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Abstract 
 
The thesis presents a research in the Public Power Corporation S.A. – PPC in Athens, 
Greece. The main purpose of this study is to examine the employees of PPC use of the 
IT (Information Technology) system and whether the system supports, helps and 
facilitates their work or generate problems to them in their daily work. The IT system 
that is being used in the PPC is SAP (Systems, Applications and Products) and was 
implemented about two years ago, in 2015. Therefore, my intention is to explore and 
analyze the usefulness and efficiency of SAP and detect the advantages as well as the 
problems of this IS which have impact on the quality of the customer services. 
Furthermore, the latest years that the financial crisis occurs in Greece the common 
interest for public firm’s development, became a motive for me to propose and 
undertake this research due to the fact that these kinds of public companies can 
contribute to the economy of Greece. For the research, I used the interpretive 
paradigm. The methodology used is ethnography and the two methods are the 
interviews and the observation. The research was conducted in different departments 
of PPC. The participants are the employees, the managers and one Director of PPC. 
The data collected from the two methods are analyzed by using the Lichtman’s six 
step of analysis. After the data analysis, the results indicate that there are vital 
problems in the PPC in relation to the use of the IT system which in some cases are 
more than the advantages. The users of SAP have expressed their experience in 
relation to the implementation of the new IT system. They recognize the importance 
on using such an advanced IT system but on the other hand, they express the 
limitations and the problems because of the vital problems on PPC.  
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1. Introduction 
 
 
1.1 Background 
 
Since 2010 when Greece’s financial crisis began, the economical, political and social 
sector has been affected dramatically in Greece. The result is that the latest years 
many global firms have closed, public interest firms have been sold in private funds 
and the rates of unemployment have increased. More specifically, “Greece’s troubles 
dated back to the implosion of its economy since 2010. Faced with a massive budget 
shortfall caused by a combination of overspending and undertaxing at a time of 
swelling global financial risk, Greece found itself unable to refinance its huge debt.” 
(Kalyvas, 2017). 
 
“Suddenly, Greece was shut out from borrowing in the financial markets. By the 
spring of 2010, it was veering toward bankruptcy, which threatened to set off a new 
financial crisis. The bailouts came with conditions. Lenders imposed harsh austerity 
terms, requiring deep budget cuts and steep tax increases. They also required Greece 
to overhaul its economy by streamlining the government, ending tax evasion and 
making Greece an easier place to do business.” (The New York Times, 2016). 
 
Unfortunately, the economic sector in Greece the latest years is getting worse day by 
day. The result is that many public firms became private, almost all the factories 
closed or transfer their headquarters abroad, numerous young, educated people moved 
abroad so as to find a job because the rates of unemployment nowadays is up to 27%. 
The financial crisis has also affected the public sector in Greece. The recent years the 
most of the public companies in Greece became private. Further, not only had the 
public companies become private, but also the ports, the public transportation firms as 
railway, the airport and so on, have been bought by private investors.  
  
On the other hand,one of the biggest public companies in Greece, the Public Power 
Corporation S.A. (PPC), has still its public character, despite the fact that the recent 
years Greek governments negotiate its privatization. Specifically, PPC “is the biggest 
power producer and electricity supply company in Greece with approximately 7.4 
million customers.” (PPC, 2013). Though many competitor private firms have been 
appeared in the Greek Electricity Power market since 2010, PPC is still remaining the 
leader in this market controlling the 100% of the electricity production and 
distribution network. As a result of this, the competitors are depended on the PPC 
electricity supply. In 2010 the government, developed two more flexible subsidiaries 
firms, the Hellenic Electricity Distribution Network Operator S.A. (HEDNO S.A.) 
and the Independent Power Transmission Operator (IPTO S.A or ADMIE) in order to 
differentiate the electricity power production and distribution from the commercial 
department of PPC.  
 
Moreover, I have to mention that though Greek economy is in a period of deep dept 
crisis, PPC invested a big amount of money in order to acquire and implement a new 
IT system, Systems, Applications and Products (SAP). SAP is ”a German software 
company whose products allow businesses to track customers and business 
interactions. SAP is especially well-known for its Enterprise Resource Planning 
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(ERP) and data management programs. SAP can offer significant advantages to the 
work of its users. It can help company to have transparency in all the transactions that 
every day take place in the different departments of PPC. It also can improve the 
satisfaction of the clients, as the customer service department could be more efficient. 
This means that the employees, by using SAP, need less time in order to accomplish 
each task so the customers would need less time to wait in the queues for their 
requests.  
 
PPC invested on the development of an Information System (IS) due to manage the 
more than its seven million customers and improve the customer service as well as 
increase the efficiency of the employees-IS users. Furthermore, PPC expected to get 
positive financial return from this investment. More profits for a big public 
organization could mean more benefits for the society through, for instance, corporate 
responsibility activities and employability increase. Unfortunately, the outcome of the 
use of this IS was not the expected. Customer’s and employee’s satisfaction was not 
improved significantly, since the implementation of SAP. Also, the low level of 
customer service has been mentioned in customer websites and also, in social media. 
As of this, I can understand that the customer service difficulties have negative effects 
on PPC competitiveness. 
 
  
1.2 Motivation and Purpose 

 
It is common accepted that the investigation of the factors, which are related with the 
quality of IT offered services, is required in order to improve the IT performance. The 
purpose of this study is to explore and analyze the usefulness and efficiency of SAP 
and detect the advantages as well as the problems of this IS which have impact on the 
quality of the customer services. For this purpose, I focus on user’s SAP evaluation.  

Moreover, another motivation is the fact that there are not previous studies which 
analyze this aspect and there is not relevant empirical literature for Greek public 
firms. Also, the common interest for public firm’s development, especially in a period 
of financial crisis, became a motive for me to propose and undertake this research due 
to the fact that these kinds of public companies can contribute to the economy of 
Greece, to the society, as well as to the environment.  

Furthermore, recent and prior studies have estimated that the probability of failure is 
significantly higher in large IT systems (IT systems implemented and used in large 
companies), especially in the public sector (Goldfinch, 2007, p. 917).  
 
The motivation to conduct the research is that my mum works at the PPC for more 
than twenty years and I, also, had the opportunity to do my internship in the PPC 
about six years ago, when the financial crisis has started in Greece. Specifically, I was 
working at the financial department of the PPC which is responsible for the 
employee’s training (e.g. seminars) of all the departments of PPC in Greece. 
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1.3 Research Questions 
 

The main research question of my study is:  
 

1. What benefits and problems do employees experience with the IT system in 
their daily work? 

The two sub-questions are: 
 

a. What are the advantages of the IT system? Does the IT system 
supports, helps or facilitates the employee’s work? 

b. What kind of disadvantages and problems the new IT system 
creates? 

 
 
1.4 Relevance 

 
The research will be conducted in two main branches of PPC, in different 
departments, which support almost the 30% of the total customers in Greece. The 
research will suggest ideas on how the use of SAP can be improved in order to 
facilitate the employees on their work. The suggestions that will arise from the 
presented research, could implemented also in other departments of PPC. This means 
that the whole company will benefit from the results and the analysis of the research. 
It can also be the motive for other public companies in Greece to follow the same 
improvements. 
 
Furthermore, the employees of PPC will have the opportunity to express their opinion 
on different matters in relation to their everyday work through the interviews. These 
matters are relevant to the difficulties that they face while they are using SAP and if 
the working place affects their job performance and how is their relationship with 
their managers.  
 
The benefits of the more efficient SAP system will be many also for the customers. 
The time needed for each customer to accomplish his/her request in the customer 
service department will decrease. Finally, if the PPC become more effective this will 
have a good impact in the whole Greek society as the PPC is a national company and 
the main electricity producer and supplier in Greece. 
 
 
1.5 Overview of Chapters 

 
1 - Introduction 
The first chapter includes the introduction, the motivation and purpose, the research 
questions, as well as the relevance and the impact that the presented study will have to 
the employees, the customers and the whole company.  
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2 – The Public Power Corporation and the History of its IT systems 
In this chapter an analysis of the presented company will follow. Moreover, I will 
refer to the IT system that the company uses and to the SAP which implemented two 
years ago, in 2015. 
 
3 – Literature Review 
In chapter three, all the relevant literature to the study is being presented. 
 
4 – Paradigm, Methodology and Methods 
In this chapter, an analysis of the paradigm, the methodology and the two methods 
that are being implemented, will be conducted. Moreover, the participants in the 
research will be analyzed, as well as the way in which I will analyze the data. 
 
5 – Analysis of the Empirical Findings 
Chapter five includes an analysis of the data according to the findings from the two 
methods that I will use. 
 
6 – Discussion 
In this chapter, a connection between the empirical findings and the relevant literature 
will be presented, in order to find answers to the research questions. 
 
7 – Conclusion 
In the final chapter of the research an overview of the study is being presented. 
Moreover, I will illustrate the contributions of the study as well as the suggestions for 
future research. 
 
References 
In this part, all the literature used in the research is being presented. 
 
Appendices 
This part includes the questionnaires, the consent form, the declaration and an 
example of the data analysis. 
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2. The Public Power Corporation and the History of its IT 
Systems 
                                   

 
 
In this chapter an analysis of the PPC’s history is being conducted as well as an 
analysis of the IT system of PPC through the years. 

 
 
 
2.1 The PPC S.A. 
 
The Public Power Corporation S.A. (PPC) founded in 1950, see Fig. 1 and 2 (“ΔΕΗ” 
in Greek means PPC). It is a totally Greek company and “is the biggest power 
producer and electricity supply company in Greece with approximately 7.4 million 
customers.” (PPC S.A., 2013). Specifically, “PPC currently holds assets in lignite 
mines, power generation, transmission and distribution. PPC’s current power portfolio 
consists of conventional thermal and hydroelectric power plants, as well as RES units, 
accounting for approximately 68% of the total installed capacity in the country.” (PPC 
S.A., 2013). 
 
    

 
 

Figure 1: The Greek logo of PPC. (104fm, 2015) 
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Figure 2: Pylons for the distribution of electric power around Greece. (axiaplus, 2017) 
 
 
In “1950 there were about 400 companies in Greece involved in the generation of 
electrical energy. The raw material they used was fuel oil and coal which were both 
imported from abroad.” (PPC S.A., 2013). The fact that these materials imported from 
other countries, made the electric power a luxury good and only the rich Greek people 
could have it. 
 
In 1950 the PPC became a public Greek company. “The aim of the new company was 
to develop and implement a national energy policy through the intensive exploitation 
of domestic resources, which would enable every Greek citizen to make use of 
electrical power at the lowest possible price.” (PPC S.A., 2013). 
 
Moreover, “upon its establishment, PPC focused on the utilization of domestic energy 
resources and the integration of all networks into a national energy interconnected 
system. The rich lignite deposits which had already been discovered in the Greek 
subsoil began to be mined and used as the primary fuel in the lignite power plants 
constructed by PPC.” (PPC S.A., 2013). In the next figure, see Fig. 3 there is one of 
the factories of PPC in Megalopoli, Greece. In figure 4 is illustrated the external view 
of the entrance of one of the PPC’s factories. 
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Figure 3: Panoramic view of the Megalopoli’s factory. (megalopolis, 2017) 
 
 
 
 

 
 

Figure 4: External view of the entrance of one of the PPC’s factories. (mononews, 2017) 
 
 
Since 1956, in Greece, there were private and municipal electricity producer 
companies. In 1956 the PPC bought them all so as to create only one main electricity 
company in Greece. “Throughout these years, PPC strived for and achieved the 
country's energy autonomy, while accomplishing the most significant project of 
supplying Greece with electricity. At the same time, PPC has been developed to one 
of the bigger heavy industries of the country.” (PPC S.A., 2013). The main target was 
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that the electrical power to be “supplied throughout the country, from the most remote 
island to the most isolated village on the Greek mountains.” (PPC S.A., 2013). 
 
Though many competitor private firms have been appeared in the Greek Electricity 
Power market since 2010, PPC is still remaining the leader in this market controlling 
the 100% of the electricity production and distribution network. As a result of this, the 
competitors are depended on the PPC’s electricity supply. In 2010 the government, 
developed two more flexible subsidiaries firms, the Hellenic Electricity Distribution 
Network Operator S.A. (HEDNO S.A.) and the Independent Power Transmission 
Operator (IPTO S.A or ADMIE) in order to differentiate the electricity power 
production and distribution from the commercial department of PPC.  
 
Corporate Social Responsibility is, also, an important part in this company. The PPC 
all these years try to undertake “initiatives and applying specific policies” (PPC S.A., 
2013) in relation to the environment, to the customers, to the employees, to its 
suppliers and to the society as well.  
 
The PPC is trying with many ways to make the client’s life easier, like for instance 
the “improvement of service provision with the implementation of alternative ways 
for providing information to customers and payment of bills.” (PPC S.A., 2013). 
Despite this reality, there are matters arise by the fact that the Greeks have a quite old 
mentality when it comes to the electronic services. In the following figure, see Fig. 5, 
we can see the everyday situation at the offices of PPC, in Athens. Numerous 
customers are waiting for many hours in the queues so as to pay the bill and to ask 
questions that can accomplish through the PPC’s website.  
 
 
 

 
 

Figure 5: A view of the numerous customers waiting every day at the offices of PPC. (enet, 2013) 
 
 
Another issue related to the abovementioned, is that the bureaucracy in PPC is not 
decreased year by year, see Fig. 6. By bureaucracy I refer to the amount of papers 
used in all the transactions despite of the computers. 
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Figure 6: The bureaucracy in the PPC. (agrinionews, 2017) 
 
 
In relation to the employees, PPC takes care of them as the company deems them as 
its greater asset. The most important is that “particular care is given to issues of 
Health and Safety at Work through specific protection measures and application of 
safety regulations.” (PPC S.A., 2013). This is really important since the employees 
who work as technicians or the employees at the factories face many difficulties in 
their everyday life, see Fig. 7. Unfortunately, very often the technicians have serious 
accidents while they work. This happens because in most of the cases the number of 
the technicians is not adequate and they do not have enough time in order to use the 
protective equipment that is required. 
 
