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Abstract 

Information Technology is important to the overall performance of organizations 
regardless of size or purpose. Understanding how IT is used in a particular organization 
provides insight on how it could be managed effectively to support daily organizational 
work, mission or strategy. It also guides researchers and consultants when tailoring known 
models and frameworks to particualr types of organizations.  

Organizations establish good IT governance structures using suitable frameworks and 
models. Once governance structures are established, the organization CIO is challenged 
with developing strategies for managing performance and communicating the value of IT.  

Would these models and recommended best practices work with humanitarian 
organizations? There are few studies carried out about IT governance, management with 
the humanitarian organization by known researchers in infomation systems.  

The purpose of this study is to provide insights into the management and use of IT in 
humanitarian organizations in Uganda. The online survey carried out with IT focal points 
working with these organizations found that other than a support function, Information 
Technology is used in different ways to include - staff security, peacekeeping, visibility and 
ICT4D among others. This research project has found that for various reasons (including 
funding) many humanitarian organizations struggle to establish good IT governance 
structures that would allow them fully benefit from Information Technology. However 
there are positive developments. Humanitarian organizations have in general taken 
significant steps to ensure that IT is a driving force that can support their overall mission. 
This opens opportunities for adoption of the known IT managment and governance 
frameworks by more of these organizations. 
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1Introduction 

 

This chapter gives a background to the research topic and introduces important areas related to overall 
strategic management of the Information Technology (IT) function. The chapter examines the importance of 
IT, organizing the IT function, IT Governance and managing performance. The chapter describes the 
research problem, purpose of the study and delimitation to the study. The definitions put things in layman's 
terms to understand some key concepts of the research. 

 

 

1.1 Background 

One consequence of the current massive digitization of data is that Information 
Technology (IT) and information processed with IT is everywhere. The importance of IT 
has been extensively discussed in literature. According to Huan and Hu (2007), IT is a 
critical resource for companies competing in the global economy and of the digital era. 
Technology can be an amazing tool for social and economic development (Microsoft, 
2010). Within the development/humanitarian world, Information and Communication 
Technologies (ICTs) continue to be touted as having a potential in stimulating socio-
economic development, particularly in developing and under developed nations (Mtsweni 
&Abdullah, 2004; Kleine, 2009; Harindranath & Sein, 2007). IT is important to the overall 
performance of any organization regardless of size or purpose.  Enterprises need to know 
how IT is involved in business and how IT and the IT function support the execution of 
strategy. Understanding how IT is used in a particular type of organization provides insight 
on how it could be managed to support daily organizational work, mission or strategy.  It is 
known that organizational employees and staff use the IT resources to perform 
clerical/administrative work (internet, typing, printing, scanning etc). However, Darrene 
and Gregory (2007) found that Non-profit organizations also use IT for fund-raising, web-
based campaigns, strategic communication, relationship building, collaborations and 
creating partnerships. On the other hand business companies use IT resources to 
implement business strategy and gain competitive advantage through improved work 
processes and innovative products.   

In order to use IT effectively, organizations implement an IT governance and management 
structure. A clear difference must be made between IT governance and IT management 
(Grembergen &Van Bruggen, 1997). IT management is focused on the daily effective and 
efficient supply of IT services and IT operations. The IT Governance Institute (ITGI) 
defines IT governance as the leadership and organizational structures, processes and 
relational mechanisms that ensure that an organization's IT sustains and extends its strategy 
and objectives (De Haes & Grembergen, 2005). Frameworks like Val IT and The Control 
Objectives for Information and related Technology (COBIT) have been adopted by many 
business companies and are highly recommended by IT researchers and practitioner alike 
for organizations seeking to gain the most from their IT resources. COBIT recommends 
that a Board of Directors and executive management assisted by one or more IT steering 
committees should be responsible for IT governance and strategy.  

Apart from these highly regarded governance and management frameworks, separate 
studies have been carried out to find out the best models for managing the IT function in 
organizations. Research results find that in practice top firms employ different governance 
models to organize the IT function. In the past the centralized and decentralized models 
were used. The centralized model leaves authority in the hands of the corporate IT group 
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while the decentralized model allows divisional heads to make IT related decisions 
(Agarwal & Sambamurthy, 2002; Peter Weill, 2004). The federal model has recently been 
used and is characterized by decision rights being dispersed within organizational 
hierarchies. This model of managing the IT function gives the IT group authority to make 
decisions on IT infrastructure while the business units make decisions on strategic 
deployment of IT. However, the federal model and its distributed governance has its 
weaknesses and doesn’t often allow greater levels of collaboration between IT and business 
executives especially where decisions on new innovations are important. It is important for 
the IT group and business Managers to develop greater partnerships and work more closely 
and make joint IT related decisions. New novel ways of managing the IT function are 
emerging which combine elements of the federal model with multi-sourcing agreements 
involving vendors and other external partners (Agarwal & Sambamurthy, 2002). However 
experience in IT management over the last three decades shows that alignment is easy said 
than done (Huang & Qing, 2007). Even with the best IT governance models to help align 
business and IT, organizations risk falling into the “Alignment trap” - A situation where 
poor IT infrastructure and architecture impedes benefits from IT/Business Alignment 
(Shpilberg et al, 2007).  

Once the use of IT within the organization is understood and the IT function organized, 
meeting stakeholder expectations through quality service and general user satisfaction is 
important. Users evaluate the IS function in terms of how well it meets their expectations. 
IT Heads are challenged with developing strategies for managing performance and 
communicating IT value. IT is a highly technical field, people who traditional excel in IT 
are more technically capable than business savvy (Huang & Qing, 2007). IT should deliver 
business value beyond supporting daily operations and management needs to plan and 
execute, not from a technology end, but based on the business strategies.  Focusing only on 
IT specific projects and operations limits ITs' overall impact on business performance 
(Sabyasachi et al, 2011). IT value should be measured by performance metrics on 
dimensions that stakeholders find important or else it won't communicate value 
(Sabyasachi et al, 2011). Measures like finishing Projects on-time and on-budget or server 
availability provides little value unless it improves business in significant ways. 

 

1.2 Problem 

A question often asked is whether these IT Management and governance frameworks are 
currently being used and work well for humanitarian organizations. The description Non-
profit and humanitarian organizations which also include NGO's (Non Government 
Organizations) are often used interchangeably by different authors to mean the same. For 
easier understanding the terms NGO, Humanitarian and Non-profit will mean more or less 
the same thing.  

Globally Humanitarian organizations work to ensure efficient humanitarian assistance by 
providing disaster relief, fighting poverty, empowering local communities usually after 
sudden natural disasters or prolonged conflicts (Ahmed & Werker, 2007). Humanitarian 
organizations address great suffering in the world channeling aid from wealthy, developed 
countries to every corner of the globe (Kopczak & Johnson 2009). With a stronger 
presence in developing countries, humanitarian organizations employ hundreds of 
thousands of people globally and rely on funding from governments, charities and 
individuals donations.  
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Humanitarian organizations operate differently from business companies (Martello et al, 
2008). The difference in working practices and mission influences how IT is used and 
managed. Profit-seeking organizations attempt to increase shareholder value while in not-
for-profit organization the emphasis, is significantly different (Martello et al, 2008). The 
main objective of humanitarian organizations is to meet the needs of beneficiaries and 
“persons of concern” who are often the poor, displaced, refugees, vulnerable groups 
(children, women). It is fair to say that business companies generally have a larger pool of 
available funds to invest in IT ventures more intensively than non-profits.  

There is great use and acceptance of the importance of IT by non-profits. Some larger 
humanitarian organizations employ some advanced technologies not even available to top 
business enterprises. Enterprise Resource Planning (ERP) and other software systems are 
tailored to be used by most humanitarian organizations. However according to (Krammer 
et al, 2009), only in the past twenty years or so has a self-conscious appreciation for the 
ICT sector’s role in expanding economic opportunity emerged. Nonprofits have the ability 
to implement technology innovations progressively, in order to improve service delivery 
(Brianna Bole, 2013) but because of limited budget there still remains untapped potential. 
Nonprofit organizations may not be able to upgrade their hardware or software, buy 
computers or internet tools, or provide technology training for staff to the degree of for-
profit businesses (Hackler & Saxton 2007).   

Whereas there is sufficient literature and research on IT Management and governance in 
business enterprises, it is important to note that that fewer research studies are carried out 
to increase our understanding of how the IT function is managed in non 
profit/humanitarian organizations by researchers in information systems. Zhang and 
Chulkov (2011) conducted an internal review of ICT governance in the different UN 
organizations with an objective to conduct a comparative analysis of the different ICT 
governance frameworks, practices and processes with a view to identify best practices and 
lessons learned to promote effective ICT governance.  

There has been great interest by researchers on such topics as ICT for development 
(ICT4D), “Big data for development” and how innovative ICT solutions can be applied 
with regard to humanitarian organizations. Much research is funded by donor agencies 
(Marianne & Mikael, 2013) that also fund sub-areas of development studies (economics, 
health agriculture, etc). It is important for researchers and consultants to understand how 
IT is used and managed in humanitarian organizations in order to tailor management and 
governance frameworks/models to these organizations. Besides the technological focus of 
IT practices in organizations, there are cultural and organizational factors that influence IT 
strategies and the way IT is planned (Kanungo et al, 2001). Managers working with these 
organizations can benefit from knowledge generated from such studies. A study of how 
humanitarian organizations use, manage and measure performance of their IT resources is 
absolutely necessary.  

Following prolonged conflicts in neighboring countries of the Democratic republic of 
Congo, South Sudan and Somalia, Uganda is an interesting country to study the work of 
humanitarian organizations. Over 200 such organizations operate in Uganda with strong 
linkages and reach to some of the poorest and remotest communities. Uganda has been 
chosen as a UN regional hub for almost 60 percent world peace-keeping activities.  The 
Regional Service Centre Entebbe (RSCE) serves 9 UN missions with overall strength of 
about 16,000 personnel. Retrieved from (https://rsc.dfs.un.org/). 

 

https://rsc.dfs.un.org/
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1.3 Purpose of the study 

The purpose of this study is to provide insights into the use and governance of IT in 
humanitarian organizations in Uganda. The study will take into consideration different 
dimensions of IT use and governance including alignment, management, and IT 
performance and value. This study will explore frameworks and models on how IT is used 
and governed in modern companies and then compare it with results from an online survey 
with IT specialists working within humanitarian organizations in Uganda. 

 

1.4 Research Questions 

1. What are the similarities and differences in the use and management of IT in 
humanitarian organizations and business enterprises? 

2. What challenges do humanitarian organizations face managing the IT function? 
 

1.5 Delimitation 

This study will focus on understanding the use and management of the IT function in 
humanitarian organizations in Uganda. The study will take into consideration the use of IT, 
adoption of IT governance frameworks/models, performance measurement and 
communication of IT value. Furthermore, the challenges in managing IT in these 
organizations will be explored. An online survey (questionnaire) will be conducted with 
“Information Technology Focal Points” working with these organizations in Uganda.  
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1.6 Definitions 

The definitions of key terms that will be used frequently in this research project are defined 
in this section (Table 1-1) to provide a consistent meaning throughout the different 
chapters. 

