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Abstract-Public organizations, in 

demand to deliver the public with 

adequate facilities in the present, 

exceedingly competitive and 

continuously evolving environment, 

require changes. The changes that 

become necessary are often related to 

the application of information systems 

(IS).Furthermore, when administrations 

are met with changes, a change 

management (CM) process 

requirements to be put in place. CM 

theories that are presently obtainable to 

practitioners and academics are often 

self-contradictory; they typically lack 

experiential indication and are stayed 

by unopposed hypotheses concerning 

the nature of the modern CM. The aim 

of this paper is, consequently, to identify 

precarious success factors for CM in IS 

projects. In order to reach this purpose, 

a clarification of changes in public 

organizations and the nature of CM are 

obtainable. Following this, an outline of 

success factors for CM in IS projects 

are recognized based on the literature 

review. The paper also examines two IS 

projects and uses them to demonstrate 

success factors influencing CM in IS 

projects in Malaysia pubic 

organizations. An argument of the 

Study findings is provided, and the 

paper concludes with a presentation of 

the study’s contributions and 

limitations as well as the stream of 

future research. 

 

Keyword: Change management; public 

organizations; information systems 

 

1. INTRODUCTION 

At present, public organizations are often 

confronted with the need to implement 

modifications to existing procedures. This need is 

often associated with transformation that takes 

place in general management and the 

implementation of information systems (IS) [1]; 

[2]; [3]; [4]. The literature provides numerous 

instances of failure of huge and complex IS 

projects [5;] [6], and in many cases, the reason for 

IS implementation failure is a lack of change 

management (CM) [7]. CM provides a solution to 

two major problems: how to plan better for the 

operation of changes and how to overawed 

employee resistance (Anderson & Anderson, 2001) 

to these variations. CM refers to a set of basic tools 

or constructions proposed to keep any change 

effort under control [8]. Traditionally, the theory of 

CM has been based on Study cases for business 

organizations. The prior studies on CM did not 

concentrate on the specific contextual 

characteristics of public organizations [9]. 

However, an interest in CM in public organizations 

has been noted. A recent study has questioned the 

fact that CM techniques for the private sector are 

applicable in the public organization context and 

have suggested that the differences between the 

public and private sector could play a significant 

role in this respect [10]. Roughly they include 

different environmental, organizational, and 

procedure connected factors. Several writers have 
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suggested that the specific context of public 

organizations may have consequences for CM, but 

there is slight empirical evidence concerning this 

issue. A recent literature review of Study on CM in 

the public sector by [11] found that most studies 

emphasize the content and context of change, 

instead of the implementation process. 

Furthermore, researchers accomplish that many 

educations did not address the outcomes or success 

of a change intervention. Ubiquitous information 

systems and the implementation of various kinds of 

changes related to IS adoption have become a 

challenge for public organizations [35] [11]. 

 

This study holds the promise that conducting Study 

among Malaysia public organizations should 

contribute to a greater understanding of the use of 

CM in IS projects and should help fill the gap in 

the existing body of knowledge. Considering the 

above limitations, the objective of this study is to 

identify the successful factor for CM in IS projects 

in Malaysia public organizations [45]. Especially in 

the context of IS projects, an explanation of CM is 

offered. A literature review is conducted with 

specific emphasis on Successful factor for CM. 

Next, two IS projects in public organizations in 

Malaysia are presented, the employment of CM in 

these projects is shown, and the Successful factor 

for those CM in the projects are identified, and a 

discussion of the Study findings is provided. This 

paper concludes with a presentation of the studys 

contributions and limitations, and the stream of 

future works that may arise. 

 

2. LITERATURE REVIEW 

The literature review toughly proposes that change 

is a predictable consequence of applying various 

projects [8]; [12]. A project is a temporary and 

unique group of activities with the beginning and 

end in time clearly mapped out and designed to 

accomplish defined goals. Although project 

management (PM) and CM are derived from 

different terminologies and different methodologies 

[19], they are, however, tightly linked and co-

dependent. They also emphasize different sets of 

skills and competencies. It is accomplished through 

the application and integration of PM processes 

such as initiating, planning, executing, monitoring 

and controlling, and closing. PM is the disciplined 

application of knowledge, skills, tools and 

techniques to project activities to meet the project 

requirements [12]. 

