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Abstract:

Researchers and professionals are increasingly focusing on strategic IT-business alignment, as
it has been found to have a positive impact on the performance of SMEs. The strategic
Alignment Model (SAM) is a comprehensive framework for achieving IT-business alignment
that was developed in 2000. It combines multiple perspectives on alignment to provide a unique
and valuable view. Although SAM has been widely adopted in Western IT studies, there is a
lack of research on its implementation in the USA. In this research, we explore how three styles
of alignment - communication, governance, and competency - impact small and medium-sized
enterprises in the USA. Our survey, which includes input from 230 managers and IT
employees, suggests that all three alignment styles have positive effects on SME performance.
We discuss the significance of these findings for both theory and implementation, and

recommend areas for additional research.

1. Introduction:

Experts recognize the importance of aligning IT and business strategies, as revealed by various
studies (Gerow et al., 2015; Luftman & Ben-Zvi, 2011; Orozco et al., 2015). Achieving this
alignment can spur innovation, enhance efficiency, and generate a competitive edge (Alaceva
& Rusu, 2015; Chen et al., 2010; Ravishankar et al., 2011). Conversely, disregarding this
crucial connection could result in poor financial performance and reduced organizational
effectiveness, wasting valuable resources. Alaceva and Rusu (2015) state that I1T-business
alignment measures how much the IT strategy supports the organization's purpose, goals, and
strategies. Make sure your IT strategy supports your business goals for optimal
results.Majstorovi¢ (2016) suggests that IT management is a type of organizational
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management. Mosthaf and Wagner (2016) argue that IT strategic alignment occurs when the
associated information structures of a company and its practices and objectives are in harmony.
Liang et al. (2017) propose that precise alignment involves the implementation of IT that fits
the company's strategic plans, priorities, and requirements. Benbya and McKelvey (2006),
however, contend that IT and business strategy's very close coordination can lead to lower
competitive stability and an unwillingness to adapt to environmental changes. To address the
challenge of achieving IT-business coordination, specific frameworks have been developed
that are reliable, relevant, and possess robust psychometric properties. Luftman (2000)
developed the Strategic Alignment Model (SAM) as a foundation for further research in this
area (Coltman et al., 2015; Gutierrez et al., 2015). However, the applicability of SAM to Middle
Eastern organizations remains uncertain because few studies have been conducted on the topic
(see Alyahya and Suhaimi, 2015).

To achieve success in business, effective communication is essential for establishing a strong
connection between IT Business Alignment and a company's performance. Unfortunately,
small to medium-sized businesses in the US face many communication challenges. IT
executives lack communication channels, and there's a shortage of formal networks to share
experiences with other departments, thus coordination problems can arise. Furthermore, in
some cases, top management can dominate decision-making. Adding to the issue is the absence
of a website or page to promote their products and provide information about their company
background. Lastly, IT competency is undervalued in the US which results in IT cost being
prioritized.SMEs are more concerned about cost rather than the benefits of applying IT business
alignment to their business. Additionally, internal and outsourced IT may lead to lower
productivity measures, as there is a lack of direct link between the company and IT metrics,
along with inconsistent internal and external benchmarking. The government also does not
provide sufficient support to encourage SMEs to adopt modern IT practices. As emphasized,
there needs to be a greater focus on IT and business perspective in comparison to other

countries.

Considering the challenges mentioned above, it is essential to explore how Competency
impacts the performance of small and medium-sized enterprises (SMES) in the United States.
SMEs based in Baghdad face various issues while running their businesses, such as inadequate

integration between IT and non-IT functions and a lack of awareness of customer needs among
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non-IT departments. Although IT personnel understand the significance of technology in
businesses, other departments concentrate solely on performing their duties without realizing
the benefits of IT adoption to improve their skills and enhance the company's overall
performance. Collaborations between businesses also have a vital part in achieving success,
but the responsibilities and positions of businesses and IT personnel are frequently ambiguous
during preparation and execution. Therefore, SMEs in the United States face many challenges.
Disputes and mistrust often arise between companies and IT managers, and the cost and
benefit-sharing between companies and IT are usually separate. These challenges lead to IT
not being considered a business partner. Thus, it is crucial to investigate the impact of
partnerships on the performance of SMEs in the United States. The objective of this study is to
review the roles of communication, governance, competency, and partnerships as factors for

aligning IT with businesses in companies.

2.Literature Review:

2.1 Small and Medium Enterprises (SMEs) Performance:

This study's fundamental framework revolves around the assessment of SMEs' output, which
is vital to strategic management and the concept of the company itself (Santos & Brito, 2012).
However, due to its complexity and multi-dimensional nature, there is no agreed-upon
definition of corporate performance.Academic researchers have identified a range of metrics
to evaluate the success of small and medium-sized enterprises (SMESs), divided into objective
and subjective categories. In this section, we will go into these different metrics of SME
performance in detail. Martin et al. (2017) classified SME performance into three types:
financial performance, productivity, and customer benefit. Financial performance refers to the
company's potential to generate more income by increasing its competitive advantage.
Productivity measures the contribution of input processes to output. Customer benefit is the
total benefit received by stakeholders from using a particular IT service offering (Brynjolfsson
& Hitt, 2000). (Ashrafi & Mueller, 2015; Belderbos et al., 2004; Luftman et al., 2017). The
key to successful IT investments is alignment between IT businesses and the entire
organization. This alignment can be demonstrated through tangible results and is crucial to
achieving success. Small and medium-sized enterprises (SMEs) are a cornerstone of
management research, and a business's performance falls into two categories: financial output
and organizational performance. Financial output includes profit, return on assets, and

expenditure gain, while organizational performance includes sales, market position, and total
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return on investments. For SMEs, performance is gauged through top management's viewpoint
on their perceived approach to performance, using a Likert-like scale. Although various metrics
measure financial efficiency, the financial ratio remains the most commonly used standard of

performance measurement in finance and inference statistics.

2.2 Communication:

Effective communication is essential for alignment, and it's successful when the message is
understood by the receiver as intended by the sender. With the emergence of information and
communication technologies (ICT), we've witnessed significant changes in supply chain
management (SCM) practices, leading to positive outcomes in managing equipment. The use
of ICT has also had a positive effect on the success of small and medium-sized enterprises
(SMEs), but it's subject to various socio-economic conditions, impacting the preference for
such technologies in the business district. Rufai (2014) notes that the role of communication

technologies in promoting business performance and local economic growth may vary.

To foster corporate synergy, it is important that individuals comprehend their roles and
responsibilities. At an operational level, it is crucial for business units to share a common view
on the processes needed to achieve operational objectives that align with overall business goals
(Tarhini, Naji, & Masa'deh, 2015). Management should communicate the necessary
requirements to support specific functions, and through IT processes, management can

facilitate synergy in business processes (Rath, 2018).

Communication is widely acknowledged as one of the critical factors in achieving IT-business
alignment, enabling organizations to achieve high performance. Scholars such as Luffman
(2000), Poelen, Stamper et al. (2012) have identified communication as one of the essential
factors linking IT-business alignment with SME performance. Other researchers, including
Helaly (2012), Naidoo (2011), Gutierrez et al. (2009), and Sledgianowski & Luftman (2005),
have similarly claimed that effective communication is a key predictor of organizational
success. Therefore, communication is a vital factor due to its significant role in IT-business

alignment, as highlighted by various scholars.

Section 2.3 - Governance
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IT governance refers to the framework used to determine the role of IT in an organization, and
how IT help’s in achieving business objectives. It is essential to report on the implementation
of other tasks and define objectives in order to strengthen them. There are four potential areas
that could be contributing to the discrepancy between IT and business, which includes
leadership, structure, level of service, process, and principles. The IT and business managers'
governance role can cause these problems, and therefore, the connection between them should
be strengthened to integrate IT strategy and plans effectively. Ensuring quality is crucial to
satisfy stakeholders when undertaking IT initiatives. Implementing ITIL can help address some
of the problems that create a gap in IT and business alignment. A framework outlines the
structure, quality, and adoption of technical services in an organization.

