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associated with the application in all aspects of business. This research aims to
address digital transformation focused on five important parameters such as Social,
Mobile, Analytics, Radical Openness and Trust and their relationship with
innovation. In addition, the literature review identifies the affect and influences
addressing these five elements with innovation. The research model covers the use

of digital innovation in Business, challenges and opportunities in a qualitative and

Received: Jul 20, 2024
Accepted: Aug 27,2024
Published: Dec 20, 2024

qualitative approach. Result show that the Five parameters are positively affected
by innovation. In the conclusion we recommend some points for future research.

1. INTRODUCTION

In the 21st century, the digital transformation
process and outcome accelerate business
technology transformation and the creation of
sustainable societies. Our life and existence
generate history and information, our decisions
and actions generate data. This offers a great need
for building research on digital transformation and
the strength of data [1].

Moreover, Innovation is a needle mover, a method
and service to challenge existing norms and use
better solution to meet market and life needs.
“Innovation is not always a technology it is what
results from technology” [2-5]. Innovation can
assist us in solving many problems in new
reimagined ways. Alternatively, Digital
transformation means implementing employees’
roles and services in an innovative technological
model [6]. Also, it is referred to as: the use of new
digital technologies to enable major business
improvements in operations and markets such as

enhancing customers experiences, streamlining
operations or creating new business models” [7-9]
Digital transformation is the final level of digital
literacy [10], Digital technologies support
innovation and creativity and promote significant
change in the professional knowledge domains
[11-14]. Many big companies have successfully
adopted SMART and have risen to a great level
while others who did not adapt have not and
became absolute. A recent study showed that all
technology spending in the world has been focused
on digital transformation by 40%, and many
organizations started planning to increase their
investment in technology to more than AED 6
trillion [15-18]. The World Economic Forum (WEF)
have calculated that by 2025 approximately $66
trillion value from digitalization will be from
platform-driven collaborations [19-22].

Furthermore, digital transformation can have
many potential effects on innovation. A resent
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student in the United State of America USA showed
the effect of innovation on the five largest
technological companies who have leveraged
digital technologies to innovate in many industries
have more scalability, broader market scope, and
faster strategic actions that who did not [23-26].
Research on digital transformation and innovation
management is still in its early stages, but it is
gaining momentum. The digital transformation
world is entering an era of prosperity that can pave
the way to new insights and deeper understanding
on digital- innovation. That is why we need to look
in to more on the relationships between digital
transformation and innovation to expose
opportunities and challenges for more deep
understanding on the topic and help policy makers
to set policies and goals for the topic [27-32].
Though a systematic literature reviews the paper
will identifies and categorize the next generation
model of ICT-enabled public sector transformation
Smart government and Innovation, in smart
government concept, the “SMART” stands for,
Societal, Mobile, Analytics, Radical Openness and
Trust. The research method used for this study are
presented in the following section and after that we
present our main results and recommendations for
future agenda. Proposed Hypothesis is: The
relationship between SMART and innovation
(Figure 1).

Societal
_ HI
Mobile
H2
Analytics H3 Innovation
Radical Openness H4
H5
Trust

Figure 1: The relationship between SMART and
Innovation

2. LITERATURE REVIEW

2.1 Societal and Innovation

Digital transformation has changed and expanded
on large scales around the world in the last 10
years [33-39]. One of the main scales toward
transformation is applying innovation in many
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social and community-based services. By
collaborating the social innovation, it helped in
increasing the knowledge of the society and
stimulate a positive change between the
communities.

Social innovation (SI) has always a big impact and
change on different communities, societies, and
that affected on the performance of the
public/private companies and governments [40-
45]. The social innovation improvements also had
positive effects toward the communities in the
mind-sets of the citizens and the technology used
by them.

Social innovation has been recognized as a social
solution to many kinds of old and new social
challenges. There is a need therefore to examine
which types of SI are driving impacts in rural areas
and the nature of those impacts. Mostly positive
impacts are considered as they are involved in the
community’s process of decision-making and it
also involves the society to achieve a range of
different objectives, and the provision of new
products and services toward the community [46-
49].

The relationship between societal and innovation
is essential nowadays as it helps to solve some of
the world’s most pressing problems with new
solutions such as fair trade, distance learning,
mobile money transfer, restorative justice, and
zero-carbon housing [50-53]. In the process of
creating solutions, it is also profoundly changing
beliefs, basic practices, resources, and social power
structures. SI provides a unique opportunity to
step back from a narrow way of thinking about
social enterprises, business engagement, and
philanthropy and to recognize instead the
interconnectedness of various factors and
stakeholders.

Social innovation influences each country by
different aspects and “in today’s hyperconnected
world, one country’s societal problems can become
ours [54-59]. Nations are facing slow economic
growth, financial instability, political turmoil,
hunger, poverty and disease. These are all social
issues that must be addressed, one way or the
other, and such big problems generate big business
opportunities. In fact, more than 80% of economic
growth comes from innovation and application of
new knowledge” [60].

There are different kinds of challenges toward SI
that sometimes it is mistakenly seen by some as
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charity. It should be acknowledged that social
innovation is adding an extra dimension to
innovation, sustaining economic and social growth.
Other barriers toward social innovation are the
social demand approach, mindset, financial, skills
and formation [61-64].

Social innovation measurement may help an
organization manage the impact on a project or
policy. The set of indicators for measuring social
innovation depends on expectations and
requirements of organization after determination
of the dimension of innovation. The measurement
indicators may represent ethical goods, services
responsibility, environment, community,
education, health protection and poverty areas
[65-67].

2.2 Mobile and Innovation

Technological advances have played a critical role
in helping businesses develop and thrive over time,
especially in a dynamic and complicated market
with volatile economic conditions. One of the
potential causes behind the failure of any market-
based innovation is the success of the invention,
which is heavily dependent on customers [68-69].
It's unrealistic to expect all customers to buy and
accept new products. Companies, on the other
hand, continue to experiment by releasing new
features and products. It is necessary to
comprehend consumer innovators and the
acceptance of new goods [70].

The retail market in 2020 was very different from
what it was five years ago. Consumers are on the
lookout for innovative methods to buy their
favorite goods. Companies are growing more
inventive in how they may offer their goods to their
consumers in quick, convenient, and cost-effective
methods, whether it's through a website, mobile
app, or social media [71-73].

Kenneth Lewis, CEO of OneGold Company, pointed
out that here is where mobile app innovation came
into play. It joins the 91.9% of free applications
accessible for Apple users and 96.4% of free apps
available for Android users. Global usage of
banking apps is increasing, rising from 16% in
2015 to 64% in 2019. Fintech is the fastest-
growing area of mobile apps, accounting for 5% of
all app downloads in 2019. In 2019, consumers
downloaded 204 billion mobile applications, up
from 140.7 billion in 2016. That's a total of 204
billion possibilities [74-79].
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In addition to companies that gained additional
markets, Nike is introduced a cutting-edge
smartphone application that allows users to scan
their own feet to get the ideal fit, a first in the
industry. Nike Fit creates an ultra-precise scan
using the customer's smartphone camera, which
captures 13 points of data and creates a map of
both feet [80-83]. The software makes shoe
recommendations wusing a combination of
computer vision, machine learning, and
recommendation algorithms. Furthermore, the app
is used to improve the customer experience by
utilizing the data obtained to better the design of
future items.

The major increase in the use of smartphone led a
majority of entrepreneurs to have either built or
are planning to create mobile applications for their
businesses. However, it's critical to recognize the
obstacles and devise smart ways to overcome them
[84-90]. These are a few challenges businesses face
in the approach to innovate and upgrade into a
mobile business:

2.2.1 Development Approach

The nature of the business and future objectives
when choosing a development method must be
examined, such as hybrid development, native
development, or even solely web-based mobile app
development [91]. The user interface and user
experience requirements should also be planned
out as a result of this.

2.2.2 Funding

Another issue that arises frequently while
developing an application is a lack of funds. It's
critical to have a good sense of how much a mobile
app will cost in total. It is not a one-time
expenditure [92-93]. Money is required for any
future value additions to the business’ software.
The need to conduct thorough market research
before deciding on an app development is crucial.
It's not enough to have a mobile app for any
business; a successful mobile app is also needed,
and quality work should be at the top of the priority
list.

2.2.3 Customer Reviews and Experiences

The application has to be as simple as possible. It
may result in bad consumer feedback. It has the
potential to reduce the amount of downloads as
well as active users [94]. To get around this, keep
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things as basic as possible.  Putting useful
resources such as movies, pictures, and doc files in
your app stores will help to assist the users.

2.2.4 Performance

Most app developers confront a similar issue in
guaranteeing world-class app performance, in
addition to building a successful app and offering
better user experience [95]. The task is creating a
functioning program that is free of crashes and
errors while also taking up as little space on the
device as possible without sacrificing battery life. A
well-performing app can attract a large number of
users.

2.2.5 Security

In-app security will be a source of worry for
developers. Malware should not be present in the
program; otherwise, it may cause software or
hardware disintegration, necessitating extra time
and money to resolve [96]. With so many operating
systems and device variations, maintaining
application security might be difficult to achieve
optimal security standards. App developers face a
difficult task in establishing a relationship with end
users. If the mobile app fails to connect with end
consumers, all of your hard work and money will
be nullified.

2.2.6 Analytics and Innovation

Analytics uses big data analytics, devices, and
context-aware services to lead policy actions and
customize communication and operations [97].
There are different emerging technologies in Data
Science as the scoop of business and digital
transformation in a constant state of change. With
human interaction, it grows by the day. The amount
of Data generated from technologies is
unmeasurable. Data science aims to collect,
process, analyze, and present the data in innovative
visual that helps the human understand trends and
information’s. IT organizations are looking for
ways to take advantage of the increasingly large
quantities of data they oversee for business by
incorporating these innovative systems and data
and applying predictive analytics. IT can
contextualize and design products and services in
an intelligent way to increase business value [98-
99].

Data Analytics presents a significant opportunity
for many organizations to innovate, but only if they
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know what to do with it. In recent research, they
examined the different organizational structures
that influence data analytics to stimulate
innovation. However, some of the results were
shocking, professor Lynn Wu Wharton, professor
at organization structure and information, said,
“economists have documented that we have been
spending more and more money per capita on
research, but we have a decline in the rate of
innovation we are generating, that is because we
are spending lots of money with less return, there
are many cool data-driven innovations in the
market but it rarely a statistic to find any
innovation statistics” [100-104].

2.2.7 Data Driven Innovation (DDI)

DDI is an emerging concept that refers to the
integration between digital data and analytics into
innovation. The role of data analytics in innovation
is to provide new knowledge that could not be
obtained in a practicable way to identify users'
needs or identify new users. In business, DDI
promises to create value in many operations, from
the optimization of value chains in manufacturing
to customer relations and services [105-107]. The
public sector is also a vital data user with great
access to data. Policymakers will use data to create
a wide array of policy issues and address many
important aspects of public services by providing
policy guidance and promoting growth and well-
being. In an interview with Mr. Khaled Al Shamsi
Umm AL Quwain Smart Government office and a
member of United Arab Emirates Al and
Blockchain Council, he said:” UAE government aims
to improve the quality of life for its citizens and
residents and in order to achieve this vision
passion for using Al and its applications in various
ways to improve government performance and
creative innovative work environment to act,
create the development objectives [108-111]."

2.2.8 Artificial Intelligence

Artificial intelligence (Al) is the use of IT systems to
mimic the role of human intelligence, problem-
solving, learning, and judging. Many businesses see
the huge potential in Al, and a recent study showed
that over 72% of business leaders believe that Al
can increase the human’s concentration on work
[112]. One of the main goals of Al is to improve the
quality and consistency of data, “Al does not tell
you what to do, but it tells you what was and what
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is,” said Michael F. Gorman, professor of operation
management and decisions science at the
University of Dalton Ohio. Moreover, another study
from Pega showed that after the COVID-19 crisis,
organizations are investing more heavily in Al tools
to help them meet their customer's needs [113].
The same study calculated that 74% of the
respondent believed that it is necessary to invest
hugely in intelligent automation for the sake of
their organization's success. Al helps in fuelling
better decisions and real-time insight to work as
well as adapting to the changing context of
customers and employees.

2.3 Radical Openness and Innovation

The importance of radical openness and how it
influences innovation is clearly pointed as the more
openness the more innovative. Openness reflects in
transformation of science and innovative ideas and
shows how they operates in global context. The
expansion of radical openness in innovation is hard
because of the uncertainty and the implemented
changes in process, organizational structure form
and culture [114-115]. Innovation and science are
counted as open enterprise. There are many
challenges that affects and shapes openness, which
are political regulation which some countries
enforce on their markets. Financial aids which
could be so limited to have research and
development in such sectors. Collaboration of local
markets and the government support to make
them more open and wide [116-119].

Openness is vital to an organization it gives it the
flow of technology, develop new structures that
suits the new era, keeps the markets in competitive
advantage.

Practical examples of radical openness could be the
founding of Google Drive and any facility which is
similar to open shared storage. It is vital that there
is openness so it has the access of so many people
[120]. Another example is United Arab Emirates
government and The Fifth Generation- 5G which is
a landmark to achieve, smart city and artificial
intelligence applications.

2.4 Trust and Innovation

Digital transformation is linked through many
fields, and has an influence over many of them. The
relation between the innovative transformation
and trust is the main focus on this part [121].
Discovering the relationship between innovation
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and trust goes wide enough to define that any
organization or entity needs trust to build up clear
innovative ideas and progress on, sometimes it
means the organizational culture of trust,
transparency and security. Innovation is more
about knowledge partnership, collaborative
culture and the management of both. Trust in an
“underappreciated but potentially high valuable
source of value in open innovation networks”. It is
one of the hardest things to achieve in any
organization, specifically with the bureaucratic
systems because of the idea of top management or
top leaders having the right of decisions while the
middle have to bay the rules without discussion or
clarification, the truth is that in most of the top
innovative  organization they have clear
cooperative leaders and teams working together
toward, top leaders could clarify as much as they
can and talk with their teams so they work
smoothly and gain the targeted result, It also
shapes the innovation competition between
organizations. Concluding how to manage and
build the phenomenon of trust inside and outside
is always about adopting authenticity, investing in
the organization and intellect leadership.

The relation between trust and innovation is has
many angles to view firstly what's influences it and
what are the challenges:

Corporate image has an influential rule of trust:
more about giving the financial services
distribution it is builded through the time by the
frequent satisfactory interactions between firms
and individuals [122-128]. Trust is important in all
sectors, for example the new firm holding up long
term financial service it is never trusted unless the
result of someone who used to trust to hold up his
services. Trust can reduce the uncertainty in all
decisions financially. Functional image and
institution image also has an important effect on
trust, when the corporation maintain the high
reputation, it causes the trust of many
stakeholders. Trust affects the working networks
inside the corporation, by having more trusted
employees to think and work hand to hand the idea
of success is more likely to spread all the teams are
clear about all decisions without the personal side
of any conflict [129-131]. Then it affects the
strategic network wideness, it is important that all
have links to leaders and strategy makers to have
the open talk and get the ideas flow easily and then
think how to improve and stay innovative without
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the fair of failure. The more the employees share
their knowledge together the more the
organization gets innovative and feels the trust.
The challenges are commonly how to build trust in
the era of changing to foster innovation with a
brave heart, so it is hard to believe in product that
is numbered as newly in market. Organization
could build trust in innovation and transformation
through open dialogue, understanding how a new
product or innovative idea works. Gather more
information and access to meet clients'
expectations and satisfaction [132-139].

To foster innovative ideas or innovate change you
need to get the trust of the recipients. In
organizations and different sectors, trust is built
over time passing it is the result of progressively
experienced and reliably independent of individual
and employees [140-146].

Practical examples of trust and innovation, is
shown in many entities snd organizations such as
Dubai customs. Director General of Dubai Customs
H.E. Ahmed Mahboob Musabih received the “Great
Place to Work” certificate, which points that Dubai
Customs as the first customs organization to
receive such certification of trust inside the
organization which measures effective
communication, trust, creativity, and teamwork
[147-149].

[ believe that trust could be improved in innovation
by sharing more information between mid-level
leaders and their team with a great flow of clear
points to work in. Giving the teams wider birth to
work freely. Being transparent and honest to the
clients, teams and leaders. Creating an
environment that support employees' innovative
ideas and taking the risk with the study of the
factors that shapes it [150]. From the conducted
interview, the main recommendations are to
enhance group work hand to hand in innovation by
forming the right group norms, designing team that
works on innovation production strategically,
encourage employees trust to innovate freely.
Collaborate across the organization boundaries,
physical barriers and hierarchical levels and
adopting practices such as rotating leadership and
peer evaluations.

3. RESEARCH METHOD

As indicated earlier, this paper aims to present the
connection involving digital transformation and
innovation. To evaluate the relationship, we
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conducted a study applied on digital
transformation specials from different
organizations across United Arab Emirates UAE.
Combination of qualitative and quantitative
approach was used to measure the effects. Four
interviews were conducted from 4 different
organization in UAE, Question were organization in
qualitative approach to allow more interactive and
explanation from interviewee. For the purpose of
achieving the objectives of this research a survey
was administered to collect data from expertise in
the field. The quantitative method is the best way
to get exact statistics and easy compare the results.
Due to the challenge of finding the right module to
structure our survey by, we agreed on separating
the data collection based on each parameter focus
expertise and targeted considerations.

4. MAIN RESULTS

Here are the main results based on each parameter:
Hypothesis 1: There is a positive relationship
between Societal and Innovation.

To measure the social innovation in the region,
quantitative research (interview and survey) has
been done to acknowledge the results. The data
collection has been done in two ways: first an
interview with a member in Retail sector who
worked in innovation and technology department
for 15 years and had impact in SI toward the
community by different programs and initiatives
(Appendix 2). Mr. Manoj Vijayan, Director of
Innovation and Technology Dept. in aswaaq LLC
have pointed out his experience in SI, “In the
procedure of continuous process of fine tuning,
sometimes we end up in a radical and disruptive
approach which will have major optimization on
time and cost. Which is the direct impact on
employees. Anything we do should be an
interactive and decision support model.”
Moreover, he added that aswaaq LLC have delt with
“SI tasks for employees, customers, and partners.
But same time this will have a major impact on
number of employees who is operating currently.
We constantly scale up their skill set to
accommodate in other areas of the business (more
on a decision support system than operation).
Thus, ensuring an ethical transformation”. Also,
Mr. Manoj have mentioned that different kinds of
indicators to measure the Sl in the retail sector and
they are modern -collaborative platforms as
Microsoft Office 365, loyalty programs as
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personalized and frictionless transactions, various
friendly apps to ease the tasks in the physical
locations and supply chain that enables a vendor
portal (SaaS Model) to address the entire chain of
Purchase order processing till the invoicing
matching.

The second way that have been done to collect the
data is by conducting a survey and have been
distributed to different age group of people. In the
(Appendix 1) you can find the survey questions
with the results. The survey was circulated to
identify the SI in UAE communities. In (Table 2), it
clarifies the most well-known SI challenge in UAE
and that is Employment (66%). The least challenge
that has been addressed is Supporting and
encouraging Entrepreneurs (11%) as I think in
UAE, we have many government offices and
initiatives to help the new generations to start their
dreams and careers.

There are many SI in Dubai and from the survey it
was pointed out Expo 2020, distance learning and
smart governments are the most well-known social
innovations in the last years. The impact on the
society mostly were positive and economic impact
(Tablel).

Mostly all who have answered the questions are
interested to volunteers and be from the SI team to
make a change in their community and society. As |
see that this is a good advantage toward the future
of SI in our communities and the mind-set of the
new generations can be active and cooperative
(Table 2).

Hypothesis 2: There is a positive relationship
between Mobile and Innovation.

A quantitative research method was utilized for the
purpose of finding reliable results regarding the
consumers’ thoughts, standards, as well as their
preference on purchasing or using innovative
mobile applications available in the market. The
data collection is conducted through a one-on-one
interview with the In-Charge Manager of Masdar’s
Innovation Development Department. The
interview questions are primarily consisted of the
manager’s average time spent on his smartphone,
as well as his point of views about the convenience
that the innovative mobile applications offer in his
daily life. Further, the later part of the interview is
about the manager’s opinions based on his
experience in using Masdar’s City Mobile App.

The interview opened with the question of how
often Masdar’s Manager uses his mobile phone. As
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provided in (Appendix 1), the interviewee, just like
most people worldwide, uses mobile phone almost
every minute in every single day for the purpose of
entertainment, work, business, and for
communication means. The main reason why most
people nowadays are inseparable with their mobile
gadgets is due to the convenience it offers towards
the people’s daily activities. Based on (Appendix 1,
question 9), the respondent maintained that
mobile applications can be efficient and
sustainable too. It is sustainable in a sense that
various important activities such as payment
transactions,  grocery  shopping, business
engagements, and deliveries can be done with just
a single tap on their smartphones. More
importantly, mobile applications allow the users to
effectively manage and access their businesses at
their most favorable time of the day. Its features
enable people to conduct or attend important
business meetings anywhere they may be.

As presented in (Appendix 1), in response to the
question of what particular mobile or social media
app that the respondent often uses, he inferred that
he usually uses Google and Facebook application.
Just like the majority of people around the world,
Masdar’s Manager’s commonly used mobile
application is Google. Google provides various
online services for people and it is predominantly
used for search purposes, documents and
presentation features, business transactions, and
even setting up clear schedules for their day-to-day
affairs and undertakings. Since majority of the
world population is using mobile phones and lots
of mobile applications, the rising threats for data
and identity theft is also becoming alarming for the
users. Particularly for online bank transactions, it
is highly important to ensure the safety of the
consumers. On Question 6 of (Appendix 1),
Masdar’s In-Charge Manager answered that
despite the growing threats, he maintained that he
gives his full trust for the finance companies for his
online banking transactions. This is mainly because
of the existing security features the company offers
specifically the authentication codes, One-Time-
Password (OTP) and privacy policies.

The second part of the interview is comprised of
questions about the respondent’ assessments of
Masdar City Mobile App. He said that he uses the
said application and he only has a fairly good
feedback based on his experience in using the app.
One thing that made him love the app is because of
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its engaging features. He also added that he enjoys
using the Masdar City Mobile App for it aids the
users in navigating places within the city. It does
not only navigate, but it also educates people for its
informative programs. It tells the background
stories and information about the important
landmarks, and helps the users to find nearby
restaurants and any other amenities within the
city. Users of this mobile application generally have
only positive feedbacks for this app. The app’s
features provide great experience to the users,
hence generating and attracting more consumers
to try the app themselves.

Hypothesis 3: There is a positive relationship
between Analytics and Innovation.

To evaluate the relationship between Analytics and
innovation a study on 25 SMART digital employees
from all over the UAE have been administered. The
study asked the participant 5 question regarding
the effect and impact of Analytics innovation on
their work.

From our survey we have concluded that Analytics
and innovation are  positively related.
Respondents’ findings showed that 92% have
agree that Analytics have a positive impact of the
digital transformation and it changed how they
work in a positive way.

When we asked about the important parameters of
the Analytics, 36% of the participants answered
that “Technologies” were the most important
aspect in the Analytics innovations then followed
by Data and Services. This shows how data driven
technologies is highly promoted in Analytics
government office and play a vital role in
increasing the important of Analytics innovation.
Although, Analytics Innovation is a tool to make
our life better, this tool has a challenge. During the
study we asked about the challenges in Analytics
innovation and 64% of the participance said
security, 40% said that finding experts in Analytics
and Data managers is challenging in their opinion.
To find more about the subject we interviewed a
specialist in this field, Mr. Khaled Al Shamsi,
Director of Umm Al Quwain SMART government
office and one of the UAE Artificial Intelligence
Council members. Mr. Khaled was very generous
with helping us in our research as he Said, “data
science is an emerging principal, by 2021 we came
to a state that we cannot actually move without it”.
Furthermore, Mr. Al Shamsi talked about how new
digital organizations will kill the traditional ones if
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they do not digitalize quicker. There are many
orgnization do not know what digitalization meant,
but at the same time, there are many companies
that thinks data is the new oil. In UAE government
there is no place for the old-fashioned services and
offices, Government offices directors who do not
realize this will be left out.

When we asked Mr. Al Shamsi on how innovation
effect Analytics he demystify that Analytics and
Innovation are a correlate concept each on bring
the best of the other. Why we need to innovate and
what we need to innovate are a critical question but
when you ask HOW we innovate here come the roll
of Analytics, the secret ingredient is Data science as
it's the most crucial part of future innovation
because it comes from Data. Data helps us to
conclude findings as solution for problems from a
facts and numbers not from points of view.

The creation of UAE Al council was a very
important step in UAE government as its boost the
government performance and use integrated
SMART digital system to overcome challenges and
find a quick and effective solution to creative
economic value for the country.

Hypothesis 4: There is a positive relationship
between Radical Openness and Innovation.

To collect and gather the common knowledge
about Radical Openness and Innovation, an
interview has been researched toward the topic,
TED eBook authors. We have started with the
meaning of (Radical Openness) as it can mean
differently toward the subject it relates, and author
Tapscott writes on the meaning as “it can mean
many things, depending on the circumstance”. So,
we've looked at four different strategies for
openness that ultimately entail some pretty deep
changes in business and society.”

In addition, Mr. Tapscott added that when it comes
to innovation, organizations rarely exploit the
power of openness in their business and
institutions. It is hardly the first word they would
use to describe companies and other societal
organizations.

Adding to above, Radical Openness examples are
many, as their favorite is “unprecedented steps
GlaxoSmithKline took in October 2012 to release
all of its clinical trials data on the Web. It was an
extraordinary move — a bid to aid in the discovery
of new medicines and end any suspicion that the
pharmaceutical giant had secrets to hide. This was
an incredible first in the ultra-secretive world of
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drug development. Chief executive Andrew Witty
called the move essential to finding new drugs to
treat the diseases plaguing the world and there has
been much admiration for these efforts in the
broader medical community”, as Mr. Tapscott
mentioned.

Moreover, mentioned in the e-book, ways that
proved Radical Openness to be successful in
different organizations that it increases trust that
is an essential glue to the networks and economic.
Also, giving companies access ideas and
capabilities that lay outside their corporate
boundaries. This will help to open stages on which
vast ecosystems of exceptional talent create and
assemble some of the world’s best innovations, as
mentioned by Mr. Tapscott.

Hypothesis 5: There is a positive relationship
between Trust and Innovation.

To generate more information and data regarding
how trust relates to innovation is positive way, and
what is the positive connection between the two
variables the researcher has

conducted an interview with an employee in the
Federal Authority for Identity and Citizenship
(ICA) to analyze and test the hypothesis which is
“There is a positive relationship between trust and
innovation “. The employee is woking for this
corporation for nearly 15 years, standing over all
the changes happened within his period in
leadership. Added also some recommendation to
improve and deploy trust that results in
innovation.

The point of view in many situations regarding
innovation and trust during his experience was
summarized in the interview, the main points are :
In the ICA and any other organization trust and
innovation are positively linked through having
the comfort feeling of working freely, the more an
organization have trust the more the innovation is
conducted by employees for example once we
moved the online forms and applications most of
the employees were not comfortable of that shift
specifically the once who works on the national
identity filling information they try their best to be
focused so they don’t miss a number or the spelling
of any named saved.

The existence of trust in working frame and
between employee’s with their leader leads to an
innovative activities without the fare of failure, to
trust an employee it means to feel confident about
the work done before you can see it in other words
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we can see that whole teams could fail because
their is unspoken annoyance towards one person
whom others consider unreliable.

The flow of clear information leads to a confidant
trusted employee then results with an innovative
ideas, open communication makes everything clear
and smooth whenever the team lacks this concept
it means you may face the failure because of it.
Sharing information clearly and making every
possible point of communication is a concept that
leads to the success of any innovative activity. Most
of the companies around are exposing
transparency as a part of their strategy and also
their principles, that’s a way of showing trust.

5. RECOMMENDATIONS

5.1 Social

We believe Social Innovation can be practiced in
different societies globally or locally by many
aspects. | think establishing a permanent multi-
sectoral Social Innovation Council and create an
office for the council will help the citizens to co-
operate and easily to frequent visit the office.
Another recommendation is that SI can improve
the skills and ideas of the society and it can happen
by creating training programs and starting with
early stage and support them. Last but not least, in
our point of view, knowledge sharing initiative can
be a major advantage for above recommendations
and it will make a big impact toward the social
innovation outcomes.

5.2 Mobile

Given the number of existing mobile applications
available in the international market, it is vitally
important for app developers to formulate a
comprehensive framework in developing an
application that would certainly attract different
target consumers. This is for them to effectively
compete to the already existing and well-
established names and concepts of mobile
applications in the market. The app developers
need to utilized an efficient OS in developing their
applications for it to become more favourable for
consumers. Lastly, as [ have observed in this digital
era, the technological breakthroughs have also
opened doors for an increasing online threat that
could harm both the sensitive information and
physical health of the users. With these unfolding
menaces that comes along with mobile and
innovations, it is necessary for mobile app
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developers to not solely focus on creating engaging
features for their applications but also to ensure
their target customers with security and safety of
their privacy and essential information.

5.3 Analytics

Although analytics and innovations are positively
linked, trends for data-driven innovation are not
moving forward dramatically. We are in a great era
of technology especially with the rise of Al and
machine learning. There is no evident of analytical
tools to examine the coloration between these two
variables and how we can use them more
effectively. For example, we have innovated how
we can use Al in analyzing data, but have we learnt
to use them effectively with high percentage of
efficiency, we do not know as there is no many
statistics provided to measure it. This really
provide a ripe opportunity for us schoolers to
examine some key lessons for the future.

5.4 Radical Openness

Truly, radical openness is a window to opportunity
for growth and success. But the pursuit for it entails
impediments that threaten and imposes risks for
the company. In the light of the foregoing research
and thorough analysis, this section recommends
the following for the effective implementation of
radical openness.

Firstly, the company or organization must
constantly train itself to adopt on changes and shall
accept that the world is evolving so does the
business world. In this context, the company shall
support all employees and managers while
undergoing certain changes. Constant training and
seminars in view of certain changes must be
carried out. Furthermore, it is highly
recommended that the company shall create a
research and innovation team that will introduce
certain changes fueled by modernization and
current trends of the world. With this team, plans
and initiation phase will be magnified by the
company and necessary steps will be projected.
Thirdly, changes are accompanied by risks. Hence,
it is also recommended that the company shall
identify, assess, and monitor the risks that could
hinder the growth and process. With mitigation
plan, the company will be guided. More so, radical
change is important and motivation among
employees is of great importance. The basic tenet
shall be implied to employees by means of
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workshop and seminars. Radical openness indeed
is a milestone towards success. Seize and take it!

5.5 Trust

We have the view that trust results in innovation
and we believe in that the more trusted the
employees are, the more innovative the
corporation is and this is compatible with all
entities local and international. And we are
noticing the change in all concepts and principles.
Trust transparency and how to build culture is
important concepts of success in innovation. We
founded from the interview done that most
productive corporations have achieved a high level
of trust between employees and leaders and has
the benefit of opening up clear communication. Be
Productive, find teams that encourages open
communication, practice the management of team
building, share your view of point and faire and
don’t forget to set up the right norms and always
think about transparency because it is the way of
making sure that everyone is on the same page and
works in alignment with the targeted result.

6. CONCLUSION

Research about the interaction between digital
transformation and innovation is still scattered and
an overall framework on future theoretical and
empirical studies are needed. Thought a review of
existing literature reviews on the topic and
qualitative research we have examined a micro
level of this interaction. Future research on a
smaller level of analysis would be hopeful and will
provide opportunities and new scope of digital
innovation.

“Social Innovation is a response to a social or
environmental problem which, once adopted,
results in better outcomes than existing
approaches.”

To conclude, SI is a major characteristic to improve
and transform the thoughts and views of societies
around the world to a better living and income by
using updated innovations and simplified
improvements.

The advancement of technology will continue to
push businesses to innovate in order to better
serve their consumers' demands. Developing
innovative solutions to meet the requirements of
our clients as their shopping habits change must
always continue. Mobile apps have completely
altered the game. One can expect to not only meet
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market need for a more accessible shopping
experience, but also to lead the way in developing
innovative and interesting ways to grow mobile
apps to meet future demands.
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Appendix (1), Survey Questions
Survey Questions - Social Innovation in UAE
https://forms.gle/dGaS5MXfSL.1UhAPz6

Social Innovation

Thank you for participating in this survey that aims to identify and measure the Social Innovation (SI) in UAE
Social Innovation refers to "the process of developing and deploying effective solutions to challenging and often
systemic social and environmental issues in support of social progress.”

Kindly read the questions carefully, and answer at your own pace. Our goal is to improve our academic research,
and to highlight the Sl in the country that have big impact on the society.

This survey should only take 2 minutes of your time. Thank you for your effort and support, your participation is
confidential and is very much appreciated.

What is the most important challenge being addressed by the Social Innovation in UAE? *

Environmental Sustainability

Improvement of Services / Infrastructures
Supporting / Encouraging entrepreurship
Improvement of governance

Employement

Education

Demographic Challenges (e.g. Ageing population)

Other...

Please describe one well-known Sl in your city ? *

Short answer text

How has the SI, you described, led to changes in your city? (e.g. positive or negative,
environmental, social, political, cultural, and/or economic impacts, etc.)

Long answer text

Will you be willing to be one of the Sl team members to make a (happy) change in your
neighborhood?

Yes

No
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Table (1)

Survey Answers

What is the most important challenge being

Please describe one well-

How has the SI, you
described, led to changes
in your city? (e.g. positive
or negative,

Will you be willing
to be one of the SI
team members to

addressed by the Social Innovation in UAE? known SI in your city? R . make a (happy)
env.n:onmental, social, change in your
polltlcal., c.ultural, and/or neighbourhood?
economic impacts, etc.)
EnVlronm_ental Sustamablll_ty: Supporting / Improvement of
Encouraging Entrepreneurial; Yes Yes
governance
Improvement of governance
Environmental Sustainability;
Improvement of Services / Infrastructures; SMART GOV Positive Yes
Improvement of governance; Employment;
Education
No impact at all it was in
Employment Tawteen mediapheadline only! No
efficient way to deliver
Improvement of Services / Infrastructures; . . lessons/information to
. Distance learning Yes
Improvement of governance; Education students/workers. It also
saves times and money.
The mentioned impacts
below are all considered
positive:
Economic impacts: Reduced
the cost of road construction
in some cases.
Environmental impacts:
Recycling the old asphalt Minimized the amount of
material (instead of emissions produced from
Environmental Sustainability; Employment dumping it) and utilize it in new asphalt construction Yes
different areas in the city activities and the dust that
(e.g. Residential) results from the vehicles
passing on the road base.
Social: The society is much
more pleased with the
recycled asphalt material
rather than the road base
material when constructing
temporary roads.
Employment expo 2020 economic impact Yes
Ma'an, Established by the
Department of Community
Development in February
2019, the Authority of
social Contribution 4€“
Maa€™an has been
bringing the government,
private sector, and civil
Employment soFiety to'gther to }}elp Positive Yes
drive social innovation and
build a culture of social
contribution and
participation while aiming
to strengthen Abu
Dhabiid€™s position as one
of the best global
destinations to work and
live in.
Employment expo 2020 economic impact Yes
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Environmental Sustainability Dubai Science Park Educational impact Yes

Table (2)
Survey Results (Percentage)

What is the most important challenge being addressed by the Social Innovation in UAE?
9 responses

Environmental Sustainability
Improvement of Services / Infra... 2 (22.2%)
Supporting / Encouraging entre...

Improvement of governance 3(33.3%)

6 (66.7%)
2(22.2%)

Please describe one well-known Sl in your city ?

9 responses

2
(22.2%)

1
(11.1%)

1

0
Distance learning Improvement of governance  Recycling the old asphalt... Tawteen
Dubai Science Park Ma'an, Established by the... SMART GOV expo 2020

Will you be willing to be one of the SI team members to make a (happy) change in your
neighborhood?

9 responses

@ Yes
@ No
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Analytics Survey

What the
Do you see
Analytic most
. important What are the challenges in . .
Innovation have . . . What are some suggestion to increase the awareness
parameters Analytical Innovation during the . . .
affected the p . s o of the important of data driven technologies
digital in the digital transformation?
. Analytics
transformation? .
Innovations?
Yes Technologies  Cost
. finding experts;trust in those Intensification of courses of the important of data driven
Yes Technologies : . .
Technologies;Security technologies.
. o To add in the workforce and online programs awareness
Yes Data lost jobs;finding experts .
toward the technologies
Yes Technologies  Security
Yes Data Cost;trust in those Technologies;Security
Yes Technologies  trust in those Technologies Increase awareness through social media
Maybe Services lost jobs
Yes Technologies  Security Nothing everything is perfect
Yes Data Cost;trust in those Technologies;Security
. finding experts;trust in those Intensification of courses of the important of data driven
Yes Technologies . ; .
Technologies;Security technologies.
Yes Data Security
Yes Services lost jobs;Security
Yes Services finding experts
Yes Data lost jobs
Yes Services Cost;trust in those Technologies;Security
Yes Technologies  finding experts
Yes Technologies  trust in those Technologies;Security
Yes Technologies  trust in those Technologies;Security
Maybe Services Cost;Security
Yes Data Cost;finding experts;Security
Yes Services Cost;finding experts;Security
Yes Data Cost;finding experts;Security
Yes Services finding experts;trust in those Technologies
Yes Data Cost;finding experts
Yes Services lost jobs;Security
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Appendix (2) Interviews Questions
Societal Interview
Vijayan, M. M., 2021. Director of Innovation & Technology Dept., aswaaq LLC [Interview] (14 July 2021).
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Mobile Interview

1. What does your daily activity look like? How many times do you use your mobile phone in a day?
ANS: [ use my mobile phone many times in a day. [ use it mostly as a morning alarm, as a device where I
keep tabs on my schedule, check and reply to my emails, call and text people that I need to talk to anytime
of the day. So basically, almost every minute of every day [ use my mobile phone.

