that one consultant cannot know everything, but with every case or client the 
consultant grows in knowledge and experience. 
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Seeing the consultants from an IS/IT strategic viewpoint, we can see from the IS/IT Strat-
egy sections of “The strategic alignment model”, Figure 4-3, that our respondents strive for 
bringing together needs of information systems and enabling technologies which in its turn 
has a strong alignment with business planning. This strong connection and interplay be-
tween the components of the model is vividly observed in consultants’ work today. 

Our respondents repeatedly stated in the interviews that IS/IT should be treated like any 
other part of business and it must be carried out both efficiently and effectively for the cli-
ent’s business to survive which can also provide competitive/strategic leverage for the or-
ganization if it is managed wisely. This idea should be delivered by consultants to their cli-
ents otherwise their job would have just a technical character.  How this alignment between 
Business and IS/IT strategies is carried out by consultants in their work will be discussed in 
the next subchapter. 

 

Figure 4-3. The strategic alignment model (Peppard & Ward, 2002).  

6.3 The Integration of Business strategy with IS/IT   

As our literature study has showed today it is generally recognized that one of the key fac-
tors for successful IS planning in the companies is the linkage of IS/IT strategy and the 
Business strategy. We were interested in how this issue is followed by the consultants in 
their work, since it is them who provide their clients with different IS/IT solutions or take 
an active part in formulating IS/IT strategies for their customers. Empirical study has 
shown that alignment of Business and IT strategies is very important for the consultants at 
Systeam while they are working on different assignments for their clients. The idea of align-
ing IT processes with Business strategy is included in the Systeam’s business concept, 
which says that their aim is to manage and support their clients’ business with correspond-
ing IT systems. It is clearly seen from the company’s business concept that they do not aim 
just at being providers of IT, but they aim at being supporters of the customer’s business 
with the help of corresponding IT solutions. This idea was brought up both by the man-
agement level, Arne Nilsson, and by the operational level, IT consultants, who participated 
in our research.  
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Peppard and Ward (2002) also point out that an organization should not ignore the strate-
gic opportunities that IS/IT may offer, therefore, the potential of information as a strategic 
resource should be incorporated as a regular element in the business planning process. This 
point should not be ignored in the consultancy work either. IS/IT should be treated like 
any other part of business and it must be carried out efficiently and effectively for the busi-
ness to survive which can also provide competitive/strategic leverage for the organization 
if it is managed wisely. This fact should be taken into consideration by any IT consultant 
since it is usually he/she who suggests different IT solutions for the company, which can in 
its turn provide the client’s company with a competitive advantage if it is a wise decision. 
As Arne Nilsson points out they need to hire people with a strong strategic profile in order 
to live up to the expectations from their clients. By strategic profile he means both the edu-
cation and earlier practical experience of the consultants they hire at Systeam. Hiring such 
people has been a conscious way of strategy thinking from the start in Systeam which has 
been one of successful factors that has led the company to its growth. Arne Nilsson says 
that they have never wanted to be a provider of purely technical products, but they have 
always aimed at providing the technical part with the business thinking and service.  

During the empirical study the consultants stress that in any assignment they need to un-
derstand their clients’ business complexity before they start looking for necessary IT solu-
tions in order to perform a good job and satisfy the clients’ needs. According to the model 
“The relationship between business, IS and IT strategies”, suggested by Peppard & Ward 
(2002), in order to build a good alignment between Business and IS/IT strategies in any 
company, first we should answer the question where the business is going and why, after 
that we should identify the potential impact of IS/IT on business, then evaluate what in-
formation and systems are needed to enable delivery of the strategy and, then, determine 
how best to achieve those information systems via technology (see Figure 4-1). Depending 
on the assignment and branch of industry of the customer’s company, consultants can be 
involved partly or wholly in these steps, but they cannot ignore this process just focusing 
on the technical part.  

One of our respondents, Roger Engman is frequently involved in all phases of this model, 
since one of his prime responsibilities is consultancy in formulating and employing busi-
ness and IT strategies and process and business developing. In order to invent a new strat-
egy, first, he asks the question about the business direction, then what is required for that 
direction and only then how it can be delivered to the client. He calls himself for client’s 
translator or adviser when it comes to carrying out Business strategy with the IT support. 
He acts rather as a supportive partner than just a supplier of products focusing on align-
ment between business and IT strategies while solving client’s problems.  
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                       Figure 4-1. The relationship between business, IS and IT strategies (Peppard & Ward, 2002). 