IT governance initiatives can attain operational excellence by using IT outputs to support non-
IT business functions and processes. The IT capacity maturity model aims to enhance
efficiency across business domains by optimizing processes that are well-defined, documented,
and repeatable. Many researchers have identified governance as a critical factor linking IT

business alignment and MEs performance, leading to a successful company.

Therefore, governance plays an essential role in organizations.

2.4 Competency

Organizations need internal records such as accounting reports, manufacturing expenses, and
efficiency of their goods. However, they also require external environmental information like
competitions, buyers, and vendors to understand and meet their consumers' needs efficiently
and quickly, thus achieving strategic advantages in a sustainable environment. This is why IT
competency is crucial. IT abilities refer to how organizations use technology to manage
information successfully, rather than just the programs, computers, and telecommunications
themselves. Information holds great significance in the global marketplace, with increasing
importance every day. Effectively managing resources and procedures through IT competence

is essential in today's digital age.

Unique resources emerge without interest towards a single market setting, which makes

competencies incomparable from a resource-based viewpoint. This uniqueness could be the

foundation for a competitive advantage. Organizations with higher IT skills are considered
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superior in managing "invisible assets” that lead to market leadership. The use of marketing
literature, strategy, and IT to enhance information management competency of an IT company
can build IT skills.

Many believe that businesses consist of IT-related components, such as applications,
equipment, and personnel. The amalgamated trio of IT proficiency dimensions - IT expertise,
IT management, and IT infrastructure - encompasses resources that showcase an enterprise's
ability to recognise and utilize necessary IT technologies and procedures for handling business
and customer data.

2.5 Partnership

A number of practical experiments have been conducted to examine the relationship between
business performance and partnership, with various outcomes. Stuart (2000) conducted a study
that focused on the technology industry and explored the benefits of portfolio collaborations in
innovation and development. The report concluded that companies with broad and creative
partnerships tended to have more reliable outcomes than those without. The report also
proposed two models for further testing. According to the research conducted by Jonathan and
Soldi (2011), collaborations are considered successful when they achieve their objectives and
lead to financial gains for both parties involved. While the study mainly focused on the service
industry, it recommended further investigation to extend the results to other sectors as
well.Discover the impact of strategic partnerships between small and big businesses in Equity
Bank's case study by Kudate (2014). Despite being viable, small businesses require increased
information before exploring collaborations. The author suggested further research on the
governance and operation of such organizations.After evaluating Equity Bank and its partners'
decision-making collaborations, Walekhwa (2011) recommended additional investigations into
agency banking's effects. Despite previous studies, there are still knowledge gaps that need
further analysis to better comprehend how partnerships are structured and how organizations

react to varying needs.

2.6 Development of Hypotheses and Research Framework:
The SAM (Luftman, 2000) is the basis for the conceptual framework and hypotheses presented
in this study.
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Research indicates that implementing the strategic alignment model (SAM) can greatly
improve the performance of small to medium-sized enterprises (SMEs) in the United states.
Our study focuses on four important hypotheses: The impact of IT business alignment factors
on SME performance varies depending on the quality of communication, governance

competency, and partnership.

Discovering how different factors affect SME performance is important to continually improve
their operations. The study explores several direct influences that can impact SMEs, such as
communication, government policies, competencies, and levels of service. These alignment
factors have already been verified through previous studies, and this research aims to examine
their direct influences further. By presenting accurate and relevant information, we can help

SMEs make better-informed decisions to enhance their financial performance.

After examining the data, the following hypotheses have been formulated to explain the factors

impacting SME performance:

1. **H1: Communication**: effective communication practices have substantial impact on the

success of SMEs.

2. **H2: Governance**: Having good governance structure and practices contribute

significantly to SME performance.

3. **H3: Competence**: high levels of competence in employees and leadership are a critical

factor in SME success.

4. **H4: Partnership**: strategic partnerships with other businesses influence SME

performance in noteworthy ways.

These hypotheses will be further tested through research and analysis.
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Fig: Maximizing SMEs Performance through IT Business Alignment Model

3.Methodology

Researching the Correlation Between IT Business Factors and SME Performance in usa. In this
study, we aim to identify the relationship between key IT business alignment factors (including
communication, governance, competency and partnership) and SMEs' performance in the
United states. Using a deductive approach for hypothesis testing and quantitative research
methods, we will carefully analyze collected data from a cross-sectional survey conducted via
questionnaire. Our purpose is to establish a suitable model for understanding the correlation
between these key variables, and to ultimately provide valuable insight into how SMEs can

improve their performance.

We collected important data through a survey to understand a phenomenon among SME owner-
managers and IT personnel. The survey utilized a Likert scale-style questionnaire with
measurement scales based on past research and literature reviews. Likert scales are commonly
used in social science research and are ideal for surveys completed by individuals. But, keep
in mind that modifying the questionnaire can affect its reliability and validity, even though it

can be altered for this particular study.

The survey used in this study collects information on the participants' demographics and their
perspectives on small and medium-sized enterprise (SME) performance. It also includes

questions about the independent variables, specifically the dimensions that measure the
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alignment of IT business factors such as communication, governance, competency, and
partnership. The researchers utilized a structured survey approach for data collection based on

the information and variables' measurement analyzed.

This section provides information about the companies that took part in the research. Our study
focuses on services SMEs that have implemented e-commerce. Specifically, we will be
collecting data from owners, managers, and IT staff to gain insights into their experiences with
e-commerce adoption. Various characteristics of the participants were examined, including
gender, age, position level, company size, education level, marital status, and years of work
experience. The participants' profile was analyzed using SPSS software version 22.0.

We analyzed the profiles of 230 participants in our research. The gender breakdown revealed
that 81.2% were males, while females made up only 18.8%. When it came to age, the largest
group (31%) were between 44 to 54 years old. Participants above 55 years old accounted for
26%, followed by 19.4% between 35 to 44 years old. Those between 25 to 34 years old made
up 15.4% while the smallest percentage (7.8%) were respondents younger than 26 years old.

The study considered the respondents' job levels and found that managers represented 23.8%,
IT staff represented the majority at 54.6%, and owners were least represented at 21.8%.
Moreover, the size of the company and the education level of the respondents were also
evaluated. It was found that most of the respondents (62.5%) came from small companies,
while 37.5% of the respondents were from medium-sized companies. As for education level,
most respondents (62.2%) had a Bachelor's degree, 24.6% had a certificate or diploma, 1.3%
held a Master's degree, and 2.2% were certified as a Ph.D. holder. Out of all the participants,
only 9.9% had a secondary school certificate. In regards to marital status, the study found that
the majority of participants (85.6%) were married, while 13.5% were single and 1.4% were

divorced. None of the respondents claimed to be a widow.

Out of the 230 participants, the majority of respondents (30.1%) had worked for 11 to 15 years,
followed by 24.7% who had 7 to 10 years of work experience. 29.8% of the respondents had
worked for 15 to 20 years. Only a small percentage (9.1%) had worked for 5 years, and an even
smaller minority (6.4%) had worked for 18 years or more. The data collected from all 230
participants were examined reliably and the instruments employed were found to be reliable as
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well. The reliability of all items was checked using Cronbach's Alpha. For the sample with N
= 230, the corresponding alpha values of Cronbach are seen in the following table.

Table 2:

Values of Cronbach’s Alpha

No. Variables Cronbach’s Alpha | Average Variance (AVE)
1 Governance 0.892 0.714

2 Communication 0.891 0.685

3 partnership 0.916 0.726

4 Competency 0.887 0.678

5 Sme performance 0.869 0.701

Note:To guarantee convergence validity, every item must possess an AVE value of at least
0.50.

Table 2 shows that all items in the analysis have achieved a robust Cronbach Alpha, with scores
above 0.7. This means that the scales used in the analysis are reliable and can be used to test
the model. To ensure a robust measurement model, we evaluated convergent and discriminant
validity using the AVE, Composite Reliability (CR), and Factor Loading evaluation criteria
proposed by Hair et al. (2010).