 

Table 1-1  Key terms and definitions 

Key Term/Concept Definition/Meaning 

IT function The department or unit responsible for the Information 

technology resources. 

Business strategy 

 

“A plan articulating where a business seeks to go and how it 

expects to get there” as well as the way business goals are 

communicated (Pearlson & Saunders, 2009, p. 26). 

Business-IT Alignment Refers to applying Information Technology (IT) in an ap-

propriate and timely way, in harmony with business strate-

gies, goals and needs (Luftman, 2000, p.3). 

IT Governance Specifying the framework for decision rights and accounta-

bilities to encourage desirable behavior in the use of IT 

(Weill, 2005, p.3). 

Balanced Scorecard.  The balanced scorecard translates an organization’s mission 

and strategy into a comprehensive set of performance 

measures that provides a framework for a strategic meas-

urement and management system (Kaplan & Norton, 1996, 

p.2). 

Information Strategy ‘a complex of implicit or explicit visions, goals, guidelines 

and plans with respect to the supply and the demand of 

formal information in an organization, sanctioned by man-

agement, intended to support the objectives of the organiza-

tion in the long run, while being able to adjust to the envi-

ronment’ (Galliers & Leidner D.E., 2004, p.66). 

Humanitarian organi-

zation 

Humanitarian organizations are organizations through which 

governments and other donors channel aid targeted at allevi-

ating suffering caused by natural and man-made disasters. 

 



 

 
6 

2 Theoretical Framework 
 

This chapter provides a theoretical background and explores current and prior research on topics 
relevant/important to the research. Several books, articles and conference proceedings have been reviewed to 
examine knowledge and frameworks related to the governance and management of the IT function. In order 
to arrive at proper conclusions, there is an effort to compare literature on business and humanitarian 
perspectives about IT management and governance.  

 

 

2.1 Information Technology and use 

The recent developments in Information and Communication Technology (ICT) has 
transformed the world in dramatic ways and are creating hitherto unimaginable 
opportunities and possibilities that all organizations should embrace. Hackler and Saxton 
(2007) define Information Technology as applied computer systems, including computer 
hardware, software programs, computer networking, and the consulting services to support 
the use and implementation of information technology. The collective technical 
infrastructure of hardware, software, and telecommunications is often referred to as 
information and communications technology or, more simply, ICT (Barrigan & 
Hemingway, 2009). IT provides an opportunity for businesses to improve their efficiency 
and effectiveness (Beley & Bhatarkar, 2013).  When deployed correctly, IT can impact 
humanitarian organizations in many ways. Information to stakeholders and clients can be 
spread widely through computers, mobile phones and social media sites.  

 

2.2 IT governance 

IT governance involves specifying decision rights and accountabilities for important IT 
decisions among enterprise stakeholders – and related procedures and mechanisms for 
making and monitoring strategic and operational decisions regarding IT (Weill, 2004). 
Studies have confirmed that effective IT governance is critical for the successful operation 
of an organization (Zhang & Chulkov, 2011). IT governance is the responsibility of the 
board of directors and executive management whose goal is to encourage “desirable 
behaviors” in IT use. Top-performing enterprises succeed in obtaining value from IT 
where others fail, in part, by implementing effective IT governance to support their 
strategies and institutionalize Technology good practices (Weill, 2004). They clarify 
business strategies and the role IT plays in achieving them, measure and manage the 
amount spent and the value received from IT, design organizational practices to fit IT to 
their business strategies, assign accountability for the organizational changes required to 
benefit from new IT capabilities and learn from each implementation.  

 

2.2.1 Alignment of business and IT  

Business IT alignment refers to applying Information Technology in an appropriate and 
timely way, in harmony with business strategies, goals and needs (Luftman, 2000). The 
inability of a firm to realize the benefits from IT investments is, in part due to the lack of 
alignment between the business and IT strategies of the organization. A lack of alignment 
can doom IT either to irrelevance or failure (Shpilberg et al 2007). 

Over the years, many alignment mechanisms have been developed and are used in 
organizations such as the competitive forces model and the value chain of M.E. Porter. 
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Although there is no universal way to measure business/IT alignment, Henderson and 
Venkatraman (1999)  and Jerry Luftman (2000) came up with good approaches to analyze 
business and IT alignment.  

The  strategic alignment model by Henderson and Venkatraman (1999) proposes four 
perspectives for analyzing business and IT. 

 Strategy Execution: Business strategy should determine design of IT infrastructure. 

 Technology Potential: Establish an IT strategy to support the chosen business strategy and the 
corresponding specification of the required IS infrastructure and processes.  

 Competitive Potential: The ability to exploit new IT capabilities to impact new products and 
services through the Information systems infrastructure and processes. Top management should 
act as business visionaries and the IS manager identifies and interprets the trends in the IT 
environment to assist the business managers. The perspective allows modification of business 
strategies with new IT capabilities. 

 Service Level: Focuses on how to build a well organized IT organizational infrastructure and 
processes within the enterprise to ensure better use of IT resources that changes to needs of users. 
The perspective is recognized as necessary but not sufficient.  Management should allocate 
resources to IT while the IS Manager is responsible for making world class performance from the 
IT organization. 

The  strategic alignment model is shown in the figure 2-1 shown below:- 

 

 

Figure 2-1  Strategic Alignment Model (Adopted from Henderson Venkatraman (1999) 

 

In 2000, Jerry Luftman presented an approach for assessing the maturity of a firm’s 
business/IT alignment. The model proposes six criteria that need to be evaluated in order 
to derive the level of strategic alignment maturity. They include: 

 Communication. The level of trust and openness between business units and the IT 
team. 

 Competency/value measurements. Ability of the firm to demonstrate value of IT. 
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 Governance. Existence of strong IT governance.  

 Partnerships. The relationships that exists between the IT organization and business. 

 Scope and Architecture.  IT organizations ability to support the organization at all 
levels.  

 Skills. Ability and innovative of the organizations human resources to benefit from 
alignment. 

 

 

Figure 2-2  Strategic Alignment Maturity Model (Adopted from Jerry Luftman, 2000) 

When utilized, the two alignment models can serve as a benchmark for organizations 
aiming for more effective use of their IT resources. However, organizations risk falling into 
an “alignment trap” if infrastructure complexities in the delivery of IT isn't addressed. 
Companies need to integrate IT planning with business planning, maintain effective 
communication channels between IT and business, develop strong relationship between IT 
and business and institutionalize a culture of alignment (Huang & Qing, 2007).  

 

2.2.2 A matrixed approach to IT governance using the RACI chart 

According to Peter Weill (2004), IT governance encompasses five major decision domains 
(Table 2-1) . The first step in designing IT governance is to determine who should be held 
accountable for each decision area.   Each of these decision areas can be addressed at the 
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corporate, business unit or functional level or some combination of the three. Peter Weill 
(2004) suggests that IT could be governed using a matrixed approach of decision making 
using a RACI chart. The RACI model can be applied to involve all key stakeholders of an 
organization in IT decision making and to assign responsibilities. It can allow senior 
management hold business unit or IT managers accountable for the related outcomes. 

Role and Responsibility Charting (RACI enables managers to actively participate in a 
focused and systematic discussion about process related descriptions of actions that must 
be accomplished in order to deliver a successful end product or service (Smith & Erwin, 
2005). The letters of the RACI model stand for: 

 R: Responsible – Person(s) and organizational body that carries the responsibility 
for the execution of a decisions. 

 A: Accountable – Person(s) and organizational body that owns the decision and 
carries the responsibility for the results. 

 C: Consulted – Person(s) and Organizational units who participate in consulting 
role (typically for their advice, input and commitment is vital for the achievement 
of good results). 

 I: Informed – Person(s) and organizational units who are informed about the 
decision. 

 

The table 2-3 shows the five major IT decision domains and describes the role of the 
different stakeholders in each domain:- 

 

Table 2-1  Allocation of key IT decision making rights using the RACI Chart 

 

 IT Principles 

 

IT 
Architecture 

 

IT 
Infrastructure 
strategies 

Business 
Application 
Need 

IT 
Investment 

Governance 
body 

Respo
nsible 

Acco
unt-
able 

Respo
nsible 

Acco
unt-
able 

Respo
nsible 

Accou
nt-
able 

Respo
nsible 

Acco
unt-
able 

Respo
nsible 

Acco
unt-
able 

Board, CEO, 
Executive 
committees 

         A 

CIO, IT 
function, 
management 
group 

   A  A     

IT Steering, IT 
Coordination 
Committees 

R    A  R A R A 

Business unit 
executives, 
management 
group 

 A R     A   
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2.2.3 The CIO role in IT management and governance 

According to Zhang and Chulkov (2011) an effective ICT governance framework should 
include an appropriate Chief Information Officer (CIO) or equivalent in a senior-level post 
with overall responsibilities and authority and access to the executive management. In 
many organizations, the Chief Information Officer (CIO) is responsible for taking lead in 
implementing the organizations IT strategy. The genesis of the CIO role (Peppard et al, 
2011) and the coining of the  “Chief Information Officer” label can be traced back to a 
shift of IT have a supporting role in organizations, automating previously manual tasks, to 
being a driver of competitive advantage, strategic change, and innovation. The new role 
required business driven approaches to exploiting information and IT. Incumbents were 
still responsible for technology, but the role had expanded (Peppard et al, 2011). As 
business dependence on IT both operationally and strategically has grown, the IT Leader 
has increasingly gained acceptance as a member of the executive team.  

CIOs struggle with the management of complexity (CIO, 5th October 2007).  The volumes 
of applications, information systems, servers, terminals have exploded. Mobile phones, 
smart phones, and other wireless technologies have made IT and more importantly data 
processed with IT accessible to most people on earth.  Understanding the type of CIO role 
in a particular organization is important.  

Peppard et al, (2011), carried out a survey and identified five distinct roles of the CIO 
which include:- 

 Utility IT director: The CIO provides IT infrastructure, systems, data and 
telecommunications capability. This role common in organizations that don’t 
depend on IT strategically.  

 Evangelist CIO: The main task is to sell the idea that information can be 
potentially leveraged to generate significant business value to top management and 
other stakeholders. 

 Innovator CIO: Identifies and develops opportunities to deploy new IT-enabled 
processes and products/services that give the organization competitive advantage. 

 Facilitator CIO: Ensures that information skill/capabilities pervade every part of 
the Enterprise.  

 Agility IT Director/CIO: Supplies Technology and systems to support 
organizational strategy. The Agility IT Director/CIO role is considered the best 
role for modern enterprise. The role requires relationship building skills as well as 
an understanding of business strategy and technology. 