2. In this fast-paced technological period, what kind of interaction do you expect from the company?
ANS: As a person, I personally want to have a face-to-face contact and engagement to the people that I have
a meeting with but with many things that we juggle every day, sometimes the easiest way to attend
meetings will be through a device through any type of technology available.

3. With the working atmosphere feeling like always on-the-go, do you want to have access to your
company engagements wherever you may be? If so, how do you want that to happen?

ANS: Yes, very much so. Like I said, whatever technology or device available that would allow me to do my
business wherever I would be very helpful. Although provided, it should also allow me to engage without
hitches and something that I can bring on-the-go.

4. What applications and social media sites do you often use? Do you use your mobile phone to
transact any services?

ANS: I often use Google applications to do my business transactions from schedules, to documents, reports,
presentations, etc. In terms of social media, I only have Facebook just to keep track with family and friends.
However, I also use my phone or any mobile device that I must do bank transactions, check insurance and
real estate.

5. What will be the best way to personally engage with the clients even through mobile transactions?
ANS: A good internet connection is one, then of course a good device that would allow you to see and talk
to the person without any glitches or technical malfunctions. Also, a good quite room or place would be
appropriate especially for meetings or such.

6. Mobile applications and social media sites are prone to hacking, what possible innovations should
the company use to protect its clients and employees?
ANS: One of the challenges that many companies face in upgrading their services into mobile apps is
security. Investing in the top-quality security features for the mobile applications can add assurance to the
possible hacking or stealing of data from any applications.

7. Digital transactions can easily be manipulated by anyone maintaining the database and
networking. How much do you trust the company, as a whole, to maintain the dignity and values of
the company when issues arise?

ANS: I trust the company completely. For security and privacy, they have provided privacy policies and
authentication codes that are personal to the user only. As being a huge company and is respected by many,
[ believe that the company will not disappoint its customers.

8. Applying social media, mobile applications, and the website interactions definitely decreases the
use of paper, but still uses energy to power electricity and computers. Do you think this is
sustainable?

ANS: There is definitely a huge debate about this situation. By using paper, you cut down trees and possibly
deforesta certain piece of forestland, then in the process of making the paper itself it produces more carbon
- however its also biodegrable. On the other hand, digital media may sound like its more sustainable since
electronic parts can be reused. However, the production and manufacturing of the devices would also
create a huge carbon footprint. There is still a lot of information lacking in terms of this debate.

https://doi.org/10.54489/ijtop.v4i2.398 Publisher: GAFTIM, https://gaftim.com



M. El Khatib, S. Al Zarooni & A. Ankit International Journal of Theory of Organization and Practice (I/TOP) 4(2) -2024- 24

9. Enumerate a few ways that makes using mobile application sustainable and efficient in a holistic
perspective.

ANS: On a larger perspective, mobile applications nowadays are used usually for payment transactions,
shopping and groceries, food deliveries, and business engagements. These mentioned daily activities can
all easily be done through one device and without wasting car gas, energy, and time to go one place after
another. This is one perspective that people could look at in terms of sustainability in the use of mobile
applications.

10. Have you used the Masdar City Mobile App? What is your assessment on the new application?
ANS: Definitely. It has an easy user interface, very interactive for the users. It has nice guided tours that
presents a very interesting history of Masdar City. It is highly recommended.

11. What are the strengths and weaknesses of the application?

ANS: One of the many strengths of the app is that it is very engaging. It helps you to navigate the different
areas in Masdar City. Tells you stories behind landmarks, helps you find whatever it is you are looking for
like restaurants, service providers, any amenities that you wanted to find. So far, there are no weaknesses
that I can think of.

12. Have you heard any feedbacks and reviews from clients and other users of the Masdar City

Mobile app? If so, what are they?
ANS: Yes, and I hear that it’s good and highly recommended.
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Analytics Interview
Al Shamsi, K., 2021. Digital Transformation Analytics and Innovation.

1. Do you see Analytics Innovations have affected the digital transformation? What is the effect?

2.Why do you think is Analytics in digital transformation so important?

3.What is the most influential Analytics technologies in implementing digital transformation?

4.Please provide an example of the most successful digital initiative that you have led?

5.Data-driven technology have they changed the public sector for the better? Or you still did not see any
outcomes yet?

6.Big data, Al,cloud, IoT and many Analytics innovations where do you see this technologies after 10 year?

Radical Openness

Why radical openness is unnerving and necessary: A Q&A with TED
eBook authors Don Tapscott and Anthony D. Williams

1. What do you mean by the term ‘radical openness’?

2. You say that old systems are failing us. How so?

3. What factors are forcing the dramatic opening up of society? Financial? Societal?
4. Why is radical openness such an unnerving concept for business?

5. What are the downsides to radical openness? Sometimes, unsavoury forces fill the
vacuum left by great change.

6. Any great examples of organizations that first rejected this openness and then engaged
it?

7. What are some of your favourite examples of radical openness?
8. Does radical openness operate the same globally as in the US?
9. In what ways has radical openness proved successful for different organizations?

10. Is Wikileaks a good use of radical openness?
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Trust - Interview
Federal Authority For Identity & Citizenship, ( A.B), 7-July-2021

1. What does trust in the workplace mean to you?

Trust allows me to focus on progressing, without second-guessing about other employees work if
itis going smoothly or not or even questioning them working hard, it makes innovation production
goes easily. It helps in preventing and eliminating bureaucracy, unnecessary processes, and
excessive oversight that can both limit innovation and slow progress.

2. It’s easy to develop trust with people you work with daily — but what about people you
don’t know (new candidates for example) ?

This would take us to the phenomenon of organizational culture, I'm still amazed at how we’ve
manage to create a culture of trust and transparency inside our workplace.

3. What can you do to help engender trust?

It always comes down to how people handle failure and hard situation or struggling points. When
people trust each other, the focus is on minimizing damage and getting back to the idea of hard
work. The involved parties take responsibility with little encouraging, and they adjust so that all
of us as a team can figure out how the hard times and situations we were straggling in will be
avoided in the future.

4. Senior leaders make decisions all the time and it's rare that everyone in an organization
would agree with those decisions. Sometimes those feelings can even lead to distrusting
senior leadership, so how can people managers address times when employees don't agree
with or trust senior leaders?

I believe what we have here is constant conversation between leadership with their teams, and in
those conversations being as transparent and sharing as much information as they can, so
everyone gets the clear view and work on without any doubts of success.

5. Let's say managers find themselves in a situation in which they have amplified the
communication that senior leadership is giving the decisions that they've made to their
teams, and the teams still aren't really satisfied with it. That manager then elevates those
concerns upward, and they're either not met very well, or they're even met with a little
backlash from others. What do you believe those managers could do in those cases?

In my point of view and my own experience, leaders are employees too. Sometimes the senior
leader is just struggling with how to communicate the message. Or they're struggling with how to
more effectively translate it. And many times that tension that comes when an issue is raised. [ try
to encourage leaders to not get overly reactive to when a leader, a senior leader is struggling with
how to best indicate.

6. Identify the tools and/or processes that mitigate trust in your organization.
Transparency and openness help change that default mindset to be positive, built on a foundation
and a bound of trusting leaders, even if you don't have all the information that went into a decision
made by those leaders. Recognize that building trust takes hard work. Trust must be earned, so
we have to be honest and supportive. Quiet sometimes, consistent and then we build on
countability.
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7. Describe the relationship between innovation inside your organization and trust?
Innovation and working tasks firstly and then will talk about the trust side because I see them
connected to each other. Working tasks couldn’t be done without having the easy way to contact
then in order to get it you need to have the feeling of trust to get the information from the right
source. So they are connected, you get innovative once you have the trust to work and the working
task get easy.

8.Do you think that trust is mainly putting pressure on working networks?

Actually I believe that trust makes a bound between people inside the entity and it has a positive
relationship with working network, the more trust you have the more you feel the freedom to
work.

9. What are the strengths and weaknesses in trust the organization based on your opinion?
The strength of our organization is that we have strong base of trust, working progress and high
competition. As a weakness we could admit it is not really shown but let's be honest and say we
will work to be better always on to improve our services to make our costumers happy and build
up more trust.

10. What are the opportunities and threats in the organization based on your opinion?

We will focus on having strong initiative externally, what [ mean by that is more contact to our
citizens to make them feel that we work hard to serve and satisfy them.
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ABSTRACT

This research paper is a case study based aims to study how Telehealth technology
mitigates Unknown-unknown risks, restrictions, lockdown and quarantine period.
The research begins with listing the problem faced by many health sectors as they
are searching for ways to provide the assistance required while protecting the
healthcare provider and patients. The literature review lists the current existing
cases that are using Telehealth technology in the pandemic to reduce the risk in
addition to the benefits and challenges of the technology. In this research, two
qualitative methods where used; personal interviews and online websites,
webinars, and articles. The research involves both national and international
organizations to provide the necessary information. As a result of our research
method, we found that all mentioned organizations listed have an unknown-
unknown risk management strategy. Besides, all of them used previously and are
currently using Telehealth technology. Based on the gathered information and the
listed methods used, this research's analysis supports the hypothesis that was
conducted. According to the findings, Telehealth technology has been an ideal
medical care solution during the Covid-19 pandemic, is beneficial for rural areas,
and is cost-effective. On the other hand, as any technology is having a risk to it. Some
of the risks are privacy protection, availability and accessibility, complicated health
conditions, investments in training, incorrect diagnosis, and insurance coverage. As
aresult of this research, Telehealth technology does mitigate the unknown-risk and
has mitigated it.

1. INTRODUCTION

Telehealth is a rapidly advancing technology using
a collection of methods for enhancing health care
and delivering health services through various
telecommunication technologies such as virtual
medical services [1-3]. Telehealth is the delivery of
a health service across a distance.

Telehealth requires adaptation work and learning
new competencies by clinicians, which decreased
the dynamics and interaction between those
involved in delivering health services [4-11].

Telehealth has many benefits. Thousands of
outpatient  appointments  being  reported
throughput in major hospitals every year. The
technology protects physicians, patients, and their
families against contracting infectious viruses. Itis
crucial to consider the potential of telehealth as an
alternative and increase the awareness on its
importance [12-19].

The healthcare sector, during the pandemic,
required to adapt to the situation. There was a
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need to minimize health staff exposure to patients
while increasing the patients’ care. Health care
systems had to adjust the technique of sorting,
evaluating, consultations, and caring to patients.
The change is to help deliver necessary healthcare
while reducing the risk and ensuring healthcare
staff and patients’ safety. Telehealth technologies
were an ideal solution to deliver health services
during the pandemic [20-27]. For example, a
patient in a rural area has a video conference
appointment that may connect them directly to a
central city hospital specialist.

During the pandemic, the research showed that
Telehealth services had measurable and tangible
results in mitigating unknown risk and in delivered
the required health services taking into
consideration the safety measures, social
distancing and lockdown restrictions [28-33].

1.1 Research Problem

The world recently faced pandemic, which affected
all sectors and daily life, including health care.
People worldwide faced quarantine, lockdown, and
strict measures for social distancing were taken.
Despite the rapid spread of the virus and safety
restrictions, people still need healthcare, medical
consultation, and other health services [34-37].
Telehealth technology was a necessary solution
during the uncertain time of Covid-19 to ensure
citizens' wellbeing and offer the necessary medical
and health services required.

1.2 Research Question

How can Telehealth technologies
unknown risk (case study)?

This research will identify/investigate how
Telehealth technologies mitigate the unknown risk
and assist the health sector during the restrictions,
lockdown, and quarantine period.

mitigate

2. LITERATURE REVIEW

The outbreak of unknown risks shows the
healthcare sector's need to adopt better and
innovate ways to prevent a public health crisis [38-
41]. The pandemics' widespread nature indicates
the need for precautionary measures that
safeguard physicians from exposure to risks. In this
case, there are several opportunities to control the
spread of health risks such as COVID -19 to
improve care delivery in urban and remote
locations. Telehealth is among the alternatives
available to enable countries to adopt effective care
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practices in response to unknown risks. The
technology protects the public, physicians,
patients, and their families against contracting
infectious viruses. It also supports the equitable
delivery of services by enabling physicians to reach
out to underserved communities. The technology
enables countries to provide medical consultations
that enrich citizens' lives through timely access to
competent care.

Using Telehealth Technologies to
Unknown Risk (Case Study)

The UAE continues to make considerable progress
in maintaining stable economic growth and
stability. The country has made notable progress in
relying on the latest technologies for care delivery
[42-44]. The progress made by the UAE enables it
to catch up with the various stages of technological
development that allow the nation to respond
appropriately to unknown risks. Similarly, the
country proved its ability to utilize state-of-the-art
technologies to improve people's health and
welfare. Equally, the young population is willing to
embrace new technologies, thereby making it easy
to integrate healthcare systems in care centers
nationally [45-49]. However, healthcare challenges
still exist in the UAE due to emerging burdens that
also occur in other parts of the world. The high
rates of cancer, heart diseases, and the recently
COVID-19 indicate the country's need to support
collaborations and initiatives that shape its
innovativeness. Implementation of  tech
innovations countrywide could help to address the
challenges caused by Coronavirus and other future
risks. The 24/7 Telehealth system is among the
UAE's options to enable professionals to provide
consultations from remote locations. Patients can
send information, including photos, to assist in
diagnosis and treatment. Equally, the Telehealth
approach relieves the local facilities of the burdens
of inconvenience and inefficiencies that deny more
people the chance to access quality healthcare.
The Telehealth technology could apply well during
a crisis that requires a quick response to dramatic
developments [50-53]. Coronavirus's global media
coverage, reactions, and worrying alerts show the
government's need to identify new and better ways
to prevent human suffering. Further, the COVID-19
brought trends such as overwhelmed care systems,
increased need for emergency services, and
evacuations that cause panic. Coronavirus's

Mitigate
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declaration as a pandemic shows the seriousness of
the situation and the need for healthcare systems
to get the best equipment and deal with potentially
high infection. Moreover, a sound approach has
adequate technologies to address population-level
anxiety associated with unknown health risks. The
fact that the pandemic escalated quickly and
without warning also shows the need for adequate
prevention efforts [54-59].

Unknown health risks present new opportunities
for the UAE to explore unavailable options.
According to research, a significant consideration
is to exploit the benefits of new technologies to
support high-quality service delivery while
protecting citizens from contact with infected
persons. In this context, telehealth presents one of
the best opportunities for the nation to protect
healthcare workers from coming into contact with
viral infections [60-67]. The technology is vital in
low-resource regions or ones that are under
immense  pressure due to inadequate
infrastructure and staff. The lockdowns and
restricted movements brought by unknown health
risks make individuals wvulnerable to stress
economic burdens and mental health issues.
Consequently, the government identifies unique
and better technologies to help in addressing the
needs of patients who require assistance but have
limited access to essential resources [68-73].
Under the conditions identified, telehealth
becomes an essential asset that has lasting
implications across a nation's healthcare delivery
system. Research suggest that technology is ideal
for the best care that protects the public and
professionals from direct contact with infected
individuals [74-81].

The decision to use telehealth reduces resource
exploitation across the healthcare sector, enhances
access to care, and protects patients and physicians
from infectious viruses [82-87]. Based on
telehealth's massive benefits, it is suggested that
technology availability is critical for individuals
affected by new health risks. It helps to alleviate
fears and anxiety among the public through timely
access to information. In this context, patients can
access routine care and learn to protect
themselves. Equally, providers can identify
patients who require additional interventions
without making physical contact [88-91].
Therefore, the tools play a vital role in facilitating
offices and emergency facilities to respond to a
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broader population's needs. Telehealth's past use
in responding to the influenza outbreak in the
United Kingdom reveals telehealth's potential in
changing the health situation nationally. In this
case, the innovative solutions reduce visits to
healthcare facilities as the government strives to
adoptrobustinterventions to prevent the spread of
infectious conditions.

The level of urgency of health pandemics and the
rapid spread also calls for broad implementation of
telehealth capabilities [92-96]. The challenge is to
ensure that every household has the device and
networks required to interact with providers. The
World Health Organization already requested
countries to protect physicians and work on saving
the elderly and individuals with other chronic
conditions. It also urged nations to safeguard the
vulnerable groups by responding effectively to
minimize the speed of spreading [97-101]. The
priorities set by WHO in response to pandemics
show the need for governments to acknowledge
telehealthcare's role in reducing interactions and
risks associated with the pandemic. Equally,
communities can rely on the technology to identify
and protect high-risk individuals by reducing
exposure to locations frequented by those with the
virus [102-109].

Recently, with detecting a case of Coronavirus in a
cruise ship, the patients in the cruise ship
underwent remote examination without a
physician's  presence [110-115].  Robotic
telemedicine controlled by professionals facilitated
the monitoring of blood pressure, temperature,
and pulse, thereby paving the way for doctors and
nurses' informed decision [116-121].

The high number of infected care personnel and
deaths from infectious diseases show the level of
risk physicians face as they try to control the
situation. On the global scale, the number of
documented health risks continues to rise, hence
exploring virtual care delivery [122-129]. The
solutions allow providers to screen patients for
infections away from crowded healthcare facilities.
Therefore, telehealthcare keeps unaffected
providers and citizens safe, thereby lessening the
burden of government and healthcare facilities.
However, successful implementation of the
solution is only possible through appropriate
integration into the healthcare system [130-133].
The barriers to telehealth use require close
attention to the different issues that slow and
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fragment the technology's uptake. Substantial
efforts are necessary to scale-up adoption through
routine use of the technology. The limited success
in countries such as Australia indicates the need for
extensive  consultations to enhance the
development and implementation of highly
functional telehealth services. A similar experience
in the United States shows the need for increased
willingness among physicians to push for
telehealth implementation [134-139]. Such efforts
by clinicians make the government aware of the
need for timely response to health risks.
Telehealth is categorized among disruptive
innovations, showing the need for increased
support from healthcare professionals to learn new
and better consulting ways [140-142]. The
challenges also reveal the need for extensive
training to make physicians knowledgeable and
aware of technology's relevance in the modern
healthcare system. Further, the barriers can be
addressed through regular practices that support
sustainable solutions. Indeed, physicians should be
ready for telehealth to protect themselves from
contracting infectious viruses. It is also necessary
to include telehealth in the curriculum to send a
clear message to professionals about identifying
new and better ways to enrich citizens' lives [143-
145].

A well-organized healthcare system is necessary to
support the expansion of telehealth. In this case,
the government collaborates with the private
sector to facilitate a whole-system approach that
emphasizes the need to embed the innovation into
routine functions [146-147]. The strategy also
stresses the need for all healthcare providers to be
part of the transformations required to enhance
response to health risks. Additionally, extensive
telehealth adoption requires robust operational
networks, policies, and procedures that can be
scaled up to respond to the rising population's
needs. Therefore, there is a need for change
management efforts to ensure everyone within the
healthcare sector has the expertise required to
respond to emergencies on time. Multiple
resources are also essential to support response
tactics, assemble the right infrastructure, and have
a comprehensive framework at the local and
national levels [148]. The absence of a robust
strategy undermines the coordination efforts
required to address physicians, patients, and the
general public.
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The gaps in implementing telehealthcare to
respond to a crisis in the UAE context indicate
additional findings. In this context, the research
contributes additional knowledge on the need to
adopt the technology during the restrictions,
lockdown, and quarantine period. Promoting
technology helps safeguard providers, patients,
and the general population from an unknown
pandemic's increasing challenges [149]. Drawing
examples from different parts of the world reveals
the need for extensive studies to enable the
government to bring much-needed expertise to
patients. Further, there are possibilities of
experiences extending beyond the current
situation. Telehealthcare is among the game
changers that will protect the human population
from health pandemics' adverse effects. The timely
response through comprehensive adoption of
telehealthcare is necessary to prepare the country
for future issues.

3. METHODOLOGY

Data collection for the topic of how telehealth
technologies can mitigate unknown risk during the
pandemic was somehow challenging. Covid-19 was
an unexpected pandemic that recently occurred,
and not much research has been documented using
Telehealth technologies as an alternative health
care solution. Besides, several local hospitals were
contacted to research their risk strategy; however,
we were always told that the information is
confidential. Moreover, some international
Telehealth technology service providers were
contacted via email through their website's
information contacts to schedule interviews.
However, most did not respond. Alternatively,
online interviews and webinars were a useful
source of information.

3.1 Data collection instruments

Primary data: The data collection instruments used
were mainly quantitative data through online
interviews and webinars with health professionals
and health services companies’ representatives.
An interview was conducted with a representative
from the management in a local hospital.
Secondary data: literature review conducted using
articles, journals, information from audit reports,
and health providers websites.

The data was analyzed through using excel sheets,
content analysis, and narrative analysis.
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3.2 Interviews
To have a full overview of the Telehealth
technologies industry, interviews were conducted
with representatives from different health care
providers and hospitals nationally and
internationally.

3.2.1 Organizations

e Philips Middle East:
Philips Enterprise Telehealth services and
solutions is a technology company that is
concerned with creating innovations that help
improve human lives. Philips has developed
several innovative solutions and technology-
related devices to improve health care services.
The Telehealth enterprise is one of the projects
that are led and tested by the company. The
services are designed to be used in hospitals and at
home. The focus of this research is the use of the
ICU monitoring technique in hospitals.

e MeMD

It is a telehealth service provider based in the USA
that offers comprehensive and customizable
telehealth solutions to all community members. It
primarily targets individuals and companies that
require care for common injuries and illnesses. The
interview was conducted on 1st July 2020 to assess
the company’s risk mitigation strategies: Jessica
Taylor, the Chief Operating Officer of MeMD, was
the guest interviewee.

e Virtuwell

An online-based health clinic offers modernized
healthcare through a simplistic online platform
that provides convenience to its clients by saving
time and monetary resources. It provides a range
of services for health issues such as sinuses, cough,
allergies, women's health, sexual health, and kid's
health. Carson English, the system administrator at
Virtuwell, was interviewed on 2nd July 2020

e Amwell
It is an online-based health organization that
enables health providers, insurers, and patients to
deliver health care with access and affordability. It
achieves this through the support of patients and
clinicians by supporting them with appropriate
tools to realize improved health outcomes. Jason
Medeiros is the Chief Information Officer of
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Amwell, and he was interviewed on 1st July 2020.

e Intermountain Healthcare
Since this is a very recent topic with limited
resources, the source of information is from
secondary data and a Webinar organized by the US-
based National Consortium of telehealth resources
center on 19th March 2020 about Telehealth and.
The webinar was hosted to provide information
about developments on the telehealth programs
during and a general introduction to telehealth to
respond to the Corona Virus situation. Ten
thousand people viewed the webinar.
The interview was done with Dr. Kerry Palakanis,
Executive Director of Connect Care operations at
Intermountain Healthcare in Utah, USA.
Dr. Kerry Palakanis started the webinar with an
overview of the company. Intermountain
Healthcare is a not-for-profit health system based
in Utah, USA with 23 hospitals, 2,200 employed
physicians and APC's, 3500 affiliates employed
physicians and more than 185 clinics in the
Intermountain Medical Group, a broad range of
clinics and services, and health insurance
plans.Intermountain Healthcare is a team of nearly
40,000 caregivers who serve people's healthcare
needs across the Intermountain West, primarily in
Utah, southern Idaho, and southern Nevada.
According to Dr. Kerry Palakanis, telehealth
services were launched in the company in 2013,
starting with 420 visits, 1300 access points, and
over 500  providers using telehealth.
"Intermountain Healthcare provides an advanced
technological platform and seamless integrations
that allows patients to get health services they
require no matter where they live.”
Dr. Kerry Palakanis is the Executive Director of
Connect Care operations. Connect Care Pro brings
Intermountain's world-class experts and high-
quality care to patients, no matter where they are,
so they can receive the right care, in the right place,
at the right time using telehealth technologies. The
goal is to keep patients in their communities
whenever possible. However, if a transfer is
needed, through the Connect care partnership
program, partners provide the necessary support
services to patients in coordination with other
Connect Care Pro. The program has also been
developed to meet small, rural hospitals where
access to specialists is often limited.
Some of the other Intermountain virtual services
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and programs include:

Critical care, crisis care, stroke, emergency
department, connect care, urgent care, infectious
diseases, nutrition, wound care, pediatric services,
etc.

Moreover, Project ECHO (Extension for Community
Healthcare Outcomes) is a collaborative medical
education and care management model geared
toward primary care clinicians in rural and
underserved areas. These caregivers are linked to
expert clinical teams led by Intermountain
Healthcare providers via video. This allows front-
line clinicians to obtain the knowledge and support
they need to manage patients who have complex
conditions.

The Tele-Critical care pharmacy program is
developed to expand front-line pharmacists and
other providers working in small and rural
facilities to safely and effectively manage
pharmaceuticals for critical care patients.

e Masafi Hospital

Masafi hospital is a government hospital located in
Fujairah. Operational since 2007 and contains
more than twelve sections with more than two
hundred workers. Sheikh Khalifa honored it for
remote areas. It is accredited by joint commission
international accredits (JCIA) with a 98% score of
achieving all international standards. Masafi
hospital ranked the first out of 200 health
institutions and organizations. The interview was
conducted with Mr. Obaid Bin Khammas on 10th
July 2020.

3.2.2 Risk Strategy, Mitigation, And Management
All providers identified that they do have a risk
strategy and methodology in their organizations.
MeMD’s primary risk strategy is risk reduction as it
saves on the resources utilized in the management
of risks related to telehealth services. Risk
reduction is especially useful in the protection of
the business against known risks that have
definitive parameters. Notably, the strategy has
also been effective in managing the COVID-19
health pandemic as it reduces the rate of infection
due to the provision of health services to people
from their homes (Klein, 2020).

During the interview with MeMD, Mrs. Taylor
identified incorrect diagnosis as one of the
significant risks that they face as an online-based
company offering health services.
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Amwell has adopted a risk strategy that primarily
involves the transfer of risks that they encounter.
This method has mostly worked well for them due
to their connection with other credible
stakeholders in health. They mainly assess the
risks threatening the business and match them
with other reliable organizations that can
effectively help eliminate the risks. For instance, in
the last few months, Amwell has been having an
upsurge in the client requiring their services due to
the changes influenced by the pandemic. Their
principal risk has been effectively attending to
their clients. They have approached this challenge
by collaborating with some of their stakeholders to
participate in some surplus clients.

Some of the technological tools that are highly
utilized in the risk identification and
implementation of responses include artificial
intelligence and  blockchain  technologies,
respectively. Jason Medeiros confirms that Amwell
has a set of strategies for managing unknown risks,
which entails managing crises as they occur daily,
as it increases the rate of caution among the staff
members. In controlling the pandemic, the
organization has been continuously implementing
the risk reduction and elimination strategies to
integrate the necessary changes for optimal
results.

According to Carson, Mr. Carson English from
Virtuwell identifies that fraud and abuse were
some of the significant challenges encountered at
Virtuwell.

Moreover, Intermountain Healthcare’s strategy is
driven by industry-leading clinical experts and
includes telehealth in care processes as a tool to
accomplish clinical goals.

Like other companies operating telehealth
services, securing patients' privacy is one of the
main risks. Referring to an article published in the
Health Affairs journal, "The success of telehealth
could be undermined if serious privacy and
security risks are not addressed. “For example,
sensors that are located in a patient’s home or that
interface with the patient’s body to detect safety
issues or medical emergencies may inadvertently
transmit sensitive information about household
activities.”

"Telehealth devices include mobile software
applications (apps) in addition to the hardware.
For a medical device to qualify as a Telehealth
device, there must be a communication of health
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information from the device over a network. This
article focuses on network-enabled Telehealth
devices where a device collects information from
the patient (for example, measuring a function of
the body or scanning the environment for safety
risks) and then transmits data to a healthcare
provider. Without adequate security and privacy
protections for underlying Telehealth data and
systems, providers and patients will lack trust in
Telehealth solutions.” (Hall, J.L. and McGraw, D.,
2014)

However, to realize telehealth technology's' full
potential, patients and providers must trust
Telehealth systems to keep personal information
private and secure. Patients give consent for having
a device or sensor installed, or for using a health
app. However, patients frequently do not read or
fully understand privacy policies.

Moreover, “The Health Insurance Portability and
Accountability Act (HIPAA) is one of several
sectoral federal laws designed to implement these
principles. Current laws, however, do not
adequately cover the Telehealth environment.” to
crisis services, to identify and navigate high-risk
periods.

Moreover, the company is looking into raising its
information security measures. According to their
risk assessment report, the report highlighted a
lack of consistency in the company's policies and
procedures, which need to be addressed.
Intermountain decided to hire KPMG to work on its
risk assessment and audit.

For example, "Intermountain now will document
several levels of data protection. Based on risk, the
organization will determine how best to
implement access monitoring, software and
hardware intrusion detection, and data loss
protection on servers and critical systems.

For instance, the risk analysis helps determine
whether Intermountain passwords for specific
systems should expire every 30, 60, or 180 days."
Securing medical data for patients is essential in
health companies. “While its routine has been to
conduct security risk assessments annually, last
fall, Intermountain's leadership team decided to
step up its risk analysis efforts. That's because they
wanted to make certain that the organization could
pass any possible HIPAA compliance inspection by
the Department of Health and Human Services'
Office for Civil Rights”.

Referring to the same webinar organized by the US-
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based National Consortium of Telehealth resources
center in 19th March 2020 about Telehealth; The
webinar hosted Mrs. Mei Wa Kwong, the Executive
Director in the Center for Connected Health Policy
(CCHP) Mrs. Kwong leads the organization’s work
on public policy issues as they impact telehealth on
the state and federal level. She is also the project
Director for the National Telehealth Policy
Resource Center.

It is known that in the USA, current laws do not
adequately cover the Telehealth environment.
Referring to the interview with Ms. Kwong, health
insurance policies had to be adjusted and changed.
For instance, the insurance eligibility policy
mentions geographic locations and site limitations.
They were all waived, and all geographical
locations now qualify. Since in some states, the
telehealth services are covered only within the
same state. Intermountain Healthcare is working
on extending the telehealth coverage to more
states.

When looking into the risk in Masafi Hospital, since
it is a significant government hospital, the risk in
the hospital and the health sector is an integral part
of the nature of daily work. There are many types
of risks in the hospital. For example, the risk from
the machines which contain very high voltage. The
risk in the laboratories which contain chemical and
thermal sources. Risks from the patients like the
deliberate fire from the mental hospitals. The
hospital environment is hazardous to health
because of sick people who come from outside the
hospital, mixed environment.

3.2.3 Unknown - Unknown Risk

Unknown risks are quite challenging to mitigate
since the magnitude and effect of the business's
risk is not concretely identified. Currently, most
companies and industries have been affected by
pandemic, which is an unknown risk. Mitigation of
the effects caused by COVID-19 is challenging since
it requires constant adaptation to its dynamics
Invalid source specified.

However, when researching about the selected
health providers, Telehealth technologies proved
to have tangible results in mitigating unknown risk.
This parts highlights the efforts of different
companies and provides measurable results.

With strict social distancing and quarantine
measures, telehealth was an ideal and safe
alternative to health care services during that
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period.
Dr. Kerry Palakanis from Intermountain
Healthcare mentioned in the webinar how
Intermountain healthcare leveraged telehealth
during the Covid-19 crisis. With Intermountain, the
following examples are measures that were taken
at Intermountain healthcare:
e Converted 50% of the command center to
COVID-19 Call center within 8-12 hours
e They took over all the Covid-19 screening
calls in Utah. Tele-infectious disease specialist,
tele-hospitalist, and command center personnel
provided overnight services and command
center proposal coordinating screening and
care of Covid-19 cases and created a
communication system in the command center
where all the staff is working. together
e Moved 60 nurses to the telehealth call
center answering an average of 3,000 calls a day
e Connect care virtual health care visits
increased from an average of 150 visits per day
to 350
e Since elective surgeries and non-urgent
procedures were postponed, doctors have been
seeing 30 -50% less patients.
e Redeployed/trained nurses and doctors
from closed operations who are currently
unable to work in their roles especially since
elective surgeries have been canceled system-
wide into telehealth to work in call centers and
connect care service
e The rapid development of scheduled video
visits technology to maintain follow up with
patients
e Centralized a result management program
e "Only Flight service" of Intermountain
Health owns six helicopters used to transfer
Covid-19 cases.
e Used telehealth technology to provide
health services to Covid-19 positive patients in
hospitals to reduce risk factors
e Established a Covid-19 remote patient
monitoring program due to the delay between
the time of the results, such as monitoring
patients' health and self-recording temperature
to feel they are still receiving care while the test
results are out.
e  Avirtual symptom checker and proving an
online resource center and hotline
e The company established free emotional
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relief hotline for patients open seven days a
week.
e  Strict safety procurations, social distancing
guidelines and hygiene measures for visitors
and in-patient management such as screening,
general care tips, frequent hand wash and
procedural mask worn by all patients who
present with a cough and fever before room
placement, isolation rooms for positive cases
and strict measures for ICU patients.
When analyzing Philips's experience, the unknown
risk is dealt with by monitoring the success of the
product if the technologies installed in the device.
As the company "combines A/V technology,
predictive analytics, data visualization and
advanced reporting capabilities, delivered by
Philips experts". That way, the company can
improve the product's effectiveness and increase
the success of the customer's usage.
How the risk is identified for the advanced ICU
system (Telehealth technology):
e Standardization of System Goals
e  Flexibility at the Hospital Level
¢ Reporting
e  Benchmarking
e  Staffing Assurance
Three critical ways we support besides staffing:
o Extend current staff resources
o Insulate from short-term staffing volatility.
o Reduce burnout and increase retention
MeMD makes the great utility of the latest
qualitative risk assessment tools to manage
unknown risks affecting the business. The tools
mainly aid in assessing the probability
magnitude of effects and the costs required to
mitigate additional risks. They primarily rely on
nanotechnology and Telehealth services that
are tailored to manage such risks.
Virtuwell has, for a long time, adopted the risk
reduction strategy in which it strives to minimize
the damage caused by a particular risk factor in
their business. The pandemic has hurt their
business. It has disrupted their normal operations
forcing them to adapt to other methods that reduce
the impact of the losses incurred in the process. It
has achieved this by utilizing technological tools
such as artificial intelligence, Telehealth
technologies, and remote work by some partners
(Spring, 2020). According to Carson, Virtuwell has
dealt with unknown risks by integrating diverse
risk management and strategic plans to reduce and
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gradually eliminate the risks.

Mr. Jason from Amwell mentions that telehealth is
affected by a breach of data as one of the main risk
factors facing the organization. There has been no
encounter of unknown risks in the recent past in
the organization.

Covid-19 was an unknown risk that all industries
and companies had to deal with. This could be an
opportunity to start working on other unknown
risks and resource management for the future.

In addition to that, when looking at Masafi
hospital's experience in unknown risk, the hospital
faced the first unknown risk experience in 2009,
which is swine flu from the virus (H1N1). The
hospital gained experience on how to deal with the
crisis and the recent pandemic and how to be
prepared for any unknown risk in future.

3.2.4 Other Technology Tools Used

When investigating other technologies used by
different companies addressed, which also
supported the risk management process, all
companies used Telehealth services. Moreover,
being pioneers in the health services sector, they all
used Artificial Inelegance. For example,
"Intermountain Healthcare has launched its Covid-
19 Symptom Checker - a new free online, artificial
intelligence (AI) powered tool available to the
public on its website to help people assess their
risk for Coronavirus, check for symptoms and
recommend the most appropriate care required.
Moreover, Robots were also commonly used
technology in companies. Philips health care and
Intermountain healthcare have both used Robots
in surgeries to improve accuracy and save time.
Furthermore, 3D printing is widely used now in
healthcare providers. For example, Philips has
been recently using 3D printing to create models to
help radiologists understand patient anatomy that
is difficult to visualize.

Also, Doctors at different Intermountain Medical
Centers used 3D Printing technology in surgery's
for example, 3D printer's detailed model of a child's
heart to save her life, 3D kidney to help save a
patient's organ during a complicated tumor-
removal procedural.

