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Abstract 

Approximately 70% of technology projects fail, which negatively impacts resources, 

productivity, and organizational profitability because of employees’ lack of acceptance of 

technological change. The purpose of this single case study was to explore strategies 

some midlevel managers used to improve employees’ lack of acceptance of technological 

change. The conceptual framework for this study was the technology acceptance model. 

Data were collected from semistructured interviews with 5 participants from a local 

government organization in the southwestern region of the United States and review of 

organizational documentation. Data analysis included Yin’s 5 phases, methodological 

triangulation, and theme identification. Four themes emerged from data analysis: training, 

communication, involvement, and management support. Findings showed the importance 

of providing training when implementing technological change, communicating the 

change, and explaining how the change impacts employees throughout the organization. 

Findings also indicated that allowing employees to be involved in the technological 

change process and communicating management support of the technological change 

results in increased employee acceptance of the change. Implications of this study for 

positive social change include improving work products and conditions for employees 

and human and social conditions for residents of the local community. Findings may 

provide leaders with insights needed to integrate technological changes, and 

organizational and resource allocation efficiencies to improve services to employees, 

residents, and local businesses.  
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Section 1: Foundation of the Study  

Technological changes rapidly occur, and employees’ willingness to embrace 

such change directly impacts business operations, organizational improvements, process 

and operational efficiencies, delivery capabilities, staff productivity, and profitability 

(Ghobakhloo & Hong, 2014; Sook-Ling, Ismail, & Yee-Yen, 2015). Accepting 

technological change in a government agency can be perceived as risky because the 

technology may be complex, use of resources may occur, and routines and power 

structures within the organization may be disrupted (Wang & Feeney, 2016). Politics can 

also influence technology adoption in a local government organization (Wang & Feeney, 

2016). As citizen demands for online communication and political competition increased, 

so did technology adoption (Wang & Feeney, 2016). The adoption of e-services in many 

government organizations was a result of citizen demands for such services (Li & 

Feeney, 2014). 

Information and communication technologies have a multilevel and 

multidimensional potential, because they are tools for process and conflict transformation 

(Tellidis & Kappler, 2016). An understanding of strategies managers use to improve 

employees’ lack of acceptance during a technological change process is important. 

Organizational constraints such as daily routines and limited staff may also negatively 

affect employees’ willingness to embrace technological change (Wang & Feeney, 2016).  

Background of the Problem 

Technology is a component of most business operations and changes rapidly 

(Darr, 2016). Employees’ attitudes affect successful technological implementation 
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(Khatoon & Farooq, 2015). When implementations fail, rapidly changing and complex 

technological systems are often thought to be the reason for the failure (Rizzuto, 

Schwarz, & Schwarz, 2014). Technological problems account for less than 5% of project 

failures; the fundamental barrier to successful information technology (IT) adoption is 

often employee resistance to new IT adoption (Rizzuto et al., 2014).  

Employee behavior toward acceptance of technological change can affect the 

behavior and perception of others (Jones & Van de Ven, 2016). To minimize the risk of 

losing money, resources, and profitability, managers should understand the significance 

employee resistance to technological change has on an organization’s bottom line. As 

implementation of new technologies occurs, research on employee resistance to 

technological change is necessary. Change is a necessary occurrence, but successful 

change does not guarantee organizational success in the future (Stolnik, Hunjet, & 

Kozina, 2016). Change is successful when an organization transitions from the current 

state to the desired state without any significant negative impacts on the organization or 

employees (Stolnik et al., 2016).  

Problem Statement 

Employees’ lack of acceptance of technological change is a common reason 

technology implementation fails, often resulting in a loss of resources, decreased 

productivity, and reduced organizational profitability (Hwang, Al-Arabiat, & Shin, 2016; 

Khatoon & Farooq, 2015). Technology projects have failure rates of approximately 70% 

(Khatoon & Farooq, 2015), a rate that has remained unchanged for nearly 30 years 

(Cecez-Kecmanovic, Kautz, & Abrahall, 2014). Sixty-six percent of technology projects 
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fail (Crear, 2009; Liu, Wang, & Eng Huang Chua, 2015); 61% complete late, and 40% 

complete over budget (Nelson & Morris, 2014). The general business problem was 

employee lack of acceptance during technological changes negatively influences 

organizational productivity. The specific business problem was that some midlevel 

managers lack strategies to improve employees’ lack of acceptance of technological 

changes. 

Purpose Statement 

The purpose of this qualitative single case study was to explore strategies some 

midlevel managers use to improve employees’ lack of acceptance of technological 

change. The targeted population included five midlevel managers from a local 

government agency in the Southwestern region of the United States who successfully 

implemented strategies to improve employees’ lack of acceptance during technological 

changes, which resulted in increased organizational productivity. The implications for 

positive social change include improving work products and conditions for employees, 

and human and social conditions for residents of the local community. By providing 

insights needed to integrate technological changes, leaders may use findings to increase 

organizational and resource allocation efficiencies to improve services to employees, 

residents, and local businesses. 

Nature of the Study 

The three research methods include qualitative, quantitative, and mixed-methods 

(Denzin & Lincoln, 2011). Qualitative methods allow researchers to gather in-depth data, 

discover the meaning of the unknown, and reconstruct the stories of participants on a 
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conceptual level (Guba & Lincoln, 1994). The qualitative approach is appropriate for 

exploring individuals and collections of detailed information using a variety of data 

collection procedures over time (Stake, 1995). The quantitative researcher uses a rigorous 

approach to determining relationships between multiple variables (Denzin & Lincoln, 

2011). The quantitative approach was not appropriate for my study because I explored 

strategies needed to improve the lack of acceptance of employees during technological 

changes. The mixed-methods approach combines qualitative and quantitative approaches. 

The mixed-methods and quantitative approaches are appropriate when the objective is to 

formulate a hypothesis and analyze numerical data (Browne, Pullinger, Medd, & 

Anderson, 2014). My study did not include these objectives, so a quantitative or mixed-

methods approach was not applicable. 

I considered several qualitative research designs including case study, 

ethnography, and phenomenology. A case study design is preferred when the purpose of 

the study is to explore the experiences of participants and when the researcher cannot 

control behavioral events (Yin, 2017). Case study offers a level of flexibility not offered 

by other qualitative approaches (Hyett, Kenny, & Dickson-Swift, 2014). The results of 

the case study may improve employees’ lack of acceptance during a technological 

change. Other designs considered were ethnography and phenomenology. Research 

problems associated with ethnography typically address the shared patterns of the culture 

of a group (Denzin & Lincoln, 2011). The type of problem best suited for the 

phenomenological design is to understand the essence of participants’ lived experiences 

(Moustakas, 1994).  
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Research Question 

The central research question for this study was the following: What strategies do 

some midlevel managers use to improve employees’ lack of acceptance of technological 

change? 

Interview Questions 

1. What have been the main reasons or motivations for technological changes 

within the organization? 

2. What strategies did you use to improve employees’ lack of acceptance of 

technological change within the organization? 

3. What method worked best to improve employees’ lack of acceptance during 

the technological change process? 

4. How did employees respond to each method or technique used? 

5. What strategies do you recommend managers use when attempting to improve 

employees’ lack of acceptance of technological change? 

6. What strategies or steps do you recommend managers within the organization 

use when introducing and implementing technological change? 

7. What challenges or barriers did you have to overcome to improve employees’ 

lack of acceptance of technological change? 

8. What other additional information would you like to add regarding strategies 

used to improve employees’ lack of acceptance of technological change 

within the organization? 
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Conceptual Framework 

The technology acceptance model (TAM) developed by Davis in 1986 was the 

conceptual framework used for the current study. Davis (1986) developed the TAM by 

adapting Fishbein and Ajzen’s theory of reasoned action (TRA). The TRA suggests that 

as rational beings, humans make the use of information available and consider 

implications of their behaviors before deciding to engage in behaviors (Hwang et al., 

2016). The TAM is used to explain different strategies employed by users to accept 

technologies and how users believe productivity increases through the usefulness of the 

technology (Davis, 1989).  

Based on TAM, the fundamental determinants that affect technology adoption are 

perceived usefulness and perceived ease of use (Hashim, Pandit, Alam, & Manan, 2015). 

Perceived usefulness refers to the way individuals perceive how the technology will 

improve their work performance (Hwang et al., 2016). Perceived ease of use refers to the 

individuals’ perception of the amount of effort needed to use the technology (Hwang et 

al., 2016; Oh & Yoon, 2014). Since its inception, TAM has become the dominant model 

for explaining and predicting system use (Marangunić & Granić, 2015; Silva, 2015). 

Exploration of employee resistance to technological change occurred using TAM 

as the conceptual framework for the current study. The TAM also provided a framework 

for understanding how some managers lack strategies to improve employees’ lack of 

acceptance of technological changes. TAM informed the research question addressing 

strategies some managers use to improve employees’ lack of acceptance of technological 

change. 
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Operational Definitions 

Active resistance: Behavior that demonstrates opposition to change through 

engagement in behaviors that will lead to change failure (Vakola, 2016). 

Active support: Behavior that demonstrates going beyond to ensure the success of 

the change and promotion of the change to others (Vakola, 2016). 

E-services: Enable the electronic delivery of services such as online payments or 

online job applications (Li & Feeney, 2014). 

Information technology (IT): Hardware and software used to store, access, and 

change information (Atoyebi, Stewart, & Sampson, 2015) and for processing and 

distributing data (Sears & Hoetker, 2014). 

Passive resistance: Behavior that demonstrates opposition in response to change 

through engagement in subtle behaviors that will prevent the success of the proposed 

change (Vakola, 2016). 

Perceived ease of use (PEOU): The degree to which individuals perceive the 

amount of effort needed to use the technology (Hwang et al., 2016). 

Perceived usefulness (PU): The extent to which individuals perceive the 

technology will improve their work performance (Hwang et al., 2016).  

Technology acceptance: An individual’s willingness to use technology for its 

intended purpose (Wong, 2016). 

Technology readiness: A persons willingness to learn and use technology to 

accomplish goals at home and work (Parasuraman & Colby, 2015). 
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User resistance: The intentional act or omission that results in unanticipated 

delays, instabilities, and costs (Ali, Zhou, Miller, & Ieromonachou, 2016); opposition to 

technological change (Ali et al., 2016). 

Assumptions, Limitations, and Delimitations 

Assumptions 

Assumptions are unproven assertions necessary to conduct research (Simon & 

Goes, 2013). Researchers must be aware of assumptions about the study design and 

conclusions drawn from the findings (Kirkwood & Price, 2013). In the current study, 

three assumptions existed. I assumed participants would provide honest, truthful 

responses to the interview questions. I also assumed that participants had relevant 

information and experiences. The final assumption was that employees’ acceptance of 

technological change would improve as a result of the strategies used. 

Limitations 

Limitations can affect the outcome of the study but are beyond the researcher’s 

control (Simon & Goes, 2013). Like assumptions, limitations may create potential 

weaknesses in the study (Kirkwood & Price, 2013). A limitation of this study was that 

causal inferences cannot occur, because alternative explanations cannot be eliminated 

(see Simon & Goes, 2013). Another limitation of this study was that member checking 

follow-up interviews occurred via the telephone. Telephone interviews posed a limitation 

of the study, because body language and mannerisms were not observable (see Mapesa, 

2016). The organizational culture was also a limitation, because the organizational 

culture may have affected participants’ responses to interview questions (see Starnes, 
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2016). Participants trusted that no repercussions would arise from leadership as a result of 

their participation. The final limitation was that this study included two data collection 

methods: interviews and documentation. 

Delimitations 

Delimitations are boundaries of the study that define the scope and are under the 

researcher’s control (Simon & Goes, 2013). A delimitation of this study was that 

participants included managers from a local government agency in the Southwestern 

region of the United States.  I did not interview or consider input from individuals in 

nonmanagement positions. 

Significance of the Study 

Contribution to Business Practice 

I conducted this study to fill a gap in the understanding of effective business 

practice by providing information to allow technological changes to be successfully 

implemented, thereby improving operational efficiencies within the organization. As 

citizens demand increased services, local government agencies are more compelled to 

implement solutions that enable IT use (Wang & Feeney, 2016). The results of this study 

may assist organizational leaders in developing strategies to improve employees’ lack of 

acceptance of technological change.  

Increased community engagement, mobility, and online transactions may result in 

improved operational efficiencies within the organization under study. Technological 

solutions may improve operational efficiencies within the organization under study and in 

other organizations by allowing citizens to obtain information, engage with leaders of the 
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organization, perform tasks in a timelier manner. Technological solutions may enhance 

organizational communication among staff and community members through multiple 

channels. Organizations may also benefit from community engagement and involvement. 

Although the focus of this study was a local government agency in the Southwestern 

region of the United States, this study may benefit businesses of any type in any location 

by promoting technological solutions to improve business processes, procedures, and 

productivity. 

Implications for Social Change 

The results of this study may assist organizational leaders in improving 

operational efficiencies and productivity within the organization. By providing insights 

needed to integrate technological changes, leaders may use findings to increase 

organizational and resource allocation efficiencies to improve services provided to 

employees, residents, and local businesses by promoting development of and services 

available to the community. Harper and Leicht (2016) stated that the importance of social 

change includes an understanding of significant structural changes (such as the size and 

complexity of organizations) and the effect they have on cultural change (such as values 

and fears that people share). Engaging with managers to explore strategies used to 

improve employees’ lack of acceptance of technological change may provide an 

understanding of the organization and the organizational culture.  

Understanding significant structural changes, hierarchy, operations, culture, and 

employees’ values and fears within an organization may provide insight into reasons 

some employees’ lack acceptance of technological change. Findings may provide an 
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opportunity for efficiencies to be implemented thereby freeing up resources to benefit the 

community. By promoting the worth, dignity, and development of the organization, 

employees, community members, and other stakeholders, positive social change may 

occur. The implications for positive social change include improving human and social 

conditions for residents, expanding available services, and enabling better use of 

resources to benefit stakeholders in the local community. By providing insights needed to 

integrate technological changes, leaders may use findings to increase organizational and 

resource allocation efficiencies to improve services to residents, local businesses, 

employees, and other stakeholders by promoting development of and services available to 

the community. 

A Review of the Professional and Academic Literature 

In this study, I performed a comprehensive and critical analysis of literature 

related to technology, the technology acceptance model and other theories considered for 

the conceptual framework, and factors that influence acceptance of technology. I 

addressed user resistance and ways to minimize resistance and improve employees’ lack 

of acceptance of technological change. I also provided a critical analysis of the business 

problem and strategies managers use to improve employees’ lack of acceptance of 

technological change. 

Literature Search Strategy 

The research databases that I used to locate literature included ABI/INFORM 

Complete, Business Source Complete, ScienceDirect, Thoreau Multi-Database, and Sage 

Journals. I also used the Google Scholar search engine and libraries from other learning 
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institutions that I have access to as an alumnus. Searches generated references to 

scholarly peer-reviewed articles. Citation chaining provided links to additional resources. 

The key words used to search the literature were technology, resistance, employee, 

technology acceptance, TAM, avoid, resist, change, accept, reject, and variations of each 

word along with wildcard characters and Bolean operators.  

This study included 145 references, of which 128 (88%) were peer reviewed and 

93 (64%) had a publication date within 5 years of the anticipated chief academic officer 

(CAO) approval in 2019. This literature review included 59 references, of which 55 

(93%) were peer reviewed and 44 (75%) had a publication date within 5 years of the 

anticipated CAO approval date. The sources consisted of 12 books, nine dissertations, 

one government website, 117 peer-reviewed journals, and four non-peer-reviewed 

journals. I organized the literature review by themes including TAM and other theories 

considered, factors influencing technology acceptance, employee attitude, user resistance, 

and technological resistance. Behavioral reactions, possible sources of resistance, 

minimization of resistance, technology readiness, and techniques to assess and manage 

risks were also themes in the literature review. 