                       

Horner and Benbasat (2004) speak about several dimensions that business and IS/IT alli-
ance has: the cross-reference between written business and IS/IT plans, the IS/IT and 
business executives’ mutual understanding of each other’s current objectives, and the anal-
ogy between IS and business executives’ long-term vision for IS/IT use. All these dimen-
sions are important in consultancy work and that was strongly supported by the respon-
dents in our research. Rolf Carlsson, who has been working at Systeam since 1999, points 
out that alignment of Business and IT strategies is very important in order to operate more 
as a co-operative partner than a supplier of products. He says that this alignment is mostly 
presented in the applying process and business oriented approach when finding IT solu-
tions for their clients. 

In our empirical study we were also interested if there is any defined strategy in how the 
consultants work, in a business sense and IT sense and what type of characteristics or 
qualities they need to successfully manage this alignment. As it turned out, today there is no 
certain defined explicit strategy in how the consultants should work in either a business 
sense or IT sense to align these two, but there are models that can be applied in different 
cases as the consultant’s state in the questionnaires. However, it is very important to check 
all details with the customers so their expectations are met, then a consultant can deliver 
and get a satisfied customer, points out IT Consultant Anette Lilja.  
 
While analyzing consultants in the light of Business and IS/IT alignment, it is interesting to 
look at “The strategic alignment model”, Figure 4-3, since this model represents the dy-

• Business decisions 
• Objectives and direction 
• Change 

 

BUSINESS STRATEGY 

• Business based 
• Demand oriented 
• Application focused 

IS STRATEGY 

• Activity based  
• Supply orientated 
• Technology focused 

IT STRATEGY 

Where is the 
business going 
and why 

What is required 

How can it be 
delivered 

IS/IT industry, busi-
ness and organiza-
tional impact poten-
tial 

Supports business 
Direction for business 

Needs and priorities 
Infrastructure and services 



 Error! Style not defined. 

 43 

namic alignment between the business strategic context and the IT context. We can see 
from the model, that all the blocks are closely connected with each other both on func-
tional and strategic levels, we have marked with red pills the close interaction between the 
blocks. Peppard and Ward (2002) point out, that while applying this model management 
should consider two relevant alignments which IS/IT strategy has: competitive potential 
and service level. From our empirical study we have observed that consultants take into 
consideration both of these levels while looking for relevant solutions for their clients. All 
the respondents strive for both the potential impact of IS/IT on the business strategy with 
implications for organizational infrastructure, competitive level, as well  the best possible 
supply of IT resources, the IT strategy, service level. We have also mentioned in theoretical 
part that originally the roles involved in these processes at a strategic level were confined to 
higher management, but nowadays often the other actors in the company can influence the 
strategical decisions, the consultants at Systeam is an example of this. We have also ob-
served from our research that the Business domain of organizational infrastructure conse-
quently has very strong implications on the strategic consultants work at Systeam as does 
the business strategy. These are tightly interconnected with the IT domain through the 
consultants in functionality and strategic integration. 

Peppard and Ward (2002) argue that IS/IT can also be an enabler of new business strate-
gies, strategies that are not possible without the application of IT and this view is a strong 
influence on why the emerging strategic role of the consultant has become so apparent. 
Consultants at Systeam have mentioned that they are learning continuously with every new 
case, since the areas they are dealing with are rapidly developing and new solutions are of-
ten needed. 

 

Figure 4-3. The strategic alignment model (Peppard & Ward, 2002). 

When it comes to characteristics and qualities that consultants need to successfully manage 
the alignment of Business and IS/IT strategies in their clients’ companies, here such quali-
ties are mentioned by respondents: a consult should have a strong strategic profile, he/she 
should be a flexible person and very attuned to the customers needs, who listens and un-
derstands the customers demands. Besides, earlier practical experience, for example more 
than preferable general background in IT firms in leading positions, is very important for 
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consultants at Systeam. This last point has been mentioned and stressed several times both 
by management and consultants.  

6.4 The Emerging Strategic Consultant Role 

As was stated in chapter 4.5 by Isaacs (2001) the services that IT consultants provide vary 
widely. Some specialize in research and strategic planning, some in application integration, 
some in Web site design. For that reason, finding an IT consultant begins with understand-
ing the scope of the work that needs to be done (Isaacs, 2001). When viewing the results of 
the empirical findings to see how their role compares to the one we have characterized 
through several theories in the literature chapter defining the ESC we can declare that there 
are apparent correlations in these. This implies that finding and replacing these is a hard 
task for any company, and has been so for Systeam as well. This was made rather evident 
when one of the consultants resigned from Systeam and had to be replaced.  

