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Abstract  
Drawing from social perspectives, we narrate a case story of wireless network implementation 

situated in a socially connected but politically segregated environment. We seek to understand 

how the interplay between radical IT implementation and organizational structure shapes and 

reshapes organisational members‟ perception of implementation success and how unintended 

consequences of popular mobile technology emerge in a politically sensitive workplace. Detailed 

narrative analysis reveals that many subtle conflicting issues intertwined among various 

stakeholder groups. Those issues not just reshape how organisational members perceive IT 

implementation success but also how future IT management take place. The insights gained from 

this case story thus suggest that a more socially and politically sensitive IT practice in general 

and wireless network management in particular might be essential  in the contemporary service 

oriented IT environment.  

 

Keywords 
Politics, social perspective, wireless network, mobile technology, narrative inquiry, and case 

study 

 

1. Introduction 
Ever since Markus‟s classic study (1983), the significance of politics in influencing information 

technology (IT) or information systems (IS) implementation has arguably been instilled in many 

researchers‟ and practitioners‟ minds. While IT users might resist emerging systems for their 

self-interests and/or for inadequate technical deign, the interaction between systems users and the 

context in which the systems put into practice might be more influential than other factors 

involved (Markus, 1983). For poorly designed technology or inadequately customised systems 

that are not tailored to the users‟ needs, it is more understandable when the systems fail to 

achieve its intended results. For emerging technology or systems that could enhance users‟ 

productivity and efficiency, their implementation success or failure is often determined not by 



  

   

technical design but by social and organisational issues (Myers, 1994). Often, the unintended 

consequences emerging from those circumstances are beyond the IT management‟s expectation 

(Orlikowski, 1991). In the contemporary IT environment, popular technology such as wireless 

networks and enterprise-wide information systems such as ERP (Enterprise Resource Planning) 

might require multi-years of implementation process and/or multi-million dollars of investment 

(Gargeya & Brady, 2005). Any unintended consequences, particularly negative ones, derived 

from systems implementation might be too complicated or costly to be overlooked. 

The purpose of this research investigation thus seeks to unveil subtle issues hidden behind the 

economic justification of popular technologies and in turn encourages more socially and 

politically sensitive IT practices. More specifically, drawing from an integrative perspective that 

combines economics and social understanding, this paper inquires: “To what extent does the 

interplay between radical IT implementation and organisational structure reshape organisational 

members‟ perception of implementation success?” and “How do social perspectives help better 

understand unintended consequences of popular technologies in a political sensitive 

environment?” A in-depth case analysis reported here discusses how a widely accepted, or even 

embraced, technology in the contemporary business world suddenly emerged in an academic 

institution, how its socially connected and politically segregated organisational members came to 

interact with the technology and how such interaction shaped and reshaped the technology‟s 

designed results and unintended consequences.    

Insights gained from this case study could reinforce the significance of politics in the IT 

implementation process (Markus, 1981, 1983) and in turn help IT managers to develop a more 

socially and politically responsive IT planning that could smooth out unintended consequences 

of IT practices. They could also extend the existing knowledge of IT implementation literature 

that is commonly dominated by economics perspectives (Smithson & Hirschheim, 1998). 

Several lessons could further inform IT managers situated in a radical environment and/or 

scholars challenged by emerging multitasking, social networking generation of students and IT 

professionals that demand different IT services or teaching and learning approaches.   

2. Literature review 
With the growing popularity of computer information systems, IT implementation research 

started gaining increasing attention in the late 1970s (Ginzberg, 1978; Lucas Jr, 1978) and early 

1980s (Ginzberg, 1981a, 1981b; Gremillion, 1980).  This line of research often focused on 

individual user‟s perspective (El Sawy, 1985; Joshi, 1991), including the impacts of users‟ 

cognition (Griffith & Northcraft, 1996) or beliefs (Karahanna et.al., 1999) on information 

technology. Due to its emphasis on individual users, these research endeavours were also 

frequently associated with, or influenced by, the prominent work of Everett Rogers‟s diffusion of 

innovation (Rogers, 1995) in that individual adoption of technology was categorized into five 

phases: awareness, interest, evaluation, trial, and adoption (Huff & Munro, 1985). In the late 

1980s, the emergence of technology acceptance model (Davis, 1989) would also strongly shape 

the future IT research even to this date (Bagozzi, 2007; Hirschheim, 2007; Karahanna et. al.,  

2006). However, the focus of diffusion of innovation theory, technology acceptance model, and 

subsequent studies were primarily on individual users and they tended to simplify the 

complicated implementation or adoption process that an organisation faced in the real business 

world.  