TAM and Other Theories Considered  

Technology acceptance model. The technology acceptance model (TAM) guided 

the research on the exploration of employee resistance to technological change. TAM 

originated in the psychological theory of reasoned action (TRA) developed by Fishbein 

and Ajzen in 1975 and theory of planned behavior (TPB; Davis, 1986; Marangunic & 

Granic, 2015). An information systems theory, TAM depicts how users come to accept 
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and use technology on the job (Martins, Oliveira, & Popovič, 2014). TAM is instrumental 

in understanding behavior regarding acceptance or resistance to technology (Marangunic 

& Granic, 2015). To develop a model that could predict use of technologies of any type, 

Davis adapted TRA and TPB and developed TAM (Marangunic & Granic, 2015). Davis 

proposed TAM to help explain and predict the adoption and use of IT at work (Bhatti, 

2015). 

The primary purpose of TAM is to predict an individual’s behavioral intention 

while considering two primary technology-related determinants, PU and PEOU (Bhatti, 

2015; Muk & Chung, 2015). Unlike with TRA and TPB, no consideration of subjective 

norms exists, only the attitude of the individual (Marangunic & Granic, 2015). TAM 

omits external influences that could affect an individual’s behavior (Briz-Ponce & 

García-Peñalvo, 2015). TAM theorizes that an individual’s intention to use an 

information system and his or her personal beliefs about the system are the most 

insignificant factors that determine whether user adoption will occur (Bhatti, 2015).  

PU has a significant impact on use intention (Bhatti, 2015; Davis et al., 1989, 

Venkatesh & Morris, 2000). PU is defined as the degree to which individuals believe 

their task performance will be improved (Bhatti, 2015). According to multiple empirical 

studies, PU is the primary predictor of technology use (Bhatti, 2015; Davis, 1989; 

Venkatesh, 2000; Venkatesh & Davis, 2000). When determining whether a system is 

useful, individuals consider items such as whether the system would allow them to 

accomplish tasks faster, whether job performance and productivity would improve, and 

whether the system would make it easier to perform their job (Venkatesh, Morris, Davis, 
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& Davis, 2003). Perceptions of the usefulness of technology can come from 

conversations with coworkers and previous personal experiences with similar 

technologies (Treem, 2015). Individuals want to ensure the system will be useful in their 

specific job and will make them more effective (Venkatesh et al., 2003).  

PEOU is an individual’s perception that the use of technology will be free of 

physical and mental effort (Cho & Sagynov, 2015; Davis, 1989). An individual’s PEOU 

is a motivator of his or her attitude and willingness to use technology, as individuals 

believe that using the technology would minimize their efforts to complete tasks (Hashim 

et al., 2015). PEOU has a direct causal effect on PU, and system design affects both 

perceptions (Kaushik & Rahman, 2015). When considering two systems that perform 

similar functions, most users would find the system that is easier to use more useful 

(Kaushik & Rahman, 2015).  

Several studies aligned with using TAM as the conceptual model or theory. 

Results of an investigation of Internet banking adoption using TAM indicated that 

fundamental determinants such as PU and information available resulted in 12.4% of user 

intention (Martins et al., 2014). In an investigation of users’ Internet experience applying 

TAM, Martins et al. (2014) reported that 32.3% of users’ experience had a focus on 

Internet experience, PU, and PEOU. The application of TAM also was present in research 

addressing a blended learning system; results indicated that 31.25% of participants 

reported the tool useful in teaching and learning, and 20.83% reported improvement in 

learning-related interactions (Al-Azawei, Parslow, & Lundqvist, 2017). Research 

conducted addressing the effects of Internet-based comments posted by prior guests on 
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new business travelers’ willingness to purchase hotel rooms indicated that usefulness 

played a significant role in a business travelers’ willingness to purchase, a stronger link 

than ease of use (Memarzadeh, Blum, & Adams, 2016). 

In a study addressing the acceptance of self-service technologies, TAM was 

superior to the TRA and the TPB (Kaushik & Rahman, 2015). The results of the study 

indicated that as individuals became more comfortable with technology, acceptance and 

use increased (Kaushik & Rahman, 2015). TAM has been used often in the information 

systems field to explore system acceptance among types of technologies and with types 

of users (Hwang et al., 2016). Researchers have used TAM to explore acceptance in 

studies addressing computer banking systems, the World Wide Web, spreadsheet 

software, graphics software, telemedicine, online gaming, and word-processing tools 

(Hwang et al., 2016). 

Researchers used TAM in a qualitative study to explore IT adoption in a nursing 

home (Bezboruah, Paulson, & Smith, 2014). The results of semistructured in-depth 

interviews of management and direct observations of employee behavior showed 

different levels of IT adoption within the nursing facility (Bezboruah et al., 2014). Some 

administrators were aware of the IT systems and implemented and upgraded their 

systems gradually (Bezboruah et al., 2014). Other administrators showed a lack of 

interest in the technology and did not proactively implement the technological change 

(Bezboruah et al., 2014). Attributions of this difference in behavior are PU and PEOU, 

the components of TAM (Bezboruah et al., 2014).  

Theory of reasoned action. The theory of reasoned action (TRA) was used in the 
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field of psychology to seek an understanding and prediction of decisions on behavior as 

main predictors of change, not attitudes (Marangunić & Granić, 2015). TRA theorists 

argued that the determining factors of behavior are an individual’s personal intent to 

perform such behavior (Nabavi, Taghavi-Fard, Hanafizadeh, & Taghva, 2016). TRA 

considers the main predictors of behavior as the individual’s behavioral intentions rather 

than the attitude, as intention may influence the attitude (Marangunić & Granić, 2015). 

An individual’s attitude and subjective norms concerning the behavior determines his or 

her behavioral intention (Mishra, Akman, & Mishra, 2014). 

Over time, the limitations of TRA began to appear, and many concluded the 

theory was inadequate. An additional element, perceived behavioral control, was 

incorporated into the original theory (Marangunić & Granić, 2015). The inclusion of this 

additional element resulted in the birth of the theory of planned behavior (Marangunić & 

Granić, 2015).  

Theory of planned behavior. The development of the theory of planned behavior 

(TPB) was as an extension of TRA (Marangunić & Granić, 2015). The primary purpose 

of TPB was to predict and understand motivational influences on behavior that 

individuals do not have complete control over and the development of target strategies 

for changing behavior (Marangunić & Granić, 2015). This purpose of TPB was 

appropriate to deal with the gaps that remained unresolved when using TRA, particularly 

when dealing with did not have complete control of their behavior (Marangunić & 

Granić, 2015).  
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The focus of TPB was the individual’s intent to perform a behavior (Marangunić 

& Granić, 2015). An individual’s attitude affects his or her intention about the behavior, 

subjective norms about becoming involved, and his or her perception of how successful 

he or she will be (Marangunić & Granić, 2015). Perceived behavioral control and 

behavioral achievement are direct correlations to TPB (Marangunić & Granić, 2015; 

Venkatesh et al., 2003). Perceived behavioral control is a factor of attitude and refers to 

an individual’s perception of how well he or she will perform a behavior (Wong, 2016). 

The primary limitation of TPB is the theory is applicable when uncontrollable behavior is 

involved (Marangunić & Granić, 2015). The noninclusion of factors such as personality 

and demographics are also limitations of TPB (Marangunić & Granić, 2015).  

Innovation diffusion theory. I also considered but did not select the innovation 

diffusion (IDT) theory as the conceptual framework for this study. IDT is the process of 

communication of innovation to members of a social system through various channels 

over time (Ekdale, Singer, Tully, & Harmsen, 2015). Since the 1960s, IDT has been used 

to study a multitude of technical and nontechnical innovations (Rogers, 1995; Venkatesh 

et al., 2003). Seven factors relative to information systems are relative advantage, image, 

ease of use, compatibility, voluntariness of use, visibility, and results demonstrability 

(Venkatesh et al., 2003). The IDT provides clarification of how innovation adoption 

occurs and the underlying causes of adoption rates for those innovations (Kurfali, 2017). 

Determination of the impact of innovation features on use and adoption behavior 

was the result of a between-subject comparison (Venkatesh et al., 2003). The results 

showed that ease of use, relative advantage, visibility, trialability, and results 
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demonstrability were the primary predictors for adoption (Venkatesh et al., 2003). Use 

had two primary predictors: image and relative advantage (Venkatesh et al., 2003). IDT 

was not an appropriate theory to support the current study, because the factors were not 

specific to the research question. 

Unified theory of acceptance and use of technology model. Also considered for 

the conceptual framework for the current study was the unified theory of acceptance and 

use of technology model (UTAUT). Venkatesh et al. (2003) created UTAUT by 

combining eight previous theoretical technology acceptance models. The four factors of 

UTAUT that impact behavior and acceptance of technology systems are performance 

expectancy, effort expectancy, social influence, and facilitating conditions (Williams, 

Rana, & Dwivedi, 2015; Venkatesh et al., 2003). Gender, age, experience, and 

voluntariness of use affect each of these factors (Williams et al., 2015; Venkatesh et al., 

2003). Many researchers argued that examining these factors in a natural environment 

provides insight into important identifiers of user acceptance in any context (Williams et 

al., 2015). 

Although UTAUT has provided significant contributions to the explanation of 

behavior toward technology, limited studies have been performed in countries or cultural 

settings beyond the United States (Venkatesh & Zhang, 2010). Culture has been a 

significant consideration in IT research (Venkatesh & Zhang, 2010), and this limitation 

may negatively influence the use of this model in other countries or within other cultures. 

UTAUT was a less appropriate theory to use for the foundation of the current study.  
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Factors Influencing Technology Acceptance 

When exploring strategies some managers use to improve employees’ lack of 

acceptance of technological change, I determined that understanding the difference 

between technology acceptance and technology adoption was important. Technology 

acceptance is defined as an individual’s willingness to use technology for its intended 

purpose (Wong, 2016). Technology adoption is the process of becoming aware of, 

embracing, and using technology (Wong, 2016). The purpose of this section is to explore 

factors that influence technology acceptance and not technology adoption or 

implementation. 

Before new technology is deployed within an organization, understanding the 

factors that influence employee acceptance of the technology is important. To gain a 

better insight into employee acceptance of technology, Farokhran, Eskandarpour, 

Eskandarpour, and Giglo (2016) performed a study to identify factors that affected 

technology acceptance in companies in Tehran. The results indicated that three primary 

factors had a positive influence on an individual’s acceptance of technology: usefulness, 

ease of use, and subjective norm (Farokhran et al., 2016). The results showed no positive 

relationship between facilitating conditions and an individual’s willingness to accept 

technology (Farokhran et al., 2016). The results of this study were also aligned with the 

conceptual framework used in the current study: TAM. 

Wong (2016) explored the extent teachers in Hong Kong can use technology 

while teaching and the major factors that affect their acceptance of the technology. The 

findings indicated that PEOU, PU, and computer self-efficacy were the most prominent 
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factors of behavioral intentions that affected technology acceptance (Wong, 2016). The 

results of this study also aligned with the conceptual framework used in the current study: 

TAM. 

The results of a case study involving significant changes in a newsroom, 

including technological changes showed that employees approached technological 

change conservatively and were more willing to adapt to changes the fit into existing 

processes (Ekdale et al., 2015). The primary reasons were concerns about quality, 

training, and time pressures associated with learning and adapting to the new technology 

(Ekdale et al., 2015). Employees were more willing to accept new technology when he or 

she believed the technology would increase the quality of their work (Ekdale et al., 

2015). More resistance manifested when employees perceived the technological change 

as damaging, disrupting or poorly communicated (Ekdale et al., 2015). 

Motivation is also a significant factor that affects technology acceptance. 

Motivation is an inherent force that drives individuals to achieve personal and 

organizational goals (Shoraj & Llaci, 2015). To reduce lack of acceptance of 

technological change, Shoraj and Llaci (2015) suggested focusing on four fundamental 

factors. Role expectancies should be clear to ensure that employees understand 

expectations during technological change initiatives (Shoraj & Llaci, 2015). Employees 

should possess the required knowledge and skills needed to accomplish tasks (Shoraj & 

Llaci, 2015). Employees should be interested and motivated in the proposed change 

initiative (Shoraj & Llaci, 2015). The work environment should be one that allows 

employees to express their intended actions into actual behaviors (Shoraj & Llaci, 2015). 
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Employee Attitude 

The attitude of employees toward change within the organization can significantly 

affect the success or failure of a change initiative or project. Attitude toward change is an 

employee’s judgment related to the change in the implementation process within their 

organization (Khatoon & Farooq, 2015). This attitude can emerge from positive attitudes 

such as openness and willingness to negative attitudes such as resistance and pessimism 

(Khatoon & Farooq, 2015). Understanding employee’s attitude toward change to achieve 

organizational goals and objectives is imperative. To overcome the complexity of 

technological change and use, employees must change their attitude (Yeo & Marquardt, 

2015). Individual factors, change content, change process, and change context all 

influence employee’s attitude toward organizational change (Khatoon & Farooq, 2015).  

Individual factors such as control and self-efficacy impact employee’s attitude 

toward change as employees tend to behave differently to changes similar or familiar to 

previous experiences (Khatoon & Farooq, 2015). Individuals often believe he or she have 

control of individual factors, but that is not always the case (Khatoon & Farooq, 2015). 

Regardless of the level of control, employees should be held accountable for their actions 

related to the lack of acceptance (Yeo & Marquardt, 2015). Threat appraisals are 

examples of change content factors that impact or shape an employee’s attitude toward 

change (Khatoon & Farooq, 2015). Soliciting feedback from employee’s regarding the 

proposed change may provide information about how a proposed change could affect the 

employee’s attitude and performance (Khatoon & Farooq, 2015).  
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Change process factors are measures used to encourage employees to meet 

organizational performance goals (Khatoon & Farooq, 2015). For highly competitive 

employee’s, change process factors are used to encourage engagement in change efforts 

and can aid in the achievement of organizational goals (Khatoon & Farooq, 2015). 

Change context factors are those that influence organizational performance from an 

organizational, not employee perspective, including organizational policies, standards, 

employee uniformity, politics, and regulations (Khatoon & Farooq, 2015). 

User Resistance 

Living in a world of rapid technological change, we are required to learn, engage 

with, and incorporate forms of technology that exist around us during work and leisure 

(Darr, 2016). When exploring strategies managers can use to improve employees’ lack of 

acceptance of technological change using TAM as the conceptual framework, 

understanding the concept of user resistance is important. Employee resistance is a 

primary factor that influences system innovation failure within organizations (Shahbaz, 

Gao, Zhai, Shahzad, & Hu, 2019). The definition of user resistance is the intentional act 

or omission that results in unanticipated delays, instabilities, and costs (Ali, Zhou, Miller, 

& Ieromonachou, 2016). An additional definition of user resistance is opposition to 

technological change (Ali et al., 2016). The five basic resistances to change are remaining 

confident with the status quo, misunderstanding the need to change, lack of 

communication, lack of commitment, and inability to change (Pourrajab, Basri, Daud, & 

Asimiran, 2015). Lack of acceptance of technical change can also be attributed to 

employees’ lack of skills, fear of being replaced by the technology, or fear of making 
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mistakes using the technology (Thordardottir, Fänge, Lethin, Gatta, & Chiatti, 2019).  

Resistance to changes stems from two primary sources: organizational factors and 

individual factors (Mo & He, 2015). Organizational factors include lack of management 

support, lack of budget, difficulty in coordinating project-related efforts, and the amount 

of time spent on the change effort (Mo & He, 2015). Individual factors include lack of 

training, lack of technical skills, and limited knowledge of the proposed technical 

solution (Mo & He, 2015). Other sources of resistance can include lack of resources and 

capabilities to implement change, embedded routines, and lack of action from leadership 

(Ali et al., 2016). Regardless of the source, intended and unintended consequences of 

technological change resistance exists, and employees should be aware of them and held 

accountable for their actions (Yeo & Marquardt, 2015). 