The success of a CIO depends on the level of IT literacy of the rest of the management 
team. The more the management team understands IT, the more likely it is that the CIO 
will be able to negotiate expectations in an informed and rational manner and deliver them 
(Peppard et al, 2011).  

Other than managing complexity mentioned earlier, CIOs meet two other fundamental 
challenges in organizing the IT function. In the first case, there is the dilemma between 
operative and strategic IT management (the latter includes IT governance). CIO have to be 
in charge of daily IT services used by all employees within an enterprise but also think 
strategically and see the business as a whole.  Secondly the Enterprises has to choose 
between a centralized (IT function centric organization) versus decentralized IT (business 
IT centric organization) responsibilities with their impact on controllability versus flexibility 
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The CIO’s role in many firms has changed from support staff to strategic partner, not only 
managing IT but also serving as business improvement facilitator or even as an innovation 
catalyst. Yet, many other CIOs are frustrated by what they see as an unwillingness of 
business executives to entertain strategic possibilities from IT (Sabyasachi et al, 2011). 
According to Earl and Feeny, (1994), the CIO's ability to add value is the biggest single 
factor in determining whether the organization views IT as an asset or a liability.  

 

2.2.4 IT Governance and Management Frameworks 

COBIT4.1: Control Objectives for Information and Related Technology (COBIT) is a 
widely used and comprehensive framework that addresses almost all aspects of IT 
governance and management. COBIT was created by the Information Systems Audit and 
Control Association (ISACA) for information technology management and governance. It 
helps managers bridge the gap between control requirements, technical issues and business 
risks. COBIT 4.1 contains 34 IT processes with 222 control objectives and more than 300 
Key performance indicators (KPIs) and Key Goal Indicators (KGIs).  

COBIT helps senior management ensure proper management of the IT function and 
investments through accepted practices. The framework allows all managers to understand 
IT and the value that accrues from it while reducing risks. COBIT leads to ownership, 
responsibility and cost effective management of IT. 

Val IT: This framework helps create business value from IT investments through sets of 
guiding principles, processes and best practices. According to the IT Governance Institute 
(2006), Val IT compliments and extends COBIT but they differ in this way: 

“Specifically, Val IT focuses on the investment decision (are we doing the right things?) and the realization 
of benefits (are we getting the benefits?), while COBIT focuses on the execution (are we doing them the right 
way, and are we getting them done well?)” 

ITIL: ITIL (Information Technology Infrastructure Library) provides a framework of 
best-practice guidance for IT service management. Since its creation, ITIL has grown to 
become the most widely accepted approach to IT service management in the world (itSMF 
UK, 2011). It focuses on aligning IT business and describes processes and procedures 
which help organizations integrate IT with business and deliver value while looking at the 
IT department as a service (itSMF UK, 2011). 

PRINCE2 (Projects IN a Controlled Environment): PRINCE2 is a structured project 
management method based on experience drawn from thousands of projects and from the 
contributions of countless project sponsors, Project Managers, project teams, academics, 
trainers and consultants (Axelos, 2015, April 22). Prince2 consists of seven processes with 
principles and themes contained therein. The method is flexible and can be tailored to any 
size of project. 

 

2.3 IT management  

There are several important areas of IT management discussed in literature that is 
recommended for organizations, CIOs and IT Managers. They include 
information/organizational architecture, electronic documentation, IT project portfolio 
management, Big Data, risk management, outsourcing and cloud computing.   
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2.3.1 Project Portfolio Management 

Projects are temporary endeavors within an organization that have a beginning and an end. 
According to Randall (2009), the goal of project portfolio management is to identify and 
prioritize an organization’s projects so that appropriate resources can be applied in a timely 
manner. This is the responsibility of the Project Management office (PMO) within the 
organization. IT Project Portfolio management involves ranking and prioritizing projects 
based on set criteria such as fit to organizational strategy and then assigning resources 
accordingly (Randall, 2009). According to Bonham, S. (2005), the PMO can provide an 
auditing function that can prove health, risk, and valuation of all projects. By having a clear 
window view into all corporate projects, the PMO can allow IT to better manage human 
resources and assets across projects. 

 

2.3.2 IT Risk Management (ISO/IEC 31000:2009) 

An important part of IT Management and governance is managing risk. Traditionally 
defined as a chance or probability of loss, risk management should be embedded in all 
organizational processes and part of decision making. IT risk management and IT 
information security are related but not the same issue. IT risk management has always 
been an integral part of IT management.  IT risks are not an IT issue but a business issue as 
the impact is felt in business not in IT. ISO/IEC 31000:2009 is a risk management 
standard that organizations use to integrate risk management in overall management. It 
defines risk as "the effect of uncertainty on objectives”. This new definition of risk refers 
to both positive possibilities as well as negative ones in relation to enterprise objectives. A 
profit warning could be either positive (enterprise will do better than anticipated) or 
negative (enterprise performance will fall short of anticipated). Typical IT risk management 
and mitigation actions include risk management plans such as continuation plan, crisis 
management plan, information security surveillance (protection against viruses, service 
attacks etc.), doubling of critical components, reserve systems and frequent audits.    

 

ISO/IEC 31000:2009 standard: Structure for managing Risks 

 Establish the context. Define what the organization wants to achieve and the 
external and internal factors that influence success in achieving those objectives.  

 Identify Risks.  

 Analyze risks. 

 Evaluate risks 

 Treat risks. 

Figure 2-4 in the next page summarizes the sructure for managing risks. 

. 
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Figure 2-3  Structure for managing risks (ISO/IEC 31000:2009) 

 

ISO/IEC 31000 - Dealing with Risk 

ISO 31000:2009 gives a list in order of preference on how to deal with risk:  

 Avoiding the risk by deciding not to start or continue with the activity that gives 
rise to the risk. 

 Accepting or increasing the risk in order to pursue an opportunity. 

 Removing the risk source. 

 Changing the likelihood of the risk occuring. 

 Changing the consequences. 

 Sharing the risk with another party or parties. 

 Retaining the risk by informed decision. 

 

2.3.3 Security Issues with regard to managing the IT function 

According to Gaonjur and Bokhoree (2006), as we have become increasingly dependent 
upon complex information systems, there has been a focus on the vulnerability of these 
systems to computer crimes and security attacks. The following are the most recurrent 
vulnerabilities to information systems: 

 Viruses/Worms: A big problem faced by all computer users is viruses (Gaonjur & 
Bokhoree, 2006). With the advent of the Internet, there has been an increased 
significance of the virus problem. A worm, on the other hand, is far more 
powerful. After gaining access to a computer a worm scans for other internet 
locations and exploits those computers having known vulnerabilities.  

 Hackers: Depending on whom you ask, hackers are harmless pranksters, curious 
techies, noble freedom fighters or dangerously unpredictable cyberterrorists 
(Gaonjur & Bokhoree, 2006).  

 Cyberterrorism, information warfare and economic espionage: Are terms that 
did not exist until recently and are now cropping up often in national security 
debates (Gaonjur & Bokhoree, 2006). 
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 Insider Threats: While attacks on computers by outsiders (crackers) are more 
publicized, attacks perpetrated by insiders are very common and often more 
damaging (Gaonjur  & Bokhoree, 2006).  According to Gaonjur and Bokhoree, 
(2006) risk management of the insider threat problems involves a complex 
combination of behavioral, technical, and organizational issues. Former employees 
for example are familiar with internal policies and procedures, which can be 
exploited to facilitate attacks. 

 

2.3.4 IT Outsourcing  

Information Technology outsourcing has been an increasingly important phenomenon in 
recent times. IT outsourcing refers to the use of a third party vendor to provide IT services 
that were previously provided internally. The contracting out of activities to subcontractors 
outside the firm has become widespread in many countries (Bartel et al, 2009). An 
increasing range of IT functions are being outsourced, including applications programming, 
telecommunication management, systems integration and systems operations (Singh & 
Zack, 2006). Firms that earlier outsourced only small part of IT functions are now 
outsourcing their entire IT department. This phenomenon of outsourcing is not just 
limited to IT. In general, there is a great surge in the wholesale outsourcing of less tangible 
and specifiable activities, such as research and development activities (Singh and Zack, 
2006).  

 The continuous need to improve efficiency and effectiveness in organizations is 
one of the main driving forces for the development of outsourcing services (Dahlberg & 
Nyrhinen, 2006). Nowadays companies prefer to outsource their IT needs to external 
suppliers in the expectation to reduce cost and focus more on their core activities (Gaonjur 
& Bokhoree, 2006). While outsourcing may bring cost-saving benefits, better quality of 
service and increased efficiency, it is also noted that outsourcing is not without risk 
(Gaonjur & Bokhoree, 2006; Momoh et al, 2013). The risks of concern are 
transaction/hidden costs as well as privacy and security. 

 There is a growing trend among UN agencies to outsource large operations to 
private contractors (Streets J. et al, 2012). Most UN Agencies use implementing partners or 
NGOs to implement some of their programs and services. The UN World Food 
Programme uses NGOs for needs assessment, implementing and monitoring the 
distribution of food in many of its operations (Quinn, 2010). 

 

2.4 IT Performance and Value  

“Chief information officers have the difficult job of running a function that uses a lot of resources but that 
offers little measurable evidence of its values” To make the information systems department an asset to their 

companies - and to keep their jobs - CIO's should think of their work as adding value in certain key 
areas” -  (Earl & Feeny, 1994) 

“You cannot manage what you do not measure.”- (Sabyasachi et al 2011) 

Performance metrics play an important role in changing behaviors, motivating employees, 
and increasing performance (Sabyasachi et al, 2011). IT impact on a firm’s performance can 
be assessed by examining the indirect effect on some intermediate firm characteristic such 
as organizational capability, information synergy and inattentiveness (Eldon et al, 2006). 
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2.4.1 The Generic and IT Balanced Scorecards 

The BSC approach proposes that a company’s performance should not be restricted to a 
traditional evaluation but should be supplemented with measures concerning customer 
satisfaction, internal processes and the ability to innovate (Kaplan & Norton, 1996). Results 
achieved within these additional perspective areas should assure future financial results and 
drive the organization toward its strategic goals while keeping all four perspectives in 
balance. While profit-seeking organizations attempt to increase shareholder value, the 
emphasis is significantly different in not-for-profit organization (Martello et al 2008). The 
financial perspective in a non-profit might include a maximization of funding from outside 
sources instead of profit, or maintenance of fiscal stability.  

In order to evaluate IT performance, the balanced scorecard (BSC) approach has been 
applied to the IT function. In 1997, Van Grembergen and Van Bruggen adapted the 
traditional BSC for use by a corporate IT department. They noted that since the IT 
department is an internal service provider, the perspectives should be changed accordingly.  
By using balanced scorecards, a method for business and IT fusion is provided to senior 
management. To achieve this, an IT development scorecard and an IT operational 
scorecard are defined as enablers for the strategic IT balanced scorecard that in turn is the 
enabler of a business balanced scorecard. IT BSC uses metrics on 4 dimensions:- 

 Corporate contribution: How does management view the IT department? 