Based on our analysis, all constructs exceeded the required AVE threshold of 0.5, with values
ranging between 0.695 to 0.740. Additionally, the average load of 0.7 or higher, and CR of 0.7
or higher indicate good convergent validity. These results confirm that the measurement model

used in our sample is valid.
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To maintain distinguishing validity, we evaluated discriminant validity using the Fornell-

Larcker criterion. Through our analysis, we ensured that the measurement model performs as

expected, with lower correlations between late variable correlations (LVCs) and any other

latent variables. Our analysis is presented in Table 2, which includes the AVE root square for

IT alignment aspects (communication, governance, competencies, and partnership) and the

performance of small and medium-sized companies.

Overall, our comprehensive analysis demonstrates the robustness and validity of our

measurement model, making it a valuable tool for future research in this field.

Table 3

Criterion of Fornell- Larcker

Communication

Competency

Governance

Partnership

SMEs

performance

Communicati | 01988

on

Competency | 0.828 0.911

Governance | 0.934 0.894 0.934

Partnership | 0.909 0.855 0.917 0.944

SMEs 0.837 0.710 0.859 0.794 0.889
performance

A recent study focused on the impact of IT variables - communication, governance,

competency, and partnership - on SME performance. Using SmartPLS 3.0, the study validated

proposed hypotheses through a structural model evaluation.
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To accept the suggested model, required a path coefficient of at least 0.1 with a reasonable
coefficient of at least 0.05 at a confidence level of 94%. The bootstrapping procedure assessed
the significance and acceptance of hypotheses based on t-values obtained from 230 re-

samplings for all constructs.

The study's results, presented in Table 4, showed that all four hypotheses surrounding the direct
effect had a significant positive influence. The positive impact of communication (t=234.145;
p<0.001), governance (t=166.160; p<0.001), competency (t=105.485; p<0.001), and
partnership (t=79.885; p<0.001) on SMEs' performance was evident in the analysis.

For a hypothesis to be supported and accepted, the t-value had to be more significant than 1.96.
Overall, the study's findings suggest that IT variables have a positive impact on SME

performance, which could have important implications for businesses looking to enhance their

operations.

Hypothesis testing results:

No Relationship Path Coefficient | Standard T p-value | Decision
Deviation(S | Statistics
TDEV)
(O/STDE
V)
Hypol | COM—Smes 0.977 0.004 231.145 0.000 Supported
performance
Hypo2 | GOV —  SMEs | 0.970 0.006 165.170 0.000 Supported
performance
12
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Hypo3 | COMP — SMes | 0.953 0.009 101.485 0.000 Supported
performance

Hypo4 | PAR— SMES | 0.940 0.012 79.885 0.000 Supported
performance

“COM—communication, GOV — governance , COMP — competency, PAR — Partnership”.

5.Conclusion

The alignment between IT and business has emerged as a crucial topic in the realm of
marketing. Practitioners and theorists have taken a keen interest in this area and its implications
for small and medium-sized enterprises (SMEs). Recent studies have found that SMEs'
performance is significantly influenced by their 1T-business alignment factors. These factors

include communication, governance, competency, and partnership.

Therefore, as an SME, it is essential to consider these factors as useful marketing tools to
enhance your business's success in the USA. The statistical analysis confirmed that primary
research hypotheses were accepted, indicating that IT-business alignment factors have a

positive impact on SMEs' performance towards products or businesses.

Investing in IT-business alignment provides a powerful edge for SMEs to establish a successful
marketing strategy, helping you stay ahead of the competition. So, if you want to take your
SMEs marketing success to the next level, incorporating I1T-business alignment factors should
be on your radar.

Despite the study's success, there are limitations, and suggestions for future research are
provided based on these limitations. This research contributes to the marketing field by
analyzing the relationship between IT-business alignment factors and SME outcomes in the
United states. Ensuring SMEs' performance is critical for building sustainable competitive
advantages. Discover the Keys to Boost Your SME's Performance with IT Alignment! Our
study focuses on the crucial role of IT-business alignment in enhancing small and medium-

sized enterprises' overall performance. Join us as we explore the key factors that can maximize
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your business's success and uncover the secrets to leveraging the power of IT alignment. Don't
miss out on this opportunity to improve your SME's performance in the USA!

The research results have practical and theoretical implications, as a higher degree of IT-
business alignment significantly affects SMEs' efficiency. Customers' perceptions of IT-
business alignment are also essential and have implications for customer satisfaction and repeat
business. Therefore, if SMEs increase their IT-business alignment, customers will develop

favorable attitudes, resulting in increased satisfaction and loyalty.

Discover how small and medium-sized enterprises (SMESs) can leverage IT-business alignment
to boost their bottom line. Our research highlights the key factors driving SMEs' performance
in today's competitive landscape. Gain insights to build a sustainable advantage through IT-
business alignment. This will positively influence customers' perceptions of SMEs, resulting

in improved business outcomes.
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Abstract:

People living with physical disabilities are often faced with major mobility issues, which
emphasizes the need for convenient access to public transportation. A study in New Jersey used
a two-step sampling process involving carefully selected and randomly chosen 232 students
from three special education centers across the state. The findings exposed several obstacles
such as operator impatience/discrimination, long wait times, and lack of help that prevented
users from successfully taking advantage of local transit options. The research revealed that
people with disabilities have different transportation requirements, as confirmed by a chi-
square value of 37.314 (p<0.05). These results highlight the need for the government to take
immediate action to ensure that disabled individuals have equal access to transport services.
This includes consulting with them on their infrastructure needs and assessing any
modifications made. Additionally, it's crucial to provide sustainable transport options that cater
to their unique needs and improve their quality of life by promoting independence and dignity.

Introduction:

Physically-challenged individuals face a major obstacle in terms of mobility, especially when
it comes to using public transportation, which is essential for their independence. It enables
them to access education, healthcare, employment, leisure activities, and other aspects of
community living. For those who cannot use conventional public transportation, paratransit
services are crucial.Disabled people are often ridiculed, exploited, and ostracized, with fewer

opportunities compared to non-disabled people. The existing public transportation system is
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not accessible for physically-challenged individuals due to discrimination, inconvenient bus
stops, and difficulty in reading timetables or signage.

Intermediate Public Transport Services (IPTs) offer personalized services, convenient door-to-
door services, and generate employment opportunities. Since IPTs are demand-responsive,
physically-challenged individuals tend to use them due to the minimal accessibility problems.
Despite advances in the ride-hailing industry, customers still report challenging experiences

with scheduling delays, inadequate driver attitudes and missed pick up appointments.

Accessibility is crucial for transportation and is directly related to mobilityOffering reliable
transportation is essential for individuals to have maximum access to job opportunities,
educational resources, and societal engagement. This study focuses on the major adversities
disabled people face when trying to use public transport services, as well as examining whether

or not certain types of disabilities cause more difficulty accessing such services.

Literature review:

To participate in their community, people need access to transportation for essential activities
like employment, shopping, healthcare, education, and socializing [18]. People who have
difficulty accessing transportation, including the elderly, those with disabilities, and those with
lower socioeconomic status, are considered "transportation disadvantaged" [27]. These groups
have less access to important resources like employment, education, and healthcare, which

limits their ability to participate in their community and can lead to social exclusion [24][5].

Social exclusion is a major concern for people with physical disabilities, as it prevents them
from participating in activities and accessing services,goods and opportunities that are
fundamental to belonging in society [23]. In 2014, 9% of people aged 17 or older in the U.S
faced mobility challenges that inhibited their ability to take part in everyday activities and
pursue job opportunities - a number significantly lower than those who did not experience such
difficulty [23]. Without programs designed for accessible transportation, disabled individuals
may be excluded from potential employment options they would otherwise have explored [4].

The concept of accessibility can be difficult to define and measure. Some authors define it as

the ease of reaching necessary services and destinations. According to Ref. [3], accessibility is
2V
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related to physical proximity and the ease of reaching places that offer opportunities for desired
activities. Access and mobility are closely related in transportation. Mobility is the measure of
human agency in moving themselves and goods around, dependent on available transport and

individual characteristics.