 
 

 
 

Figure 7: One of the technicians of PPC. (deienergynews, 2015) 
 
 
The latest years many times the various governments negotiate the privatization of 
PPC. The employees of the company around the country protest against this decision, 
see Fig. 8, since many of them are going to lose their job if the company becomes 
private.  
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Figure 8: Employees of PPC protest against the privatization of PPC. (prin, 2013) 
 

 
PPC is a company with great history which contributes to the Greek society in 
multiple ways. It offers job in many Greek citizens and the company takes care of the 
environment and the society as well. The company is being connected to our country 
and its offices and factories are everywhere around Greece. 
 
 

 
 

Figure 9: External view of the PPC’s offices. (news247, 2017) 
 
 
2.2 History of the PPC’s Information System 
 
Since 1994, PPC had been using the IT system “Hermes”. PPC bought this IT system 
from the American company Stone & Webster in the beginning of the 1990’s and its 
initial name was ICS2 (Information Customer Service). PPC made the transformation 
on the name “Hermes”. The name of the IS was not the only that had to be changed, 
but also lots of modifies were necessary in order to be appropriate and according to 
the Greek legislation. Moreover, the IT should be developed according to the internal 
procedures and the needs of the PPC. 
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The American IT system was totally new and innovative for the employees of the 
PPC. So, they had to be trained in order to change the way they had to work. Some 
employees from the Information System’s department trained in the USA and more 
specifically, in the company Stone & Webster in Boston. At this point, I have to 
mention how important and powerful the PPC in Greece was at that time. 

The most important fact was that the PPC in 1994 did not change only the IT system, 
but the most remarkable fact is that the mentality and the culture changed radically. 
Nevertheless, everything happened really smooth and there was time and money for 
the employees to adapt to the new IT system and to be trained from the experts so as 
to be more effective and faster at their everyday work. 

About two years ago, in 2015, “SAP IS-U” became the new PPC’s IT system. PPC 
had to change its old IT system, Hermes and invested in the implementation of a 
totally new IT system which is more flexible and adaptable in the employees’ and 
customers’ needs. The main company’s aim is to facilitate the employees on their 
everyday work, to increase employee’s job performance, to make the customer 
service department more efficient and to increase company’s profit. 
 
Therefore, nowadays PPC use the new IT system, SAP. The procedure to change the 
IT system was essential since Hermes was obsolete and could not reach the 
expectations of such a big company. The only problem is that this change realized in a 
very difficult financial period for the country. The PPC is still remaining a public 
company so the State is the responsible for providing the money for the employee’s 
training. The amount of money required is really big. Thus, I can perceive that the 
implementation of SAP was “violent” and not smooth, like happened with Hermes 
some years ago. 
 
The negative consequences are many since the employees cannot correspond to the 
needs of the customers because, in some cases, they do not know how to work with 
the new IT system. Specifically, customers had to wait, in some cases, twice as long 
as they had to wait the previous years in the queues and the employees cannot do 
anything so as to work faster and more efficiently. This is really unpleasant since the 
company invested in a really innovate IT system, but did not have the money so as to 
train its employees as required.  
 
In the next session I will present the theoretical framework in which I based my study 
and the relevant literature that I used in order to develop my research. 
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3. Literature Review 
 

 
 
In this chapter, I am going to analyze all the relevant literature that it is connected to 
my research. The Literature Review part is separated in two sections. The first part is 
devoted to the approaches of the IS research while in the second part the previous 
empirical research on IS is being presented. 

 
 
The main purpose of this study is to examine employee’s use of the IT system in the 
Public Power Corporation (PPC) in Greece and whether the system supports, helps 
and facilitates their work or generate problems to them. Specifically, in this chapter I 
will explore the relevant literature in order to develop the research framework. I also 
search for variables which have been used for relevant research purposes.  
 
In order to specify the characteristics – variables of users and to explore them, I 
encounter the “Down-to-Earth Issues in Information System Use” (Ahmad and 
Basden, 2013, p. 3) article, which was rather inspiring. Unfortunately, despite the 
efforts that are being made from the researchers and the designers of the IS, there are 
still many problems that have to be exceed. One main problem is that “many 'down-
to-earth' issues might be overlooked, even though they are important in contributing 
to the quality of IS use.” (Ahmad and Basden, 2013, p. 3). The Down-To-Earth issues 
are all related issues that emerged from the everyday life, experiences, activities, 
aspirations and so on, of the users and stakeholders of the IS. The most of these issues 
are hidden and tacit. According to Ahmad and Basden, the IS that is being 
implemented in the organizations, such as the PPC, can be used in a more efficient 
way if we overlook four main problems: “wrong perspectives, narrow theoretical 
focus, overlooking indirect and hidden issues, having no means of dealing with 
plethora.” (Ahmad and Basden, 2013, p. 13). 
 
 
3.1 The Dooyeweerd’s Approach on IS 
 
These issues emerged from the users of the IS perspective, rather than from the 
manager’s, researcher’s or the IS designer’s point of view. The issues that emerged 
from the users are many and this article does not overlook any of them. The success 
of the IS is being depended from “what is meaningful to those who work with them.” 
(Basden, 2010, p. 13). The Down-To-Earth approach uses the Dooyeweerd's 
philosophy. Dooyeweerd is a Dutch scholar who has been characterized as “the most 
profound, innovative and penetrating philosopher since Kant.” (Basden, 2000, p. 50). 
“When studying political situations, Dooyeweerd discovered that several distinct 
dimensions of human experience and thought also relate to many spheres of life. 
These dimensions, organized in a holistic framework ranging from the more 
determinative to the more normative, are: numeric, spatial, kinematic, physical, biotic, 
sensitive, logical, historic, informatory or lingual, social, economic, aesthetic, 
juridical, ethical and creedal.” (Mirijamdotter and Bergvall-Kåreborn, 2006, p. 4). 
Thus, he has developed a philosophy which is based at the everyday experience of IS. 
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Basden, who applied Dooyeweerd’s philosophy to IS, mentions that “Dooyeweerd’s 
proposal has an ability to handle interdisciplinarity and the complexity of real life 
application of I.S. in a powerful and natural way.” (Basden, 2000, p. 51). He believes 
that there are different spheres of meaning or aspects and that there are numerous 
hiding of them because we tend to reduce their diversity or we try to analyze each of 
them from the perspective of the favored one. He has a holist view of the spheres of 
meaning and he rejects the reductionism. More specifically, each of the fifteen aspects 
(ways of looking at things) or spheres of meaning (ways in which things can be 
meaningful) has “a distinct kernel that cannot be reduced to others” (Basden, 2010, p. 
15) and “none can be derived from the others.” (Basden, 2000, p. 51). Bergvall-
Kåreborn explains that according to Dooyeweerd, “the element distinguishing each 
aspect from the others and making it irreducible is called the nucleus or kernel.” 
(Bergvall-Kåreborn, 2002, p. 312). For instance, according to (Bergvall-Kåreborn, 
2002, p. 312) “the lingual modality is characterized by its kernel symbolic 
representation, while the social aspect is characterized by social intercourse .” Also, 
(Ahmad and Basden, 2013, p. 6) support that Dooyeweerd identified that “the 
Quantitative aspect makes amount meaningful.” In relation to this aspect the users 
may be influenced by the amount of the daily work tasks. If the work tasks are many, 
this might reduce their job performance when using the IS.  
 
It is remarkable how the Dooyeweerd’s different aspects have implications to the IS’s 
use. As I mention above, the fifteen aspects are irreducible and this affects the failure 
or the success of the IS. In fact, the irreducibility of the fifteen aspects “explains the 
many points at which information system might fail, beyond technical faults, and it 
suggests that use of an information system can be beneficial in some aspects while 
detrimental in others.” (Basden, 2000, p. 52). 
 
 
3.1.1 Communication and Dialogue 
 
Moreover, it is common accepted that the relations between the employees and 
managers have significant impact on employee’s performance. Habermas proposed 
the development of the democratic dialogue. This principle, of democratic dialogue, 
can also be applied in firms, between employees and managers. If it was possible, the 
more logical idea would prevail and not the managers opinion. Specifically, 
Habermas states that in the “ideal speech situation it is the better argument that 
prevails and not the ideology of the powerful.” (2000 cited in Jackson, 2017, p. 309). 
Habermas emphasizes to the communication and put the individual in the center. 
According to Habermas, the communication process between people, which is wrong, 
has to be criticized and the “ideal speech situation” has to be promoted. The people 
included in the ideal speech has to reach a final consensus and in a final decision 
through a democratic dialogue or debate. The way that Habermas discusses, would be 
really fruitful in our case, since all the stakeholders using the IS can express 
something that may be another aspect or sphere of meaning that had been overlooked 
and affect the quality and benefits of the IS. 
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3.2 Failure and Success in Relation to IS  
 
In any kind of organization nowadays, lots of money invested in IS. The managers 
believe that the return from these investments will occur. In fact, they really interested 
in knowing the return that they will take. But, “investment alone in IT will not 
guarantee returns.” (Weill, 1992, p. 5). 
 
This happens because “the impacts of IT are often indirect and influenced by human, 
organizational, and environmental factors; therefore, measurement of information 
systems (IS) success is both complex and illusive.” (Petter, DeLone and McLean, 
2008, p. 236). 
 
Failures are also in focus in Goldfinch’s research. He argues that “in the face of 
persistent and pervasive failure and this enthusiasm for IT, there is a pessimism in IS 
development.” (Goldfinch, 2007, p. 918). He supports that the complex IT systems 
has a big possibility of failure. Also, IT systems with great potentialities in most of 
the cases do not give the expected outcome. He continues, that “the central problem is 
the overblown and unrealistic expectations that many have regarding information 
technology.” (Goldfinch, 2007, p. 918). It is acceptable that, “unrealistically high 
expectations will result in lower levels of perceived benefit than those associated with 
realistic expectations (i.e. where expectations match experience).” (Staples, Wong and 
Seddon, 2002, p. 115). It is believed that, “the results indicate that creating and 
maintaining realistic expectations of future system benefits really does matter.” 
(Staples, Wong and Seddon, 2002, p. 115). 
Moreover, according to Staples, Wong and Seddon (2002, p. 116), “researchers found 
that unrealistically high expectations led to lower levels of user satisfaction.” This 
happens because the advantages from the use of the IT systems are being connected to 
what the users expect from these IT systems. Users’ expectations in relation to the use 
of new and technologically advanced IT systems, in most of the cases, are 
unattainable.  
 
Thus, “while initial acceptance of IS is an important start step toward realizing IS 
success, long-term viability of an IS and its eventual success depend on its continued 
use rather than first-time use. This is so because, given its critical role in today's 
business processes, infrequent inappropriate and ineffective long-term use of IS often 
contributes to corporate failures (Lyytinen and Hirschheim 1987).” (Bhattacherjee, 
2001, p. 351-352). This is the result of the fact that each employee and each customer 
has a different point of view when it comes to the effectiveness of the IS of such an 
important public company. Therefore, people do not have the same culture, 
background and experiences. So, they may have different opinion and point of view 
which can change from time to time. Furthermore, “public servants may differ in 
terms of the display of entrepreneurial behavior according to gender, education, 
service record, and job title and position.” (Zampetakis and Moustakis, 2010, p. 24).  
 
The main reason that I analyze in this extend the point of view of the users of the IS, 
is that, “user acceptance is often the pivotal factor determining the success or failure 
of an information system project.” (Davis, 1993, p. 475). The main problem here is 
that the researchers need to have in mind that the IS is being used by employees who 
are actually human beings. Thus, they need training, guidance from a leader and also, 
they came from different backgrounds with different culture, training, expectations 
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and so on. Therefore, the designers, researchers and managers have to think of all 
these parameters in order to limit the possibility of failure. 
 
Moreover, Goldfinch in the article “Pessimism, Computer Failure, and Information 
Systems Development in the Public Sector” outlines “a model of the four enthusiasms 
that encourage these overblown expectation. Once begun, highly complex projects are 
extremely difficult to monitor and control and to prevent from failing.” (Goldfinch, 
2007, p. 918). When the IS do not give the expected outcome and at the end fail, 
usually it is very difficult to find the people who are responsible. Therefore, these 
kinds of investments, which mainly in the public sector in most of the cases require 
lot of money, have to be chosen and implemented with great caution. Finally, when it 
comes to the implementation of a new IS, “a long project can cause years of serious 
and costly disruption to operations that may never be recovered (Norris and Moon 
2005; Teega Associates 2003 ).” (Goldfinch, 2007, p. 919). 
 
Additionally, it is risky to invest money in totally new IT systems and implement 
them because the possibility of failure is high. The results are uncertain, so it is better 
to use proven IT systems even if they are not so advanced. Thus, the majority of IS 
developments in public organizations have problems; “including being over budget 
and behind schedule or being delivered with fewer functions and features than 
originally specified.” (Goldfinch, 2007, p. 917). Some of them, also, is a complete 
failure and have to cancel immediately after their implementation.  
 
Finally, Goldfinch (2007, p. 917) practically speaks of the fact that “the majority of 
information systems developments are unsuccessful. The larger the development, the 
more likely it will be unsuccessful."  
 
 
3.2.1 The Connection between Job Performance and IS for Achieving 
Organization Goals 
 
Job performance refers to the participation of the employees in the achievement of the 
organizational goal. Job performance in relation to the IS use, has been studied for 
many decades. “Employee’s job performance is one of the significant relationships 
with the goals of organization that most of the organizations need to focus on. Job 
performance has been investigated as the light of work like attitudes in performing 
job, job satisfaction and their commitment in completing the task (Fatheya Mahmood, 
2008).” (Ghani, Yunus and Bahry, 2016, p. 47). 
 
In relation to this, Radnor and Walley (2008, p. 14) argue that there is, also, “lack of 
awareness of strategic direction” from all the people use the IS in a firm. In fact, 
“there are different management objectives for IT investment [Turner & Lucas 
1985].” (Weill, 1992, p. 4). 
 