 User orientation. How do users view the IT department? 

 Future orientation. Is IT positioned to meet future challenges? 

 Operational excellence. How effective and efficient are the IT processes? 

The development of an effective IT BSC is an IT governance best practice and well worth 
the effort expended by business and IT leaders. It is important means for ensuring IT 
alignment with the business and for understanding business values and expectations (Al-
Ammary & Hamad, 2012). 

 

Figure 2-4  IT Balanced Scorecard (Adopted from Grembergen & Bruggen, 1997) 
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2.4.2 Measuring and Communicating Value 

Measuring and communicating the value provided by the IT function continues to be a 
challenge for CIOs (Sabyasachi et al, 2011). When discussing IT, the IT organization’s 
performance and value are often used interchangeably. There are numerous dimensions of 
IT performance, including (but not limited to) IT spending, network performance, business 
process efficiency, capacity utilization, extent of usage, strategic value of projects, and 
customer satisfaction. However, these measure performance and not value (Sabyasachi et al 
2011). Server availability, while an important performance metric, is not a measure of value 
unless it can be translated to avoided cost of downtime in critical business processes. 
Project on-time and on-budget performance provides little value to the business unless 
they improve business in significant ways. According to Sabyasachi et al (2011), IT metrics 
such as IT budgets or IT spending as a percentage of revenue can foster a focus on 
reducing IT costs rather than emphasizing the business value of IT investments, their role 
in improving business processes, and their ability to enable business innovation.  Over the 
years, numerous measurement methodologies, frameworks, and metrics have been 
developed.  

Unfortunately, many of these frameworks can be highly complex (Sabyasachi et al 2011). 
Non-profit interest in measuring the effectiveness of IT lags behind that of companies. 
According to Darrene and Gregory (2007), this may stem from considering IT as not tied 
to the overall mission or lack of trained staff to use IT with performance effectiveness in 
mind. IT leaders must develop an understanding of what performance measures matter to 
stakeholders and then compare initiatives based on how they will improve those measures.  

 

2.5 Challenges 

Despite the widely accepted importance of IT in organizations, there are those who still 
challenge the idea that organizations should invest highly in IT or incorporate it as part of 
overall strategy.  In 2004, Nicolas Carr in his widely read work argued that the strategic 
importance of IT in business has diminished as IT has become more commonplace, 
standardized and cheaper. Shpilberg et al, (2007), argued that enterprises where IT is 
aligned to business without solid management of architecture and infrastructure suffer 
from what he called an “IT alignment trap”. They use more money on IT investments to 
receive less returns. However Weill and Ross (2004) state that enterprises which govern 
their IT excellently have been discovered to receive 40% more value from their 
investments in IT, grow 20% faster and show 20% higher profitability. They are able to 
learn and adapt better in their IT related activities (Weill & Ross, 2004). Enterprises which 
have aligned their business and IT and also run IT efficiently on the basis of a solid 
architecture use less money and receive more value from IT.  

Introduced from humble beginnings in the back rooms of most large companies, 
Information Technology has emerged as a topic of considerable interest in many if not 
most corporate boardrooms (Ross & Feeny, 1999). However, IT is still frequently excluded 
or unwelcome in key decisions, such as setting organizational strategy. There are many 
explanations for the low status of particular IT executives. Personality conflicts, a lack of 
corporate technology vision, poorly aligned IT goals, lack of business knowledge, lack of 
IT awareness among the Business executives are all valid explanations.  
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Status and credibility affect an organization’s ability to extract value from its IT 
investments. Communication ability and relationship with the CEO (Galliers & Leidner, 
2004) can influence perceptions of the CIO and the IT function as a whole. Organizational 
history with IT successes and failures, shared plans, and social factors can also affect 
relationships between CIOs and business executives.  IT may not be able to align with 
business objectives because IT management is not privy to them (Leidner & Kayworth, 
2008). IT may not receive the critical resources it needs because top management does not 
fully understand its role. Top executives may continue to question whether or not IT 
delivers business value because they do not realize that value creation requires their 
involvement as well (Leidner & Kayworth, 2008; Galliers & Leidner, 2004). Business 
executives with greater IT knowledge can better assess a CIO’s credibility and better 
leverage IT (Galliers & Leidner, 2004). According to Kaarst-Brown (2005), Business 
Executives who view their IT peers as having lower status invite negative outcomes for 
their enterprise.  

 

Conclusion 

In this chapter, literature on IT Governance, management, use and alignment of IT have 
been discussed. The chapter began with the introduction of Information technology and 
use. This paved way for the discussion of IT Governance. Under governance, the 
alignment of business and IT was discussed as well as some IT governance approaches and 
frameworks. After IT governance, some of the most important areas of IT Management 
and related best practices were explored and discussed leading to the section on IT 
performance and value and then finally to some of challenges faced by the IT organization 
and CIO as the importance of IT becomes more and more apparent. The author has 
compared literature from both a humanitarian and business firm perspective. 

 

 



 

 
18 

3 Research Methodology 

 

The chapter presents the methods used  in this project. In order to conclusively answer all the research 
questions, a mixed approach has been chosen. This chapter provides a discussion of the methods used for 
data collection and analysis. The chapter justifies the decision to use particular techniques, methods or 
approach for sampling, data collection and analysis during the research project. 

 

 

3.1 Research Approach 

According to Soiferman (2010), there are two main research approaches - quantitative 
(deductive) and qualitative (inductive). Though there are disagreements among researchers 
as to the best methods to use when conducting research and gathering data, these two 
approaches all address the same question using different methods (Soiferman, 2010). One 
is exploratory and the other confirmatory. The two main approaches are discussed in more 
detail below: 

Quantitative Research: The intent in quantitative research is usually to test theories 
deductively searching for evidence to either support or refute the hypothesis (Soiferman, 
2010). According to Harwell (2011), quantitative research methods are described as 
deductive because a researcher may construct theories or hypothesis, explanations and 
conceptualizations from details provided by a participant. Close-ended questions to test 
specific variables that derive from the hypotheses are usually used.  The researcher tests 
these hypotheses in an attempt to support or refute the relationship statements in the 
theories. Data is usually collected from participants by using numbers to be analyzed 
statistically (Soiferman, 2010). 

Qualitative Research: The approach focuses on understanding the experiences, 
perspectives, and thought of participants (Harwell, 2011). According to Soiferman (2010), 
researchers gather information from individuals to identify themes which allow them to 
develop theories inductively. Because the intent is to get views and learn from the 
participants, questions tend to be open-ended. One of the strategies used in qualitative 
research is that of case studies which are discussed in the next section.  

 

3.2 Mixed Approach 

The mixed approach is widely used today and combines the strengths of qualitative and 
quantitative methods (Creswell, 2003, Harwell, 2011, Soiferman (2010). However, mixing 
the two approaches to collecting and analyzing data rather than subscribing to only one 
may invite potential complexity.  

 

3.2.1 Reasons for Choosing a mixed methods approach 

The Mixed methods approach was chosen for this research study with humanitarian 
organizations in Uganda for 2 main reasons:- 

 Better understanding of the research study: The mixed approach allows a 
researcher use different data collection and analysis tools which gives readers 
different views of data and results. The mixed approach provides an attractive view 
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of data through diagrammatic and narrative explanations. The findings from the 
survey with the IT respondents are represented using tables, graphs and diagrams. 
Meanwhile the findings of IT use and challenges faced while managing the IT 
function are described qualitatively.  

 Analysis of data: A quantitative method is ideal for problems which require 
explanation of trends while the qualitative methods are best suited for problems 
that need to be explored to obtain a deeper understanding. During the study, 
responses on extent of IT alignment, involvement of IT in decision making, 
trainings received and reporting line of IT were analyzed quantitatively using 
appropriate graphs or pie charts. Responses on challenges of managing the IT 
function and how IT is used in humanitarian organizations were analyzed 
qualitatively. The author waited after the deadline given for completion of the 
survey to start the analysis. Whereas it was easy to analyze responses which 
required quantitative analysis automatically using the online survey tool, the 
qualitative responses required improvisation and more careful analysis of the 
different key themes. While analyzing responses on challenges and the use of IT, 
the author divided them into specific use or challenge areas and fit in the other 
areas into the selected areas. 

 

3.3 Research Strategy - Case study  

In the case study approach, the researcher explores in depth a program, event, activity 
process, or one or more individuals using a variety of data collection procedures (Creswell, 
2003). A holistic case study is shaped by a thoroughly qualitative approach that relies on 
narrative, phenomenological descriptions (Scholz & Tietje, 2002). According to Scholz and 
Tietje (2002), embedded case studies involve more than one unit, or object, of analysis and 
usually are not limited to qualitative analysis alone. The multiplicity of evidence is 
investigated at least partly in subunits, which focus on different salient aspects of the case. 
In an organizational case study, for example, the main unit may be a company as a whole, 
and the smallest units may be departments or even groups of individuals, such as owners 
and employees (Scholz & Tietje, 2002).  

For this research study, Uganda is the case.  The main unit is humanitarian organizations 
while the smaller units are the individual “IT focal points” from the different organizations.  

 

3.3.1 The Case of Uganda 

Uganda was chosen as a single case. Uganda is boarded by the Democratic Republic of 
Congo (DRC) to the West and South Sudan to the North. Humanitarian organizations 
have been operating in Uganda since the time of independence in 1962. However it wasn’t 
until the later 1970s that their role increased in helping build a collapsed government (Barr 
et al, 2014) of the Ugandan dictator, Idi Amin. In the years after Idi Amin, Uganda became 
relatively peaceful till the onset of the Kony rebellion in Northern Uganda in the late 
1980's. The rebellion in northern Uganda caused great suffering to the affected population 
and many humanitarian organizations came to help with the humanitarian crisis. Even with 
the end of the war and peace in the Uganda, humanitarian organizations continue to help 
affected populations as they continue to recover. Uganda also receives refugees from her 
politically unstable neighbors DRC, South Sudan, Somalia, Rwanda and even Kenya with 
the recent election crisis. Humanitarian organizations in Uganda can be divided into three 
categories:- 



 

 
20 

International Inter-governmental Humanitarian organizations: According to Anon 
(2005), these include the various United Nations (UN) organizations, the International 
Organization for Migration (IOM) and the International Committee of the Red Cross 
(ICRC). Intergovernmental organizations by definition have a mandate from governments 
for their existence and activities and enjoy certain working facilities known in diplomatic 
parlance as " privileges and immunities” (Anon 2005). Inter-governmental humanitarian 
organizations have headquarters in the more developed countries but implement most of 
their programs in developing countries. Their major sources of funding are through 
voluntary funding from member states. However UN Agencies also receive extra funding 
from individual donors, embassy’s, European Union (EU), The United States Agency for 
International Development (USAID), Department for International Development (DFID) 
among others. They are relatively well funded and are donors in their own right. 