Arne Nilsson is very particular about the consultants being self going and highly motivated 
in order to get into the expected role and become a resource for the company. These are 
crucial qualities in the consultants and sometimes the consultants do not live up to the ex-
pectations as when they were hired. This is a great difficulty since it is a long and costly 
procedure to hire a new employee for the company as Arne Nilsson states. Consequently, 
the new role of the ESC has become implicitly required although not explicitly stated and 
documented. These are more of the informal requirements that companies today entail. 
Therefore getting into the role in a new company can become rather trying. 

The IT consultancy industry has seen a growth since the 1990s and will likely see increased 
deal activity in the future (Cibotti & Howe, 2004) and is evident in Systeam as well. The 
company has gone through a great deal of growing since its start and some of the reasons 
for this is that IT has become an increasingly integral component of everyone’s working 
life and personal environment allowing and enabling a degree of connectivity that was dif-
ficult to envisage even a decade ago (Peppard & Ward, 2002). 

Investments are often made in technology without understanding or analysing the nature of 
the activities the technology is to support, either strategically or operationally, in the or-
ganization (Peppard & Ward, 2002) which is why Arne Nilsson is so resolute in stressing 
that the consultants previous experience is of the highest value due to the practical knowl-
edge and insight this has given them. It can be hard for consultants even with the right 
competency and education in technology to fully comprehend the complexity in the work 
and put it to use. An understanding of business processes is a must to consultants which is 
what Cramm (2005) means in that alignment with the business is all about managing expec-
tations and that this role has changed extensively the last decade. Seeing this as the result of 
the Business Strategic Viewpoint, IS/IT Strategic Viewpoint and the Integration of these 
we can conclude the ESC as a consequence or effect of the business climate that has arisen 
and given cause to the need for it. As we anticipated going into the interviews, the consult-
ants’ characters possessed a certain amount of complexity in how they came to be in such a 
position. Not only did they all have a certain type of personal character or qualities, but 
also a certain type of professional as well. What we observed rather directly was the clear 
presence of personal features such as being self-going, highly-motivated, broad knowledge-
base, curious, able to work in teams, strong driving forces, entrepreneurial qualities, com-
mitment to work, business capability, flexibility, challenge-seeking with self-evolving aspira-
tions. These are important factors in the strategic integration of both external and internal 
working processes crucial to the successfulness in business strategy and organizational in-
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frastructure and processes in the domain of business which we can see in The Strategic 
Alignment Model of Peppard and Ward (2002) below. 

The professional features that the consultants possess include a background in leading po-
sitions where they all had roles that included strong leadership skills together with sufficient 
education. However the education is not always the main concern says Arne Nilsson when 
recruiting consultants to Systeam. Arne Nilsson says that many times consultants with a 
certain type of character have shown to be far more resourceful and successful in the 
sought role than people with all the right educational background. These consultants that 
often do well in the role and easily adjust most often do possess the advantage of previous 
experience in various firms which enhances the statement of crucial elements that Peppard 
and Ward (2002) mentions in Business scope such as markets, products, services and cus-
tomers the consultants need to possess a knowledge-base on that has similarities with both 
strategists and economists on top of their key technological competencies. This can imply 
that consultants are expected to not only realize the full scope of the clients’ market and 
competition but also how the business processes work in order to foresee eventual changes 
in the future (McDougall, 2005). This puts the ESC right in the centre of balancing be-
tween the Strategic Integration and Functional Integration in strategizing effectively in a 
business sense and in an IT-perspective. Seeing the different aspects of this model and 
their interrelations as we discussed above it is rather evident that the ESC be placed in cen-
ter of the model, connected in all areas as well as being a bridge between all of them with 
its character and need to know basis. 

 

Figure 6-1. The strategic alignment model (Peppard & Ward, 2002). 