 

CM is the process, tools, and techniques to manage 

the people-side of change to achieve the required 

business outcome. CM incorporates the 

organizational tools that can be utilized to help 

individuals make successful personal transitions 

resulting in the adoption and realization of change 

[13] CM contributes to the successful 

implementation of a wide variety of projects. Not 

only does project success utilize the traditional 

measures of project performance, but it is also 

associated with change management [14]. Both PM 

and CM support moving an organization from a 

current state through a transition state to a desired 

future state. PM focuses on the tasks to achieve the 

project requirements. 

 

CM focuses on the people impacted by the change. 

CM in the context of PM can be examined from 

two perspectives. The first one describes changes 

occurring in the project itself, e.g., a change of a 

project goal or its scope. Each addition or deletion 

to project goals or to project scope is considered to 

be a change, whether it increases or decreases the 

project cost, schedule, or quality [43]. In PM 

context, CM may refer to a PM process wherein 

changes to the scope of a project are formally 

introduced and approved [44]. In this context, 

change management in a project is seen as a 

creation of procedures that enable the 

implementation and acceptance of changes to the 

project itself. The other perspective refers to 

changes which have to be implemented in public 

organizations before or during the implementation 

of IS projects, e.g., an introduction of a new IS will 

require changes to procedures or workflow. This 

paper focuses on CM in this very context, i.e., 

changes that result from the implementation of IS. 

 

Public organizations’ efforts relate to a successful 

IS and CM implementation, experiencing various 

conditions and are associated with a substantial risk 

of failure. The considerations of IS and CM 

implementation may be expressed as critical 

success factors [42]. Successful factor represents 

the limited number of areas of activity in which the 

achievement of satisfactory results will ensure the 

success of IS projects in public organizations, also 

businesses associated with CM. However, the 

processes through which the change in public 

organizations comes about are not described in 

detail in the literature [15]; [9]. The actual Study 



 

 
 

work typically examines CM in IS projects in 

business organizations only. The authors of this 

paper, extensively searching the literature and 

could not find any essential studies regarding 

applying CM in IS projects in public organizations. 

This represents the need for studying how CM 

should be used in IS projects in public 

organizations and how it affects the success of 

these projects. 

 

3. CHANGE MANAGEMENT IN 

INFORMATION SYSTEM PROJECTS 

Change management is a process that helps 

organizations in the implementation of an 

appropriately planned change [16]. CM in the 

context of IS projects is understood as activities, 

processes, and methodologies that support 

employee understanding and organizational aspects 

during the IS projects. CM refers to all activities 

associated with the interaction of technology, 

processes, and people [17]. Academic Study has 

shown that it is not the technology that provides an 

organization with success [34], but the integration 

of technology into an organizational change 

management process [18]. This approach takes into 

account the importance of people in an 

organization [36]. 

 

A successful IS project requires, among other 

things, a human resource approach to improving 

the necessary employee skills and their engagement 

in the procedure of CM [19]. Moreover, IS project 

very often requires reorganization of processes in 

operation at this point of time. In turn, 

reorganization of processes is strictly connected 

with a need to implement the CM concept [18]. 

Some authors, who also consider public sector 

changes, point at the fact that these changes may 

not be more complicated than those in the private 

sector, but for sure they are different. It can even be 

stated that CM is a key to success of public 

organizations IS projects [20]. The literature on 

project success factors has been comparatively 

quiet about the role of change [21]. In addition, 

PMI, for example, which offers training on project 

management, does not account for changes brought 

along with the project [41]. Various practical 

reports, e.g., The Economist (2009) and PWC 

(2007), and academic studies suggest that 

practitioners recognize projects as a structured way 

to implement business changes [22]; [23]. 

Nonetheless, CM has continued to have a relatively 

small representation.  

 

4. ACHIEVEMENT FACTORS FOR 

CHANGE MANAGEMENT IN 

INFORMATION SYSTEM PROJECTS 

There are numerous writers’ recitation Successful 

factor for CM [24; [25]; [26]. However, there are 

not too several telling Successful factor for CM in 

IS projects. For this study, the Successful factor for 

CM in IS projects has been identified based on the 

literature review (Table 1). The framework 

includes successful factor for CM, which are 

defined in the literature on CM, and only those that 

might refer to CM in IS projects have been selected 

[37]. Additional, Successful factor definite by 

specific authors have been analyzed, classified, and 

unified. The identification of these key factors also 

allows for calculating the influence of CM on IS 

project [40]. The authors state the statement that all 

factors are similarly significant and none of them 

has been listed. 

 

Table 1: Critical success factors for change 

management in IS projects 

The following paragraphs present a more 

comprehensive explanation of each of the 

Successful factor presented in Table 1. (Weber & 

Weber, 2001). 