Accessibility is a crucial element of transportation, and lack of accessibility can disempower
individuals from decision-making in housing, job opportunities, services, quality of services,
and the ability to make changes in their lives. Individuals with disabilities are particularly
vulnerable to lacking access to transportation, leading to limited participation in their
community. This lack of access also affects their ability to access services, education, and

social interaction necessary for healthy living.

Once again, providing individuals with disabilities with transportation access has been widely
acknowledged as a primary means to enhance their independence and self-determination
[13].Accessibility for individuals with disabilities is a crucial factor in ensuring their full
inclusion in society. However, transport services are often limited - whether due to availability,
frequency or cost — and can impede their ability to participate socially. It's imperative that we
understand the profound impact of transportation access on social exclusion so proper measures

may be taken towards more equitable participation by all members of our community.

People with disabilities can overcome transportation barriers by using their social networks to
become more connected to their community. However, relying on these resources can create
an additional burden for those who already face limited mobility and social interactions.
Discrimination and exclusion also pose significant challenges for accessible transportation for

disabled individuals.

Policy makers in countries have not given enough importance to transportation as a key factor
in improving the lives of disabled people, despite its importance in building sustainable
communities [8]. Social exclusion resulting from discrimination is a serious issue, and it can
have devastating effects on individuals such as low self-esteem, poor social relationships that

lead to isolation and depression, or even resorting to self-harm..
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Disabled people need physical accessibility, but they often find public transportation
inaccessible and inflexible, which makes it difficult for them to make spontaneous travel

choices [6].

The mobility of less mobile individuals is often hindered by various roadblocks. These include
boarding and alighting vehicles, drivers not waiting for passengers to sit before embarking on
the journey, a lack of assistance in getting off/on public transport, inconvenient bus stops with
no shelter from extreme weather conditions, and long wait times due to difficulty reading

timetables or signage at tram/bus stations.

IPTs offer a viable solution to the accessibility issues which plague many transport services.
Though scheduling, wait times, and driver behaviors may be less than desirable in some cases,
these systems remain attractive due to their unparalleled flexibility with regard to meeting the
operation demands of diverse marketplaces. This flexibility allows them to easily modify their

frequencies, rates, timings, and operations.

1. METHODOLOGY:

Through the use of a multi-stage sampling technique, this research was conducted in the United
States. After carefully selecting three special educational centers as part of their first stage, they
went on to randomly select 227 students from two more centers for further assessment. Out of
these respondents, 191 copies were returned and found ready to be analyzed - making it an

incredibly successful study.

Data was methodically reviewed using a range of statistical approaches. Descriptive procedures
including frequencies, percentages and contingency tables were employed to establish an

overall picture while inferential methods such as Chi-square provided validation of the results.

IV Result and Discussion

Table 1: Factors affecting physically challenged disabled people.

Frequency Percentage
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Problems faced during boarding 16 8.3
and alighting

. T
Wait time 43 22.9
. T
Inconvenience faced at Bus Stop 20 104
. T
Operator discrimination 46 24.0
. T
Information Reading 14 7.3

. T
Difficulty faced during order 16 8.3
placing

. T
Lacking assistance in accessing 36 18.7
vehicle

. T
Total 191 100.0

"Table 1 shows that physically challenged individuals face three main obstacles when
accessing IPTs, namely: impatient or discriminatory operators (24%), waiting time (22.9%),
and lack of assistance in boarding vehicles (18.7%). However, 37.5% of the respondents
identified other factors that hinder their access to IPTs, including difficulty in reading signage
and information, challenges in boarding and alighting from vehicles, inconvenient location of

[PTs/bus stops, operator’s impatience/discrimination, and difficulty in placing orders."

Hypothesis Test:
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H1: The degree of challenges faced by disabled people in accessing IPTs is not determined by

their disability.

Test 1: Cross-Tabulation:

Using Crosstabulation

Accessibility factors for disabled individuals with ITP Total
Problems | Wait | Bus Operator | Readin | Order Lacking
faced time | stop Impatien | g of | placing | Assistanc
during location | ce informa e
boarding tion
and
alighting
Counting | 9 27 9 7 9 7 20 88
Disabilit | Visual | % of this | 10.22% | 30.6% | 10.22% | 7.9% 10.22% | 7.9% 22.7% 100%
y Impair | disability
Nature ment )
Counting | 10 14 8 24 6 17 19 98
Hearing | % of this | 9.8% 14.2% | 8.1% 24.4% 6.1% 17.3% | 19.3% 100%
Impair | disability
ment
Counting | 20 67 5 37 18 12 27 186
Total % of this | 10.7% 36.0% | 2.6% 19.8% 9.6% 6.4% 14.5% 100%
disability

Source: Computational Research

The results showcased in Table 2 reveal that an abundance of challenges exists for both those

with visual and hearing impairments when accessing Integrated Public Transport (IPT). Major

difficulties identified by the visually impaired include waiting time (35.4%) and lack of

assistance (19.2%), while other issues such as difficulty reading information, operator

impatience, absence of bus stops, and boarding/alighting complications also contributed to
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45.3%. For respondents struggling with auditory disabilities on the other hand, a majority
pointed towards operator impatience at 37.8%, followed by 15% lamenting unavailability of
help; further intricacies involving waiting times confusing location points for bus halts ordeals
encountered during the ordering process or challenging boardings were commonly encountered
to only 4% facing problem-related to accessibility through digital means due to illiteracy was
observed overall amongst this demographic group.

Test 2: Pearson Chi-Square Test:

Table: Chi- Square Tests

Value Degree of freedom | significance
Pearson Chi -Square+ 31.618 7 .000
Likelihood Ratio 35.763 5 .000
Linear by Linear Association | 1.491 2 217
N of Valid Cases 186

Source: Computational Research

The Pearson Chi-Square table reveals a statistically significant relationship between the
challenges experienced by individuals with physical disabilities when accessing IPTs, and the
type of disability. This is evidenced in an Asymptotic Significance (2-sided) value of less than
0.05; thereby providing support to accept the alternative hypothesis proposed.

Conclusion and Recommendation:

To ensure accessible transport for all, people-oriented mobility planning must replace vehicle-

centered approaches. While it is important to take into account the diverse needs and challenges
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of those with physical disabilities when improving infrastructure, genuine progress will only
be made if their voices are listened to in both design and implementation phases as well as
during appraisal periods; this could help identify sustainable solutions tailored towards a
variety of disability groups. With these measures put into place and greater awareness toward
understanding access requirements for each unique case raised across society, everyone can
benefit from an inclusive traveling experience which no longer discriminates against any

individual's impairment or situation.
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Accelerating Healthcare Innovation with DevOps: Lessons

from Successful Implementations

Mahipal Brahambhatt
Change Healthcare

Abstract:

As organisations strive to meet their strategic objectives, DevOps offers a compelling set of
strategies and techniques which enable production and IT teams to collaborate more efficiently.
This is becoming increasingly important as industries like software development move towards
the continuous delivery model. The healthcare industry in particular has embraced DevOps
practices here in the United States; transitioning away from isolated subunits in order to satisfy
customer demands through joint efforts across all functions - allowing for better organisation,
improved responsiveness, accelerated product releases, and an overall enhanced customer
experience. Healthcare organisations are actively embracing DevOps to remain competitive in
a rapidly-evolving digital medical practice. With its many advantages, such as meeting service
and application goals, maintaining IT quality and effectiveness, improving healthcare 1T
practices, cost reduction for patients, and being adaptable - it's no surprise that the concept of
DevOps has become so popular amongst global institutions. This paper will discuss what
impact this newfound technology could have on traditional healthcare processes; providing
insight into keywords such as continuous delivery (CD), continuous integration (CI) , and
continuous deployment(CR). Additionally, we'll also be exploring where entities can begin
their journey toward success with minimal costs when implementing any new transformation

project using DevOps methods.

I. INTRODUCTION

The healthcare industry is expanding at a fast pace, with both private and public institutions

relying heavily on technological advancements. In this service industry, traditional approaches

hinder effectiveness, and hence the adoption of information technology (IT) is essential.

DevOps is a merger of agile architecture and organizational excellence, and it aims to simplify

operations and production methods to deliver coordinated treatment, and increase efficiencies
28
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and agility throughout the lifecycle. Healthcare-related DevOps offers immense potential for
organizational quality improvement. Through the integrated practice of software production
and Agile development, organizations can leverage powerful digital transformation solutions

that maximize efficiency while boosting performance standards.