  

   

Most recently, as a review of IT implementation literature by several senior researchers pointed 

out, three emerging factors have dramatically changed implementation practice and subsequently 

challenged the IT implementation research. These factors included (1) the substantial increase of 

IT investment on enterprise systems such as ERP (Enterprise Resource Planning), SCM (Supply 

Chain Management), and CRM (Customer Relationship Management), (2) the increasing 

demand in today‟s highly competitive market that required rapid development and 

implementation of IT, and (3) the emergence of multi-firm networks and virtual community 

platform  (Lucas et.al., 2007). A simple focus on technological assessment would thus no longer 

be sufficient (McNish, 2002). The contemporary and future research would need  to pay attention 

to various factors such as interpersonal relationship (Li, Chau, & Lou, 2005), boundary spanning 

situations (Levina & Vaast, 2005), industry level activities (Johnston & Gregor, 2000), and 

institutional pressures from the competing landscape (Lai, Wong, & Cheng, 2006). In retrospect, 

Lucas et.al. (2007) concluded, “Looking ahead, we see the necessity for more fully accounting 

for technological, institutional, and historical contexts, leading us to suggest that our research 

should be more oriented toward telling rich and complete stories of innovation with information 

technology” (Lucas et.al., 2007, p. 208). 

2.1 Social perspective 
In the particular domain of mobile technology chosen for our investigation, rich and complete 

stories would then need to incorporate alternative perspectives to better understand the complex 

interplay between technology and organisations situated in such a rapidly growing environment. 

While the most widely embraced viewpoint in the IT literature is largely derived from economics 

perspectives such as IT investment (Dehning, Richardson, & Zmud, 2003), productivity 

(Thatcher & Oliver, 2001), business profitability (Hitt & Brynjolfsson, 1996), and consumer 

value (Mukhopadhyay, Kekre, & Kalathur, 1995), the less favoured and often overlooked social 

perspective (Smithson & Hirschheim, 1998; Stone, 1990) such as politics (Markus, 1981, 1983), 

structural control (Orlikowski, 1991), and various external factors (King, et al., 1994; Teo et. al,, 

2003) could help unveil deeper issues embedded in the organisational structure or the market 

landscape that would not be surfaced otherwise. Particularly in the context of uncertain IT 

environment (e.g. wireless industry), emerging issues such as standards (Tan, 2002), security 

(Ghosh & Swaminatha, 2001), applications (Tarasewich, 2003), interface design (Lee & 

Benbasat, 2003), among others (Jarvenpaa & Lang, 2005; Palen, 2002) often further complicated 

situations in relation to external uncertainty and internal tension more drastically than economic 

factors did (Tan, 2002). 

2.1.1 External uncertainty 

Externally, emerging technical challenges and related issues prohibit an organisation from fully 

predicting the future technological development, particularly in the U.S. where the market and 

political forces are complicated (Tan, 2002). The rapid evolution of mobile technology could 

also exceed organisations‟ implementation capacity—before organisations completely grasp the 

features of technological capability, new devices or services might have already appeared in the 

market. For instance, wireless network standards have evolved from 802.11b, 802.11a, to 

802.11g and 802.11n since the late 1990s (standards.ieee.org). The uncertainty in such 

technological environment presents an enormous challenge in an organisation‟s implementation 

of wireless networks. In an institutional context where organisations often face substantial 

competition from other organisations, a clear understanding of how external factors play out 

between an organisation and its institutional landscape becomes critical (Tan, 2002). Those 



  

   

factors, in addition to the emerging technological uncertainty and complexity, would include 

social, political, and cultural issues that every institutional member faces in its competing forum. 

Traditional economic perspectives in the IT implementation literatures that simply emphasise 

productivity, efficiency, and effectiveness, thus, could not offer sufficient understanding of 

subtle, authentic issues to emerge regarding how the implementation process evolves and what 

impacts occur.  

2.1.2 Internal Tension 

Internally, tension between IT departments and user groups is naturally embedded in 

organisational structure and IT systems (Applegate et.al., 2007). While IT functions might 

aggressively innovate emerging technology that intends to enhance business operations, the 

success of IT innovation is often determined by user involvement (Markus, 1981) and the 

interaction between organisational members and IT systems that intend to change users‟ existing 

business processes or IT practices (Markus, 1983). As Markus (1983) clearly pointed out, user 

resistance was a recurring problem in most IT implementation process, sometimes for intended 

users‟ internal factors, however informal or implicit, and for poor system design but more often 

for the multifaceted interaction between users, technology features, and the context in which the 

systems were implemented. Even when new systems implemented were a popular technology 

such as CASE (Computer-Aided Software Engineering), unintended consequences resulting 

from social relations and power control could exceed the understanding of technology 

determinism that often heavily simplified emerging technology‟s designed results (Orlikowski, 

1991). At the enterprise-wide or inter-institutional level, failing to manage these social and 

political issues naturally intertwined with the IT implementation process could even cause 

devastating lose from which an organisation might not easily recover (Myers, 1994). These 

classic studies highlight the necessity of incorporating social perspectives in our empirical 

examination of wireless network implementation, also a rapidly growing and widely accepted 

technology.  