A similar view can be applied regarding Peppard and Ward’s (2002) distinctions on Dis-
tinctive competencies and Business governance. In these strategies the authors discuss fac-
tors such as core competencies, internal company relationships and strategic alliances be-
tween partners. In all these regards the consultant need to possess characteristics such as 
business understanding, good analysis skills, ability to work independently as well as in a 
team, flexibility and first-rate communication skills (McDougall, 2005). At times Arne Nils-
son says that the consultants do not have the same expectations or they are used to work 
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under different circumstances than at Systeam. It can happen that consultants do not live 
up to the expectations that were set when they were hired. They have a lack of those cru-
cial personal qualities necessary for their work although possessing all the necessary cre-
dentials. These are some of the difficulties and obstacles for new consultants in the com-
pany. Anette Lilja also mentions that she experienced some difficulties at the beginning 
with getting to know the network of colleagues inside SYSteam in order to fully take ad-
vantage of the in house-competency. There are many reasons why this is important. 
To understand why this is essential Peppard and Ward (2002) discusses the character of in-
formation systems today and how these have taken a highly strategic position in the organi-
zation. They formulate four distinctions of how they appear to be according to a research 
of several hundred examples and case studies spanning over 20 years. Venkatraman (1994) 
also discuss the evolving work of consultants in a similar manner where the needs of the 
competence of consultants in the start of the IT-consultancy era have undergone a signifi-
cant transformation and led to the need for a new type of strategic consultant to be able to 
handle the new prerequisites and repercussions in assessing the strategic benefits from 
IS/IT with increasing degree of business change. 

The authors mentioned above all talk about the consultant’s role in handling different as-
pect on systems and business in: 

• those that share information via technology-based systems with custom-
ers/consumers and/or suppliers and change the nature of the relationship; 

• those that produce more effective integration of the use of information in the or-
ganization’s value-adding processes; 

• those that enable the organization to develop, produce, market and deliver new or 
enhanced products or services based on information; 

• those that provide executive management with information to support the devel-
opment and implementation of strategy (in particular, where relevant external and 
internal information are integrated in analysis) 

• business process redesign – using IS/IT to realign business activities and their relation-
ships to achieve performance breakthroughs; 

• business network redesign – changing the way information is used by the organization 
and its trading partners, thereby changing how the industry overall carries out the 
value-adding processes; 

• business scope redefinition – extending the market or product set, based on information 
or changing the role of the organization in the industry. 

These proposed points have implications on how the consultant role needs to adapt or 
change to the dynamics of the business and interrelate with each other. The essential theme 
or red line in the author’s points above is that there is an emerging need for strategic 
alignment in order to provide value creation in the business which is what the consultants 
state regarding the Strategic alignment of Business and IT strategies in their work. Rolf 
Carlsson says that alignment of Business and IT strategies is very important in order to op-
erate more as a co-operative partner than a supplier of products. This alignment is mostly 
presented in the applying process and business oriented approach when finding IT solu-
tions for their clients. Roger Engman calls himself the client’s translator or adviser when it 
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comes to carrying out business strategy with the IT support. He acts rather as a supportive 
partner than just a supplier of products focusing on alignment between business and IT 
strategies while solving client’s problems. Anette Lilja says that there is no explicit strategy 
in how she should work in either a business sense or IT sense to align the two. However, it 
is very important to check all details with the customer so their expectations are met, then a 
consultant can deliver and get a satisfied customer.  

Reviewing the points above we see that these consultants all have gone through enough 
experience and adjustment to the ESC role implicitly throughout their background in dif-
ferent positions leaving them with adequate personal resources and qualities to manage the 
evolving work regarding the aspects brought up by the authors in the points above. We 
wanted to find out if they had any difficulties initially with the role they grew into and 
could state some issues that seemed to be of a general character. As was stated earlier it 
took some effort in mapping the useful network in-house to better be able to draw upon 
these advantages in knowledge when needed. Here we notice an evident need for personal 
interest and drive as qualities to do well. All of the consultants concurred in the fact that 
their working experience along with their personal qualities was what helped them through 
the first stages of getting into the expected role at Systeam. What they did not know or ex-
perienced before they had to learn by their own initiative, and could do so with the right 
network inside Systeam.  