Healthcare institutions face a unique set of challenges to remain competitive in the market and
comply with government regulations. DevOps-centered architectures and approaches can
facilitate successful expansion while providing greater operational visibility, improved
security, scalability immaculately tailored for each customer's needs as well as shorter response
times - ultimately allowing healthcare organizations to gain an upper hand against their
competition. Healthcare organizations are increasingly leveraging cloud applications to unlock
the power of their data. By doing so, they create more ways for patients and staff alike to access
up-to-date health information quickly and securely—bringing a wealth of knowledge that was

previously out reach closer than ever before.

Healthcare organizations have embraced technological applications to transition from paper-
heavy systems, while simultaneously strengthening their network's connection with
administrative structures. Centralized data plays a key role in the healthcare industry and
DevOps has emerged as an ideal framework for easy access and verification of crucial
information. By combining rapid automation and data-driven insights, DevOps is
revolutionizing patient care in the United States. This paper examines how adopting a DevOps

approach can create competitive advantages while simultaneously improving health outcomes.

Il. LITERATURE REVIEW:

A. Importance of DevOps in Healthcare Industry

Healthcare institutions are making concerted efforts to accelerate the implementation of their
big data projects.These initiatives involve vast amounts of data from various sources such as
medical equipment, Electronic Health Records (EHRS), insurance premiums, lab tests, and
wearable devices. The lack of preparedness and attention to detail in such projects can lead to
ineffective or even worsened medical treatment outcomes. Traditional development
approaches that rely on the Software Development Life Cycle (SDLC) can increase costs and
decrease user friendliness. Therefore, DevOps has become a crucial solution for healthcare

29

RICERCA INTERNATIONAL JOURNAL OF MULTIDISCIPLINARY RESEARCH AND INNOVATION
VOLUME 3 ISSUE 6 (JUNE)



RICERCA INTERNATIONAL JOURNAL OF MULTIDISCIPLINARY RESEARCH AND INNOVATION
Peer Reviewed

ISSN: 2583- 083X

Impact Factor 7.52

organizations to enhance and expedite the implementation of big data tools [4]. An anonymous
source in the healthcare sector recently engaged IBM to implement a DevOps initiative. This
led to improved project enforcement, as well as product development and advancement, by
making the business structure more precise and transparent. The DevOps approach in
healthcare is becoming increasingly significant, enabling teams to work faster and more cost-
effectively.

B. A step-by-step guide on how to implement DevOps in healthcare

Step 1 of DevOps implementation involves shrewd planning to reach successful outcomes.
Organizations must evaluate their development and operational activities with the aim of
modifying production procedures, while taking into account potential financial costs and

necessary human resources for optimal performance..

Step 2 of healthcare application development requires a code repository with version control
for effective collaboration between developers. This system allows updated versions to be
tracked, enabling the creation and testing of applications both offline and online - ensuring no

disruption in quality or productivity.

Step 3 is continuous integration, which can improve the efficiency of code review. This
involves expanding test coverage before implementing changes, using resources such as
Continuous Integration (CI) and Process Automation (PA). Using CI resources can speed up
the perfect integration with healthcare setup, which is critical to producing quality applications.

Step 4 is the cornerstone of automation, which significantly boosts efficiency when it comes to
IT paving the way for more effective data retrieval. To ensure secure code recovery and
periodic testing, an automated build must be initiated from registry compilation into a machine-

readable binary artifact.

Step 5 of the process allows for streamlined releases with Continuous Deployment, ensuring
that updates are delivered in an efficient and timely manner.. This approach automates and
periodically brings modifications to the program, making the solution available to those who
do not yet have the newest versions. This is particularly useful for customized healthcare

solutions.
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Step 6 is constant feedback and tracking, which is the final phase of DevOps implementation.
Continuous management should be implemented in the development of healthcare software
applications to ensure that their functionality and efficiency remain consistent.. Regularly
obtaining input on the results gathered from self-monitoring techniques can help identify and
address minor problems, as well as keep abreast of major trends over time. It's essential to
achieve sustainability in this phase.

C. Optimal methods for incorporating DevOps into the healthcare sector

In order to successfully implement DevOps in healthcare, it's important to have strong
leadership and collaboration skills, as well as strategies for shared resources and automation
for development and quality assurance. To ensure successful cooperation and execution within
the DevOps team, it is vital to have a thorough comprehension of development, testing and
implementation processes. The use of reliable communication platforms will guarantee smooth
collaboration between group members. A team-oriented approach to coordination, production,
integration, monitoring and operations is essential for an effective automation effort. To ensure
a smooth workflow within the development phase it's necessary to have clear protocols in place
as well as adjustable tooling which can accommodate DevOps processes. For maximum impact
across production and operations we recommend optimizing requests with faster learning times
that are capable of handling any modifications during output changes. By leveraging fixed-
reimbursement plans and Kanban methodology in healthcare, teams can experience faster
development cycles with complete visibility throughout. The advanced analytics from the latter
allow for a thorough comparison of projected needs to existing resources - ensuring accurate

estimates and successful product delivery.

To maximize understanding and accessibility with respect to the project's manual and
automated systems, developers should leverage a variety of resources. Defining DevOps
processes is an important part of selecting effective tools, however these two objectives are not
necessarily linked together inextricably. With just minimal difficulty or modification required
from human operators for basic tasks such as self-learning or versatile functions, test
automation can be enabled without much overhead on their part - leaving them free to explore
even more capabilities once they have mastered results provisioning [7].
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D. Test automation

Test automation provides development teams with a dynamic approach to software quality and
performance analysis. By using various algorithms, developers can make the necessary
adjustments for optimal results. It's essential to create a specific acceptance test suite for each
deployment method, with a crucial step being to define approval criteria for successful
deployment. High-level software tests require a precise definition of the degree and parameters
to accurately evaluate performance. Careful planning ensures that your product performs to its
full potential in all scenarios. Creating evolutionary provisions can simplify potential

regulatory compliance requirements.

Ongoing feedback and communication between the team members are crucial to identify
loopholes, flaws, or errors in the workflow and measure performance effectively. Automation
can create a collaborative environment between producers and consumers, leading to the
elimination of costly inefficiencies. By implementing systems that recognize mistakes, notify
involved parties and provide solutions - while alerting them in real-time - efficiency will be
enhanced with measurable results. The successful implementation of changes described in the
final report is also critical. By creating a DevOps Community of Practice (CoP), organizations
can ensure the uniform execution and implementation of DevOps operations, boost employee
engagement, facilitate regular contributions and Q&A sessions, introduce team members to the

project, familiarize them with its intricacies, and greenlight its commencement

E. Providing DevOps as a service within the healthcare industry

Healthcare organizations are increasingly turning to DevOps as a Service to facilitate
collaboration and streamline their IT infrastructure. With Salesforce providing a
comprehensive application development environment, the ability of the existing infrastructure
to handle the data generated by the solution is a key consideration. Conversion becomes easier
and faster with web-technologies or through hardware integration. DevOps systems provide
the necessary deployment, performance analysis, configuration management for an efficient

product evolution cycle.

Investing in DevOps in healthcare yields high returns with no advanced training required for

workers. Our solution embraces scalability and expandability to ensure users have access to

the exact data they need. By collecting information from medical facilities and pharmaceutical
32

RICERCA INTERNATIONAL JOURNAL OF MULTIDISCIPLINARY RESEARCH AND INNOVATION
VOLUME 3 ISSUE 6 (JUNE)



RICERCA INTERNATIONAL JOURNAL OF MULTIDISCIPLINARY RESEARCH AND INNOVATION
Peer Reviewed

ISSN: 2583- 083X

Impact Factor 7.52

firms, we create a platform connecting multiple parties in an environment that encourages
collaboration through efficient exchange of insights. The adaptability of web-based DevOps
solutions facilitates the adoption of DevSecOps-compliant infrastructure by stakeholders. The
software is user-friendly, featuring straightforward deployment configurations that streamline

server setup and management.