About formulation and implementation, segmentation of user resistance occurs in 

five groups (Ali et al., 2016). The three groups that deal with formulation are distorted 

perception, low motivation for change, and lack of creative response. The groups that 

deal with implementation are political and cultural deadlock and other sources of 

resistance (Ali et al., 2016). Distorted perception includes vague strategic priorities, 

denial and refusal to accept unwanted or unexpected information, and the inability to 

forward think during changing times (Ali et al., 2016). Low motivation for change 

includes varying levels of interest within an organization, past failures, and sacrifices that 

may benefit the project but may bring losses to people (Ali et al., 2016). Lack of creative 

response includes inadequate strategic direction from upper management and 

environmental changes that do not permit complete analysis of the situation (Ali et al., 
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2016). Political and cultural deadlock is the result of departmental politics, emotional 

loyalty, and disagreements among members (Ali et al., 2016).  

As complex as the concept of resistance to change is, resistance is a naturally 

occurring phenomenon (Latta, 2015). The concept of resistance is categorized into five 

causative factors (Muo, 2014). Employees resisting or voicing concerns when he or she 

disagree with the management about the benefit of the change is a rational, causative 

factor (Muo, 2014). Individuals reacting negatively because of their beliefs or desire to 

keep technology, their environment, or tasks the same is a nonrational causative factor 

(Muo, 2014). Displaying opposition to the change agent or favoritism is a political 

causative factor (Muo, 2014). Inappropriate or poor management style is also a causative 

factor (Muo, 2014). The final causative factor is organizational and occurs when factors 

such as sunk costs, systems, and processes create a situation that influences the 

organization toward increased reliability or predictability, thereby acting against the 

proposed change (Muo, 2014). 

In the IT sector, resistance consists of any behavior that attempts to impede 

technological implementation or use. User resistance may be recognizable at times, but 

often is not (Ali et al., 2016). Often, this behavior is displayed when the threat of 

unfairness is present or the belief that such change may increase workloads (Ali et al., 

2016; McGuinness, & Cronin, 2016). User resistance also occurs when employees’ fear 

that levels of supervision will increase, because of the new technological change 

(McGuinness, & Cronin, 2016). Change in supervision and workload creates an 
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opportunity for organizational change, which creates additional resistance (McGuinness, 

& Cronin, 2016).  

Additional factors that cause resistance are fear of loss of authority, competition, 

habit, fear of change, loss of familiar situations, and dependence (Pourrajab et al., 2015). 

Employees also resist change when he or she fear a loss of pay, benefits, prestige, and do 

not fully understand the intent of the proposed change (Sofat, Kiran, & Kaushik, 2015). A 

common assumption made is that fundamental factors that help minimize resistance will 

inevitably cause the facilitation of change (Latta, 2015). Because minimizing resistance 

does not guarantee facilitation of change, understanding the perspectives of resistance is 

important. Insight into resistance can occur from three perspectives: people oriented, 

system-oriented, and interaction theories (Ali et al., 2016).  

People oriented. The people-oriented approach suggests that user resistance is a 

result of individual or group backgrounds, experiences, and attitudes toward technology 

(Ali et al., 2016; Li, Liu, & Liu, 2016). As users become accustomed to and comfortable 

with systems they have used for years, an increase in resistance to the newly proposed 

technology may occur. When this occurs, the resistance is often from a group and not 

individuals (Ali et al., 2016). Resistance at a group level is often the result of socio-

political issues but individual level resistance is often psychological (Ali et al., 2016). 

Regardless of the level or cause of resistance, each requires a strategy to minimize such 

resistance (Ali et al., 2016).  

Resistance is identifiable as functions of factors such as rational factors, 

nonrational factors, political factors, and management factors (Ali et al., 2016). Rational 
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factors include a difference of opinion about what the expected outcome of the 

technological change should be (Ali et al., 2016). Nonrational factors include reactions to 

proposed changes based on personal desires without a thorough understanding of the 

need for the change (Ali et al., 2016). Political factors include favoritism (Ali et al., 

2016). Management factors include inappropriate management styles that contribute to or 

create the resistance (Ali et al., 2016). 

Some suggest that an individual’s response to technological change has a direct 

correlation to personality factors such as user age, educational level, perceived need, and 

degree of expected use of IT (Ali et al., 2016). In general, younger users and more 

educated users tend to be more open to technological change (Ali et al., 2016). Likewise, 

users that need a new IT system are more open to accepting the change (Ali et al., 2016). 

Users that conclude their work productivity and performance will improve from the new 

technology are more open to accepting it and are less resistant (Ali et al., 2016). 

System-oriented. The system-oriented approach suggests that user resistance 

occurs, because of technology-related factors (Ali et al., 2016). These factors include 

items such as user interface, ease of use, performance security, and centralization (Ali et 

al., 2016; Li et al., 2016). The factors of TAM, PEOU and PU are contributing factors in 

the system-oriented approach. Systems that do not have user-friendly interfaces are not 

easy to use or learn, crash frequently, or respond too slowly contribute toward the 

negativity of users and cause user resistance (Ali et al., 2016). Similarly, systems that 

have data quality issues or produces invalid outputs can also contribute toward the 

negativity of users and cause user resistance (Ali et al., 2016). 
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If the initial response of a user to a newly implemented system is that the system 

is unfriendly and difficult to use, users will avoid it (Ali et al., 2016). On the contrary, if 

users perceive the new system as a tool that will improve their tasks and performance, 

user resistance will subside, and users will be more open to embracing and using the 

technology (Ali et al., 2016). User involvement during the design and implementation 

process can minimize user resistance at the end (Ali et al., 2016). The inclusion of users 

at the beginning of the process allows involvement in the decision-making and 

development process. Development will occur that meets the technical requirements of 

the application and factors in the extent of the impact on end users’ jobs (Ali et al., 2016). 

Consideration of factors such as availability, accessibility, and the hosting of an 

application on premise or offsite should occur when addressing the issue of system 

reliability and stability.  

Interaction oriented. The cause of resistance to a new system under the 

interaction-oriented approach is characteristics related to the system and people (Ali et 

al., 2016). Under this approach, individuals perceive the interaction between people and 

technology causes social loss (Ali et al., 2016; Li et al., 2016). These interactions such as 

job structure, social structure, and changing power relationships all impact user resistance 

(Ali et al., 2016). Employees often believe IT systems reduce autonomy, which also leads 

to user resistance (Ali et al., 2016). The final most significant issue that may be present is 

uncertainty. When users are uncertain, decision-making and behavior is impacted as users 

are negatively reacting to individual beliefs of incompetence (Ali et al., 2016). 

Individuals resist the uncertainty, and potential outcomes the change can cause, not 
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necessarily the change (Ali et al., 2016). 

Technological Resistance 

Technological resistance includes the concept of user resistance but also considers 

the resistance to the technology and IT staff’s resistance to innovation (Nilsen, Dugstad, 

Eide, Monika, & Eide, 2016). In IT, resistance to technology is expected and is not 

completely harmful (Nilsen et al., 2016). In many cases, technology challenges an 

employee’s sense of predictability, competence, and professionalism (Nilsen et al., 2016). 

These challenges create a sense of fear of learning a new technology, which often 

portrays as resistance (Nilsen et al., 2016).  

IT infrastructure may also interfere with the implementation of technological 

change (Nilsen et al., 2016). Network outages, poor reliability, antiquated infrastructure, 

and limited infrastructure can obstruct and limit technological change within an 

organization (Nilsen et al., 2016). IT support staff’s reluctant or uncooperative attitudes 

can also contribute to resistance to technological change (Khatoon & Farooq, 2015; 

Nilsen et al., 2016). Often, IT staff deal with contradictory expectations between 

maintaining systems, safety, and stability with the desire to allow innovation, which 

creates instability within the infrastructure (Nilsen et al., 2016). 

Over an extended period, resistance can have negative consequences for the 

organization. The primary consequences are the diminishment of the employees’ 

perception of the organization and the organization’s effectiveness (Jones & Van de Ven, 

2016). Employees’ that resist and view change negatively, often view the organization 

and their fit within it negatively resulting in lower performance and productivity (Jones & 
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Van de Ven, 2016). These perceptions and the negative associated assertions become 

stronger over time, leading to stronger resistance (Jones & Van de Ven, 2016). If not 

dealt with appropriately and promptly, resistance can spread throughout the organization 

and cause significant harm (Jones & Van de Ven, 2016).  

For resistance to minimize and organizations to succeed, employees must change 

(Jones & Van de Ven, 2016). Employees must think and behave differently and leaders 

within the organization must engage in supportive behaviors (Jones & Van de Ven, 

2016). Supportive behaviors that could minimize resistance include but are not limited to 

open communication and employee involvement during the change process (Canning & 

Found, 2015). The described change may help minimize the impact such resistance has 

on the organizational performance and productivity. Organizational cultures open to 

change and flexible are often more innovative and accepting of change (Nguyen, Newby, 

& Macaulay, 2015). Technological changes in these flexible cultures are most successful 

(Nguyen et al., 2015). 

Information employees possess about the organization is valuable. Prior 

organizational knowledge enables employees to understand and evaluate the new 

information. Without prior knowledge, employees would not absorb the new information 

associated with the technological change (Mariano & Casey, 2015). Resistance has a 

direct correlation to organizational knowledge loss and dissipation, which can lead to 

poor implementations, loss of time, and loss of money, because of inaccuracies, stress, 

and other conflicts (Mariano & Casey, 2015).  
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Behavioral Reactions 

Behavioral reactions are direct behaviors associated with change (Vakola, 2016). 

The categorization of behavioral reactions is active support, passive support, active 

resistance, and passive resistance (Vakola, 2016). These behaviors are representative of 

an employees’ response to change and can range from actively supporting a change to 

opposing and attempting to sabotage it (Vakola, 2016). Regardless of the behavior, a 

Manager’s role is to implement goals and strategies that help extract the most 

productivity from the workforce (Darr, 2016).  

Active support is behavior that demonstrates going beyond to ensure the success 

of the change and promotion of the change to others (Vakola, 2016). This behavior is the 

result of job satisfaction, anticipated benefits, lack of alternatives, and trust in 

management (Vakola, 2016). Passive support by definition is behavior that demonstrates 

minimum, average, or reluctant support of the change (Vakola, 2016). This behavior is 

the result of self-esteem, young age, anticipated benefits, and lack of alternatives 

(Vakola, 2016).  

Active resistance is behavior that demonstrates opposition to change through 

engagement in behaviors that will lead to change failure (Vakola, 2016). This behavior is 

the result of high cost-low benefits, satisfaction with the previous system, self-esteem, 

and anticipated benefits (Vakola, 2016). Active resistance includes behaviors such as 

voicing opposite opinions, the formation of coalitions, strikes, boycotts, and sabotage 

(Canyon, 2014). Passive resistance is behavior that demonstrates opposition in response 

to change through engagement in subtle behaviors that will prevent the success of the 
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proposed change (Vakola, 2016). This behavior is the result of high cost-low benefit, 

alternatives, competencies related to the change, and self-esteem (Vakola, 2016). Passive 

resistance includes behaviors such as lack of interest, excuses, inaction, distance, and 

withdrawal (Canyon, 2014). 

Possible Sources of Resistance 

While exploring employee resistance to technological change, understanding 

possible sources or causes of resistance is important. In a study addressing faculty 

resistance to online teaching, cultural assumptions and values; fear of the unknown, loss 

and failure; fear of disrupting interpersonal relationships; and concerns of external impact 

on change as were identified as possible sources of resistance (Mitchell, Parlamis, & 

Claiborne, 2015). Instead of viewing resistance as a negative action or reaction, Mitchell 

et al. (2015) suggested viewing resistance as a positive hope about the upcoming change 

with concerns about possible negative effects of the change. Without understanding the 

cause or source of resistance, turning resistance into acceptance is impossible. 

Because local government agencies are not typically early adopters of technology, 

understanding the cultural assumptions and values source of resistance is important. 

Cultural assumptions and values involve an individual holding onto a historical 

perception (Mitchell et al., 2015). As local government has a reputation for maintaining 

the status quo, this source encompasses a mindset of continuing to perform tasks the 

same way they had been performed in the past. Resistance to technology that would 

enable automated citizen engagement and interaction is an example of cultural 

assumptions and values sources of resistance. Because traditional methods of engaging 
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with local government is in a face-to-face setting, which often does not involve the use of 

technology, providing information about new and innovative technologies may provide 

insight into the benefit of the new technology thereby leading to acceptance (Hashim et 

al., 2015). 

Fear: fear of the unknown, fear of loss, or fear of failure is a possible source of 

resistance (Mitchell et al., 2015). Most often feared is the technology. This fear is a result 

of an individual beliefs of not knowing how to use the proposed technology. Employees 

may also fear the amount of time it would take to learn the technology, losing comfort in 

how daily tasks or processes are performed, fear of losing control of the way he or she 

operate, and fear of failing to learn how to use the technology. Mitchell et al. (2015) 

reported that this source of fear is typically generational and suggests addressing it 

through training and other immersion strategies. 

Fear of disruption of interpersonal relationships is also a possible source of 

resistance. In the study addressing faculty resistance to online teaching, a technologically 

different approach from the traditional method, Mitchell et al. (2015) reported that 

teachers feared the loss of personal relationships with students. In a local government 

agency, employees may fear the loss of personal relationships with peers and citizens. 

Daily interactions with peers and customers often develop into lifelong friendships 

(Mitchell et al., 2015), which technology may disrupt. 

Concern about external impact is a possible source of resistance. Under this 

source, individuals fear the impact the change may have on the reputation of the 

organization and personal future employment prospects (Mitchell et al., 2015). The fear 
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within a local government agency when implementing technological change could be that 

community members would view the transition of services from in person to online as 

less personal thereby causing the perception of the agency to seem unfriendly and less 

customer service oriented to customers. Employees may then fear that the reputation of 

the agency would prevent others from wanting to hire them in the future, because of their 

association with the agency during their prior employment. 

Minimization of Resistance 

To reduce resistance, an analysis of the current situation including but not limited 

to people, processes, structure, employee values and beliefs, and culture should occur 

(Stolnik et al., 2016). Employees should have access to review the results of the analysis 

to help them understand the reasons for the proposed change (Stolnik et al., 2016). Once 

understood, employees can then help identify possible consequences of the proposed 

change (Stolnik et al., 2016). Employees can easier accept change when he or she 

understand it (Stolnik et al., 2016). One should view change as what changes and what 

stays the same as opposed to just focusing on what is changing (van Nistelrooij & de 

Caluwé, 2016). By focusing on what remains the same, employee behavior may 

transition from resistance to acceptance. 

Regardless of the type of change presented in an organization, change may be 

successful if employees engage, accept, and commit to change (Stolnik et al., 2016). 

Management must understand the close relationship between employee’s resistance to 

change, and the effect it has on their behavioral intention, which will impact their 

willingness to use the newly proposed technology (Huang, 2015). When change benefits 
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employees’, reduction or elimination of resistance occurs (Stolnik et al., 2016). As a rule, 

people are more likely persuaded to accept change when advocated by people considered 

powerful, trustworthy, attractive, an expert or of the same social group as themselves 

(Jost, 2015). People are more likely to resist change when the advocate has a reputation 

of being untrustworthy, unattractive, and dissimilar to themselves (Jost, 2015). 

Communication is imperative, and leaders within the organization should advocate 

change and technology adoption via dialogue with staff (Oyelude & Oladele, 2014). 

Technology Readiness 

Technological changes have caused a service delivery revolution and will 

continue in the years to come. In 2013, 2.7 billion people worldwide had Internet access 

and 6.8 billion mobile cellular subscriptions worldwide (Parasuraman & Colby, 2015). 

Social media is also revolutionizing the world as Facebook alone had over 1 billion 

subscribers in 2012 (Parasuraman & Colby, 2015). Local government agencies must 

determine technology readiness, identify motivators to encourage technology adoption, 

and be aware of inhibitors that may cause resistance to technological change. By doing 

so, citizens will receive services they expect, and productivity will increase, which in turn 

increases profitability within the organization. To become aware of our ignorance will 

increase our wisdom (Nonaka, Chia, Holt, & Peltokorpi, 2014), thereby increasing 

technology acceptance and increased organizational profitability. 