Arne Nilsson said that there is room for improvements in proactive actions taken by Sys-
team Management in order to advance and strategize the thinking amongst consultants, es-
pecially in documentation of the conducted projects for future sharing among the consult-
ants internally. He said this would decrease the inventing of the wheel all over again. Since 
most of the knowledge and new ideas come from the consultants doing projects with cli-
ents, that is where the innovative thinking is done. Arne Nilsson states that Systeam do not 
have any Research and Development (R & D) department due to this fact. Having an R & 
D department would only further the practical solutions from the theoretical thinking 
which might not fit the reality when applied. Research is always considered being done in 
parallel with working on projects with clients. This is where the learning is done. That is 
why the personality of their consultants is of utmost importance. Often it can lead to new 
models and methods of working which is helpful for future projects. The problem Arne 
Nilsson says, can be the spreading or sharing of the information among consultants. There 
is not any formal way today of how they should go about this process. It has so far been a 
question of priority. Consultants have not documented all the facts in a desired manner to 
be an asset of knowledge to others. Arne Nilsson discusses the possibility of a reward sys-
tem being applied as a solution. In smaller groups and teams this have been possible, how-
ever as the company grows and teams do not communicate naturally it is harder to share 
useful information that may be important strategically. A great deal of this can be con-
nected to the points above where the authors discussed the complexity of the evolving 
work of consultants. For instance Venkatramans (1994) points of business process redes-
ign, network redesign and scope redefinition all handle the issue of alignment of IS/IT to 
realign business activities for better value-adding processes which all are high prioritized is-
sues according to Arne Nilsson. However, these issues are not handled with a focus strictly 
concerning them but are rather intricated into the processes in projects where documenta-
tion of these rarely or never occurs. In those situations the consultants focus mostly con-
cern the tasks at hand and details in relation to these.  
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6.5 Problems and Recommendations 

After having done the analysis above on the issues that stresses the consultants’ character 
with its related difficulties and obstacles we have concluded this in its own subchapter 
highlighting the problems with our recommendations based upon the gathered knowledge 
in literature and empirical findings. We pointed out in the purpose of our research that we 
wanted to gain knowledge about obstacles and difficulties in the process of introducing the 
IT-consultants to their expected role as a Strategic consultant and we also intended to find 
out how the process of introducing IT consultants into their strategic role can be im-
proved. As we see from the discussion above in the analysis, management at Systeam has 
made a really effective job when hiring the right consultants to fit into their company strat-
egy, however with a great deal of intricacy. Nevertheless, during our empirical investigation 
along with the positive aspects we have found some problems regarding the replacing and 
introduction of the consultants. It was interesting that both management and consultants 
mentioned almost the same kind of problems that they have faced.  

Before giving suggestions based on the theoretical framework, we would like to review the 
problems found during our empirical studies and then the recommended solutions in sepa-
rate lists. We will conclude by presenting a table of the problems with related recommenda-
tions. 

6.5.1 Problem List 

1. Not enough documentation in projects. 

All too often consultants work in projects very tightly linked with the client and focus 
mainly on the issues concerning this company which distracts them from seeing the 
advantage of documenting information that could in fact become useful to others in 
different situations. 

2. Invention of the wheel all over – not using enough of the inhouse-competency. 

Due to for instance lack of using the internal network of the company, many times pro-
jects or working processes could have been handled with less complication leading to 
avoidable waste of resourceful time.  

3. Different personal expectations. 

Sometimes consultants do not have the same expectations or they are used to work 
under different circumstances than at Systeam Management, this can lead to some dif-
ficulties. 

4. Difficulties with getting to know the network of colleagues inside SYSteam. 

As was stated by the consultants, this was not a point that was much clarified how to 
go about.  

5. No explicit documentation on company-strategy about how a consultant should 
work in order to achieve strategic alignment of Business and IT. 

In Systeam there is a company vision or strategy, however these are not very explicitly 
depicted into the consultants work in alignment. 
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6.5.2 Recommendation List 

1. More introductory phases into working processes –  for instance how to use inter-
nal competencies  

By offering more introductory phases, than half a day, to consultants getting into their 
hired position at Systeam the company could avoid some of the problems occurring 
due to the deficiency  in initial information. One of those phases could for instance 
handle the information on the importance of the internal network and how to take full 
advantage of this. 

2. Traineeprogram – or businessprograms.  

By offering a traineeperiod or businessprogram with specific issues dealing with evolv-
ing occurrences in business-climate and strategy-development the company could stay 
up to date with their consultants and their knowledge about how to conduct better 
alignment an even expand certain employees with prospect thereby avoiding shortage 
in competence when required.  

3. Some tests while hiring new consultants.  

By combining both interviews and tests it is possible to get as much information as pos-
sible about the candidate. Since there was a problem about different personal expecta-
tions mentioned in the empirical study by one of the respondents, it can be rather useful 
and interesting for the company to conduct some tests while hiring new consultants in 
order to get a more complete profile of any job candidate. There are, for instance, be-
havioural tests which include evaluation for measuring cognitive abilities, risk profile, 
sales and service orientation, workplace skills and workplace personality. Each test 
measures candidates along a variety of scales, including a built-in frankness scale to en-
sure that questions are being answered candidly. In many cases such kind of tests are 
rather fast, reliable, cost effective and easy to implement. 
 