 

 

 Successful Factor Definition  

1 Top management 

service  

Top management (formulated by the board of directors) converts policy into 

priorities, priorities, plans, and a shared vision for the future. It takes decisions 

that affect everyone in the organization and is solely responsible for the 

company's success or failure. 

2 Recognize the 

change  

Changing means were wanting, choosing and taking steps to do the right thing. 

You have to want it to do something. 

3 Shared vision for 

change  

A common view is what you and the other leaders as part of the company 

intend to build or accomplish. A mutual look is not enforced as an 

organizational rule by one or a few individuals. 



 

 
 

4 Planning project  Project planning is a method for how a project is to be completed with specified 

stages and established resources within a specific timeframe. 

5 Managerial activity  Management as a company. Like other human activities (such as writing, 

playing, eating, cooking, etc.), control is an activity where a manager fulfils the 

goals by directing the efforts of others. 

6 Effective 

communication  

Effective communication is characterized as verbal speech or other information 

relaying methods. There was a mistake. An example of successful 

communication is when the person to whom you speak actively listens, accepts 

and understands your message. 

7 Organization 

Readiness to Deal 

Changes 

As an organizational structure, readiness for change refers to the mutual 

willingness of leaders of organizations to change (change commitment) and to 

their collective capacity to do so (change efficiency). As a consequence, the 

implementation is more efficient. 

8 Employs training   As an organizational framework, preparation for change Employee training is a 

curriculum designed to improve professional abilities, expertise, productivity 

and value development to perform that particular job even better. There was a 

mistake. Education improves the skills and helps an employee improve and the 

business expand overall. 

9 Employs 

satisfaction  

"Satisfaction of employees" is the term used to describe how workers are 

satisfied and fulfil their needs and desires at work. The key reason for 

employee satisfaction is that happy workers have to do the job and make the 

requisite effort. 

10 Information flow  The flow of information is the knowledge movement between individuals and 

systems. Efficient and secure information flows are essential to decision-

making, processes and communications efficiency. The following are common 

information flow forms. 

11 Performance 

Measurement  

Performance measurement is commonly characterized as routine performance 

and performance measurement that produces sound data on system output and 

effectiveness. Capital (human resources, energy for staff, funding) used for 

programs and services. 

  

The following paragraphs present a more 

comprehensive explanation of each of the 

Successful factor shown in Table 1. 

 

4.1 TOP MANAGEMENT SUPPORT 

Top management support assistances express and 

found excellence strategies and objects, delivers 

resources and workout, supervises IS application at 

all levels of the organization, and evaluates and 

studies the approach in light of consequences 

realized [27]; [28]. 

 

4.2 RECOGNIZE THE CHANGE 

Recognizing the alteration assistances comprehend 

what precisely will be different and whom the 

change will affect [25]. The difference wants to be 

defined obviously. The suitable identification of 

changes determines changes in the organization’s 

procedures and the employee’s tasks and 

responsibilities [39]. As a result, it sets a direction 

of organization’s development. 

 

4.3 SHARED VISION FOR CHANGE 

Shared vision for variation is significant to direct 

the system change effort and to serve as a 

foundation from which precise strategies need to be 

established for arriving at a future end-state [28]. 

The change agents must ensure that the 

organizational stakeholders comprehend the vision 

of how the IS will be talented at transforming the 

organization. It is actually significant to have a 

clear idea and objects for organizational 

achievement, especially during times of increased 

uncertainty, such as a change [26]. It is also very 

significant to understand the present state of the 

organization that can be viewed as the platform 

from which the CM plan will launch [29]. 

 

4.4 PROJECT PLANNING 

Planning a project as a change includes 

management human and other resources. A clearly 



 

 
 

documented change management procedure helps 

make a map of the tasks and resources required 

[29]. 

 

4.5 MANAGERIAL ACTIVITY 

The commitment of line managers to CM creates a 

situation that they classify with a change. They also 

achieve the time of their supporters accordingly, 

accounting for their involvement in change 

procedures in their assignments [27]. 

 

4.6 EFFECTIVE COMMUNICATION 

Effective communication is crucial for practical 

CM. Without proper notification, the employees 

involved in the change process would not know 

what changes were made, what changes are being 

made, what changes should be made. Furthermore, 

the employees would not be conscious of their 

tasks related to the applied changes [38]. 

Collaborating communication has recurrently 

grown up and across the organization is essential to 

confirm that the momentum. Also, eagerness for 

change does not reduce over time [25]. 

Communication by top management is seen as 

powerful leverage in ahead promise and building 

consensus about the necessary change [30]. 