Masafi hospital uses the technology of Medihealth
technology, which is designed to be in the
pharmacy with a quick response of collecting
medicines according to the doctor's prescription
from the Wareed system for each patient.
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4. FINDINGS

e Telehealth technologies contributed to the
health sector during the pandemic providing
tangible results in mitigating unknown risks.
With the unusual circumstances, Telehealth
technologies were ideal for ensuring patients
received the necessary medical care during the
pandemic.

e Telehealth is a useful tool in response to
unknown risks in the healthcare industry. The
technology protects the public, physicians,
patients, and their families against contracting
infectious viruses.

e With Telehealth services, patients have
access to the care they need no matter where
they are. This is an excellent benefit for rural
areas needing specialized medical care. The
UAE should invest more in training medical staff
and raising awareness on the benefits of
Telehealth services. Collaboration with the
private sector is essential in order to support
the expansion of telehealth services.

e After Covid-19 and since the pandemic
concerned health organizations the most, it
would be essential that all health services
providers revisit their policies, procedures, and
unknown risk assessment strategies for the
future, taking into consideration the safety
measures implemented during Covid-19 such as
social distancing, hygiene, and safety
procuration.

e  With the Covid-19 unexpected pandemic,
some companies require to revamp its
management and strategies and develop their
technological infrastructure to use them to
mitigate risks. Besides, improving R&D and
investigating advanced technologies and best
practices in healthcare such as advanced 3D
printing and Al solutions.

e Telehealth is rapidly evolving using
advanced technologies, mobile applications, and
networking that holds explicit promises for
improving health care. However, serious
privacy issues are a risk. Protecting patients'
privacy, sensitive data, and medical records are
one of the most critical risks that health
companies should investigate. =~ With the
increasing demand for telehealth and
technology-based health services revisiting the
security and privacy measures and setting
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policies and procedures to govern the process is
necessary. The success of telehealth could be
undermined if strict privacy and security risks
are not addressed.

e Not all insurance companies provide
adequate coverage for telehealth services.

e Telehealth isincreasingly recognized for its
potential to offer cost-effective healthcare
services, particularly benefiting rural areas.
However, incorrect diagnosis always remains a
risk.

¢ Telehealth services have significant
potential in the UAE. However, the increased
number of patients needing critical medical
care, such as the high rates of cancer and heart
diseases, is challenging.

e One of the challenges is to ensure that
every household has the device and networks
required to interact with providers.

5. CONCLUSION

In conclusion, Telehealth technology has been
extremely beneficial for healthcare takers and
potential patients during the pandemic. It proofed
to be a useful tool in response to unknown risks in
the healthcare industry.

The technology was widely used to protect patients
and health practitioner’s against health hazards
and the Corona virus. Several healthcare sectors
have used this technology, only with the crisis in
hand; this technology has moved from being a
luxury to be a necessity.

Telehealth technologies have a lot of benefits
allowing us to redefine providing health services in
the future. However, to upturn the benefit health
practitioners need to be trained on using the
technology and health providers needs to increase
the awareness to patients on the advantages of the
technology. The research highlights potential risks
of the technology that service providers should
tackle.

Based on the research findings, Telehealth
technology has mitigated the risk of transmitting
the virus mad exceeding the number of patients. It
is a promising technology for improving health
care services in the future.
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advancements in the process of business schools that are digitalization-driven,
which include mobile banking. Nonetheless, most of the efforts have yet to be
considered when they relate to the operation of blockchain technology in banking.
The reluctance that has been exhibited by most of the banks stands in stark opposite
of all the enthusiasm based on what other industries are displaying for blockchain

technology. Now, this research paper will examine the benefits and challenges of
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using Blockchain technology for managers in the banking sector to optimize
operations and improve sustainability.

1. INTRODUCTION

The rapid evolution of digital technologies has
significantly influenced the global banking sector,
driving innovation in operations and service
delivery. Amid these advancements, blockchain
technology emerges as a transformative force,
offering decentralized, secure, and transparent
solutions for various banking processes [1].
Despite the enthusiasm for blockchain in other
industries, banking institutions demonstrate a
cautious approach toward its adoption. This
research article explores the dual dimensions of
blockchain's potential in optimizing banking
operations and promoting sustainability [2-6]. By
examining the benefits and challenges from the
perspective of banking managers, the study aims to
shed light on blockchain's role in enhancing
operational efficiency, reducing intermediaries,
and fostering financial inclusion [7-11].
Additionally, it addresses the technological and
regulatory  hurdles  impeding  blockchain
integration, offering insights into sustainable

development within the banking ecosystem. This
work provides a comprehensive analysis grounded
in both primary and secondary data, contributing
to the ongoing discourse on blockchain's viability
and strategic impact in the banking industry [12-
15].

The research highlights the strategic implications
of blockchain technology in reshaping traditional

banking frameworks. By leveraging its
decentralized  ledger  system,  blockchain
introduces unprecedented transparency and

security, which are critical for fostering trust in
financial transactions. The study also underscores
blockchain's potential to reduce operational costs
by minimizing reliance on intermediaries and
automating processes such as cross-border
payments, loan approvals, and compliance checks
[16-19]. Moreover, blockchain's alignment with
sustainability goals, such as green financing and
carbon emission tracking, positions it as a pivotal
tool in promoting environmentally conscious
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banking practices [20-25]. By presenting case
studies and examples from global and UAE banking
sectors, the research provides practical insights
into successful implementations and outlines
pathways for addressing scalability, energy
efficiency, and regulatory challenges. Through this
dual focus on operational optimization and
sustainability, the study offers valuable
recommendations for banking managers seeking
to harness blockchain's transformative potential
effectively.

2. LITERATURE REVIEW

2.1 Strategic technology trends

Blockchain technology influences the banking
industry in quite a few directions. In doing so,
transactions are quicker and cheaper due to the
absence of intermediaries. This enables efficiency
in addition to transparency towards its operations
of banking activities [26-29]. Traditional financial
systems have one point of failure, making
Blockchain more secure because it is distributed
and encrypted. This reduces the chances of
vulnerabilities such as cyber-attacks and data
breaches. Blockchain Technology has applicability
in the banking sector for the management of risks,
security enhancement, and authentication [30-34].
Blockchain is an advanced technology with such
features as a decentralized distributed ledger of
secure and reliable record-keeping for transactions
35-39]. It promotes immutability, transparency,
and reduced needs of intermediaries in financial
transactions. Blockchain technology has increased
over the last few years in the financial industry.
Convert sentences from Al written to human
written. Several studies highlighted its potential
benefits, such as the reduction of operating costs,
easier transactions, and Dbetter security
arrangements [40-44]. Several studies point to
some possible uses of Blockchain in banking, like
supply chain financing, trade finance, identity
verification and cross-border payment. The given
illustrations show how blockchain technology can
be helpful in improving customer care and
performance. The book by Don Tapscott titled
"Block Chain Revolution" explores how such
technology can transform banking [45-49].
However, he discusses the use of blockchain
technology in enhancing security, reducing fraud
and banking process simplification in the sector.
Alexander Lipton has published research articles
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on blockchain technology and its utilization in
finance[50]. His work typically revolves around
digital assets, financial contracts, and total
revolution in financial operations.

2.1.1 Hypothesis

H1: Blockchain will improve banking sector
sustainability

H2: Blockchain will optimize banking operations

2.2 Technical profile

Blockchain technology depends on distributed
ledger technology [52-55]. A distributed ledger
system (DLT) on a computer network tracks
transactions. The security, immutability and
transparency of transaction records are assured
for the continuation of trust in and securing these
banks. "Smart agreements"”, also known as smart
contracts, operate automatically upon fulfilment of
specified circumstances. They can improve the
banking industry's efficiency by computerizing
some processes such as asset transfers, loan
approval, and payment settlements [56-59].
Researchers give a thorough analysis of the use of
blockchain technology in the banking industry
from a managerial viewpoint in their book
Blockchain Technology in Banking: A Managerial
viewpoint. They explore the implications or
benefits that may result from Blockchain and
whether it will hinder management or not [60-64].
Managers are also enlightened on how to apply
blockchain technology to enhance operations and
realize organizational goals. To prove validity for
each transaction on a blockchain, specific
algorithms are used, e.g., consensus mechanisms
including PoW or PoS etc [65-69]. Thus, the
management should familiarize themselves with
these mechanisms if they need to select the most
suitable type of consensus algorithm that fits their
specific case. Cryptography forms the basis of
blockchain security. Public key cryptography, Hash
functions, and digital signatures are tools for
protecting user identities and transactions.
Managers should know these ways of ensuring the
security of blockchain technology in applications
[70-74]. In the book Regulatory Frameworks and
Blockchain Adoption in Banking, Garcia and
Martinez focus on the regulatory aspects of the
technology regarding adoption by the banks. The
analyses they produce analyze the change in the
regulatory situation and what it indicates for bank
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directors. However, it explains issues of
compliance and how managers must deal with this
complex environment by aligning organizational
goals with blockchain strategies [75-79].

2.3 Opportunities

The benefits that would stem from the banker's
incorporation of blockchain technology will result
in a total revolution if they ever occur in the
banking sector. Blockchain technology is also
beneficial to the financial industry. Blockchain can
revolutionize the industry, introduce new services
and facilitate financial inclusion, enhanced
security, transparency, and operational efficiency.
However, it is essential to recognize that these
benefits must be planned carefully, including
legislative changes and solving technology-related
issues [80-84]. Blockchain technology can lower
paperwork, automate processes, and remove
intermediaries in banking activities. It leads to
considerable cost-cutting measures. This is mainly
due to blockchains' architecture, which is
distributed, and their different encryption
techniques [85-89]. It reduces the likelihood of
fraud and unauthorized access to individuals'
private financial information. The transparency
and a trust between the parties involved in
financial transactions that is made possible by the
permanent record of blockchain technology. Banks
provide their customers with live transaction
information. A transaction process is faster and
thus efficient due to blockchain technology. Cross-
border payments, which can sometimes take days,
may be completed within minutes or even seconds.
By eliminating the need for intermediaries who
usually increase operating costs such as paperwork
and reconciliation, Blockchain reduces overheads
significantly. Blockchain technology makes it
possible for novel financial products, including
tokenized assets, DeFi apps, as well as currencies
like CBDCs [90-94].

The researchers further note that banks that
implement this first are ahead in terms of
innovation as well as customer-oriented financial
services. Certain studies indicate that Blockchain
has tremendous potential to transform the
financial services market into a vibrant breeding
ground for start-up companies, suppliers and
collaborators [95-99].

2.4 Case Examples
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The adoption and implications for employing
blockchain technology in banking have to be
analyzed primarily using secondary data sources
like company reports, trade publications,
transaction data and case studies. Blockchain has
shown evidence of higher productivity, lower
expenses, enhanced security, and modernized
financial services and products, all of which are
indicators that it is a game changer in the banking
sector [100-104]. One of the largest international
banks - JPMorgan Chase - introduced the JPM coin
in 2019 as its own virtual currency. The Trezorcoin
was built on quorum to serve as a high-speed cross-
border payment coin for banks and treasuries.
Other secondary data sources, such as financial
reports or industry analyses, illuminate the
acceptance of JPM Coin and its impact on interbank
and possibly in cutting expenses [105-109].

For example, the huge-scale usage of R3’s Corda
blockchain platform by banks like HSBC, Standard
Chartered and ING for alternate price range
solutions. Using these safe and green alternate
finance strategies, for instance, exchanging
documents control and issuing letters of credit, is
what Corda makes possible. Industry publications,
case studies, and transaction facts show how Corda
has impacted change finance to create quicker
transaction times, better operation efficiencies,
and lower expenses [110-114]. For example, a few
central primary banks, such as the ECB and the
PBoC, have investigated or trailed CDBC as a kind
of government-backed electronic cash. These
CBDCs are remodeling monetary coverage in
addition to the method of payments. One also can
look at studies, research, and white papers, in
addition to courses from the central banks that
create, compare, or are probable to impact on each
the banking industry and the economy especially.
Banks that have adopted blockchain era can expose
facts concerning their investment plans regarding
blockchain technology in their annual reviews,
economic statements, and regulatory filing [115-
119].

The UAE has demonstrated a willingness to
embrace blockchain technology. The government
has started projects and collaborations to
investigate and apply blockchain-based technology
in a number of industries, including finance. By
2021, the plan seeks to use the technology of
blockchain to move 50% of government
transactions onto the blockchain platform [120-
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124]. The UAE government aims to preserve
Blockchain Technology Applications in the UAE
Banking Industry by implementing this innovation.
11 billion AED worth of transactions and
paperwork are regularly handled; 398 million
printed materials are produced each year; and 77
million labour hours are completed. Global
research has been done on blockchain technology
being used in trade finance procedures to improve
visibility and lower deception. Banks from several
nations have joined finance for trade sites like
we.trade and Marco Polo, offering a common and
safe platform for business related transactions
[125-129].

2.5 Implementation Steps

The use of Blockchain in banking poses many
challenges, such as strategic planning, regulatory
compliance, and stakeholder engagement. Take
specific objectives and how a financial institution
will deal with blockchain role in a situation.
Explore the feasibility of using blockchain
technology in finance. Evaluate whether
blockchain technology is appropriate for identified

use cases. Develop a team that includes
representatives from multiple departments,
including operations, acceptance, computer

technology, compliance, and risk management.
Make sure anyone who might be interested gets
involved. Identify the regulatory requirements that
need to be met in order to integrate blockchain
technology into corporate finance. Contact
regulators to ensure transparency and compliance.
Choose a blockchain platform that serves the goals.
Open-source blockchains like Ethereum,
commercial or consensus blockchains like
Hyperledger Fabric, and a combination of the two
are some of the options. Start with a small proof of
concept and determine if the tool is suitable for the
chosen use case. This reduces risk at an early age
and encourages literacy. Consider how scalable
blockchain technology is. As usage increases, the
platform should be able to handle additional tasks.
Put strong security measures in place to protect
against cyber-attacks and unauthorized access.
Cryptographic methods and digital contracts
should be carefully considered. Learn how to
approve the blockchain network. There are many
options, such as proof of service (PoS), proof of
work (PoW), and more.

Don Tapscott and Alex's groundbreaking book
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"Blockchain Revolution” examines how the
application of blockchain technology is upending a
number of industries, offering cases of successful
blockchain applications and their effects on the
economy and society. Smart contracts are an
essential aspect of blockchain implementation, as
Szabo, Nick's book "Smart Contracts: The
Blockchain Technology That Will Replace Lawyers"
explains. The notion of autonomous agreements is
described in this paper, along with some
applications that might apply.

3. RESEARCH METHODOLOGY

The aid of the qualitative research design has been
taken into consideration in order to gather first-
hand information regarding the possible
challenges and benefits of utilizing Blockchain
technology for managers to improve sustainability
and optimize operations in the banking sector. Five
technological managers from the banking sector
have been considered to gather the primary
qualitative information from the individuals who
have encountered the advantages and challenges of
using the Blockchain technology. This research
design has used the exploratory research design in
order to fully exemplify the research topic. The
reason behind utilizing the experimental research
design indicates the fact that the number of
information and secondary data (peer-reviewed
journals and other varied journals) were taken
from authenticate and valid sources, which contain
statistical data that had to be extensively searched.
The research findings were then interpreted
concurrently.

Both the secondary and primary methods have
been considered in order to gather the primary and
secondary data. The research has managed to
conduct in-depth interviews with the participants
that have been chosen to offer enlightening
information by eliciting their discernments, which
the researcher has presented in our analysis
section. Authenticate sources from websites and
peer-reviewed journals have been gathered and
examined as per the findings of the secondary data,
and this process has also provided the answers to
the objectives of the research project. The
interview method proved to be really helpful as it
explained and explored the subject opinions of the
research, including the experiences, phenomena
and behaviour. As interview questions are mainly
filled with open-ended questions, it helps to collect
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in-depth information from the interviewers. For
the interview procedure, the researcher went to
five separate banking sectors and interviewed five
technological managers from each of those. The
meetings have been scheduled as per the preferred
timing of the interviewees. Here, for the sampling
procedure, purposive sampling will be used in this
study as the researcher will be gathering prefatory
data from the technology of the banking sectors
and getting their perspectives on the advantages
that the researcher will be enlightened about the
advantages and disadvantages of using blockchain
technology in the banking sector. Here, in this
study, the researcher will identify and investigate
recurring themes from past literary works as we
analyze the data using a thematic approach.

3.1 Data Gathering

3.1.1 Primary Data

The interview method has been used to gather the
primary data. Here, five technological managers
from the banking sector have been considered to
enlighten the researcher regarding their
viewpoints and thoughts based on the advantages
and disadvantages of blockchain technology in the
banking sector. Here, the technological experts of
the local banking sector have been considered to
provide opinions on the questions that are asked of
them. They have been asked six questions, and
based on those answers, the researchers have
begun to interpret the data and derive a significant
conclusion from the study. Here, the reason behind
utilizing the interview method indicates the fact
that the interviews have allowed the researchers to
accumulate detailed information regarding the
opinions and experiences of the participants based
on the blockchain technology in their personal
words and findings, offering a richer
understanding of the topic based on the research
than other methods of data collection.

3.1.2 Secondary Data

The citations from famous authors have been used
in this study, and additionally, authenticated and
validated articles and peer-reviewed journals from
Google Scholar have been taken into consideration
as part of the collection process of secondary data.
These peer-reviewed sources have made sure that
the quality of the citations, which include scholarly
articles, is apt. In addition to the referring journals,
particular websites have also been utilized to
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obtain relevant data that has improved the
research's perceived intelligence for the target
audiences. In addition, resources from the libraries
will be acquired to facilitate further understanding
of the subject and potentially contribute to our
study project. Here, the themes of the secondary
literature have been considered after going
through the trends that have been constantly
focused on online sources. Analyzing the
qualitative secondary literature has helped in
bridging the literature gap, too.

4. DATA ANALYSIS

4.1 Primary data

It has already been mentioned that five
technological experts of the banking sector have
been interviewed in order to get enlightening
information regarding the challenges and benefits
of utilizing Blockchain technology for the managers
for enhancing sustainability and optimising
operations. The questionnaire has been comprised
of six open-ended questions, which is going to be
analyzed in the below section:

The first question that has been asked to the
technological managers is about the benefits of
utilizing blockchain technology to optimize
operations in the banking sector. Manager 1 has
opined that blockchain technology has uses
encryption and hashing in order to secure the data,
depending greatly on the algorithm of SHA256. The
address based on the sender, also known as a
public key, the transaction, the receiver, and the
private key are being transformed through the
SHA256 algorithm. In the banking sector, the
technology of banking revolutionizes the system by
establishing a kind of decentralized data based on
unique and digital assets. Additionally, he opined
that blockchain technology authorizes the process
of payment throughout the world and other kinds
of transactions by utilizing the ledgers of encrypted
distribution, which are dependent on real-time
verification based on the transactions. Hence, as a
result, there proves to be no longer any
requirement for the intermediaries like
correspondent banks or anything. Manager 2 has
opined that in conventional banking systems, the
process of transactions is typically based on
centralized databases. technology, on the other
hand, has the ability to record in the manner of the
network that is partially decentralized where the
trusted employees can host the nodes that are
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validated. He further said that the distributed and
decentralized nature of the technology of
Blockchain makes sure that the accurate and
transparent record is based on the transaction,
establishing trust among the parties included in the
financial transactions of the banking sector. There
are several on the basis of how the technology of
blockchain is being utilized to lessen the fraudulent
activities in the industry of banking. Manager 3 has
opined that one of the chief advantage of utilising
blockchain technology is it reduces costs. Banks
have recently learned that the facility of blockchain
can enable them to lessen the infrastructure costs
by more or less $20 in the year 2022 [130-134]. By
executing things which include smart contacts
inside the platform, banks can facilitate
communications  with  intermediaries and
counterparties. This aspect can reduce the cost of
running and maintaining contracts. With the help
of blockchain technology, banks can lessen the
transaction costs from one bank to another bank
transaction. Manager 4 stated that Blockchain in
the banking sector has been providing faster
transactions. Any transaction can be done in a few
seconds and is done in a slightly quicker way than
other conventional methods. Banks are now
capable enough to avoid the middleman who can
permit them to make sure that the consumers are
able to complete the transaction process at a
significantly quicker pace, which has resulted in
the fact that banks and customers are capable of
finishing the process of more transactions.
Manager 5 has opined that blockchain technology
has always helped in enhancing security. Shared
ledgers have the ability to help the banks secure the
transaction process in the banking sector. Initially,
they are capable enough to finish the process of
transactions and lessen the risk of diverting
payments and capturing the transactions [135-
139]. Two security keys are there for every
transaction, and the public key is accessible for
each and every utilizer while that key is shared
amongst the parties of the offered transaction. The
data of the process of marketing is said to be
unchangeable when the method has been verified.
The second question that has been asked to the
technological experts of the banking sector is the
challenges that the employees have faced while
using blockchain technology in operations in the
banking sector. Manager 1 opined about scalability.
Scalability is known to be one of the meaningful
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obstacles which blockchain technology should
overcome. Conventional public blockchains, which
include Ethereum and Bitcoin, can meaningfully
come into contact with the performance concerns
related to the number of enhanced transactions,
and the whole process would lead to more
extended processing and enhanced transaction
fees. Manager 2 has opined about the deficiency of
compatibility and standardization throughout the
course of numerous blockchain networks and
platforms, which is necessary for financial
organizations to integrate Blockchain technologies,
and these aspects are already being utilized in
built-up  infrastructure [140-144]. Various
researchers have opined that banks must make
sure that numerous blockchains can communicate
with one another in a smooth way. Manager 3 has
stated about the pseudonymous and decentralized
nature of the blockchain technology, and this
particular nature can make sure that it is really
crucial for the bank to adhere to a few rules and
regulations, especially those that are concerned
with know-your customer or (KYC) or anti-money
laundering also said to be (AML). Financial
institutions possess an obligation to innovate the
methods which allow them to properly satisfy the
requirements while retaining the capability to
harvest the advantages provided by blockchain
technology. As per the views of Manager 4, it has
been known that though the technology of
Blockchain is very well known for possessing a
strengthening security characteristic, a concern is
still there based on data privacy and the protection
based on sensitive data. Due to the distributed and
open nature of blockchain technology, each and
every participants are capable to visualize each and
every transaction which are taking place in the
network and this process raises concerns
regarding the perceptibility of the sensitive data.
Lastly, Manager 5 stated that to successfully
execute the technology of Blockchain, an efficient
upfront expenditure in research, expertise, and
infrastructure is necessary. It is really very crucial
for the financial to control the ROI or return on
investmentin order to justify the expenditures that
are associated[145-149].

Now, the third question that has been asked to the
technological managers is the benefits of utilizing
blockchain technology to enhance sustainability in
the banking sector. Manager 1 opined that
blockchain technology always supports the
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financial inclusion process. The process of financial
inclusion has been emphasized as the prime
enabler of various developmental goals in the SDG
or Sustainable Development Goals for the year
2030; this process is specified to be the objective of
eight goals that are related to the seventeen goals.
Manager 2 opined in a similar way as Manager 1
did. He opined that the blockchain technology
definitely supports the financial inclusion process.
Pursuing the objectives of the 17 SDG goals
necessarily requires more financial inclusion,
which can be performed through fostering the
accumulation of the process based on savings for
investment and consumption, the two of which
have the ability to spur growth. If blockchain
technology can be effectively used for better
financial inclusion, long-term prosperity can be
guaranteed on numerous fronts. Manager 3 opined
that a banking platform that has been enabled by
Blockchain would definitely offer a digital
backbone which is required to aid the information
transparency for the development of sustainable
infrastructure establishment while also
authorizing the checks of automated compliance,
data integration and data standardization with
other numerous digital technologies such as deep
analytics also called artificial intelligence and
internet of things also called as remote sensors.
Manager 4 stated that Blockchain technology has
the potential for further establishment in green
finance as it has allowed the banking securities to
be marketed or traded in most of the smaller units.
The establishment of tokenization has been
proposed to enhance the requirement to trace
where few of the funds are being allocated to
improve the transparency in a few financial
transactions. Manager 5 has opined that as
blockchain technology is making it easier to issue
green bonds, investors will be capable enough to
increase their payments to green financing.
Additionally, the level of detail of financial goods
will be improved by blockchain technology, letting
most be readily diversified across a vast range of
investments and assets. This will assist investors in
diversifying the types of portfolios they own.
Blockchain also helps with the problems associated
with cross-border data exchanges.

The fourth question that has been asked to the
interviewees is about the challenges that the
employees have faced while utilizing blockchain
technology to improve sustainability in the
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banking sector. Manager 1 and 5 has opined that
one of the most essential challenge that most the
organization have faced while the implementation
of the block chain technology is the issue with
energy consumption. The process based on the
validating transactions on the network of
Blockchain needs a massive amount of computing
power, which definitely need a significant amount
of energy. This process has led to the issue
regarding the carbon emissions and the impact on
the environment of the blockchain technology.
There are few blockchain projects that have
embraced the alternative based on consensus
mechanisms, which include PoS that consume
meaningfully less energy. Initiatives such as
Ethereum 2,0 have aimed to lessen the energy
consumption of the networks of Ethereum. While
all these attempts are promising, it is pivotal for the
community of Blockchain to continue exploring to
lessen energy consumption. Manager 2 has opined
that blockchain technology possessed a meaningful
carbon footprint because of the energy-intensive
approach of substantiating the transactions and
establishing evolved blocks based on the
Blockchain. This energy consumption of the
technology of the Blockchain leads to emissions of
greenhouse gases that contribute to the process of
climate change. Now, Manager 3 has opined that
the pollution generated by trading in digital
currencies and the core problem of blockchain
layout mistakes cannot be separated completely.
Blockchain programmers' choices concerning
design result in the expensive method of "mining"
to confirm a cryptocurrency trade or carry out an
NFT trade. Manager 4 stated that blockchain
technology provides new possibilities to improve
efforts by enhancing the process of verifying
emissions and tracking. Its transparency,
accountability and immutability make the whole
aspect possible to focus on the carbon balances and
other metrics of the environment and hold
companies responsible for the claims of
sustainability [151].

The next question that has been asked to the
technological experts is the process through which
blockchain technology can be enhanced in the
banking sector. Managers 1 and 3 stated that,
sharding has the ability to improve the
performance and scalability of the Blockchain in
numerous ways. It can do this by lessening the
amount of information that every node has to
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process and store. Sharding has the capability to
enhance the speed and througgput of transactions
and also lower the fees and latency and by giving
out the data and workload throughout numerous
shards, distributing the data and workload
throughout multiple bits, sharding can improve the
resilience and security of the network as it is really
more challenging for most of the attackers to
disrupt or compromise a considerable portion of
the nodes. As per the views of Manager 2 and 5, the
future of Blockchain in the sector of finance and is
really promising. The cost based on the money
transfer among various intermediaries is relatively
high. The blockchain technology can diminish the
requirement of these intermediaries and aid in
lessening the cost meaningfull. It can offer the
finance sector with a limpid ledger system.
Manager 4 has opined that Blockchain is a
powerful tool in aiding the efforts of sustainability.
With every features include traceability,
transparency and decentralization, Blockchain can
improve the practices of sustainability and offer
eco-friendly initiatives.

Furthermore, the researcher has asked about
offering few examples of the UAE and the global
cases and to compare them. Manager 1, 2, 4 has
opined that the UAE banking sectors has
incorporated the block chain technology in order to
boost the green finance. Manager 1 opined that the
Central Bank of UAE, the Emirates Institute of
Finances, the Bank based on International
Standards and the Cop 28 has set afloat the Cop28
UAE at the year’s end. Manager 2 stated that the
program has tried to motivate the global
innovators from the private and the public sectors
to utilize technologies like blockchain, Internet of
Things, Al and other sensors in order to handle
challenges in sustainable and green finance. It has
been opined by Manager 4 that JPMorgan Chase has
been initiated the JPM coin during the year 2019 to
be their personal virtual currency. The coin named
as Trezorcoin has been developed on quorum to
consider the payment coin related to high-speed
cross-border for treasures and banks. On the other
hand, Manager 3 and 5 stated that the other parts
of the country are not less than the UAE banking
sectors. By diminishing the requirement for the
intermediaries, the payment systems that are
block-chain based has facilitated faster, more
affordable and more secure. Manager 5 further
stated that Ripple is known to be a global payment
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that are being built over the blockchain technology
which has focuses on the financial institution to
operate the payment systems in the correct time
along with the negligible fees by offering an
efficient alternative and cost-effective process to
the conventional payment methods. Owing to
blockchain technologies, it is possible to create new
financial products that will enhance customer
loyalty and satisfaction, such as smart contracts
and digital currencies.

4.2 Secondary Data

Now, after analyzing the primary data, the
secondary data will be exemplified which has been
gathered from various peer-reviewed journals and
articles that are extracted from valid and
authenticate sources. From the above discussion of
the literature review, it has been found that
blockchain technology lessens the likelihood based
on weaknesses like data breaches and
cyberattacks. Blockchain technologies has the
power to develop new financial products like
digital currencies and smart contracts that has
improved customer satisfaction and loyalty.
Blockchain technology can be utilized in the
banking industry to enhance security, manage
risks, and authenticate transactions. Blockchain is
said to be an upgraded technology with features
like decentralized ledger of reliable and secured
record-keeping process of transactions. The whole
process contributes to transparency, immutability
and lessen the requirement of intermediaries in the
transaction process. In the past few years,
blockchain technology has developed in the
financial sector. The written sentences based on
transform Artificial Intelligence into human-
written ones. Various studies has emphasized the
possible benefits, involving lower operating costs,
significantly simpler transactions, and enhanced
security setups. There are many studies that have
suggested that blockchain technology may have the
ability to find application in the banking industry in
areas such as trade finance, supply chain financing,
identity verification, and international payments.
Hence, blockchain technology can be really
supportive in enhancing the customer care and
performance. Blockchain technology basically
relies on the technology of distributed ledger. The
system of distributed ledger or DLT on the network
transactions of computer, the transparency,
immutability and security of the transactions
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records has been made sure for the process of trust
securing the banks. Intelligent contracts or Smart
agreements can be operated on the fulfilment of the
particular circumstances. These processes can
enhance the efficiency of banking industry by
computerizing few processes which include
payment settles, loan approval and asset transfers.
Researcher has offered a thorough analysis of the
utilization of the blockchain technology in the
banking industry from the viewpoint of the
managers. This is primarily because of the
distributed architecture of blockchains and the
various encryption methods they use. It lessens the
possibility of fraud and illegal access to people's
personal financial data. Further, the researchers
also have focused on the banks that adopt the
process of blockchain technology first and are
more innovative and provide financial services that
are focused on the requirements of their
consumers. According to some research,
Blockchain has the enormous opportunities to turn
the financial services industry into a thriving
incubator for suppliers, partners, and start-up
businesses.

5. RECOMMENDATIONS

Blockchain technology aids in the process of
traceability and verification of multistep
transactions that require traceability and
verification. It can offer lessening compliance costs,
secure transactions and speed up the information
transfer processing. Blockchain technology can be
improved if the sharding technology will be
incorporated into the operations. Sharding can
enhance the performance and scalability. Sharding
enables a secure sharing process based on the
storage for data needs, which additionally lessens
the cost of deployments and optimizes the
operations node. They enable solution layers to
administer the lower prices for transactions while
utilizing Ethereum's security features. Sharding
can aid to divide the process of network and
connectivity into fewer partitions and module and
this can boost the transfer rate per second of the
network. Sharding can appear like a
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straightforward procedure, but it actually involves
a number of substantial components and
characteristics. Having the capacity to scale the
process of distributed ledger is the primary
advantage that comes from utilizing the sharding.
With the approach of sharding, the distributed
ledger can usually store the more significant data
and has the ability to communicate more nodes, all
without dramatically lessening the processing time
of transactions.

From the primary and the secondary qualitative
sources, it has been found that as the adoption of
the blockchain has enhanced, it is more likely to
lead to the shift in the landscape of the global
payments by empowering the business to transact
the process in a seamless manner. Hence, the
proposed hypothesis has been proven here as
block chain will enhance the sector’s sustainability
(H1). As it has already proved that the block chain
technology has positively impacting the green
finances which have been definitely promote
sustainability of the banking sectors. Furthermore,
Blockchain has also optimized the operations of the
banking. According to various researchers, it has
been understood that blockchain technology can
lessen the paperwork, automate procedures, and
eliminate intermediaries in banking activities. It
prompts meaningful cost-cutting actions which
will definitely optimize the operations.

6. CONCLUSIONS

The technology of Blockchain in the the process of
banking has consistently revolutionized the
operations by establishing the decentralized
database related to the unique and digital assets.
Through the process of distributed ledger, it has
became relatively much more accessible to
transact the purchases through numerous token
which has represented the advantage of off-chain.
The beneficial factors related to Blockchain in the
work of banking have worked around the
development of the tokenized security which are
carrying the opportunities of cutting the
intermediaries together and lessening the
exchange fees of the assets.
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Appendix
Transcripts

1. How block chain technology is helpful in optimizing operation in the banking sector?

Manager 1: Blockchain technology has utilizes the encryption and hashing in order to secure the data,
depending greatly on the algorithm of SHA256

Manager 2: This technology has the ability to record in the manner of network that are partially
decentralized where the trusted employees can host the nodes that are validated.

Manager 3: Banks have recently learned that the facility of block chain can enable to lessen the
infrastructure costs by more or less $20 in the year 2022. Executing things which include smart contacts
inside the platform, banks can facilitate the communications witth the intermediaries and counterparties.
Manager 4: Through using the blockchain technology banks now are capable enough to avoid the
middleman who can permit them to make sure that the consumers are able to complete the transaction
process at a significantly quicker pace which has resulted in the fact that banks and customers are capable
to finish the process of more transactions

Manager 5: Blockchain technology has always helped in enhancing security. Shared ledgers has the ability
to help the banks to secure the transaction process in the banking sector.

2. What are the challenges that you have faced while utilizing the blockchain technology to
optimize operations in the banking sector?

Manager 1: Scalability is known to be one of the meaningful obstacles which blockchain technology
should overcome.

Manager 2: The deficiencies of compatibility and standardization throughout the course of numerous
blockchain networks and platforms

Manager 3: Financial institutions possess an obligation to innovate the methods which allows them to
properly satisfy with the requirements while retaining the capability to harvest the advantages provided
by the blockchain technology.

Manager 4: Due to the distributed and open nature of the blockchain technology, each and every
participants are capable to visualize each and every transaction which are taking place in the network and
this process raises concerns regarding the perceptibility of the sensitive data.

Manager 5: It is really very crucial for the financial to control the ROI or return on investment in order to
justify the expenditures that are associated.

3. What according to you are the benefits of utilizing block chain technology to enhance
sustainability in the banking sector?

Manager 1: Blockchain technology always support the financial inclusion process and the process of
financial inclusion has been emphasized as the prime enabler of various developmental goals in the SDG
or Sustainable Development Goals for the year 2030

Manager 2: Blockchain technology can effectively used for better financial inclusion, long-term prosperity
can be guaranteed on numerous fronts

Manager 3: Blockchain offers a digital backbone which is required to aid the information transparency for
the development of sustainable infrastructure establishment while also authorizing the checks of
automated compliance.

Manager 4: Blockchain technology has the potential for further establishment in the green finance as it
has allowed the banking securities to be marketed or trading in most of the smaller units.

Manager 5: Blockchain technology is making it easier to issue the green bonds, investors will be capable
enough to increase their payments to green financing.

4. What are the challenges that you have faced while utilizing the blockchain technology to

improve sustainability in the banking sector?
Manager 1: One of the most essential challenge that most of the organization have faced while the
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implementation of the block chain technology is the issue with energy consumption.

Manager 2: Blockchain technology possessed a meaningful carbon footprint because of the energy-
intensive approach of substantiating the transactions and establishing evolved blocks based on the
Blockchain.

Manager 3: Blockchain programmers' choices concerning design result in the expensive method of
"mining" to confirm a cryptocurrency trade or carry out an NFT trade.

Manager 4: Blockchain technology provides new possibilities to improve the efforts by enhancing the
process of verifying emissioms and tracking.

Manager 5: This process has led to the issue regarding the carbon emissions and the impact on
environment of the blockchain technology.

5. How the process of blockchain technology can be improved in the banking sector?

Manager 1: Sharding has the ability to enhance the performance and scalability of the Blockchain in
numerous ways.

Manager 2: The future of Blockchain in the sector of finance and is really promising. The cost based on the
money transfer among various intermediaries is relatively high.

Manager 3: Sharding has the capability to enhance the speed and throughput of transactions and also
lower the fees and latency and by giving out the data and workload throughout numerous shards
Manager 4: With every features include traceability, transparency and decentralization, Blockchain can
improve the practices of sustainability and offer eco-friendly initiatives.

Manager 5: The blockchain technology can diminish the requirement of these intermediaries and aid in
lessening the cost meaningful.

6. Can you provide few examples of the UAE and the Global cases and compare them?

Manager 1: The Central Bank of UAE, the Emirates Institute of Finances, the Bank based on International
Standards and the Cop 28 has set afloat the Cop28 UAE at the year’s end.

Manager 2: The program has tried to motivate the global innovators from the private and the public
sectors to utilize technologies like blockchain, Internet of Things, Al and other sensors in order to handle
challenges in sustainable and green finance.

Manager 3: The other parts of the country are not less than the UAE banking sectors. By diminishing the
requirement for the intermediaries, the payment systems that are block-chain based has facilitated faster,
more affordable and more secure.

Manager 4: JPMorgan Chase has been initiated the JPM coin during the year 2019 to be their personal
virtual currency.