4. Proactive role – responsible for documentation and the evolving of these. 

By appointing a person responsible in every case with a certain job-assignment or mis-
sion to handle the evolving work-documentation, other employees could take advan-
tage of previous experiences and methodology thereby giving them greater insight and 
help. This person, ProActive Manager (PAM), should also be in charge of organizing 
this in an easy accessible way dispersing it to all employees.  

5. Introduction of rewarding system. 

To help induce consultants in their everyday work to better document and share this 
knowledge in strategy, assisting the PAM in his/her job.  
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            Table 6-1 Table with problems and recommendations. 

 

Problems Recommendations 

1. Not enough documentation in projects 4. Proactive role 

5. Introduction of rewarding sys-
tem 

2. Invention of the wheel all over 1. More introductory phases into 
working processes 

2. Traineeprogram – or busi-
nessprograms 

 3. Different personal expectations 2. Traineeprogram – or busi-
nessprograms  

3. Some test while hiring new 
consultants 

4.Difficulties with getting to know the 
network 

2. Traineeprogram – or busi-
nessprograms 

4. Proactive role 

5. Introduction of rewarding sys-
tem 

5. No explicit documentation on com-
pany-strategy  

1. More introductory phases into 
working processes 

2. Traineeprogram – or busi-
nessprograms 

4. Proactive role 

5. Introduction of rewarding sys-
tem 
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7 Conclusions 

In this chapter we present our conclusions drawn after the analysis of our empirical findings and theoretical 
study from the previous chapter.  

This study aimed at gaining knowledge about obstacles and difficulties in the process of in-
troducing the IT-consultants to their expected role as a Strategic consultant. We also in-
tended to give recommendations for improvements based on the study when we find ap-
parent correlations. After having analyzed and compared the empirical findings with the 
theoretical framework we have come to the following conclusions. Two first consclusions 
consider the first research questions of our study, namely the characterization of the new 
strategic role of the consultants. 

� The Emerging Strategic Consultant Role is the result or effect of the evolving busi-
ness climate consequential to the business strategy combined with IS/IT strategy. 
When viewing the results of the empirical findings to see how the role of the con-
sultants at Systeam compares to the one we have characterized through several 
theories in the literature chapter defining the ESC, we can declare that there are ap-
parent correlations in these. In order to live up to the role of the strategic consult-
ant, the following characteristics were brought up in both theoretical and empirical 
study: earlier practical experience, business understanding, broad knowledge-base, 
good analysis skills, ability to work independently as well as in a team, flexibility and 
first-rate communication skills, a strong strategic profile as well being a self-going, 
highly-motivated and curious person is of big importance. 

� Empirical study has shown that alignment of Business and IS/IT strategies is very 
important for the consultants at Systeam while they are working on different as-
signments for their clients. It is clearly seen from the company’s business concept 
that they do not aim just at being providers of IT, but they aim at being supporters 
of the customer’s business with the help of corresponding IT solutions. This idea 
was brought up both by the management level, Arne Nilsson, and by the opera-
tional level, IT consultants, who participated in our research.  

� When it comes to the second research question about the main obstacles and diffi-
culties in introducing IT-consultants into their strategic role, we have found the fol-
lowing the answer. On the whole, we can state that management at Systeam have 
made a really effective job when hiring the right consultants to fit into their com-
pany strategy, however with a great deal of intricacy. As we found out from Arne 
Nilsson finding these consultants are not an easy task and takes some effort from 
many people. However, along with the positive aspects we have found some prob-
lems regarding the replacing and introduction of the consultants into their strategic 
role. These problems are: not enough documentation in projects; invention of the 
wheel all over – not using enough of the inhouse-competency; different personal 
expectations; difficulties with getting to know the network of colleagues inside Sys-
team; no documented explicit strategy about how a consultant should work in order 
to achieve strategic alignment of Business and IT.  