For the abovementioned reason, it is critical to “develop a culture that creates the 
involvement of everyone in the organization.” (Radnor and Walley, 2008, p. 14). This 
can happen only with the involvement of all the stakeholders using the IS in the 
organization. Unfortunately, “frequently, information technology is used without a 
full understanding of its applicability, effectiveness or efficacy. IS managers often 
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lack the tools they need to decide if they are accomplishing the right activities.” 
(Myers, Kappelman and Prybutok, 1997, p.6). 
 
What I am actually trying to do is to approach the evaluation of IS through the impact 
has on the user’s job performance on the PPC. Moreover, “the goal of most 
organizationally based information systems is to improve performance on the job.” 
(Davis, 1993, p. 475). Thus, the abovementioned research is relevant to IS and to job 
performance in the organizations. More specifically, in this case in public 
organizations in Greece and mainly in the case of PPC, “employees’ job performance 
is one of the crucial elements that provide both goals and methods to achieve 
organizational mission.” (Ghani, Yunus and Bahry, 2016, p. 46). Job performance in 
relation to the IS use is being “considered crucial in all organizations since it will 
affect the production and reputation of an organization.” (Ghani, Yunus and Bahry, 
2016, p. 50). The different personality of the employees can, also, influence their 
effectiveness. “Personality refers to the set of invisible characteristics and practices 
that lie behind a relatively stable pattern of behavior in response to ideas, objects, or 
people in the environment (Daft, 2011). People come from different backgrounds and 
have different attitudes, values and norms. These people, in fact, have different 
cultural heritages and definitely they will reflect their own cultural heritages. These 
differences result in different personalities of a person that determine their actions and 
behaviors and affect the leader follower interaction.” (Ghani, Yunus and Bahry, 2016, 
p. 47). 
 
 
3.2.2 ICT in the Public Sector 
 
ICT in the public sector is in focus in the article “Information systems in the public 
sector: The e-Government enactment framework” of Cordella and Iannacci (2010, p. 
1). In the same article, Cordella and Iannacci (2010, p. 2) mention that “ICT in the 
public sector has been mainly discussed as a tool to help create new and better service 
delivery (Bekkers and Zouridis, 1999) by increasing efficiency and transparency, and 
improving accountability in public administration procedures and management 
(Dunleavy et al., 2005; Gupta et al., 2008; Heeks, 2002).” In other words, ICTs are 
being implemented and used widely in the organizational processes in the public 
sector, as well as, in the procedures that are being connected to the customer service 
so as to make them more efficient. The latest years, “research in the field has so far 
prioritized the study of the effects of information and communication technology 
(ICT) as a shortcut to increase public sector efficiency and improve internal 
administration and management capabilities (Andersen, 1999; Chadwick and May, 
2003; Dunleavy et al., 2006).” (Cordella and Iannacci, 2010, p. 1). 
 
Moreover, in the public sector things are quite different than in private sector. 
According to Bretschneider (1990, p. 538) “PMIS (Public Management Information 
Systems) operates in a more constrained environment. This is due to the higher levels 
of interdependency, constraints of accountability mechanisms, or red tape. The second 
point is that PMIS does not follow the standard prescriptions provided in the 
management literature.” Therefore, “Information Systems often need to be 
customized to the needs of the public sector (Keiichiro & Hajime, 2005).” (Moe and 
Päivärinta, 2013).  
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3.2.3 The Importance of Tacit Knowledge 
 
As I have already stated, the effects of the SAP on users will be analyzed in this 
research. For this reason it is important to investigate the deeper aspects of users in 
relation to the SAP. In other words, the final part of the literature review is fruitful to 
explore their tacit knowledge.  
 
As in any organization, in the PPC the tacit knowledge can be valuable and give to the 
organization the competitive advantage. This is feasible only by making the 
employees part of the organization’s culture and make them feel comfortable when 
express their opinion or propose something relevant to the IS’s use. In this way, the IT 
system could be easy on use and more attractive to the users. Thus, the benefits from 
the IT system would be more and the company’s performance would be better. In 
relation to the tacit knowledge, Dalkir illustrates its importance. She mentions that 
“tacit knowledge is captured or elicited, and explicit knowledge is organized or 
coded.” (Dalkir, 2005, pp. 78). Therefore, the pursuit of the managers and the 
researchers has to be to capture the tacit knowledge so as to organize and code it. 
“Tacit knowledge management is the process of capturing the experience and 
expertise of the individual in an organization and making it available to anyone who 
needs it.” (Dalkir, 2005, p. 80). Therefore, in any organization the explicit and coded 
knowledge represents only the tip of the iceberg.  
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4. Paradigm, Methodology and Methods 
 

 
 
In this chapter the interpretive paradigm, in which the presented research is based, is 
being introduced as well as the methodology and the two methods that have been 
used. Moreover, the way that the data collected, is being analyzed as well as, all the 
people who participated in the study. Furthermore, the ethical considerations arise 
while conducting the study, are being discussed. 

 
 
 
4.1 Paradigm 
 
In the presented research, I implement Qualitative research which is being used in 
order to explain social and cultural phenomena through the use of qualitative data. 
These non-numeric data, are documents, field observations or interviews data. Myers 
(1997) supported that the difference between the humans and the natural world, is 
their ability to communicate, to socialize. Moreover, people and the cultural and 
social contexts in which they live could be analyzed by researchers through 
qualitative research methods.  
 
The three paradigms in IS research are: Positivist, Interpretive or Critical. 
Specifically, in the presented study I am going to apply interpretive research. 
According to Klein and Myers (1999, p. 67), “in recent years, interpretive research 
has emerged as an important strand in information systems research (Walsham 
1995b). Interpretive research can help IS researchers to understand human thought 
and action in social and organizational contexts; it has the potential to produce deep 
insights into information systems phenomena including the management of 
information systems and information systems development.” Moreover, “IS research 
can be classified as interpretive if it is assumed that our knowledge of reality is gained 
only through social constructions such a language, consciousness, shared meanings, 
documents, tools, and other artifacts.” (Klein and Myers, 1999, p. 69). This means 
that “interpretive research does not predefine dependent and independent variables, 
but focuses on the complexity of human sense making as the situation emerges 
(Kaplan and Maxwell 1994); it also contributes to understand phenomena through the 
meanings that people assign to them (Boland 1985, 1991; Deetz 1996; Orlikowski and 
Baroudi 1991).” (Klein and Myers, 1999, p. 69). 
 
According to Orlikowski and Baroudi (1991, p.14), “the interpretive philosophy is 
premised on the epistemological belief that "social process is not captured in 
hypothetical deductions, covariances, and degrees of freedom. Instead, understanding 
social process involves getting inside the world of those generating it (Rosen 1991).” 
(Orlikowski and Baroudi, 1991, p. 14). 
 
Thus, reality can only be understood through social constructions. Therefore, 
“interpretive researchers attempt to understand phenomena through accessing the 
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meanings that participants assign to them.” (Orlikowski and Baroudi, 1991, p. 5). In 
the interpretive research, “understanding social reality requires understanding how 
practices and meanings are formed and informed by the language and tacit norms 
shared by humans working towards some shared goal. (Orlikowski and Baroudi, 
1991, p. 14). 
 
According to Myers (1997), interpretive studies generally attempt to understand 
phenomena through the meanings that people assign to them. Walsham (2006, p. 320) 
supports that “interpretive methods of research start from the position that our 
knowledge of reality, including the domain of human action, is a social construction 
by human actors.” Finally, interpretive research “has the potential to produce deep 
insights into information systems phenomena including the management of 
information systems and information systems development.” (Klein and Myers, 1999, 
p. 67). 
 
 
4.2 Ethnography 
 
The methodology that I am going to apply is ethnography in order to conduct an in-
depth and detailed examination of the presented study. Ethnography gives the chance 
to the researcher to “understand parts of the world more or less as they are 
experienced and understood in the everyday lives of people who ‘live them out’.” 
(Crang and Cook, 2007, p. 1). 
 
People have different experiences in their daily lives and ethnography help 
researchers to understand those peoples’ experiences according to the way that they 
live them. Mainly observation of different people everyday lives is required also with 
other methods, such as the interviews that I have conducted in this research. 
According to Crang and Cook “ethnography is, after all, defined as participant 
observation plus any other appropriate methods/ techniques/etc.” (2007, p. 35). 
 
The idea of ethnography is being summarized in the following phrase: “never criticise 
a man until you have walked a mile in his moccasins.” (Randal, Harper and 
Rouncefield, 2007, p. 170). Ethnography does not require only collecting data, but is 
more about people’s culture and the society in which they live and work. The 
researcher has the opportunity to understand in depth the peoples’ lives and the 
environment in which they live in. 
 
Ethnography is of both theoretical and practical importance (Crang and Cook, 2007) 
because the everyday employees’ actions, is the result of their way of thinking, their 
culture, their education level and their working experiences. For this reason, Randal, 
Harper and Rouncefield (2007, p. 169) support that “ethnography is the idea that only 
through living with and experiencing ‘native’ life in its own environment could a 
researcher really understand that culture and way of life” of the participants in the 
study. 
 
The specific organizational setting that the presented research examines is the PPC 
and ethnography is the most suitable methodology for the case because it will give me 
the opportunity, through personal observation on the daily lives of the PPC’s 
employees, to understand the environment of the company. The ethnography is going 
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to give me the chance to conceive how the employees of PPC work, act and behave 
when they use SAP.  
 
 
4.3 Participants 
 
Twenty three interviews have been done in total with the PPC employees and 
managers. The observation includes much more employees and managers. 
Specifically, I visited two locations of PPC for several days and I kept notes. The 
table describes the results of both the methods used. The people included in the 
observation are about 200 people (table 1). 
 

Table 1: Participants – Interviews and Observation 
 
Branches/Offices of PPC Employees or managers Interviews/Observation 

PPC Kolonaki 10 employees/ 
1 manager 

Interviews and Observation 

PPC Piraeus 11 employees/ 
1 manager 

Interviews and Observation 

PPC Kolonaki About 50 employees and 
3 managers 

Observation 

PPC Piraeus About 130 employees and 
4 managers 

Observation 

 
All people involved in both methods used, were willing to participate. The main 
problem I had was that the employees of the customer service department did not 
have time to participate in the research. Despite this fact, many of them found the 
time in order to participate and they were pleasant to offer me the information I asked 
for.  
 
 
4.4 Methods 
 
The two methods - interviews and observation, have been conducted in March 2017 in 
the same departments of PPC, see Table 1. 
 
In order to understand the problem from the user’s (employees, managers, customers), 
of the PPC’s IT, perspective, I used two methods: observation and interview. At this 
point, I have to mention that in my plans were to conduct, also, Document Analysis. 
Through document analysis I would have the opportunity to analyze the data collected 
from different sources. In case of PPC, these documents can be public, such as, 
articles in newspapers or online journals or information from different websites. 
Furthermore, the PPC keeps numerous manuscripts documents (reports, complaints 
etc.). Although I searched for documents on the Internet, I could not find any of them 
and moreover, I could not have access to the documents that are related to the IT and 
are being kept on the PPC. Unfortunately, these documents are private and nobody 
can have access to them. 
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“Although ethnographic methods can take a variety of forms, all ethnographers would 
agree that the researcher’s immersion in the setting is the chief characteristic of 
ethnographic research, and the detailed observation of circumstances, practices, 
conversations, and activity that comprise its real-world character.” (Randal, Harper 
and Rouncefield, 2007, p. 170) 
 
According to Crang and Cook, “the basic purpose in using these methods is to 
understand parts of the world more or less as they are experienced and understood in 
the everyday lives of people who ‘live them out’.” (2007, p.1). A really interesting 
aspect on how I perceive data is being referred to Walsham who supports that “what 
we call our data are really our own constructions of other people’s constructions of 
what they and their compatriots are up to.” (2006, p. 320) 
 
 
4.4.1 Interviews 
 

“Interviewing served as a mean which ethnographic researchers can use so as 
to learn about peoples different and various aspects in their everyday social, 
cultural, political and economic lives.” (Crang and Cook, 2007, p. 60)  

 
In the construction of the interview guide, there are matters and challenges that I have 
to overcome. Firstly, it is important for the interviewee to feel free and familiar to 
express important issues which in most of the cases remain hidden because the 
interviewees feel embarrassed or they feel that these issues are unimportant to be 
mentioned or they just take them for granted. Another issue arises from the fact that 
the researcher and the interviewee have different background, culture, point of view 
or ideology. 
 
I have used as a guide for the construction of the second part of the interview guide, 
the Dooyeweerd’s fifteen aspects or spheres of meaning. Kane and Basden explain 
that Dooyeweerd supports that “rather than using a list of questions, aspects provide 
spaces in which to discuss things that are meaningful.” (Kane and Basden, n.d. p. 3).  
The range of questions included in the interview guide are usually limited and “many 
issues that are meaningful to the interviewee are overlooked.” (Kane and Basden, n.d. 
p. 5). Specifically, “most interviewees hold tacitly known scripts and schemas 
(Ybema et al. 2009) and, as Polanyi (1967) argues, tacit knowledge is very hard, if not 
impossible, to explicate.” (Kane and Basden, n.d. p. 5). I have, also referred to and 
analyzed the importance of tacit knowledge in the previous chapter as illustrated by 
Dalkir. Moreover, “as Winfield et al (1996) have found, it is possible to present 
Dooyeweerd's aspects to interviewees in way that they can be understood and be 
referenced and explicate some tacit knowledge.” (Kane and Basden, n.d. p. 8) 
 
“Three things recommend Dooyeweerd's suite of aspects as a tool for interviewing.” 
(Kane and Basden, n.d. p. 8) Firstly, “use of the suite opens up the possibility of 
gaining fuller coverage of everyday issues and of revealing hidden issues.” (Kane and 
Basden, n.d. p. 8). Secondly, “Dooyeweerd's aspects are not grasped by theoretical 
thought but by intuition. This is built up by our 'dwelling' within the aspects, 
responding to them as we act and exist, so that primary knowledge of the aspects is 
tacit rather than theoretical.” (Kane and Basden, n.d. p. 8). Thirdly, Dooyeweerd 
identified that the people “function within and by reference to the same set of aspects, 
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both researcher and interviewee” (Kane and Basden, n.d. p. 8) independently of their 
beliefs, culture, point of view or ideology. Thus, “directing the interviewee to these 
spheres of meaningfulness, rather than to what the researcher happens to find 
meaningful, might therefore reduce the power imbalance and remove some of these 
barriers.” (Kane and Basden, n.d. p. 8). 
 