Manager 5: Ripple, a global payment that are being built over the blockchain technology which has focuses
on the financial institution to operate the payment systems in the correct time along with the negligible
fees by offering an efficient alternative and cost-effective process to the conventional payment methods.
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The United Arab Emirates is a pioneer in automating public services, positioning
digital government as a key component of the fourth industrial revolution, which
centers on digitalization and digital transformation. Digitization in education
involves the use of desktop computers, mobile devices, the Internet, software
applications, and other digital technologies to teach students of all ages. Examples
include computer-assisted exams, online universities, e-books, and educational
entertainment. Some technology educators and evangelicals believe that education
will eventually become a purely digital activity, supported by artificial intelligence
and virtual reality. To explore the impact of e-governance on education, an
interview was conducted among stakeholders of electronic government
institutions, including in-service government officials and leaders of government
management programs. The objective is to assess the interview results and shed
light on the real digital transformation processes and their success in e-governance
to achieve school excellence. The study finds a significant relationship between the
use of digital transformation tools and e-governance in schools, indicating that the
more digital transformation is implemented, the higher the chances of improving
institutional excellence in schools.

1. INTRODUCTION

Digital transformation within the UAE began long
before the Covid-19 pandemic accelerated its
adoption [1-5]. In 2012, H.E. Sheikh Mohammed
bin Rashid Al Maktoum launched the Mohammed
bin Rashid Smart Learning Initiative,
encompassing all state schools in an effort to create
a modern educational environment. This initiative
included the implementation of Smart classes in all
schools, the distribution of tablets to all students,
and the provision of high-speed 4G networks to
every state school [6-11].

The outbreak of Covid-19 made the shift to e-
education essential to ensure continuous learning
and to support the progress of young people in

shaping their future. This study explores the
current state of schools under this new system. It
specifically aims to identify the benefits and
challenges of this digital transformation and to
propose solutions to address rising issues
encountered by schools [12-18].

2. LITERATURE REVIEW

The United Nations has highlighted the advantages
nations can achieve by transitioning to electronic
governments, or e-governments. Utilizing the
internet for official transactions can significantly
reduce costs and enhance process efficiency [19-
23]. This transformation decreases the need for
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numerous prints, mailings, and procedural steps,
and greatly reduces waiting times. By allowing
citizens to process applications from home, they
become more aware of government rules and
regulations. Furthermore, when information is
accessible to all employees, cooperation and
coordination improve automatically without the
need for personal interaction [24-29].
Streamlining business transactions via the internet
can enhance economic activities, helping them
grow and expand beyond the local scale. This shift
fosters a knowledge society where people access
information online and find answers to their
inquiries without formalities and waiting in lines.
These are fundamental changes from the
traditional government model to an e-governance
model [30-34].

Traditional E-Governance

Government

Factors

Mode of service Service for citizen Self-service in many

operations

Goal Citizen in line Citizen on-line
Expectation Digital exclusion Digital participation
Change Paper intensive Government on-line
Management Transaction Knowledge
style intensive management
Orientation Production cost, User satisfaction and
efficiency control flexibility
Leadership By rule and Flexible management
style mandate/command interdepartmental
and control teamwork,
facilitation and
coordination
Organizational Top-down Innovative
structure hierarchical entrepreneurship,
multi-directional
network with central
coordination, direct
communication.
Communication Centralized formal Formal and informal
limited channels direct and fast
feedback, multiple
channels.
Interaction Documentary mode Electronic exchange,
and interpersonal no face-to-face
interaction interaction
Process Functional Horizontal hierarchy,
organization rationality, vertical network

hierarchy of control

organization,
information sharing.

1 Source: Ashehry. et al (2006)

It is clear that this transformation is not merely
superficial; it has initiated changes across all facets
of the public service sector, from overarching
vision to daily management practices [35-39]. This
aligns with contemporary trends in policy
management, which advocate for interactive,
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innovative, and integrated services [40-44].

2.1 Supply Chain Triangle

SERVICE
Products better fit individual client needs
Larger product portfolio available

Customer satisfaction increases

+
A

. .

CASH / \ cosT

Higher inventory of different raw and Batch sizes go down

half-finished products More changes in production necessary

Higher Inventory of finished products Purchasing of components/raw material

getsmore expensive

2 Source: OliverWyman (n.d)

The UAE Cabinet approved a Dh 61.35 billion
federal budget for 2020 and established an
Education Support Fund to foster partnerships
with the private sector. Given this substantial
investment, the public expects significant results.
Consequently, digital transformation efforts must
deliver outcomes that match the scale of this
investment. Anything less would indicate subpar
performance [45-51].

2.2 Hypotheses of the Study

This study assumes that both human and
technological factors influence digital
transformation capacity, which will be examined
using survey data [52-57]. Digital transformation is
an enterprise-wide approach, and aligning a
school's business strategy with its IT strategy is
crucial, especially as IT tends to drive e-governance
initiatives. According to scholars, the directivity
and strategic linkage between e-governance and IT
strategy significantly affect information system
efficacy and school performance. Empirical studies
and case observations indicate that schools with a
strong strategic relationship between IT and
school performance use IT more intensively and
strategically to enhance performance [58-64]. The
authors also found that the strategic linkage
between IT and business is highly correlated with
both e-governance and innovation. Therefore, the
strategic alignment between IT and school
operations can impact digital transformation
capacity. Given that the ultimate goal of digital
transformation is innovation and improved
organizational performance, it is assumed that the
CEOQ's digital leadership positively affects digital
transformation. Based on the above literature, the
following hypotheses were formulated [65-67].
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H1: The human factor has a positive impact on the
digital transformation capacity.

H2: The technological factor has a positive effect on
the digital transformation capacity.

H3: Strategic linkage between IT and school
business has a positive impact on digital
transformation capacity.

H4: Positive effects of human factors on digital
transformation capabilities will be reinforced by
CEOQ's digital leadership.

H5: Positive effects of technology elements on
digital transformation capability will be reinforced
by CEO's digital leadership.

H6: Positive effects of IT-schools business strategic
link to digital transformation capability will be
reinforced by CEO's digital leadership.

2.3 Description of the Business

2.3.1 Profile and Industry

The UAE Ministry of Education (MOE) was
established in 1971. Since then, the Ministry has
undergone continuous development to prepare its
youths for future challenges and help them fit into
the market economy [68-73].

MOE Vision: The vision of the ministry is geared
towards innovative education for some knowledge,
pioneering and global society [74-77].

Mission: MOE mission is to develop and innovative
Education System for a knowledge and global
competitive society, which includes all the age
groups to meet the future labor market needs and
requirements and to ensure the quality of the
ministry of education outputs, and thus provide the
best services for internal and external customers
[78-82].

MOE adheres to the following values and
principles:

i. Citizenship and Responsibility: With these values,
the ministry intends to enhance the national
citizenship and social responsibility of every
Emirati.

ii. Islam Values and Principles: The MOE reenforces
human values in tolerance, discussion, peace,
moderation and volunteering.

iii. Commitment and Transparency: The MOE

commits to professionalism and transparent

performance.

iv. Equality and Justice: The MOE commits itself to
improving its community partnership and
accountability in the education process.

v. Participation and Accountability: The MOE
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ensures equal educational opportunities for all.
and innovation: In these
values, the MOE encourages a society that is driven
by innovation, science and technology.

2.3.2 The Digital Transformation Journey in
Education

As an economic and financial hub, Dubai has been
enhancing public policies across all sectors [83-
87]. The e-government system has been
operational since 2001, following the launch of the
Dubai e-government official portal by HH Sheikh
Muhammad Bin Rashed Al-Maktoum. Initially, the
portal offered 14 online services, making it the first
Arab e-government. In 2005, the introduction of an
online fee payment system necessitated changes in
the IT systems of all government authorities to
accommodate this service [88-93]. By 2009, all
government services were available online. The
Dubai e-government strategy, described on its
website, emphasizes accountability, efficiency,
innovation, and a forward-looking approach.

In 2013, HH Sheikh Muhammad Bin Rashed Al-
Maktoum announced the development of
transforming e-government into smart
government. A team was established to revise the
existing system to incorporate end-to-end
customer service [94-101]. The first draft of this
initiative was completed by the end of July 2013,
outlining a framework for official authorities to
organize their work through a high-level planning
tool that specifies priorities and implementation
mechanisms. The Dubai e-government portal
provides users with information about official
procedures and the necessary documents for
issuing and renewing any official document,
fostering a society based on knowledge and
awareness of rules and regulations [102-107].

2.3.3 Critical Variables of Digital Transformation

In order to adapt and keep pace with the digital
transformation environment, four variables were
developed based on the Socio-Technical System
(STS) framework  (People, Organization,
Technology and Tasks, and an extended STS
framework from an integrated viewpoint by
adding external variables was proposed [108-111].

e Strategic Alignment of Business with IT

The strategic alignment between IT and business
plans ensures that business strategies, objectives,
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and requirements are coordinated to implement
digital transformation effectively [112-118]. This
alignment is a key concern for management, as it
demonstrates how information technology can
support business goals and how business
strategies can be adjusted to leverage IT for digital
transformation.

e (CEO’s Digital Leadership
According to research, an effective method for
digital leadership is a management-led, top-down
transformation approach. They argue that
employees must engage in various ways to drive
change under the strong leadership of line
managers. Therefore, senior decision-makers in
the organization must quickly and accurately
understand the conditions for change in terms of
perception and design. The study also suggests that
achieving digital transformation incrementally is
challenging [119-123]. Leaders can use digital
tools for governance and transformation, which
fosters an appropriate organizational culture,
talent development, and technical investment.
Scholars also found that the strategic alignment
between IT and business significantly relates to e-
governance and innovation. Thus, the strategic
linkage between IT and educational institutions
can impact digital transformation capacity [124-
127]. Given that the ultimate goal of digital
transformation is innovation and organizational
performance, it is assumed that the CEOQ's digital
leadership positively influences digital
transformation.

e Human Resources
The level of trust and commitment that empowers
us to confidently challenge each other and take on
the risks of collaboration among our organization’s
members and departments [128-129].

e Technological Variable
Firms will thrive when new technologies are
developed to meet user expectations and keep pace
with rapid technological changes. Digital
transformations include digitization, but there are
significant  differences between the two.
Digitization refers to converting information from
the analog to the digital world or automating
processes through information and
communication technology (ICT) [130-134]. In
contrast, digital transformation is a complex issue
that impacts many aspects of a company. Digital
technology can lead to fundamental changes in
business models, products, processes, and
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organizational structures. Several factors must be
considered, such as the organization's agility,
which is essential for successful change, and a
balanced approach to securing company resources,
capacity building, and development. However,
these conditions often have characteristics that are
not clearly understood, potentially leading to
management difficulties in the long run if a
company overlooks them or takes a different
direction.

2.3.4 Critical Variables of E-Governance

e Technical Infrastructure
Education infrastructure facilities are considered a
key component of educational outcomes. The
primary factors influencing educational goals

include curriculum, teacher quality, public
relations, and school organization. School
infrastructure facilities significantly impact

student teaching and learning activities [135-137].
When students feel comfortable and supported in
their learning environment, they are more engaged
and motivated. Therefore, effective management of
educational facilities and infrastructure is crucial
to optimize the use of existing resources.

e Qualified Manpower

According to research, human beings are the
fundamental basis of a nation’s wealth. This
principle also applies to educational institutions,
making it essential for educational management to
address the training needs of its staff, particularly
lecturers, who bear the significant responsibility of
advancing the institution’s educational goals [138-
139]. The study suggests that the quality of
education largely depends on the quality of the
lecturers, which in turn relies on the standard of
their professional development. Without well-
trained, qualified, and committed lecturers, it is
impossible to achieve an effectively functioning
educational system.

2.3.5 Relevant Case Studies

Being a recent development, e-governance has

been a popular topic for researchers who subjected

it to evaluation and diagnosis of challenges. Below
are a number of these studies:

i. To evaluate the performance of the e-government
of Dubai, the government conducted an
evaluation survey to reveal the level of
performance for the year 2012-2013 for all its 24
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websites. The evaluation form was posted on its
website for respondents, and the results were
tallied [140-143]. The results revealed that the
general satisfaction among users mounted to 78%
with Dubai Water and Electricity Services scoring
the highest in customer satisfaction with a score
of 93%. The criteria of evaluation included
accessibility, usability, content, and policies [144-
146].

ii. [t has been investigated the situation of e-
education in Bida, Nigeria. The study covered 86
primary schools and found out that 70% of the
sample were aware of their computer literacy
level and confident about it. The researchers
explained that computer literacy should be
broken down to specific skills that teachers must
be able to master for educational purposes, giving
priority to the applications that teachers and
students need including Microsoft Office and e-
mails [147-149].

iii. The impact of e-governance on education in the
state of Orissa, India, highlight several benefits
such as improved funds management, more
efficient service delivery, and enhanced data
transparency [150-153]. He argued that since e-
governance enhances overall performance by
making processes more effective and efficient,
these benefits extend to the education sector as
well. Mohanty believed that promoting better
transparency and interconnectedness is key to
achieving these improvements.

iv. Researchers analyzed the role of the e-
governance system in supporting higher
education in India. They suggested that e-
governance is the solution to India’s untidy
educational system. This is because the system
allows authorities to monitor these institutions,
ensuring that their interactions with society and
other stakeholders are effectively managed and
maintained [154-155].

3. RESEARCH METHOD

According to observation, “A qualitative study is
defined as an inquiry process of understanding a
social or human problem, based on building a
complex, holistic picture, formed with words,
reporting detailed views of informants, and
conducted in a natural setting.”

Scholars’ adoption of the qualitative approach is
justified due to the complex and multi-variable
nature of the phenomenon being studied, which is
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relevant to this research topic. However, because of
the large population size, interviews alone may not
provide sufficient data to cover a broad sample. To
present a more comprehensive and credible
picture that encompasses all the interfering factors
and represents the different parties involved, the
research employed a mixed-method approach.

A survey was distributed to random educators in
schools using an instrument developed by the
authors, resulting in 103 responses. These
responses were analyzed using the SPSS program.
Additionally, the study collected data through
interviews and desk research. The interview
method provided primary data from key sources,
including Eng. Amal Abdulrahman, Director of
Digital Transformation at MOE; Mr. Khalid Almulla,
Director of the Inspection Sector who implemented
e-governance in the Department of Inspection; and
Mr. Nabeel Albulooshi, Director of Schools. These
individuals were selected for their direct
involvement in planning and implementing the e-
governance system at their respective institutions.
Three interviews were conducted via the Zoom
online meeting platform.

For desk research, information was gathered from
relevant literature focusing on the application of e-
governance systems in different countries. This
literature provided a foundation for determining
how the UAE government could apply the system
to its schools and digitalize its services. These case
studies also helped predict the likely outcomes of
such implementations.

ips, and Chall ‘

Strategic Faculty and Staff
Planning Focus

t —

Student, Process

| Organizational Profile: Envir 1, Relatis
Stakeholder, and Management Performance
Market Focus Results

~ { e

| Measurement, Analysis, and Knowledge Management |
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Source: Baldrige National Quality Program: Education Criteria for Performance Excellence (2004)

3 Figure 1: Theoretical Framework, Source made by authors
H1: E-Governance can achieve a high operational excellence in
the schools.

HO: E-Governance can not achieve a high operational
excellence in the schools.

4. ANALYSIS
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Taking the following  hypotheses into
consideration:

HO: Digital transformation has affected E-
Governance in education positively.

H1: Digital transformation has affected E-

Governance in education positively, but there are
some challenges.

After conducting the interview sessions with the
three target interviewees described in the previous
section, several findings emerged.

First, the e-governance system is a well-known
concept in the UAE, particularly as it has been
adopted by the government in its operations. The
system aims to enable school management to
provide educational services to students and
parents 24/7 through online service platforms.
This leads to the second finding: the
implementation of the e-governance system is
designed to enhance communication. From the
school management's perspective, the system
facilitates easier dissemination of information
regarding school policies and activities to students
and parents. From the parents’ perspective, the
system allows them to monitor their children's
development and progress at school by providing
regular evaluations and assessments from teachers
through various communication channels.

Third, the interviewees agreed that the UAE
government should play an active role in ensuring
the proper application of e-governance in school
operations. It is the government's responsibility to
ensure schools' compliance with these systems
(Amal, Figure 1 from MOE website).

The interviewees contended that implementing the
e-governance system would enable school
management to offer superior services to their
students. Additionally, they noted that the system
would aid in fostering a student-centered
organizational culture.

4.1 Correlation Analysis

The correlation analysis is conducted with the
effectiveness of digital transformation kept
constant, while other variables are tested to
determine the strength of their correlation.

4.1.1 Gender Correlation (Appenix 1-Table 1)
r=-0.072,p =0.468

The negative correlation is significant but weak.
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e Operational Excellence and
Transformation (Appenix 1-Table 2)

The correlation is significant at the 0.01 level (2-

tailed).

The positive correlation suggests that increasing

Digital

operational excellence can enhance digital
transformation effectiveness.
e E-Governance Standards and Digital

Transformation (Appenix 1-Table 3)
The correlation is significant at the 0.01 level (2-
tailed).
A positive correlation indicates that higher e-

governance standards improve digital
transformation effectiveness.
e Digital Transformation and Using

Improvement Plans (Appenix 1-Table 6)
The correlation is significant at the 0.01 level
(2-tailed).

A negative correlation suggests that not using
digital transformation for improvement plans
decreases school excellence effectiveness.

e Degree of Participation and Digital
Transformation (Appenix 1-Table 7)

The correlation is significant at the 0.01 level

(2-tailed).

Increasing participation improves digital
transformation effectiveness.
e Digital Transformation Tools and E-

100%

1390
1321

90%

70% 693

50%

i) aall Jlie) s Ja gie

40%
FERVIN (PG DPON S [T

2016-2017 m 2017-2018 2019-2020

Governance Standards (Appenix 1-Table 8)
The correlation is significant at the 0.01 level
(2-tailed).

Using digital transformation tools enhances e-
governance standards effectiveness.
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o Educational Oversight and Operational
Excellence (Appenix 1-Table 9)

The correlation is not significant at the 0.05

level (2-tailed).

Increased oversight for e-governance policies

improves operational excellence effectiveness.

e Digital Transformation and E-Governance
(Appenix 1-Table 10)

The correlation is significant at the 0.01 level

(2-tailed).

Increased digital transformation

improves e-governance effectiveness.

usage

e Digital Transformation Tools and
Operational Excellence (Appenix 1-Table
11)

The correlation is significant at the 0.01 level

(2-tailed).

More digital transformation tool usage

enhances operational excellence effectiveness.

e Standard of School Excellence and Digital
Transformation (Appenix 1-Table 12)

The correlation is significant at the 0.01 level

(2-tailed).

Higher school excellence standards improve

digital transformation effectiveness.

e Digital Transformation Services and
Administration Monitoring (Appenix 1-
Table 13)

The correlation is significant at the 0.01 level

(2-tailed).

Increased wuse of digital transformation

services improves administration and staff
monitoring.

e Age and Effectiveness of Corrective Plans
(Appenix 1-Table 14)

r=-0.50,p=0.613

There is a significant negative correlation between

age and the effectiveness of corrective plans.

4.2 Regression

e Predictors

(Constant), Gender, Age, Digital Transformation's
Effect on E-Governance for Operational Excellence,
Operational Excellence's Contribution to Digital
Transformation Implementation, Perception on
Increasing Regulatory E-Governance Standards for
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School Excellence Enhancing Digital
Transformation, Knowledge of E-Governance
Concepts, Impact of E-Governance on Educational
Procedures and Processes, Use of E-Governance
Implemented by Digital Transformation for
Improvement Plans and Procedures, Degree of
Participation in Improvement Measures, Increase
in Using Digital Transformation Tools for Ministry-
Specified E-Governance Standards, Knowledge
Level of E-Governance Regulations and Policies.

4.3 Appendix 1- Table 15: Model Summary
4.3.1 R Value: 0.440
e Indicates the quality of prediction for the
dependent variable (effectiveness of digital
transformation and e-governance). A value
of 0.440 suggests a moderate prediction
quality.

4.3.2 R Square Value: 0.194
o Represents the proportion of variance in
the dependent variable explained by the
independent variables. A value of 0.194
indicates that 19.4% of the variability in the
dependent variable is explained by the
independent variables.

4.3.3 Adjusted R Square Value: 0.134
e Provides a more accurate interpretation,
showing that the model explains 13.4% of
the variability in the dependent variable.

4.4. Dependent Variable
Did Digital Transformation Impact E-Governance
for Operational Excellence in Your School?

4.5 Explanation of Significance Test

4.5.1 Overall Model Fit (Appendix1-ANOVA Table 16)
The F-ratio in the ANOVA table (Table 16) assesses
whether the overall regression model is a good fit
for the data. The table indicates that the
independent variables significantly predict the
value of the dependent variable: F(7, 95) = 3.260.

e Predictors
(Constant), Gender, Age, Perception on Increasing
Regulatory E-Governance Standards for School
Excellence Enhancing Digital Transformation,
Knowledge of E-Governance Concepts, Impact of E-
Governance on Educational Procedures and
Processes, Use of E-Governance Implemented by
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Digital Transformation for Improvement Plans and
Procedures, Degree of Participation in
Improvement Measures, Increase in Using Digital
Transformation Tools for Ministry-Specified E-
Governance Standards, Knowledge Level of E-
Governance Regulations and Policies.

e Dependent Variable
Did Digital Transformation Affect E-Governance to
Achieve Operational Excellence in Your School?

5. DISCUSSION

Table 17 presents the statistical significance test
results for each independent variable. The t-values
are 2.210, -0.083, 1.086, -0.172, -1.366, 1.696, and
-0.385, corresponding to p-values of 0.143, 0.029,
0.934, 0.281, 0.864, 0.175, and 0.093 respectively.
These p-values indicate that the independent
variables are statistically significant.

Ensuring compliance of E-governance with the
standards of the Ministry of Education (MOE)
significantly enhances the effectiveness of digital
transformation. Additionally, an increase in
knowledge of E-governance and its policies leads to
increased effectiveness of digital transformation.
Participants' perception suggests that improving
school operational excellence will also enhance the
effectiveness of digital transformation. There is a
significant positive relationship between digital
transformation and the impact of E-governance,
indicating that enhancing E-governance can
improve school operational excellence.
Furthermore, increasing participants' knowledge
of E-governance concepts improves the
effectiveness of digital transformation.

The majority of respondents were aged between 40
and 49, and the research participants were
predominantly female.
5.1 Benefits and
Transformation
Based on the aforementioned findings, it can be
suggested that the e-governance system offers
several advantages to school operations. These
include fostering transparent and efficient
communication among stakeholders, facilitating a
shared workspace and resources, and enabling
collaborative learning and teaching between
teachers and students. These benefits stem from
the system's characteristic of being open and
adaptive.

However, it is important to note that since the

challenges of Digital
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system operates online, occasional cyber-attacks
pose a significant threat. Additionally, the system's
openness may increase the risk of data theft, which
could be particularly detrimental if the stolen data

is sensitive and confidential. Furthermore,
implementing the system would require
substantial  funding, necessitating careful

consideration by school management to secure the
necessary resources.

6. RECOMMENDATIONS

Given the challenges highlighted in the preceding
section, the following recommendations are
suggested for school management to consider
before implementing the e-governance system:

e Develop comprehensive plans for system
implementation: Define the vision and
objectives of the application clearly. Setting
appropriate objectives will assist school
management in determining how the
system should be utilized and which
activities it should encompass.
Furthermore, it will provide a clear
guideline to all school staff on proper
system operation.

e Implement robust data protection
measures: Anticipate cyber-attacks and
employ advanced protection and security
systems to safeguard operations. These
systems should filter out activities and
deny access to unauthorized users,
providing extra protection for shared and
exchanged data and information.
Additionally, limit access to the system's
servers and storage to a few individuals
entrusted by stakeholders to minimize the
risk of unauthorized access.

e Facilitate active government involvement:
Encourage the  UAE government,
particularly the Ministry of Education, to
play an active role in supporting schools in
adopting the e-governance system. The
Ministry is responsible for establishing the
national education plan in the UAE and
developing an innovative education system
to produce quality graduates. The
government can support schools by
creating policies on e-governance that
assist school management in implementing
the system smoothly. Furthermore, the
government should enact laws to protect
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the exclusivity and security of the system,
thereby aiding school management in the
proper application of the e-governance
system and maximizing its benefits.

5. CONCLUSION

In conclusion, this analysis highlights several key
findings and implications for  digital
transformation within enterprises. Human factors
emerge as pivotal, with communication, trust,
commitment to cooperation, and a spirit of
challenge  significantly influencing  digital
transformation capacity. To optimize these factors,
fostering an open organizational culture is
paramount.

Additionally, while technological factors positively
impact digital transformation, they are often
prioritized lower than human factors. Efforts to
acquire new technology and strategically apply it to
business are essential. The strategic role of IT,

particularly in driving business innovation,
underscores the importance of technological
advancements.

Moreover, strengthening the alignment between IT
and business strategy enhances digital
transformation capability. Information sharing
between the business unit and IT department is
crucial for this alignment, ensuring that IT
understands and supports the company's strategic
goals.

Lastly, the positive impact of CEO digital leadership
on all independent variables is significant. CEOs
play a key role in aligning human and technological
factors with business strategy, highlighting the
importance of top-down leadership in driving
successful digital transformation. Overall, these
findings emphasize the need for a holistic
approach, integrating human, technological, and
strategic elements to maximize the benefits of
digital transformation in organizations.
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Did the Digital
transformation
effect on the e-
governance to

achieve
operational
excellence in your
school?
Pearson Correlation 1
Sig. (2-tailed)
N 103
Pearson Correlation .366™
Sig. (2-tailed) .000
N 103

Did operational
excellence of
schools contribute
to raise
implementing of
the digital
transformation?

.366™

.000

103

103
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Did the Digital transformation
effect on the e-governance to
achieve operational excellence
in your school?

Do you think Increasing the
regulatory e-governance
standards for school excellence
will increase the effectiveness of
the digital transformation?
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Table 3

Correlations

Pearson Correlation

Sig. (2-tailed)

Pearson Correlation

Sig. (2-tailed)

Did the Digital
transformation
effect on the e-
governance to
achieve
operational
excellence in your
school?

103

462"

.000

103

Do you think
Increasing the
regulatory e-
governance
standards for
school excellence
will increase the
effectiveness of
the digital
transformation?

462"

.000

103

103
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Did the Digital transformation
effect on the e-governance to
achieve operational excellence
in your school?

How knowledgeable are you
with the concept of E-
Governance?
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Table 4
Correlations
Did the Digital
transformation
How
effect on the e-
knowledgeable
governance to >
. are you with the
achieve
. concept of E-
operational
. Governance?
excellence in your
school?
Pearson Correlation 1 .253*
Sig. (2-tailed) .010
N 103 103
Pearson Correlation 253" 1
Sig. (2-tailed) .010
N 103 103
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Table 5
Correlations
Did the Digital How impactful are
transformation the e-governance
effect on the e- on the
governance to development of
achieve procedures and
operational processes in the
excellence in your educational
school? institution?
Pearson Correlation 1 =224

Did the Digital transformation
effect on the e-governance to
achieve .operatlonal excellence Sig. (2-tailed) 023
in your school?

N 103 103

Pearson Correlation -.224" 1

How impactful are the e-
governance on the development
of procedures and processes in Sig. (2-tailed) 023
the educational institution?

N 103 103
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Did the Digital transformation
effect on the e-governance to
achieve operational excellence
in your school?

Are the e-governance which
implemented by using digital
transformation used to develop
improvement plans and
procedures?
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Table 6
Correlations
Did the Digital
transformation
effect on the e-
governance to
achieve
operational
excellence in your
school?
Pearson Correlation 1
Sig. (2-tailed)
N 103
Pearson Correlation -.366™
Sig. (2-tailed) .000
N 103

Are the e-
governance which
implemented by
using digital
transformation
used to develop
improvement
plans and
procedures?

-.366™

.000

103

103

Publisher: GAFTIM, https://gaftim.com



M. El Khatib, M. Alrashdi, F. Al Remeithi & M. Aljanahi International Journal of Theory of Organization and Practice (I/TOP) 4(2) -2024- 83

Table 7
Correlations

What is the
Did the Digital degree of your
transformation effect on the participation in
e-governance to achieve developing and
operational excellence in implementing
your school? improvement

measures?

P
earson 1 445"
Correlation

Did the Digital transformation
effect on the e-governance to
achieve .operatlonal excellence Sig. (2-tailed) 000
in your school?

N 103 103

Pearson »
Correlation A 1
What is the degree of your
participation in developing and
implementing improvement Sig, (2-tailed) 000
measures? & '
N 103 103
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Did the Digital transformation
effect on the e-governance to
achieve operational excellence
in your school?

Do increase using of digital
transformation will ensure the
e-governance standards which

specified by the Ministry of

Education?
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Table 8
Correlations
Did the Digital
transformation
effect on the e-
governance to
achieve
operational
excellence in your
school?
Pearson Correlation 1
Sig. (2-tailed)
N 103
Pearson Correlation .334*
Sig. (2-tailed) .001
N 103

Do increase using
of digital
transformation
tools will ensure
the e-governance
standards which
specified by the
Ministry of
Education?

334"

.001

103

103
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Table 9
Correlations
Did the Dlgl.tal If yes, determine
transformation how much
effect on the e-
knowledge you
governance to
achieve have of E-
operaional _ fovermnce
excellence in your guatio)
school? policies
Pearson Correlation 1 .187
Did the Digital transformation
effect on the e-governance to
achieve operational excellence Sig. (2-tailed) 059
in your school? ) ’
N 103 103
Pearson Correlation .187 1
If yes, determine how much
knowledge you have of E-
governance regulations and Sig. (2-tailed) 059
policies? i '
N 103 103
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Table 10

Correlations

Are the corrective action plans
sent from the Inspection Office
of the Ministry of Education
reviewed?

In your opinion, does using
digital transformation
contribute to raising the quality
of e-governance standards in
schools?

Did the Digital In your opinion,
transformation does using digital
effect on the e- transformation
governance to contribute to
achieve raising the quality
operational of e-governance
excellence in your standards in
school? schools?
Pearson Correlation 1 441
Sig. (2-tailed) .000
N 103 103
Pearson Correlation 441" 1
Sig. (2-tailed) .000
N 103 103
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Table 11
Correlations
Did the Digital Has using of
transformation digital
effect on the e- transformation
governance to tools effect to
achieve raise the
operational percentage of
excellence in your activating School
school? excellence?
Pearson Correlation 1 .260™

Did the Digital transformation
effect on the e-governance to
achieve _operational excellence Sig. (2-tailed) 008
in your school?

N 103 103

Pearson Correlation .260™ 1
Has using of digital

transformation tools effect to

raise the percentage of Sig. (2-tailed) 008
activating School excellence?

N 103 103
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Did the Digital transformation
effect on the e-governance to
achieve operational excellence in
your school?

During the using of digital
transformation services, are the
standards for the facility and
school operational excellence
being monitored?
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Table 12
Correlations
Did the Digital
transformation
effect on the e-
governance to
achieve
operational
excellence in your
school?
Pearson Correlation 1
Sig. (2-tailed)
N 103
Pearson Correlation .368™
Sig. (2-tailed) .000
N 103

During the using of
digital
transformation
services, are the
standards for the
facility and school
operational
excellence being
monitored?

.368™

.000

103

103
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Table 13

Correlations

Did the Digital
transformation
effect on the e-
governance to

During the using of digital
transformation services, are the
standards for the school
administration and staff

achlgve standards being monitored to
operational . .
. achieve school operational
excellence in your
excellence?
school?
Pearson "
Correlation 1 463
Did the Digital
transformation effect on
the e-governance to . .
achieve operational S e 000
excellence in your
school?
N 103 103
Pearson
. 463 1
During the using of Correlation
digital transformation
services, are the
standards for the school
administration and staff Sig. (2-tailed) .000
standards being
monitored to achieve
school operational
excellence?
N 103 103
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Table 14

Correlations

Did the Digital
transformation
effect on the e-
governance to

achieve Age
operational
excellence in
your school?
Did the Digital
transformation effect Pearson )
. 1 .050
on the e-governance to Correlation
achieve operational _ :
excellence in your Sig. (2-tailed) 613
school? N 103 103
Pearsop - 050 0
Correlation
Age
Sig. (2-tailed) .613
N 103 103
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Table 15

Model Summary

Std. Error of the

Model R R Square Adjusted R Square Estimate
1 44072 194 134 .748
Table 16
ANOVAa
Model Sum of Squares df Mean Square F Sig.
Regression 12.752 7 1.822 3.260 .004b
1 Residual 53.093 95 .559
Total 65.845 102

https://doi.org/10.54489/ijtop.v4i2.401 Publisher: GAFTIM, https://gaftim.com
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Model

(Constant)

Do increase using of
digital transformation
tools will ensure the e-
governance standards
which specified by the
Ministry of Education?

In your opinion, does

using digital
transformation
contribute to raising the
quality of e-governance
standards in schools?
Has using of digital
transformation tools
effect to raise the
percentage of activating
School excellence?

Age

During the using of digital
transformation services,
are the standards for the

school administration
and staff standards being
monitored to achieve
school operational
excellence?
How knowledgeable are
you with the concept of E-
Governance?

Gender
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Table 17

Coefficients

Unstandardized Coefficients

B Std. Error
1.086 .737
.248 111
-.030 .357
.092 .085
-.014 .083
-.209 .153
.553 .326
-.063 .164

Standardized
Coefficients

Beta

234

-.010

115

-.016

-.136

214

-.037

t

1.474

2.210

-.083

1.085

-172

-1.366

1.696

-.385

Publisher: GAFTIM, https://gaftim.com

Sig.

143

.029

934

281

.864

175

.093

701
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Appendix 2: Survey
Instrument: Survey
Survey
Correlation between Digital Transformation and E-Governance to Achieve Operational Excellence in
Education

a8 s al) aall (il A IV RS sl 5 el sl (s 283

Part one: information about the digital transformation and E-governance

A g iSIY) das gall g a8 ) Jgadl) o cilaglea s J oY) & A

Sr. questions Options lkaa) ALy
1 Did the Digital Strongly By (38 5 <80 Jsail il Ja
transformation effect on Agree s Y Al sall e
the e-governance to Agree Gl 5 & il el (gaa)
achieve operational Natural Ulae el )2
excellence in your school? Disagree G sa pe
Strongly 8ol (38 50
Disagree
2 | How knowledgeable are Limited 83 530 44 y2a o seies clalal] (530 L
you with the concept of knowledge el Jsal)
educational inspection? Medium Aas gia 48 yra
knowledge
Extensive Al 5 48 2a
knowledge
Expert Jaall & s
3 | Did operational excellence Strongly 8%y (38 9 el i aalu Ja
of schools contribute to Agree S sia 1) (8 s laall
raise implementing of the Agree G 5a § ) J gl dass
digital transformation? Natural Alaa
Disagree Sl e e
Strongly 3ady (38 50 2
Disagree
4 Do you think Increasing Low affect paddie il abaa 5ol o el
the regulatory e- Medium affect Lo sia il Ay ASIY) A gl
governance standards for | High affect e il (el aaill dalaiil)
school excellence will No affect PN, Il Allad (e 2y i
increase the effectiveness Sl
of the digital
transformation?
5 Are the tools of digital Yes pxd <l g3l (pe i) oy Ja
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transformation used to No bl nshail (o)l J gl
develop improvement No info. alely Slelyay) gakall
plans and procedures? $4imanl)

6 | What is the degree of your High e G eliS liada Al | 6
participation in Medium A gia Glel 2V Gadai 5 ) ghas
developing and Low daddia PRI

implementing
improvement measures?

7 Do increase using of Strongly 828y (38 9 7

digital transformation Agree aladiul Jd 3L 30 dA
tools will ensure the e- Agree 8 50 ) J sl il g
governance standards Natural ulaa S all ulaa panalinn
which specified by the Disagree 58l ga y lgiaaa Al 4 5 STy
Ministry of Education? Strongly 305 38l ey Saalall 5 A i 5 ) )
Disagree
8 If yes, determine how Limited 82 5350 48 y2a 2 axiy dlila) CalS 1Y) | 8
much knowledge you have | knowledge <l ol loal 48 yaall s
of digital transformation Medium Ao gie 48 jaa oalae 5 (ol J gl
tools and e-governance knowledge fa5 5 ySIY) 4S5l
criteria? Extensive Aasl 5 48 2a
knowledge
Expert Jaall J4 s
9 In your opinion, does Strongly 31l (38 50 Jsadll aladivd Ja &l s | 9
using digital Agree & (b palay ()l
transformation contribute Agree G sa Sl julaadags
to raising the quality of e- Natural Mlsa Somolaall b A5 STy
governance standards in Disagree 8 ga pe
schools? Strongly Al (34l 50 e
Disagree
10 Has using of digital Strongly 828y (38 9 sl alasiad 5l da | 10
transformation tools effect Agree & B8l J gl
to raise the percentage of Agree 3l 5 Dal) Jardi s
activating School Natural Alas § il
excellence? Disagree &8 ga pe
Strongly 3ol (3l g0 2
Disagree
11 | In your opinion, linkage of Strongly 825y (38 e 11
digital transformation Agree Ly of aiad Ja el
need a full knowledge of Agree G 5a ) Zlisg (a8l Jsaill
technology? Natural Alae ¢ L 5l Sl 8 QU L)
Disagree 3 e
Strongly 3ady (3l 50 g
Disagree
12 | During the using of digital Strongly 32k (38 50 Ciladd aladiul oLl 12
transformation services, Agree s da ¢ (a8l Jsall
are the standards for the Agree G se el julas 408) ya
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facility and school Natural S slaadll Lueil)
operational excellence Disagree 38 ge s ol
being monitored? Strongly Sl (38 s e
Disagree
13 | During the using of digital Strongly 828y (38 9 ik aladinl oLl 13
transformation services, Agree Al da ¢ o)l Jsall
are the standards for the Agree 38 e 313 alae 48 s
school administration and Natural s Gl (il gall g Ayl
staff standards being Disagree 3 se P aall Ladal) el
monitored to achieve Strongly By (38 ga yue
school operational Disagree
excellence?