 

4.7 ORGANIZATION READINESS TO 

DEAL CHANGES 

This issue reproduces employees’ perceptions of 

the quantity to which an organization is prepared to 

make variations to recover performance [26]. 

Dealing with a change helps bring a better 

understanding of imminent changes by employees. 

 

4.8 EMPLOYEES TRAINING 

Employees’ working out was acknowledged as 

necessary, but it is very separate in nature [27]. 

Employees’ exercise is a transparent complaint of 

how to use the IS. After foremost training, 

employees will gain early involvement with the 

change, and as an important the originality will 

stand a consequence on them; they may validate 

better understanding and provision for organization 

and the thoughtful change [26]. 

 

4.9 EMPLOYEES SATISFACTION 

Employees’ approval is the precondition for 

positive change application linked with IS projects 

[37]. Satisfaction is not fully felt until the 

employees get used to a new IS. At the beginning, 

there is continuously a noticeable resistance to 

change [31]. Thanks to the exercise of employees, 

the confrontation can be rapidly overwhelmed. 

Furthermore, the improvement of info movement 

on changes reduces the resistance. 

 

4.10 PERFORMANCE MEASUREMENT 

Performance measurement is a critical issue for the 

success of IS projects [32]. Application 

development necessity is measured frequently for 

additional adequate and effective control. Through 

monitoring and feedback from the users, the 

performance of the change procedure can be 

studied and assessed to see whether it is achieving 

business goals and objectives. 

 

5. STUDY METHODOLOGY 

The objective of our study was to specify a 

successful factor for CM in IS projects in public 

organizations. In order to complete the purpose, 

various technical methods and techniques have 

been applied, especially a critical study of the 

literature and case studies as well as approaches of 

creative thinking and logical deduction. 

 

To clarify the nature of CM and identify successful 

factor for CM in IS projects palys an important 

role. Besides that,  a critical study of the literature, 

as well as approaches of creative thinking and 

rational deduction. In order to present the real-

world measurement of CM in IS projects in public 

organizations, a case study approach has been 

applied. Semi-structured interviews of end-users 

and project team members were conducted, as well 

as shareable documentation related to IS projects 

management were analyzed for the case studies. 

We also used our extensive practical experience of 

IS projects and of CM in those projects to guide the 

study. The studies related to the IS projects in 

public organizations and successful factors for CM 

in those projects were conducted in recently. This 

involved IS projects in two Malaysia public 

organizations projects included development and 

implementation of integrated IS. 

 

6. STUDY FINDINGS 

Public administration in Malaysia, due to the 

territorial scope of its operations, is divided into 

public organizations at the state level embracing 

the whole of Malaysia and public organizations at 

local levels encompassing voivodeships 

(provinces) and districts. The case studies of IS 



 

 
 

projects considered below refer to the state level, 

where the project management took place, and the 

local levels, where the two IS projects were 

implemented. The two similar projects, one 

successful and one not prosperous will be used to 

present the application of CM in IS projects. 

Information about each project was gathered by 

participation in those projects and conducting a 

series of semi-structured interviews. Table 2 shows 

that the two projects were alike in terms of scope 

and size, but CM was only used in project B. As a 

result, the outcomes of the projects were different. 

Project an ended only as a partial success. 

Although the IS was finally implemented, it was 

not fully used by end-users after 12 months. The 

completion of project A was also significantly 

delayed. Project B was entirely successful. The IS 

was implemented, and it is thoroughly used by its 

end-users. 

 

Table 2: Project A and B – comparison of 

necessary variables 

A and B basic comparison 

Features  Project A Project B 

Project type  Information Information 

System  System 

Sector  Public 

administration  

Public 

administration 

Initial 

Schedule  

12 months  18 months 

Budget  Realistic Realistic  

Success 

Criteria  

On-time budget, 

ERP 

On-time, web 

budget IS 

Number of 

the end-user  

400 35000 

Change 

management  

No (Change 

were 

introducing ad 

hoc) 

Yes  

Project Result 

after 12 

months  

The software 

was made but 

not fully used 

after 12 months 

The software 

was produced 

but fully used 

after 12 months 

 

7. CONCEPTUAL FRAMEWORK 

In this section this study demonstration the 

conceptual framework. 

 

Figure 1. Conceptual framework  

Items for Future Questionnaire  

No Variable Items  Authors  

1 Employee Training   Integrated IS has enough user manual for user (Venkatesh et al., 2012) 

  Company has enough facility to train employee  (Zhou & Wang, 2010). 