The interview guide has three different parts. The main purpose is, through the 
analysis of the responses of the interviewees, to find answers to my main research 
questions. Moreover, I am going to evaluate the IS, not only from its technical 
perspectives, but also from the Dooyeweerd’s aspects or spheres of meaning and the 
job efficiency perspective.  
 
The first part of the interview guide, is the demographic part which includes data that 
are relevant to the interviewees. This part exists in every interview guide and includes 
the interviewee’s age, their level of education, their gender, their previous working 
experiences and so on.  
 
In the second part, I use as a guide to form my questions the Dooyeweerd’s aspects or 
spheres of meaning. More specifically, I use his fifteen aspects as a guide so as to 
build up the questions. According to Dooyeweerd, these aspects consist “a way of 
addressing the diversity of issues” (Ahmad and Basden, 2013, p. 6) in relation to the 
employees of the PPC. The Dooyeweerd’s spheres of meaning can give me a holistic 
view of the examined research.  
 
The third part is relevant to the job efficiency and performance of the employees and 
the directors of PPC. 
 
 
4.4.2 Observation 
 

“Nothing is stranger than this business of humans observing other 
humans in order to write about them (Behar 1996: 5).” (Crang and 
Cook, 2007, p. 37)  

 
According to Crang and Cook participant observation “can be described as a three-
stage process in which the researcher somehow, first, gains access to a particular 
community, second, lives and/or works among the people under study in order to 
grasp their world views and ways of life and, third, travels back to the academy to 
makes sense of this through writing up an account of that community’s ‘culture’.” 
(Crang and Cook, 2007, p.37). 
 
Moreover, according to Creswell (2014, p. 239), “a qualitative observation is when 
the researcher takes field notes on the behavior and activities of individuals at the 
research site.” Therefore, the most important part is the fact that “whatever the style 
of involvement, interpretive researchers need to gain and maintain good access to 
appropriate organizations for their fieldwork.” (Walsham, 2006, p. 322). Moreover, 
Crang and Cook (2007, p. 35) support that “ethnography is, after all, defined as 
participant observation plus any other appropriate methods/ techniques/etc. including 
statistics, modelling and/or archive work if they are appropriate for the topic.”  
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At the beginning of the observation process, I went to the offices of PPC at Kolonaki, 
which is an area in the centre of Athens. First of all, there are the offices of the 
training department. In the same building there is the department of economic, 
administrative and technical assistance. Here there is, also, the office of orders 
(materials such as pens, papers or cables), supplies, invoices of purchases and so on. 
Moreover, there is the department of network management, management of the 
computers and technical support of all the office machines. The departments of PPC, 
which have been located in Piraeus, another area in Attica, are the Customer Service, 
the Construction department and that of the Development and Planning department. 
  
I had the opportunity to live the everyday life of the employees for several days. I 
observed how the employees work, the relationship that they have and if they support 
each other, as well as, their interaction with the computer.  
 
More specifically, I examined how their psychology and their reactions are, when 
they use the SAP. I observed their mood and attitude with the customers at the 
beginning of the day and after 6-7 hours. What about the customers? What about their 
mood while they are waiting in the queues? Which is the average age of the customers 
who are going to the offices of PPC and do not use the electronic services? Which are 
their requests? How many breaks do the employees during the day? Do they have 
time so as to socialize each other or even to eat? Do they respect the rules? Do they 
smoke inside the offices? How the working environment is and the space in general? 
Are the computers and the offices new? Are there any windows? Are the offices 
lightening? Is there air condition? Has each employee his/her personal space? The 
manager/supervisor observes them and makes them comments or give them advices?  
 
 
4.4.3 Data Analysis 
 
According to Lichtman (2013, p. 243) “Data are the information you collect as part of 
your research study. In qualitative research, data usually take the form of words or 
pictures.”  
 
It is not clear how to analyze qualitative data. The data are not numerical and the 
information in relation to their analysis is really general. At this point I have to agree 
that “qualitative data analysis is the most complex and mysterious of all of the phases 
of a qualitative project, and the one that receives the least thoughtful discussion in the 
literature.” (Lichtman, 2013, p. 245). There are no clear rules on qualitative data 
analysis and for that reason remains difficult to do this. 
 
I need to keep in mind that the only thing that it is for sure in qualitative analysis is 
the fact that “is usually a solo activity.” (Lichtman, 2013, p. 250). I said that because I 
have to collect, analyze and write down the results about the participants’ thoughts 
and ideas which are unique in relation to every person. Specifically, “qualitative 
research uses an inductive strategy. Its purpose is to examine the whole, in a natural 
setting, to get the ideas and feelings of those being interviewed or observed. As a 
consequence, data analysis in qualitative research is also inductive and iterative.” 
(Lichtman, 2013, p. 244). Therefore, “there are no formulae or recipes for the “best” 
way to analyze the stories we elicit and collect.” (Lichtman, 2013, p. 249). 
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The procedure that I follow is being described in the next figure, see Fig. 10. 
 
 

 

 

 
Figure 10: “Relationship Between Questions, Data, and Meaning”, cited in Lichtman, 2013, p. 255 

 
 

 
First, I ask questions, which is the part of the interviews. Then, I gathering all the data 
from the interviews and the observation and finally, I analyze the data and I find 
meaning on them in order to answer to the research questions. 
 
“The goal of qualitative analysis is to take a large amount of data that may be 
cumbersome and without any clear meaning and interact with it in such a manner that 
you can make sense of what you gathered.” (Lichtman, 2013, p. 250). I have always 
to keep in mind that by making sense of the data gathered I mean that “all data are 
gathered in order to answer your research questions.” (Lichtman, 2013, p. 248) 
 
Unfortunately, there is no standard data analysis technique according to the research 
approach that each of us follow. But, on the other hand, ethnographic researchers have 
to focus on the culture of the organization that they are studying. I say that because 
my data came from observation and from semistructered interviews. Thus, the process 
of the three C’s is the most suitable. 
  

2.Gathering 
data 

1.Asking 
questions 

3.Analyzing data 
and finding 

meaning 
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Figure 11: “Three Cs of Data Analysis: Codes, Categories, Concepts”, cited in Lichtman, 2013, p. 252. 

 
 
According to Lichtman (2013, p. 252) “the six steps are as follows:  
 
Step 1. Initial coding. Going from responses to summary ideas of the responses  
 
Step 2. Revisiting initial coding  
 
Step 3. Developing an initial list of categories  
 
Step 4. Modifying initial list based on additional rereading  
 
Step 5. Revisiting your categories and subcategories 
  
Step 6. Moving from categories to concepts”, see Fig. 11. 
 
The whole process of data analysis, according to the 3c’s, starts from the data 
collected from the interviews and the observation. In my case, I make about 713 codes 
from the raw data collected from the interviews and the observation. This is the Step 
1. It is necessary to say that every time that I finished with one interview I had to 
transform the raw data into codes. I had to follow this iterative process as many times 
as the interviews that I have. After that, in Step 2, I went through the 713 codes again, 
I deleted the same codes or the codes that had exactly the same meaning and then I 
had about 470 codes. So, the codes can be the same or different every time for every 
different interview. For that reason, when the interviews finished, and the process of 
coding as well, I had to find all the redundant or overlapping codes.  
 
Then, the next step, Step 3, is to make categories by using these codes. I made about 
60 categories and in Step 4 I deleted the same categories and I conclude to 37. After 
that, in Step 5, I revisiting the categories and subcategories. I made some changes to 
the subcategories according to the categories that I have had and according to the 
research questions that I am trying to analyze and find answers. Finally, in Step 6, I 
conclude to 7 concepts from the categories that I had.  

Raw Data 
Interview 

Raw Data 
Observation 

Codes Categories Concepts 
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The seven concepts are:  
 

1. Goals Achievement 
2. Communication 
3. Training 
4. Support 
5. Efficiency 
6. Job Environment 
7. Evaluation 

There is an example of the three C’s procedure in the Appendices (Appendix F).  
 
I need to have in mind “not to get to the end too quickly. The data need to be looked 
at several times. Don’t jump to conclusions and concepts too quickly. That often leads 
to superficial analyses that don’t really add much new information to the literature.” 
(Lichtman, 2013, p. 262) 
 
 
4.5 Ethical Considerations 
 
There are ethical considerations that the researcher has to take into account while 
conducting a research. According to Creswell (2014, p. 114) “throughout the project, 
it is important to engage in ethical practices and to anticipate the ethical issues prior to 
the study that will likely arise.”  
 
Confidentiality is necessary in the interview and observation methods of an 
interpretive study. 
 
Crang and Cook (2007, p. 29) agree that there is a “short list of three minimum 
‘ethical considerations’ to be outlined: 

x honesty to research staff and subjects about the purpose, methods and intended 
and possible uses of the research, 

x confidentiality of information supplied by research subjects and anonymity of 
respondents, and 

x independence and impartiality of researchers to the subject of the research 
(ESRC postgraduate guidelines 2004, para 6.44, Research funding guidelines 
2003 para 22.2).” 

 
According to Walsham (2006, p. 327), in relation to “Confidentiality and anonymity” 
there are “four main areas of concern: harm to participants, lack of informed consent, 
invasion of privacy, and deception. Moreover, Creswell (2014, p. 132) supports that 
ethical issues can occur in five different phases. “Prior to conducting the study; 
beginning a study; during data collection and data analysis; and in reporting, sharing, 
and storing the data.”  
 
First of all, in the presented case, I am not going to harm any of the participants in the 
study. The interviews are not going to be published and no one else except of the 
researchers is going to have access in the data collected from the interviews and the 
observation as well. In relation to the inform consent and before conducting the study 
Creswell (2014, p. 134) refers that “you need to have participants sign informed 
consent forms agreeing to the provisions of your study before they provide data. This 



 

35 
 

form contains a standard set of elements that acknowledges protection of human 
rights.” There is the form of the informed consent in the Appendices (Appendix A). 
 
In relation to the issue called “Beginning a study”, I have to identify “a beneficial 
research problem” (Creswell, 2014, p. 136) not only for the researcher, but also for 
the participants, as well. I did that through the research questions that I mentioned in 
the introduction chapter. 
 
It is crucial, also, according to Creswell (2014, p.136) to “disclose purpose of the 
study.” This means that because of the fact that I have the role of the researcher there 
is a need to have the same purpose with the participants in the study. I explained to 
the participants the concept of this case and I discussed with them the fact that this 
research may facilitate their work on PPC through the problems that through the study 
will be explored.  
 
As I moved on, I have to mention that I disturbed neither the employees, nor the 
managers. I observed and interviewed them when they had free time. According to the 
methodology that I chose, my physical presence in the PPC was necessary. During the 
observation, I had to be discreet and not create any problems with my presence. The 
same happened, also, during the interviews. I had to arrange specific appointments 
with the employees and sometimes they canceled them because they had work to do. 
At this point, I have to mention the difficulty of interviewing the employees who 
work at the customer service department and the managers because of their limited 
free time. Finally, personal and intimate information had not discussed during the 
interviews. 
 
In the analysis of data I will “avoid disclosing only positive results.” (Creswell, 2014, 
p. 138). For instance, there is going to result a matter regarding the employee’s 
training on the new IT system, SAP. This problem can be overcome with better 
organization of the training, which is going to be included in the research. 
 
Finally, when reporting, sharing, and storing data I do not deceive the participants 
about the exact aim of the study. “In the interpretation of data, researchers need to 
provide an accurate account of the information.” (Creswell, 2014, p. 139). I will 
present the information that I took from the participants and I will not invent any 
results. The information that I will present in the study is going to be the real.  
 
I will, also, share the data with the participants in order to “determine for themselves 
the credibility of the study.” (Creswell, 2014, p. 139). 
 
During the interviews and the observation I did not took any photos because the 
interviewed feel uncomfortable. I wanted to catch their spontaneity. Moreover, I did 
not record any of the interviews. The reason is that, firstly, I did not want to lose the 
tacit knowledge that cannot be captured from a recording interview and secondly, all 
the interviews conducted in the Greek language. This fact made my research much 
more difficult as well as interesting since I had to be really careful during the 
translation. Finally, I had to be attentive so as not to express my personal opinion 
during the process of the data collection and data analysis.  
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5. Empirical Findings 
 
 
In this chapter I present the empirical findings from the research conducted. The 
concepts were presented in the previous chapter, so an analysis of codes, categories 
and concepts is being followed. The steps implemented are according to Lichtman’s 
six steps of analysis. 

 
 
I selected the data by adopting the thematic analysis and more specifically I applied 
the methods of interview and observation. I also implemented the Lichtman’s six 
steps of analysis in order to code, categorize and finally, conclude to the seven 
concepts. Following this way of collecting the data and analyzing them, I had the 
opportunity to understand the examined organization as a whole entity. The main 
problems, the limitations, as well as the advantages and the benefits that the PPC has, 
are now clear to me. Moreover, the socialization with the employees, as well as with 
the managers gave me a view of the importance to be a part of such an important firm.  
 
The seven concepts in which I concluded, present the main advantages as well as the 
main disadvantages and problems that have being connected to the use of SAP from 
the employees and managers of the PPC, their decreased job efficiency, and their 
training on SAP.  
 
 
5.1 Goals Achievement  
 
The main goal of the committee, which had the responsibility to decide on the supply 
of a totally new IT system in such a big company with so many complicated tasks that 
have to be accomplish 24 hours a day (included the factories for the production of the 
electric power), was to abolish all the sub-systems used from the different 
departments of PPC all over Greece and to have only SAP which would be 
multidimensional to accomplish all the tasks in the limited time and in the most 
effective way. Unfortunately, this was not the case. The concept in which I conclude 
after the analysis of the interviews is “Goals Achievement”.  
 