Parasuraman and Colby (2015) defined technology readiness as a persons 

willingness to learn and use technology to accomplish goals at home and work. 

Technology readiness comprises mental motivators and inhibitors that eventually lead to 
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resistance to technological change (Parasuraman & Colby, 2015). Technology readiness 

consists of four dimensions: optimism, innovativeness, discomfort, and insecurity 

(Parasuraman & Colby, 2015). 

Optimism and innovativeness are motivators that contribute to technology 

readiness and acceptance (Parasuraman & Colby, 2015). Optimism is a positive view of 

technology and a belief that the technology will create increased efficiency, control, and 

flexibility (Parasuraman & Colby, 2015). Innovativeness is the tendency to be a thought 

leader and technology pioneer (Parasuraman & Colby, 2015). Technology motivators are 

those that lead to improving the quality of life, improving social influence, enabling 

individuals to stay connected, empowerment, and are entertaining or amusing 

(Parasuraman & Colby, 2015). When considering technological change, empowerment is 

important as it allows employees to experience a sense of control about their work and 

involvement in the technology change initiative (Morin, Meyer, Belanger, Boudrias, 

Gagne, & Parker, 2016). 

To the contrary, discomfort and insecurity are inhibitors that detract from 

technology readiness and may cause resistance (Parasuraman & Colby, 2015). 

Discomfort arises when an individual is overwhelmed by the technology and believes he 

or she lack control over it (Parasuraman & Colby, 2015). Insecurity arises from distrust 

of technology and skepticism about its ability to work properly (Parasuraman & Colby, 

2015). Technology inhibitors are those that create lack of confidence, dependency, 

security and safety concerns, the risk of early adopters, and cost barriers (Parasuraman & 

Colby, 2015). 
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Techniques to Assess and Manage Risks 

Just as resistance must be assessed and managed in technology projects, so must 

risks, because they affect the success of the project and may cause additional resistance. 

The success of larger technical projects requires the involvement of all stakeholders, both 

internal and external (Durney & Donnelly, 2015). To help achieve this success, Durney 

and Donnelly (2015) recommend six techniques to provide the appropriate control and 

flexibility when managing technology projects. By implementing these techniques, 

resistance will minimize, and the project management and implementation will be 

successful. 

When implementing technological change, managers should define and 

understand the associated risks (Durney & Donnelly, 2015). Stakeholders, including 

employees, understanding and agreeing to risks associated with the technological change 

or project is important (Durney & Donnelly, 2015). The change agent or project manager 

should develop a list of operating principles, and all should abide by them (Durney & 

Donnelly, 2015). Risk management should extend to include and focus on technological 

change for the duration of the project (Durney & Donnelly, 2015). 

The project manager should define the new personnel guidelines for preparing for 

and managing the upcoming change (Durney & Donnelly, 2015). Adapting to a new 

flexible management style is required (Durney & Donnelly, 2015). A significant focus on 

the business starting from the outward should occur (Durney & Donnelly, 2015). A focus 

to design for resiliency including building for capacity, managing the time frame, 

minimizing complexity, and identifying, isolating, and monitoring embedded intelligence 
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must exist (Durney & Donnelly, 2015). The final technique requires a cultural 

development that supports innovation (Durney & Donnelly, 2015). This technique 

includes rewarding learning, encouraging innovation and defining project roles (Durney 

& Donnelly, 2015). An increased focus on establishing communication with technical 

and nontechnical staff and increasing information flow also exists (Durney & Donnelly, 

2015). Increased communication and information flow will lead to increased 

communication throughout the organization, minimizing resistance and increasing 

successful implementation of technological change. 

Transition  

Section 1 included the foundation of the study, the background of the problem, 

and the problem statement. The purpose statement, nature of the study, research question, 

and interview questions were also components of Section 1. The final components of 

Section 1 were the conceptual framework, operational definitions, assumptions, 

limitations, and delimitations, the significance of the study, and a review of the 

professional and academic literature. 

Section 2 progressed from the focus on the problem statement, purpose statement, 

research question, interview questions, conceptual framework, and the literature review. 

Section 2 included the reintroduction of the purpose statement. Section 2 also included 

discussions of the role of the researcher, participants, research method, research design, 

population and sampling and ethical research. Section 2 concluded with a discussion of 

data collection instruments and techniques, data organization technique, data analysis, 

reliability, and validity. 
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In section 3, I focused on the application to professional practice and implications 

for change. Beginning with an introduction, I reiterated the purpose of the study and 

provide a presentation of the findings. I included discussions of the applications to 

professional practice, implications for social change, recommendations for action, and 

recommendations for further research. In Section 3, I reflected on my experience in the 

DBA Doctoral Study process followed by a formal conclusion. 
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Section 2: The Project 

Section 2 includes a reintroduction of the purpose statement, a discussion of the 

role of the researcher, and a discussion of the participants. Section 2 also includes 

discussions of the research method, research design, population and sampling, and ethical 

practices. A discussion of data collection instruments and techniques, data organization 

technique, data analysis, reliability, and validity are also included. Section 2 concludes 

with a transition and summary.  

Purpose Statement 

The purpose of this qualitative single case study was to explore strategies some 

midlevel managers use to improve employees’ lack of acceptance of technological 

change. The targeted population included five midlevel managers from a local 

government agency in the Southwestern region of the United States who had successfully 

implemented strategies to improve employees’ lack of acceptance during technological 

changes, which resulted in increased organizational productivity. The implications for 

positive social change included improving work products and conditions for employees, 

and human and social conditions for residents of the local community. By providing 

insights needed to integrate technological changes, leaders may use findings to increase 

organizational and resource allocation efficiencies to improve services to employees, 

residents, and local businesses by promoting development of and services available to the 

community. 
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Role of the Researcher 

An important part of the study was the role of the researcher. My primary role 

was to conduct interviews with volunteer participants. In qualitative research, the 

researcher serves as the primary data collection instrument (Glynne, 2015; Pessu, 2015; 

Rabogadi, 2017). In this study, I served as the primary data collection instrument as the 

role of the researcher demands in qualitative research.  

Personal and professional relationships established during my prior employment 

at the local government organization may have influenced individuals’ willingness and 

interest to participate. I interacted with participants daily and may have had involvement 

with projects worked on where participants improved employees’ lack of acceptance of 

technological change.  

The role of the researcher is also to have a sympathetic understanding of the 

participant’s experiences while maintaining ethical standards and impartiality (Childs, 

2017; Hardicre, 2014; Yilmaz, 2013). According to the Belmont Report, the focus is on 

three basic principles: respect for persons, beneficence, and justice (U.S. Department of 

Health and Human Services, 1979). The treatment of individuals as autonomous agents 

with protection, including individuals with diminished autonomy (U.S. Department of 

Health and Human Services, 1979), shall occur to ensure compliance with the respect for 

persons principle. To comply with the respect for persons principle, I treated individuals 

as autonomous agents with protection. Beneficence occurs through respect of decisions, 

protection from harm, and efforts to secure participants’ well-being (U.S. Department of 

Health and Human Services, 1979). In addition to ethical treatment, respect of decisions, 
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and protection from harm, I ensured beneficence by making efforts to secure participants’ 

well-being. Justice is ensured through the equal treatment of all participants (U.S. 

Department of Health and Human Services, 1979).  

Qualitative researchers should maintain awareness of possible personal biases and 

ensure that bias does not influence the study findings (Miller, 2017; Robinson, 2014). I 

maintained such awareness and ensured that bias did not influence the study findings. I 

mitigated bias by asking the same questions of each participant and by using interview 

questions that by design would not encourage a specific response. Understanding the 

difficulty to separate myself from the research, I mitigated concerns and recognized my 

role in the study to enhance reliability and used an interview protocol to guide the 

interview process (Appendix). Delivery of a thorough explanation of the study, interview 

process, use of data collected, obtainment of informed consent, and disclosure of any 

ethical concerns should occur to mitigate any bias (Miller, 2017). To mitigate bias, I 

thoroughly explained my study, interview process, use of data collected, informed 

consent, and ethical concerns regarding my participation. 

The rationale for the interview protocol was to engage participants in an 

experience, which participants were eager to share information about strategies used to 

improve employees’ lack of acceptance of technological change. The goal was to use a 

protocol that was easily understood and comfortable for all participants. Each interview 

began with an introduction, which I provided rights information and shared the central 

purpose of the interview with each participant. A printed copy of the interview questions 

(Appendix) was provided to each participant. I asked each participant a warm-up 
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question followed by documented interview questions. The electronic recording of 

interviews transpired using two electronic devices to ensure that data were clear for use 

during the transcription process. During the transcription process, I performed member 

checking to ensure accuracy and validity of the information gathered during the data 

collection process. Identification of common themes allowed for coding. Nonverbal 

communication was documented, followed by an offer to repeat any of the interview 

questions. I concluded with a thank-you to each participant. 

Participants 

Eligibility criteria for participants in this single case study was each participant 

must have been a manager in a mid-management position and employed for a minimum 

of 1 year with the local government agency. Participants must have been successful with 

implementing strategies to improve employees’ lack of acceptance during a successful 

technological change. A two-stage purposive sampling technique was used to ensure a 

diverse selection of participants who met criteria established in the research question and 

represented multiple departments within the organization (Ram, Kurpad, & 

Swaminathan, 2014). Purposive sampling was used to select a portion of the population 

that represents the entire population and to ensure participants possessed information 

related to the research question and were willing to provide information based on their 

knowledge or experience (see Pacho, 2015).  

Inclusion and exclusion criteria specify characteristics that determine eligibility to 

participate in the study and establish boundaries for the sample (Robinson, 2014). The 

inclusion criteria for participation in this study was participants must have been mid-
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management managers, employed with the local government organization for a minimum 

of 1-year, willing participants, and have implemented strategies to improve employees’ 

lack of acceptance of technological change. Exclusion criteria were managers who were 

not in mid-management, employed with the organization for less than 1 year, involved in 

change in which no resistance existed, or involved in technology change that was not a 

part of the project scope. The target population included all individuals within the 

organization who met the inclusion criteria (see Robinson, 2014; Miller, 2017). 

To gain access to participants, I sought authorization from Walden University’s 

institutional review board (IRB). I shared a copy of proof of IRB authorization with the 

city manager of the local government organization and requested a letter of cooperation. 

Strategies for gaining access to participants included the use of the company roster, e-

mail, telephone calls, and in-person visits. Before inviting participants to participate, I 

excluded employees employed for less than 1 year and employees who held management 

positions but did not directly manage employees. Prospective participants received an e-

mail from me containing information about the study, permission to conduct the study, 

and a consent form. Follow-up contact was conducted via e-mail and phone calls with 

prospective participants who did not respond within five business days. 

Identifying strategies to establish a working relationship with participants along 

with the actual working relationship was crucial to the success of the study. A solid 

relationship between the researcher and participants is important for each to become 

acquainted, to share information, and for data collection to occur (MacDonald & 

Montford, 2014; Rabogadi, 2017). At the beginning of the meeting, I introduced myself 
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to each participant, explained the purpose and importance of the study, obtained 

permission to conduct the study with them, and explained the process for participating in 

the study. Because participant contact is important (Marshall, Cardon, Poddar, & 

Fontenot, 2013), I spent a sufficient amount of time with each participant to ensure each 

had a thorough understanding of the role of the participant and the data collection 

process.  

Ensuring ethical conduct requires building rapport, establishing trust, and 

maintaining confidentiality with all participants (McDermid, Peters, Jackson, & Daly, 

2014). To ensure ethical conduct, I maintained a focus on building rapport, establishing 

trust, and maintaining confidentiality with all participants. Participants had to be willing 

to participate in this study without financial compensation or any other noncompensatory 

benefit.  

Research Method and Design  

Research method and design are critical components of a doctoral study. The 

selection of the appropriate method and design to answer the research question was a 

primary focus. For the current study, a qualitative single case study was appropriate to 

explore strategies managers use to improve employees’ lack of acceptance of 

technological change.  

Research Method 

When conducting research, three research methods are available: qualitative, 

quantitative, and mixed-methods. The qualitative approach allows researchers to use in-

depth data collection techniques and multiple sources of information to explore a real-life 
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case or cases to derive themes (Dasgupta, 2015; Hyett et al., 2014). Using the quantitative 

approach, researchers use numerical data and statistical analysis to generalize results to 

the population of interest. Mixed-methods research allows the researcher to combine 

qualitative and quantitative methods in data collection and analysis to answer the research 

question (Bazeley, 2015).  

Using the qualitative method, researchers can analyze data subject to 

interpretations while understanding that individual experiences may lead to different 

understandings (Harland, 2014). Researchers can also focus on how something occurs 

rather than on the outcomes or results obtained (Dasgupta, 2015). Unlike quantitative 

research, qualitative research is descriptive and exploratory and allows researchers to 

stimulate further research to understand phenomena (Cronin, 2014). To explore strategies 

some managers use to improve employees’ lack of acceptance of technological change, I 

elected to use the qualitative method.  

Research Design 

Research design is a plan that guides the researcher in collecting, analyzing, and 

interpreting data in the research process (Dasgupta, 2015). Case study design is a 

systematic inquiry into single or multiple events that provide the researcher with an 

explanation of the phenomenon in question (Cronin, 2014). Regardless of the number of 

issues requiring exploration to understand the central phenomenon, case studies can have 

multiple perspectives and the researcher must consider all aspects of the interaction with 

participants: voice, interaction, and the context of how interactions occur (Cronin, 2014).  
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In qualitative research, researchers may elect to use case study, 

phenomenological, ethnographic, or narrative design. The research question and 

phenomenon explored helped determine the appropriate design. Researchers may elect to 

use many different case study designs including exploratory, explanatory, descriptive, 

single, multiple, embedded, or holistic (Almutairi, Gardner, & McCarthy, 2014). 

Researchers can employ multiple methods and data sources to engage varying 

perspectives on a problem, providing a new understanding about the research problem 

through case study design (Almutairi et al., 2014). For the current study, a single case 

study was suitable to explore strategies some managers use to improve employees’ lack 

of acceptance of technological change.  

Other qualitative designs deemed unsuitable for the current study were 

phenomenological, ethnographic, grounded theory, and narrative. Phenomenological 

designs are conducted to explore participants’ experience (Lewis, 2015). Because 

strategies managers use was the focus of the research question in the current study and 

not the experience of the employee, phenomenology was not suitable for this study. The 

primary purpose of ethnographic inquiry is to explore a cultural context (Lewis, 2015). 

Because cultural context was unimportant in this study, ethnographic inquiry was not 

suitable. Lewis (2015) described grounded theory designs as those addressing causal and 

intervening factors. Because casual and intervening factors were not a focus of the 

research question in the current study, grounded theory was not suitable. The narrative 

design was not suitable, because the focus of the current study was not to examine 

individual stories to relay messages (see Lewis, 2015).  
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Data saturation is essential in qualitative research. According to Fusch and Ness 

(2015), data saturation occurs when no new data, themes, or codes emerge and when 

replication of the study is possible. Throughout the current study, I asked probing 

questions and conducted interviews until the same information appeared with minimal or 

no variations. Redundancy in data indicates data saturation. I performed member 

checking and methodological triangulation to ensure reliability, validity, and saturation of 

data. 

Population and Sampling 

The target population for the current study included managers in a mid-

management position employed for a minimum of 1 year with the local government 

agency. The study population is the total number of people within the organization 

eligible for sampling consideration in the interview study (Cleary, Horsfall, & Hayter, 

2014; Robinson, 2014; Yin, 2017). In this study, the population was 12 managers in the 

local government organization who met the selection criteria for the single case study. 

Each participant had to be a manager in a mid-management position, be employed for a 

minimum of 1 year with the local government agency, and have direct knowledge of and 

experience with implementing strategies to improve employees’ lack of acceptance 

during a successful technological change. The population sample consisted of five 

managers who managed employees during a successful technological change. 