3. Research methodology 
We employ a case study research methodology to dismantle subtle issues embedded in the 

research context. Case study research has been the most widely adopted qualitative methodology 

in the IT literature (Orlikowski & Baroudi, 1991). Its data collection process normally combines 

various methods, including interviews, observation, and documentation, and can involve either 

single or multiple cases and numerous levels of analysis (Yin, 1994). As case study approaches 

gains considerable attention in the IT literature (Chen & Hirschheim, 2004; Lee, 1989; Walsham, 

1995), their empirical practices further evolve into a variety of research endeavour that draws 

little distinction with theory falsification (Lee, 1989; Markus, 1983), hermeneutics (Myers, 

1994), ethnography (Orlikowski, 1991), and grounded theory (Orlikowski, 1993). Interestingly, 

these influential works, either positivist or interpretive in origin, mostly involve in one single 

case organisation. While conventional wisdom tends to disfavour single case study (Eisenhardt, 

1989), some argue that one deep case study with good story telling might generate better theories 

than a number of surface case studies (Dyer & Wilkins, 1991). The research investigation 

reported here is in line with such a perspective. 



  

   

3.1 Study site 
Metro Law Centre (MLC) at Metropolitan University (MU), a large public research university 

with more than 35,000 students from immensely diverse backgrounds, was chosen for our 

investigation. The University‟s IT structure is mostly decentralised due to its large physical size 

and student population. Metro Law Centre‟s IT services, as in other academic colleges, are 

largely provided by its own IT department supervised by Assistant Dean, Gordon, and IT 

director, Roger. The rationale for choosing MLC at the Metropolitan University as our study site 

was mostly because it was one of few, if not the only, organisations in the metropolitan area to 

implement wireless networks across its entire campus and most importantly a mandatory laptop 

program which required admitted law students to equip with a laptop computer prior to entering 

the program. This unique background provided an ideal research context for our investigation not 

just for its wireless network environment but also for the emerging issues interplayed between its 

newly implemented IT policy and the existing organisational structure and academic operations. 

3.2 Data collection 
The data collection process primarily took place in two academic semesters. During those 

periods research visits were conducted mostly two to three times a week during our non-teaching 

days. While there was no definite rule regarding the number of interviews for a case study 

(Gummesson, 1991), to gain a reasonable understanding that could better represent an 

organisation‟s perspective as a whole, fifteen semi-structured interviews reported in this paper 

were conducted consisting of IT staff members, professors, administrators, and student users. All 

interviews were digitally-recorded and followed the same guidelines. The average recording 

times of interviews were 53 minutes without students and 42 minutes with students. All 

interview records were transcribed and the transcription resulted in 99 single-spaced pages of 

data.  

3.3 Narrative analysis 
For data analysis, we rely on narrative inquiry to better make sense of issues interplayed between 

technology and organisations and users. According to Bruner (1996), narrative inquiry and 

narrative knowledge might well be “the most natural and earliest way” (Bruner, 1996, p. 121) of 

organising human lived experiences. It commonly results in story telling (Boje, 1991; Craig, 

2003), story making (Bruner, 2002), parallel story organising (Craig, 1998, 2003), and in turn 

story construction of reality (Bruner, 1991). In addition, narrative inquiry often creates 

metaphors to help better construct stories and in turn allow authentic knowledge to surface 

(Craig, 2004; Lakoff & Johnson, 1980). Narrative and metaphor, thus, are sometimes addressed 

jointly as the same analytic mode. They are commonly found in education in general and in 

literacy in particular (Clandinin & Connelly, 1988; Craig & Olson, 2002; Janesick, 1994). While 

our research investigation does not rely on metaphorical analysis, the story telling aspect of 

narrative inquiry allows a more meaningful understanding of subtle issues emerged from the 

context in which various stakeholders are deeply situated.   

4. Story of Metro Law Centre 
The main stakeholders in this study included the Assistant Dean of Metro Law Centre (MLC), 

Gordon, who headed the IT department at MLC, the current IT director, Roger, various faculty 

members, administrators, and students. The radical emergence of wireless networks at MLC 



  

   

began when a severe tropical storm swept across the metropolitan area and flooded a 

considerable section of the law centre, in particular the networking facilities and the law library 

located in the basement. With a large proportion of the library collections unsalvageable and the 

primary function of networking infrastructure destroyed, the regular academic research and 

relevant activities could not be performed normally. The law centre immediately fell into a dark 

facility with no electricity. However, the Dean at that time was determined to renovate the 

facility in time for the students to return in the subsequent semester, which appeared to be almost 

an impossible mission with urgent time constraint. Consequently, the options presented at the 

time would be either to re-wire the entire facility or to implement wireless networks. Gordon 

admitted that intuitively it appeared unwise to install two thousand network plugs throughout the 

facility. Roger, IT director, elaborated that the economic comparison between wired and wireless 

options quickly led the IT department to choose the wireless alternative. 

In addition to the economic consideration of physical space and wiring costs, another strategy 

hidden underneath the surface manifested itself through a more subtle analysis. Accompanied 

with the wireless network at law centre, a mandatory laptop programme was also implemented 

almost simultaneously. This mandatory laptop programme required all freshman students to 

purchase one particular model of laptop prior to attending the school. On the one hand, it 

reinforced the notion of wireless campus and equipped students with necessary tool to best utilise 

the wireless networks. On the other hand, the ownership of computing resources had completely 

shifted from the IT department to the students. The IT department no longer provided computers 

in the laboratory; neither did they equip networking infrastructure that traditionally existed in 

any physical facility. The IT function no longer needed to maintain or manage those computing 

and technological resources. The cost of technology ownership had been shifted to the students 

silently. Largely driven by resource allocation, such radical evolution highlighted an emerging 

era of IT practice in general and network management in particular at MLC. Consequently, many 

subtle, unintended issues quickly emerged between various stakeholder groups.  