The company’s goals were to increase employee’s job efficiency and profit. This is 
the first category which results from the codes and which result from the employee’s 
responses. As I examined the case, the job efficiency of the employees has not been 
increased after the implementation and use of SAP. Specifically, in some cases the job 
efficiency of the employees, mainly of them who work in the department of customer 
services, has decreased. Even today, two years after the implementation of SAP, the 
situation remains the same.  
 
This means that the menu of SAP is much more complicated than the menu of the old 
IT system, Hermes and the employees have faced many difficulties. Despite the fact 
that it is reliable, it is not user friendly and interactive. In some cases, it is really 
difficult to accomplish even the basic tasks and the main problem, (according to the 
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employee’s responses from which I made the coding) is that users cannot discuss 
those difficulties with the managers.  
 
 
5.2 Communication 
 
According to the comments of the employees and managers during the interview 
procedure, the managers of PPC have the mentality that only by pushing the 
employees to do their job faster they believe that the company will have the greatest 
outcome. The employees admit that their managers are very demanding and the 
managers told me that they believe that the employee’s job efficiency increases only 
by pushing them to do their job faster. They also argued that in this way IT users will 
be more productive and therefore, the company will increase its profit. The truth is 
that in relation to that, the opinion of the employees is quite different. They admit 
that: 
 
“Our job efficiency is really depending on the relationship that we have with our 
managers. Unfortunately, our relationship is not good and we cannot communicate 
even for the simplest matters in relation to the job. We face many difficulties in our 
everyday job on SAP and we do not have support from our managers. They are 
indifferent and they cannot realize that in this way our job efficiency decreases day by 
day.”  
 
On the other hand, the managers support that, 
 
“The best way to increase employee’s job efficiency is by pushing them to do their job 
faster. Only by being demanding to them, we will increase the PPC’s profit and the 
company will remain productive and will continue to be the biggest power producer 
and electricity supply company in Greece. The things have changed the latest years 
because of the financial crisis in Greece; also, we have more responsibilities and our 
directors are very demanding to us.”  
 
Therefore, on the one hand, there are the interviewees who work at the customer 
service departments who are really disappointed from the behavior of their managers. 
More specifically, they do not have the support that they need in order to discuss the 
problems that they face in their everyday work. The managers are absent and they 
only want to have employees who achieve the company’s goals, no matter the 
difficulties that they face every day. The employees admit that the company is 
indifferent for them;  
 
“We have tried numerous times since the implementation of SAP, the last two years, 
to discuss our problems and difficulties not only with the manager who represent each 
department, but also with the director of the PPC in Piraeus. Unfortunately, he is not 
willing to understand us and he believe that we do not make any effort in order to 
work with the new IT system.”  
 
On the other hand, there are the interviewees who work in the departments where 
there are no customers and they have the opposite opinion. I refer to the training 
department, the department of economic, administrative and technical assistance. 
Moreover, I refer to the office of orders (materials such as pens, papers or cables), 
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supplies, invoices of purchases and so on. Finally, there is also the department of 
network management, management of the computers and technical support of all the 
office machines. In these departments, the managers are always present to discuss 
with the employees all the matters that are related not only to the SAP, but also to all 
the matters related to their everyday work. They have a family working environment 
and they support each other.  
 
The presence of managers like being a family is being connected to the absence of 
managers and their pressure to increase job efficiency and achieve goals faster.  
 
The truth is that from the 23 interviews only five interviewees gave positive responses 
in relation to the communication between employees and managers.  
 
 
5.3 Training 
 
The result is being closely connected to the concept “Training”. After the completion 
of the interviews I conclude to the finding that the main problem on the PPC, after the 
implementation of SAP, is the training matter. According to all the interviewees, the 
training was neither efficient nor adequate. There took place a two-day seminar on 
SAP without any separate sessions of the employees according to their educational 
level or according to the tasks that they have to accomplish every day. The result is 
that the employees deem that the menu is complicated and the SAP is in general 
difficult to work with. The SAP does not facilitate the employee’s every day job but 
makes them nervous and aggressive. They all admit that they want more training and 
that their decreased job efficiency is the result of the inadequate training.  
They admit that: 
 
“The PPC wanted to implement the new IT system really fast and without the right 
and necessary organization.” 
 
The managers claim that: 
 
“There were no money and time for more training. The employees could not be absent 
for more than two days because of the abovementioned reason. There were no money 
for training and no money for hiring the adequate, educated employees.” 
The aspect of only one interviewee – the director of PPC in Piraeus, who has just the 
opposite opinion, was that the education level of the employees is really inadequate 
and that is why they cannot understand the SAP and they put the blame at the training. 
All the other participants concluded with the same question:  
 
“How is it possible in only two days to understand a totally new and really 
complicated IT system?”  
 
And they, also, said: 
 
“There was no time for questions and the trainers told us that we will have the 
opportunity to make questions only via telephone.” 
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The employees are trying to learn the possibilities of SAP from the Internet or by 
asking their colleagues about the tasks that are related to SAP and they do not know 
how to deal with.  
  
To sum up, the concept includes the lack of adequate training the lack of adequate 
training, the decreased job efficiency, the need for separate training groups related to 
the employee’s educational level. Moreover, in every department the employees have 
different tasks. So, it was necessary during the training to separate the employees 
according to the department in which they belong. After the interviews, I realized that 
the only positive fact, in relation to the training on SAP, was that there was an 
evaluation system where the employees could express their opinion.  
 
 
5.4 Support 
 
As I moved on, I asked the employees and the managers how they solve all their 
questions on SAP after the training. They told me that during the training seminars 
they did not have the time to ask any questions to the trainers. They informed me that 
the company who sold the SAP on PPC, had employees who are trained on SAP and 
the PPC’s employees could call them at any time in order to ask anything that it was 
related to SAP.  
 
All the interviewees had the same opinion for the technical support on SAP via 
telephone. They believe that it was really adequate and nothing more was needed for 
support after training. 
 
As the employees told me: 
 
“It was like having an expert next to us so as to guide us and giving advices all the 
time; therefore, training on the job was not necessary; actually, it was like having 
training on the job from an IT expert.”  
 
The problem was at the fact that the employees who are at the customer service 
department did not have time available so as to talk all day to the telephone in order to 
accomplish even the basic tasks. Specifically: 
 
“Support via telephone was really helpful and we are really pleased to the people 
who were willing to answer all the questions we had at any time. But, the whole 
procedure of the implementation of SAP – really fast and without any organization – 
is something that creates us more problems than solutions and advantages.” 
 
So, they conclude to the fact that in the customer service department more efficient 
training was essential as well as training on the job from PPC’s trained employees. 
 
Moreover, there are problems created in relation to the solidarity and the relationship 
between the employees. In the customer service department, there is no time in order 
to have breaks so as to socialize with the other employees or just to do the essential 
things, like eating during the 8-9 working hours. The result is that the nervousness has 
increased and there is tension and bad feelings and behavior between the employees. 
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The PPC’s employees and managers as well, had the opportunity to use this service 
for two years after the implementation of SAP. It is remarkable that there is no 
internal SAP support on PPC. 
 
 
5.5 Efficiency 
 
Despite the fact that the employees and the managers of PPC had excellent technical 
support on SAP, there are many problems connected to the fact that they are not even 
today familiar to all the functions of SAP. Even than the SAP is more advanced than 
the previous IT, the interviewees need more time to accomplish the same tasks in 
relation to the old IT system. As they told me the SAP is a very complicated program 
and indeed can support all the tasks of all the departments of PPC. But, unfortunately, 
the present situation at PPC is that not only the SAP, but also many other IT programs 
are being used. The initial plan was to insert SAP so as to use only this IT system and 
to abolish all the other IT subsystems. 
 
This happens because the introduction of SAP in the company was sudden and not 
smooth. There was no time available so as for the employees to be trained and to 
have, also, training on the job. That requires months of adaptation to the new 
program.  
 
According to the managers of PPC, 
 
“The SAP is a really innovated program and has really big potentialities. Nowadays, 
that the financial crisis occurs, many small private, electricity supply companies, are 
trying to be competitive to PPC and the risk that the PPC may become a private 
company exists. If we consider all these factors, it was a really important investment 
for the PPC to acquire and implement such an advanced IT system. SAP can give the 
competitive advantage to the company if it is used in the most effective way. The 
potentialities of multitasking when the customers are waiting in the queues, is 
astonishing.” 
The result is that even today the employees, mainly those who work in the customer 
service department, need more time to accomplish even the simplest tasks than they 
needed with the previous IT. Moreover, the SAP is a program that has many 
possibilities, which can be used after the adequate training. Thus, the reason why the 
employees of PPC cannot use SAP efficiently is because they did not have the 
adequate training.  
 
Furthermore, in Greece the public sector face the problem of bureaucracy. With 
bureaucracy I refer to the papers used in all the transactions accomplished in the 
offices of PPC. This part remains the same with SAP as with the old IT. According to 
the interviewees, 
 
“the entire transactions, take place on PPC, are registered on the computer as well as 
on papers. For instance, all the customers’ data are in the computer as well as on 
files. This happens because, on the one hand, Greeks prefer to use papers instead of 
computers even in the biggest companies. On the other hand, the IT system of PPC 
was not reliable the previous years and it was more secure to write every data on 
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paper. Nowadays, the problem with the SAP is that it is simplest to write customer’s 
data on paper than on computer in the SAP environment. 
 
 
5.6  Job Environment 
 
There are different aspects between the interviewees on the matter of the work place, 
their relationship with their colleagues and the breaks and social life at work.  
 
Specifically, on the one there are interviewees work at the PPC in the centre of 
Athens, where there are the departments of training, the department of economic, 
administrative and technical assistance. The office of orders (materials such as pens, 
papers or cables), supplies, invoices of purchases and so on, are also located there. 
Finally, there is also the department of network management, management of the 
computers and technical support of all the office machines. There is no customer 
service department there. All the employees work at these offices, characterize their 
working place amazing and they said that the place give them energy and make them 
feel happy every day. Moreover, regarding the breaks they told me that they can make 
as many breaks as they want at any time during their working hours. The relationship 
within the employees is great, they help and support each other and they are like a 
family. 
 
On the other hand, all the interviewees work at the PPC at Piraeus, where the 
customer service departments are, admit that the work place is a mess and they 
characterize it depressing and untidy. Some offices are in the centre of the building 
without windows or adequate lighting. The working environment makes them feel 
unhappy, depressed, stressed, dizzy after 6-7 hours and they cannot be productive. In 
most of the cases, they do not have time for breaks. They do not have time even to eat 
in some cases. The relationship between the employees is not good because the 
abovementioned problems affect on their psychology. They are nervous and they do 
not have the patience so as to help and support their colleagues. There is no solidarity 
here.  
 
 
5.7 Evaluation  
 
Finally, according to the interviewee’s, there is no evaluation system on SAP. Neither 
the employees, nor the managers can express their opinion in relation to the new IT 
system. The codes derived from the interviews are about 90 and are related to the 
comments on SAP. The categories emerged from codes are five. The challenges on 
SAP, its problems and benefits, the necessity for updates and enrichment, its 
reliability and the need for an evaluation system, consist the categories. The concept 
is “SAP Evaluation”. 
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5.8 Differences between Offices 
 
In the previous subsections I presented the seven concepts extracted from the data 
empirical material. In this subsection I discuss the main differences between the 
departments of PPC. The comparison is performed to clarify the findings. 
 
There are many differences between the several departments of PPC. It seems like 
being two different companies. In the PPC in Piraeus the situation in relation to the 
points that I observed is really disappointed. The employees work there, do not have 
time every day during the working hours even to make a break in order to eat. The 
pressure is really high both from the customers and from the managers. They are 
nervous and there is no solidarity between the colleagues. The relationship between 
them is not good as they do not have time to socialize with their colleagues. They 
cannot stay calm after 6-7 hours at work, neither the employees nor the customers. 
The customers, in some cases, have to wait in the queue for 2 hours and at the end 
they lose their temper and they start quarrel with the employees. 
 
Furthermore, I observed the relationship of the employees with the IT system. I 
noticed that they are trying to do their job as fast as they can. But in some cases they 
need a lot of time because they do not know exactly what to do in order to accomplish 
the tasks and the customers’ requests. The managers are absent and they do not help 
the employees. Thus, the employees have notes so as to read them or they are asking 
each other.  
 
Moreover, while the computers and the IT equipment are brand new, the offices are a 
mess. I was impressed by the fact that some offices are in the middle of the building. 
The offices are small, without windows, with grey colors in the walls and without 
even good and adequate lighting. I noticed that the employees respect the rules but 
some of them smoke in their offices because they do not have time for break. This is 
really annoying for their colleagues that they do not smoke. I have also to refer to the 
fact that the customers were not old, but also young people who choose not to use the 
electronic services of PPC. Instead, they prefer to go to the offices, even the only 
request that they have is to pay the bill.  
 
On the other hand, the situation is just the opposite in the offices of PPC in the centre 
of Athens. The employees have a great relationship with the managers and there is a 
family working environment. The managers are always present to discuss every 
matter on the job with their colleagues, to support them and to give them advices. All 
the people work there, can do as many breaks as they want. They support and help 
each other and there is solidarity between them. If they do a mistake in relation to 
SAP, they have enough time in order to ask their managers or colleagues about and 
find the solution. The offices are big with windows. There is no stress and everything 
goes really smooth every day.  
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6. Discussion 
 

 
 
In this chapter a discussion on the findings, results and outcomes, in relation to the 
existed literature, is being presented in order to find answers to the research 
questions. The literature that has already been analyzed in the literature review 
chapter is used with other relevant literature. My main purpose in this chapter is to 
give answers to the research questions and to critically engage with the results.  