To select participants for this qualitative single case study, I used purposive 

sampling. Researchers can choose participants based on preferences or expectations when 

using the purposive sampling technique, an appropriate technique for use in qualitative 
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research (van Hoeven, Janssen, Roes, & Koffijberg, 2015; Yin, 2017). In the current 

study, the preference or expectation was that participants were in mid-management 

positions, have been employed with the local government organization for a minimum of 

1 year, and have had experience directly managing employees involved in technological 

change. Using the purposive sampling technique ensured a diverse selection of 

participants met criteria established in the research question, multiple departments within 

the organization were represented, and participants possessing information, and 

experience related to the research question were chosen (Pacho, 2015; Ram, 2014). Using 

purposive sampling, I selected a portion of the population that represented the entire 

population.  

The approximate number of people that met the participant criteria within the 

current study’s population was twelve. The target population included five managers of 

the local government organization. Researchers recommend sample sizes that range from 

5-12 participants in qualitative research (Marshall & Rossman, 2016; Robinson, 2014; 

Yin, 2017). The sampling strategy and sample size helped achieve data saturation by 

ensuring enough participants are interviewed to allow an opportunity to gather redundant, 

applicable information. I recruited participants in mid-management positions that also 

supervise employees. The focus on supervising employees was important, because not all 

managers have direct reports so managers that did not also supervise employees would 

not have provided beneficial information for the current study.  

Within the current study, the focus remained on obtaining accurate and valid data 

to ensure data saturation. Data saturation is essential in qualitative research and occurs 
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when no new data, coding, or themes arise, and the replication of the study is possible 

(Elo et al., 2014; Fusch & Ness, 2015; Morse, 2015a). The Interview Protocol and 

interview questions reflected in Appendix were followed during face-to-face interviews. 

Interviews took take place in a comfortable environment, and the digital recording of the 

interviews ensured accuracy during transcribing. Member checking follow-up interviews 

permits the review and interpretation of the interview transcripts and ensure data 

saturation is met (Marshall & Rossman, 2016). After the initial interview, member 

checking follow-up interviews were conducted. Transcripts were edited and this process 

continued until data saturation was reached.  

Ethical Research 

When conducting research, researchers must prepare for ethical issues that may 

arise. Qualitative research involves informed consent (Yilmaz, 2013). The primary 

purpose of informed consent is to mitigate risk (Wallace & Sheldon, 2015). Informed 

consent creates the bond of trust, which is the foundation of qualitative research and an 

integral part of The Belmont Report (Mandal & Parija, 2014). As stated by Mandal and 

Parija (2014), I was responsible for ensuring participants understood informed consent 

and that all information contained was true regardless of how important or unimportant 

the information seemed.  

The informed consent process began with seeking IRB approval and distributing 

the Invite Letter and Informed Consent Form to each prospective participant. The 

informed consent form informed participants of: (a) the purpose of the study, (b) 

participant criteria, (c) that participation is voluntary, (d) participants can withdraw at any 
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time, (e) identification and responses are confidential, and (f) of the storage of data for a 

period of five years in a safe location. I obtained a letter of cooperation from the local 

government agency to ensure understanding of the study and willingness to engage in the 

research as a community partner. The Walden IRB approval number is 11-12-18-

0063168.  

Obtaining informed consent and disclosing any ethical concerns regarding 

participation mitigates bias and ensures compliance with ethical requirements (Mandal & 

Parija, 2014; Miller, 2017). To mitigate any bias and ensure compliance with ethical 

requirements, I gained informed consent and disclosed any ethical concerns regarding my 

participation. As important, I focused on the notion of gaining trust with participants 

while being mindful of those that benefit from the study and those that may be 

disadvantaged. I followed the protocols of the Belmont Report and ensured participants 

fully understood their role in the research and that he or she could withdraw from the 

study participation at any time.  

To withdraw from the study, participants needed to provide notification in a 

verbal or written manner. Participants could contact me in person, via telephone, or via e-

mail to inform me of their desire to withdraw from the study and would not be penalized 

for withdrawal. If a participant elected to withdraw, I would exclude data collected from 

that participant from the study; destruction of the data would occur immediately. 

Participants would not receive compensation of any kind for participation in the study nor 

would he or she receive any other type of incentive for their participation. Not 
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compensating or incentivizing participation ensures respect for persons is maintained and 

all participants are volunteers. 

Research did not occur before the receipt of IRB approval to ensure compliance 

with ethical requirements related to research. The informed consent process was 

imperative to qualitative research and ensuring compliance with ethical requirements. I 

thoroughly reviewed and provided each participant with a copy of the Invite Letter and 

Informed Consent Form. I explained the purpose of the study, the interview process, and 

informed participants the study would not include names or any other identifiable 

information of individuals or the organization.  

The assignment of unique identifiers such as P1, P2, etc. replaced participant 

names to maintain participant confidentiality and are not traceable back to the participant 

(Becnel et al., 2016; Erlich & Narayanan, 2014; Ostergren et al., 2015). Ethical 

protections to protect participants, the organization, and data collected existed throughout 

and beyond completion of the study. All data collected about the study will remain in a 

safe place for five years to protect rights of participants. 

Data Collection Instruments 

Data collection instruments are essential components of a qualitative single case 

study. A case study requires multiple data collection instruments (Runfola, Perna, 

Baraldi, & Gregori, 2016). The researcher is the primary data collection instrument in 

qualitative research (Fusch & Ness, 2015; Marshall & Rossman, 2015; Yin, 2017). In the 

current study, I was the primary data collection instrument. I used face-to-face 
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semistructured interviews and reviewed organizational documentation to explore 

underlying themes.  

Semistructured Interviews 

 To collect data from participants, I conducted semistructured interviews. Yazan 

(2015) refers to interviews as data collection tools. Semistructured interviews are a 

primary source of data used in case studies (Runfola et al., 2016). Fusch and Ness (2015) 

suggested that researchers should structure semistructured interview questions in a 

manner that allows for asking each participant the same question. Yin (2017) advised that 

when conducting interviews, using an interview protocol is effective. To guide the 

interview process, I followed the interview protocol and asked the interview questions 

(included as Appendix) of each participant in the same order. Facilitating the interview 

and asking the same seven open-ended questions of each participant provided valuable 

information regarding strategies managers use to improve employees’ lack of acceptance 

of technological change.  

Interview sessions took place for approximately one-hour at a predetermined, 

mutually agreeable time and location with each participant. During each interview, two 

digital devices were in plain view of each participant and on to record the interview 

session. Using these recordings, I ensured the accuracy of the data collected and 

transcribed. Transcripts were edited and this process continued until data saturation was 

reached. Member checking follow-up interviews allowed for the review and 

interpretation of the interview transcripts and ensured data saturation was met (Marshall 

& Rossman, 2016). After the initial interview, member checking follow-up interviews 
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were conducted. Data saturation is essential in qualitative research and occurs when no 

new data, coding, or themes arise and the replication of the study is possible (Elo et al., 

2014; Fusch & Ness, 2015; Morse, 2015a). To enhance reliability and validity, I notated 

information gathered in each interview in a journal, asked probing questions, scheduled 

follow-up interview, and performed member checking. 

Documentation Review  

In addition to performing semistructured interviews, I reviewed organizational 

documentation and ask participants to share documentation relevant to their efforts to 

improve employees’ lack of acceptance of technological change. Stake (1995) and Yazan 

(2015) recommend researchers include document review as a data collection instrument 

in qualitative research. Although interviews are the primary source of data, Koch, Niesz 

& McCarthy (2014) and Yin (2017) recommend analyzing multiple sources, including 

secondary sources such as documents to improve the credibility of the study findings. 

Analyzing documents for data such as themes or patterns allowed me to gather 

information relevant to the strategies managers use to improve employees’ lack of 

acceptance of technological change (O’Brien, Harris, Beckman, Reed, & Cook, 2014; 

Yazan, 2015). 

Member Checking 

Member checking was performed to ensure the enhancement of reliability and 

validity of the data collection instrument and process. Reliability and validity of the data 

transpired by performing transcript summary review and member checking (Morse, 

2015b; Yin, 2017). Following the interview, I engaged participants in transcript summary 
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review and member checking by e-mailing a copy of their interview transcript summary 

to them. Participants responded in writing via e-mail to validate the information 

contained in the summary or to provide corrections. The collection of in-depth data 

occurs using member checking (Fusch & Ness, 2015); member checking follow-up 

interviews can help reach data saturation (Marshall & Rossman, 2016; Yin, 2017). 

Data Collection Technique 

The data collection technique I used was performing semistructured interviews, 

reviewing organizational documentation, and reviewing documents participants shared 

that relates to their ability to improve employees’ lack of acceptance of technological 

change. To confirm the accuracy of the data collected, I used audio recording, 

transcription, and member checking. According to Bengtsson (2016), recordings of 

interviews with audio or video devices often occur with a subsequent transcription into a 

written form. Audio recordings of interviews enable the researcher to develop transcripts 

containing details of each interview (Rosenbaum, More, & Steane, 2016). Coding of the 

data then occurs to create themes for comparison and analysis to determine the inter-

relationships that exist among them (Houghton, Murphy, Shaw, & Casey, 2015). 

Interviews, observations, and documentation analysis are the primary data collection 

techniques used in a single case study (Yazan, 2015).  

Semistructured Interviews 

After reviewing details of the study with management of organization and 

receiving a Letter of Cooperation, I received a list of eligible employees that met the 

study participation criteria from an employee of the organization. I contacted employees 
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via telephone and e-mail and provided the Invite Letter and Informed Consent Form via 

e-mail. Willing participants agreed to voluntarily participate in the study and replied to 

the e-mail with consent to participate.  

Data were collected by conducting open-ended, semistructured, in-depth 

interviews using the interview questions contained in Appendix. Semistructured, open-

ended interview questions ensure maximum engagement with participants throughout the 

interview process (Rosenbaum et al., 2016). Participants received invitations to 

participate in person and via e-mail. Participants also received an electronic copy of the 

Invite Letter and Informed Consent Form prior to the interview and received a hard copy 

of the same documents prior to the in person interview.  

Interviews took place in a mutually agreeable location most natural and 

comfortable for the participant on a mutually agreeable date and time. One interview was 

conducted in a conference room at the organization, one interview was conducted over 

the phone, and three interviews were conducted at local coffee houses. Interviewing 

participants in a natural setting helps reveal pertinent information in the interview process 

(Morgan, Pullon, Macdonald, McKinlay, & Gray, 2017). During telephone discussions 

and in person, I reminded participants their participation was voluntary and their 

identification, identification of the organization, and responses were confidential.  

The use of semistructured interviews has advantages and disadvantages. A 

primary advantage is semistructured interviews are a primary data collection technique 

used in a single case study (Runfola et al., 2016; Yazan, 2015). An advantage of using 

semistructured interviews is that facilitating interviews and asking the same seven open-
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ended questions of each participant via an interview protocol provides a collection of 

valuable information regarding the primary research question (Yin, 2017). A similar 

advantage is that researchers can structure semistructured interview questions in a 

manner that allows for asking each participant the same question (Fusch & Ness, 2015). 

A disadvantage is that researchers can miss the opportunity to maximize engagement 

with participants if interviews are not conducted appropriately (Rosenbaum et al., 2016). 

Another disadvantage can be the inability to collect valuable information regarding the 

primary research question with poorly structured interview questions (Yin, 2017). 

Documentation Review 

I collected nonconfidential organizational documentation participants were 

willing to share relevant to their efforts to improve employees’ lack of acceptance of 

technological change. Participants shared via e-mail nonconfidential project documents, 

project notes, training reference guides, and internal communications regarding 

technological change projects. By reviewing organizational documentation and 

documentation shared by participants, the credibility of the study findings improved 

(Koch et al., 2014; Yin, 2017). Collecting documentation and conducting an analysis of 

the documents for data such as themes or patterns enables the gathering of information 

relevant to the strategies managers used to improve employees’ lack of acceptance of 

technological change (O’Brien et al., 2014; Yazan, 2015). I analyzed all documentation 

collected, used Yin’s 5 phases of data analysis, and used software to manage the data and 

identify themes. 



57 

 

The use of documentation review has advantages and disadvantages. A primary 

advantage of using documentation review is data analysis occurs from a collection of data 

from a primary data collection technique used in a single case study (Yazan, 2015). 

Another advantage of documentation review is an improvement of the credibility of the 

study findings (Koch et al., 2014; Yin, 2017). A disadvantage of documentation review is 

improper analysis and theme identification can negatively influence the credibility of the 

study (Koch et al., 2014; Yin, 2017). Failure to collect data such as themes or patterns 

can negatively influence the amount of information available that is relevant to the 

strategies managers use to improve employees’ lack of acceptance of technological 

change (O’Brien et al., 2014; Yazan, 2015). 

Member Checking 

Member checking occurred to ensure reliability and validity of data contained 

within the study (Yin, 2017; Morse, 2015b). Member checking followed each interview 

and a copy of the paraphrased interview was e-mailed to each participant to confirm the 

information was accurate. Although a specific response time was not provided to 

participants, all participants responded in writing via e-mail within 2-3 business days to 

validate the information contained in the summary or to provide corrections.  

During the member checking process, one participant contacted me to discuss the 

interview summary and one participant requested to make one minor change to the 

interview summary. Using member checking allows for the collection of in-depth data 

from each participant (Fusch & Ness, 2015). Data saturation can occur by using member 

checking follow-up interviews (Marshall & Rossman, 2016; Yin, 2017). I used member 
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checking follow-up interviews to collect in-depth data from participants and to reach data 

saturation. I conducted three interviews for one participant, two interviews for another 

participant, and one interview for three participants.  

The use of member checking has advantages and disadvantages. The advantage of 

member checking follow-up interviews is the researcher has an opportunity to review and 

interpret the interview transcripts to ensure data saturation is met (Marshall & Rossman, 

2016). Another advantage of member checking is the confirmation of reliability and 

validity if performed correctly (Morse, 2015b; Yin, 2017). Reliability and validity of the 

data will not occur if member checking is not performed correctly creating a 

disadvantage (Morse, 2015b; Yin, 2017). When member checking occurs via telephone 

interviews, the researcher misses out on nonobservable body language and mannerisms 

that can provide additional data, creating a disadvantage for the researcher (Mapesa, 

2016). During each interview, I noted changes of body posture, tone of voice, and facial 

expressions. For the phone interview, I was only able to note tone of voice. 

Data Organization Technique 

In qualitative research, researchers systematically and properly managing and 

organizing data is important. Data collection instruments included myself as the primary 

data collection instrument, semistructured interviews, handwritten notes collected during 

the interview process, audio recordings of each interview captured via a cell phone and 

Olympus audio recorder, paraphrased transcriptions of each interview, and 

nonconfidential project documents, project notes, training reference guides, and internal 

communications regarding technological change projects provided by participants.  
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I used NVivo 12 software to manage, store and manipulate data collected during 

the research process. NVivo 12 software enabled me to run queries, test emerging 

themes, and create text files to transcribe audio and written notes (Woods, Paulus, Atkins, 

& Macklin, 2016). I transferred data collected via note taking during each interview to 

Microsoft Word and analyzed the Word documents plus documents provided by 

participants in Microsoft Excel or Adobe pdf formats in NVivo 12. Cataloging data by 

theme and description allows for the maintenance of consistency and ensures reliability 

(Bengtsson, 2016). I cataloged the data by theme and description to maintain consistency 

and ensure reliability. 

Security of data in electronic and hard copies formats is of utmost importance. I 

transferred all hard copy documents into an electronic format using Microsoft Word, 

Microsoft Excel, or Adobe. Once the transferring of hard copy documents into an 

electronic format was complete, I shredded all hard copies. Electronic documents were 

password protected and stored on an encrypted external hard drive. By university policy, 

the destruction of all data will occur after 5 years. I will shred the hard drive to ensure the 

proper destruction of all protected data.  