Part two: demographic information
A8l 2 gagal) cila glaall 5 AU ¢ 3ad)

Sr. questions Options Ay #

1 Age (years) From 20 to 29 (2 55) aal 1
From 30 to 39
From 40 to 49
Older than 50

2 Gender Male eial 2
Female

3 Emirate Abu Dhabi 3 kaY! 3
Dubai
Sharjah
Ajman
Umm All Quwain
Ras Al-Khaimah

Fujairah
4 Educational level Bachelor’s degree ezl (5 giusall 4
Master’s degree
PHDs
5 Occupation Director Adh Sl 5

Acting director
Assistant director
Senior manager
Domain manager
Sector manager

6 School grade level Kindergarten Apalaill Asns all il )l Al ) 6
Grade
Together

Grade need to be mentioned: .........ccoceveeviveieviei e
‘_:\T)aa\).lj\ dalal) JJ;)A RYLE PNy,

7 School capacity 200 or less [CEINTINE) EWGN 7
From 201 to 600
From 601 to 1200
More than 1200
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Appendix 3: Interviews
Interview Questions

Disclaimer: all interviewees were given the same set of questions.

1. Are you familiar with the concept of e-governance system?

2. Have you heard of or encountered any application of the system in UAE?

3. What do you think the reason for the application? Can you mention some benefits of the system in
public administration?

4. How may school benefit from the system?

5. Does the government need to be involved in the e-governance system application at schools? What role
should they have?

6. Is there anything else you might want to add?
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With the advent of the internet, information technology has significantly
transformed the global economy, particularly the service delivery sector. This study
explores the impact of e-service quality on organizational performance and project
management. E-services encompass both back-end systems, where employees
interact with IT, and front-end systems, where customers engage via the internet or
phone. The quality of these services is critical, influenced by factors such as
reliability, responsiveness, website design, and security. This research examines
how traditional organizations can transition to e-service delivery while maintaining
high-quality standards and managing associated risks. Interviews were conducted
with six organizations to gather qualitative data on e-service implementation and
its effects on organizational structure. The findings highlight the importance of
interoperability, customer technology readiness, and legal compliance in enhancing
e-service quality. Additionally, the study identifies critical success factors and key
deficiency factors in e-service project management. The results underscore the
need for a structured framework for quality and risk management in e-services to
ensure organizational success and customer satisfaction.

1. INTRODUCTION AND BACKGROUND

With the advent of the internet, information
technology has transformed numerous, if not all,
sectors of the global economy [1-6]. The effect of
technology has had a significant impact on service
delivery. From banking services to customer
service, most customers are accessing the majority
of the services electronically. Subsequently, the
concept of e-services and dimensions of e-services
quality has attracted a great deal of research [7-
11]. E-service can be classified as either back-end
or front-end. In most scenarios, employees interact
with information technology (IT) systems in the
back end while customers in the front end are
connected either through phone systems or the
internet. Such a relationship raises the question of

what quality implications occur when such systems
fail to function correctly, affecting the quality of e-
services. With technology systems likely to affect
downtimes, suffer from power loss, and
unaddressed design deficiencies, it is necessary to
establish precautionary measures to gain control
over issues such as those mentioned [12-19]. This
research is an inquiry into how it is important for
traditional organizations to prepare for the
transition into e-services delivery. Numerous
researchers have used different approaches in
exploring the variety of e-service operations which
will be reviewed in this research.

1.1 Aim and purpose of the study
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The research seeks answers to the following:

i. How can the quality of e-service
approaches in the technology sector
improve the organization?

ii. =~ How does e-service approaches' quality
impact the organization and project
management?

2. LITERATURE REVIEW

2.1 E-Services Project Requirement Quality in
Collaborative Networks

Research on e-services quality in collaborative
networks reveals that quality can suffer due to
competition for shared resources [20-31]. To
address this, scholars propose enhancing
interoperability, which allows seamless
information sharing among computer systems,
reducing the need for human intervention and
boosting service delivery. Security is also crucial;
customers need assurance of their data's privacy
and integrity. It has been highlighted that investing
in customer technology readiness can enhance e-
service quality by making users more comfortable
with the systems [32-39].

2.2 Privacy and Confidentiality of E-services

The rise of e-health and e-commerce has led to the
collection of sensitive customer data, prompting
strict privacy regulations [40-44]. An e-service
agent architecture to ensure privacy compliance,
giving users control over their data. Compliance
with legal requirements is essential to avoid
project rework. E-service designers consult local
law firms to understand applicable privacy laws
and regulations, ensuring systems meet legal
standards and avoid network rejection [45-53].

2.3 E-Service Quality Dimensions

Quality in e-services is defined by several

dimensions:

e Reliability: Providing accurate and consistent
services as promised, which builds trust [54].

e Responsiveness: Timely responses to customer
inquiries enhance satisfaction [55].

o Website Design: An appealing, clear design
improves user experience and reduces
interference [56].

e Security: Protecting physical, financial, and
informational safety increases trust [57].

e Personalization: Tailoring services based on
user data boosts satisfaction by reducing

https://doi.org/10.54489/ijtop.v4i2.402
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search time [58].

e FEase of Use: User-friendly services with
intuitive navigation and registration processes
are essential [59].

e FEmpathy: Effective communication and
personalization to meet customer needs
enhance service quality [60].

e Information: Providing accurate,
comprehensive, and up-to-date information
builds credibility [61].

e Tangibles: Physical evidence of service quality,
such as facilities and customer testimonials,
fosters trust [62-64].

e Communication: Keeping customers informed
about processes and services through various
channels is critical [65-67].

e Accessibility: Easy access to services through
multiple channels and high-quality servers
improves user experience [68-71].

2.4 Risk and Risk Management in E-services
Projects

Effective risk management is vital for e-services
projects. Private sector e-services face increased
risk due to centralized decision-making and lack of
collaboration [72-75]. Major risks include
inadequate financial models and poor governance.
To mitigate these risks, developers must ensure
robust support mechanisms and collaborative
decision-making. Identifying potential risks,
consulting  stakeholders, and  developing
comprehensive risk mitigation plans are crucial for
managing e-service project risks [76-79].

2.5 Risk Handling and E-services Project
Quality

E-service quality should be assessed based on
navigation, content, appearance, and offered
services [80-84]. Keeping content updated and
user-friendly navigation is essential. Using Six
Sigma approaches and balanced scorecards to
measure and manage e-service quality. Giving
users control over their information to reduce risk,
while it is argued that transparency in risk
assessment builds trust and encourages users to
report vulnerabilities [85-87].

2.6 Critical Success Factors and Key Deficiency
Factors of E-services in Project Quality
Management

Strong leadership, quality control, and reliable
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communication are critical for successful e-
services implementation [88-91].  Quality
communication between teams is essential for the
success of e-service projects. It has been identified
unreliability, poor security, lack of responsiveness,
and inefficiency as key deficiencies in e-service
quality management [92-97]. Addressing these
deficiencies requires a structured framework for
quality and risk management. Additionally, project
scope definition, managing changes, realistic
deadlines, and legal regulations are crucial for e-
service quality. It is emphasized the importance of
understanding service quality and managing
resistance to change in quality management [98-
101].

2.6.1 Right Model and Approach of Quality in the
Technology Sector, along with E-Services

The SERVQUAL model was the right approach for
technology in electronic services. The sector's main
focus should be identifying users' needs and target
deadlines[102-111]. Quality can be improved in
the technology sector if e-services are integrated
with a pure management approach.

Authors carried out research to explore the area of
PDQM data model and quality in electronic services
[112-119]. The focus was on the PDQM data model,
and information was observed from the Jordanian
perspective. The right model can be based on
PDQM because it details all the information
required for the technology integration of
electronic services [120-127].

2.6.2 Best practice of e-services quality management
The best practice for e-service quality is
maintaining customer satisfaction and engaging in
product quality. It can be implemented with the
help of careful measurement and integration of
technology for quality [128-131]. Reliability and
service design would also cater to the needs of best
practices.

A study showed the importance of e-service quality
in best practice [132-137]. The approach was
related to the measurement of organizational
performance. The best practice was related to the
performance of the company in achieving customer
satisfaction.

2.6.3 Practice Standards for Project Management
(PMI) Related to Quality Management
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Badawi and co-authors carried out research
regarding project management practice standards.
The research stated that two different approaches
are related to successful quality management
practices. One of the practice standards was based
on the quality of inputs and the design of the whole
project. The second was based on meeting the
deadline for product quality. Information about the
practice standards for quality management. The
research was principally made for the standards of
management. The practice standard was related to
the conventional approach of project management
[138-141].

2.6.4 Key Performance Indicators of E-Services

Quality Management

Research carried out research on measuring
performance indicators for e-services
management. The study stated that key

performance indicators for quality management
were measured on the consistency in electronic
business policies [142-143]. The indicators were
the competency-based model used for measuring
the management system. The study found that the
quality management system is based on research.
Customer satisfaction also remains a key
performance indicator for the e-service sector.
Information about the e-services; their case study
was based on the government of Kuwait. The main
focus was the values that can increase strategic
benefits and provide cost-saving for electronic
services [144]. Key performance indicators were to
decrease costs and increase the efficiency of the
company.

Ultimately, there is a substantial amount of
research in e-services. In response to its growing
importance in modern organizations, researchers
have introduced different quality assessment and
management dimensions [145-148]. Each
organization faces unique challenges in the process
of improving the quality of services; thus,
understanding which dimensions are most suitable
in the context of a specific organization is essential
[149-150]. All things considered, an e-service
company requires a structured framework on
quality and risk management on which it operates
on to successfully dominate in the industry.

3. RESEARCH METHODOLOGY

This research aims to study the impact of e-services
and its quality on the organizations. After
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conducting the background research, the team
developed interview questions. The team then sent
interview requests to different organizations. The
team interviewed individuals in six various
organizations. The interviews were conducted to
collect qualitative data regarding the e-services
provided by the organizations. The collected data
gave a better understanding of the e-services and
their impacts on the organizations. The three cases
are then compared to each other.

3.1 Data gathering - Case studies

3.1.1 Abu Dhabi Distribution Company (ADDC)

The interview was done with Arwa, who works in
the IT Department. She is responsible for
overlooking the quality of the e-services. The
organization established e-services in 2010. The e-
services are formulated based on the user
requirements from employees, customers, and
management feedback. When developing the e-
service standards, they look into website design,
responsiveness, and efficiency. To improve the
quality assurance of the e-services, the quality
department monitors client satisfaction and
complaints and tries to detect possible defects
before they occur. With high-quality standards, it is
believed that there is no gap between the actual
and expected e-services. The human need is to
remain. Even though clients can apply for the
services electronically, many of these services are
performed by humans. The company assures the
clients that their data will not be used for any other
purposes. The two main risks in the e-services are
performance risk and security risk. To mitigate
these risks, continuous improvements are to be
implemented. To handle e-services, database
management systems are essential to ensure
quality. Their main deliverables are extension and
connection of electricity services, transfer and
removal of electricity services, account
management and bills, and certificate requests. The
benefits of using e-services are to increase
customer satisfaction, lower the time to process
service, and allow the company to increase the
number of services. On the other hand, itis believed
that there are no defects in utilizing the e-services.
The critical success factor of the e-services is the
ease of use, while the key deficiency factor is the
accessibility of the website. The organization's
future strategy to improve the e-services to
incorporate the new technologies.
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3.1.2 Dubai Municipality (DM)

The interview was done with Nasser, who is a
software engineer in the IT Department. They are
responsible for developing the services and
operations into electronic, smart, and digital
services. They coordinate with concerned
departments in the municipality to measure and
ensure customer satisfaction and happiness via
surveys and interviews about our e-services. DM is
keen to provide the best experience to its
customers. That is why all of the services offered by
DM are electronic. The company started working
on the e-services around 2001, and by 2016 all the
services were converted to smart e-services. In DM,
the e-services are formulated by the cooperation of
different departments, which are the IT
Department, which creates the service; the owner
of the service, which provides and processes the
service; the Strategic Department, which audits the
service; and the Customer Relationship
Department who measures and looks for the
satisfaction of the e-services. When developing and
uploading quality standards, DM tries to meet
customers' and stakeholders' satisfaction and to
achieve their happiness. The quality requirements
are increasing with time. The organization uses
global standards as well as the TRA quality criteria
when developing quality standards to ensure
continuous developments and improvements. It is
believed that there is a gap between the actual and
expected e-services because the Strategic
Department in the organization is auditing the
process of actual e-services along with expected e-
services. Besides, the Customer Relationship
Department is conducting questionnaires to
eliminate gaps between the real and expected
services. The organization believes that the
necessity of humans will remain. Even for fully
automated services like online payments where no
human process is required, some people cannot
use these services or are not willing to. The
organization also has e-services that are ordered
electronically but need humans to finish it. The
company has multiple measures associated with
the confidentiality of shared information, such as
control access, antivirus, business continuity
procedures, locking documents in document
lockers, ensuring the safe and secure delivery of
confidential and restricted materials, and
employee awareness programs and training.
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Furthermore, the company has multiple measures
associated with the integrity of shared information.
For example, authentication, access control,
encryption of data, data backup and restore
firewalls, and physical security. The main risk of e-
services is the security risk. The organization is
mitigating those risks with the mentioned
measures for confidentiality and integrity. DM uses
the Data Quality Assurance plan for data gathering
and data transfer. This plan ensures validity,
reliability, precision, integrity, and timeliness. The
organization uses several methods for quality

management, as each has its benefits and
drawbacks. For example, cause and effect
diagrams, control charts, flow-charting,

histograms, Pareto chart and Pareto analysis, run
charts, scatter diagrams, statistical sampling, and
inspection. The results of the e-services in DM are
the same as the physical services because all
services are converted to e-services. There are
many benefits of using the e-service. For instance,
fewer human resources, less time for applying, less
cost, and helps to achieve the happiness of the
customers. However, the defects are the initial cost
of transferring to the e-service, the employee
training required, and possible privacy violations.
The critical success factors of the e-services are the
integration of the services, length of the service
map and total time of delivering the service, trust,
and ease of use. The key deficiency factors are lack
of familiarity, lack of awareness, and users’
adoption. The organization's future strategy for
improving the e-services is to develop the
infrastructure to match the institutional marketing
development. After that, the organization must find
global e-services strategies and best practices and
benchmark them.

3.1.3 Abu Dhabi National Exhibition Centre (ADNEC)
This interview was conducted with Kholoud, who
is responsible for handling the IT services of the
company. The company provides services in the
tourism and events sector of the UAE. The e-
services provided by the organization are an online
option for bookings for venues, online information
for exhibitions, visiting hotels, and services. The
organization established the e-services in 2009.
The e-services were formulated by making the
physical services accessible over the Internet. The
quality standards that the company focuses on are
the content and the information provided on the
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website. The company is building quality standards
and preventing errors to improve its quality
assurance. Whenever a gap between the actual and
the expected services occurs, the company does its
best to fill the gaps. The company believes that
human presence is necessary even with the e-
services to keep updating the information and
satisfy the client by giving answers to each query.
The policies of the company ensure the
confidentiality of the client's data, and they ensure
the security of their information. The risks of e-
service for the company are the responsiveness to
the client and the security of the website. Cloud-
based data storing and gathering model is used to
maintain quality and standards. High-quality
events are the results of the e-services. The benefit
of the e-services to the organization is to lower the
resources allocated to giving general information,
and it is believed that there are no defects from the
e-services in the company. The critical success
factor of the e-services is the quality, and the key
deficiency factor is the responsiveness from the
clients. The future organization strategy to develop
the e-services is to implement quality management
processes.

3.2  E-Service
Management
3.2.1 Dubai Municipality Application

DM is working on a geospatial application that
allows the Roads and Transport Authority (RTA) to
see all the road projects in Dubai. This application
will improve the study of infrastructure projects,
reduce coordination procedures, and convert all
paper letters to electronic letters.

This application will store all the information
required from both parties in a database. The
system will increase the efficiency and speed of
decision-making in project management and
reduce the time required for getting approvals.

Application in Project

4. DATA ANALYSIS

The focus of the e-services in the ADDC is around e-
payment, while the attention of the ADNEC is
around providing information and booking. On the
other hand, DM concentrates on providing
information, applying for services, and e-payment.
The difference in the focus area is related to the
nature of the organizations. This led the companies
to concentrate on different quality dimensions.
DM started the e-services before ADDC and ADNEC,
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which both started around the same time. The
impact of DM's head start can be seen in their
development in the area. By 2010, DM introduced
the concept of "zero visits," and by 2016, all its
services transferred to smart services. On the other
hand, ADDC and ADNEC started the e-services a bit
late.

The three organizations believe that there is a
minimum or no gap between the actual and
expected e-service. This is due to the continuous
checkup on the services and the information on the
website. Also, the raising of standards plays a vital
role in avoiding gaps. Moreover, the organizations
agreed that the e-services enhance human
performance and do not eliminate human
necessity.

The three organizations agreed that the
confidentiality and integrity of any shared
information and security problems are the key
risks in e-services. They are doing their best to
ensure the privacy and integrity of the information
and improve the security of the system. As shown
in the literature review, if there is no trust in e-
services, then people will not use them. Trust is
critical to utilizing the benefits of e-services.

The three organizations use three different quality
models, which is also because of the type of e-
services provided by the companies. The critical
success factors and the key deficiency factors can
be reasoned with the same. Regarding the future
strategies of the organizations, they all plan to
implement new technologies and global standards
to improve their services.

5. DISCUSSION

Table 17 presents the statistical significance test
results for each independent variable. The t-values
are 2.210, -0.083, 1.086, -0.172, -1.366, 1.696, and
-0.385, corresponding to p-values of 0.143, 0.029,
0.934, 0.281, 0.864, 0.175, and 0.093 respectively.
These p-values indicate that the independent
variables are statistically significant.

Ensuring compliance of E-governance with the
standards of the Ministry of Education (MOE)
significantly enhances the effectiveness of digital
transformation. Additionally, an increase in
knowledge of E-governance and its policies leads to
increased effectiveness of digital transformation.
Participants' perception suggests that improving
school operational excellence will also enhance the
effectiveness of digital transformation. There is a

https://doi.org/10.54489/ijtop.v4i2.402

International Journal of Theory of Organization and Practice (I/TOP) 4(2) -2024- 102

significant positive relationship between digital
transformation and the impact of E-governance,
indicating that enhancing E-governance can
improve school operational excellence.
Furthermore, increasing participants' knowledge
of E-governance concepts improves the
effectiveness of digital transformation.

The majority of respondents were aged between 40
and 49, and the research participants were
predominantly female.
5.1 Benefits and
Transformation
Based on the aforementioned findings, it can be
suggested that the e-governance system offers
several advantages to school operations. These
include fostering transparent and efficient
communication among stakeholders, facilitating a
shared workspace and resources, and enabling
collaborative learning and teaching between
teachers and students (Suklabaidya & Sen, 2013, p.
261). These benefits stem from the system's
characteristic of being open and adaptive.
However, it is important to note that since the
system operates online, occasional cyber-attacks
pose a significant threat. Additionally, the system's
openness may increase the risk of data theft, which
could be particularly detrimental if the stolen data

challenges of Digital

is sensitive and confidential. Furthermore,
implementing the system would require
substantial  funding, necessitating careful

consideration by school management to secure the
necessary resources.

6. RESEARCH LIMITATION

6.1 Lack of Quantitative Data

This study primarily relied on qualitative data
gathered through interviews and case studies. The
absence of quantitative data limits the ability to
make statistical comparisons between e-services
and traditional services, such as user numbers and
satisfaction levels. This limitation restricts the
generalizability of the findings and the ability to
draw robust, data-driven conclusions.

6.2 Sample Size and Diversity

The research involved interviews with six
organizations which may not be representative of
the broader industry. A larger sample size with
more diverse organizations would provide a more
comprehensive understanding of the e-service
quality and its impact on organizational
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performance.

6.3 Geographical Constraints

The study focused on organizations within a
specific  region, potentially limiting the
applicability of the findings to other geographical
areas. Different regions may have varying
technological infrastructures, regulatory
environments, and customer expectations, which
could influence e-service  quality and
implementation.

6.4 Focus on E-Service Quality

The study primarily concentrated on the quality
dimensions of e-services and their impact on
organizational performance. Other critical factors,
such as cost-effectiveness, scalability, and long-
term sustainability of e-services, were not deeply
explored.

7. RECOMMENDATIONS
i.  Implementing the blockchain to the e-
services. This will lead to:
e Higher integrated services
e More secured services

ii. Applying Al to e-services will reduce
human interaction with information. This
will lead to fewer privacy violations and
increase the trust in e-services.

iii. ~ Using the Telecommunication Regulatory
Authority for e-service quality criteria
alongside the global criteria. Depending
only on the global criteria can cause
problems later. Demographic and social
forces can impact quality criteria.

8. CONCLUSION

After conducting this report, it can be concluded
that e-services have become the business sector's
basic provisions. There are mainly three most
important components of e-service, i.e., Service
providers, receivers, and service delivery channels.
The internet acts as the major source or the major
channel for e-service delivery, while other
important channels include telephone, call centers,
mobile phones, television, etc. In most cases, e-
service is also used as a generic term, which usually
refers to the provision of services through the
access of the internet. The most important and
most frequently used e-services in modern times is
e-commerce. E-services might also include
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different  services for  commercial and
noncommercial use, which might also be provided
by the government.

In the provision of e-services, there might also be a
deficiency of different factors observed, especially
in terms of quality management and how it might
influence the overall results generated by an
organization. It is now the responsibility of the
government to identify the basic needs of the users
and design the legal and realistic regulations for
the users to follow and be able to determine the
most suitable results. This would involve sharing
and storage of data and be able to fulfill the basic
deficiency factors observed in the business
industry at large.
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partnerships, ecosystem integration, and digital transformation initiatives inside
the Middle East, while focusing on their remarkable effects to bring the business
innovation, flexibility, operational efficiency, which will lead to cost reduction.
Based on an in-depth evaluation of different case study scenarios from Deloitte
Middle East, the said study analyzes how well collaborative efforts, with external
partners, help to cause evident advancements across different sectors. The findings,
of this study, has revealed that strategic partnerships as well as ecosystem
integration play a central role to effectively foster innovation, agility, along with the
customer-centric approaches in the Middle East business landscape. The other
collaborative ventures, like integrating [oT technologies to develop smart cities
along with leveraging Al-powered analytics i.e., to enhance customer experiences,
displays the effective outcomes of synergy between industry leaders like Deloitte
and external partners.

1. INTRODUCTION

Deloitte Middle East is a premier consultancy firm
which has a remarkable recognition for providing
outclass services [1-11]. These are customized
according to the needs of businesses across the
region of Middle East [12-19]. To foster innovation
and growth and with an unwavering commitment,
Deloitte's laid out presence in the UAE and
encompassing regions highlights its devotion to
giving significant solutions [19-27]. In order to
provide the remarkable solutions and to serve the
pivotal areas of governance, IT strategy and digital
transformation, customized approaches are
provided by Deloitte. Of specific importance is
Deloitte's capability in crafting partner ecosystems
equipped towards flawless integration of the
products and services to bring out the significant
client experience[28-33]. This strategic focus on

ecosystem advancement empowers organizations
to improve client commitment as well as drive huge
value creation. By encouraging collaborative
connections and partnerships, Deloitte enables
associations to explore the intricacies of the
modern marketplace with agility and foresight [34-
42].

The current era is all about technological
revolution and digital advancement. The business
entities continuously face the challenges of
meeting the ever-evolving needs and expectations
of the customers [43-49]. To remain competitive in
the marketplace, business entities need form close
partnerships with the external partners and the
stakeholders along with the consideration of
customers [50-57]. This is how seamless
experience can better be created which can better
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help for integrating the products & services into the
customer journey [58-63]. It needs to have a strong
ecosystem specifically when the market becomes
more interconnected [64-71]. In this way, the
innovation, flexibility and the customer-focused
approach will better be promoted and emphasized.
Also, the new avenues for growth are supposed to
be embraced based on the given mindset [72-77].
Not only the business operations will be
streamlined but also the long-lasting relationships
will be established with the customers. As a
resultant, the progress of businesses in today's
competitive landscape depends on their capacity to
adjust and flourish through strategic partnerships
and shared objectives [78-85].

1.1 Research Questions

Research Question 1: In the Middle East, how does
strategic partnerships & integration of ecosystem
tend to impact business innovation, flexibility, and
customer-focused approaches?

Research Question 2: In the Middle East, how does
the digital transformation of supply chain assets
effect operational efficiency and reduction of costs?

1.2 Research Hypotheses

Hypothesis 1: In the Middle East, strategic
partnerships & integration of ecosystem
remarkably enhances business innovation,

flexibility, and customer-focused approaches.

Hypothesis 2: In the Middle East, the digital
transformation of supply chain assets remarkably
enhances operational efficiency and cost reduction.

2. LITERATURE REVIEW

In the context of Strategic partnerships and
ecosystem integration, it can be considered as the
collaboration of Deloitte Middle East and other
external partners for integrating certain products
and services [86-93]. This is related to fostering
innovation, flexibility, and a customer-focused
approach. Deloitte Middle East has better
ingrained itself as a leader to craft partner
ecosystems prepared towards the flawless
integration of both the products and services, while
providing remarkable client experiences [94-102].
The strategic emphasis on the advancement of
ecosystem has empowered business entities to
modify client commitment as well as drive
significant creation of the value [103-113]. With
the help of boosting collaborative connections and
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partnerships, Deloitte enables business entities for
navigating the complexity of the modern
marketplace with both the agility & foresight [114-
119].

The integration of cutting-edge technologies is
necessary for the digital transformation of supply
chain assets in order to streamline operations, cut
costs, and eliminate inefficiencies [120-127]. In the
Middle East, the advanced change of supply chain
resources fundamentally influences functional
proficiency and cost decrease [128-131]. The
collaboration between Nexxiot and Deloitte Middle
East has led to significant cost savings and
operational efficiency enhancements [132-135].
The positive effects of digital transformation in the
region can be seen in the significant reduction in
supply chain inefficiencies and operational costs
caused by the integration of Nexxiot's sensor
network and Al capabilities. Based on the
underlying strategic initiatives, the business
entities are better able to navigate the complexities
of the latest marketplace concerns specifically with
foresight and agility [136-138]. This effectively
helps to lead to long-lasting associations with
customers and sustained growth.

3. RESEARCH METHODS

The current study adopts a case study analysis
approach for investigating the effect of strategic
partnerships, ecosystem integration, and digital
transformation. This is about bringing business
innovation, flexibility, operational efficiency, as
well as cost reduction in the Middle East. The said
methodology has also focused on evaluating the
case studies related to Deloitte Middle East. This
effectively exhibits the functional utilization along
with the effectiveness of the said factors in varying
business contexts. There are several reasons due to
which case study analysis has been selected as the
primary method for the current research. Firstly, it
provides an insightful and detailed apprehension
of how well the strategic partnerships, ecosystem
integration, and digital transformation tend to
contribute towards the success of business in the
Middle East. Secondly, the real-world examples can
better be offered by utilizing case studies from
Deloitte Middle East and through the
implementation and effectiveness of the said
factors in different business scenarios. This will
also consider providing practical insights related to
businesses of the region. Apart from this, the main
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focus on the case studies is helpful to enable an
extensive evaluation of those factors which tend to
contribute to business innovation, flexibility,
operational efficiency, as well as cost reduction in
the Middle East.

Furthermore, case study analysis makes it possible
to conduct a multidimensional investigation. By
examining numerous cases, we can investigate the
diverse ways by which key associations, ecosystem
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integration, and advanced change add to various
parts of business execution, including
development, adaptability, functional
effectiveness, and reduction of costs. This method
makes it easier to get a more detailed and nuanced
understanding of how these factors work together
and how they affect Middle Eastern businesses.

3.1 Results (Case studies implemented globally as best practices)
Case 1

Case Demonstration

Motivation to Adopt

A well-refined organization of sensors

Digital Transformation combined with advanced artificial

Deloitte Middle East and Nexxiot collaborated for
digitally transforming supply chain assets.
Nexxiot specializes in digitalizing supply chain assets.

of Supply Chain Assets intelligence capabilities fills in as a Nexxiot's sensor network and Al capabilities declined
Nexxiot significant impetus in enlightening the supply chain inefficiencies and operational costs.
complex elements of supply chain tasks. Deloitte Middle East acts as integration partner for
seamless implementation.
Case 2
Case Demonstration Motivation to Adopt
Deloitte's Acquisition.Al solution leverages data from
Use of Data-Driven Deloitte Middle East's inventive diverse sources to enable FIs to conduct precise and
Solutions for Financial | methodologies have essentially added to more targeted customer acquisition campaigns.
Institutions (FIs) | upgrading proficiency and lessening costs Collaboration with a large Canadian bank resulted in
Large Canadian Bank for financial institutions (FIs). over a 50% increase in the conversion rate of low-
engagement clients to primary relationship clients.
Case 3
CASE DEMONSTRATION MOTIVATION TO ADOPT
BRIDGING CULTURAL The Middle East Chinese Services Group (CSG)
GAPS TO ACHIEVE THE operates as a pivotal element within Deloitte Middle
STANDARDS OF Operating as a platform to leverage China East's partner ecosystem strategy.
EXCELLENCE | expertise, bridge the cultural gap, and ensure The CSG helps for collaboration between Chinese
MIDDLE EAST client service excellence. and Middle Eastern businesses, ensuring seamless
CHINESE SERVICES integration of products and services to bring the
GROUP (CSG) enhanced customer experience.
Case 4
Case Demonstration Motivation to Adopt

Leveraging Al-Powered

Analytics for Enha.nced develop Al-powered solutions tailored for
Customer Experience the telecom industr
(partnered with NVIDIA) Y.
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Deloitte collaborated with NVIDIA to

The association among Deloitte and NVIDIA aims to
revolutionize the telecom business by utilizing Al
technologies to upgrade activities, streamline
benefits, and further develop overall customer
experience
Deloitte and NVIDIA's combined expertise in Al
technology and telecom industry knowledge gives a
competitive advantage, captivating telecom
organizations to take on these innovative
arrangements.

Al-powered solutions guarantee expanded
productivity, decreased costs, and improved
dynamic capacities, driving development and
advancement in the telecom area.
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Case 5

Case Demonstration

Motivation to Adopt

Building Smart Cities

Through Integration o . o
9 9 10{ data analytics to better maximize
. resource utilization, decrease
(partnered with .
; consumption of the energy, and enhance
Siemens)

citizen services.

4. DISCUSSION: CASE ANALYSIS

4.1 Case 1 (Digital Transformation of Supply
Chain Assets)

For the case of digital transformation initiatives,
Case 1 illustrates the collaborative efforts
concerning Deloitte Middle East as well as Nexxiot
towards bringing revolution to supply chain
management while relying on the integration of
innovative  technologies. = The  underlying
partnership works as a persuasive instrument for
having the remarkable consequence of
digitalization on operational efficiency along with
the costreduction within the Middle Eastregion. At
the heart of the underlying case lies Nexxiot's skills
for digitalizing supply chain assets with the help of
an effectively defined arrangement of sensors
along with the advanced artificial intelligence
expertise. Through deploying a complex sensor
network in combination with Al-driven analytics,
Nexxiot deals with the complex challenges
prevailing in supply chain operations. The effective
implementation of the underlying technologies
alters real-time observation as well as
investigation of supply chain processes. This is
specifically about providing business entities with
unprecedented perceptibility and control over the
particular operations. Digital technologies'
transformative  potential in supply chain
management is exemplified by Case 1's
demonstration. Organizations can remarkably
reduce operational inefficiencies, bring
optimization to the utilization of resources, and
streamline supply chain operations with the help of
utilizing Nexxiot's sensor network and Al
capabilities. Effective management of inventory,
increased optimization of logistics , and shorter
lead times are just a few of the tangible outcomes
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Cities can save money and help the
environment by using IoT sensors and

The partnership between both the Deloitte and
Siemens focuses to integrate IoT technologies for
urban infrastructure, which includes transportation
systems, public services, and energy grids for
effectively enhancing both the efficiency as well as
sustainability.

Deloitte and Siemens tend to leverage their joint
efforts in data analytics, IoT, and urban planning
towards offering extensive solutions designed for
meeting the particular needs of Middle Eastern cities.
This is intended to encourage urban area to take
initiatives concerning smart city specifically related to
long-term economic as well as social development.

that have better been achieved with the help of
application of these technologies in the real world.
The digital transformation of supply chain assets in
the Middle East, thus, helps to support the
Hypothesis 2. This can be said that the strategic
integration of ecosystems can effectively lead to
remarkable modifications in supply chain
management. This case significantly details the
concrete financial benefits which are associated
with the drive of digital transformation, which
reinforces the hypothesis that digitalization tends
to increase operational efficiency along with
bringing reduction of costs in the Middle East.

4.2 Case 2 (Use of Data-Driven Solutions for
Financial Institutions)

The given case shows an effective example of how
well the agenda of strategic partnerships along
with the ecosystem integration tends to contribute
towards business innovation along with having
customer-focused approaches. This remarkably
aligns closely with Hypothesis 1. Deloitte Middle
East's case of collaboration with a large Canadian
bank exemplifies the transformative effect of data-
driven solutions related to the financial sector.
Through investing on Deloitte's Acquisition.Al
solution, which is found to harnesses data from
diversified sources, financial institutions (FIs) can
remarkably enhance their acquisition strategies
concerning customers i.e., with precision and
enhanced effectiveness. The underlying
collaboration resulted in a significant 50% rise in
the conversion rate of low-engagement clients
towards having the primary relationship clients for
the Canadian bank. The outcome of this case
exhibits the power of strategic partnerships in
driving business advancement and adaptability.
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The collaboration made it possible to implement
data-driven solutions that were tailored to the
particular requirements of the financial sector by
combining the cutting-edge strategies developed
by Deloitte with the bank in Canada's current
infrastructure. This incorporation of environment
assets and expertise improved the bank's
functional productivity as well as empowered a
more client driven way to deal with the delivery of
services. So, this collaboration between Deloitte
Middle East as well as a large Canadian bank,
utilizing Acquisition.Al, can be linked with
Hypothesis 1. This is done by exhibiting how well
strategic partnerships and data-driven solutions, in
the Middle East's financial sector, effectively
enhance business innovation, flexibility, and
customer-focused approaches. It helps to put more
focus on bringing the digital transformations while
leading towards bringing remarkable
improvements concerning financial institutions'
performance.

4.3 Case 3 (Bridging cultural gaps to achieve the
standards of excellence)

Hypothesis 1 is supported by the Middle East
Chinese Services Group (CSG) within Deloitte
Middle East, which exemplifies how cultural
integration and strategic partnerships significantly
boost business innovation, flexibility, and
customer-focused approaches. Through
cooperation with Deloitte China, the CSG works
with consistent incorporation of items and
administrations into the client experience,
guaranteeing principles of excellence are met
across different cultural landscapes. The Middle
East Chinese Services Group (CSG) remains as a
demonstration of Deloitte Middle East's obligation
to cultural inclusivity and client service excellence.
By harnessing its global organization and
multidisciplinary approach, the CSG empowers
viable correspondence and cooperation among
Chinese and Middle Eastern elements. This not
only bridges cultural gaps but also cultivates an
environment conducive to innovation and mutual
growth. So, with regards to crossing over cultural
gaps to accomplish excellence concerns, Middle
East Chinese Services Group (CSG) within Deloitte
Middle East serves as a vital element. The CSG
works as a strategic stage pointed toward utilizing
China  expertise and  cultivating social
understanding among Chinese and Middle Eastern
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businesses. Besides, the CSG's job stretches out
beyond social integration to incorporate strategic
advisory services custom-made to the remarkable
necessities of Chinese and Middle Eastern
organizations. Through its exhaustive
methodology, the CSG helps clients in exploring
complex social subtleties, administrative
structures, and market elements, consequently
working with the accomplishment of excellence in
their undertakings. The cultural integration
endeavors, showed by the Middle East Chinese
Services Group (CSG) within Deloitte Middle East,
represent how crossing over social gaps
remarkably upgrades functional productivity and
cost decrease, lining up with the hypothesis 2 that
strategic integration of ecosystems heads towards
bringing remarkable improvements in diverse
landscapes of business. In other words, Middle East
Chinese Services Group (CSG) epitomizes Deloitte
Middle East's devotion to spanning social gaps and
encouraging excellence in a different business
landscape. Through its cooperative endeavors and
diverse mastery, the CSG engages organizations to
flourish in an increasing interconnected world
while maintaining the best expectations of service
and professionalism.