International Non-governmental Humanitarian organizations: Are private 
organizations not established by a government or intergovernmental agreement (Anon, 
2015). According to Anon (2005), they play a role in international affairs by virtue of their 
activities, but they do not necessarily possess any official status, nor do they have a 
mandate for their existence or activities. Some examples include Amnesty International, 
Care International, World Vision International, Oxfam International, Goal International, 
Action Against Hunger, Action Aid among others.  They operate in different countries and 
locations globally. Also known as International Non-governmental Organizations 
(INGO's), they receive funding from individual contributions, donor agencies and Inter-
governmental organizations. In Uganda and globally many International Non-
governmental Humanitarian organizations assist UN Agencies implement their programs. 

National Non-governmental Humanitarian organizations: National non-
governmental organizations operate locally and receive funding from bilateral donors (UN, 
EU, USAID etc). Most are small and underfunded and focus on raising awareness and 
advocacy (Barr et al, 2004). 

 

3.3.2 Data collection method 

Data collection methods enables the collection of information about phenomena, people 
or objects in a systematic way in order to answer research questions in a conclusive way. In 
order to collect data for the research study with humanitarian organizations in Uganda, an 
online survey questionnaire was used as the most appropriate tool for data collection. 
Other techniques taken into consideration were direct observation, available information 
online, observation, interviews, written questionnaire and focus group discussions. The 
reasons for not using them are discussed in the final chapter. 

 

Online Survey 

An online survey was carried out with selected IT Specialists working with humanitarian 
organizations working in Uganda. An online survey questionnaire was used because the 
respondents worked in different parts of the country and an online survey questionnaire 
provided the best means to reach individuals in different locations. The chosen tool offered 
an opportunity to generate descriptive statistical tables and graphs which enhanced the 
quality of findings and makes everything much easier for readers. The online survey 
questionnaire was also suitable because the researcher could not interview respondents 
directly.  
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The researcher sent out questionnaires to the identified respondents by email giving a 
deadline of 2 weeks for response. The survey questionnaire was designed using “Google 
Forms” which can allow a researcher monitor and close responses at his/her own 
discretion. 2 respondents’s submitted their forms on the first day. The response rate was 
low for the first 5 days. But as the week progressed, more and more respondents were able 
to allocate time to fill in and make their submissions. 21 respondents submitted on time. 

 

Probing questions 

The researcher had not planned to use probing questions during the online survey but 
circumstances and the nature of some of qualitative responses received required further 
clarification. To that end, the researcher got in touch with some of the respondents by 
phone and social media (facebook). For example the answers to the question on how the 
value of IT was communicated required further probing. Given the limited time needed to 
conclude the survey and receive all the respnses for analysis, the researcher only used 
probing when possible and with respondents that could be reached by phone or on social 
media sites.  

 

3.3.3 Method of sampling 

Researchers usually decide to select a sub-set of a population for two main reasons – cost 
and practicality. It is difficult and costly to collect data from each and every element of the 
population. Regardless of all other factors, the sampled population and the target 
population should be similar to one another. Sampling methods can either be probability or 
nonprobability. In probability samples each population element has a known non-zero 
probability of being selected. Probability methods include simple random sampling, 
systematic sampling and stratified random sampling. 

In nonprobability sampling, elements of a population are selected in a non-random 
manner. An example is snowball sampling which has been chosen for this project. 
Snowballing is a non-probability sampling technique where the researcher chooses the first 
respondents. The researcher gathers data from these first respondents and then asks them 
about other respondents to target. As the sample builds up, enough data are gathered to be 
useful for research. This sampling technique is often used in hidden populations where 
subjects are hard to locate. In this particular project 21 respondents from 21 organizations 
were chosen by the researcher to take part in the survey. The researcher identified the first 
respondents among IT Specialists within his former work networks and then used those to 
identify others to respond to the survey. To ensure that the purpose of the study was 
understood, the researcher ensured that all respondents were IT Specialists. 

 

3.3.4 Literature review 

In order to examine prior research on areas related to the research several books, papers, 
journals, white papers and conference papers have been examined among others. The 
researcher has compared findings from both business companies and humanitarian 
organizations. The literature review confirmed that there have been a lot of studies on the 
work of humanitarian organizations by several authors. The researcher also found that 
many student projects have involved investigations on non-profits. Despite these 
contributions, the researcher finds that there is a surprising gap in the area of IT 
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Management and governance within humanitarian organizations. Most research carried out 
with humanitarian organizations is funded by international donor organizations.  

The researcher used ”Google scholar” and other information systems websites and 
Jonkoping University ”primo” to search for literature on IT managment and governance 
frameworks. The reseacher also used the the following key words during the selection of 
literature: 

 Humanitarian, information technology 

 Humanitarian, performance management 

 Humanitarian organizations 

 Non governmental organizations, information technology 

 Managing the IT function 

 IT Management 

 Business, Information technology, alignment 

 Information technology, performance management 

 Non profits, information technology 

 IT governance 

 

3.3.5 Reliability, validity and generalizability 

It is important to establish reliability and validity regardless of which research methodology 
is employed. According to Golafashani (2003), the extent to which results are consistent 
over time and is an accurate representation of the total population under study is referred 
to as reliability. If the results of a study can be reproduced under a similar methodology, 
then the research instrument is considered to be reliable. The researcher believes that if the 
same approach and an online survey were to be used in other studies with similar 
respondents with humanitarian organizations in Uganda, the results would be consistently 
similar. 

 Validity on the other hand determines whether the research truly measures that 
which it was intended to measure or how truthful the research results are (Golafashani, 
2003). The survey findings represents how humanitarian organizations in Uganda use and 
manage their IT resources for a given time period (Now and in the near future). With prior 
knowledge and experience working with these organizations, the researcher has identified 
and gathered information from reliable respondents and contacts. While background 
experience and knowledge can influence research directions and even topic, the researcher 
believes that background experience and knowledge can only enhance the quality and 
reliability of the research.  The sampling technique used (snowball sampling) has ensured 
the participation of the most reliable respondents working with the targeted organizations. 
Moreover, the online questionnaire contains relevant, clearly worded and pre-tested 
questions for better answers.  

Generalizability refers to the ability of  extending the validity of  one’s case study 
conclusions to other cases of  the kind (Mills et al, 2010). In qualitative research 
generalizability refers to the extent to which theory developed within one study may be 
exported. Uganda host several humanitarian organizations most of  which have 
headquarters and offices globally. Humanitarian organizations are strikingly similar in the 
way they operate, secure funding and are governed. They work in collaboration, similar 
locations, similar administrative and other work challenges. The administrative structures 
and financial regulations are quiet similar. The findings from the international humanitarian 
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organizations operating in Uganda will be similar to that of  any other country were the 
organization operates. 
 

3.3.6 Ethical Considerations 

In collecting data from the IT focal points working with these organizations, the researcher 
took into consideration the following:- 

 Respondents’ right to privacy by not including overly sensitive questions in the 
online questionnaire. The respondents were given an option not to answer 
questions that might be taken to be too sensitive. 

 Not allowing overly personal information to be made public before obtaining 
informed consent. 

 Ensured the confidentiality of the data obtained. 

 Omitted names and addresses but allowed the respondents to include their 
organization at their own discretion.  

 The researcher did not include specific names of any inter-governmental 
humanitarian agency when reporting on the findings and analysis. 
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4 Findings 

 

This chapter presents the finding from the online survey with respondents working with humanitarian 
organizations in Uganda. In order to maintain anonymity, the names of the participants and organizations 
have been omitted. The report finding starts with the use and then concludes with the challenges faced in 
managing and governing the IT function. Data is presented and described using tables, pie charts and bar 
graphs generated by the online survey tool. 

 

A total of 21 respondents took part in the survey. Of the 21 total respondents, 54.5 percent 
were working with International Non-governmental organizations (INGOs). 6 percent 
were from Inter-governmental organizations while 3 (13.6%) respondents were from 
national humanitarian organizations operating within Uganda. The figure 4.1 below shows 
the number of responses based on the type of humanitarian organizations.  

 

 

Figure 4-1  Respondents by type of organization 

The pie figure 4-1 shows that 12 respondents were from international Non-governmental 
organizations (light blue area). 6 (blue area) respondents were from international inter-
governmental organizations and 3 from national humanitarian organizations. 

 

4.1 How humanitarian organizations use IT 

Based on data gathered from the online survey with the IT Specialists, humanitarian 
organizations in Uganda use IT in many ways. This is described in the table 4-2 below:- 

  

Table 4-1 How humanitarian organizations in Uganda use IT 

Purpose Explanation 

Information 
Management 

All three categories of Humanitarian organizations use database systems 
that store information of different types. They use databases for data 
entry and storing general and beneficiary information. One respondent 
mentioned that their organization is establishing a data warehouse for a 
major inter-governmental organization that will manage data for 
peacekeeping missions globally. 

Support 
function 

Almost all respondents stated that they use IT on a daily basis for 
typing, scanning and printing reports and other documents. Respondent 
stated that IT helps them report to donors, manage grants and 
effectively implement program activities that help their beneficiaries.  
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Communicati
on 

IT resources like telephones, computers and the internet for general 
communication with different stakeholders to arrange meetings, 
coordinate programs and collaborate.  Inter-governmental humanitarian 
organizations as well as some non-governmental organizations use radio 
and satellite communication to coordinate activities in extremely remote 
areas with no mobile networks. Video and teleconference systems are 
also used to arrange meetings from far away locations and offices. The 
non-governmental organizations use IT to report to donors about 
progress of program activities. 

Security Inter-governmental organizations as well as some of the other categories 
of humanitarian organizations use radio handsets to monitor and 
coordinate staff convoys/movements particularly in insecure areas. 

Visibility The organizations use IT (social media and internet) to let the world, 
donors, beneficiaries and other stakeholders to know about their work.  

Fund-raising Related to visibility respondents also stated that they use IT for raising 
funds through their websites.  

Advocacy Humanitarian organizations use IT to publicly support specific causes 
such as child immunization, human rights and others. They use radio 
talk shows and mobile messages to convey specific messages of 
concern. 

ICT4D One respondent mentioned that his organization helps connect remote 
villages with internet in northern Uganda. Another mentioned helping 
farmers market their products through mobile applications which send 
phone messages on current food prices. One inter-governmental 
organization secures resources to help design information systems to 
help government partners, programs and ministries. 

Peace-
keeping 
activities 

One respondents from an inter-governmental organization said IT is 
used for peacekeeping coordination. Military equipment used by some 
inter-governmental organizations are controlled by computer systems.   