Data Analysis 

The primary purpose the of data analysis process is to organize, analyze, and 

identify themes to enable the researcher to interpret the results and seek answers to the 

research question (Bengtsson, 2016). Yazan (2015) recommended using a case study 

database to assist the researcher with managing data collected. Yin (2017) also discussed 

the need to establish a case study database to organize data collected throughout the 
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research process. I used methodological triangulation to analyze data collected from face-

to-face interviews, performed member checking to validate recorded and paraphrased 

data, analyzed additional documentation collected such as nonconfidential project 

documents, project notes, training reference guides, and internal communications 

regarding technological change projects, used Yin’s 5 phases of data analysis, and used 

NVivo 12 software to manage data and identify themes. The conceptual framework, 

TAM, informs the research question and data analysis by addressing strategies some 

managers use to improve employees’ lack of acceptance of technological change. 

Yin’s 5 Step Data Analysis 

Compiling. I compiled all data collected during the interviews process, from 

documentation provided by participants, and from organizational documentation. I 

analyzed all responses received and transcribed each participant’s response onto a 

separate Microsoft Word document. Assigning unique identifiers such as P1, P2, etc. to 

replace participant names allows for the maintenance of participant confidentiality 

(Becnel et al., 2016; Erlich & Narayanan, 2014; Ostergren et al., 2015). I assigned unique 

identifiers to replace participant names to maintain participant confidentiality. I 

thoroughly reviewed and analyzed data to ensure rick, thick data were collected and 

organized data into themes. After data compilation was complete, disassembling 

occurred.  

Disassembling. Disassembling the data using keywords identified during the data 

collection and data analysis processes allows for the derivation of common themes, 

concepts, terms, and phrases (Dasgupta, 2015; Hyett et al., 2014; Yin, 2017). After 
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compilation, I disassembled the data. I analyzed the audio recording of each interview 

along with transcribed notes and journal notes to identify additional themes, concepts, 

terms, and phrases. I added additional codes and themes identified in the data analysis 

process to the current list of themes. After disassembling the data, I proceeded to 

reassembling the data. 

Reassembling. After disassembling the data, I reassembled the data and 

categorized the data into broader themes. Reassembling the data into broader themes or 

patterns allowed me to gather information relevant to the strategies managers use to 

improve employees’ lack of acceptance of technological change (O’Brien et al., 2014; 

Yazan, 2015; Yin, 2017). I used NVivo 12 software to aid in the organization of data to 

eliminate redundancies and to query, sort, and arrange of the data into specific themes. 

Interpreting. After reassembling the data to identify patterns and themes, I 

proceeded with data interpretation. Thematic analysis allows for the interpretation of 

participant experiences related to the research question and will ensure data saturation is 

met (Dasgupta, 2015; Marshall & Rossman, 2016; Percy, Koster, & Kostere, 2015). I 

interpreted the data to gain an understanding of strategies managers use to improve 

employees’ lack of acceptance of technological change. After interpreting the data, I 

concluded data analysis. 

Concluding. After interpreting the data, I summarized all data collected to form a 

conclusion. The confirmation of findings occurs by eliminating personal bias and 

ensuring all conclusions, interpretations, and findings are results of the data analysis and 

member checking process (Cope, 2014). Data saturation occurs by ensuring no new data, 
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coding, or themes arise and the replication of the study is possible (Elo et al., 2014; Fusch 

& Ness, 2015; Morse, 2015a). I confirmed findings by eliminating bias and achieved data 

saturation by ensuring no new data arose. 

Triangulation 

To ensure data were accurate, credible and saturation occurred, I used 

methodological triangulation. According to Fusch and Ness (2015), researchers achieve 

data saturation by performing data triangulation. Methodological triangulation, best used 

when considering data from multiple data collection methods, enables researchers to 

ensure the reduction of data uncertainty after confirmation of multiple measurement 

processes (Baskerville et al., 2015; Fusch & Ness, 2015, Morse, 2015a).  

Methodological triangulation materialized through face-to-face interviews and 

documentation analysis to ensure data saturation occurred. Documentation analyzed 

consisted of nonconfidential project documents, project notes, training reference guides, 

and internal communications regarding technological change projects. Triangulation 

improves the probability of the research findings through different means, implies the 

same information exists among multiple or single sources of data, and the best use is 

when considering people, time, and space (Baskerville, Kaul, & Storey, 2015; Fusch & 

Ness, 2015; Guba, 1985). According to Morse (2015a), diverse participants promote 

methodological triangulation. I ensured a diverse participant pool meeting the established 

eligibility criteria were selected to participate in the current study. 
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Software and Theme Identification 

I began data analysis by importing the data I collected into NVivo 12. I then 

created an initial list of codes using keywords contained in the research question to 

manage the amount of data collected as also recommended by Houghton et al. (2015). As 

suggested by Bengtsson (2016), I maintained a list of codes and a description of each to 

maintain consistency throughout the data analysis process and to ensure reliability. 

I performed a thematic analysis to interpret participant experiences of motivating 

employees to embrace technological change. I focused on correlating identified themes 

with literature and the conceptual framework. The results of research conducted by 

Woods et al. (2016) were that researchers used NVivo 12 for data collection, analysis, 

and presentation of findings with 99.6% of the use for data analysis. I used the 

functionality available in the NVivo 12 software to create text files to transcribe audio 

and written notes as suggested by Woods et al. (2016). I also explored options available 

in the NVivo 12 software to code audio files, eliminating the need to transcribe data, 

reducing errors, and increasing reliability and validity.  

According to Zamawe (2015), NVivo 12 makes data analysis and retrieval easier, 

because it allows researchers to code data is an easy, efficient, and effective manner. 

Zamawe (2015) concluded that the use of NVivo 12 is an important component of 

qualitative research as it improves accuracy of data and saves time by eliminating the 

need for the researcher to transcribe data. I addressed reliability and validity by 

identifying recurrent themes and by performing member checking with participants.  
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Reliability and Validity 

Reliability 

To measure the quality of the research design, researchers must consider 

reliability (Yazan, 2015). Reliability and dependability often receive the same meaning 

and ensure repetition of the same application of the same instrument will yield similar 

results (Baskerville et al., 2015; Lincoln & Guba, 1985). The objective of reliability is to 

ensure that another researcher can reach the same outcomes following the same 

procedures to conduct the same study (Bengtsson, 2016; Yin, 2017). I ensured the 

dependability of the findings by ensuring I reached data saturation. I also enhanced the 

dependability of the study by performing member checking and transcript review. By 

using the interview protocol (located in Appendix), I ensured reliability exists within the 

current study. 

Validity 

Validity is important in research and is a test researcher use to establish the 

quality of the research (Yin, 2017). Validity occurs when the data presented in the study 

accurately and truthfully reflects the phenomenon of the study (Bengtsson, 2016). 

Researchers can ensure validity by ensuring thick descriptions are used and by 

performing member checking and triangulation (Yazan, 2015). Credibility, 

transferability, and confirmability establish validity in a qualitative study. I achieved 

credibility, confirmability, and transferability by achieving data saturation.  

Credibility. Achievement of credibility developed by performing member 

checking of the data interpretation, performing a participant transcript review, 
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triangulation, and following the interview protocol (located in Appendix). Using member 

checking, I ensured credibility and validity of the research by obtaining participant 

approval and verification of data collected as recommended by Smith & McGannon 

(2017). As member checking requires participants to validate the accuracy and 

truthfulness of data from their perspective, the use of member checking allows 

researchers to control bias and enhance credibility (Smith & McGannon, 2017). As 

recommended by Bengtsson (2016), I adhered to the standard identified in the interview 

protocol (contained in Appendix) to maintain rigor and credibility throughout the study to 

ensure that the results are as trustworthy and credible as possible. By performing 

transcript review and member checking, the results will accurately reflect the 

perspectives of the participants and will ensure reliability and validity exists (Yin, 2017; 

Morse, 2015b). Triangulation is an activity I will perform to increase the credibility of the 

research findings (Baskerville et al., 2015; Fusch & Ness, 2015; Lincoln & Guba, 1985). 

Confirmability. To achieve confirmability, I remained objective. I ensured that 

findings of the study aligned with participant experiences and responses. Exclusion of 

personal bias, interests, desires, or motivations is necessary (Baskerville et al., 2015; 

Lincoln & Guba, 1985). Following each interview, I performed member checking with 

each participant either in person or by allowing participants to provide confirmation via 

e-mail, whichever was most convenient for the participant and mutually agreed upon with 

the participant and I. Confirmability occurs by demonstrating all conclusions, 

interpretations, and findings of the data came from the data and not from my personal 

opinion or bias (Cope, 2014). Enhancement of confirmability will occur by ensuring that 
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participants confirm and support the results and richness of data (Elo et al., 2014). 

Participants were probed during interviews as necessary to ensure the collection of thick, 

rich data. I also performed triangulation to enhance the confirmability.  

Transferability. Transferability will occur if the characteristics of the findings in 

this research can be applicable in other research (Baskerville et al., 2015; Cope, 2014; 

Lincoln & Guba, 1985; Yilmaz, 2013). According to Cope (2014), my responsibility to 

demonstrate transferability was to present study results in a manner that others not 

involved with the study can relate to with their own experiences. Although each reader 

will determine the level of transferability of the study and information contained within 

it, I was responsible to provide a thick description of the data contained in the study and 

the data collection process (Houghton et al., 2015; Yilmaz, 2013). I provided thick 

descriptions of the participants, demographics, sources of evidence, and boundaries of the 

study to ensure others can determine transferability. I documented all steps taken and 

maintained an audit trail to demonstrate adherence to the data collection and analysis 

techniques for the case study. I used the interview protocol (located in Appendix) and 

followed the six steps contained within it.  

Data saturation. The achievement of credibility, confirmability, and 

transferability ensured I achieved data saturation. As suggested by Marshall & Rossman 

(2016) and Yin (2017), I performed member checking and conducted follow-up 

interviews to ensure I achieved data saturation. An essential component of qualitative 

research, data saturation occurs when no new data, coding, or themes arise and the 

replication of the study is possible (Elo et al., 2014; Fusch & Ness, 2015; Morse, 2015a). 
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To achieve data saturation, I also performed data triangulation as recommended by Fusch 

and Ness (2015). I inquired with participants and continuously interviewed to ensure I 

obtain information with minimal to no variations. Redundancy in data indicates data 

saturation exists.  

Transition and Summary 

Section 2 included the focus on the problem statement, purpose statement, 

research question, interview questions, conceptual framework, and the literature review. 

Section 2 also included discussions of the role of the researcher, participants, research 

method, research design, population and sampling and ethical research. Section 2 

concluded with a discussion of data collection instruments and techniques, data 

organization technique, data analysis, reliability, validity, credibility, confirmability, and 

transferability. 

Section 3 included a focus on the application to professional practice and 

implications for change. Beginning with an introduction, I reiterated the purpose of the 

study and provided a presentation of the findings. Section 3 included discussions of the 

applications to professional practice, implications for social change, recommendations for 

action, and recommendations for further research. I reflected on my experience in the 

DBA Doctoral Study process followed by a formal conclusion.   
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Section 3: Application to Professional Practice and Implications for Change 

Introduction 

The purpose of this qualitative single case study was to explore strategies some 

midlevel managers used to improve employees’ lack of acceptance of technological 

change. I used purposive sampling to select five participants from the local government 

organization. Data were collected from in-person interviews and organizational 

documentation related to the research topic, such as nonconfidential project documents, 

project notes, training reference guides, and internal communications regarding 

technological change projects. Four themes emerged as a result of the interviews and 

documentation review. The findings showed strategies managers used to improve 

employees’ lack of acceptance of technological change. 

Presentation of the Findings 

The overarching research question for this study was the following: What 

strategies do some midlevel managers use to improve employees’ lack of acceptance of 

technological change? The interviews were conducted in-person with each participant. 

The length of each interview ranged from 45 to 60 minutes. Each interview was recorded 

with an audio recording device and was reviewed multiple times throughout the 

transcription process. Documentation related to the research question was also reviewed. 

Data saturation was achieved, and no new information was received after the third 

interview. 

 During the member-checking process, each participant was provided a summary 

of the interview via e-mail, which contained the question and each corresponding 
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summarized response. Each participant had the opportunity to review and validate the 

summary of the interview for accuracy and provide feedback regarding my interpretation. 

If a participant questioned the interpretation of the interview summary, I provided a copy 

of the transcript and allowed the participant to review it for accuracy. Once confirmation 

of accuracy of the transcript was received from each participant, I loaded the interview 

transcriptions and other documentation received related to the primary research topic into 

NVivo 12. The NVivo 12 software was used to analyze the research data and from that 

data analysis, I derived four themes: (a) training, (b) communication, (c) involvement, 

and (d) management support.  

Theme 1: Training 

The most prevalent theme that emerged from participants responses was that 

training was an important component to the strategy midlevel managers used to improve 

employees’ lack of acceptance of technological change. As depicted in Figure 1, all 

participant responses and all documentation reviewed highlighted the need of training 

during technological change.  
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Figure 1. Frequency of training. 

Documents reviewed contained a significant amount of training material, user 

guides containing graphical step-by-step instructions, and e-mails providing additional 

information regarding the related technological change. The training theme appeared in 

53% of the organizational documents reviewed. Thirteen percent of the training responses 

were from Participants A1, A2, and A3. Sixteen percent of the training responses were 

from Participant A4. The remaining 18% of the training responses were from Participant 

A5. Participant A1 emphasized the need to “provide training classes to give them an 

opportunity to interact with new software or technological change as much as they want 

and not be afraid of impacting production.” Similarly, Participant A2 stated, “We did 

hands-on training, which they all got a lot of chance to play” with the new technology. 

Participant A3 emphasized the need to make “sure they were equipped with training, so 

they could feel comfortable and embrace” the technological change. According to 

Participant A4, the strategy is simple: “Give the people time to learn on the clock, help 
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them, assign personnel to help those in need, and give them access to computers.” 

Participant A5 stated that during technology changes, some employees are simply 

“relying on someone else to just show them how to do something.”  

Training as a strategy to improve employees’ lack of acceptance of technological 

change aligns with the conceptual framework, TAM. PU and PEOU are the primary 

technology-related determinants of TAM to predict an individual’s behavioral intention 

(Bhatti, 2015; Muk & Chung, 2015). An individual’s PEOU is a motivator of his or her 

attitude and willingness to use technology (Hashim et al., 2015), and PEOU has a direct 

causal effect on PU (Kaushik & Rahman, 2015). Because most users would find the 

system that is easier to use more useful (Kaushik & Rahman, 2015), providing ample 

training during a technological change process is important.  

Training as a strategy was also reported in other studies. In a study focusing on 

self-service technology readiness, Ramaseshan, Kingshott, and Stein (2015) shared that 

employees learn how to use new technology more effectively when involved in the 

technological change process. Beyond learning the new technology, employees’ 

experiences and willingness to accept the technology will flow throughout the 

organization. In a study of e-payment adoption in Ghana, Acheampong et al. (2017) 

reported that individuals lack acceptance of technology viewed as difficult to operate and 

training would be beneficial and lead to acceptance. When studying the use of new virtual 

learning environments, Rienties, Giesbers, Lygo-Baker, Ma, and Rees (2016) argued that 

teachers may not have received the training needed and that more formal training and 

support were needed. 
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Theme 2: Communication  

Communication was a theme that emerged from participants’ responses and was 

an important component to the strategy midlevel managers used to improve employees’ 

lack of acceptance of technological change. Figure 2 shows the number of responses each 

participant provided that involved communication.  

 

Figure 2. Responses to Theme 2. 

Communication as a strategy to improve employees’ lack of acceptance of 

technological change aligns with the conceptual framework, TAM. As communication 

occurs, employees gain a better understanding of the technological change and are more 

receptive to it. According to Ekdale et al. (2015), employees were more willing to accept 

new technology when he or she believed the technology would increase the quality of 

their work and were more resistant when technological change was perceived as 

damaging, disruptive, or poorly communicated. Pourrajab et al. (2015) argued that lack of 
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communication is one of five basic resistances to change, resulting in a lack of 

acceptance of technological change. Participant A1 stated, 

The method that worked best was to allow the employees to give input into the 

technological change. If they felt like they could give you suggestions, then you 

got more buy-in, which allowed them to be more accepting of change.  