4.1 Immediate nuisance - students vs. IT department 
One immediate issue resulted from the mandatory laptop programme was that only certain 

models of laptop computers were recommended or no IT service would be provided. This 

situation created immediate nuisance between student users and the IT department, particularly 

those who have already equipped with their own laptop computers prior to entering the program.  

I didn‟t like it at first because also the school recommends a certain computer and it‟s a 

very expensive computer.  I think it‟s about $3,000 when I first got here.  If I‟m not 
mistaken, I‟m pretty sure that‟s what it was and I had my own laptop which was $500 and 

it was fine… My laptop was a gift from my parents and was only 3 months old… At first 

I was questioning why did we need to have all that stuff, it didn‟t make sense... They [IT 
department] told me I could use my laptop, but said they couldn‟t guarantee it would 

work with everything and said I would get no IT assistance. [Molly, Student] 

4.2 Outright conflict - students vs. professors 
Another tension occurred between professors and students in the classroom settings. The 

existence of wireless networks in the classroom has inevitably allowed students to distract 

themselves. Some faculty members have embarked on strict rules for forbidding laptop usages in 

the classroom. At the law centre where the laptop was mandated, it created unpleasant and 

confusing situation between professors and students.   



  

   

… It‟s just a reality that we are gonna use computer and that they are very fast and very 

useful. I was also a little surprised though and at first it was irritating me, some professors, 
the first year, professors, two of my professors would not allow laptops in the class. So it 

was like we had a requirement and then we were told not to bring them, which felt like an 

irony, which was like unfair. [Michelle, Student] 

Then some faculty refuse to let the students use their laptops in the classroom.  Then the 
students get mad, why did you make me buy a laptop and I can‟t take it to class. [Sean, 

Associate Dean]  

4.3 Unintended animosity - professors vs. IT staff 
Another problem caused by the implementation of wireless networks took a huge twist between 

professors and administrators. Due to radical implementation, the administration determined to 

implement the wireless networks and laptop requirement without much involvement of faculty 

members. In the academic world, a general perception that this decision-making was a bad 

process became evident. It provided the underlying cause for controversy between professors and 

administrations.  

It‟s related to the controversy.  One, it‟s an academic thing; the Dean shouldn‟t decide 
this on his own, he should have consulted more with the faculty.  So there are some 

faculty who just think this was a bad process.  [Sean, Associate Dean]  

From a faculty member‟s perspective, it was bad enough to not be consulted with certain 

decision making that would affect his/her major academic activities, i.e. teaching in the 

classroom; it was worse not to be informed after the implementation of wireless networks has 

completed. When a professor discovered the existence of wireless networks and the distraction 

that it naturally created, his anger towards administration exploded as he perceived that his 

academic privacy and freedom was completely violated. He has since perceived the existence of 

wireless networks in the classroom a simple disaster and opposed to its development in any 

means possible including public speech to the central IT department and the entire law faculty 

email list.  

No faculty was made aware of this during the first 6 weeks of class.  When I found out, I 

published it and then the Dean admitted… I was mad as hell at the administration.  The 

administration was determined to make me conform to what she viewed as a desirable 
classroom asset and she wasn‟t at all worried about the students‟ attention… I don‟t know 

what other people are doing actually in those classes but in my class the computer was 

simply a disaster. [Jarek, Professor] 

4.4 Hidden clash - professors vs. professors 
As the implementation evolved over the years, conflicting viewpoints continued to battle at the 

law centre. The first group of professors were fully aware of negative situations in the classroom 

but chose to neglect the problem. Their philosophy was largely stemmed from the independence 

and freedom strongly rooted in the academic environment. This group of professors perceived 

that students should assume responsibility for their own actions and in turn that the professors 

should not engage in classroom control activities. Janice, for example, taught at the law centre 

for over thirty years and observed much negative distraction recurring in the classroom. She, 

however, never made attempt to instruct how students should use (or not use) their laptops in the 



  

   

classrooms. As such, Janice‟s style was a completely independent, self-controlled approach. To 

her, the wireless networks might be literally nonexistent.  

It‟s quite clear, unless they think they need to listen because there‟s something they don‟t 

understand, or they are going to get called on, or there is a problem set to work through, 
they are off doing their own thing. But I assume if they weren‟t doing that they‟d be 

daydreaming. I don‟t think it‟s particularly a good thing. It hasn‟t stopped me from 

teaching the way I teach. I‟m not going to go and patrol the classroom and go up and 

down the rows. The students who are interested are going to get good grades and pay 
attention and those who don‟t aren‟t. [Janice, Professor]   

The other group of professors were so frustrated with student activities in the classroom that they 

adopted a radical approach to terminate the network access and laptop usage altogether. Jarek, 

for example, made several attempts to express his concerns and frustration to the administration 

but there was no satisfactory result to him. Having received several teaching excellence awards 

over decades, Jarek considered the existence of wireless networks in the classroom a technology 

monster and be removed permanently at once. He even wrote an article and presented it to the 

central IT department and other academic units on campus. After the first year of unsuccessful 

attempt to discourage students using the Internet in classroom, Jarek performed a legendary 

action that was widely known among MLC professors.   