DevOps resources are effective in reducing the time required for operations. Software and
operations developers have built DevOps to provide a smart cloud approach that addresses
many security issues. Healthcare organizations can effectively meet consumer needs in
innovative and more productive ways due to the unique and effective ways of DevOps

solutions.

F. The advantages of incorporating DevOps practices in the healthcare industry:

The primary advantage of utilizing DevOps in the healthcare sector is its adaptability for
pharmaceutical and biotechnology businesses. It accelerates the feedback process, reducing the
feedback time for quality support and improving customer satisfaction. The DevOps approach
has revolutionized the way companies' technology departments collaborate. By weaving
together philosophies, methods and tools to reach increased app distribution with faster time-
to-market, easier testing and tighter security, all critical aspects for customer satisfaction - its
benefits are evident across industries. For healthcare organizations facing ever stricter
regulations on data collection and storage requirements however, utilizing this cutting edge

methodology can be especially advantageous.

1. Enhances Patient Engagement and Satisfaction:

Utilizing Continuous Delivery and continuous integration, hospitals can now deploy
various solutions with ease to ensure smooth patient check-ins that are free from
obstacles. Implementing the right measures for current inpatient issues makes hospital
throughput more manageable - ensuring a stress-free experience even when patients
may be feeling ill or distressed. Another improvement that healthcare organizations can
introduce on the mobile patient interface is a program that informs patients when test

reports are ready or an automated service that monitors pending appointments and
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immediately offers a solution in case of cancellations. When healthcare institutions can
incorporate more technologies that improve organizational performance while
preserving patient welfare, the quality of treatment, retention, and satisfaction levels

will improve.

Improves a company's competitive edge

When launching new healthcare products, time is of the essence, especially when strict
regulations and protocols are in place to ensure patient safety. While investing in
technology to enhance a facility's value is important, it is even more critical to invest in
technology that improves patient care and performance, and if there is sufficient
financial commitment to do so. DevOps helps to expand and automate infrastructure
maintenance and monitoring, reducing production time and allowing for quicker
problem fixing and release. Microservices can be used to quickly and effectively
provide healthcare systems that can scale in both the short and long term. By using
more software and technology in their digital initiatives, healthcare organizations can
reduce their time to market, which is an important benefit to gain a competitive edge
over rivals. Adopting a DevOps model allows company developers to offer a better
patient experience with innovative and updated technologies, enabling them to release

new and better innovations faster than competitors.

Improving efficiency of infrastructure

Developing innovative healthcare services and applications is a crucial necessity in the
industry. It's essential to plan the budget wisely when dealing with ambitious projects
that take longer to complete. DevOps can help healthcare providers make better use of
their resources, especially those that are scarce. For instance, event-driven serverless
architecture allows using only the necessary resources for the service or application
being developed. Capital utility consumption should be taken into account when
building applications and programs. Therefore, using a HIPAA-compliant healthcare

architecture, DevOps and application delivery tools can be used more efficiently.

DevOps for better patient engagement:

The effectiveness of the healthcare system relies heavily on ensuring patient

engagement and satisfaction. To cater to the various patient requirements, a
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microservices architecture can be leveraged with the help of continuous delivery (CD)
and continuous integration (ClI). For example, a new security check-in system can be
implemented in case of emergencies and patient registration can be managed more
efficiently. Furthermore, new features can be added to patient portals for quick access
to test results, with patients being notified when the results are available [12]. These
DevOps tools offer several advantages, such as enabling companies to check staff
availability and keeping patients informed about any schedule changes. The
incorporation of such tools can also enhance the quality of care provided to patients,
leading to improved patient engagement. The deployment of new procedures to cater
to patient needs can also help improve operational quality without impacting consumer

security.

Helps with Meeting Regulations and Ensuring Information Security:

DevOps principles help organizations stay agile, up-to-date and compliant. By using a
shared infrastructure code between development, deployment, update and operations
teams the process of updating systems is streamlined to keep pace with changing
regulations. Automated policies added at the code level can enforce compliance checks
on an enterprise scale while enabling detection of potential threats quickly. DevOps is
revolutionizing the way industries, like healthcare and finance are doing business by
providing efficient processes, abundant resources and unprecedented capabilities. From
blockchain friendly logistics to secure patient information encryption in financial
institutions; this technology has potential to transform our current frameworks across
sectors. By employing agile development practices within a DevOps framework - users
can curtail risk while feeling confident their data remains safe behind sophisticated
protection models.

Supports a Data Science Initiative:

Data is constantly being generated and it's possible to process all of it, but most of the

results are not useful. Developers can create their own data resources and keeping

growth phase data makes it more accessible [17]. In the healthcare industry, DevOps

can help create new solutions and allow existing applications to benefit from cloud

solutions. Al-powered patient assistance and improved health portals are the wave of
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the future, offering quality outcomes that augment a distributed healthcare system.
DevOps is our chance to be part of this innovative journey towards better care.

I11. IMPORTANCE OF DEVOPS IN THE U.S HEALTHCARE SYSTEM

The healthcare system in the United States has embraced the use of DevOps practices to
improve the quality of services offered to patients. The integration of DevOps in telehealth and
telemedicine services has made it easier for patients to access healthcare services digitally.
According to the Accenture Digital Health Consumer report of 2019, more than 50% of patients
express a preference for healthcare service providers who offer digital capabilities.Patients
have also shown an increased inclination towards choosing healthcare providers that offer

mobile or telemonitoring services.

Through innovative DevOps strategies, Kaiser has transformed its infrastructure processes to
unlock the power of telehealth and interactive resources for their clients. This is no small feat
since large data management can be a significant challenge in healthcare- with Electronic
Health Records (EHRs), medical records, and insurance premiums requiring streamlined
solutions. By leveraging these modernized practices, Kaiser continues to provide high quality

care that encourages access to best patient outcomes.

DevOps practices have enabled healthcare facilities to make services easily accessible to
patients through digital platforms, including videoconferencing systems that allow doctors to
interact with patients remotely. DevOps also ensures the security of patient data by complying
with regulations such as HIPPA and PCI (Payment Card Industry Security). Furthermore,
DevOps practices help healthcare providers to streamline processes, reduce errors, and improve

the quality of services offered to patients.

IVV. CONCLUSION

As the healthcare sector has evolved, DevOps solutions have become increasingly valuable in

helping IT companies meet growing customer demand and preferences. To compete with

market leaders, firms now need to deliver advanced IT solutions swiftly and effectively; this
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makes having access to cloud computing capabilities even more important for organizations
that operate within a rigid workflow structure. The speed of these operations is affected by their
ability to use innovative technology successfully - making it an essential factor for staying
ahead of competitors in today's markets. So,to succeed in the healthcare sector, an organization
must adopt a new market paradigm that leverages innovative ideas and facilitates collaborative
efforts between teams. Automation can play key roles here; however, it is equally important to
gain insight into existing internal systems for effective assessment of emerging solutions'
impact on patients and company's long-term goals. Many successful healthcare organizations
have implemented DevOps strategies which effectively capture any advantages from this

approach.
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Robotic Process Automation Adoption in Insurance and Banking:

A Comparative Study of Success Factors

Bhanu Prakash
Chubb Insurance

Abstract:

In the world of technology, robotic process automation (RPA) has emerged as one of the most
prominent trends of recent years. To delve deeper into this phenomenon and its impact on
businesses, we conducted a study across five organizations in the banking, financial services,
and insurance sectors. Our findings shed light on the practical applications of this innovative
solution for firms looking to invest in new technologies. Stay ahead of the game by discovering
how RPA adoption is transforming industries. Our goal was to answer the question: how does
RPA technology hype affect organizations, and what impact does it have on their adoption
behavior and decision-making processes? Our findings suggest that senior management plays
a critical role in driving adoption and legitimization, beyond what existing theories have
identified as sponsorship. Our study uncovers the influence of hype on an organization's
performance, providing key insights to industry leaders looking into incorporating hyped
technologies such as RPA. We discovered that interdisciplinary teams exploring potential use
cases are integral in identifying ongoing operational issues and fostering organizational
learning.