  Integrated IS training is a unique facility to user  (Miraz et.al, 2020) 

2  Managerial effort  The managerial effort is essential for me to    

  This is beneficial for industry enhancement   (Venkatesh et al., 2012) 

  This is very important for performance   

3 Employee satisfaction   I am satisfied with the integrated IS system  (Miraz et.al, 2020; Zhou & 

Wang, 2010).) 

  I found this useful to me   

  I am happy with the new system  

Employee 
Training 

Managerial 
Effort 

Effective 
communication 

Employee 
Satisfaction 

Integrate IS 
Performance 

Management 
Support 

Cost 



 

 
 

  It gives me complete satisfaction   

4 Management Support  My company offer this facility  (Miraz et.al, 2020) 

  I see it is affordable to me  

  I see it support to our task   

  I see this is effective for the management   

5 Cost This is worth the value  Zhou & Wang, 2010). 

  This is affordable for public industry   

  This can create a sensation of its value   

  It's not costly to initiate in a company supply 

chain 

 

6 Effort Communication  I find enough information about IT and IS (Venkatesh et al., 2012) 

  Communication is a collective effort for the 

company 

 

  It will enhance the public industry supply chain  (Miraz et.al, 2020) 

7 Integrated IS 

Performance  

I think I need this to enhance public industry   

  I believe integrated IS performance useful to 

my work  

(Venkatesh et al., 2012) 

  This is effective for industry supply chain  (Venkatesh et al., 2012) 

  This is very appropriate for public organization  (Miraz et.al, 2020; Zhou & 

Wang, 2010). 

 

8. DISCUSSION 

As stated, CM was not verified in project A, and 

the essential variations were implemented ad hoc, 

whereas CM was applied to project B in a 

methodologically correct manner. Based on the 

examination of the case studies, the authors can 

draw the same observations. Finally, IS was 

created and implemented with a significant delay. 

This study explored two projects, one positive and 

one not effective [33];[34]. The fact that the 

positive one implemented CM and the ineffective 

one did not, in itself is not proof that applying CM 

will assurance achievement. However, it is worth 

considering that performing CM can contribute to 

project success. The study was based on two case 

studies and the reports accessible by the project 

managers in both cases [35]. Though these sources 

mainly replicate individual views, it should be 

stated that project managers and whole project 

teams are valued sources of information on IS 

projects, also in terms of their success or 

disappointment. Successful factor analyzed in the 

paper are also measured as preconditions for CM 

success by other investigators [36]. This proves 

that the factors described in this paper may 

accurately reflect the state of practice of CM in IS 

projects. As the presented case studies showed, the 

application of CM bore an influence on the IS 

project success, though, it should be kept in mind 

that project success and CM success are different 

terms. Project success is measured in contradiction 

of a projects overall achievement of the project's 

objectives [37]. PM success is mostly based on 

budget, schedule, and requirements goals [33]. CM 

success reflects the implementation and acceptance 

of change by people. IS project success depends on 

two variables, namely. Sound project management 

and CM application. At the same time, it is worth 

emphasizing that CM mostly concentrations on 

social issues. 

9. CONCLUSION 

Though the recognized Successful factor for CM in 

IS schemes and its applied application is general 

and complete, a limitation of this study lies in the 

fact that it is founded on only two case studies, 

which examines only Malaysia public 

organizations. The replication of this study for a 

more significant number of IS projects in public 

organizations in Malaysia will be useful to enrich 

the body of knowledge related to the factors 

bearing an impact on CM in IS projects. 

 

This study contributes to the Study of CM in IS 

projects in two ways. Firstly, the identification of 

Successful factor for CM in IS project. Secondly, it 

presented applied issues concerning that identified 

Successful factor and, consequently, the effect of 

CM on IS project success. This study suggested 

that the relation between CM and IS projects is one 

of the critical determinants of a successful IS 

project. On the one hand, the timely and effectively 



 

 
 

managed an IS CM optimizes project. On the other, 

a change is an inevitable consequence of IS project 

implementations. 

 

Additionally, this study can be useful for other 

Central and Eastern European countries as these 

countries are similar in many features. Their 

resemblance concerns their same geopolitical 

condition and their collective history, traditions, 

culture, and values. In addition, the similarity 

reflects in building democratic state structures and 

a free-market economy, participating in the 

European integration process, the levels of 

information systems application in public 

organizations. Also, they have to resolve the same 

difficulties and overcome the same political, 

economic, social, and technological obstacles in 

their transition from a traditional government to a 

government based on info systems.  
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