After that first year, it was a disastrous year in which I tried to get students to stay off the 

Internet.  In desperation I got a ladder and unplugged the classroom system and was told 

by an unsympathetic administration I couldn‟t do that. I did it nevertheless after a week 
or two trying to make a point with the class and finally after I felt I‟d made my point, I 

went on with the semester and the year and it was a disastrous teaching year.  [Jarek] 

The radical approach adopted by a group of professors such as Jarek completely prohibited the 

usage of wireless networks and laptops in their classrooms. Their radical approach created two 

issues in the law centre: one with students and the other with other faculty members. With the 

students, their approach contradicted with the mandatory laptop requirement practiced in the law 

centre as described earlier. With faculty members, Jarek‟s persistent advocacy of removing 

wireless networks from classrooms continued to create conflicts between him and the 

administrators and the IT department. The attention was drawn to not just technology issues but 

also political issues among faculty members. Since faculty members at the law centre exhibited 

various reactions toward wireless networks and Internet activities in the classrooms, very few 

faculty members embraced Jarek‟s radical approach. Eventually, Jarek‟s approach and persistent 

arguments with the administrations created incompatible attitude from some other faculty 

members who would simply consider Jarek a complete distraction on his own. Janice, for 

example, rolled her eyes when she revealed the message below.  

In the beginning everyone accepted it and then some professors realised some students 

weren‟t paying attention.  They were just doing all kinds of things so Jarek is famous for 

getting a ladder and unplugging things and making a huge fuss and then barraging the 
Dean with, “This is your fault. How could you have done such a stupid thing?” endlessly 

over the next 4, 5 years.  He sent e-mails to all the faculty to barrage the Dean and 

making life difficult for everyone because he‟s unhappy.  So we‟re putting switches in 

two rooms; I sure hope we give him one of the rooms where he can just turn the switch 
off so no one can use their computer. Don‟t talk to me about Jarek. [Janice] 



  

   

5. Reflective understanding 
In reflecting the first central research question, “To what extent does the interplay between 

radical practice of mobile technology and organisational structure shape and reshape 

organisational members‟ perception of implementation success,” MLC‟s story of wireless 

network implementation has evidently demonstrated a strong and perhaps inevitable interplay 

between its radical implementation of wireless networks and existing organisational structure. 

While wireless network seemed to be a logical solution to an unexpected natural disaster, its 

technological functionalities and/or economics benefits were not fully understood or embraced in 

the implementation process over time. All these stories lived and told by participants suggested 

that certain aspects of the implementation process failed to achieve its intended results and might 

even create more issues than benefits along the way.   

More specifically, the immediate nuisance between students and IT department, the outright 

conflict between students and professors in classrooms, the unintended animosity between 

professors and IT department, and most critically the hidden clash among professors manifested 

unintended consequences of this radical wireless network practice that might have severely 

undermined MLC‟s routine operations and in turn fundamentally shaped MLC‟s organisational 

culture. While technological functionality might be relatively easy to realise, work relations and 

organisational culture could take time to develop or reshape. Once compromised, they might no 

longer be recovered. In MLC‟s case, the situation has evidently created or reinforced unpleasant 

or even hostile work environment that could lead to further issues such as employees‟ 

dissatisfaction and departure. The intangible cost of such unintended consequences could be 

beyond the values created by technological functionality.  

In reflecting the second research question, “How do social perspectives help better understand 

unintended consequences of popular technologies in a politically sensitive environment,” MLC‟s 

story has evidently substantiated the necessity of integrating social understanding to IT practice 

in general and radical innovation of wireless networks in particular. Without social perspectives, 

subtle unintended consequences would not manifest themselves otherwise. More specifically, 

these social perspectives informed us that IT users or organisational employees are after all 

„social creatures‟ who create complex interactions with technology and among themselves. 

Those interactions often shape and reshape consequences beyond the intended purposes of IT 

implementation in general and wireless network management in particular. Particularly in a 

radical situation such as the story of MLC, social perspectives helped illuminate subtle nuisances 

that could be influential in understanding the multifaceted meaning of information technology, 

even a popular one such as mobile technology, in business processes and/or organisational 

culture.  

To practitioners, several valuable lessons could be learned from MLC‟s politically sensitive 

story. The most fundamental one reinforced that the push approach of IT implementation from 

top management down to the users would often lead to unintended consequences that might be 

more costly than the management realised. Although Markus (1983) has made it utterly clear 

how politics influenced IS implementation success, history seemed to repeat itself at MLC. 

Despite its logical solution to a natural disaster, the radical implementation of wireless networks 

at MLC could have been more successful if the administration have had first communicated with 

stakeholders, i.e. professors and students, involved. As such, even given an urgent situation 

similar to MLC‟s disaster response at that time, the administration or IT department could 

smooth out undesirable resistance from stakeholders through mass communication tools such as 



  

   

email systems or focused group meetings to inform users the potential consequences. When the 

users were made aware of the situation, the degree to which they resisted the newly deployed 

change would be less likely as severe as in Jarek‟s example who was clearly shocked by sudden 

appearance of wireless networks in classrooms.  