Keywords: RPA hype, adoption, automation, organizational change, performativity.
Introduction:

Revolutionize your organization's work with Robotic Process Automation (RPA) - the

innovative technology that uses digital software to automate repetitive tasks. This frees up time

for your employees to focus on more meaningful tasks, boosting overall productivity. Each

software instance is called a bot - mimicking human actions like mouse clicks and file openings

to interact with applications. In 2018, the enterprise software market experienced massive

growth thanks to RPA, and it's predicted to reach an impressive $2.9 billion by 2025. Join the
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RPA revolution and streamline your organization's workflow.Leading RPA companies such as
UiPath and Automation Anywhere have been attracting significant investments and valuations
due to this growth. Despite its quickly growing relevance, research into robotic process
automation is still largely restricted to individual case studies examining the rollout of RPA
technologies and associated business impacts.There is also limited research on how hype and
expectations impact RPA adoption decision-making processes within organizations.

In this research, we delve into how the hype around RPA technology impacts organizations
and their choices regarding adoption. Conducted through an inductive multi-case study method,
we aim to uncover the adoptee's perspective on hype and the complex decision-making process
of technology adoption. Our article offers a comprehensive overview of existing literature on
expectations and hype concerning RPA implementation, followed by a thorough explanation
of our methodology, empirical evidence analysis, and discussion of the findings. As a rapidly
growing industry, this study has significant implications for practitioners navigating this

landscape.

2. Literature review:

2.1 Hype and Expectations

Hype has become an integral part of marketing and public relations, with organizations
attempting to generate inflated expectations in order to garner attention. These enthusiastic
responses may be fruitful initially, but can create unrealistic promises that the technology is
unable to match. The subsequent disappointment phase often leads a technological wave
through space and time as various actor groups experience varying levels of hype at any given
moment; this phenomenon being known as the "hype cycle"”. However, it isn't always doom-
and-gloom for every innovation - performativity still plays a role by helping mobilize resources
within organizations or communities which can shape future visions even though initial
excitement diminishes over time. Technology investments then reach higher stakes due to these

commitments; if successfully implemented they might just “become too big to fail”.

During a hype wave, the governing and coordination of expectations surrounding an innovation

can be affected by various actor groups. Through journals, conferences, articles and market

reports their influence on forming new markets can come to fruition; with industry analysts

such as Gartner having particular sway in this regard. At an organizational level assistance
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from senior management is paramount for successful technology implementation — not only
providing legitimacy but also partial funding when necessary - particularly true when
considering RPA adoption where c-suite support has been found to drive success [3], [33]. This
study will explore how hype permeates organizations through its associated key actors while
examining the behavior within adopting businesses that it generates during acceptance
decisions without necessarily judging ultimate RPA success or failure.

2.2 RPA Adoption:

Technology adoption, such as cloud computing and enterprise collaboration systems, continues
to be a highly studied topic amongst scholars who emphasize its associated benefits. Research
on Robotic Process Automation (RPA) follows the same trend in considerations of appropriate
use cases, implementation methods and derived advantages - increased productivity &
efficiency through rapid scale-up capabilities; reduced reliance on IT workforce for accuracy
purposes; extended system integrations previously not achievable; plus unlocking greater

potential by enabling people to focus their efforts elsewhere.

Recent studies have indicated that organizations tend to adopt RPA in order to reap the benefits
of cost savings, increased operational efficiency and process renewal. However, there has been
limited research around understanding why these higher-level objectives become connected

with RPA or how alternative solutions are assessed for success.

Organizations should explore how incorporating RPA into their operations could help them
meet goals, rise to challenges and optimize process management. According to Davenport &
Ronanki research, this requires taking a holistic perspective of the technology - combining it
with additional Al solutions for maximum benefit. Ignoring broader applications may mean

missing out on far more value than automation alone can provide.

Organizations can maximize the benefits of RPA by transitioning away from a singular focus
on technology and its features to an understanding that it should be embedded into various
business processes as part of their automation or optimization strategies. Forming specialized
teams, like robotics labs, allows for creative problem-solving which helps make this transition

smoother.
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The state of RPA research has largely explored the strategic planning and oversight necessary
to bring its implantation into fruition. However, what remains a mystery is just how
organizations approach implementing the technology - from recognition of its potential all the
way through the POC process leading up to adoption. Investigating this can help shed light on
which internal or external stakeholders are instrumental in bringing about successful

implementation outcomes for organizations worldwide.

Methodology

We used a multi-case inductive study [41] to conduct our research. Our investigation led to the
formation of a hypothesis regarding how hype affects an organization's adoption process. By
studying multiple cases, we sought to gain more reliable insights into our theory and its
outcomes [41], [42].

3.1 Sampling of case-study organizations:

The sample has been collected from five different organizations. Table 1 provides a brief

overview.

Organization’s Case Study

Case Ref. Brief Employee’s Source
Count
Large Insurance Global insurance company in 6,000 IT strategist,operational excellence
the USA. managers & RPA architecturers.
Insurance Server- USA insurance operator 1,700 IT & Operation Director
2
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Larger Bank Large Global Bank. 190,000+ Operation & automation experts.
Medium Bank Medium size Global Bank. 84000 Product manager & It strategist.
Insurance Server- Global Insurance Giants 1200 Operational Excellence & RPA
2 modeler

To ensure that our theory is both broadly applicable and able to account for unrelated variables,
we carefully selected our cases from the BFSI sector. We believe that BFSI represents a diverse
community of actors who may be experiencing different stages of the RPA hype wave
compared to other sectors. It's important to note that we are not trying to present a
comprehensive analysis of the sector. Rather, our sampling strategy was designed to capture
the varying levels of RPA adoption across different industries and where they stand in the hype

wave.

3.2 Data Collection

We gathered data through interviews, which provided us with detailed and comprehensive
information about the events, processes, and key individuals involved in RPA adoption. In
order to limit bias, we utilized well-informed interviewees as our exclusive data source - a
practice that yielded the most accurate results.With the exception of LargeBank, we conducted
interviews with various sources to validate the information and obtain a more comprehensive
comprehension of the situational aspects and their correlations. Our sources included
employees from different departments who were directly involved in the implementation of
RPA. We conducted an introductory meeting, followed by a 60-minute semi-structured

interview via video conference, which was recorded and transcribed. We also used email and
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phone to clarify statements or collect missing pieces of information. Figure 1 below illustrates
the data collection process.

We conducted informant interviews with individuals who had extensive experience with RPA
adoption and could provide detailed explanations of events and history. Our team conducted
interviews to gain insight into the formative stages of this project. We explored how excitement
for an idea was embraced by those involved, and its subsequent journey from planning to
action. Additionally, we analyzed internal expectations set forth during development as well as
their success in realization once execution began. We used generative questions to elicit
detailed responses and also used tour, timeline, and experience questions. For instance, we
asked informants to walk us through how RPA first came about, including who the key people
were. We interjected as needed to ask more specific questions. We also used some questions
to explore how RPA outcomes compared to earlier expectations. We occasionally probed

informants about the motives of others, but tried to avoid speculation.

3.3 Data Analysis:

We embarked on a thorough data analysis journey, mapping out the timelines for each
exhibitive case. After carefully categorizing reflective transcript excerpts with targeted
descriptors, our code list grew and new motifs started to surface - one such being ‘the
beginning’ that encapsulated all details pertaining to how the robotics automation rollout was

first initiated alongside initial actions taken and decisions made.

Taking a multilayered approach, we conducted an initial coding of each transcript before
breaking the data down further. We identified themes for deeper analysis through primary cycle
codes and used memaos to document our findings as well as generate ideas and questions around
finer-grained topics. To uncover any cross-case patterns, we examined similarities and
differences in every case which ultimately helped us draw more meaningful insights from the

overall dataset.

Throughout our research process, we took great care to ensure each case acted as an accurate
replication of previous findings. If any divergent sources arose from a particular case, careful

probing, and revisiting was employed in order to gain insights that could inform or challenge
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existing theories. We reviewed the literature available on the topic and proposed possible
explanations for why certain themes emerged between cases; these were documented
throughout sections of our paper. The results generated by this methodical approach are
visualized succinctly in Figure 2 - providing readers with a comprehensive understanding of

how data analysis occurred during this investigation.