 

 

4.2 IT Governance and Management  

How IT departments are led in Humanitarian organizations 

Based on the responses received it was found that of the 21 organizations, 22.7% have the 
CIO role in the organizations. Most of the organizations with the CIO role are the larger 
inter-governmental humanitarian agencies and the international non-governmental 
organizations. None of the 3 respondents from the national humanitarian organizations 
confirmed having the CIO role.  It was also found that the role of IT Director or Director 
of Information Systems was common among both the international inter-governmental 
and non-governmental organizations. The IT Director performed the same roles attributed 
to CIOs.  3 respondents stated that their entire organization was headed by an IT Manager. 
45% of respondents surveyed had their head of IT referred to with different titles like 
Chief Technology Officer, IT Coordinator or simply IT Officer. This information is 
summarized in the figure 4-2 below:- 
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Figure 4-2  Different titles of the IT Head 

 

Reporting Line of IT at Head and Country Level.  

Headquarter Level: Based on the responses received, 19 of the 21 organizations are 
international in nature and have headquarters away from Uganda. They are the 
organizations that have offices in more than one country.  

 

 

Figure 4-3 Reporting Line of IT at headquarters 

 

The Pie figure 4-3 shows that at headquarter level, 22.7 percent of IT departmental heads 
reported to the overall head of the organization, 18.2 percent to the head of finance while 
45 percent to other senior officials with titles ranging from Senior Vice President, 
Executive Vice President, Associate Director Support Services Division, Deputy High 
Commissioners, Heads of Finance and Administration etc. 

Country Level: At country level only 13.6 percent of respondents stated that the IT head 
reported to the Country organization representative, 27.3 percent to the Country head of 
Finance. The remaining 59.1 percent of participants stated that the IT 
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Manager/Officer/Assistant from the country office reports to other officials such as the 
Procurement or Project Manager. This information is summarized in the figure 4-4 below:- 

 

 

Figure 4-4 Reporting line of IT at county level 

 

IT governance structures 

Regarding the governance of IT in humanitarian organizations, 54.5 percent of respondents 
confirmed having governance structures in the organization as a whole. 45.5 percent didn’t 
have any governance structures. On IT decision making committees, 59.1% of respondents 
said that they have IT decision making committees while 40.9 % said they didn’t have any 
decision making committees. The information on governance and decision making 
committees is presented in the pie charts below. 

 

 

 

Figure 4-5  Governance structure and decision making committees 

The pie chart on the left (green) represents the presence of IT Governance structures while 
on the right presence of decision committees in the survey participant organizations. 
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Involvement of IT in decison making 

The information from the respondents indicate that 31.8 percent believe IT is almost 
always involved in decision making, 31.8 believe IT is involved to a considerable degree 
while another 31.8 believe IT is occasionally involved in decision making.  This 
information is summarized in the figure 4-6 below:- 

 

 

Figure 4-6  Degree to which IT is involved in decision making  

 

4.2.1 Trainings and adoption of IT governance frameworks  

The figure 4-7  shows that 54% of the respondents had receive training in ITIL,  36.4% 
PRINCE2, 36.4% COBIT and 9.1% ValIT. Some of the respondents had received 
trainings in more than one of the governance frameworks. The trainings did not necessarily 
lead to certifications but were carried out by consultants or through internal online courses. 
Two respondents had received trainings before they joined their current organization 
(Individual study or with former organizations). Respondents had also receiving trainings 
and certifications in IT management related courses such as Microsoft and CISCO.  

 

Figure 4-7  Trainings received by respondents  

Of the 21 respondents only 14 answered the question on the adoption. 7 said that they 
hadn’t adopted any governance frameworks. 2 said there were plans underway to adopt a 
chosen framework. 3 respondent organizations had adopted COBIT, while one had 
adopted Prince2. One respondent stated that COBIT had been introduced but not fully 
implemented. 3 respondents have adopted ITIL while one respondent said that they have 
received various trainings but had not adopted the frameworks. 
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4.3 Alignment of IT to organization mission 

Data gathered from respondents show that 36.4% percent believe that their organizations 
IT is to a great extent aligned to their organizations mission. 50% percent believe IT is 
somewhat aligned to their organization mission.  While 13.6% believe that IT is to a small 
extent aligned to the organization mission. This information is shown by the figure 4-8:- 

 

 

 

Figure 4-8  Extent to which IT is aligned to organization mission 

 

4.4 IT Performance and Value 

Of the 21 respondents interviewed, 50 percent of them stated that they gauged 
performance based on IT Projects finished on time, 90.9 percent based on availability of 
network resources, 77 % by how users view IT services and staff while 68.2 % based on 
management view of IT and the department. 59.1 percent of respondents stated that their 
organizations also measured IT performance on such dimensions as how IT supports and 
works with other community workers during activities like emergency responses, 
commitment to organization ideals (e.g religion). This information is summarized in the 
figure 4-9 below:- 

 

 

Figure 4-9  How IT performance is measured 
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One of the reasons for conducting the survey was to find out how respondents and their 
organizations communicated the value of Information technology to stakeholders both at 
county and headquarter level for the international organizations.  The responses received 
from the survey participants found that IT value is communicated in the following ways 
and using various channels:- 

 High quality service delivery: Some of the survey the respondents state that they 
communicate IT value by delivering quality IT services that support the 
organization at all levels. From the newly designed IT systems, stakeholders are 
able to see how IT improves their organization processes and other activities. 

 Staff and management meetings: Most of the respondents said that they use 
staff meetings to communicate IT value to stakeholders both in the main office or 
field were all section heads present work progress. The respondents make 
presentations about the strategic benefits of IT during such meetings.  

 Trainings: From the responses received, the IT Specialist regularly carry out IT 
related staff and individual trainings in the main or field offices. It’s during these 
trainings that the respondents and other IT heads communicate how IT impacts 
and could contribute to the organization.  

 IT Head/CIO/Director:  A few respondents said that the most senior officer at 
headquarters is responsible for communicating value to senior managers. 

 When helping Users: IT value is also communicated during user support.  

 

4.5 Challenges of managing the IT function in humanitarian 

organizations 

The respondent shared their concerns and challenges while managing the IT function. 
These challenges have been narrowed down and grouped to include:-  

Budgeting and funding shortages: One major concern of the respondents from some of 
the non-governmental organizations was the lack of enough funding to establish a modern 
IT department. Related to insufficient funding, respondents from the non-governmental 
organizations pointed out the lack of an IT budget stating that donors only provide 
funding for the basic IT resources like Internet, computers and printers. Beyond these 
basics, it is difficult to secure extra funding. IT resources are catered for in part of the 
overall administration budget. 

Remote locations with islands of separate networks: Some of the respondents 
mentioned working in remote areas with no internet service providers that would allow 
cheap internet connectivity. Setting up networks requires more expensive technologies 
which are difficult to afford. The networks in these remote offices are often not linked to 
the main offices at country or headquarter level. Different service providers and separate 
networks make it hard to monitor and control the networks centrally. According to some 
respondent some of these remote locations are in insecure areas of operation and the risk 
of data loss is always high. Respondents from the inter-governmental organizations stated 
that working during periods of extreme emergency and complex situations makes the 
coordination of large expensive IT projects difficult for even the most experienced IT 
Project Managers.  
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Supervision and reporting line: This is a challenge for all the different categories of 
humanitarian organizations. Respondents from the non-governmental organizations state 
that since they implement programs for different donors and it’s common for the different 
programs to recruit their own IT staff who reports to the program head. This makes it 
difficult for the IT head at country or headquarter level to supervise IT staff who report to 
different individuals and work under different donor regulations. One respondent stated IT 
staffs within these programs are recruited without recommendation from the head of IT or 
a delegated assistant.  This may lead to the recruitment of unqualified staff. Moreover IT 
personnel from the different donor programs rarely meet to share experiences because of 
the different supervisors. 

Unclear performance appraisals: Related to supervision and reporting, some 
respondents also mentioned the lack of clarity of performance indicators regarding their 
work when supervised by staff with no background in IT. Some of the non-governmental 
humanitarian organizations operate on Christian ideals that are also included when gauging 
performance. Moreover IT personnel are expected to take part in or perform other non-IT 
related roles (e.g. distribution of items to beneficiaries during emergencies) which can 
positively or negatively influence performance and the appraisal process.   

Poor staffing, pay and lack of specialization: The problem of staffing and pay was 
pointed out by respondents from the non-governmental humanitarian organizations. 
Because they operate with budget constraints, consequently one IT is hired to manage all 
IT functions leading to overwork. Even though short term interns are hired to assist with 
work load, these are often inexperienced requiring more training. One respondent pointed 
out that he was required to know everything in IT as well as engineering. Staff may not 
know the boundary between IT and engineering.  

Job Insecurity: According to respondents, humanitarian organizations in many cases 
recruit staff based on emerging emergencies and secured donor projects/programs. 
Respondents from all the different categories of humanitarian organizations mentioned 
that short term contractual jobs create a culture of job insecurity that lowers moral and 
creates tension among all staff including IT. There is looming threat of loss of sensitive and 
confidential information from staff recruited on temporary arrangements.  

Bureaucracy: This challenge was pointed out by some respondents from the inter-
governmental organizations. Although well funded, inter-governmental organizations are 
characterized by high level bureaucracy that does not allow these organizations quickly 
adopt and take advantage of new technologies and innovations. According to some 
respondents in the international organizations, their sheer size and complexity means new 
technologies are implemented several years later despite the availability of funds  

Technology Acceptance and status: According to some of the respondents, there is a 
culture of community work in most of the humanitarian organizations. There is often 
resistance and lack of interest or appreciation for new technologies by even senior 
managers. Some respondents felt they didn’t have the same status like other humanitarian 
managers with social work background.  

Few refresher training Opportunities: Almost all the respondents from the different 
organizations mentioned few training opportunities as a challenge in their role as IT 
specialists in their organizations. According to one respondent, IT is always changing and 
requires frequent refresher trainings that is not possible with his organization 
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5 Analysis 

 

This chapter critically examines the data from the survey while referring back to the theoretical framework 
to help interpret and provide conclusive answers to the research questions. The analysis will take into 
consideration the three categories of humanitarian organizations operating in Uganda. 

 

In the previous chapter, humanitarian organizations in Uganda were dived into 3 distinct 
categories for the purpose of this research project. There are the international inter-
governmental organizations which include UN organizations, the International Committee 
of the Red Cross and the International Organization for Migration. The other categories 
are the International non-governmental organizations and the national organizations. 21 
respondents took part in the survey in total. 13 were working with International non- 
governmental humanitarian organizations, 6 were from Inter-governmental organizations 
while 3 respondents were from national humanitarian organizations operating within 
Uganda. The small number of respondents from national organizations was quiet 
surprising considering that there are many national NGOs operating in Uganda. The small 
number and difficulty getting respondents to take part in the survey leads to the conclusion 
that most national humanitarian organizations do not have established IT departments. 
Non-governmental organizations tend to recruit IT for the country office when 
implementing several program/projects which require the support of an IT person. A 
larger pool of funds from such large projects allows for the creation of IT positions. Some 
national organizations recruit the services of interns to help with both information and 
technology management on short term basis when there is great need. The work of 
maintenance and repair of available IT resources is left in the hands of local service 
providers. This finding leads to the conclusion that IT is not often given the same 
importance as other positions within the organization. 