Another important lesson learned was that top management should not neglect or underestimate 

knowledge workers‟ professional domains. At MLC, such domains were most apparent in 

professors‟ teaching integrity in classroom settings and academic autonomy else where. When a 

professor perceived that his/her teaching integrity was violated, he/she could create unexpected 

resistance that profoundly undermined not just implementation success but also organisational 

culture. In the academic setting, precaution might need to be taken even more seriously from top 

management when emerging IT changes intersect with faculty members‟ autonomy because their 

intellectual freedom is commonly respected, informally sanctioned or even highly protected by 

higher educational systems. The hidden consequences caused by failing to acknowledge, if not 

appreciate, intellectual integrity and academic autonomy might significantly outweigh economics 

benefits generated by technology. As Gordon informed us, it was a history, if not a mistake, that 

he or his IT department would not repeat. Suggestions could thus be made that proactive 

planning be taken to develop user awareness of potential IT consequences and to market 

intended benefits into knowledge employees‟ professional domains. In MLC‟s case, strategising 

the notion of „flexible and improvising teaching/learning style‟ and marketing „the first 

institution to equip with an advanced technology‟ are perhaps in line with academic mentality 

where teaching/learning autonomy and school ranking and advancement are often embedded in 

the institutional competing landscape.   

To researchers, MLC‟s story provided an interesting example of how the radical interplay 

between emerging technologies and organisational structure shapes and reshapes the designed 

results and unintended consequences of IT practice. The integration of social perspectives also 

helped unveil politically sensitive issues entangled in the implementation process that might not 

surface otherwise. Evidently, despite classic influential studies such as Markus (1983), the 

history continued to repeat itself, perhaps only under different circumstances. The investigation 

of how socially connected and politically segregated organisational members interact with 

emerging technology, particularly those that require substantial investment and long term 

implementation endeavour such as Enterprise Resource Planning (ERP), would then continue to 

demand the research community‟s attention. Those information systems‟ success and failure 

would be so multifaceted that simple economics perspectives and financial assessment might not 

provide a comprehensive understanding of its impacts.  

One particular aspect pertaining to the academic setting such as MLC‟s story is that the higher  

education institutions in particular and the society or the business world as a whole are 

increasingly facing a multitasking, social networking generation who grows up online and 

demands constant interaction and connection with an enormous social cloud over the Internet. 

Enabled by mobile technology and wireless networks, such social cloud is penetrating various 

professional domains including traditional classroom settings where professors might inevitably 

experience technological challenges and cultural changes in the teaching and learning process. 

How this emerging generation‟s technological demands interact with traditionally well protected 

academic autonomy and how they shape and reshape the teaching and learning process and 

results might provide some interesting opportunities for future research endeavours.  



  

   

6. Conclusion 
While a single case study such as Metro Law Centre presented in this paper inevitably has 

certain research limitation, the in-depth narrative analysis can help unveil subtle issues hidden 

behind the economic justification of emerging technologies, which reflects our research purpose. 

Insights gained from those unintended consequences of MLC‟s story might be implicated 

differently by IT managers and researchers to better make sense of their organisational 

environment or research context. However, a common understanding derived from this case 

story is that a more socially and politically sensitive IT practice in general and wireless network 

management in particular might be essential  in the contemporary service oriented IT 

environment. Top management might even need to consider that it might no longer practical to 

exercise the top-down implementation approach, regardless of IT environment faced. At the 

academic settings, questions could even be asked, “Is it even ethical for IT policy or practice to 

intervene with intellectual freedom and academic autonomy that largely shapes the higher 

education environment?” As more multitasking, social networking generation of college students 

and IT professionals enters higher education institutions and the business world, emerging issues 

would thus inevitably continue to challenge the academics and IT managers. Future investigation 

that helps provide insights of how to manage potential hidden clashes between different IT 

demands from various professional groups might prove valuable to IT practice and network 

management in particular.   

 

References 
Applegate, L. M., Austin, R. D., & McFarlan, F. W. (2007). Corporate Information Strategy and 

Management (7th ed.). New York, NY: McGraw Hill/Irvin. 

Bagozzi, R. P. (2007). The Legacy of the Technology Acceptance Model and a Proposal for a 

Paradigm Shift. Journal of the Association for Information Systems, 8(4), 244-254. 

Boje, D. M. (1991). The Storytelling Organization: A Study of Story Performance in an Office-

Supply Firm. Administrative Science Quarterly, 36(1), 106-126. 

Bruner, J. (2002). Making Stories: Law, Literature, Life. New York: Farrar, Straus and Giroux. 

Bruner, J. S. (1991). The Narrative Construction of Reality. Critical Inquiry, 18, 1-21. 

Chen, W., & Hirschheim, R. (2004). A Paradigmatic and Methodological Examination of 

Information Systems Research from 1991 to 2001. Information Systems Journal, 14. 