Similarly, Participant A2 shared, “I think the more information you share as a leader, 

either with a project or a department, helps you gain trust and buy-in from your people.” 

Participant A3 stated, 

Communicating with them is basically what it is. I think even when you know 

that you have to accept a change, no matter what the change is, if you are given 

the respect of being informed that this is what’s occurring, and asked what do you 

think, or getting some input from them, there is a greater possibility of successful 

transition.  

Participant A4 was direct when stating, “To improve functionality, improve 

communication.” Participant A5 suggested communicating technological change in the 

form of a sales pitch to convince employees that the change is in the best interest of the 

employee and the organization. 

Communication as a strategy is also reported in other studies. When addressing 

self-service technology readiness within firms, Ramaseshan et al. (2015) reported that 

technology adoption occurs in organizations with cultures that encourage increased 

communication, and that direct, simultaneous communication results in the 

accomplishment of organizational goals. When considering the impact of using a virtual 
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employee engagement platform, Kim and Gatling (2018) argued that technology can be a 

powerful tool to boost communication and employee engagement within an organization. 

Increased communication during a technological change process enables employees to 

gain a better understanding of the technology, which may impact their PEOU and PU of 

the new technology. Communication skills are an attribute of career and leadership 

success (El Ouirdi, El Ouirdi, Segers, & Pais, 2016), which may have affected employee 

acceptance of technological change. 

Theme 3: Involvement 

Involvement was a theme derived from the interviews and documentation review 

as an important component to the strategy midlevel managers used to improve 

employees’ lack of acceptance of technological change. As depicted in Figure 3, all 

participant responses highlighted the need of involvement during technological change. 

 

Figure 3. Responses to Theme 3. 
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Involvement as a strategy to improve employees’ lack of acceptance of 

technological change aligns with the conceptual framework, TAM. Treem (2015) 

reported that perceptions of the usefulness of technology can come from conversations 

with coworkers and previous personal experiences with similar technologies. Ali et al. 

(2016) agreed that user involvement during technological change can minimize user 

resistance. Employees also resist change when the intent of the proposed change is not 

fully understood (Sofat et al., 2015). Involving employees in technological change may 

positively influence their perception of the usefulness of the technology and reduce their 

lack of acceptance of the technological change. 

Participant A3 shared, “That feeling of something occurring that affects you, but 

the decision is made without your involvement, or being told you are going to have to 

accept a change no matter what, often leads to resistance.” To remedy this, Participant A2 

suggested, “As technological change is coming…get more people involved early 

on,…talk about your needs, talk about how you need this technology to perform for you.” 

Participant A1 suggested, 

Start your project with meetings with each department, or group, or individual 

who will be affected by the change and give them an opportunity to say well this 

is what I think the system should do …, that seems to go a long way to them 

accepting the change more often. 

Involvement as a strategy was also reported in other studies. Employees involved 

in technological change from development through implementation learn how to use the 

technology effectively and can act as catalysts or barriers to acceptance of new 
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technology throughout the organization (Ramaseshan et al., 2015). Employee 

involvement in technological change allows employees to contribute to the process 

allowing for more innovation and an increased understanding of the technology. 

Acheampong et al. (2017) argued that optimism, innovativeness, and convenience 

positively affect acceptance of technology, but discomfort and insecurity contribute to 

resistance. When addressing technology acceptance drivers, Rauschnabel and Ro (2016) 

argued that acceptance improves when a clear understanding exists of who early adopters 

and innovators are. Nguyen et al. (2015) also expressed that innovation, employee 

attitudes, knowledge, and skills also impact acceptance of technological change. 

Theme 4: Management Support 

The final theme derived from the interviews and documentation review was 

management support was an important component to the strategy midlevel managers 

used to improve employees’ lack of acceptance of technological change. As depicted in 

Figure 4, all participant responses highlighted the need of management support during 

technological change. 

 

Figure 4. Word tree for Theme 4. 
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Management support as a strategy to improve employees’ lack of acceptance of 

technological change aligns with the conceptual framework, TAM. As identified in TAM, 

PEOU and PU are fundamental determinants of acceptance of technological change. Lack 

of management support, lack of budget, difficulty in coordinating project-related efforts, 

and the amount of time spent on the change effort are organizational factors that 

contribute to lack of acceptance of technological change (Mo & He, 2015). Ali et al. 

(2016) agreed that lack of action from leadership also contributes to resistance. Although 

resistance is a naturally occurring phenomenon (Latta, 2015), inappropriate or poor 

management style is a causative factor of lack of acceptance (Muo, 2014). Because 

people are more likely persuaded to accept change when advocated by people considered 

powerful, trustworthy, attractive, an expert or of the same social group as themselves 

(Jost, 2015), management must understand the close relationship between employee’s 

resistance to change, and the effect it has on their behavioral intention, which will impact 

their willingness to use the newly proposed technology (Huang, 2015).  

Participant A4 stated, “If we had buy-in from our managers, that manage me, and 

I could give that to my guys, then they’d have something easy…support from my 

management.” The same participant stated support “from the top above me … make it 

easier for us to input, and implement, and use the program.” Participant A3 shared, 

“There have been times when employees did not embrace, because we didn’t have 

complete buy-in from individuals who may have been higher up, so the employees didn’t 

feel the need to embrace it either.” The same participant stated, “They are not embracing 
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that change, because upper management might not necessarily be completely onboard – it 

trickles down.” 

Management support as a strategy is also reported in other studies. When 

addressing technology acceptance in social media, Wirtz and Göttel (2016) shared that 

the organization benefit of the technological change was better understood when the 

communication came from and the change was supported by management. For this 

reason, Ramaseshan et al. (2015) emphasized the need of technological innovation being 

viewed as a management process within an organization and not a functional activity. 

Nguyen et al. (2015) identified lack of management support as a barrier to technological 

change adoption and encourage communication, training and contribution to occur 

throughout the organization.  

Applications to Professional Practice 

Technology is a component of most business operations and changes rapidly 

(Darr, 2016). Technological enhancements and innovations influence how and when 

communication occurs within and outside of an organization with employees, 

management, and stakeholders alike allowing connectivity to occur any time and 

everywhere online (Rauschnabel & Ro, 2016). Employee lack of acceptance of 

technological change is a common reason technology implementation fails, often 

resulting in a loss of resources, decreased productivity, and reduced organizational 

profitability (Hwang et al., 2016; Khatoon & Farooq, 2015). To minimize the risk of 

losing money, resources, and profitability, managers should understand the significance 

employee resistance to technological change has on an organization’s bottom line. To 
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improve employees’ lack of acceptance of technological change, the five study 

participants identified the following as strategies used: (a) training, (b) communication, 

(c) involvement, and (d) management support.  

Each of the strategies or findings identified are applicable to the professional 

practice of the local government organization under study and any other organization 

considering technological change. Providing training ensures that end users understand 

how to best use new technologies. Trained users are more comfortable using the new 

technology, use it more effectively, and perceive the new technology as useful and easy 

to use and are more accepting of it. Communication allows for sharing of critical 

information from the exploration to implementation process to ensure the technology 

meets the needs of the end users. Involvement allows employees to be engaged and a part 

of the technological change process, thereby resulting in increased employee acceptance 

of the technological change. Management support may also improve business practice as 

end users are more receptive of technological change when employees’ receive support 

from management and management supports the change.  

Implications for Social Change 

The results of the current study may assist organizational leaders in improving 

lack of employee acceptance of technological change through a better understanding of 

strategies that emerged from the findings and have been successfully used. By 

contributing to the body of knowledge regarding technological change, I hope my study 

assists organizational leaders with being better prepared to successfully implement 

technological changes of any type. Understanding organizational change and the effect it 
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has on employees is important for social change to occur (Harper & Leicht, 2016). The 

identification of training, communication, involvement, and management support as 

strategies used to improve employee lack of acceptance of technological change informs 

leaders of fundamental items most important to one of its primary stakeholders, the 

employees.  

With new insights into the strategies used to improve employees’ lack of 

acceptance of technological changes, findings may be used to increase organizational and 

resource allocation efficiencies to improve services to residents, local businesses, 

employees, and other stakeholders by promoting development of and services available to 

the community. The results of the current study may provide management of the 

organization with information that allows an opportunity for efficiencies to be 

implemented thereby freeing up resources to benefit the community. Positive social 

change can occur by streamlining processes, saving time and money, and implementing 

technologies that enable the local government organization to provide information to, 

communicate with, and provide enhanced continual service to the members of its 

community. This social change would result in improved human and social conditions for 

residents, expanding available services, and better use of resources to benefit 

stakeholders in the local community.  

Recommendations for Action 

The recommendations for action are derived from my research and from the 

academic literature that was reviewed. The recommendations are for managers of the 

local government organization or any organization considering technological change. 
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Based on the themes of (a) training, (b) communication, (c) involvement, and (d) 

management support derived from my research, I recommend the following: 

1. Training should be provided throughout the technological change process. 

Training is crucial to end user perception of ease of use, perception of 

usefulness, and acceptance.  

2. Allow adequate time and resources for staff to learn how to use the new 

technology.  

3. Encourage innovation to encourage technology to be built to meet immediate 

and future needs. Encourage staff to think outside of the box. 

4. Communicate organizational and technological changes with staff before, 

during, and after the change process.  

5. Encourage cross communication throughout the organization and encourage 

staff to share ideas and provide input. 

6. Involve staff from all levels of the organization in the technological change 

process from exploration to implementation. 

7. Management should communicate support of technological change and 

innovation to staff. This can be communicated via memos, e-mail, training 

sessions, and face-to-face verbal interactions. 

Recommendations for Further Research 

The purpose of this qualitative single case study was to explore strategies some 

midlevel managers use to improve employees’ lack of acceptance of technological 
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change. The findings of the current study provide support for additional research to be 

conducted. Two limitations that were identified and are worth further exploration. 

The geographic location and sample size of the current study pose a limitation. 

Five midlevel managers of a local government organization located within the 

Southwestern region of the United States was the sample used in the current study. Future 

researchers can address this limitation by increasing the sample size in future research 

and by conducting further research in a different geographic location. Further research 

can be conducted in organizations of any type and focus beyond local government 

organizations. Further research can be conducted in any type of organization undergoing 

technological change. 

An additional limitation is two data collection methods were used: interviews and 

documentation. Future researchers can address this limitation by using additional data 

collection methods. In addition to interviews and documentation, future researchers can 

also consider focus groups, direct observation, journaling, and field notes as additional 

data collection methods. 

Reflections 

When embarking on this journey, I had no idea I would dedicate so much time 

and energy to this process. I knew the process would be challenging mentally, but I did 

not anticipate the emotional journey I would endure. I started this process with 

experience and ideas about technological change but had no thoughts or opinions about 

the results of this study. I focused on ensuring my personal biases did not impact the 

study results and following the interview protocol during each interview. I also used 
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NVivo 12 software to analyze the data and confirmed reliability and credibility of the 

findings by conducting member checking. 

Obtaining the Letter of Cooperation from the organization was not challenging at 

all. Within 2 days of submitting my request, I received the actual letter. Similarly, I had 

no challenges locating willing participants. The challenge I did encounter was finding 

time to conduct interviews and perform member checking as I received IRB approval in 

November and many participants were vacationing for the Thanksgiving and Christmas 

holidays, which caused slight delays in this process.  

During the interviews, I was amazed at how important my research topic was to 

each participant. Participants were engaged during the interview and passionate about the 

responses he or she provided. Without the participation of each participant, completing 

this study would not have been possible. From their interviews, themes were identified 

and the importance of each is better understood. This doctoral process was challenging 

yet rewarding. I will be proud to have earned such a prestigious degree.  

Conclusion 

The purpose of this qualitative single case study was to explore strategies some 

midlevel managers use to improve employees’ lack of acceptance of technological 

change. Data were collected from 5 participants from a local government organization in 

the Southwestern region of the United States and documentation was reviewed. Member 

checking was performed, data saturation was met, and data were analyzed using NVivo 

12 software. Four themes emerged as a result of the interviews and documentation 

review: (a) training, (b) communication, (c) involvement, and (d) management support.  
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The findings of this study provide support for additional research to be conducted 

and positive social change. Future researchers can expand the population, geographic 

location, and incorporate additional data collection methods. Positive social change can 

occur resulting in improved human and social conditions for residents, expanding 

available services, and better use of resources to benefit stakeholders in the local 

community. 



85 

 

References 

Acheampong, P., Zhiwen, L., Antwi, H. A., Otoo, A. A. A., Mensah, W. G., & Sarpong, 

P. B. (2017). Hybridizing an extended technology readiness index with 

technology acceptance model (TAM) to predict e-payment adoption in 

Ghana. American Journal of Multidisciplinary Research, 5(2). Retrieved from 

http://www.jmrpublication.org 

Al-Azawei, A., Parslow, P., & Lundqvist, K. (2017). Investigating the effect of learning 

styles in a blended e-learning system: An extension of the technology acceptance 

model (TAM). Australasian Journal of Educational Technology, 33(2). 

doi:10.14742/ajet.2741 

Ali, M., Zhou, L., Miller, L., & Ieromonachou, P. (2016). User resistance in IT: A 

literature review. International Journal of Information Management, 36, 35-43. 

doi:10.1016/j.ijinfomgt.2015.09.007 

Almutairi, A. F., Gardner, G. E., & McCarthy, A. (2014). Practical guidance for the use 

of pattern-matching technique in case-study research: A case presentation. 

Nursing & Health Sciences, 16, 239-244. doi:10.1111/nhs.12096 

Atoyebi, O., Stewart, A., & Sampson, J. (2015). Use of information technology for falls 

detection and prevention in the elderly. Ageing International, 40, 277-299. 

doi:10.1007/s12126-014-9204-0 

Baskerville, R. L., Kaul, M., & Storey, V. C. (2015). Genres of inquiry in design-science 

research: Justification and evaluation of knowledge production. MIS Quarterly, 

39(3), 541-564. doi:10.25300/misq/2015/39.3.02 



86 

 

Bazeley, P. (2015). Mixed methods in management research: Implications for the field. 

Electronic Journal of Business Research Methods, 13, 27-35. Retrieved from 

http://www.ejbrm.com 

Becnel, L. B., Pereira, S., Drummond, J. A., Gingras, M. C., Covington, K. R., Kovar, C. 

L., & Wheeler, D. A. (2016). An open access pilot freely sharing cancer genomic 

data from participants in Texas. Scientific Data, 3. doi:10.1038/sdata.2016.10 

Bengtsson, M. (2016). How to plan and perform a qualitative study using content 

analysis. NursingPlus Open, 2, 8-14. doi:10.1016/j.npls.2016.01.001 

Bezboruah, K. C., Paulson, D., & Smith, J. (2014). Management attitudes and technology 

adoption in long-term care facilities. Journal of Health Organization and 

Management, 28(3), 344-365. doi:10.1108/jhom-11-2011-0118 

Bhatti, T. (2015). Exploring factors influencing the adoption of mobile commerce. 