� The third research question, how the process of introducing the IT-consultants can 
be improved, is answered by presenting a list of recommendations. Drawing from 
the existing problems we have gathered some concluding recommendations for the 
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company to consider which we find most important. These are not presented in a 
prioritized order of importance: 

1. More introductory phases into working processes 

2. Traineeprogram – or businessprograms 

3. Some tests while hiring new consultants 

4. Proactive role – responsible for documentation and evolving of 
these 

5. Documentation of explicit strategy about  how a consultant 
should work in order to achieve strategic alignment of Business 
and IT  

6. Introduction of rewarding system. 

This will provide the company with some insights to areas where improvements can be ap-
plied and should get more attention in these regards. 
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8 Final Discussion 

In this chapter we present suggestions for further studies and our reflections regarding the conducted research. 
We conclude with acknowledgements to the people who have contributed to this study. 

8.1 Suggestions for Further Studies 

Our first proposal for further studies is aimed towards the examined company. Since the 
company has several offices around Sweden, it could be valuable for them to study the role 
of the emerging strategic consultant there as well to see if they also are experiencing the 
same type of problem issues. This could compel them to make an effort to structurize and 
improve the process of introducing consultants into their expected role if this is needed. 

This study was of qualitative character; it could also be interesting to perform a quantitative 
analysis in several departments of the same company to see the results of this since the 
qualitative study takes more time and thus gives little opportunity to compare different de-
partments. This would be interesting since performing a quantitative analysis would give us 
the opportunity to examine the results of a larger sample to compare and see if there are 
any substantial differences and if so for what reasons. Furthermore, it would be interesting 
to see how the quality of the research would change if it was of quantitative character. Per-
forming an analysis of the division in the same company could perhaps result in implica-
tions of the same problems and thus lead research to better understand the role of the 
emerging strategic consultant.  

8.2 Reflections 

We must admit that the writing of this thesis has been a rather long process, however, a 
very interesting and worthwhile one. From the beginning we were planning to have more 
personal interviews with the participants of this study, but the distance has prevented us 
from that. It is preferable to have a larger interview sample in order to increase gener-
alizabity of the research, however in our case the questionnaires helped us to fill informa-
tion gaps where interviews were not possible to be held. On the whole, the qualitative 
study conducted in Systeam was very rewarding and participants in our research were posi-
tive to contribute to our work. Since we, who wrote this thesis, live in different parts of the 
country now it has also slowed down the research to some extent.  
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Appendix 1 

Questions to the respondent at the strategic level,                                         Augusti, 2005 

The first interview during the pre-study.                 

Respondent: Arne Nilsson, Executive Manager at Systeam Management. 

 

General issues to be discussed: 

 

• The history of the company 

• Today’s company 

• Which areas can be interesting for the company for further investigation? 

• Consultants’ role in general at Systeam 

• Problems and difficulties in the consultants’ work 

• The process of hiring new consultants at Systeam 
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Appendix 2 

Summary of the interview with Arne Nilsson (pre-study) 

The first interview we conducted with Arne Nilsson was a part of the pre-study which we 
carried out in the introductory phase of the thesis. The interview was unstructured and was 
more of a conversation character without any strict sequence of questions to ask, since we 
just wanted to speak generally about the company and subject of the study. The gathered 
material from the interview is presented below. 

Areas for further investigation 

After we have explained in general the subject of the thesis with Arne Nilsson, we asked 
him about the possible areas that can be interesting for the company to investigate related 
to the subject of this study, IT consultants. The problem areas that were mentioned by 
Arne Nilsson had to do with their IT-consultants, namely the process of introducing new 
consultants. The respondent stressed that it would be interesting to investigate this process 
closer. He also told us, that one of the IT-consultants recently left the company which 
made the problem at hand much more evident. The company was faced with the process 
of replacing this position which is not an easy process. Once again the company had to 
take into account how to handle this procedure of introducing the IT-consultant to the 
company in an effective way in order to become an asset. The company has no documenta-
tion of this and therefore a training period is required to get the consultant into “action” 
and become a resource. Arne Nilsson said that when the consultant is hired, he/she usually 
possesses all the necessary competencies in his /her field, this is not the issue. The problem 
is that clients’ companies often have different ways of handling business and procedures 
and this is what the today’s IT-consultants are required and expected to learn.  

The respondent pointed out that the role of the IT consultant is no longer only to be able 
to handle the technical part of IT-consultancy, but to also be able to provide the clients 
with an overall solution to their problems whether it is identifying business needs in terms 
of direction or IT/IS solutions. Arne Nilsson also spoke about the considerable changes 
that the role of the consultant has undergone during the last years due to the fact that the 
role of IT has expanded from just being a technical tool to a means that can play a strategi-
cal role. He suggested us some of the consultants whom we can consider for the further 
investigation. As a result of our discussion, we decided upon conducting the empirical 
study in this problem area by making a deeper interview with Arne Nilsson and by studying 
the IT-consultants with the help of questionnaires at Systeam.  
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Appendix 3                                                                                                               

Interview questions to the respondent at the strategic level.                 27th February 2006 

Respondent: Arne Nilsson, Executive Manager at Systeam Management. 