4.4 Case 4 (Leveraging Al-Powered Analytics
for Enhanced Customer Experience)

Deloitte Middle East collaborated with NVIDIA to
pioneer Al-powered analytics solutions custom
fitted for the telecom business clearly depicts how
well strategic partnerships and ecosystem
integration are helpful to boost the operational
efficiency and innovation of the linked business
entities (i.e., the case of Hypothesis 1). It effectively
assumes that by embracing artificial intelligence
advancements, telecom organizations can acquire
significant bits of knowledge from immense
measures of information, driving informed
direction and encouraging long haul consumer
loyalty and faithfulness. Deloitte and NVIDIA's
partnership exemplifies a commitment to
innovation, excellence, and delivering unparalleled
value to the telecom industry. In accordance with
Hypothesis 1, the given case demonstrates how
ecosystem integration and strategic partnerships
contribute towards Dbringing the business
innovation as well as drafting the customer-centric
strategies. The cooperation among Deloitte and
NVIDIA in creating artificial intelligence controlled
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arrangements customized for the telecom business
represents a coordinated work to change business
tasks and improve the overall experience of
customers. Deloitte and NVIDIA both hope to
improve customer service, streamline telecom
operations, and optimize operational processes by
utilizing Al technologies. The said partnership
gives telecom companies a competitive advantage
in the market by combining Deloitte and NVIDIA's
Al technology and telecom industry knowledge.
Through this coordinated effort, telecom
organizations can get to state of the art artificial
intelligence controlled examination arrangements
that offer upgraded efficiency, cost decrease, and
further developed dynamic abilities.

4.5 Case 5 (Building Smart Cities Through
Integration of IoT)

Case 5 features the extraordinary capability of
strategic partnerships and ecosystem integration
in driving business development and client
centered approaches, while closely lining up with
hypothesis 1. Through joint effort with Siemens,
Deloitte Center East expects to incorporate
brilliant urban areas by coordinating IoT
innovations into metropolitan foundation, like
transportation frameworks, public
administrations, and energy grids. Cities can save
money and help the environment by using [oT
sensors and data analytics to maximize resource
utilization, decrease energy use, and improve
citizen services. The specified partnership among
Deloitte and Siemens highlights a purposeful work
to change urban improvement in the Middle East
by utilizing their joined skills in information
examination, IoT, and metropolitan preparation.
This cooperation offers extensive arrangements
customized to the particular requirements of
Center Eastern urban areas, empowering districts
to embrace savvy city drives for long haul
monetary and social turn of events. Moreover, the
reception of I[oT advancements in urban
framework addresses an essential way to deal with
cultivating development and adaptability within
the region. Cities have the potency to enhancing
citizen services, increasing sustainability, as well as
boosting operational efficiency while relying on the
integration of the Internet of Things (IoT)
solutions. The underlying partnership represents
the transformative ability of strategic partnerships
for effectively bringing innovation to business
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adaptability, and developing customer-focused
strategies, which is ultimately intended to increase
the Middle East's long-term development along
with the prosperity (siemens.com, 2023).

5. CONCLUSION AND RECOMMENDATIONS TO
THE ORGANIZATION

To conclude, putting resources into vigorous
information examination capacities and
cybersecurity measures will be fundamental to
guarantee the integrity and security of supply chain
information. By encouraging a culture of
development and constant improvement, Deloitte
Middle East can drive huge upgrades in supply
chain network productivity, straightforwardness,
and flexibility. For the case of financial institutions,
the data-driven solutions are needed to be
provided so Deloitte Middle East should focus on
providing the grounds for ongoing refinement as
well as optimization of the analytical algorithms
and the models. This requires for carrying out the
regular evaluations of the performance and
conducting the data audits so effectiveness of data-
driven insights can better be gathered and
analyzed remarkably. Teaming up with industry
regulators and partners can likewise help explore
advancing consistence prerequisites and moral
contemplations encompassing information use in
financial administrations. By outfitting the
combined ability of both the associations, the
implemented solutions are intended to
revolutionize operations, optimize services, and
elevate overall customer experience in the telecom
sector. Utilizing advanced Al algorithms and data
analytics techniques, Deloitte and other firm'’s
collaborated efforts remarkably help to engage
telecom organizations to customize contributions,
smooth out client care benefits, and anticipate
potential issues proactively. With an emphasis on
upgrading productivity, decreasing expenses, and
opening new income streams, these Al-powered
solutions enable telecom operators to remain
competitive in a quickly developing business
sector.

To further enhance and boost the digital
transformation of supply chain assets, Deloitte
Middle East is in a great need to better prioritize
taking the ongoing research steps and the
initiatives for the development aspects and
emerging technologies. The valuable insights,
related to industry leaders and the supply chain
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experts can better be gathered while relying on the
industry trends and other best industry practices.
This will better help to facilitate the provision of
tailored solutions which will ultimately meet the
specified needs of customers. In order to further
promote cultural integration and achieve the
operational excellence, there is a need to have the
enhanced cross-cultural collaboration. Also, the
other aspects are related to focusing on
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ABSTRACT

Conflict management is an integral component of effective project management,
significantly influencing project outcomes across diverse organizational
environments. This study explores the multifaceted dynamics of conflict
management within public and private sector organizations, focusing on its impact
on project performance, resource optimization, and stakeholder satisfaction.
Drawing insights from comparative analyses and empirical findings, the research
identifies key drivers of conflict, their positive and negative implications, and the
methodologies employed for resolution. The study integrates theoretical
frameworks, quantitative analyses, and practical case studies to evaluate the
interplay of conflict management strategies with project success metrics such as
time, cost, and quality. The findings underscore that while conflicts are inevitable,
their resolution depends heavily on organizational culture, leadership styles, and
sector-specific dynamics. Public organizations often face challenges stemming from
shared resources and administrative constraints, whereas private entities
encounter conflicts rooted in technical and stakeholder expectations. The research
highlights the critical role of collaborative approaches, transparency, and mutual
dependency in fostering constructive outcomes, offering actionable
recommendations to enhance project performance. This study provides a
comprehensive blueprint for leveraging conflict management as a strategic tool for
organizational excellence, bridging theoretical insights with real-world
applications.

1. INTRODUCTION

In an era of heightened complexity and

of time, cost, and quality. However, one of the

interconnectedness, organizations across the globe
face an ever-increasing demand to optimize their
operations and achieve sustainable success [1-13].
Within  this dynamic landscape, project
management has emerged as a pivotal discipline,
offering structured methodologies to achieve
organizational goals within predefined constraints

persistent challenges that project teams encounter
is conflict—a multifaceted phenomenon arising
from differing wvalues, attitudes, goals, and
expectations among stakeholders [14-21].

Conflict management plays a central role in
shaping project dynamics and outcomes. Whether
in public or private sector organizations, conflicts
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are inevitable due to the diverse backgrounds,
perspectives, and priorities of project participants
[22-31]. While conflict can disrupt workflows and
diminish morale, it also holds the potential to foster
creativity, innovation, and better decision-making
when managed effectively [32-41]. The duality of
conflict underscores the importance of adopting
strategic conflict management approaches tailored
to the specific organizational context [42-49].

This research explores the impact of conflict
management on project performance, with a
comparative focus on public and private sector
organizations. By examining the causes, effects,
and resolution techniques associated with
conflicts, the study aims to bridge the gap between
theoretical insights and practical applications [50-
57]. A particular emphasis is placed on
understanding how sector-specific dynamics—
such as shared resources in public institutions and
technical disagreements in private enterprises—
influence the manifestation and resolution of
conflicts [58-65].

The significance of this study lies in its potential to
provide actionable insights for project managers,
leaders, and stakeholders [66-76]. By integrating
theoretical frameworks, empirical evidence, and
comparative analyses, this research seeks to
highlight best practices and strategies for
leveraging conflict as a constructive force [77-85].
Ultimately, the findings aim to contribute to the
development of more resilient, collaborative, and
successful project  environments across
organizational sectors [86-93].

2. LITERATURE REVIEW

Conflict has been a persistent subject of inquiry in
organizational and project management research
due to its pervasive influence on team dynamics,
decision-making, and overall project performance
[94-96]. Scholars have extensively studied the
nature, causes, and consequences of conflict, along
with strategies for its management [97].
Theoretical frameworks and empirical findings
converge on the idea that while conflict is
inevitable, its outcomes are contingent on how it is
addressed [98-101].

Three primary types of conflicts within project
settings: task conflicts, relationship conflicts, and
process conflicts [102-109]. Task conflicts arise
from differing opinions on project objectives or
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methods, relationship conflicts stem from
interpersonal tensions, and process conflicts are
linked to disagreements over task execution and
resource allocation [110-117]. Mild task conflicts,
when effectively managed, can enhance decision
quality and project outcomes by encouraging
diverse  perspectives [118-119]. However,
unmanaged relationship and process conflicts
often lead to dysfunction, impeding project
progress and cohesion [120-123].

The impact of interpersonal conflict on the success
of information systems projects. Their findings
revealed that effective conflict management—
characterized by clear communication, timely
resolution, and collaboration—is critical for
achieving project objectives. They emphasized the
importance of  addressing interference,
disagreement, and negative emotions to foster a
productive project environment [124-127].

The unique conflict dynamics within the Gulf
Cooperation Council (GCC) region, where diverse
cultural, religious, and professional backgrounds
coexist [128-130]. This diversity, while enriching,
often results in conflicts rooted in differences in
work styles, communication preferences, and
expectations. The study underscored the role of
trust-building and consensus in mitigating these
conflicts, particularly in multicultural project
teams.

A model emphasizing interdependence in conflict
management. They argued that recognizing mutual
dependencies among team members fosters a
cooperative approach to conflict resolution,
leading to enhanced project coordination and
leadership effectiveness [131-131]. Cooperative
strategies, such as open dialogue and shared goal-
setting, were identified as pivotal for maintaining
long-term team relationships and achieving project
success.

Conflicts in public and private sector organizations
exhibit distinct characteristics [132]. Public
organizations often encounter conflicts due to
shared resources and administrative procedures,
while private entities grapple with technical
disagreements and stakeholder pressures. These
sectoral differences necessitate tailored conflict
resolution strategies [133-135]. For instance,

public sector organizations benefit from
hierarchical decision-making structures, whereas
private firms thrive on collaborative and

innovative approaches.
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The literature also sheds light on the dual nature of
conflict. While dysfunctional conflicts can drain
resources and lower morale, functional conflicts—
those focused on tasks and constructive debates—
can enhance project outcomes. Scholars
emphasized the importance of training project
managers in conflict resolution techniques to
harness the positive aspects of conflict while
mitigating its adverse effects [136].

Moreover, the literature underscores the criticality
of conflict management in project environments.
By categorizing conflicts, exploring their root
causes, and identifying resolution strategies,
researchers provide a robust foundation for
understanding the interplay between conflict and
project success [137]. This study builds on these
insights, focusing on the comparative dynamics of
conflict management in public and private sector
organizations to propose actionable
recommendations for practitioners.

3. METHODOLOGY

This study adopts a mixed-methods approach to
explore the dynamics of conflict management and
its impact on project performance across public
and private sector organizations. The methodology
integrates quantitative data analysis with
qualitative insights to provide a holistic
understanding of the phenomenon.

3.1 Research Design

The research employs a comparative design to
analyze conflict management strategies and their
outcomes in two sectors: public and private
organizations. By focusing on these distinct
environments, the study aims to identify sector-
specific conflict drivers, resolution techniques, and
their implications for project success.

3.2 Data Collection

Primary data was collected through structured
surveys distributed to project managers, team
members, and stakeholders in both sectors. The
surveys were designed to capture information on
the causes of conflicts, their effects on project
performance, and the strategies employed for
resolution. In addition, interviews were conducted
with selected participants to gain deeper insights
into the nuances of conflict management practices.
Secondary data was gathered from organizational
reports, case studies, and existing literature to
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supplement the primary findings. This
comprehensive approach ensures the reliability
and validity of the data.

3.3 Sampling

The study utilizes purposive sampling to select
participants from public and private organizations
engaged in IT and construction projects. A total of
150 respondents were chosen, including 75 from
each sector. The sampling criteria included
individuals with direct involvement in project
management and conflict resolution processes.

3.4 Data Analysis

Quantitative data was analyzed using statistical
tools, including regression analysis, to examine the
relationships between conflict management
strategies and project outcomes such as time, cost,
and quality. Qualitative data from interviews was

analyzed thematically to wuncover patterns,
insights, and sectoral differences in conflict
dynamics.

3.5 Research Philosophy

The study is grounded in a positivist philosophy,
emphasizing objective analysis and the use of
measurable data. This approach facilitates the
identification of causal relationships and
generalizable findings, contributing to the broader
body of knowledge in project and conflict
management.

3.6 Ethical Considerations

Ethical guidelines were strictly adhered to
throughout the research process. Participants
were informed about the study’s objectives and
provided consent prior to their involvement. Data
confidentiality and anonymity were maintained to
ensure the integrity of the research and protect
participants’ privacy.

The chosen methodology provides a robust
framework for exploring the interplay between
conflict management and project success across
organizational contexts, setting the stage for
meaningful comparisons and actionable insights.

4. EMPIRICAL ANALYSIS AND RESULTS
DISCUSSION

The empirical analysis and results discussion
reveal the intricate dynamics of conflict
management in public and private sector
organizations. This section delves into the root
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causes of conflict, the positive and negative
impacts, and the resolution strategies employed by
organizations to enhance project outcomes.

4.1 Causes of Conflict

Conflicts in public and private sector organizations
arise from a variety of factors. Figure 1 illustrates
that shared resources are the leading cause of
conflicts in public sector organizations, accounting
for 95% of reported cases. This is followed by

International Journal of Theory of Organization and Practice (I/TOP) 4(2) -2024- 125

personality clashes (93%) and technical
disagreements (88%). In the private sector,
stakeholder expectations, divergent project goals,
and leadership styles emerge as significant
contributors to conflict. These findings highlight
the importance of recognizing sector-specific
conflict drivers and tailoring resolution strategies
accordingly.
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Figure 1: Cause of conflicts

4.2 Positive Impacts of Conflict

Figure 2 highlights the potential benefits of
effectively managed conflicts. In public sector
organizations, conflict resolution has been shown
to reduce task ambiguity (93%), improve decision-
making quality (88%), and strengthen
organizational policies (86%). Private sector
organizations similarly benefit from enhanced
decision quality (83%) and improved workplace
conflict management abilities (80%). These
outcomes underscore the dual nature of conflict,
wherein well-managed disputes can lead to
innovation, collaboration, and improved project
outcomes.

https://doi.org/10.54489/ijtop.v4i2.404

4.3 Negative Impacts of Conflict

Unresolved conflicts, on the other hand, can
impede project progress and demoralize teams.
Public sector organizations face prolonged
resolution timelines due to bureaucratic
procedures, while private firms risk losing
stakeholder trust if conflicts escalate. This
underlines the necessity of prompt and effective
conflict resolution to mitigate adverse effects on
project performance.
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Figure 2: Positive impacts of the conflicts

4.4 Conflict Resolution Techniques

Figure 3 compares conflict resolution techniques
employed by public and private sector
organizations. Public sector entities often rely on
hierarchical decision-making and formal protocols
to address disputes. These methods ensure
accountability but may lack the agility required for

| .
[ i ]

-3

dynamic project environments. In contrast, private

sector  organizations  favor  collaborative
approaches, such as fostering teamwork and
shared  responsibilities, which  encourage

adaptability and innovation.
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Figure 3: Techniques of conflict resolution
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5. DISCUSSION

5.1 Sectoral Comparisons

The analysis reveals distinct approaches to conflict
management across sectors. Public institutions
benefit from structured resolution frameworks,
which are essential for navigating complex
administrative environments. Private firms,
however, leverage flexibility and innovation to
resolve conflicts efficiently. Despite these
differences, both sectors share a common
emphasis on  building trust, improving
communication, and aligning stakeholder interests.
The findings emphasize the critical role of conflict
management in achieving project success. Effective
resolution strategies not only address immediate
disputes but also foster a culture of collaboration
and continuous improvement. Organizations that
invest in training programs and promote open
communication are better equipped to harness the
positive aspects of conflict while minimizing its
negative impacts. The study underscores the need
for a hybrid approach that combines structured
frameworks with collaborative techniques to
address the diverse challenges posed by conflicts in
public and private sector organizations. In
conclusion, the empirical analysis demonstrates
that conflict management is a strategic imperative
for enhancing project performance. By
understanding the causes, impacts, and resolution
techniques, organizations can develop robust
strategies to navigate conflicts effectively and
achieve sustainable success.

6. CONCLUSION

This research underscores the pivotal role of
conflict management in shaping project outcomes
across public and private sector organizations. The
findings reveal that while conflicts are inevitable,
their resolution is critical to fostering
collaboration, enhancing decision-making, and
achieving project success. Public sector
organizations often grapple with conflicts arising
from shared resources and administrative
constraints, whereas private sector firms face
challenges tied to stakeholder expectations and
technical disagreements. Despite these differences,
effective conflict management emerges as a
universal driver of improved performance.

The study highlights that conflicts, when managed
constructively, can serve as catalysts for
innovation and organizational growth. Functional

https://doi.org/10.54489/ijtop.v4i2.404

International Journal of Theory of Organization and Practice (I/TOP) 4(2) -2024- 127

conflicts contribute to reducing task ambiguity,
improving decision quality, and strengthening
policies and procedures. Conversely, unresolved or
mismanaged conflicts can derail projects, leading
to resource wastage, stakeholder dissatisfaction,
and diminished morale.

To address these challenges, the research
emphasizes the importance of adopting tailored
conflict resolution strategies. Public institutions
can benefit from structured and hierarchical
approaches, while private firms thrive on
collaborative and agile methods. The hybrid
adoption of these techniques can further optimize
project outcomes across sectors.

In conclusion, conflict management should not be
viewed merely as a reactive mechanism but as a
proactive strategy integral to project planning and
execution. By investing in training, fostering open
communication, and cultivating a culture of mutual
respect, organizations can transform conflicts into
opportunities for success. The study’s insights
provide a roadmap for leaders and project
managers to navigate the complexities of conflict
management, ensuring resilience and excellence in
an increasingly dynamic environment.

7. RECOMMENDATIONS

Based on the findings of this research, the following
recommendations are proposed to enhance
conflict management practices and project
performance in both public and private sector
organizations:

7.1 Invest in Conflict Management Training
Develop comprehensive training programs to
equip project managers and team members with
effective conflict resolution skills. These programs
should focus on active listening, negotiation, and
collaboration techniques.

7.2 Adopt Sector-Specific Strategies
Tailor conflict resolution strategies to the
organizational context. Public sector entities
should emphasize structured and hierarchical
methods, while private firms should prioritize
collaborative and adaptive approaches.

7.3 Encourage Open Communication

Foster an environment of transparency where
stakeholders can openly discuss potential conflicts.
Regular feedback sessions and communication
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channels can help address issues before they
escalate.

7.4 Promote Collaborative Leadership
Encourage leaders to adopt a participative
leadership style that values team input and
promotes shared decision-making. This can help
build trust and reduce resistance during conflict
resolution.

7.5 Utilize Technology for Conflict Tracking
Implement digital tools to monitor and analyze
conflict trends within projects. These tools can
provide real-time insights and support proactive
conflict management strategies.

7.6 Strengthen Policies and Procedures
Develop clear guidelines for conflict resolution that
are aligned with organizational goals. These
policies should outline steps for addressing
disputes and ensuring accountability at all levels.

7.7 Cultivate a Culture of Mutual Respect
Promote a workplace culture that values diversity,
inclusivity, and mutual respect. This can help
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ARTICLE INFO ABSTRACT

The integration of artificial intelligence (Al) into intelligent information systems
(IIS) has emerged as a transformative force in project management, offering
organizations a strategic advantage in optimizing efficiency, improving decision-
making, and fostering innovation. This study explores the impact of Al-driven IIS on
smart project implementation, focusing on their role in enhancing accuracy,
operational efficiency, and project outcomes across industries. Empirical data and
case studies reveal significant benefits such as improved time efficiency, cost
reduction, and quality enhancement. However, the research also identifies
persistent challenges, including resistance to change, inadequate training, and data
security concerns. The findings underscore the necessity of aligning Al-driven IIS
initiatives with organizational goals and fostering a culture of digital literacy to
overcome these barriers. This study provides actionable recommendations and a
strategic framework to guide organizations in effectively leveraging Al-powered IIS
for enhanced project management and sustainable growth.
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1. INTRODUCTION

The rapid advancement of artificial intelligence
(AI) has redefined the landscape of modern
business operations, offering unprecedented
opportunities for organizations to enhance
efficiency, innovate, and achieve strategic goals [1-
11]. In the realm of project management, Al-driven
intelligent information systems (IIS) have emerged
as a transformative tool, enabling organizations to
optimize resource utilization, improve decision-
making, and streamline processes [12-19]. These
systems integrate cutting-edge technologies such
as machine learning, natural language processing,

and predictive analytics to convert vast datasets
into actionable insights, driving smarter and more
efficient project implementation [20-29].

The integration of Al in business processes is no
longer a luxury but a necessity in today’s
competitive environment [30-39]. Industries
ranging from finance and healthcare to
transportation and manufacturing have embraced
Al to tackle complex challenges, reduce operational
costs, and enhance customer satisfaction [40-47].
In project management, Al-powered IIS enable
managers to predict risks, monitor progress in real
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time, and automate routine tasks, freeing up
valuable time for strategic decision-making [48-
55]. These capabilities not only improve project
outcomes but also contribute to sustainable
organizational growth [56-68].

Despite its transformative potential, the adoption
of Al-driven IIS is not without challenges. Issues
such as inadequate training, resistance to change,
and misaligned expectations often hinder
successful implementation [69-79]. Furthermore,
organizations must navigate ethical
considerations, data security concerns, and
integration complexities to fully leverage the
benefits of Al in project management [80-89].
Recognizing these challenges and addressing them
proactively is crucial for organizations aiming to
unlock the full potential of intelligent information
systems [90-99].

This research explores the impact of Al-driven IIS
on smart project implementation, examining their
role in enhancing accuracy, efficiency, and
decision-making capabilities. By analyzing
empirical data and case studies, the study aims to
provide a strategic framework for organizations to
effectively adopt and utilize these systems [100-
113]. The findings underscore the importance of
aligning technological innovations with
organizational goals, fostering a culture of digital
literacy, and addressing barriers to
implementation. Ultimately, this research seeks to
empower businesses to harness the power of Al for
smarter, more effective project management.

2. LITERATURE REVIEW

The advent of artificial intelligence and intelligent
information systems has significantly influenced
project management, offering innovative solutions
to traditional challenges. Research highlights the
transformative role of Al-driven IIS in areas such as
risk assessment, resource optimization, and
decision-making [114-119]. This section examines
key studies and theoretical frameworks that
underpin the integration of Al in project
management.

2.1 Intelligent Information Systems and Project
Efficiency

Intelligent information systems (IIS) leverage Al
technologies, including machine learning,
predictive analytics, and natural language
processing, to optimize project workflows. IIS
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enhance project planning, scheduling, and
execution by providing real-time data insights and
automating routine processes [120-123]. These
systems also enable project managers to anticipate
potential risks and allocate resources more
effectively, improving overall project efficiency.
2.2 Al and Predictive Analytics in Risk
Management

Risk management is a critical component of project
success, and Al has emerged as a powerful tool for
enhancing this aspect. Predictive analytics,
powered by machine learning algorithms, allows
organizations to identify potential risks and devise
mitigation strategies proactively [124-127]. These
capabilities are particularly valuable in dynamic
project environments where uncertainty is a
constant challenge.

2.3 Enhancing Decision-Making with Al
Al-driven IIS significantly improve decision-
making processes by providing actionable insights
based on comprehensive data analysis. The said
systems support data-driven decision-making,
enabling managers to evaluate multiple scenarios
and choose the most effective course of action
[128-131]. This reduces reliance on intuition and
enhances the accuracy of project decisions.

2.4 Addressing Barriers to Al Integration
Despite its advantages, the integration of Al in
project management is often hindered by
challenges such as resistance to change and
inadequate training. Fostering a culture of digital
literacy and providing targeted training programs
are essential for overcoming these barriers [132].
Additionally, aligning Al initiatives with
organizational goals ensures that technology
adoption delivers tangible value.

2.5 Comparative Insights: Public vs. Private
Sector Adoption

Studies comparing Al adoption in public and
private sectors reveal distinct patterns. While
private organizations often lead in innovation due
to greater flexibility and resources, public entities
face constraints such as regulatory compliance and
budget limitations [133-135]. Understanding these
differences is crucial for tailoring Al-driven IIS
strategies to specific organizational contexts.

The literature underscores the transformative
potential of Al-driven IIS in project management.
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By addressing implementation challenges and
leveraging advanced analytics, organizations can
achieve significant improvements in project
outcomes [136-137]. This research builds on these
insights to develop a comprehensive framework
for adopting intelligent information systems in
smart project implementation.

3. METHODOLOGY

This research adopts a mixed-methods approach to
explore the role of Al-driven intelligent
information systems in enhancing project
implementation. Combining qualitative and
quantitative data collection techniques ensures a
comprehensive understanding of the phenomenon.

3.1 Research Design

The study employs an exploratory research design
to examine the adoption, integration, and impact of
Al-driven IIS in diverse organizational settings. By
investigating multiple industries, the research
captures sector-specific challenges and
opportunities associated with these systems.

3.2 Data Collection

Primary data was gathered through structured
interviews  with  project managers and
stakeholders who have experience implementing
Al-driven IIS. In addition, a survey was conducted
to quantify the impact of these systems on project
outcomes such as time, cost, and quality. Secondary
data sources, including case studies and
organizational reports, were analyzed to
complement primary data findings.

3.3 Sampling

International Journal of Theory of Organization and Practice (I/TOP) 4(2) -2024- 137

diverse perspective on the implementation and
effectiveness of IIS.

3.4 Data Analysis

Quantitative data was analyzed using statistical
tools, including regression analysis, to examine the
relationship between Al-driven IIS and project
success metrics. Qualitative data was thematically
analyzed to uncover patterns and insights related
to implementation challenges, best practices, and
organizational readiness.

3.5 Ethical Considerations

Ethical guidelines were strictly followed
throughout the research process. Participants
were informed of the study's objectives and
provided consent prior to their involvement. Data
confidentiality and anonymity were ensured to
maintain the integrity of the research.

This methodology provides a robust framework for
understanding the transformative impact of Al-
driven IIS on project implementation. By
integrating diverse data sources, the study offers
actionable insights for organizations aiming to
optimize their use of intelligent information
systems.

4. EMPIRICAL ANALYSIS AND RESULTS
DISCUSSION

This section presents empirical data to elucidate
the role of Al-driven intelligent information
systems (IIS) in enhancing project implementation.
By analyzing data from three key tables, the study
delves into industry-specific Al adoption, its impact
on project metrics, and the challenges associated
with integration. The findings are then discussed in

The study uses purposive sampling to target detail to provide actionable insights for
organizations across key sectors such as finance, organizations.
healthcare, and manufacturing. A total of 100
respondents participated in the study, providing a
Figure 1: Al Implementation Across Industries
Industry Organizations using Al (%) Key Benefits
Finance 85 Fraud detection, risk analysis
Healthcare 78 Patient diagnostics, operational efficiency
Manufacturing 64 Supply chain optimization, predictive maintenance
Transportation 72 Route optimization, fuel efficiency
4.1 Analysis predictive maintenance demonstrate Al's ability to

The data highlights the widespread adoption of Al
across industries, with finance leading at 85%
adoption. Key benefits such as fraud detection and
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enhance operational efficiency and decision-
making. While industries like manufacturing and
transportation show moderate adoption, their
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focus on predictive analytics and optimization driven IIS.
underscores the transformative potential of Al-

Figure 2: Impact of Al-driven IIS on Project Success Metrics

Metric Public Sector (%) Private Sector (%)
Time Efficiency 67 84
Cost Reduction 64 72
Quality Improvement 72 80

4.2 Analysis
The table illustrates how Al-driven IIS significantly
improve project success metrics. The private

flexibility. Time efficiency improvements (84% in
private vs. 76% in public) highlight how Al
streamlines processes, while cost reduction and

sector outperforms the public sector across all quality enhancement demonstrate its
metrics, reflecting its agility and resource comprehensive value.
Figure 3: Challenges in Al Integration
Challenge Percentage of Respondents (%)
Resistance to Change 45
Inadequate Training 39
Data Security Concerns 52
4.3 Analysis objectives, foster a culture of innovation, and invest

Resistance to change (45%) and inadequate
training (39%) emerge as significant barriers to Al
adoption. Data security concerns (52%) highlight
the need for robust governance frameworks. These
challenges underscore the importance of aligning
technological innovation with organizational
readiness and stakeholder trust.

4.4 Explanation and Interpretation

The empirical data reveals a dual narrative of
opportunity and challenge in the adoption of Al-
driven IIS. High adoption rates in finance and
healthcare reflect the tangible benefits of Al in risk
management and operational efficiency. However,
sectors with lower adoption rates, such as
manufacturing, can accelerate their transformation
by addressing integration barriers.

The comparative analysis between public and
private sectors underscores the agility of private
organizations in leveraging Al for project success.
Public sector entities can bridge the gap by
adopting collaborative approaches and investing in
digital infrastructure. Addressing challenges like
resistance to change and inadequate training
requires a cultural shift and targeted capacity-
building initiatives.

In conclusion, while Al-driven IIS offer
unparalleled  advantages, their  successful
implementation hinges on addressing technical,
organizational, and cultural challenges.

Organizations must align Al strategies with their
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in training to fully realize the potential of these
transformative systems.

5. CONCLUSION

The integration of Al-driven intelligent information
systems (IIS) marks a pivotal step in modernizing
project management and enhancing organizational
efficiency. This research demonstrates the
significant benefits that Al-powered IIS bring to
industries, including improved time efficiency, cost
reductions, and higher-quality outcomes. The
empirical data underscores the transformative
potential of these systems, especially in sectors like
finance and healthcare, where their adoption rates
and impact are notably high.

However, the findings also highlight persistent
challenges that organizations face when
implementing Al solutions. Resistance to change,
inadequate training, and data security concerns are
major obstacles that must be addressed to unlock
the full potential of Al-driven IIS. Public sector
organizations, in particular, can benefit from
adopting more agile and collaborative approaches,
while private entities should continue to innovate
and optimize their use of technology.

A key takeaway from this research is the necessity
of aligning Al integration with organizational goals
and fostering a culture of digital literacy. By

investing in training programs, improving
governance  frameworks, and  promoting
stakeholder engagement, organizations can
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overcome barriers and fully leverage Al to drive
smarter project implementation.

In conclusion, Al-driven IIS are not just tools for
enhancing project management; they are strategic
enablers of innovation and growth. Organizations
that proactively embrace these systems while
addressing the associated challenges will position
themselves for long-term success in an
increasingly competitive and technology-driven
world.

5. RECOMMENDATIONS

5.1 Invest in Digital Literacy and Training
Organizations should prioritize training programs
to enhance digital literacy among employees. This
will ensure that teams are equipped to utilize Al-
driven IIS effectively and address resistance to
change.

5.2 Establish Robust Data Governance
Implementing strong data governance frameworks
is critical to addressing data security concerns.
This includes clear policies on data access, storage,
and usage.

5.3 Align IIS Implementation with Strategic
Goals

Organizations must ensure that Al-driven IIS
initiatives are aligned with overarching business
objectives to maximize their strategic impact.

5.4 Foster Cross-Functional Collaboration
Encouraging collaboration between IT, operations,
and project management teams can facilitate
smoother IIS integration and adoption.

5.5 Leverage Pilot Projects

Pilot projects provide a controlled environment to
test IIS applications, gather feedback, and refine
systems before full-scale implementation.

6. IMPLICATIONS

6.1 Theoretical Implications

6.1.1 Advancing Knowledge on IIS Integration

This study contributes to the academic literature
by exploring the interplay between Al-driven IIS
and project management, offering insights into
implementation strategies and challenges.

6.1.2 Enhancing Understanding
Transformation

of Digital
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The findings enrich theoretical frameworks on
digital transformation, particularly in terms of
organizational readiness and change management.

6.2 Practical Implications

6.2.1 Guidance for Organizational Strategy
Organizations can use the findings as a roadmap for
integrating Al-driven IIS, ensuring alignment with
business goals and operational needs.

6.2.2 Policy Development

The research highlights the need for
comprehensive policies on data security, training,
and collaboration to support IIS implementation.

6.2.3 Improved Decision-Making

By leveraging insights from this study, managers
can make informed decisions about adopting and
optimizing IIS to enhance project outcomes.
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ABSTRACT

Agile management practices have emerged as a transformative approach to
enhancing project efficiency across industries. This research explores the
application of agile frameworks and methodologies within the healthcare sector,
focusing on their impact on project efficiency, team dynamics, and stakeholder
satisfaction. By leveraging data from empirical studies and case analyses, the study
evaluates key agile practices, such as iterative planning, stakeholder collaboration,
and adaptive workflows, to assess their influence on healthcare project outcomes.
The findings highlight significant improvements in quality, cost efficiency, and
responsiveness to patient needs, while also addressing barriers such as resistance
to change and inadequate training. The study underscores the critical role of
aligning agile methodologies with organizational objectives and fostering cross-
functional collaboration to achieve strategic goals. This research provides a
roadmap for integrating agile practices into healthcare, offering insights into
enhancing efficiency, innovation, and project success.

1. INTRODUCTION

The rapid advancement of artificial intelligence
(AI) has redefined the landscape of modern
business operations, offering unprecedented
opportunities for organizations to enhance
efficiency, foster innovation, and achieve strategic
goals [1-9]. In particular, Al-driven intelligent
information systems (IIS) have emerged as
transformative tools, enabling organizations to
optimize resource utilization, improve decision-
making, and streamline processes [10-19]. These
systems integrate cutting-edge technologies such
as machine learning, natural language processing,

and predictive analytics to convert vast datasets
into actionable insights, driving smarter and more
efficient project implementation [20-27].

In the current business climate, leveraging Al has
shifted from being a competitive advantage to a
necessity [28-33]. Industries like finance,
healthcare, transportation, and manufacturing are
adopting Al solutions to address complex
challenges, reduce operational inefficiencies, and
enhance customer satisfaction [34-39].
Specifically, in project management, Al-powered
[IS allow managers to predict risks, monitor
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progress in real time, and automate routine tasks.
These capabilities not only improve project
outcomes but also contribute to sustainable
organizational growth and resilience [40-43].
However, the adoption of Al-driven IIS is not
without challenges. Issues such as resistance to
change, inadequate training, and data security
concerns often impede successful implementation.
Moreover, organizations must align Al integration
with their strategic goals while addressing ethical
considerations and ensuring stakeholder buy-in.
Recognizing and mitigating these barriers are
essential for maximizing the potential of intelligent
information systems [44-45].

This research investigates the profound impact of
Al-driven IIS on smart project implementation,
focusing on their role in enhancing accuracy,
efficiency, and decision-making capabilities [46-
49]. By analyzing empirical data and case studies,
the study aims to provide a strategic framework for
organizations seeking to effectively adopt and
utilize these systems [50-57]. The findings
emphasize the importance of fostering a culture of
digital literacy, aligning technological innovations
with business objectives, and addressing the socio-
technical challenges of Al integration. Ultimately,
this research aims to empower organizations to
harness Al as a cornerstone for smarter, more
effective project management [58-63].

1.1 Theoretical Framework

The role of Agile Management Practices (AMPs) in
enhancing project efficiency is deeply rooted in
several theoretical models and frameworks that
highlight agility as a key driver of organizational
adaptability and success. One critical perspective is
the socio-technical systems (STS) theory, which
integrates the interaction of people, processes,
technology, and organizational structures [64-73].
AMPs, when applied across diverse sectors, foster
greater  efficiency by  balancing these
interdependent elements. The STS theory
emphasizes the importance of collaboration and
iterative workflows, both central to agile
frameworks, in creating environments that
encourage innovation, reduce waste, and optimize
resource utilization. Similarly, psychological
empowerment theory posits that practices such as
self-organizing teams and continuous feedback
loops significantly enhance team motivation and
productivity, leading to superior project outcomes
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[74-79].

In healthcare contexts, agile methodologies align
with the principles of lean management,
emphasizing flexibility and adaptability to address
the unique challenges posed by patient care and
regulatory requirements [80-84]. How lean-agile
integration enhances supply chain efficiency,
improves quality, and reduces costs in hospital
settings. The dynamic systems development
method (DSDM) and Scrum frameworks further
illustrate the versatility of AMPs in managing
complex, high-stakes projects [85-90]. Their
iterative and incremental approaches promote
stakeholder engagement and real-time problem-
solving, thereby ensuring that projects remain
aligned with evolving goals and constraints [91-

93].
Theoretical contributions also include the
scalability of AMPs, as demonstrated by

frameworks like SAFe (Scaled Agile Framework)
and LeSS (Large-Scale Scrum). These frameworks
provide structured methodologies for deploying
agile principles across large organizations,
ensuring alignment between team-level activities
and organizational objectives [94-99]. By
incorporating elements such as portfolio
management, value stream mapping, and
customer-centric development, scalable agile
models bridge the gap between strategic vision and
operational execution [100-107].

2. LITERATURE REVIEW

Agile management practices have garnered
significant attention for their ability to enhance
project outcomes across industries [108]. A
growing body of research underscores the
transformative potential of these methodologies,

particularly in  dynamic and  complex
environments.