According to Hackler and Saxton (2007), Boles (2013) and Meier (2010) humanitarian 
organizations use IT in areas of financial sustainability, strategic communications, 
relationship-building, collaborations, partnerships, marketing, acquisition of funding 
sources and as a support function. The survey results support these finding and show that 
there are similarities and difference in the way IT is used by companies and humanitarian 
organizations. The results find that in general humanitarian organizations use IT for 
Information Management, as a support function, for communication, security, visibility of 
the organization, fund-raising/advocacy, ICT4D and peacekeeping activities. The results 
from the respondents show that humanitarian organizations use IT for development 
purposes and to help lift the standards of poor communities in the country of operation. 
The main focus is on how IT can enhance the delivery of services to beneficiaries whereas 
business companies invest and use Information technology to gain and sustain competitive 
advantage. Of course business companies are frequently involved in philanthropy and are 
known to allocate funds to be channeled to causes that make the world a better place. 
However this is only possible after achieving the main aim of making profits. The results 
also show that humanitarian organizations use IT as a support function for administrative 
and clerical work (internet, typing, printing, scanning) which can also be said of business 
enterprises. Both firms and humanitarian organizations use IT for communication, 
information management (database systems) and see IT as generally supporting their 
organization strategies and missions. 
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5.1 IT Governance  

Enterprises that govern their IT receive more value from their investments in IT (Weill and 
Ross, 2004). The findings show that 54.5 percent of the organizations involved in the 
survey had IT governance structures while 45.5 percent didn’t have any governance 
structures. Good IT governance allows an organization to use IT effectively and ensure all 
managers are aware and responsible for IT performance. The finding leads to the 
conclusion that unlike top companies, humanitarian organizations may not be using IT 
effectively to support their missions. The findings also leads to the conclusion that the 
inter-governmental organizations have all taken steps to establish governance structures 
which is a good thing because they should be gaining more from their IT resources.  

According to Darrene and Gregory (2007), a critical factor in a Non-profit organization's 
ability to translate IT resources into strategic organizational results is the commitment and 
involvement of senior management and Board of Directors in a full range of IT decisions. 
IT governance facilitates appropriate awareness of the strategic importance of IT among 
managers and staff (Zhang & Chulkov, 2011). The survey results show that 59.1% of 
respondents have IT decision making committees in their organizations while 40.9 % said 
they didn’t have any decision making committees. Some of the organizations with the 
CIO/Director position seem not to have a standing IT committee that makes key decision 
on major IT ventures and that are aligned with the organization’s mission. These finding 
further support the conclusion that when compared to top business enterprises, 
humanitarian organizations may not be managing their IT resources effectively. 

 

5.1.1 Leadership of the IT department 

Regarding the leadership of the IT department for the different categories of humanitarian 
organizations, the findings show that 22.7% of the organizations have a CIO role/title. 
These results also show that most of the organizations with the CIO role are the larger 
international organizations. None of the 3 respondents from the national humanitarian 
organizations confirmed having the CIO role. The findings clearly show that the IT 
Manager is still the most senior IT person in many humanitarian organizations at both 
national and international level. The CIO title is not included in most of the humanitarian 
organization hierarchical structure and is used interchangeable with some organizations 
using both titles (CIO/Director of Information systems). The findings also show that 
unlike business enterprises, the CIO title is not commonly used by humanitarian 
organizations. 

The survey results show that 22.7% of IT departmental heads of the international 
organizations reported to the overall head of the organization while 45% of respondents to 
other senior officials with senior responsibility. 18.2 percent reported to the head of 
finance. These finding show that international humanitarian organizations have made 
positive steps to ensure that the head of IT/CIO has ready access to senior management. 
At country level only 13.6 percent of survey participants stated that the IT head reported to 
the country organization Representative. This means that at country level the influence of 
IT may not be as high as at headquarters. Another interesting finding is that none of the IT 
heads from the country office reported directory to the CIO or Director at headquarters. 
This leads to the conclusion that the CIO at headquarters may have less influence on field 
IT staff and their activities. This is in contrast to business enterprises whose CIOs are very 
influential and run IT departments with clear reporting structure from the top IT managers 
to the IT help desk personnel. 
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5.1.2 Trainings and adoption of IT frameworks 

The results from the survey show that 54% of respondents had received training on ITIL, 
36.4% PRINCE2, 36.4% COBIT and 9.1% ValIT. The inter-governmental organizations 
have online internal trainings for IT staff on some of the governance frameworks.  Some 
respondents mentioned receiving trainings and certifications on Microsoft, CISCO and 
other courses. However when it came to the adoption of the frameworks, few respondents 
replied to the question. Only 7 respondents confirmed adopting the IT governance 
frameworks while a few said there were plans underway to adopt a chosen framework. This 
evidence leads to the conclusion that much as the organizations organize trainings to their 
IT staff, there is still low adoption of the frameworks. The larger international 
organizations have adopted some of the governance framework like COBIT, ITIL and 
PRINCE2. These findings show that unlike business enterprises, humanitarian 
organizations are still lagging behind in fully embracing these IT governance and 
management frameworks.  

 

5.2 Alignment  

According to Pearlson and Saunders (2009) organizations need to design organizational 
structure and IS strategies in a way that they facilitate and support the business strategy. 
The survey results show that 36.4% of the respondents believe that their organizations 
information technology is to a great extent aligned to their organizations mission while 
50% believe IT is somewhat aligned to their organization mission.  While 3 (13.6%) believe 
that IT is to a small extent aligned to the organization mission. According to Huang and 
Qing (2007), their needs to be a strong relationship between IT and business based on a 
culture of alignment. When weighing the evidence, it appears that humanitarian 
organizations in general struggle to align Information technology with their mission.  This 
may stem from the fact that some humanitarian organizations don’t view IT as an 
important part of overall mission. The 3 respondents who stated that IT wasn’t aligned to 
their organization mission were the national humanitarian organizations. National 
humanitarian organizations need significant effort to reach acceptable levels of alignment. 
But it shouldn’t be forgotten that respondents from the national organizations stated that 
they carry out their work with significant funding shortages and heavily rely on inconsistent 
donor funding which are difficult to secure. The larger inter-governmental organizations 
attract more funding for IT because they are have a track record and are supported by 
member states/governments. 

 

5.3 IT performance and value 

Evidence from the survey results show that all categories of humanitarian organizations 
have some system of measuring IT performance. The survey respondents stated that 
performance was measured using known metrics used by business companies like IT 
projects finished on time, availability of network resources, user view of IT services and 
staff and management view of IT and the department. However respondents also 
mentioned other measures/metrics unique to some humanitarian organizations which 
include how IT supports and works with other community workers during humanitarian 
activities, active involvement in ideals of the organization. When one respondent was 
probed after filling in the online questionnaire, he stated that in the terms of reference for 
each staff position includes a part which requires an applicant to possess strong Christian 
conviction – including that of the CIO. This finding leads to the conclusion that IT 
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performance is not always measured in terms of delivering value for some humanitarian 
organizations.  

Whereas responses to the question of IT performance were straightforward, respondents 
struggled to articulate how the value of IT was communicated throughout their 
organizations. Many of the responses show a lack of understanding of what IT value is. 
This may be due to lack of trained staff to use IT with performance effectiveness in mind 
as Darrene and Gregory (2007) stated. According to Sabyasachi et al (2011), IT value 
should be measured by performance metrics on dimensions that stakeholders find 
important or else it won't communicate value. The respondents state that they 
communicated IT value by providing high quality IT services and trainings. According to 
the respondents they used staff meeting and carried out trainings to stakeholders know 
about the value of IT. For the international organizations, the IT Head/CIO/Director was 
responsible for communicating value to senior managers. The respondents didn’t 
satisfactorily elaborate how IT value was communicated at higher organizational levels. 
Perhaps this was due to the fact that many still struggle in their effort to establish good IT 
governance structures. According to Zhang and Chulkov (2011), IT governance is an 
important factor in generating business value from IT. With good governance structures 
and committees, the value of IT is easily spread. 

 

5.4 Challenges of managing the IT function 

The respondents mentioned several challenges that their organizations face while managing 
the IT function. One particular problem mentioned by the non-governmental 
organizations was the insufficient funding and lack of separate IT budgets. According to 
(Brianna Bole, 2013), these organizations ability to implement technology innovations 
progressively is limited by budget constraints. Insufficient funding implies that these 
organizations may struggle to adopt or apply some of the best IT management and 
governance frameworks used by top business firms. The application and adoption of 
frameworks like COBIT and ValIT requires significant investments that many of the non-
governmental organization may not be able to afford.  There will need to be efforts by 
many of these organizations to have separate IT budgets for their IT departments and 
donors need to prioritize Information technology and allocate more funds to it beyond 
normal use. The over dependency on donor assistance could be seen as a hindrance to 
these organizations ability to properly manage their IT resources. The international NGO's 
need to deliver the same quality IT services at headquarters to their field offices. The 
current trend in many of the international non-governmental organizations is to secure 
separate funding from donors for their IT departments at headquarters. The same effort 
should be seen in their field offices. It has also been noted that none of the respondents 
from the inter-governmental organizations mentioned funding as a challenge in their 
management of the IT function. This leads to the conclusion that most inter-governmental 
organizations have adequate funding to modernize and apply some of the best IT 
management practices while the smaller organization are limited by budget constraint that 
Marianne and Mikael (2013) also found was mainly caused by donor prioritization of other 
sub-areas of development. 

The survey finds that many humanitarian organization efforts to have efficient IT 
infrastructures are constrained by the need to work in remote locations that are 
characterized by islands of separate networks. The respondents mentioned working in very 
remote areas with no network service providers and internet connectivity - requiring more 
expensive technologies which are difficult to afford for some. This leads to the conclusion 
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that for organizations that cannot afford these expensive technologies, their IT Managers 
and CIO will struggle to manage a cohesive network of interlinked offices in remote offices 
at country or headquarter level. It also hinders the application of recommended modern IT 
management standards.  

One important prerequisite for the application of many of the known IT Governance and 
management frameworks and best practices is the establishment of well organized and 
coordinated IT departments with clear reporting lines. The results from the survey show 
that supervision and reporting lines for IT are not clearly defined for many of these 
organizations which is a hindrance to the adoption of the best IT management/governance 
frameworks. According to Zhang and Chulkov (2011), effective IT governance helps 
avoids duplication of work and different levels of standards within the organization. One 
respondent in an inter-governmental organization mentioned that some database systems 
are independently controlled by other non-IT departments. Respondents from the non-
governmental organizations state they often implement programs from different donors 
who recruit their own IT Specialist. The IT head at country or headquarter level has no say 
over what IT staff in these programs do. This leads to the conclusion that some 
humanitarian organizations don’t have clearly coordinated IT departments accounting to 
the overall IT Manager, Director or CIO. The authority of the CIO could be undermined 
and influence limited with such settings. The organizations risks falling into what termed 
(Shpilberg et al, 2007) “Alignment trap” were complexities in the delivery of IT services 
within the organization isn’t addressed to allow for the benefits of business/IT alignment.   