4. Empirical Findings:
4.1 The Function of Senior Management

All except one of the cases we studied started using RPA between 2016-2018, a time when
RPA gained popularity and interest grew significantly, as shown in Figure 3. In all cases, except
MedBank, it was a senior manager who became interested in RPA and played a significant role
in implementing it. For instance, in Largelns, the CEO directed the IT team to create a business
case for RPA, influenced by external consultancy firms and vendors. The promise was to
reduce costs and improve operational efficiency by automating repetitive tasks. Similarly, in
InsServ_1, the board pushed the IT team to explore RPA, and in LargeBank, a senior general
manager launched the initiative. In InsServ_2, the initiative began earlier in 2014, thanks to a
senior executive who had experience with robotics. This started a conversation that led to the
adoption of RPA.

In MedBank, the situation differed slightly as both an IT analyst and their manager discovered
RPA around the same time and proposed it for a hackathon. The COO played a critical role in
promoting the idea, which became evident after he left the company. When he departed, all the
stakeholders disappeared, leaving the Automation Lead unsure of what was happening and
unwilling to push forward. Table 2 summarises the sources of excitement at the point of
adoption, along with senior management's expectations. With the exception of InsServ_2, who
adopted RPA earlier, in all cases, several colleagues were beginning to explore and discuss
RPA before adoption.

4.2 solution looking for problem

The implementation of RPA involved a similar process for all the cases studied. The first step

was to identify the potential processes and sub-processes that could be automated. Largelns,

InsServ_1, and MedBank brought in external consultancies to identify these opportunities.

LargeBank, on the other hand, encouraged all areas of the bank to identify potential processes
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to automate.After careful consideration, board approval was granted to take on RPA
implementation across various processes. To ensure successful execution, experts were
recruited and dedicated efforts made towards outreach activities such as workshops,

communication initiatives and data analysis.

4.3 Internal promotion of RPA

The automation teams at LargeBank, Largelns, and InsServ_2 have made major strides in their
journey toward robotic process automatization. They invested significant time into building a
case for RPA internally, sharing successes as well as launching initiatives to both identify
opportunities and promote the technology's use throughout their organizations. To further drive
exploration of this valuable capability for cost efficiency improvements - from creating
SharePoint sites, PR campaigns or appointing dedicated personnel- these companies are

positioning themselves ahead of the curve by embracing robotics with open arms.

4.4 Guidelines for Choosing Processes

To identify ideal processes for RPA implementation, the organizations featured in our case
study sought input from both IT and Operations perspectives. Some employed a hybrid

approach to maximize benefit on their Robotic Process Automation journey.

The teams at Largelns and InsServ_2 worked diligently to emphasize operational excellence,
leveraging lean techniques for their RPA initiatives. They believed that process improvement
should be combined with RPA, or that process improvement should be considered as an
alternative to implementing RPA. Largelns, for example, developed a decision tree tool to
evaluate the appropriateness of processes for RPA, estimate costs, and potential savings. The
tool also helps determine whether the process requires improvement. A senior IT Strategist at
Largelns explains the decision tree's output: "You can get to: Indeed, while automation can be

the ultimate goal or a means to enhance it, it merely constitutes Operational Excellence."

4.5 Uncovering concealed issues and organizational learning

Many long-standing problems were uncovered through the use of RPA in the case-firms, which

came as a surprise to some. In Largelns, InsServ_1 and MedBank, the analysis work led to the
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discovery of issues that had gone unnoticed for years. After making an in-depth analysis of the
processes at Largelns, Automation Lead discovered that employees on the frontline had been
facing significant challenges. Unexpected problems were exposed through questions posed
around the business and it created a stir within their organization. In MedBank, RPA analysis
work uncovered issues with poor data entry and updates being made to systems that were never
accessed.

During the RPA program in LargeBank, there was significant learning activity around process
complexity and variation. Assumptions made by the team about processes were wrong as they
had not appreciated the level of variation between regions, products, and system landscapes.

As a consequence, the savings were excessively overestimated.

InsServ_2 found new opportunities to optimize processes with RPA. While the results varied,
often in terms of hours saved versus job cuts, many organizations were able to reduce workload
and free up resources for more productive activities through automation. Such victories show
that technology can play a powerful role in improving organizational efficiency while keeping

jobs secure.

5.Discussion:

Our study delves into the adoption of RPA technology among organizations and examines the
decision-making process involved. Our findings reveal three crucial factors that shape this
process: the role of senior management, the methods used to source RPA use cases, and the

impact of RPA implementation on the organization. We discuss these factors in detail below:

5.1: Senior management plays a crucial role in driving the adoption of RPA technology within
an organization. The study found that the hype surrounding RPA places pressure on senior
management to adopt the technology, as they do not want to be left behind. Most organizations
began exploring RPA between 2016-2018, which coincides with a period of increasing hype
and publicity surrounding the technology. The study also found that external pressure from the
market, coupled with a perception that "everyone else is doing it," encourages senior managers
to act as sponsors and advocates for RPA adoption. This legitimation helps overcome internal
barriers, such as resource scarcity, lack of budget and governance processes, that might
otherwise inhibit the adoption of RPA.
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While senior managers are important in instigating RPA adoption, the study found that in some
cases they focused excessively on RPA to the detriment of other alternatives. This one-sided
focus on RPA can lead to a "hunt for use cases” within the organization and an over-reliance
on the technology as the only viable option. This can ultimately limit the organization's ability
to explore other complementary or alternative technologies.

5.2 The search for suitable applications of RPA technology created pressure on organizations
to identify use cases. To do this, organizations established structures and began searching for
processes that were appropriate for RPA. However, in a context of technological hype,
organizations are more likely to adopt a technology-push approach where decisions on
technology adoption are not necessarily driven by a need to solve existing problems. Instead,
adoption is driven by the capabilities of the technology and efforts of organizational actors to
locate problems which can be solved by it. Although senior management was involved in the
adoption of RPA, specialist RPA automation teams were still created to hunt for use cases.
These teams looked at operational processes to identify suitable use cases, but there was a
disconnect between these teams and the experts in Operations. The RPA experts filtered out
some of the cases that were suggested by Operations as unsuitable. This disconnect between
teams caused tension, and it did not allow bottom-up initiatives to develop. However, it did
reveal long-standing operational issues, and it generated organizational learning between

previously disconnected experts.

5.3 Organizations struggling to adopt Robotic Process Automation (RPA) faced gaps in
understanding between automation teams and Operations. However, this dialogue ultimately
revealed systemic problems that were previously unseen. To ensure successful RPA adoption
moving forward, organizations should extend their exploration of digital technologies beyond
just IT departments - fostering a closer relationship with use cases for greater organizational
learning opportunities. Furthermore, it's essential to differentiate heavyweight IT tasks from
lightweight ones; the former handled by core systems maintained by the IT function while latter
include activities such as RPA which rely more on expert knowledge than legacy infrastructure

maintenance alone to generate business value through innovation.

6.Conclusion:

The paper outlines the journey of BFSI organizations as they adopt hyped technologies, such

as RPA. It is shown that senior management play a pivotal role in driving adoption from initial
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stages through to implementation by legitimizing digitalization visions and allocating resources
for development. Additionally, external consultants are employed to identify suitable use cases
and create necessary organizational structures; yet tensions can arise between different expert
teams during selection criteria definition processes. Ultimately though, these projects often
reveal underlying problems within an organization whilst fostering collaborations across

departments - both major benefits towards overall business growth.

This paper provides insight on how to practically adopt a hyped technology such as Robotic
Process Automation. It argues that adoption requires senior management's approval,
mobilization of organizational resources and interdisciplinary involvement across multiple
levels in order to formulate effective use cases. While this may generate tensions between
different knowledge regimes, for successful implementation learning must be prioritized. By
analyzing the performativity of hype from both theoretical and practical perspectives this
research offers valuable guidance for organizations looking to unlock the potential benefits of

RPA technologies.
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