Clandinin, D. J., & Connelly, F. M. (1988). Studying Teachers‟ Knowledge of Classrooms: 

Collaborative Research, Ethics, and the Negotiation of Narrative. The journal of educational 

thought, 22(2A), 269-282. 

Craig, C. J. (1998). Parallel Stories: A Way of Contextualizing Teacher Knowledge. Teaching 

and Teacher Education, 15, 394-411. 

Craig, C. J. (2003). Narrative Inquiries of School Reform: Storied Lives, Storied Landscapes, 

Storied Metaphors. Greenwich, CT: Information Age Publishing. 

Craig, C. J. (2003). Story Constellations: A Way to Characterize Reforming School Contexts and 

Contextualize Teacher Knowledge. Curriculum and Teaching Dialogue, 5(1), 31-41. 

Craig, C. J. (2004). The Dragon in School Backyards: The Influence of Mandated Testing on 

School Contexts and Educators‟ Narrative Knowing. Teachers college record, 106(6), 1229-

1257. 



  

   

Craig, C. J., & Olson, M. R. (2002). The Development of Teachers‟ Narrative Authority in 

Knowledge Communities: A Narrative Approach to Teacher Learning Narrative Inquiry in 

Practice: Advancing the Knowledge of Teaching. New York: Teachers College Press. 

Davis, F. D. (1989). Perceived Usefulness, Perceived Ease of Use, and User Acceptance of 

Information Technology. MIS Quarterly, 13(3), 318-340. 

Dehning, B., Richardson, V. J., & Zmud, R. W. (2003). The Value Relevance of Announcements 

of Transformational Information Technology Investments. MIS Quarterly, 27(4), 637-656. 

Dyer, W. G., & Wilkins, A. L. (1991). Better Stories, Not Better Constructs, to Generate Better 

Theory: A Rejoinder to Eisenhardt. Academy of Management Review, 16(3), 613-619. 

Eisenhardt, K. M. (1989). Building Theories from Case Study Research. Academy of 

Management Review, 14(4), 532-550. 

El Sawy, O. A. (1985). Implementation by Cultural Infusion: An Approach for Managing the 

Introduction of Information Technologies. MIS Quarterly, 9(2), 131-140. 

Gargeya, V. B., & Brady, C. (2005). Success and failure factors of adopting SAP in ERP system 

implementation. Business Process Management Journal, 11(5), 501-516. 

Ghosh, A. K., & Swaminatha, T. M. (2001). Software Security and Privacy Risks in Mobile e-

Commerce. Communications of the ACM, 44(2), 51-57. 

Ginzberg, M. J. (1978). Steps Towards More Effective Implementation of MS and MIS. 

Interfaces, 8(3), 57-63. 

Ginzberg, M. J. (1981a). Early Diagnosis of MIS Implementation Failure: Promising Results and 

Unanswered Questions. Management Science, 27(4), 459-478. 

Ginzberg, M. J. (1981b). Key Recurrent Issues in the MIS Implementation Process. MIS 

Quarterly, 5(2), 47. 

Gremillion, L. L. (1980). Managing the Implementation of Standardized Computer Based 

Systems. MIS Quarterly, 4(4), 51. 

Griffith, T. L., & Northcraft, G. B. (1996). Cognitive Elements in the Implementation of New 

Technology: Can Less Information Provide More. MIS Quarterly, 20(1), 99. 

Gummesson, E. (1991). Case Study Research Qualitative Methods in Management Research (pp. 

73-134). London: Sage. 

Hirschheim, R. (2007). Introduction to the Special Issue on "Quo Vadis TAM -- Issues and 

Reflections on Technology Acceptance Research". Journal of the Association for 

Information Systems, 8(4), 204-205. 

Hitt, L. M., & Brynjolfsson, E. (1996). Productivity, Business Profitability, and Consumer 

Surplus: Three Different Measures of Information Technology Value. MIS Quarterly, 20(2), 

121. 

Huff, S. L., & Munro, M. C. (1985). Information Technology Assessment and Adoption: A Field 

Study. MIS Quarterly, 9(4), 327. 

Janesick, V. (1994). The Dance of Qualitative Research Design: Metaphor, Methodolatry, and 

Meaning. In N. K. Denzin & Y. S. Lincoln (Eds.), Handbook of qualitative research (pp. 

209-219). London: Sage Publications. 

Jarvenpaa, S. L., & Lang, K. R. (2005). Managing the Paradoxes of Mobile Technology. 

Information Systems Management, 22(4), 7-23. 

Johnston, R. B., & Gregor, S. (2000). A Theory of Industry-level Activity for Understanding the 

Adoption of Interorganizational Systems. European Journal of Information Systems, 9(4), 

243. 



  

   

Joshi, K. (1991). A Model of Users' Perspective on Change: The Case of Information Systems 

Technology Implementation. MIS Quarterly, 15(2), 229-242. 

Karahanna, E., Agarwal, R., & Angst, C. M. (2006). Reconceptualizing Compatibility Beliefs in 

Technology Acceptance Research. MIS Quarterly, 30(4), 781-804. 

Karahanna, E., Straub, D. W., & Chervany, N. L. (1999). Information Technology Adoption 

Across Time: A Cross-Sectional Comparison of Pre-Adoption and Post-Adoption Beliefs. 