2.1 Evolution of Agile Practices

Agile methodologies originated in software

development but have since expanded into diverse
domains such as manufacturing, healthcare, and
education. The adaptability of the Scrum
framework in scientific research projects,
emphasizing its role in fostering flexibility and
iterative progress [109-111]. Similarly, the
intersection of agile and stage-gate models,
revealing how hybrid approaches optimize
resource allocation and reduce time-to-market.
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2.2 Agile Practices and Project Efficiency
Key agile practices, including iterative planning,

continuous feedback, and stakeholder
collaboration, are instrumental in achieving
project efficiency. Agile methodologies

significantly improve stakeholder satisfaction,
even in scenarios where budget and timeline
constraints persist [112-113]. This is attributed to
the transparency and adaptability inherent in agile
workflows, which enable teams to respond
effectively to changing requirements.

2.3 Sector-Specific
Practices

In healthcare, agile frameworks address critical
challenges such as patient-centric care, regulatory
compliance, and operational efficiency. The
implementation of agile methods at Mayo Clinic,
where iterative planning and collaborative culture
improved project outcomes and stakeholder
engagement [114-117]. Similarly, the role of green-
agile practices in enhancing patient satisfaction
and care quality, highlighting their potential for
driving innovation in healthcare delivery.

In manufacturing, the integration of lean and agile
practices, often referred to as ‘"leagile"
methodologies, has proven effective in achieving
sustainability goals [118-121]. Critical leagile
practices that enable organizations to balance
responsiveness with cost-efficiency, particularly in
high-demand sectors like automotive
manufacturing.

Applications of Agile

2.4 Barriers to Agile Implementation

Despite their benefits, agile methodologies face
challenges in adoption and scalability. Resistance
to change, lack of training, and inadequate
organizational alignment are common barriers.
The importance of clear vision and goal-setting in
mitigating these issues, while for tailored training
programs to build agile competencies within teams
[122-123].

2.5 The Role
Transformation
Technology plays a pivotal role in enabling agile
practices, particularly through tools that facilitate
communication, task management, and data
analytics. The impact of Al-driven project
management tools in enhancing decision-making

of Technology in Agile
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and risk assessment [124]. Similarly, how agile
methodologies improve healthcare application
development by streamlining workflows and
ensuring compliance with quality standards.

2.6 Emerging Trends in Agile Research

Recent studies have explored the integration of
agile with emerging methodologies such as design
thinking and digital transformation strategies. The
importance of fostering a culture of innovation to
maximize the benefits of agile practices [125-126].
The convergence of agile and Al presents new
opportunities for improving project efficiency,
particularly in areas like predictive analytics and
autonomous workflows.

The literature highlights the versatility and
effectiveness of agile management practices in
driving project efficiency across diverse sectors. By
fostering collaboration, adaptability, and
continuous improvement, agile methodologies
address the complexities of modern organizational
challenges [127]. However, successful
implementation requires overcoming barriers
such as resistance to change and aligning agile
practices with organizational goals. This study
builds on existing research to explore the
application of agile frameworks in the healthcare
sector, offering insights into their potential to
transform project outcomes and operational
efficiency.

The advent of artificial intelligence and intelligent
information systems has significantly influenced
project management, offering innovative solutions
to traditional challenges. Research highlights the
transformative role of Al-driven IIS in areas such as
risk assessment, resource optimization, and
decision-making [128-130]. This section examines
key studies and theoretical frameworks that
underpin the integration of Al in project
management.

2.6.1 Intelligent Information Systems and Project

Efficiency

Intelligent information systems (IIS) leverage Al
technologies, including machine learning,
predictive analytics, and natural language

processing, to optimize project workflows. IIS
enhance project planning, scheduling, and
execution by providing real-time data insights and
automating routine processes [131-132]. These
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systems also enable project managers to anticipate
potential risks and allocate resources more
effectively, improving overall project efficiency.
2.6.2 Al and Predictive Analytics in Risk
Management

Risk management is a critical component of project
success, and Al has emerged as a powerful tool for
enhancing this aspect. Predictive analytics,
powered by machine learning algorithms, allows
organizations to identify potential risks and devise
mitigation strategies proactively [133-136]. These
capabilities are particularly valuable in dynamic
project environments where uncertainty is a
constant challenge.

2.6.3 Enhancing Decision-Making with Al

Al-driven IIS significantly improve decision-
making processes by providing actionable insights
based on comprehensive data analysis [137]. These
systems support data-driven decision-making,
enabling managers to evaluate multiple scenarios
and choose the most effective course of action. This
reduces reliance on intuition and enhances the
accuracy of project decisions.

3. METHODOLOGY

This research adopts a mixed-methods approach to
explore the role of Al-driven intelligent
information systems in enhancing project
implementation. Combining qualitative and
quantitative data collection techniques ensures a
comprehensive understanding of the phenomenon.

3.1 Research Design

The study employs an exploratory research design
to examine the adoption, integration, and impact of
Al-driven IIS in diverse organizational settings. By
investigating multiple industries, the research
captures sector-specific challenges and
opportunities associated with these systems.

3.2 Data Collection

Primary data was gathered through structured
interviews  with  project managers and
stakeholders who have experience implementing
Al-driven IIS. In addition, a survey was conducted
to quantify the impact of these systems on project
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outcomes such as time, cost, and quality. Secondary
data sources, including case studies and
organizational reports, were analyzed to
complement primary data findings.

3.3 Sampling

The study uses purposive sampling to target
organizations across key sectors such as finance,
healthcare, and manufacturing. A total of 100
respondents participated in the study, providing a
diverse perspective on the implementation and
effectiveness of IIS.

3.4 Data Analysis

Quantitative data was analyzed using statistical
tools, including regression analysis, to examine the
relationship between Al-driven IIS and project
success metrics. Qualitative data was thematically
analyzed to uncover patterns and insights related
to implementation challenges, best practices, and
organizational readiness.

3.5 Ethical Considerations

Ethical guidelines were strictly followed
throughout the research process. Participants
were informed of the study's objectives and
provided consent prior to their involvement. Data
confidentiality and anonymity were ensured to
maintain the integrity of the research.

This methodology provides a robust framework for
understanding the transformative impact of Al-
driven IIS on project implementation. By
integrating diverse data sources, the study offers
actionable insights for organizations aiming to
optimize their use of intelligent information
systems.

4. EMPIRICAL ANALYSIS

This section presents empirical data to evaluate the
adoption and impact of Agile Management
Practices (AMPs) across industries, focusing on
healthcare, manufacturing, and IT. The data is
organized into three key tables showcasing
adoption  rates, efficiency metrics, and
implementation challenges.
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Table 1: Adoption of Agile Practices Across Industries

Industry Adoption rate Key Benefits
Healthcare 78 Patient care, operational efficiency
Manufacturing 62 Process optimization, cost reduction
IT 90 Product development, scalability

The data indicates that IT has the highest adoption
rate at 90%, reflecting the tech sector’s early
embrace of Agile frameworks to improve product
development and scalability. Healthcare shows

significant adoption at 78%, leveraging agile for
patient-centered care and operational efficiency.
Manufacturing lags behind at 62%, primarily using
agile for process optimization and cost savings.

Table 2: Impact of Agile Practices on Project Efficiency Metrics

Metric Healthcare (%) Manufacturing (%) IT (%)
Time Efficiency 80 75 85
Cost Reduction 70 65 75
Quality Improvement 85 80 90

Table 2 illustrates how Agile practices enhance
project efficiency metrics. The IT sector achieves

improvements in quality (85%) and time efficiency
(80%), while manufacturing shows moderate

the highest scores across all metrics due to the gains, reflecting slower transitions to agile
alignment of Agile with its fast-paced development workflows.
cycles. Healthcare demonstrates strong
Table 3: Challenges in Agile Implementation
Challenge Percentage of Respondents (%)

Resistance to Change
Inadequate Training
Limited Resources

The data highlights key challenges in Agile
implementation. Limited resources (47%) pose the
greatest hurdle, particularly in resource-intensive
industries like healthcare and manufacturing.
Resistance to change (42%) reflects cultural and
organizational barriers, while inadequate training
(38%) underscores the need for robust capacity-
building initiatives.

4.1 Content Analysis

The empirical data reveals critical insights into the
adoption and effectiveness of Agile Management
Practices. [T’s leadership in adoption and efficiency
metrics aligns with its inherent agility and
innovation-driven culture. Healthcare’s substantial
adoption rate underscores the growing need for
patient-centric, flexible workflows.
Manufacturing’s slower adoption highlights the
challenges of integrating Agile into traditional,
hierarchical systems.

Efficiency metrics emphasize the transformative
potential of Agile practices. Time efficiency
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42
38
47

improvements, particularly in IT (85%) and
healthcare (80%), highlight the value of iterative
planning and adaptive workflows. Quality
improvements across all sectors underscore Agile’s
ability to enhance product and service delivery.
However, cost reduction scores suggest room for
improvement in aligning Agile practices with
financial goals, particularly in resource-
constrained sectors.

Challenges in Agile implementation underscore the
importance of addressing organizational and
technical barriers. Resistance to change requires
targeted change management strategies, while
limited resources highlight the need for scalable
Agile solutions. Inadequate training emphasizes
the importance of capacity-building programs to
empower teams and sustain Agile transformations.

5. RESULTS DISCUSSION

The empirical findings provide a comprehensive
understanding of Agile Management Practices’
impact on project efficiency and organizational
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performance. The analysis reveals key trends and
actionable insights:

5.1 Sectoral Variations in Adoption

IT’s high adoption rate reflects its agility-oriented
culture and reliance on rapid innovation cycles.
Healthcare’s strong adoption underscores the
sector’s evolving focus on patient-centered care
and operational adaptability. Manufacturing’s
lower adoption highlights systemic challenges in
transitioning to Agile, including rigid hierarchies
and resource constraints.

5.2 Efficiency Gains Across Metrics

The data demonstrates significant improvements
in time efficiency, cost reduction, and quality
across all sectors. IT leads in efficiency gains,
leveraging Agile’s iterative and collaborative
frameworks. Healthcare’s high-quality
improvement score underscores the sector’s
success in integrating Agile methodologies to
enhance patient care. Manufacturing shows steady
progress, with opportunities for further
optimization through tailored Agile solutions.

5.3 Barriers to Agile Implementation
Resistance to change and limited resources emerge
as the most significant barriers. In healthcare,
cultural resistance often stems from regulatory
constraints and hierarchical structures.
Manufacturing faces resource limitations that
hinder Agile adoption at scale. Across sectors,
inadequate training highlights the need for robust
capacity-building programs to equip teams with
Agile competencies.

5. INTERPRETATION AND EXPLANATION

The findings underscore the critical role of Agile
Management Practices in driving project efficiency
and organizational adaptability. IT’s leadership in
Agile adoption and efficiency metrics highlights the
alignment of Agile with the sector’s innovation-
driven culture. Healthcare’s strong performance
reflects its ability to adapt Agile principles to
address complex, patient-centered workflows.
Manufacturing’s slower adoption and moderate
efficiency gains reveal systemic challenges that
require targeted interventions, such as leadership
buy-in and resource optimization.

The barriers identified in Agile implementation
emphasize the importance of addressing
organizational readiness and capacity-building.
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Change management strategies must focus on
fostering cultural acceptance of Agile principles,
while scalable solutions are needed to address
resource constraints. Tailored training programs
can bridge competency gaps, enabling teams to
maximize Agile’s benefits.

Moreover, the empirical analysis highlights the
transformative potential of Agile Management
Practices across sectors, while also identifying
critical challenges that must be addressed to
sustain Agile transformations. By leveraging these
insights, organizations can enhance project
efficiency, foster innovation, and achieve strategic
objectives in dynamic and complex environments.

6. CONCLUSION

The findings of this research highlight the
transformative impact of Agile Management
Practices (AMPs) on project efficiency across
diverse  industries. = Agile = methodologies,
characterized by iterative planning, stakeholder
collaboration, and adaptive workflows, have
proven instrumental in enhancing project
outcomes in healthcare, manufacturing, and IT.
While IT leads in adoption and efficiency gains, the
healthcare sector demonstrates substantial
progress in improving quality and adaptability,
particularly in patient-centered workflows.
Manufacturing, though slower to adopt Agile
practices, has shown steady improvements,
indicating potential for growth with targeted
interventions.

Barriers such as resistance to change, inadequate
training, and limited resources pose significant

challenges to Agile implementation. These
challenges  highlight the importance of
organizational = readiness, robust training

programs, and leadership buy-in to facilitate
successful transitions to Agile frameworks. By
addressing these barriers, organizations can
unlock the full potential of AMPs, achieving
sustained efficiency and innovation.

Agile practices also underscore the importance of
aligning methodologies with organizational goals.
Sectors that integrate Agile principles into their
strategic frameworks have demonstrated superior
outcomes in time efficiency, cost reduction, and
quality enhancement. This alignment ensures that
Agile practices deliver tangible value, fostering
resilience and adaptability in  dynamic
environments.
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Moreover, Agile Management Practices offer a
strategic pathway for organizations to navigate
complexity and achieve excellence in project
management. By leveraging the insights from this
study, industries can refine their Agile strategies,
enhance implementation frameworks, and drive
long-term success in an ever-evolving landscape.

7. RECOMMENDATIONS

7.1 Foster a Culture of Agility
Organizations should cultivate a mindset that
embraces change and innovation. Leadership
must champion Agile principles and create an
environment where teams feel empowered to
experiment and adapt.

7.2 Invest in Training and Capacity Building
Comprehensive training programs should be
developed to equip teams with the skills
necessary to implement Agile practices effectively.
These programs should emphasize iterative
planning, collaboration, and adaptive problem-
solving.

7.3 Address Resource Constraints

Industries with limited resources should explore
scalable Agile solutions, leveraging digital tools
and streamlined workflows to optimize efficiency.

7.4 Implement Change Management Strategies
Resistance to change can be mitigated through
clear communication, stakeholder engagement,
and phased adoption of Agile practices.
Highlighting success stories within the
organization can build momentum and buy-in.

7.5 Leverage Technology for Agile
Implementation

Tools such as project management software, data
analytics, and real-time communication platforms
can enhance the efficiency and effectiveness of
Agile practices. Organizations should invest in
technologies that align with their specific needs
and objectives.

By implementing these recommendations,
organizations can overcome barriers to Agile
adoption and maximize the impact of these
transformative practices.

8. FUTURE IMPLICATIONS
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8.1 Theoretical Implications

8.1.1 Expansion of Agile Research

This study contributes to the growing body of
knowledge on Agile methodologies, offering
insights into their application across diverse
sectors. Future research can explore the
integration of Agile with emerging technologies
such as Al and IoT.

8.1.2 Cross-Disciplinary Applications

Agile principles have the potential to influence
disciplines beyond project management, including
education, public administration, and healthcare
policy. Expanding research into these areas can
uncover new opportunities for innovation.

8.2 Practical Implications

8.2.1 Framework Development

Organizations can use the findings of this research
to develop customized Agile frameworks that
align with their unique needs and goals. Tailored
methodologies ensure that Agile practices deliver
maximum value.

8.2.2 Enhancement of Project Management
Practices

By adopting Agile principles, industries can
improve project efficiency, stakeholder
satisfaction, and overall organizational
performance. These improvements position
organizations for long-term success in competitive
markets.

8.2.3 Scalable Solutions for Resource-Constrained
Sectors

Agile’s flexibility makes it an ideal solution for
industries with limited resources. Developing
scalable frameworks can enable these sectors to
achieve efficiency and innovation without
overextending their capabilities.

Future research should continue to explore the
evolving landscape of Agile methodologies,
addressing emerging challenges and uncovering
new opportunities for growth and innovation in
dynamic industries.

9. REFERENCES

Publisher: GAFTIM, https://gaftim.com



S. Hamadneh, M. T. Alshurideh, A. AlIHamad & B. Al Kurdi

Ala.Ilyas, S. S. Akbar, S. Hamza Wajid, S. Joghee, A. Fatima and
B. Mago, "The Growing Importance of Modern
Technology in Education,” 2023 International
Conference on Business Analytics for Technology
and Security (ICBATS), Dubai, United Arab
Emirates, 2023, pp- 1-4, doi:
10.1109/I1CBATS57792.2023.10111128.

Abdulmouti, H., Minhas, W., Skaf, Z., Abousamra, R., & Alex, A.
(2023). The applicability of the solar-powered
aquaponics mobile unit at Sharjah Campus for
sustainable perspectives of food security. Design,
Construction and Maintenance, 3, 237-252.

Abdulmouti, H., Skaf, Z., Alnajjar, F., Ali, L., Mehiar, D., &
Abousamra, R. (2025). Towards renewable urban
landscapes:  Exploring  photovoltaic  panel
integration—A case study. International Journal of
Energy for a Clean Environment, 26(2).

Abou Samra, R. M. N. (2021). Project complexity, project
managers’ knowledge creation styles, and project
performance. PQDT-Global.

Abou Samra, R., Al Ali A, & Al Nagbi, S. (2019).
Conceptualization  of  differences between
entrepreneurs and  non-entrepreneurs  of
undergraduate Emirati students. In Knowledge
Management in Organizations: 14th International
Conference, KMO 2019, Zamora, Spain, July 15-18,
2019, Proceedings 14 (pp. 187-198). Springer
International Publishing.

Abou Samrah, R. (2014). The role of trust in improving
knowledge exchange behavior and organizational
conflict. ResearchGate.
https://publication/336917496

Abou Samrah, R, & Al Alj, A. (2017). Qualitative analysis of
the innovative knowledge creation style of project
managers and its relationship with performance
stability in IT projects. International Journal of
Information Technology, 1(2), 18-32.

AbouSamra, R. M, & Hosam, 0. (2022). Quantitative
classification of cognitive behaviors for industrial
project managers in the MENA region. In 2022 8th
International ~ Conference  on  Information
Technology Trends (ITT) (pp. 130-135). IEEE.

Abousamra, R, & Hosam, 0. (2022, May). Quantitative
classification of cognitive behaviors for industrial
project managers in the MENA region. In 2022 8th
International ~ Conference  on  Information
Technology Trends (ITT) (pp. 130-135). IEEE.

Abousamra, R, Ivanov, D, & Hossameldeen, 0. (2024).
Machine learning validation for project success
multivariate modeling. In Industry 4.0: Key
Technological Advances and Design Principles in
Engineering, Education, Business, and Social
Applications (pp. 255-287). CRC Press.

Abudaga, A., Alzahmi, R,, Hilmi, M., Ahmed, G. (2023) “How
Supply Chain Resilience is achieved in SMEs of
Dubai, UAE? Considering the Flexible Supply Chain
Practices as a Mediator”, International Journal of
Logistics Systems and Management, 45 (2) 159-
174 DOI: 10.1504/1JLSM.2021.10039112

Abudaga, A., Alzahmi, R,, Hilmi, M., Ahmed, G. (2024) “How
Organizational = Leadership  and  Strategic

https://doi.org/10.54489/ijtop.v4i2.406

International Journal of Theory of Organization and Practice (I/TOP) 4(2) -2024- 154

Management helps in Business Excellence:
Moderating role of Employees’ Motivation in UAE”
International Journal of Business Excellence, 33(2)
191-209. DOI: 10.1504/1JBEX.2021.10039104

Ahmed, G. & Kumar, M. (2015). “BOP Theory in Emerging
Market Economy: India under the microscope”
International Journal of Business and Economic
Development, 3 (2) 12-22.

Ahmed, G. (2012). “Poverty and Foreign Trade” Sahulat: A
Journal of Interest Free Micro-Finance, 1 (2) 79-94.

Ahmed, G. (2014). “Human (H) Factor in Emerging Country
Stable Economic Development” International
Journal of Human Potential Development, 3 (1) 14-
19.

Ahmed, G, Ahmed, A, Ahmed, M., Latha, ], & Kumar, P.
(2024). Indian banking precision marketing: A
comparative analysis of machine learning
customer segmentation algorithms. In 2024 2nd
International Conference on Cyber Resilience
(ICCR) (pp. 1-6). Dubai, United Arab Emirates.
https://doi.org/10.1109/ICCR61006.2024.10532
917

Ahmed, G., Al Amiri, N. Khan, W. (2018). “Outward Medical
Tourism: A Case of UAE” Theoretical Economics
Letters, 59th Special Issue on Cultural Economics,
8 (7) 1368-1390. DOI:
https://doi.org/10.4236/tel.2018.87088

Ahmed, G., Al-Gasaymeh, A, Mehmood, T. (2017) “The Global
Financial Crisis and International Trade” Asian
Economic and Financial Review, 7 (6) 600-610.
DOI: 10.18488/journal.aefr.2017.76.600.610

Al Amiri, N., Ahmed, G., Al Qawasmeh, K. and Afana, H. (2024)
‘Effect of crises on the healthcare marketing mix
and customer satisfaction: evidence from the UAE
during the COVID-19 pandemic’ Middle East
Journal of Management, 11 (5) 471-495.
https://doi.org/10.1504/MEJM.2024.140848

Al Kurdi, B., Alshurideh, M. T., Akour, I, Alzoubi, H. M,,
Obeidat, Z. M., Hamadneh, S., & Joghee, S. (2023).
Factors affecting team social networking and
performance: The moderation effect of team size
and tenure. Journal of Open Innovation:
Technology, Market, and Complexity, 9(2), 100047.

Al Masaeid, T., Alzoubi, H. M., Alshurideh, M. T., El Khatib, M.,
& Alsmairat, M. A. (2023). THE NEXUS OF IT
CAPABILITIES, SUPPLY CHAIN CAPABILITIES,
AND PERFORMANCE: A MEDIATION ANALYSIS IN
THE RETAIL INDUSTRY. Journal of Southwest
Jiaotong University, 58(4).

Alblooshi, T., Azli, M., Hilmi, M.F., Abudaga, A. and Ahmed, G.
(2023) ‘Examining the trends in citizen satisfaction
towards e-government services in United Arab
Emirates: a structural equation modelling
approach’, International Journal of  Services,
Economics and Management, 14(1) 58-77.
https://doi.org/10.1504 /]JSEM.2023.129597

Alfaisal, R, Alhumaid, K., Alnazzawi, N., Abou Samra, R,
Salloum, S., Shaalan, K, & Monem, A. A. (2022).
Predicting the intention to use Google Glass in
educational projects: A hybrid SEM-ML approach.
Academy of Strategic Management Journal, 21(6),
1-13.

Publisher: GAFTIM, https://gaftim.com



S. Hamadneh, M. T. Alshurideh, A. AlIHamad & B. Al Kurdi

Al-Gasaymeh, Ahmed, G., A,, Mehmood, T., Alzubi, H.) (2019)
“Co-integration Tests and the Long-Run
Purchasing Power Parity: A Case Study of India and
Pakistan Currencies”, Theoretical Economics
Letters, 9 (4) 570-584

Al-Kassem, A. (2015). Contextual factors of compensation
and benefits management to expatriate workforce.
International Journal of Academic Research in
Progressive Education and Development, 4(4),
110-123.

Al-Kassem, A. H. (2014). Determinants of employee’s overall
satisfaction toward training and development
programs. International Journal, 3(3), 129-135.

Al-Kassem, A. H. (2017). Recruitment and selection practices
in business process outsourcing industry. Archives
of Business Research, 5(3).

Al-Kassem, A. H. (2021). Significance of human resources
training and development on organizational
achievement. PalArch's Journal of Archaeology of
Egypt/Egyptology, 18(7), 693-707.

Al-Kassem, A. H. (2022). Accreditation of academic
programs: Implications on quality governance and
administration of Taguig City University. Journal of
Positive School Psychology, 6(4), 3908-3923.

Al-Kassem, A. H, & Marwaha, S. (2022). Employee
satisfaction and its impact on faculty members'
performance at Al Ain University of Science and
Technology in the UAE. NeuroQuantology, 20(2),
272-287.

Al-Nakeeb, A. El Khatib, M., Zitar, R. A, Alhosani, A, &
Alhosani, 1. (2023). Project Manager’s Role in
Manage Project Knowledge Process: An Approach
to Enhance Project Quality. International Journal
for Computers & Their Applications, 30(4).

Al-Qasem, A. (2021). Impact of pandemic Coronavirus
Disease (COVID-19) on United Arab Emirates
tourism industry. PalArch's Journal of Archaeology
of Egypt/Egyptology, 18(7), 2556-2570.

Al-Qasem, A, & Korany, H. (2016). The efficiency of foreign
aid transparency hub in the aftermath of natural
disasters. International Journal of Business and
Management Invention, 5(8), 38-46.

Al-Qassem, A. H. (2022). Efficiency and effectiveness of
human resource development in the tourism
industry of the United Arab Emirates. Journal of
Positive School Psychology, 6(2), 1811-1823.

Al-Qassem, A. H. (2024). Performance: The mediating role of
job satisfaction and pro-environmental behavior.
Taylor & Francis Cogent Business & Management,
11(1).
https://doi.org/10.1080/23311975.2024.232831
6

Al-Qassem, A. H. (2024). The mediating role of tourist
satisfaction in the relationship between
destination authenticity and destination loyalty:
The case of Machu Picchu. The International
Journal of Learner Diversity and Identities (IJLDI),
31(1), 601-613. https://doi.org/11002734

Algassem, A. H., & Panwar, N. S. (2022). Efficacy of accessible
tourism dimensions for individuals with
disabilities at the National Museum. resmilitaris,
12(4), 2449-2459.

https://doi.org/10.54489/ijtop.v4i2.406

International Journal of Theory of Organization and Practice (I/TOP) 4(2) -2024- 155

Al-Qassem, A. H., Singh, N, Chopra, A, & Haddad, A. M.
(2024). Impact of coronavirus crisis (COVID-19) on
the sentiments of travelers in UAE. The
International Journal of Learner Diversity and
Identities (IJLDD), 31(1), 601-613.
https://doi.org/11002734

Al-Qassem, A. H., Tharwat, A, & Marwaha, S. (2024). The
impact of digital transformation readiness towards
the new normalcy in the education system. The
International Journal of Learner Diversity and
Identities (IJLDD), 31(1), 601-613.
https://doi.org/11002734

Al-Qassem, A., & Al-Shamaila, M. (2021). Sustainable tourism
development: Case study of Aqaba, Jordan. The
International Journal of Hospitality and Tourism
Research, 15(2), 51-76.

Al-Qassem, A., Agha, K, Mendoza, S., & El-Farra, E. (2022).
Emergency management and its implications for
the hospitality industry during the Coronavirus
Disease 2019 (COVID-19) outbreak. Journal of
Positive School Psychology, 6(2), 1824-1839.

Alsharari, N. M., & Abousamra, R. (2019). Financial crisis, bad
debt, and uncollectible receivables: Evidence from
UAE. Indonesian Management and Accounting
Research, 17(2), 119-142.

Alshurideh MT, Al Kurdi B, Alzoubi HM, et al. Factors
affecting customer-supplier electronic relationship
(ER): A customers’ perspective. International
Journal of Engineering Business Management.
2023;15.d0i:10.1177/18479790231188242

Alshurideh, M. T., Al Kurdi, B., Alzoubi, H. M., Ghazal, T. M.,
Said, R. A., AlHamad, A. Q,, .. & Al-Kassem, A. H.
(2022). Fuzzy assisted human resource
management for supply chain management issues.
Annals of Operations Research, 1-19.

Alshurideh, M. T., Al Masaeid, T., Alzoubi, H. M., El Khatib, M.,
Ghazal, T. M., Hamadneh, S,, ... & Sattar, 0. (2022).
Components determining the behavior and
psychological impact of entrepreneurship among
higher vocational students. Journal for ReAttach
Therapy and Developmental Diversities, 5(2s),
189-200.

Alshurideh, M. T., Alzoubi, H. M., & Ghazal, T. M., El Khatib, M.
M. (2022). Risk Management Model for Telecom
Enterprises Based on Variables (RM, SO, RC, SI)
with Nature, Sense and Positive Psychology
Hypothesis. Journal for ReAttach Therapy and
Developmental Diversities, 5(2s), 152-162.

Alshurideh, M. T., Alzoubi, H. M,, El Khatib, M., Ghazal, T. M.,
Al-Dmour, N. A, Sattar, 0., & Kukunuruy, S. (2022).
An Experimental Evaluation on Resource Attribute,
Internal Risks and Regime Structure of R&D
Association-Including Exploration of Moderating
Effect of Association Management Capability,
Psychological Impact on Staff. Journal for ReAttach
Therapy and Developmental Diversities, 5(2s),
201-215.

Alshurideh, M. T., Zakarneh, B., Hamadneh, S., Ahmed, G.,
Paramaiah, C., & Alzoubi, H. M. (2024). Artificial
intelligence in identifying market opportunities:
Revolutionizing entrepreneurial strategy and
innovation. In 2024 2nd International Conference

Publisher: GAFTIM, https://gaftim.com



S. Hamadneh, M. T. Alshurideh, A. AlIHamad & B. Al Kurdi

on Cyber Resilience (ICCR) (pp. 1-6). Dubai, United

Arab Emirates.
https://doi.org/10.1109/ICCR61006.2024.10532
918

Alshurideh, M., Al Kurdji, B. H., Alzoubi, H. M,, & Salloum, S. EI
Khatib, M. M. (2023). The effect of information
technology on business and marketing intelligence
systems (Vol. 1056). Springer Nature.

Alshurideh, M., Al Kurdji, B., Hamadneh, S., Chatra, K., Snoussi,
T., Alzoubi, H. M., Alzboun, N., & Ahmed, G. (2024).
Utilizing artificial intelligence (AI) in enhancing
customer-supplier relationship: An exploratory
study in the banking industry. Uncertain Supply
Chain  Management, 12 (4) 2661-2672.
https://doi.org/10.5267 /j.uscm.2024.5.005

Alteneiji, S., Alsharari, N. M., AbouSamra, R. M., & Houjeir, R.
(2023). Happiness and positivity in the higher
education context: An empirical study.
International Journal of Educational Management,
37(1), 207-224.

Alzoubi, H. M., Ghazal, T. M., El Khatib, M., Alshurideh, M. T,
Alami, R, & Al Masaeid, T. (2022). Creation of
indicator system for quality estimation of safety
management of personnel and it’s psychological
impact on industrial enterprises. Journal for
ReAttach Therapy and Developmental Diversities,
5(2s), 143-151.

Alzoubi, H., Alshurideh, M., Akour, I., AlShraah, A. & Ahmed,
G. (2021) ‘Impact of Information Systems
Capabilities and Total Quality Management on the
Cost of Quality’, Journal of Legal, Ethical and
Regulatory Issues. 24 (6s) 1-11.

Alzoubi, H., Alshurideh, M., Khatib, M., Shamot, M., Joghee, S.,
Nair, K, & Al-Gharaibeh, S. (2024). Optimizing
supply chain excellence: Unravelling the synergies
between IT proficiencies, smart supply chain
practices, and organizational culture. Uncertain
Supply Chain Management, 12(3), 1855-1866.

Alzoubi, H. Alshurideh, M., Khatib, M., Shamout, M,
Yanamandra, R, Nair, K, & Al-Gharaibeh, S. (2024).
Navigating the interplay between innovation
orientation, dynamic capabilities, and digital
supply chain optimization: empirical insights from
SMEs. Uncertain Supply Chain Management, 12(2),
649-658.

Alzoubi, H. Alshurideh, M., Khatib, M., Shamout, M,
Yanamandra, R, Nair, K, & Al-Gharaibeh, S. (2023).
Exploring the nexus between innovation
orientation, green supply chain management, and
organizational performance in e-retailing industry.
Uncertain Supply Chain Management, 12(3), 1923-
1934.

Amponsah, C, Ahmed, G. (2017). “Factors Affecting
Entrepreneurships in Emerging Economies: A Case
of Dubai” Journal of International Business and
Entrepreneurship Development. 10 (2) 120-137.
DOI: 10.1504/JIBED.2017.10005152

Anifa, M., Ramakrishnan, S, Joghee, S., Kabiraj, S., & Bishnoi,
M. M. (2022). Fintech Innovations in the Financial
Service Industry, Journal of Risk and Financial
Management,15(7), 287. MDPI AG http://dx.doi.
org/10.3390/jrfm15070287

https://doi.org/10.54489/ijtop.v4i2.406

International Journal of Theory of Organization and Practice (I/TOP) 4(2) -2024- 156

Anifa, M., Ramakrishnan, S., Kabiraj, S., & Joghee, S. (2024).
Systematic Review of Literature on Agile Approach.
NMIMS Management Review, 32(2), 84-105.

Durrani, U,, Saleh, M., Azzawi, R,, Hosam, 0., Abousamra, R,,
& Aoudi, S. (2023, May). Revolutionizing higher
education: Enhancing student learning with
CrossQuestion’s gamified flipped classroom
approach. In 2023 9th International Conference on
Information Technology Trends (ITT) (pp. 210-
214). IEEE.

El Khatib, M. (2024). Digital Transformation and Digital
Disruption Technologies: The Effect of Al and
Machine Learning on Managing Projects. In
Technology Innovation for Business Intelligence
and Analytics (TIBIA) Techniques and Practices for
Business Intelligence Innovation (pp. 63-82).
Cham: Springer Nature Switzerland.

El Khatib, M., Alzoubi, H, , Alnaqgbi, K., Alnagbi, W., Al Jaziri,
A (2022). BIM as a tool to optimize and manage
project risk management. International Journal of
Mechanical Engineering, 7(1).

El Khatib, M. M., & Ahmed, G. (2024). Achieving excellence in
business practices through artificial intelligence: A
case study of the Dubai public sector. International
Journal of Public Sector Performance Management,
262-277.
https://doi.org/10.1504 /IJPSPM.2024.140550

El Khatib, M. M., Alzoubi, H. M., Ahmed, G., Kazim, H. H., Al
Falasi, S. A. A,, Mohammed, F., & Al Mulla, M. (2022,
February). Digital transformation and SMART-the
analytics factor. In 2022 International Conference
on Business Analytics for Technology and Security
(ICBATS) (pp. 1-11). IEEE.

El Khatib, M., & Ahmed, G. (2024). Achieving excellence in
business practices through artificial intelligence: a
case study of the Dubai public sector. International
Journal, 14(2), 262-277.

El Khatib, M., & Srivastava, R. (2013). Business Information
Systems Project Success or Failure Factors for an
Organization  e-Transformation  Approaches.
International Journal of Applied Information
Systems, 6(6), 35-41.

El Khatib, M., Al Falasi, F., Al Anani, H., & Shurrab, W. (2023,
March). The Effect of Virtual Reality and
Augmented Reality on Managing Projects. In 2023
International Conference on Business Analytics for
Technology and Security (ICBATS) (pp. 1-10). IEEE.

El Khatib, M., Alzoubi, H. M., Alshurideh, M., & Alzoubi, A. A.
(2023). Project Quality Management in the United
Arab Emirates Mining and Construction Sector: A
Literature Review. The Effect of Information
Technology on Business and Marketing
Intelligence Systems, 1341-1353.

El Khatib, M., Alzoubi, H. M., Hamidi, S., Alshurideh, M.,
Baydoun, A. & Al-Nakeeb, A. (2023). Impact of
using the internet of medical things on e-healthcare
performance: blockchain assist in improving smart
contract.  ClinicoEconomics and  Outcomes
Research, 397-411.

El Khatib, M., Ankit, A., Al Ameeri, L., Al Zaabi, H., Al Marqab,
R, Alzoubi, H. M., & Alshurideh, M. (2023). The Role
and Impact of Big Data in Organizational Risk

Publisher: GAFTIM, https://gaftim.com



S. Hamadneh, M. T. Alshurideh, A. AlIHamad & B. Al Kurdi

Management. In The Effect of Information
Technology on Business and Marketing
Intelligence Systems (pp. 2139-2153). Cham:
Springer International Publishing.

El Khatib, M., Beshwari, F., Beshwari, M. Beshwari, A,
Alzoubi, H. M., & Alshurideh, M. (2023). Can Better
Capabilities Lead to Better Project and Program
Governance? Cases from Dubai. In The Effect of
Information Technology on Business and
Marketing Intelligence Systems (pp. 1295-1313).
Cham: Springer International Publishing.

El Khatib, M., Beshwari, F., Beshwari, M., Beshwari, A,
Alzoubi, H. M., & Alshurideh, M. (2023). Covid19
Unknown Risks—Using Al for Disaster Recovery.
In The Effect of Information Technology on
Business and Marketing Intelligence Systems (pp.
2113-2137). Cham: Springer International
Publishing.

El Khatib, M., Hamidi, S., Al Ameeri, 1., Al Zaabi, H., & Al
Marqab, R. (2022). Digital disruption and big data
in healthcare-opportunities and challenges.
ClinicoEconomics and Outcomes Research, 563-
574.

El Khatib, M.M., Abidi, N., Al-Nakeeb, A., Alshurideh, M.,
Ahmed, G. (2023). ‘Interdependencies and
Integration of Smart Buildings and Smart Cities: A
Case of Dubai’. In: Alshurideh, M., Al Kurdi , B.H,,
Masa’deh, R., Alzoubi , H.M,, Salloum, S. (eds) The
Effect of Information Technology on Business and
Marketing Intelligence Systems. Studies in
Computational Intelligence, Vol 1056. (pp.1637-
1656) Springer, Cham. DOI:10.1007/978-3-031-
12382-5_89

El Khatib, M.M., Abidi, N., Al-Nakeeb, A., Alshurideh, M.,
Ahmed, G. (2023). Dubai Smart City as a Knowledge
Based Economy. In: Alshurideh, M., Al Kurdi, B.H.,,
Masa’deh, R, Alzoubi, H.M,, Salloum, S. (eds) The
Effect of Information Technology on Business and
Marketing Intelligence Systems. Studies in
Computational Intelligence, Vol 1056. (pp.1657-
1672) Springer, Cham.
https://doi.org/10.1007/978-3-031-12382-5_90
(SCOPUS/Web of Science).