 

1. What is your position in Systeam Management? 

2. What are your responsibilities? 

3. How long have you been working at Systeam Management? 

       Questions about the competence among new IT consultants: 

4. Are you involved in the process of hiring IT consultants? 

5. If yes, in what way?  

6. If no, do you have any influence on guidelines in hiring the IT consultants? 

7. What are these guidelines? 

8. Is it difficult to find new IT consultants to fulfil the company’s guidelines? 

9. What education and competences are required in the consultants that you hire to-
day? 

10. What qualities or characteristics are essential in the consultants you have in Systeam 
today? 

       Questions about education at Systeam Management: 

11. Is there any need to further develop the consultants’ competences to fit the re-
quirements when hired? 

12. If yes, what type of measures do you take to do this? 

13. Are there any formal or informal strategies concerning the qualities and characteris-
tics of IT consultants?  

14. Are these documented? 

15. Are there any specific obstacles in trying to fulfil these? 

       Questions about strategic alignment of Business and IT strategies: 

16. Do you take any steps in trying to formulate a strategy in coordinating IT with 
business alignment? 

17. If so, in what ways?  

18. Does this alignment affect the role of your consultants? 

19. How does this affect the role of your consultants? 
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20. In your opinion, what are the main obstacles and difficulties in introducing IT-
consultants into their strategic role in Systeam Management? 

21. In identifying these obstacles do you take any proactive or reactive actions in im-
proving these? 
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Appendix 4             

Introduction letter to the questionnaire:                                       April 2006 

Hello Mr., Mrs. 

We are two graduate students at Jönköping International Business School, writing our Mas-
ter Thesis within Informatics on the subject of “The Emerging Strategic Consultant”. Sys-
team Management is part of our empirical study, which is conducted in two ways: inter-
views and questionnaires. We would be very grateful for your participation in our research. 
Below we attach a questionnaire concerning your interpretation of the strategic consultant 
role. The questions should take no more than 20 minutes and your responses are of crucial 
importance to the fulfillment of the study. The results may be of interest to you or any pro-
fessional in the consultancy business since it aims to deepen the understanding of the con-
sultant role today. 

The purpose of the thesis is to gain knowledge about obstacles and difficulties in the 
process of introducing the IT-consultants to their expected role as a Strategic consultant. 
We also intend to give recommendations for improvements based on the study when we 
find apparent correlations.  

What to do: Please complete this questionnaire to the best of your ability. Write your an-
swer under each question, when you are ready save as a new document and mail back. If 
you have some comments or suggestions on the subject or research, we will be very grate-
ful to get them. 

 

Thank you for your participation in this research. 

Best regards 

Irina Gnezdova, Leyla Khorasani. 
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Questionnaire to the IT consultants.                                                   April 2006 

Respondents Rolf Carlsson, Roger Engman, Anette Lilja,  

1. What is your position in Systeam? 
2. How long have you worked at Systeam? 
3. What is your formal education and competence? 
4. What are your responsibilities? 
 
5. Was it difficult to get into the role you were hired to perform? 
6. Did you get any formal or informal competence-training when you started at Sys-

team? 
7. If yes, what type of competence-training, informal or formal? 
8. How was this conducted? 
9. Do you feel that there are clear guidelines on what is expected of you? 
10. Are there any formal or informal strategies concerning the qualities and characteris-

tics of your work?  
11. Are these documented? 
12.  Do you feel that there are any specific obstacles in trying to fulfil these? 
 
13. Are you in any way involved in the process of hiring new IT consultants? 
14. If yes, in what way?  
15. If no, do you have any influence on the process of hiring the IT consultants? 
16. What type of influence? 
 
17. Is there a defined strategy in how you work, in a business sense and IT sense? 
18. How do you work to align these two? 
19. What type of characteristics or qualities do you need to successfully manage this 

work? 
 
20. In your opinion, what were the main obstacles and difficulties when you started 

working in Systeam? 

21. Did you try improving these obstacles in any proactive or reactive way? 

22. If so, how? 

23. Did you document the experienced obstacles in any way? 

 

 

 

 

 

 