 
 
6.1 Research Questions 
 
First of all, it is helpful to remind the the research questions that referred in the 
introduction chapter of the research. These are: 
The main research question of my study is:  
 

1. What benefits and problems do employees experience with the IT system in 
their daily work? 

The two sub-questions are: 
 

a. What are the advantages of the IT system? Does the IT system 
supports, helps or facilitates the employee’s work? 

b. What kind of disadvantages and problems the new IT system 
creates? 

 
 
6.2 Pivotal Problems on PPC 
 
The main sector in which I identify all the problems in relation to the SAP is at the 
training procedure followed before the implementation of SAP. According to almost 
all the interviewees, the training was not sufficient. All the employees as well as the 
managers attend a two-day seminar for eight hours each day. The reasons that the 
training on SAP was not sufficient are many. Firstly, Greece the latest years has faced 
numerous economical problems because of the financial crisis. The most of the 
educated young people abandon their life in Greece and they went abroad because the 
rates of unemployment are being increased more and more day by day. The truth is 
that all big companies closed, the factories closed and their headquarters had been 
transferred abroad, the young educated people went abroad so as to find a job and 
have a better future. But, what about the companies which have remained in Greece? 
 
Unfortunately, the remained public companies in Greece, as well as the PPC, became 
private or they are still public but they have financial problems to overcome. The 
main issue is that because of the financial crisis, after 2010, there are no employments 
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of young people. This means that because of the retirements of many employees on 
PPC, there are tasks that the remained employees have to accomplish every day.  
 
 
6.3 Training Organization and Goals Achievement 
 
The IT systems can help companies to be more successful and to enhance their 
performance in all services provided to the customers. In this way, they can acquire 
the competitive advantage. But, when a company makes a big investment in an 
advanced IT system there are many potential pitfalls. “The central problem is the 
overblown and unrealistic expectations that many have regarding information 
technology.” (Goldfinch, 2007, p. 918). 
 
Thus, a perfect organization is required for the successful implementation of an IT 
system. This is being connected to the fifth concept – SAP Efficiency. The main 
pursuit of the company was to increase the profit as well as the job efficiency of its 
employees. Because of the inadequate training, the big investment that the PPC did in 
such an advanced IT system without any kind of organization and the company’s 
difficulty of hiring new personnel, the job efficiency of the employees have decreased 
the latest years.  
 
Dooyeweerd argue that the companies make the mistake to “elevate one sphere and 
ignores the rest (e.g. the economic sphere concerned with resources is supreme in 
business and management) or it tries to explain all other spheres in terms of the 
favored one.” (Basden, 2010, p. 15). Maybe in the PPC the main impact on the 
employee’s work is the fact that the company emphasized a lot on the SAP and forgot 
all the other matters which required in order that the implementation of SAP to be 
successful. 
 
 
6.4 Employee’s Resistance to Change 
 
After all these, I have to keep in mind that most of the employees work on PPC for 
many years and as a consequence, they know their tasks better than anyone. 
Moreover, the latest years were and still are difficult for them because their salary 
decreased a lot and they have more work to do because of the number of the 
employees which decreases day by day. All these factors contribute to the fact that 
they do not have nowadays the patience so as to accept the new IT system which 
makes their life more difficult than easier.  
 
That is why the company has to realize that the most important asset that possesses is 
its employees. The employees have all the knowledge that it is necessary for the 
smooth function of the company. The explicit knowledge, that the interviewees work 
at the PPC expressed in the interviews, consists only the tip of the iceberg of their 
knowledge, their needs or complaints. According to Dalkir (2005, pp. 78) “tacit 
knowledge is captured or elicited, and explicit knowledge is organized or coded.” 
Through the coding, the categories and the concepts, I caught the explicit knowledge. 
The tacit knowledge has to do with the knowledge that the employees have because of 
their experience and I can understand it through the process of observation or through 
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the semi-structured interviews which were like a conversation. Moreover, the fact that 
I have used as a guide the Dooyeweerd’s fifteen aspects in order to build the questions 
in the second part of the interview guide was really helpful. As “Winfield et al (1996) 
have found, it is possible to present Dooyeweerd's aspects to interviewees in way that 
they can be understood and be referenced and explicate some tacit knowledge.” (Kane 
and Basden, n.d. p. 8).  
 
According to Agarwal and Prasad (1999, p. 361) “persuading users to adopt new 
information technologies persists as an important problem confronting those 
responsible for implementing new information systems.” They also support that, 
“different factors are important in information technology acceptance but does not 
explicate the process by which acceptance is influenced.” It is for sure that the 
employees of PPC did not and still do not want any change in their everyday life at 
work. They work there for many years and they do not accept changes in relation to 
the way that they are used to work. Therefore, there is a combination of lack of 
training on SAP and the persistence of the employees in any new IT system or in any 
kind of change. Davis (1993, p. 475) support that, “user acceptance is often the 
pivotal factor determining the success or failure of an information system project.”  
 
What is really missing is an evaluation system on SAP where the employees could 
have the opportunity to give feedback. This could be a solution in order to increase 
job efficiency because of the fact that they would have the opportunity to express the 
complaints that they have and all the possible improvements. 
 
 
6.5 Big Investment on SAP vs Ineffective Training Program 
 
On the other hand, the training programs on SAP had to be planned really carefully 
before of their implementation. Kirkpatrick and Kirkpatrick (2006, p. 3) support that 
there are 10 factors that have to be “considered when planning and implementing an 
effective training program: 
1. Determining needs 
2. Setting objectives 
3. Determining subject content 
4. Selecting participants 
5. Determining the best schedule 
6. Selecting appropriate facilities 
7. Selecting appropriate instructors 
8. Selecting and preparing audiovisual aids 
9. Coordinating the program 
10. Evaluating the program” 
 
When the implementation is not smooth the opposite results may arise. Goldfinch 
(2007, p. 917) outlines that “the majority of information systems developments are 
unsuccessful. The larger the development, the more likely it will be unsuccessful." 
 
But, on the other hand, Legris, Ingham and Collerette (2001, p. 191) support that, 
“Information systems (IS) implementation is costly and has a relatively low success 
rate.” Therefore, these kinds of investments have to be chosen and implemented with 
great caution, mainly in the public sector where, in most of the cases, a big amount of 
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money is required. According to Weill (1992, p. 5), “investment alone in IT will not 
guarantee returns.” The success key is on the smooth implementation of the new IT 
and the right training of the people who are going to use it. This is the reason why 
Goldfinch (2007, p. 917) admit that “the majority of information systems 
developments are unsuccessful. The larger the development, the more likely it will be 
unsuccessful." 
 
 
6.6 Training Challenges- Impacts on Job Efficiency 
 
The mentality of the responsible committee of PPC was to implement a new IT 
system so as to abolish all the IT systems that the employees used since then. They 
truly believed that the new IT system will solve all the problems arise from the old IT, 
Hermes. “Users continue to become more demanding in terms of what they want from 
their systems and managers struggle to determine how to establish realistic 
expectations.” (Staples, Wong and Seddon, 2002, p. 115) 
 
At this point, I have to say that the PPC uses many and different IT programs in 
relation to the functions and tasks that each department have. The main target was to 
implement only one IT program so as to accomplish all the functions of the PPC’s 
departments. Unfortunately this was not the case. For the new IT system, SAP, 
seminars as well as training on the job were necessary. Furthermore, there were no 
separate training sessions according to the education level of the employees or 
according to their department in which they work in the PPC. Thus, they all had the 
same training independently on their tasks that they have to accomplish every day. 
This situation is relevant to the first concept “Goals Achievement”.  
 
The result is that the consequences on the job efficiency are many. The employees in 
numerous cases, even today, two-three years after the SAP’s implementation, face 
many difficulties in their everyday work. They have to ask each other about things 
that they had to be taught during the training.  
 
 
6.7 Communication and its Effects on Job Efficiency and Customer 
Service Quality 
 
Another important problem is the communication between employees and managers 
on SAP matters. The employees do not have support so as to discuss their difficulties 
in order that something changes in the future. This makes them having negative 
feelings and make their everyday work more difficult. 
 
This relates to Haberma’s “ideal speech situation.” (2000 cited in Jackson, 2017, p. 
309). According to Habermas, the communication process is wrong and “the better 
argument has to prevails and not the ideology of the powerful.” (2000 cited in 
Jackson, 2017, p. 309). In the case of PPC, the employees are deemed inferiors and 
they cannot involve in a democratic dialogue like Habermas proposes. If that was 
possible, the more logical idea would prevail and not the manager’s opinion. 
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Unfortunately, the main impact on this, is that the customer services are not as 
efficient as with the old IT. The employees cannot accomplish the same tasks in the 
same time, but they need more time. This relates to the fifth concept – SAP 
Efficiency- according to which the time needed in order to accomplish the same tasks, 
as with the old IT, has increased.  
 
Furthermore, the customers are really demanding and they refuse to use the electronic 
services for their transactions. The pressure is really high, also, from the managers 
who do not try to understand and support their employees. One of the main problems 
is that in the department of customer services the employees are about seven and they 
have about 600 customers every day. 
 
The customers at PPC can have different requests every day. First of all, I have to 
clear that the customers are calling to the PPC only to take information about specific 
matters that concern them. The employees give them all the necessary information in 
relation to the documents that they need to have with them before go to the offices of 
PPC. The customers can take all these information from the internet, from the PPC’s 
website, but they do not have the mentality to find solutions on their requests from the 
internet. They can pay their bills through the internet and they can save time by using 
the electronic services of PPC. The problem is that they do not trust the internet and 
they do not know how to use the electronic services. Thus, the customer service 
department has to deal with calls from customers as well as customers that they go to 
the offices of PPC. The customers that go to the offices of PPC in Piraeus are about 
600 daily.  
 
 
6.8 Support – Employees’ aspects 
 
All the interviewees admit that the technical support via telephone, despite the lack of 
technical department, was excellent. Nevertheless, the time needed to ask things 
frequently via telephone while the customers are waiting takes a lot of time. It is not 
the same as having the experience of using all the potentialities of SAP. 
 
On the other hand, the employees work at the PPC where there are no customers, they 
agree that the training was not efficient but they admit that they have the necessary 
time so as to accomplish all their tasks. All the employees agree that the support via 
telephone was really efficient despite the fact that they had not the opportunity to have 
the adequate training or training on the job. The company that sold the SAP at the 
PPC had an excellent technical support team which help in a great extend all the 
employees.  
 
 
6.9 Reflections 
 
Methodology and Methods 
 
The methodology that I chose for the research is ethnography. The methods used are 
the interviews and the observation. Ethnography requires to become part of the 
studied organization and to conceive how the people work, act and behave in their 
everyday lives in the organization. The fact that I did my internship some years ago at 
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the PPC and also, that my mom works in the company, gave me the advantage that I 
am really familiar to the company’s culture and also to the employee’s, manager’s and 
director’s mentality and point of view. The time that I spend in the several 
departments and offices of PPC gave me the opportunity to understand in depth the 
way that the company functions, its rules, the advantages that the new IT system 
offers to the employees, to the managers and to the customers as well.  
 
On the other hand, I realized that there are also vital problems in relation to SAP and 
through the research I had the opportunity to better understand themthem. I conducted 
the two methods at the same time on March 2017. I spent several days and hours in 
the company. My initial thought was to conduct first the interviews so as to give the 
chance to the employees to meet me and to feel comfortable when I will observed 
them. Nevertheless, the most of the employees did not have free time often so in some 
cases I had to interrupt the interview and to start it again later. During this time, I 
grasped the opportunity to observed the employees during their duties and while using 
SAP.  
 
In the second part of the interview guide, I based on the Dooyeweerd’s fifteen aspects. 
This gave me the chance to construct the interview guide in a way that I could capture 
the user’s tacit knowledge on SAP which is the most valuable. I have to admit that at 
the beginning it was quite challenging for me to conceive the Dooyeweerd’s 
philosophy and to use the fifteen aspects, as he illustrated them, in the form of the 
interview guide. I did not use all the fifteen aspects, but it was helpful to consider all 
of them and decide which to include or not. This really helped me to look the things in 
a totally different way as it gave me the chance for the first time to use a philosophy 
as a guide. It helped me a lot with the demarcation of the questions and I used it as a 
guide of what to ask and what not. The result, it opens up my view as it gave me the 
opportunity to approach the research in a different way and to take information from 
the users participated in the interviews, which in other way it could be impossible to 
elicit. After sometime I have learned about the fifteen aspects and that is fruitful. I 
proved that it is a useful theory and I recommend it for future research.  
 
The Dooyeweerd’s philosophy is being used in the interview guide and not in the data 
analysis because there is the risk of the research to become circular.  
 
In order to analyze the data collected from the interviews and the observation, I have 
used Lichtman’s six step of data analysis. By following Lichtman’s analysis all the 
data collected from the interviews and observation are being coded without separate 
the methods and as a result this gave me the chance to examine the case from the 
user’s point of view by coding, categorizing and finally, concluded to seven concepts. 
Thus, Lichtman helped me to structure the data in a way that it presents what the 
interviewees told me and create a storyline out of the data. 
 
 
The Employees of PPC 
 
It was really interesting to socialize and spend my time for a whole month with the 
employees of PPC. The fact that I know personally many of them helped a lot with 
my research but apart from that I realized that the most important asset of PPC is its 
employees. The most of the PPC’s employees work there for more than twenty years. 
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This means that they really care for the company and that they know their tasks better 
than anyone.  
 
All of them were willing to participate in the research and they helped me a lot. Even 
when they did not have free time they were trying to answer to my questions. But they 
were all really cautious on revealing information about the company. This made me 
understand how important the company for them is. 
 
Despite the difficult times that the employees have had the latest years in the company 
because of the financial crisis in Greece, they love what they do and they try hard to 
become better day by day so as to offer more to the company.  
 
 
My Personal Experience 
 
The fact that I spent my free time for one month in the offices of PPC gave me the 
chance to come really close to the employees and the managers of the company. 
Moreover, I had the opportunity to partially conceive the way they work and the 
company’s culture. Despite the fact that I did my internship on the PPC some years 
ago and I did not face any problem to adapt to the company’s environment, it was 
challenging for me to conduct the methodology as well as the methods. In my 
opinion, it would be easier for someone else who did not have any connection to the 
company to conduct this research, than it was for me. I said that because I face many 
difficulties on trying to be objective with what I observed and with the answers of the 
employees. I had to try hard not to express my personal point of view. So, I realized 
that in conducting a research sometimes may be a trap to be familiar to the subject of 
the research. 
 