Faiz, T., Aldmour, R., Ahmed, G., Alshurideh, M., Paramaiah, C.
(2023). Machine Learning Price Prediction During
and Before COVID-19 and Consumer Buying
Behavior. In: Alshurideh, M., Al Kurdi , B.H,
Masa’deh, R, Alzoubi, H.M,, Salloum, S. (eds) The
Effect of Information Technology on Business and
Marketing Intelligence Systems. Studies in
Computational Intelligence, vol 1056. Springer,
Cham. https://doi.org/10.1007/978-3-031-
12382-5_101

Haefner, N., Wincent, J., Parida, V., & Gassmann, 0. (2021).
Artificial intelligence and innovation management:
A framework and research agenda. Technological
Forecasting and Social Change, 162, 120392.

Hanaysha, J. R., Al-Shaikh, M. E,, Joghee, S., & Alzoubi, H. M.
(2021). Impact of Innovation Capabilities on
Business Sustainability in Small and Medium
Enterprises. FIIB Business Review.
https://doi.org/10.1177/23197145211042232

https://doi.org/10.54489/ijtop.v4i2.406

International Journal of Theory of Organization and Practice (I/TOP) 4(2) -2024- 157

Hosam, 0., & Abousamra, R. (2022, May). Enhancing deep
training of image landmarking with image
CAPTCHA. In 2022 8th International Conference on
Information Technology Trends (ITT) (pp. 88-93).
IEEE.

Hosam, 0., Abousamra, R., Ghonim, A., & Shaalan, K. (2023,
July). Utilizing machine learning to develop cloud-
based apprenticeship programs aligned with labor
market demands. In 2023 IEEE 10th International
Conference on Cyber Security and Cloud
Computing (CSCloud)/2023 IEEE 9th International
Conference on Edge Computing and Scalable Cloud
(EdgeCom) (pp- 446-451). IEEE.

Hosam, O., Abousamra, R., Hassouna, M., & Azzawi, R. (2024).
Security analysis and planning for enterprise
networks: Incorporating modern security design
principles. In Industry 4.0: Key Technological
Advances and Design Principles in Engineering,
Education, Business, and Social Applications (pp.
85-117). CRC Press.

Hosameldeen, O., Abousamra, R., Al-Aqrabi, H., Embarak, O.,
& Durrani, U. (2023). Improving the accuracy of
customer service Seq2Seq chatbots through
dataset pruning.

Houjeir, R, AbouSamra, R. M., Veljanoska, F., & Patena, W.
(2023). Describing the relationship between role
conflict and student satisfaction with educational
services: A case study of business faculty in a
higher education institution in UAE. Journal of
Educational and Social Research, 13(5). ISSN 2240-
0524.

In'airat, M. H,, & Al-Kassem, A. H. (2014). Total quality
management in higher education: A review.
International Journal of Human Resource Studies,
4(3), 294.

Joghee, S. (2013). Brand influence on buying FMCG products
in UAE: An empirical study. European Journal of
Business and Management, 5(25), 10-16.

Joghee, S. (2015). Trust Worthiness of Promotional Schemes
WRT Customers’ Perception: An Empirical Study in
the Context of UAE. European Journal of Business
and Management, 7(8), 158-170.

Joghee, S., & Dubey, A. (2018) ‘Performance Measurement in
Entrepreneurial Marketing’ The Journal of Human
Resource and Adult Learning, 14 (1) 78-84.

Joghee, S., & Kabiraj, S. (2013) ‘Innovation in product
promotions: A Case of Intended Use of Characters
in the Chinese Market’ European Journal of
Business Management, 5 (1)120-131.

Joghee, S., Al Kurdji, B., Alshurideh, M., Alzoubi, H.M., Anu V.,
Murali M., & Samer H., (2021). Expats impulse
buying behaviour in UAE: A customer perspective.
Journal of Management Information and Decision
Sciences, 24(S1), 1-24.

Joghee, S., AlzoubiH & Dubey, A. (2020) “Decisions
Effectiveness of FDI Investment Biases at Real
Estate Industry: Empirical Evidence from Dubai
Smart City Projects”, International Journal of
Scientific & Technology Research, 9(3):3499-3503

Joghee, S., Dubey, A, & Sonia. S (2021) “Investigation of
Green Marketing Practices of UAE Hypermarkets”,
International Journal of Enterprise Network

Publisher: GAFTIM, https://gaftim.com



S. Hamadneh, M. T. Alshurideh, A. AlIHamad & B. Al Kurdi

Management.
https://doi.org/10.1504/1JENM.2021.10043386

Joghee, S., Kabiraj, S.,, Ramakrishnan, S., & Alzoubi, H. M.
(2024). Consumer Decision-Making Study
Regarding the SUV Market in the Indian Context.
Indian Journal of Marketing, 54(11), 8-25.

Joghee, S., Kabiraj, S.,, Ramakrishnan, S., M. Alzoub, H., & Turki
Alshurideh, M. (2023). Empirical study to
understand marketing influence of environmental
impact assessment on end users in UAE. Digital
Economy and Sustainable Development, 1-12.
https://doi.org/https://doi.org/10.1007 /s44265-
023-00012-3

K. Tangri, S. Joghee, D. Kalra, B. Shameem and R. Agarwal,
"Assessment of Perception of Usage of Mobile
Social Media on Online Business Model through
Technological Acceptance Model (TAM) and
Structural Equation Modeling (SEM)," 2023
International Conference on Business Analytics for
Technology and Security (ICBATS), Dubai, United
Arab Emirates, 2023, pp- 1-6, doi:
10.1109/ICBATS57792.2023.10111279.

Kabiraj, S., & Shanmugan, J. (2009). Indigenous Customer
Relationship Management Practices in Indian
Automobile Companies: Strategic Implications.
International Journal of Management Perspectives,
1(4) 1-11.

Kabiraj, S, & Shanmugan, ]J. (2011). Development of a
conceptual framework for brand loyalty: A euro-
mediterranean perspective. Journal of Brand
Management, 18(4-5), 285-299 doi:
http://dx.doi.org/10.1057 /bm.2010.42

Khanfar, M. and Ahmed, G. (2014). “Customer Perceptions of
e-Commerce in the United Arab Emirate”
International Journal of Global Business, 7 (1) 95-
109.

Khatib, M. E., Al Shamsi, M. A, Al Buraimi, K., Al Mansouri, F.,
Alzoubi, H. M., & Alshurideh, M. (2023). Predictive
and Prescriptive Analytics Tools, How to Add Value
to Knowledge-Based Economy: Dubai Case Study.
In The Effect of Information Technology on
Business and Marketing Intelligence Systems (pp.
1807-1829). Cham: Springer International
Publishing.

Kukunuruy, S., Pillai, M. R., & Kassem, A. A. (2019). Creating
happiness at workplace: Work team contributions
and concerns. Journal of Computational and
Theoretical Nanoscience, 16(12), 5313-5326.

Lee, K. L, Teong, C. X,, Alzoubi, H. M., Alshurideh, M. T,
Khatib, M. E., & Al-Gharaibeh, S. M. (2024). Digital
supply chain transformation: The role of smart
technologies on operational performance in
manufacturing industry. International Journal of
Engineering Business Management, 16,
18479790241234986.

Lee, K. L., Wong, S. Y., Alzoubi, H. M., Al Kurdi, B., Alshurideh,
M. T., & El Khatib, M. (2023). Adopting smart supply
chain and smart technologies to improve
operational performance in manufacturing
industry. International Journal of Engineering
Business Management, 15, 18479790231200614.

https://doi.org/10.54489/ijtop.v4i2.406

International Journal of Theory of Organization and Practice (I/TOP) 4(2) -2024- 158

Lee, K, Amin, A, Alzoubi, H., Alshurideh, M., Khatib, M,,
Joghee, S, & Nair, K. (2024). Investigating the
factors affecting e-procurement adoption in supply
chain performance: An empirical study on Malaysia
manufacturing industry. Uncertain Supply Chain
Management, 12(2), 615-632.

Louzi, N., Alzoubi, H. M., Alshurideh, M. T., El Khatib, M.,
Ghazal, T. M., & Kukunuru, S. (2022). Psychological
& Prototypical Model of Execution Management
evaluation for the framework Development.
Journal for ReAttach Therapy and Developmental
Diversities, 5(2s), 216-223.

Louzi, N., Alzoubi, H. M, El Khatib, M. Ghazal, T. M,
Alshurideh, M., & Kukunuru, S. (2022).
Psychological Health and Environmental Effect of
using Green Recycled Amassed Concrete on
Construction. Journal for ReAttach Therapy and
Developmental Diversities, 5(2s), 163-175.

M. Al Masaeid, T., & Alzoubi, H. M., El Khatib, M. M. (2022).
Futuristic design & development of learning
management system including psychological
factors resolution. Journal for ReAttach Therapy
and Developmental Diversities, 5(2s), 176-188.

M. El Khatib, M. El Baradie and M. B. Alrashedi, "Al Capable
Emotional Robot Teacher as a New Economical
Trend in Education,” 2024 2nd International
Conference on Cyber Resilience (ICCR), Dubai,
United Arab Emirates, 2024, pp. 01-05, doi:
10.1109/1CCR61006.2024.10533009.

M. F. Khan, M. Sajid Farooq and S. Joghee, "Increase the
Degree of Accuracy by Employing A More Accurate
Classification Approach,” 2023 International
Conference on Business Analytics for Technology
and Security (ICBATS), Dubai, United Arab
Emirates, 2023, pp- 1-7, doi:
10.1109/ICBATS57792.2023.10111398.

Ma’asor, M. A, Som, A.P.M,, Yusof, Y., & Al-Qassem, A. (2023).
Level of Islamic attributes practices by Muslim-
friendly hotels in Malaysia. Planning Malaysia, 21.

Martinez, E. B, Al-Kassem, A. H., & Aguenza, B. B. (2022).
Operationalization of Negosyo Center as an
entrepreneurial strategy to selected micro, small,
and medium enterprises in Taguig City. Global
Business & Management Research, 14.

Mohmmad, B. H., Hani, A. A, & Hussein, A. 0. (2016).
Mechanisms in utilizing electronic management at
Al Ain University of Science and Technology.
American International Journal of Contemporary
Research, 6(5).

Murtaza, A., Rehman, A,, Malik, S. U. R,, Ahmed, G., Abbas, A,
& Khan, M. A. (2024). A model-based approach to
enhance the communication between the
participants of collaborative business processes.
IEEE Access, 12, 121780-121791.
https://doi.org/10.1109/ACCESS.2024.3450690

N. Kanwal, G. Irtaza, S. Joghee, K. Ateeq and A. Khadim, "A
Safe and Reliable Method for Data Exchange in the
Cloud," 2023 International Conference on Business
Analytics for Technology and Security (ICBATS),
Dubai, United Arab Emirates, 2023, pp. 1-7, doi:
10.1109/ICBATS57792.2023.10111401.

Publisher: GAFTIM, https://gaftim.com



S. Hamadneh, M. T. Alshurideh, A. AlIHamad & B. Al Kurdi

Naim, H., Ranij, L., Omair, A,, Aziz, T., Ahmed, G., & Rafiuddin,
A.(2024). Ownership concentration impact on the
firm  performance: Evidence from the
manufacturing and services industrial sector.
Corporate Ownership & Control, 21(4), 28-40.

Obrenovic, B., Tabassi, A, & Bryde, D. (2020). Public and
private sector approaches to intelligent systems
integration. International Journal of Project
Management, 38(5), 701-719.

Pumplun, L., Tauchert, C., & Heidt, M. (2019). Organizational
readiness factors for artificial intelligence
adoption. Journal of Business Research, 103, 275-
285.

Rafiuddin, A., Gaytan, J. C. T., Mohnot, R,, Sisodia, G. S., Ahmed,
G. (2023) Growth Evaluation of Fintech
Connectedness with Innovative Thematic Indices -
An Evidence through Wavelet Analysis, Journal of
Open Innovation: Technology, Market, and
Complexity, 9(2) 2023,100023,
https://doi.org/10.1016/j.joitmc.2023.100023.

Rafiuddin, A. Gaytan, ].C.T., Ahmed, G. Alshurideh, M.
(2023). ‘Machine Learning Techniques for Stock
Market Predictions: A Case of Mexican Stocks.” In:
Alshurideh, M., Al Kurdi, B.H., Masa’deh, R., Alzoubi
, H.M.,, Salloum, S. (eds) The Effect of Information
Technology on Business and Marketing
Intelligence Systems. Studies in Computational
Intelligence, 1056. (pp.1845-1867) Springer,
Cham. https://doi.org/10.1007/978-3-031-
12382-5_100

Richards, G., Yeoh, W,, Chong, A. Y. L., & Popovic, A. (2019).
Business intelligence effectiveness and corporate
performance management: An empirical analysis.
Journal of Computer Information Systems, 59(2),
188-196.

Richards, J., & Meyer, K. (2020). Risk management with Al-
driven systems: Lessons from practice. Journal of
Risk Analysis, 40(6), 712-728.

S.Joghee, D. Kalra, S. Ramakrishnan, K. Nair and A. A. Alzoubi,
"Digital Entrepreneurial Marketing Strategy: An
Empirical Analysis Using Resource Based Theory,"
2023 International Conference on Business
Analytics for Technology and Security (ICBATS),
Dubai, United Arab Emirates, 2023, pp. 1-5, doi:
10.1109/ICBATS57792.2023.10111356.

Sabbah, 0., & Abousamra, R. (2024). Applying STEM
methodology to improve the skills of future glass
designer entrepreneurs and its impact on customer
satisfaction. Journal of Design Sciences and Applied
Arts, 5(2), 281-293.

Sakkthivel, A. M., & Joghee, S. (2019). Multi ethnicity
residents perception towards a country-evidences
from United Arab Emirates. International Journal
of Sustainable Society, 11(4), 298-317.

Samer Hamadneh,Muhammad Turki Alshurideh, Haitha
M.Alzoubi, Iman Akoure, Barween Al Kurdi and
Shanmugan Joghee (2023). Factors affecting e-
supply chain management systems adoption in
Jordan: An empirical study, Uncertain Supply Chain
Management,11(2023), 411-422.doi:
10.5267/j.uscm.2023.3.008

https://doi.org/10.54489/ijtop.v4i2.406

International Journal of Theory of Organization and Practice (I/TOP) 4(2) -2024- 159

Samra, R. A., & Shaalan, K. (2015). The relationship between
knowledge sharing climate and conflict resolution
styles. In  Knowledge  Management in
Organizations: 10th International Conference,
KMO 2015, Maribor, Slovenia, August 24-28, 2015,
Proceedings 10 (pp. 176-189). Springer
International Publishing.

Samra, R. A, & Shaalan, K. (2016, July). Exploring chaotic
performance in projects and its relationship with
the knowledge creation process. In Proceedings of
the 11th International Knowledge Management in
Organizations Conference: The Changing Face of
Knowledge Management Impacting Society (pp. 1-
8).

Samra, R. A, & Shaalan, K. (2017). A conceptual model of the
relationship between aligned innovations and
sustainable development for project-based
organizations. In Leadership, Innovation and
Entrepreneurship as Driving Forces of the Global
Economy: Proceedings of the 2016 International
Conference on Leadership, Innovation and
Entrepreneurship (ICLIE) (pp. 211-222). Springer
International Publishing.

Samra, R. A, Sharari, N. A,, & AlTunaiji, S. (2020, February).
Conceptual model for challenges and succession
opportunities for virtual project teams in the GCC.
In Future of Information and Communication
Conference (pp. 328-340). Springer International
Publishing.

Samrah, R. A. (2016). The effect of occupational stress on
performance of academic faculty members in UAE
universities. China-USA Business Review, 15, 305-
318.

Samrah, R. A, Shaalan, K, & Ali, A. A. (2017). System
dynamics modeling for the complexity of
knowledge creation within adaptive large
programs management. In Recent Advances in
Information Systems and Technologies: Volume 15
(pp. 3-17). Springer International Publishing.

Shah, R, & Sharma, A. (2017). Impact of intelligent
information systems on project implementation.
International Journal of Project Management,
35(4), 543-554.

Shehab, E., Som, A. P. M., & Al-Qassem, A. (2023). Destination
image and tourist retention in Jerusalem. Planning
Malaysia, 21.

Siddik, M., Alam, N., Kabiraj, S, & Shanmugan, J. (2016).
Impacts of e-banking on performance of banks in a
developing economy: Empirical evidence from
Bangladesh. Journal of Business Economics and
Management, 17(6): 1066-1080
doi:10.3846/16111699.2015.1068219

Som, A. P. M,, & Al-Qassem, A. (2023). The influence of social
and economic inequalities on support for tourism
in developing communities: An intervening effect
of tourism resources. Planning Malaysia, 21.

Som, A. P. M,, Shariffuddin, N. S. M., Zain, W. M. A. W. M,, & Al-
Qassem, A. (2023). The influence of socio-cultural
and economic impact on tourism support: A
mediating role of community value. Planning
Malaysia, 21.

Publisher: GAFTIM, https://gaftim.com



S. Hamadneh, M. T. Alshurideh, A. AlIHamad & B. Al Kurdi

Toleman, M., & Garlick, R. (2021). Predictive analytics in
project management: Insights and strategies.
Project Management Journal, 52(3), 215-228.

Vijayalaxmi, R., Sudha, B., Farouk, M. and Ahmed, G. (2022)
‘An  Empirical Study of Association Among
Financial Literacy, Financial Attitude and Financial
Behaviour of Gen - Z' 2022 International
Conference on Cyber Resilience (ICCR), Dubai,
United Arab Emirates, 2022, pp. 1-6, doi:
10.1109/ICCR56254.2022.9996036

Zhang, D., Huang, X., Wen, Y., Trivedi, P., & Joghee, S. (2021).
Sustainable circular business model for
transparency and uncertainty reduction in supply
chain management. Journal of Theoretical and
Applied Electronic Commerce Research, 16(4),
959-975.

https://doi.org/10.54489/ijtop.v4i2.406

International Journal of Theory of Organization and Practice (I/TOP) 4(2) -2024- 160

Publisher: GAFTIM, https://gaftim.com



International Journal of Theory of Organization and Practice (IJTOP) 4(2) -2024

Contents available at the publisher website: GAFTIM.COM —
International Journal of Theory of Organization and FLDXe
Practice (IJTOP) ?AF-TII;I

Journal homepage: https://journals.gaftim.com/index.php/ijtop/index ‘@%'_Mm“w&ﬁ

Exploring the Impact of Scrum Framework on Project Effectiveness: A Quantitative

Analysis of Agile Implementation Challenges and Benefits

Iman A. Akour 1, Muhammad Turki Alshurideh [0000-0002-7336-381X] 2 Barween Al Kurdi 3, Samer Hamadneh#
1Department of Information Systems, College of Computing and Informatics. University of Sharjah, Sharjah 27272, United Arab Emirates E-Mail:

iakour@sharjah.ac.ae

2Department of Marketing, School of Business, The University of Jordan, Amman 11942, Jordan. Email: m.alshurideh@ju.edu.jo

3Department of Marketing, School of Business, The University of Jordan, Amman 11942, Jordan. https://orcid.org/0000-0002-0825-4617, Email:
balkurdi@ju.edu.jo

“Department of Marketing, School of Business, The University of Jordan, Amman 11942, Jordan. https://orcid.org/0000-0003-2037-1813. Email:
s.hamadneh@ju.edu.jo

* Corresponding author

ARTICLE INFO ABSTRACT

This study examines the impact of the Scrum framework on project effectiveness,
focusing on key performance metrics such as time management, cost efficiency,
quality improvement, risk mitigation, and human resource optimization. Through a
comprehensive analysis of quantitative data collected from IT professionals and
organizations, the research highlights the significant advantages of Scrum practices,
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Effectiveness, including improved collaboration, enhanced productivity, and better quality
grg?mzatlonal outcomes. Despite these benefits, the findings reveal persistent challenges, such as
errormance.

resistance to change and role ambiguity, which hinder successful implementation.
The study emphasizes the importance of practices like Daily Scrum and Sprint
Retrospectives in driving project success and offers actionable recommendations
for overcoming implementation barriers. By addressing gaps in existing literature,
this research contributes to the growing discourse on agile methodologies and
provides practical insights for organizations striving to enhance their project
management practices.
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1. INTRODUCTION

In the ever-evolving landscape of project streamline processes, and deliver value rapidly

management, agile methodologies have emerged
as a transformative force [1-8]. These
methodologies, characterized by their iterative,
incremental, and flexible approaches, are
redefining how businesses manage complex
projects in dynamic environments [9-17]. Among
the various agile frameworks, Scrum stands out as
a dominant model, widely adopted across
industries for its ability to enhance collaboration,

[18-27].

The transition from  traditional project
management methods, such as the Waterfall
model, to agile approaches reflects a significant
shift in how organizations perceive and handle
project challenges [28-36]. Traditional methods,
while structured and predictable, often struggle to
adapt to changing requirements or unforeseen
challenges. Conversely, agile methodologies, with
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Scrum at the forefront, offer adaptability,
responsiveness, and a customer-centric focus that
aligns well with the demands of modern projects.
Scrum, in particular, is designed to address the
complexities of project development through
structured roles, events, and artifacts. The
framework emphasizes transparency, frequent
inspection, and continuous adaptation, enabling
teams to deliver high-quality outcomes while
maintaining flexibility [37-44]. The roles of the
Product Owner, Scrum Master, and Development
Team are central to its effectiveness, fostering
accountability and collaboration. Core practices,
such as sprint planning, daily stand-ups, sprint
reviews, and retrospectives, ensure that projects
progress smoothly, with regular opportunities for
feedback and improvement [45-57].

Despite its widespread adoption and proven
benefits, implementing Scrum is not without
challenges. Organizations often face resistance to
change, especially when transitioning from
entrenched traditional practices [58-77]. Teams
may struggle to produce releasable increments
within short sprints, and the unavailability of
critical roles like the Product Owner can impede
progress. These challenges underline the need for
a deeper understanding of Scrum's dynamics and
its impact on project outcomes [78-83].

This research aims to explore the relationship
between the Scrum framework and project
effectiveness, focusing on key metrics such as time,
cost, quality, risk, and human resource
optimization. By examining both the benefits and
challenges of Scrum implementation, this study
seeks to provide actionable insights for
organizations striving to enhance their project
management practices [84-89]. Additionally, the
study aims to address gaps in existing literature by
offering a comprehensive analysis of Scrum's
application in various contexts, with a particular
focus on the IT industry in emerging markets.

In the following sections, this paper will delve into
the theoretical underpinnings of Scrum, review
relevant literature, outline the research
methodology, and present findings that highlight
Scrum's transformative potential in modern
project management [90-95]. Through this
investigation, the study aims to contribute to the
broader discourse on agile methodologies, offering
practical recommendations for maximizing the
benefits of Scrum while addressing its inherent
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challenges.

1.1 Theoretical Framework

The Scrum framework, a cornerstone of agile
methodologies, is rooted in the principles of
transparency, inspection, and adaptation [96-99].
These principles form the foundation of an
iterative and incremental approach to project
management, enabling teams to respond
effectively to changing requirements and complex
challenges.

Key Components of Scrum

1.1.1 Roles

. Product  Owner: Responsible for
maximizing the value of the product and managing
the product backlog [100-101].

. Scrum Master: Facilitates
process, removes impediments,
adherence to Scrum principles [102].
. Development Team: A cross-functional
group responsible for delivering potentially
shippable increments of the product [103].

the Scrum
and ensures

1.1.2 Artifacts

. Product Backlog: An evolving list of all
desired features and requirements [104].

. Sprint Backlog: A subset of the product
backlog, representing tasks to be completed in a
sprint [105].

. Increment: The deliverable outcome of a
sprint, adding value to the product [106].

1.1.3 Events

. Sprint Planning: Setting goals and defining
tasks for the sprint [107].

. Daily Scrum: A short, focused meeting to
synchronize team efforts [108].

. Sprint Review: Assessing progress and
gathering feedback from stakeholders [109].

. Sprint Retrospective: Reflecting on the

sprint to identify improvements [110].

1.2 Theoretical Underpinning

Scrum’s effectiveness lies in its adherence to
empiricism, where knowledge is derived from
experience and decision-making is based on
observable realities [111-112]. By promoting
transparency, the framework ensures that all
stakeholders have a clear understanding of the
project’s status and challenges. Regular inspection
through structured events allows for the
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identification of issues early, while adaptation
ensures that processes and priorities are adjusted
to meet evolving project demands.

1.3 Comparison with Other
Methodologies

While Scrum is a prominent agile framework, it is
often compared with methodologies like Kanban
and Extreme Programming (XP) [113-115].
Kanban emphasizes visualizing workflows and
limiting work in progress to optimize efficiency,
while XP focuses on engineering practices such as
pair programming and continuous integration.
Scrum’s structured roles and events provide a
unique approach to managing uncertainty and
fostering collaboration, making it particularly
effective for complex projects.

By establishing a strong theoretical foundation,
this study aims to contextualize the impact of
Scrum on project effectiveness, setting the stage for
a detailed exploration of its practical applications
and challenges in subsequent sections [116-119].

Agile

2. LITERATURE REVIEW

This section critically examines existing research
and scholarly perspectives on the Scrum
framework and its impact on project effectiveness.
The aim is to highlight gaps in the current literature
and establish a foundation for the present study
[120-122].

2.1 Agile
Management
Agile methodologies, including Scrum, have gained
significant traction as effective alternatives to
traditional = project management methods.
Research indicates that agile approaches are
particularly beneficial in dynamic environments,
offering flexibility and responsiveness to change
[123-125]. Studies emphasize that Scrum’s
iterative  structure allows for continuous
improvement, making it a preferred choice in
industries where adaptability is key.

Methodologies and Project

2.1.1 Benefits of Scrum

The literature underscores several advantages of
Scrum, including:

. Improved Collaboration: By emphasizing
teamwork and communication, Scrum fosters a
collaborative environment that enhances project
outcomes [126-127].
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. Enhanced Productivity: Regular sprint
cycles and clear goals help teams maintain focus
and achieve higher productivity [128].

. Better Quality: Frequent reviews and
iterations enable early detection and resolution of
issues, leading to improved product quality [129].

. Customer Satisfaction: Continuous
engagement with stakeholders ensures that
deliverables align with customer needs and
expectations [130].

2.2 Challenges in Scrum Implementation
Despite its benefits, implementing Scrum is not
without challenges. Common issues include:

e Resistance to Change: Organizations
transitioning from traditional models often
face pushback from employees accustomed
to established processes [131-134].

e Role Clarity: Ambiguities in defining the
responsibilities of Scrum roles, such as the
Product Owner and Scrum Master, can
hinder progress [135-141].

e (oordination in Distributed Teams: In
globally distributed teams, maintaining
effective communication and collaboration
can be challenging [142-148].

2.3 Research Gaps

While extensive research has been conducted on
Scrum’s benefits, limited studies focus on its
application in emerging markets or specific
industries, such as IT. Furthermore, there is a need
for more empirical studies examining the
relationship between Scrum practices and key
project performance metrics, including time, cost,
and risk management.

By addressing these gaps, this study seeks to
contribute to the growing body of knowledge on
Scrum and agile methodologies, offering insights
that are both theoretical and practical.

3. METHODOLOGY

3.1 Research Philosophy

This study adopts a Positivist research philosophy,
which emphasizes objective analysis and the
systematic investigation of phenomena based on
observable data. The positivist approach ensures
that findings are grounded in empirical evidence,
facilitating reliable and replicable conclusions.

3.2 Research Approach
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The research employs a deductive approach,
beginning with the formulation of hypotheses
derived from existing theories and literature.
These hypotheses are then tested through the
collection and analysis of quantitative data,
enabling the validation or refutation of theoretical
assumptions.

3.3 Data Collection

Primary data for this study is collected through
structured surveys administered to professionals
and organizations utilizing Scrum in project
management. The survey is designed to capture
insights into:

. The effectiveness of Scrum in achieving
project objectives.

. Challenges encountered during Scrum
implementation.

. Metrics for evaluating project performance,
including time, cost, quality, and risk.

3.4 Sampling

The study employs a purposive sampling
technique, targeting respondents from the IT
sector and other industries where Scrum is actively
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implemented. A sample size of approximately 150
participants is determined to ensure the reliability
and generalizability of findings.

3.5 Analytical Techniques

Quantitative data is analyzed using statistical tools
such as:

. Descriptive Statistics: To summarize key
trends and patterns.

. Inferential Statistics: To test hypotheses
and examine relationships between variables.

. Structural Equation Modeling (SEM): To
explore complex interdependencies and validate
the theoretical framework.

This methodological framework provides a robust
foundation for investigating the impact of Scrum on
project effectiveness, ensuring that the study’s
findings are both credible and actionable.

4. DATA ANALYSIS

This section presents the empirical findings from
the study’s quantitative analysis, focusing on the
relationship between Scrum practices and project
performance metrics.

Table 1: Scrum Effectiveness Metrics

Metric Mean Score (out of 5) Standard Deviation
Time Management 4.3 0.5
Cost Efficiency \ 4.1 0.6
Quality Management \ 4.5 0.4
Risk Mitigation | 4.0 0.7
HR Optimization | 4.2 0.5
4.1 Interpretation hypothesis that Scrum practices lead to

The metrics reveal that Scrum significantly
enhances project performance across critical
dimensions, with quality improvement scoring the
highest mean. These findings support the

measurable benefits in time and cost management,
while also mitigating risks and optimizing human
resources.

Table 2: Challenges in Scrum Implementation

Impact on Project Success (out

Challenge Frequency (%) of 5)
Resistance to Change \ 35 3.8
Role Clarity | 40 4.2
Coordination in Distributed Teams \ 25 3.5

4.2 Interpretation
The most frequently encountered challenge is role
clarity, which also has the highest impact on
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project success. This underscores the importance
of clearly defining Scrum roles to mitigate
implementation difficulties.
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Table 3: Correlation Between Scrum Practices and Project Metrics

Correlation with Time

Correlation with Quality  Correlation with Risk

Scrum Practice  Management Improvement Mitigation
Daily Scrum | 0.72 0.85 0.64
Sprint Review \ 0.68 0.81 0.67
Sprint Responsiveness \ 0.700.65 0.83 0.69
Product Backlog
Refinement 0.78 0.66

4.3 Interpretation

Strong correlations are observed between Scrum
practices and key project metrics, particularly for
quality improvement. Daily Scrum and Sprint
Retrospective exhibit the highest correlations,
highlighting their critical role in driving project
success.

The analysis demonstrates that Scrum practices
are positively correlated with improved project
performance metrics, validating the framework’s
effectiveness. Challenges such as resistance to
change and role clarity remain significant
barriers, emphasizing the need for targeted
strategies to address these issues. Overall, the
findings align with the study’s objective of
understanding Scrum’s impact on project
effectiveness and offer actionable insights for
organizations seeking to optimize their agile
practices.

5. DISCUSSION

The findings from this study offer compelling
evidence for the effectiveness of Scrum as a
project management framework, while also
illuminating the challenges that organizations
encounter during its implementation. This
discussion synthesizes the empirical results with
existing literature and theoretical underpinnings
to provide a nuanced understanding of Scrum'’s
role in enhancing project effectiveness.

5.1 Effectiveness of Scrum

The high mean scores observed across metrics
such as quality improvement (4.5) and time
management (4.3) validate the widely
acknowledged benefits of Scrum in literature.
These results align with researchers, who
emphasize the iterative structure of Scrum as a
key enabler of continuous improvement. The
strong correlations between Scrum practices and
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project metrics further reinforce the notion that
Scrum facilitates better alignment between
project goals and deliverables.

Particularly, practices such as Daily Scrum and
Sprint Retrospectives, which exhibited the
highest correlations with quality improvement
(0.85 and 0.83, respectively), demonstrate the
value of frequent communication and reflection.
These practices encourage teams to identify and
address issues promptly, fostering a culture of
accountability and collaboration.

5.2 Challenges in Implementation

Despite these advantages, the study highlights
persistent challenges, including resistance to
change (35% frequency) and role clarity (40%
frequency). These findings resonate with
research, who identify organizational inertia and
ambiguity in roles as significant barriers to agile
adoption. The high impact of role clarity on
project success (4.2 out of 5) underscores the
necessity of clearly defining responsibilities for
key roles, such as the Product Owner and Scrum
Master, to ensure smooth implementation.

5.3 Implications for Practice

The empirical evidence from this study offers
actionable insights for organizations aiming to
maximize the benefits of Scrum. First, targeted
training programs can help mitigate resistance to
change by equipping team members with the
skills and mindset required for agile practices.
Second, organizations should invest in role-
specific training and documentation to enhance
clarity and ensure that all stakeholders
understand their responsibilities within the
Scrum framework.

Furthermore, the correlations observed in this
study suggest that organizations should prioritize
practices such as Daily Scrum and Sprint
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Retrospectives to optimize project outcomes. By
fostering regular communication and reflection,
these practices enable teams to adapt to evolving
requirements and maintain alignment with
project goals.

5.4 Limitations and Future Research

While this study provides valuable insights,
certain limitations must be acknowledged. The
focus on the IT sector and emerging markets may
limit the generalizability of findings to other
industries and regions. Future research could
explore the application of Scrum in diverse
contexts, such as manufacturing or healthcare, to
provide a more comprehensive understanding of
its impact.

Additionally, this study primarily examines direct
correlations between Scrum practices and project
metrics. Future studies could investigate
potential mediators or moderators, such as
organizational culture or team dynamics, to
uncover deeper insights into the mechanisms
driving Scrum’s effectiveness.

Moreover, this study reaffirms the transformative
potential of Scrum in modern project
management while highlighting critical areas for
improvement. By addressing the challenges
identified and leveraging the best practices
outlined, organizations can enhance their agility
and drive sustained success in an increasingly
dynamic business environment.

6. CONCLUSION

The results of this study underscore the profound
impact of Scrum as a project management
framework, particularly in enhancing project
effectiveness across multiple dimensions. The
findings highlight the ability of Scrum practices to
drive significant improvements in time
management, cost efficiency, quality, risk
mitigation, and human resource optimization.
These outcomes reaffirm the central role of
empiricism, collaboration, and adaptability
within the Scrum framework, providing
organizations with a robust methodology to
navigate the complexities of modern projects.
Despite its evident advantages, the challenges
associated with Scrum implementation, such as
resistance to change and role ambiguity, cannot
be overlooked. Addressing these challenges
through targeted interventions, such as training
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programs and clear role definitions, is imperative
for organizations to fully realize the benefits of
Scrum. Furthermore, the study’s findings
emphasize the critical role of specific practices,
such as Daily Scrum and Sprint Retrospectives, in
optimizing project outcomes and fostering a
culture of continuous improvement.

This research contributes to the growing body of
knowledge on agile methodologies, offering
practical insights for practitioners and scholars
alike. By addressing the limitations identified and
expanding the scope of future studies, the
understanding of Scrum’s transformative
potential can be further enriched. Ultimately, the
adoption of Scrum represents a strategic
investment for organizations seeking to enhance
their agility, resilience, and competitiveness in an
ever-evolving business landscape.

7. RECOMMENDATIONS

Based on the findings of this study, several
recommendations are proposed to enhance the
successful implementation and utilization of
Scrum:

7.1 Invest in Agile Training and Education

. Conduct comprehensive training
programs to equip team members with the
necessary skills and mindset for agile practices.

. Offer role-specific training to ensure
clarity and competency for key roles such as
Product Owner and Scrum Master.

7.2 Promote a Culture of Adaptability

. Encourage an organizational culture that
values flexibility, innovation, and continuous
learning.

. Address resistance to change through
transparent =~ communication and  active
engagement with stakeholders.

7.3 Strengthen Role Clarity

. Clearly define the responsibilities and
expectations for each Scrum role to mitigate
ambiguities and enhance accountability.

. Develop standardized documentation to
guide role execution and alignment with
organizational goals.

7.4 Prioritize Key Scrum Practices
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. Focus on high-impact practices, such as
Daily Scrum and Sprint Retrospectives, to drive
better communication, reflection, and alignment.
. Regularly evaluate and refine these
practices to ensure their effectiveness in
achieving project objectives.

7.5 Leverage Technology for Distributed
Teams

. Utilize collaborative tools and platforms
to facilitate effective communication and
coordination among geographically dispersed
teams.

. Implement mechanisms to track progress
and maintain alignment in distributed project
environments.

7.6 Expand Research and Continuous
Improvement

. Encourage ongoing research into the
application of Scrum in diverse industries and
contexts to uncover new insights and best
practices.

. Foster a culture of continuous
improvement by regularly assessing the
effectiveness of Scrum practices and adapting
them to evolving project requirements.

By implementing these recommendations,
organizations can overcome the challenges
associated with Scrum and wunlock its full
potential as a transformative  project
management framework. These strategies not
only enhance project outcomes but also position
organizations to thrive in an increasingly
dynamic and competitive business environment.
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