MIS Quarterly, 23(2), 183-213. 

King, J. L., Gurbaxani, V., Kraemer, K. L., McFarlan, F. W., Raman, K. S., & Yap, C. S. (1994). 

Institutional Factors in Information Technology Innovation. Information Systems Research, 

5(2), 139-169. 

Lai, K.-h., Wong, C. W. Y., & Cheng, T. C. E. (2006). Institutional Isomorphism and the 

Adoption of Information Technology for Supply Chain Management. Computers in 

Industry, 57(1), 93-98. 

Lakoff, G., & Johnson, M. (1980). Metaphors We Live By. Chicago: The University of Chicago 

Press. 

Lee, A. S. (1989). A Scientific Methodology for MIS Case Studies. MIS Quarterly, 33-50. 

Lee, Y. E., & Benbasat, I. (2003). Interface Design for Mobile Commerce. Communications of 

the ACM, 46(12), 49-52. 

Levina, N., & Vaast, E. (2005). The Emergence of Boundary Spanning Competence in Practice: 

Implications for Implementation and Use of Information Systems. MIS Quarterly, 29(2), 

335-363. 

Li, D., Chau, P. Y. K., & Lou, H. (2005). Understanding Individual Adoption of Instant 

Messaging: An Empirical Investigation. Journal of the Association for Information Systems, 

6(4), 102-129. 

Lucas Jr, H. C. (1978). Empirical Evidence For a Descriptive Model of Implementation. MIS 

Quarterly, 2(2), 27. 

Lucas Jr, H. C., Swanson, E. B., & Zmud, R. W. (2007). Implementation, Innovation, and 

Related Themes Over The Years In Information Systems Research. Journal of the 

Association for Information Systems, 8(4), 206-210. 

Markus, M. L. (1981). Implementation Politics: Top Management Support and User 

Involvement. Systems, Objectives, Solutions, 1, 203-215. 

Markus, M. L. (1983). Power, Politics, and MIS Implementation. Communications of the ACM, 

26(6), 430-444. 

McNish, M. (2002). Guidelines for Managing Change: A Study of Their Effects on the 

Implementation of New Information Technology Projects in Organisations. Journal of 

Change Management, 2(3), 201. 

Mukhopadhyay, T., Kekre, S., & Kalathur, S. (1995). Business Values of Information 

Technology: A Study of Electronic Data Interchange. MIS Quarterly, 19(2), 137-155. 

Myers, M. D. (1994). A Disaster For Everyone To See: An Interpretive Analysis of A Failed IS 

Project. Accounting, Management and Information Technologies, 4(4), 185-201. 

Orlikowski, W., & Baroudi, J. J. (1991). Studying Information Technology in Organizations: 

Research Approaches and Assumptions. Information Systems Research, 2(1), 1-28. 

Orlikowski, W. J. (1991). Integrated Information Environment or Matrix of Control? The 

Contradictory Implications of Information Technology. Accounting, Management and 

Information Technologies, 1(1), 9-42. 



  

   

Orlikowski, W. J. (1993). CASE Tools as Organizational Change: Investigating Incremental and 

Radical Changes in Systems Development. MIS Quarterly, 17(3), 309-340. 

Palen, L. (2002). Mobile Telephony in a Connected Life. Communications of the ACM, 45(3), 

78-82. 

Rogers, E. M. (1995). Diffusion of Innovation (4th ed.). New York, NY: The Free Press. 

Smithson, S., & Hirschheim, R. (1998). Analysing Information Systems Evaluation: Another 

Look at An Old Problem. European Journal of Information Systems, 7(3), 158-174. 

Stone, D. N. (1990). Assumptions and Values in the Practice of Information Systems Evaluation. 

Journal of Information Systems, 4(3), 1-17. 

Tan, Z. (2002). Testing Theory of Bandwagons--Global Standardization Competition in Mobile 

Communications. International Journal of Information Technology & Decision Making, 

1(4), 605-619. 

Tarasewich, P. (2003). Designing Mobile Commerce Applications. Communications of the ACM, 

46(12), 57-60. 

Teo, H. H., Wei, K. K., & Benbasat, I. (2003). Predicting Intention to Adopt Interorganizational 

Linkages: An Institutional Perspective. MIS Quarterly, 27(1), 19-49. 

Thatcher, M. E., & Oliver, J. R. (2001). The Impact of Technology Investments on a Firm‟s 

Production Efficiency, Product Quality, and Productivity. Journal of Management 

Information Systems, 18(2), 17-45. 

Walsham, G. (1995). Interpretive Case Studies in IS Research: Nature and Method. European 

Journal of Information Systems, 4, 74-81. 

Yin, R. K. (1994). Case Study Research: Design and Methods (2nd ed.). Thousand Oaks, CA: 

SAGE Publications. 

 
 

 


	Association for Information Systems
	AIS Electronic Library (AISeL)
	5-2009

	Politically Sensitive IT Practice: A case story of wireless network implementation
	Wenshin Chen
	David Bennett
	Recommended Citation


	Politically Sensitive IT Practice:  