Despite the difficulties and the challenges that I faced, I will never regret for 
conducting this research. I feel just the opposite. The experience was really interesting 
and gave me the chance to exceed my limits and to reach the target that I had. The 
experience was full of new things for me and this, in my personal view, is the most 
interesting part of the research. 
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7. Conclusion 
 

 
In the final chapter of the research an overview of the study is being presented. 
Moreover, I illustrate the contributions of the study as well as the suggestions for 
future research. 

 
 
 
In the presented study through the implementation of the Interpretive Qualitative 
research I made an attempt in order to understand in depth the examined organization, 
PPC, and specifically the user’s opinion on the usage of SAP in their every day work. 
Through the methods of the interview and observation, I involved in the research 
many participants so as to find answers on how the IT system, SAP, can contribute to 
the better performance of the employees, the satisfaction of the users and the 
customers and how it can increase the company’s profit. Moreover, my initial aim 
was to suggest some improvements on the usage of SAP. Through the implementation 
of semi-structured interviews I tried to capture the aspects of all the stakeholders work 
on PPC and use SAP.  
 
All the interviewees were willing to participate and I tried to conceive their 
difficulties on their daily work. From the study results and the data analysis I came 
across different factors which influence the employee’s job efficiency, the customer’s 
satisfaction as well as the company’s performance. The benefits of the SAP’s 
implementation are numerous as well as the drawbacks. The main difficulties are 
connected to the lack of the adequate training on SAP, the lack of communication 
between the employees and the managers and to the fact that the number of 
employees work at the customer service department is not adequate. Last but not 
least, is the dept crisis that has affected Greece since 2010; the root of all the 
difficulties is up to the economic situation of Greece the latest years.  
 
During the research, I had to keep in mind that the changes on PPC are radically the 
latest years because of the financial crisis. The PPC characterized as one of the most 
profitable companies in Greece and nowadays there is no money available from the 
Greek State even to recruit new personnel or to dispose the available funds for the 
employee’s training on SAP. PPC is a company which all these years takes care not 
only of its employees, but also of the Greek society and of the environment as well. 
Nowadays, in some cases, even the smooth function of the company is not possible 
since the number of the PPC’s employees is not adequate. Therefore, the fact that I 
conduct an ethnographic research means that if somebody else had conducted in the 
past or will conduct in the future the same research, the findings would be really 
different. 
 
 
7.1 Contribution of the Study 

 
The presented study contributes to the understanding of the possibilities that the 
implementation of an advanced IT system can provide to an organization, as well as 
to the challenges and difficulties that can be arise in any organization without the right 
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and the smooth implementation of a new IT system. The research outlines the main 
benefits and problems that had to be addressed and are related to the use of SAP from 
the employees of PPC. There are three main problems that I have identified and the 
PPC has to take into consideration. Firstly, the training department has to be 
organized better so as to schedule the adequate seminars that the employees need on 
SAP. Secondly, the relationship between the managers and the employees has to be 
improved. The managers have to be closer to the employees so as to discuss with 
them the problems and the difficulties that they face on the work and try to find 
solutions. In this way the employee’s job efficiency will be increased. Finally, a 
technical department in relation to the IT system is required in PPC. 
 
Another contribution is that despite the fact that Iconducted the research in the biggest 
power producer and electricity supply company in Greece, there are no similar 
studies. This means that the presented study is really important as concerns numerous 
people, all the employees of PPC as well as the customers. The study suggests 
solutions and ways which the PPC can implement without any cost so as to take 
advantage of SAP. This is really important since the company invests a big amount of 
money for the acquisition and the implementation of SAP. Moreover, the 
implementation of the main qualitative methods of interviews and observation, gave 
me the opportunity to acquire an in depth understanding on the situation.  
 
Finally, through the research I realized that the PPC can adopt innovative and non 
costly ideas on how to deal with basic problems on SAP. In my opinion the most 
important of them, which does not require any money, is the improvement of the 
relationships between employees and managers.  
 
 
7.2  Future Research 

 
The presented study outlines the limitations, as well as the benefits that the SAP gives 
to the users. Through the research of the main problems and the implementation of the 
suggestions maybe in the future the situation becomes better on PPC. Thus, a future 
research may be conducted so as to compare the evolution of the PPC’s IT system. A 
comparison to the old IT system, Hermes, with the SAP can be conducted in order to 
find all the matters that have been improved. In this way, more disadvantages of SAP 
will be arise and the company will have the opportunity to take them into account, in 
order for instance, to improve the provided customer services.  
 
Moreover, it would be beneficial if similar studies will be conducted in the IT systems 
used in other public companies in Greece. Moreover, not only the PPC in Greece have 
numerous customers, but there are also private companies which have many 
customers too. So, a research in these kind of firms would be also beneficial, if the 
PPC takes them into consideration. I suggest that, since from the results might come 
into the light a solution or a suggestion for improvement that I did not include in this 
research.  
 
Furthermore, the latest years there are private companies that are trying to compete 
the PPC. All of them fail and at the end they stop their function. It would be a good 
idea if these companies study the way that the PPC functions and the IT system that 
has implemented and use, before they start their operation. 
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On the other hand, the PPC has to be ready to face any possible competitor. This can 
be achieved by having a department which will be responsible for watching the 
possible competitors in the market. 
 
Finally, the presented research can be a stimulus for other researchers to accomplish 
studies in the field of Informatics in relation to the public companies in Greece. I 
suggest that since the field of Informatics can contribute so as the firms to gain the 
competitive advantage and in the case of public firms, to overcome some their main 
obstacles in order to remain public.  
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Appendix A 
Inform Consent Form 
 
Research topic 
“Exploring the effectiveness of the IT systems of public sector in Greece. 
The case of the Public Power Corporation S.A. – PPC” 
 
Researcher 
Stavroula Kyriakopoulou, Master Program in Information Systems, Linnaeus 
University, Sweden. 
 
Purpose of the research 
The purpose of this study is to explore and analyze the usefulness and efficiency of 
SAP which implemented and used in the PPC S.A. and detects the advantages as well 
as the problems of this IS which have impact on the quality of the customer service. 
Also, the common interest for public firm’s development, especially in a period of 
financial crisis in Greece, became a motive for me to propose and undertake this 
research due to the fact that these kinds of public companies can contribute to the 
economy of Greece, to the society, as well as to the environment.  
 
Description of the research process 
In the presented research, firstly, I will observe the employees of PPC in their 
working place as well as the relationship that they have with their managers. Then, I 
will conduct interviews in order to take information for the use of SAP from the 
PPC’s employees. 
 
The benefits of the research and the benefits to you 
Despite the fact that the PPC has still its public character, the various Greek 
governments negotiate its privatization the recent years. Through the research the 
problems as well as the benefits of the IT system used in the PPC and which can give 
the competitive advantage in the firm, will be examined.  
 
The research will also be an incentive for other researchers so as to examine the IT 
system in other public companies in Greece. Moreover, the employees of PPC will 
have the opportunity to express their opinion and be part of the research. The 
customers will benefit from the research because through evaluation of the 
disadvantages of SAP, the customer service department will change in a positive way. 
I am going to benefit from the research as through the whole process I will understand 
in depth the methods used and I will acquire knowledge on such an important matter 
of one of the biggest public companies in Greece. 
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Risk and discomfort 
The presented research does not include any information that could cause any risk or 
discomfort to the participants. The personal or sensitive data of the interviewees are 
not going to be revealed in the research so as to ensure their confidentiality.  
 
Participant’s rights 
The participation in the research is voluntary and the participants have the right to 
abandon the research at any time. The results of the interviews and the observation are 
available to the participants at any time.  
 
Access to interview and observation 
The data of the interviews and the observation are going to be accessible by the 
researcher, the supervisor of the thesis and the examiner. No third parties will have 
access on them. 
 
Questions about research 
All the participants can ask questions during the interviews, before or after them. 
They can also contact via email to the researcher, Stavroula Kyriakopoulou: 
sk222tq@student.lnu.se 
 
Consent 
I understand and agree with the abovementioned 
Yes 
No 
 
I understand that my participation is voluntary and I can abandon it at any time. 
Yes 
No 
 
I understand that I have the right to tell to the researcher to withdraw any data 
provided by me. 
Yes 
No 
 
I agree to participate in the research and I allow you to use the information that I will 
provide in your Thesis. 
Yes 
No 
 
Date:  
Place:  
Participant’s Name and Signature:  
Researcher’s Name and Signature:  
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Appendix B 
Directors/Managers Questionnaire 
 
First Part 

Gender: Male or Female? 
 

Which is your age? 
 

Which is your marital status? 
 

Where do you live? 
 

What is your education level?  
 

Tell me about your working experiences. 
 

In which department of the PPC do you work? 
 

What are your duties? 
 
Please, tell me about the departments of PPC in this specific area of Athens.  
 
How many employees work here? 

 
How many customers do you have approximately every month? 

Second Part 
x If you had the opportunity to gain more time while you are working, what would you 

change or improve in relation to the IS? How much time do you need in order to 
accomplish a certain procedure in relation to the old IS? 

x If you had a problem on using the IS, whom would you ask? Is there a technical 
department?  

x Is there a manual on how the IS works? If you had to change something in the support 
on using the IS, what would you change?  

x The menu of the IS that you use, is understandable? Is there a “Help” in order to 
guide you when you have questions? Do you use it? If no, why? Is it helpful? 

x Do you think that the design of the IS is attractive? The menu, the graphics etc). 
x Is the system reliable? For instance, if you have some data stored in your computer is 

there any possibility to lose them? Or is there any chance somebody else to gain 
access to them?  

x How do you imagine the ideal work place? Do you satisfy your work place? How 
your office affects your job performance? 

x The fact that you have to seat and stay in the same place for numerous hours every 
day is helpful or annoying? It affects your efficiency in a good or in a bad way? 
Why? 

x How do you experience the meetings that you have with the other directors?  
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x In which way the use of the IS affects your psychology? What feelings do you have 
in your everyday work while you are using the IS? (irritation, happiness, satisfaction, 
fatigue and so on). Is the IS user friendly? Is it interactive or boring? 

x Have you clearly understood the company’s, IS’s and your personal goals while using 
the IS? 

x Are there any benefits and economic advantages from the money that the company 
invested in order to implement the new IS? What is your opinion? 

Third Part 
x Which are the company’s goals and in which way the IS has helped the company to 

reach them?  
x Did you have the adequate training so as to learn how to face the difficulties that you 

have on the IS use? 
x Is there an evaluation system in the PPC so as to express the user’s satisfaction or 

dissatisfaction and their complaints in relation to the IS? Is it helpful? In your 
opinion, what has to be improved in order to help your job performance? 

x Did you separated in groups according to your education level during the training? Or 
did you all have the same training from the trainers?  

x After the end of the training did you have an evaluation so as for the trainers to know 
what you have understood and what you did not? 

x Did you have training of the job (a scheduled seminar) or on the job (while you are 
working)? Or both? 

x Do you as a director try to discuss with the employees so as to take information in 
relation to the problems, deficiencies of the IS? Do you try to understand the deeper 
problems that the employees have to face on their everyday job? Do you give time to 
them to so as to express the particular thought that can improve their job efficiency? 

x Do you have fixed meeting with other managers of other departments and areas on a 
monthly basis?  
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Appendix C 
Directors/Managers Questionnaire in Greek 
 
Μέρος 1ο 

Φύλο: Άντρας ή Γυναίκα; 
Ποια είναι η ηλικία σας; 
Ποια η οικογενειακή σας κατάσταση; 
Που κατοικείτε; 
Ποιο το μορφωτικό σας επίπεδο; 
Ποια η επαγγελματική σας εμπειρία; 
Σε ποιο τμήμα της ΔΕΗ Α.Ε. εργάζεστε; 
Ποια είναι τα καθήκοντά σας; 
Παρακαλώ πείτε μου πόσα τμήματα έχει το συγκεκριμένο κατάστημα της ΔΕΗ. 
Πόσοι υπάλληλοι εργάζονται σε αυτό το κατάστημα; 
Περίπου πόσους πελάτες εξυπηρετείτε κάθε μήνα; 

Μέρος 2ο 

x Αν είχατε τη δυνατότητα να κερδίσετε χρόνο στην καθημερινή σας εργασία, τι θα 
αλλάζατε ή θα βελτιώνατε σχετικά με το Πληροφοριακό Σύστημα (Π.Σ.) που 
χρησιμοποιείτε; Πόσο χρόνο χρειάζεστε για να ολοκληρώσετε μια συγκεκριμένη 
ενέργεια σε σχέση με το παλιό Π.Σ.;  

x Αν αντιμετωπίζατε κάποιο πρόβλημα στη χρήση του Π.Σ. σε ποιον θα 
απευθυνόσασταν; Υπάρχει τεχνικό τμήμα στην εταιρεία;  

x Υπάρχει κάποιο εγχειρίδιο σχετικά με τη χρήση του Π.Σ.; Αν μπορούσατε να 
αλλάξετε κάτι στη βοήθεια που έχετε σχετικά με τη χρήση του Π.Σ. τι θα ήταν αυτό; 

x Το μενού του Π.Σ. σας είναι πλήρως κατανοητό; Για παράδειγμα, υπάρχει η βοήθεια-
“Help” σε περίπτωση που έχετε κάποιες ερωτήσεις και χρειάζεστε καθοδήγηση; Εάν 
ναι, το χρησιμοποιείτε; Εάν όχι γιατί; Σας βοηθάει; 

x Κατά τη γνώμη σας το Π.Σ. είναι αρκετά ελκυστικό στη χρήση του; (Το μενού κτλ). 
x Είναι το Π.Σ. αξιόπιστο; Για παράδειγμα, αν έχετε αποθηκεύσει κάποια δεδομένα 