Another important prerequisite for the implementation of the IT governance and 
management frameworks is the presence of clearly defined metrics for performance both at 
the organizational and individual staff level. At individual level, respondents from the 
survey mentioned the lack of clarity of performance indicators regarding their work when 
supervised by staff who they say are not IT oriented. The survey found that IT Staff 
competencies are often based on metrics such as ability to proactively participate in 
religious activities within or outside the office. In some cases IT personnel are expected to 
work with other community workers on such tasks as distributions of items to 
beneficiaries. These finding is in line with what Kanungo et al (2001) found that there are 
cultural and organizational factors that influence IT strategies. One respondent mentioned 
a lack of specialization as IT staff in humanitarian organizations often performed all the 
offices IT tasks. This finding implies that to some extent there is a lack of understanding of 
the role of IT Specialists within many of these organizations.  

The respondents noted that there is a culture of community work in most of the 
humanitarian organizations. Humanitarian workers in general have fewer experiences and 
exposure to modern technology when compared to their business counter-parts. Resistance 
to and lack of interest or complete appreciation for IT by some managers and staff means 
IT heads aren’t always treated as equals with other unit heads. Status affects an 
organization’s ability to extract value from its IT investments (Galliers and Leidner, 2004). 
IT may not receive the critical resources it needs because top management does not fully 
understand IT role (Kaarst-Brown, 2005). Leaders in humanitarian organizations may as 
Galliers and Leidner (2004) found continue to question whether or not IT delivers business 
value because they do not realize that value creation requires their involvement as well. The 
larger inter-governmental organizations are well funded but the level bureaucracy does not 
allow these organizations quickly adopt new technologies.  One respondent mentioned that 
although new technologies are approved, implementation takes a long time. For inter-
governmental organization to adopt these frameworks, there will need to be great steps 
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taken to ensure that organizational procedure are flexible enough to allow for changing IT 
systems and innovations. 

Few training opportunities was one other challenge noted faced by the respondents when 
managing the IT function. The provision of training opportunities and competent IT staff 
are important for the implementation of IT Management and governance frameworks. The 
challenge of few training opportunities shows that just like in some business firms, there is 
hesitation in investing highly in IT because IT’s srategic role may still be questioned by 
some decision makers in an organization.  The employment of IT staff on short term 
renewal contracts should be used with caution as it creates a culture of job insecurity that 
demoralizes and creates tension among staff. Moreover there is a real threat of loss of 
sensitive and confidential information with these arrangements. Gaonjur and Bokhoree 
(2006) stated that former employees are familiar with internal policies and procedures, 
which can be exploited to facilitate attacks.   

The problems mentioned by respondents needs to be addressed in order for all of these 
organizations to acquire the necessary technologies and adopt the best IT Management 
practices examined in the 2nd chapter. The most significant improvement for the 
organizations in general would be securing more funding for IT especially for the smaller 
organizations. Donors need to prioritize and increase IT funding as a first step to solving 
the other challenges in IT Management. 

 

Conclusion 

The purpose of this study was to provide insights into the management and use of IT in 
humanitarian organizations in Uganda. To find answers to the two research questions 
various approaches were used.  

 

Question One: What are the similarities and differences in the use and management of IT in 
humanitarian organizations and business enterprises? 

The survey results found that just like business enterprises, humanitarian organizations use 
IT for administrative/clerical work, Information Management and communication. IT 
generally supports organization mission and strategies of both business enterprises and 
humanitarian organizations. However many humanitarian organizations also use IT for 
fund-raising/advocacy, peacekeeping activities and for overall human development 
(ICT4D) to help lift the standards of poor communities. IT is used by humanitarian 
organizations to enhance the delivery of services to disadvantaged people whereas business 
companies invest and use IT to gain and sustain competitive advantage and deliver better 
services to customers.  

Regarding IT governance, humanitarian organizations in Uganda have adopted IT 
governance models to a small extent. Respondents from the larger humanitarian 
organizations have adopted COBIT, ITIL and PRINCE2 while the national organizations 
haven’t taken significant steps to do the same. In general, compared to top business 
enterprises, humanitarian organizations may not be managing their IT resources effectively. 
The CIO title is not commonly used by humanitarian organizations. Although the Director 
title is common and has access to senior management, they are not as influential as CIOs in 
large business enterprises. Moreover the reporting structure for IT is not as clear-cut as 
other departments in humanitarian organizations. 
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The survey results show that 36.4% of the respondents believe that their organizations IT 
is to a great extent aligned to their organizations mission. Both business firms and 
humanitarian organizations struggle with alignment but the survey findings show that a 
culture of alignment is not established in most humanitarian organizations. 

 

Both business enterprises and humanitarian organizations measure IT performance using 
metrics like IT Projects finished on time, availability of network resources, user’s view of 
IT services and staff and management view of IT and the department. However 
humanitarian organizations also use unique measures/metrics such as how IT supports and 
works with other community workers during humanitarian activities and active 
involvement in ideals of the organization (e.g religion). 

 

Question Two: What challenges do humanitarian Organizations face managing the IT function? 

Based on the survey responses, the challenges of managing the IT function in humanitarian 
organizations are funding shortages, working in remote locations, islands of separate 
networks, unclear supervision/reporting/performance appraisals. There are also challenges 
of poor staffing, poor pay, lack of specialization, job Insecurity, bureaucracy, low 
technology acceptance, low status of IT and few refresher training opportunities.  
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6 Discussion 

In this chapter, the results and methods used during the research project are discussed. This chapter also 
discusses the implications of the findings to research, practice and opportunities for further/future research. 
The chapter suggests recommended actions to address some of the challenges found to hinder humanitarian 
organization efforts to get the most from their IT resources and adopt modern IT governance and 
management framework/models. 

 

 

6.1 Results discussion 

The survey findings are close to what the researcher expected although with a few 
surprises. The researcher had expected that the results would find unique challenges 
humanitarian organizations to face in managing their IT function and this was confirmed 
by the survey results.  The researcher was surprised to find that many of the organizations 
don't have government structures in place and that donors don’t prioritize the funding of 
Information technology beyond essential hardware for many of the smaller organizations. 
The results have shown that Information technology is important to the work of 
humanitarian organizations and that significant efforts have been put to ensure that the 
organizations take advantage of the opportunities presented by IT. However as the results 
have shown, many unique challenges have been discovered during this project that 
humanitarian organization face in managing their IT resources. IT departments in these 
organizations have to deal with islands of separate networks in remote areas, performance 
measures based on non-IT related or organizational metrics like religious conviction among 
others. This means that for many humanitarian organizations, there will need to be 
significant improvements and considerations by top management to ensure effective 
adoption of the known IT Management, governance and performance management 
models. 

 

6.2 Methods Discussion 

Using an online survey as a data collection method resulted in larger amounts of 
information collected than would be with other methods in this particular study. In order 
to gather as much information from as many respondents as possible, the questionnaires 
were sent to 18 respondents known to the researcher and working with 18 different 
organizations.  12 replied on time. Of the 15 who had promised to participate 9 responded 
in time. In total 21 respondents out of the expected 33 took part in the survey. The method 
was cost effective and it was possible to reach out to respondents in different locations 
within the country. However some respondents took their time to respond (low response). 
Moreover there were respondents who didn't respond to the questionnaire as they had 
promised while others tried to answer when it was too late. Although that was quiet 
disappointing, the researcher finds the non-response negligible considering the vast amount 
of information gathered from the 21 respondents. Moreover the finding from these 21 
respondents from 21 organizations can easily be generalized to the other organizations. 
Some of the answers to the qualitative questions weren’t so clear and there was need to 
clarify with a respondent whenever possible. When reaching back to the respondent wasn’t 
possible, the researcher had to make sense of available data which were sometimes too 
brief or “left hanging”. Overall the responses were clear, useful and very revealing. 
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Humanitarian organizations operate in similar ways from country to country and findings 
in one country can be generalized to others. Uganda hosts many of these organizations and 
is a regional hub for many humanitarian organizations because of the instability in 
neighboring countries. The findings from the survey with the 21 respondents on the 
different areas of the research topic will be similar to those found in any other country 
were humanitarian organizations operate. Moreover each humanitarian organization 
operates under similar regulations and leadership in every country. 

 

6.3 Implications for research 

This research study has helped increase understanding about IT governance and 
management in humanitarian organization. The research project has helped raise awareness 
about important challenges that humanitarian organizations face in the management of 
their Information technology resources. The survey results show a big gap in standards of 
IT Management and governance between the smaller national and international 
organizations. Many of the larger international organizations have taken steps to establish 
good governance structures that involve the CIO or other higher ranking officials in overall 
organizational strategy. The researcher has been surprised to find that there are few 
scholarly writings on IT Management and governance with these organizations. There are 
many interesting and unique areas and opportunities for further research with regard to IT 
Management and governance in humanitarian organizations that have been identified 
during this research study. 

 

6.4 Implications for practice 

All known frameworks and models such as the IT Balanced scored and COBIT need to be 
tailored to the specific needs of humanitarian organizations taking into consideration 
challenges mentioned in this project. Failure to do so will mean that many humanitarian 
organizations will not fully benefit from these frameworks and models. Humanitarian 
organizations and their IT Manages need to establish a culture of alignment at all levels of 
the organization through frameworks like COBIT and PRINCE2.  The findings show very 
promising efforts by the larger inter-governmental organizations to ensure that IT is 
managed to the highest possible standards. Similar efforts should be undertaken by the 
smaller non-governmental organizations. Non-governmental organizations with limited 
funding and work in remote areas can benefit from cloud computing that allows remote 
access at low costs. Moreover, it is possible to embrace cloud computing without having to 
employ more costly IT staff. Humanitarian organizations can use skilled volunteers 
whenever budgeting constraints hinder hiring of paid staff. Leaders of these organizations 
need to be more proactive in demanding for more funds for the IT department that should 
function beyond IT support. Resistance from other senor leaders could be solved by using 
the matrixed approach to IT governance which allows for the CIO position and spreads 
responsibility and accountability of Information Technology to all division heads. 

 

6.5 Future Research 

There are many interesting and unique areas and opportunities for studies with regard to IT 
governance/ Management with humanitarian organizations that have been highlighted in 
this research study. The study has narrowed the gap in literature but there are areas that 
need to be studied even further.  Specifically research should be undertaken for each of the 
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different categories of humanitarian organizations. More research needs to be carried that 
are tailored to the IT department in national humanitarian organizations in both developing 
and the more developed countries. Moreover there should be more studies on how cloud 
computing and business intelligence could benefit humanitarian organizations. The 
Application of IT balanced scorecard in humanitarian organizations would be interesting 
topic of research in the future. 
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