στον υπολογιστή σας υπάρχει πιθανότητα να τα χάσετε ή κάποιος τρίτος να έχει 
πρόσβαση σε αυτά;  

x Περιγράψτε τον ιδανικό χώρο εργασίας. Σας ικανοποιεί ο χώρος στον οποίο 
εργάζεστε; Με ποιο τρόπο το γραφείο στο οποίο εργάζεστε επηρεάζει την απόδοσή 
σας; 

x Το γεγονός πως η εργασία σας απαιτεί να βρίσκεστε στον ίδιο χώρο και να κάθεστε 
για αρκετές ώρες στο ίδιο γραφείο καθημερινά σας βοηθάει ώστε να αποδίδετε 
καλύτερα ή αντίθετα σας κουράζει; Επηρεάζει την απόδοσή σας θετικά ή αρνητικά; 
Γιατί;  

x Παρακαλώ μιλήστε μου για τις συναντήσεις που έχετε με άλλους διευθυντές. 
x Με ποιο τρόπο η χρήση του Π.Σ. επηρεάζει την ψυχολογία σας; Ποια συναισθήματα 

σας προκαλεί καθημερινά καθώς το χρησιμοποιείτε; (ενόχληση, χαρά, ανακούφιση, 
ικανοποίηση, νευρικότητα, κούραση κτλ). Επίσης, είναι φιλικό στο χρήστη; Είναι 
διαδραστικό ή βαρετό; 

x Έχετε κατανοήσει πλήρως τους στόχους της εταιρείας, του Π.Σ. και τους δικούς σας 
σχετικά με την εφαρμογή και χρήση του Π.Σ.; 



 

vi 
 

x Υπάρχουν πλεονεκτήματα και οικονομικό όφελος για την εταιρεία από την επένδυσή 
που έκανε για την απόκτηση και εγκατάσταση του Π.Σ.; Ποια η γνώμη σας;  

Μέρος 3ο  
x Ποιοι είναι οι στόχοι της εταιρείας και πως πιστεύετε πως το Π.Σ. μπορεί να 

βοηθήσει στην επίτευξή τους;  
x Υπάρχει στη ΔΕΗ κάποιο σύστημα αξιολόγησης του Π.Σ. έτσι ώστε οι χρήστες να 

μπορούν να εκφράζουν την ικανοποίηση ή τα παράπονά τους σχετικά με αυτό; Σας 
βοηθάει; Κατά τη γνώμη σας τι θα πρέπει να βελτιωθεί ώστε να βοηθήσει στη 
αύξηση της απόδοσής σας;  

x Είχατε την απαραίτητη εκπαίδευση ώστε να μπορείτε να αντιμετωπίζετε και να 
λύνετε τα όποια προβλήματα σχετικά με τη χρήση του Π.Σ.; 

x Κατά τη διάρκεια της εκπαίδευσής σας σχετικά με τη χρήση του Π.Σ., χωριστήκατε 
σε τμήματα ανάλογα με το μορφωτικό σας επίπεδό ή είχατε όλοι ακριβώς την ίδια 
εκπαίδευση; 

x Μετά το τέλος της εκπαίδευσης, υπήρξε κάποιος τρόπος αξιολόγησής σας 
προκειμένου οι εκπαιδευτές να ξέρουν τι κατανοήσατε και τι όχι; 

x Η εκπαίδευσή σας περιελάμβανε κάποια συγκεκριμένα σεμινάρια ή έγινε από τους 
εκπαιδευτές κατά τη διάρκεια της εργασίας σας; Ή περιελάμβανε και τα δύο είδη 
εκπαίδευσης; 

x Εσείς προσωπικά, συζητάτε με τους εργαζόμενους τα προβλήματα που 
αντιμετωπίζουν καθημερινά σε σχέση με το Π.Σ.; Προσπαθείτε να κατανοήσετε τα 
βαθύτερα προβλήματα που αντιμετωπίζουν στην εργασία τους; Τους δίνετε το χρόνο 
ώστε να συζητήσουν μαζί σας τις σκέψεις τους σχετικά με τη βελτίωση της απόδοσής 
τους; 

x Κάθε μήνα υπάρχουν καθορισμένες συναντήσεις που πραγματοποιούνται μεταξύ των 
διευθυντών διαφόρων τμημάτων της ΔΕΗ; 
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Appendix D 
Employees Questionnaire 
 
 
First Part 

Gender: Male or Female? 
 

Which is your age? 
 

Which is your marital status? 
 

Where do you live? 
 

What is your education level?  
 

Tell me about your working experiences. 
 

In which department of the PPC do you work? 
 

What are your duties? 
 
Second Part 

x If you had the opportunity to gain more time while you are working, what would you 
change or improve in relation to the IS? How much time do you need in order to 
accomplish a certain procedure in relation to the old IS? 

x If you had a problem on using the IS, whom would you ask? Is there a technical 
department?  

x Is there a manual on how the IS works? If you had to change something in the support 
on using the IS, what would you change?  

x The menu of the IS that you use, is understandable? Is there a “Help” in order to 
guide you when you have questions? Do you use it? If no, why? Is it helpful? 

x Do you think that the design of the IS is attractive? The menu, the graphics etc). 
x Is the system reliable? For instance, if you have some data stored in your computer is 

there any possibility to lose them? Or is there any chance somebody else to gain 
access to them?  

x How do you imagine the ideal work place? Do you satisfy your work place? How 
your office affects your job performance? 

x The fact that you have to seat and stay in the same place for numerous hours every 
day is helpful or annoying? It affects your efficiency in a good or in a bad way? 
Why? 

x How the fact that the social life inside the workplace is limited affects your job 
performance? Moreover, are there any breaks so as to communicate and interact with 
your colleagues? 

x In which way the use of the IS affects your psychology? What feelings do you have 
in your everyday work while you are using the IS? (irritation, happiness, satisfaction, 
fatigue and so on). Is the IS user friendly? Is it interactive or boring? 
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x Have you clearly understood the company’s, IS’s and your personal goals while using 
the IS? 

x Are there any benefits and economic advantages from the money that the company 
invested in order to implement the new IS? What is your opinion? 

Third Part 
x Which are the company’s goals and in which way the IS has helped the company to 

reach them?  
x Did you have the adequate training so as to learn how to face the difficulties that you 

have on the IS use? 
x Is there an evaluation system in the PPC so as to express the user’s satisfaction or 

dissatisfaction and their complaints in relation to the IS? Is it helpful? In your 
opinion, what has to be improved in order to help your job performance? 

x Did you separated in groups according to your education level during the training? Or 
did you all have the same training from the trainers?  

x After the end of the training did you have an evaluation so as for the trainers to know 
what you have understood and what you did not? 

x Did you have training of the job (a scheduled seminar) or on the job (while you are 
working)? Or both? 

x Do the directors/managers are trying to discuss with the employees so as to take 
information in relation to the problems, deficiencies of the IS? Do they try to 
understand the deeper problems that the employees have to face on their everyday 
job? Do they give time to them to so as to express the particular thought that can 
improve their job efficiency? 
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Appendix E 
Employees Questionnaire in Greek 
 
Μέρος 1ο 

Φύλο: Άντρας ή Γυναίκα; 
Ποια είναι η ηλικία σας; 
Ποια η οικογενειακή σας κατάσταση; 
Που κατοικείτε; 
Ποιο το μορφωτικό σας επίπεδο; 
Ποια η επαγγελματική σας εμπειρία; 
Σε ποιο τμήμα της ΔΕΗ Α.Ε. εργάζεστε; 
Ποια είναι τα καθήκοντά σας; 

Μέρος 2ο 

x Αν είχατε τη δυνατότητα να κερδίσετε χρόνο στην καθημερινή σας εργασία, τι θα 
αλλάζατε ή θα βελτιώνατε σχετικά με το Πληροφοριακό Σύστημα (Π.Σ.) που 
χρησιμοποιείτε; Πόσο χρόνο χρειάζεστε για να ολοκληρώσετε μια συγκεκριμένη 
ενέργεια σε σχέση με το παλιό Π.Σ.;  

x Αν αντιμετωπίζατε κάποιο πρόβλημα στη χρήση του Π.Σ. σε ποιον θα 
απευθυνόσασταν; Υπάρχει τεχνικό τμήμα στην εταιρεία;  

x Υπάρχει κάποιο εγχειρίδιο σχετικά με τη χρήση του Π.Σ.; Αν μπορούσατε να 
αλλάξετε κάτι στη βοήθεια που έχετε σχετικά με τη χρήση του Π.Σ. τι θα ήταν αυτό; 

x Το μενού του Π.Σ. σας είναι πλήρως κατανοητό; Για παράδειγμα, υπάρχει η βοήθεια-
“Help” σε περίπτωση που έχετε κάποιες ερωτήσεις και χρειάζεστε καθοδήγηση; Εάν 
ναι, το χρησιμοποιείτε; Εάν όχι γιατί; Σας βοηθάει; 

x Κατά τη γνώμη σας το Π.Σ. είναι αρκετά ελκυστικό στη χρήση του; (Το μενού κτλ). 
x Είναι το Π.Σ. αξιόπιστο; Για παράδειγμα, αν έχετε αποθηκεύσει κάποια δεδομένα 

στον υπολογιστή σας υπάρχει πιθανότητα να τα χάσετε ή κάποιος τρίτος να έχει 
πρόσβαση σε αυτά;  

x Περιγράψτε τον ιδανικό χώρο εργασίας. Σας ικανοποιεί ο χώρος στον οποίο 
εργάζεστε; Με ποιο τρόπο το γραφείο στο οποίο εργάζεστε επηρεάζει την απόδοσή 
σας; 

x Το γεγονός πως η εργασία σας απαιτεί να βρίσκεστε στον ίδιο χώρο και να κάθεστε 
για αρκετές ώρες στο ίδιο γραφείο καθημερινά σας βοηθάει ώστε να αποδίδετε 
καλύτερα ή αντίθετα σας κουράζει; Επηρεάζει την απόδοσή σας θετικά ή αρνητικά; 
Γιατί;  

x Το γεγονός πως η κοινωνική ζωή σας είναι περιορισμένη στο χώρο εργασίας 
επηρεάζει την απόδοσή σας; Επιπρόσθετα, υπάρχουν αρκετά διαλείμματα 
προκειμένου να επικοινωνείτε με τους συναδέλφους σας; 

x Με ποιο τρόπο η χρήση του Π.Σ. επηρεάζει την ψυχολογία σας; Ποια συναισθήματα 
σας προκαλεί καθημερινά καθώς το χρησιμοποιείτε; (ενόχληση, χαρά, ανακούφιση, 
ικανοποίηση, νευρικότητα, κούραση κτλ). Επίσης, είναι φιλικό στο χρήστη; Είναι 
διαδραστικό ή βαρετό; 

x Έχετε κατανοήσει πλήρως τους στόχους της εταιρείας, του Π.Σ. και τους δικούς σας 
σχετικά με την εφαρμογή και χρήση του Π.Σ.; 

x Υπάρχουν πλεονεκτήματα και οικονομικό όφελος για την εταιρεία από την επένδυσή 
που έκανε για την απόκτηση και εγκατάσταση του Π.Σ.; Ποια η γνώμη σας;  



 

x 
 

Μέρος 3ο  
x Ποιοι είναι οι στόχοι της εταιρείας και πως πιστεύετε πως το Π.Σ. μπορεί να 

βοηθήσει στην επίτευξή τους;  
x Υπάρχει στη ΔΕΗ κάποιο σύστημα αξιολόγησης του Π.Σ. έτσι ώστε οι χρήστες να 

μπορούν να εκφράζουν την ικανοποίηση ή τα παράπονά τους σχετικά με αυτό; Σας 
βοηθάει; Κατά τη γνώμη σας τι θα πρέπει να βελτιωθεί ώστε να βοηθήσει στη 
αύξηση της απόδοσής σας;  

x Είχατε την απαραίτητη εκπαίδευση ώστε να μπορείτε να αντιμετωπίζετε και να 
λύνετε τα όποια προβλήματα σχετικά με τη χρήση του Π.Σ.; 

x Κατά τη διάρκεια της εκπαίδευσής σας σχετικά με τη χρήση του Π.Σ., χωριστήκατε 
σε τμήματα ανάλογα με το μορφωτικό σας επίπεδό ή είχατε όλοι ακριβώς την ίδια 
εκπαίδευση; 

x Μετά το τέλος της εκπαίδευσης, υπήρξε κάποιος τρόπος αξιολόγησής σας 
προκειμένου οι εκπαιδευτές να ξέρουν τι κατανοήσατε και τι όχι; 

x Η εκπαίδευσή σας περιελάμβανε κάποια συγκεκριμένα σεμινάρια ή έγινε από τους 
εκπαιδευτές κατά τη διάρκεια της εργασίας σας; Ή περιελάμβανε και τα δύο είδη 
εκπαίδευσης; 

x Οι ανώτεροί σας κάνουν κάποια προσπάθεια έτσι ώστε να συζητούν μαζί σας και να 
παίρνουν πληροφορίες σχετικά με τα βαθύτερα προβλήματα που αντιμετωπίζετε 
καθημερινά χρησιμοποιώντας το Π.Σ.; Σας δίνουν την ευκαιρία να εκφράζετε τις 
σκέψεις σας σχετικά με τους τρόπους που θα σας βοηθούσαν να αυξήσετε την 
παραγωγικότητά σας; 
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Appendix F 
Example of Coding, Categories, Concepts 
 
 
 

Codes Categories Concept 
 

Scheduled two days 
seminars 

 
 
 
 

Lack of adequate training 

 
 
 
 
 
 
 
 
 
 
 
 

 Training 

No time for questions 

Lack of evaluation system 
on SAP 

Complicated menu  
Decrease of job efficiency 

Lack of manual 

 
Same training for 

employees with different 
educational background 

 
 
 
 
 

Need for separate training 
departments on SAP 

 
Lack of separete 

departments according to 
the employees’ tasks 

No equivalent training 
departments 
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Appendix G 
Declaration Form 
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