Journal of Internet Banking and Commerce, 12, 1-13. Retrieved from 

http://www.icommercecentral.com 

Briz-Ponce, L., & García-Peñalvo, F. J. (2015). An empirical assessment of a technology 

acceptance model for apps in medical education. Journal of Medical Systems, 39, 

176. doi:10.1007/s10916-015-0352-x 

Browne, A. L., Pullinger, M., Medd, W., & Anderson, B. (2014). Patterns of practice: A 

reflection on the development of quantitative/mixed methodologies capturing 

everyday life related to water consumption in the UK. International Journal of 

Social Research Methodology, 17, 27-43. doi:10.1080/13645579.2014.854012 

Canning, J., & Found, P. A. (2015). The effect of resistance in organizational change 



87 

 

programmes. International Journal of Quality and Service Sciences, 7(2/3), 274-

295. Retrieved from http://www.emeraldinsight.com 

Canyon, D. V. (2014). Corporate mindset, denial and resistance to change in health 

leaders. Leadership in Health Services, 27, 126-134. doi:10.1108/LHS-01-2013-

0004 

Cecez-Kecmanovic, D., Kautz, K., & Abrahall, R. (2014). Reframing success and failure 

of information systems: A performative perspective. Management Information 

Systems Quarterly, 38, 561-588. Retrieved from http://www.misq.org 

Childs, H. (2017). Strategies that logistics leaders use for achieving successful process 

improvement (Doctoral dissertation). Retrieved from ProQuest Dissertations & 

Theses Global. (UMI No. 10270349) 

Cho, Y. C., & Sagynov, E. (2015). Exploring factors that affect usefulness, ease of use, 

trust, and purchase intention in the online environment. International Journal of 

Management & Information Systems, 19, 21. doi:10.19030/ijmis.v19i1.9086 

Cleary, M., Horsfall, J., & Hayter, M. (2014). Data collection and sampling in qualitative 

research: Does size matter? Journal of Advanced Nursing, 70, 473-475. 

doi:10.1111/jan.12163. doi:10.1111/jan.12163 

Cope, D. G. (2014). Methods and meanings: Credibility and trustworthiness of qualitative 

research. Oncology Nursing Forum, 41(1), 89-91. doi:10.1188/14.onf.89-91 

Crear, J. (2009). Chaos summary 2009. Boston, MA: Standish Group. 

Cronin, C. (2014). Using case study research as a rigorous form of inquiry. Nurse 

Researcher, 21(5), 19-27. doi:10.7748/nr.21.5.19.e1240 



88 

 

Darr, A. (2016). Diane E. Bailey and Paul M. Leonardi: Technology choices: Why 

occupations differ in their embrace of new technology. Administrative Science 

Quarterly, 61(4), NP52-NP54. doi:10.1177/0001839216662620 

Dasgupta, M. (2015). Exploring the relevance of case study research. Vision (09722629), 

19(2), 147-160. doi:10.1177/0972262915575661 

Davis, F.D. (1986). A technology acceptance model for empirically testing new end-user 

information systems: Theory and results. (Doctoral dissertation). MIT Sloan 

School of Management, Cambridge, MA. Retrieved from 

http://dspace.mit.edu/handle/1721.1/7582 

Davis, F. D. (1989). Perceived usefulness, perceived ease of use, and user acceptance of 

information technology. MIS Quarterly, 13, 319-340. doi:10.2307/249008 

Denzin, N. K. (1978). Sociological methods: A sourcebook (2nd ed.). New York, NY: 

McGraw-Hill. 

Denzin, N. K., & Lincoln, Y. S. (Eds.). (2011). The Sage handbook of qualitative 

research (4th ed.). Thousand Oaks, CA: Sage Publications. 

Durney, C. P., & Donnelly, R. G. (2015). Managing the effects of rapid technological 

change on complex information technology projects. Journal of the Knowledge 

Economy, 6, 641-664. doi:10.1007/s13132-012-0099-2 

Ekdale, B., Singer, J. B., Tully, M., & Harmsen, S. (2015). Making change: Diffusion of 

technological, relational, and cultural innovation in the newsroom. Journalism 

and Mass Communication Quarterly, 92, 938-958. 

doi:10.1177/1077699015596337 



89 

 

El Ouirdi, M., El Ouirdi, A., Segers, J., & Pais, I. (2016). Technology adoption in 

employee recruitment: The case of social media in Central and Eastern 

Europe. Computers in Human Behavior, 57, 240-249. 

doi:10.1016/j.chb.2015.12.043  

Elo, S., Kaariainen, M., Kanste, O., Polkki, T., Utriainen, K., & Kyngas, H., (2014). 

Qualitative content analysis: A focus on trustworthiness. Sage Open, 4, 1-10. 

doi:10.1177/2158244014522633 

Erlich, Y., & Narayanan, A. (2014). Routes for breaching and protecting genetic privacy. 

Nature Reviews Genetics, 15(6), 409-421. doi:10.1101/000042 

Farokhran, M. B., Eskandarpour, B., Eskandarpour, H., & Giglo, R. R. (2016). Cultural 

factors affecting ICT acceptance case study: Industries located in science and 

technology park, Tehran. International Journal of Computer Science and 

Information Security, 14(6), 855-865. Retrieved from 

https://sites.google.com/site/ijcsis/ 

Fugard, A. J., & Potts, H. W. (2015). Supporting thinking on sample sizes for thematic 

analyses: A quantitative tool. International Journal of Social Research 

Methodology, 18, 669-684. doi:10.1080/13645579.2015.1005453 

Fusch, P., & Ness, L. (2015). Are we there yet? Data saturation in qualitative research. 

Qualitative Report, 20, 1408-1416. Retrieved from http://tqr.nova.edu/ 

Ghobakhloo, M., & Hong, T. S. (2014). IT investments and business performance 

improvement: The mediating role of lean manufacturing implementation. 

International Journal of Production Research, 52, 5367-5384. 

https://doi.org/10.1016/j.chb.2015.12.043


90 

 

doi:10.1080/00207543.2014.906761 

Glynne, M. T. (2015). Exploring the efficacy of school-based professional development 

(Doctoral dissertation). Retrieved from ProQuest Dissertations & Thesis Full Text 

Database. (UMI No. 3732646) 

Guba, E. G., & Lincoln, Y. S. (1994). Competing paradigms in qualitative 

research. Handbook of Qualitative Research, 2, 163-194. Retrieved from 

http://scirp.org 

Hardicre, J. (2014). An overview of research ethics and learning from the past. British 

Journal of Nursing, 23, 483-486. doi:10.12968/bjon.2014.23.9.483  

Harland, T. (2014). Learning about case study methodology to research higher education. 

Higher Education Research & Development, 33(6),1113-1122. 

doi:10.1080/07294360.2014.911253 

Harper, C. L., & Leicht, K. T. (2016). Exploring social change: America and the world 

(6
th

 ed.). New York, NY: Routledge. 

Hashim, N. M. H. N., Pandit, A., Alam, S. S., & Manan, R. A. (2015). Why resist? 

Examining the impact of technological advancement and perceived usefulness on 

Malaysians’ switching intentions: The moderators. Journal of Developing Areas, 

49(3), 65-80. doi:10.1353/jda.2015.0172 

Houghton, C., Murphy, K., Shaw, D., & Casey, D. (2015). Qualitative case study data 

analysis: An example from practice. Nurse Researcher, 22(5), 8-12. 

doi:10.7748/nr.22.5.8.e1307 

Huang, R. (2015). Overcoming invisible obstacles in organizational learning: The 



91 

 

moderating effect of employee resistance to change. Journal of Organizational 

Change Management, 28, 356-368. doi:10.1108/jocm-07-2014-0130 

Hwang, Y., Al-Arabiat, M., & Shin, D. (2016). Understanding technology acceptance in 

a mandatory environment: A literature review. Information Development, 32, 

1266-1283. doi:10.1177/0266666915593621 

Hyett, N., Kenny, A., & Dickson-Swift, V. (2014). Methodology or method? A critical 

review of qualitative case study reports. International Journal of Qualitative 

Studies on Health and Well-Being, 9. doi:10.3402/qhw.v9.23606 

Jamshed, S. (2014). Qualitative research method-interviewing and observation. Journal 

of Basic and Clinical Pharmacy, 5(4), 87. doi:10.4103/0976-0105.141942 

Jones, S. L., & Van de Ven, A. H. (2016). The changing nature of change resistance: An 

examination of the moderating impact of time. Journal of Applied Behavioral 

Science, 52, 482-506. doi:10.1177/0021886316671409 

Jost, J. T. (2015). Resistance to change: A social psychological perspective. Social 

Research, 82, 607-636,860. Retrieved from http://socres.org 

Kaushik, A. K. & Rahman, Z. (2015). An alternative model of self-service retail 

technology adoption. Journal of Services Marketing, 29, 406-420. 

doi:10.1108/jsm-08-2014-0276 

Khatoon, S., & Farooq, A. (2015). Employees’ attitude toward change and organizational 

performance. Prestige International Journal of Management and Research, 

7(2/1), 39. Retrieved from http://www.pimrindore.ac.in/i-Journal.html 

Kim, J., & Gatling, A. (2018). The impact of using a virtual employee engagement 



92 

 

platform (VEEP) on employee engagement and intention to stay. International 

Journal of Contemporary Hospitality Management, 30, 242-259. 

doi:10.1108/IJCHM-09-2016-0516 

Kirkwood, A., & Price, L. (2013). Examining some assumptions and limitations of 

research on the effects of emerging technologies for teaching and learning in 

higher education. British Journal of Education Technology, 44, 536-543. 

doi:10.1111/bjet.12049 

Koch, L. C., Niesz, T., & McCarthy, H. (2014). Understanding and reporting qualitative 

research: An analytical review and recommendations for submitting authors. 

Rehabilitation Counseling Bulletin, 57(3), 131-143. 

doi:10.1177/0034355213502549 

Kurfali, M., Arifoğlu, A., Tokdemir, G., & Paçin, Y. (2017). Adoption of e-government 

services in Turkey. Computers in Human Behavior, 66, 168-178. 

doi:10.1016/j.chb.2016.09.041 

Latta, G. F. (2015). Modeling the cultural dynamics of resistance and facilitation. Journal 

of Organizational Change Management, 28(6), 1013-1037. doi:10.1108/jocm-07-

2013-0123 

Leung, L. (2015). Validity, reliability, and generalizability in qualitative research. 

Journal of Family Medicine and Primary Care, 4(3), 324. doi:10.4103/2249-

4863.161306 

Lewis, S. (2015). Qualitative inquiry and research design: Choosing among five 

approaches. Health Promotion Practice, 16(4), 473-475. 



93 

 

doi:10.1177/1524839915580941 

Li, M. H., & Feeney, M. K. (2014). Adoption of electronic technologies in local US 

governments: Distinguishing between e-services and communication 

technologies. American Review of Public Administration, 44, 75-91. 

doi:10.1177/0275074012460910  

Li, J., Liu, M., & Liu, X. (2016). Why do employees resist knowledge management 

systems? An empirical study from the status quo bias and inertia perspectives. 

Computers in Human Behavior, 65, 189-200. doi:10.1016/j.chb.2016.08.028 

Liu, G. W., Wang, E., & Eng Huang Chua, C. (2015). Leveraging social capital to obtain 

top management support in complex, cross-functional IT projects. Journal of the 

Association for Information Systems, 16(8), 707-737. Retrieved from 

http://aisel.aisnet.org/jais/ 

Lincoln, Y. S., and Guba, E. G. (1985). Naturalistic Inquiry. Newbury Park, CA: Sage 

Publications. 

MacDonald, K., & Montford, K. S. (2014). Eating animals to build rapport: Conducting 

research as vegans or vegetarians. Societies, 4, 737-752. doi:10.3390/soc4040737 

Mandal, J., & Parija, S. C. (2014). Informed consent and research. Tropical Parasitology, 

4(2), 78. doi:10.4103/2229-5070.138533 

Mapesa, N. M. (2016). Health information technology implementation strategies in 

Zimbabwe (Doctoral dissertation). Retrieved from ProQuest Dissertations & 

Thesis Full Text Database. (UMI No. 1807971383) 

Marangunić, N., & Granić, A. (2015). Technology acceptance model: A literature review 



94 

 

from 1986 to 2013. Universal Access in the Information Society, 14, 81-95. 

doi:10.1007/s10209-014-0348-1 

Mariano, S. & Casey, A. (2015). Is organizational innovation always a good thing? 

Management Learning, 46, 530-545. 10.1177/1350507615569429 

Marshall, B., Cardon, P., Poddar, A., & Fontenot, R. (2013). Does sample size matter in 

qualitative research?: A review of qualitative interviews in IS research. Journal of 

Computer Information Systems, 54, 11-22. doi:10.1080/08874417.2013.11645667 

Marshall, C., & Rossman, G. B. (2016). Designing qualitative research (6th ed.). 

Thousand Oaks, CA: Sage. 

Martins, C., Oliveira, T., & Popovič, A. (2014). Understanding the Internet banking 

adoption: A unified theory of acceptance and use of technology and perceived risk 

application. International Journal of Information Management, 34, 1-13. 

doi:10.1016/j.ijinfomgt.2013.06.002 

McDermid, F., Peters, K., Jackson, D., & Daly, J. (2014). Conducting qualitative research 

in the context of pre-existing peer and collegial relationships. Nurse Researcher, 

21(5), 28-33. doi:10.7748/nr.21.5.28.e1232 

McGuinness, S., & Cronin, H. (2016). Examining the relationship between employee 

indicators of resistance to changes in job conditions and wider organisational 

change: evidence from Ireland. Evidence-Based HRM, 4, 30-48. 

doi:10.1108/ebhrm-04-2015-0013 

Memarzadeh, F., Blum, S. C., & Adams, C. (2016). Business travelers’ intention to 

purchase: The application of technology acceptance model (TAM). Journal of 



95 

 

Quality Assurance in Hospitality & Tourism, 17(4), 412-424. 

doi:10.1080/1528008x.2015.1096755 

Miller, J. A. (2017). Strategies for U.S. city government enterprise resource planning 

system implementation success (Doctoral Dissertation). Retrieved from ProQuest 

Dissertations & Theses Global. (UMI No. 10256939) 

Mishra, D., Akman, I., & Mishra, A. (2014). Theory of reasoned action application for 

green information technology acceptance. Computers in Human Behavior, 36, 29-

40. doi:10.1016/j.chb.2014.03.030 

Mitchell, L. D., Parlamis, J. D., & Claiborne, S. A. (2015). Overcoming faculty 

avoidance of online education: From resistance to support to active participation. 

Journal of Management Education, 39, 350-371. doi:10.1177/1052562914547964 

Mo, J., & He, W. (2015). The organizational change dilemma of ERP implementation in 

a small manufacturing company. Journal of Business Case Studies (Online), 11, 

95-n/a. doi:10.19030/jbcs.v11i3.9273 

Morgan, S. J., Pullon, S. R., Macdonald, L. M., McKinlay, E. M., & Gray, B. V. (2017). 

Case study observational research: A framework for conducting case study 

research where observation data are the focus. Qualitative health research, 27(7), 

1060-1068. doi:10.1177/1049732316649160 

Morin, A. J., Meyer, J. P., Belanger, E., Boudrias, J., Gagne, M., & Parker, P. D. (2016). 

Longitudinal associations between employees’ beliefs about the quality of the 

change management process, affective commitment to change and psychological 

empowerment. Human Relations, 69, 839-867. doi:10.1177/0018726715602046 



96 

 

Morse, J. M. (2015a). Critical analysis of strategies for determining rigor in qualitative 

inquiry. Qualitative health research, 25, 1212-1222. 

doi:10.1177/1049732315588501 

Morse, J. M. (2015b). “Data were saturated...” Qualitative Health Research, 25, 587-588. 

doi:10.1177/1049732315576699 

Moustakas, C. (1994). Phenomenological research methods. Thousand Oaks, CA: Sage 

Publications Inc. 

Muk, A., & Chung, C. (2015). Applying the technology acceptance model in a two-

country study of SMS advertising. Journal of Business Research, 68, 1-6. 

doi:10.1016/j.jbusres.2014.06.001 

Muo, I. (2014). The other side of change resistance. International Review of Management 

and Business Research, 3, 96-112. Retrieved from http://www.irmbrjournal.com/ 

Nabavi, A., Taghavi-Fard, M. T., Hanafizadeh, P., & Taghva, M. R. (2016). Information 

technology continuance intention: A systematic literature review. International 

Journal of E-Business Research (IJEBR), 12(1), 58-95. 

doi:10.4018/ijebr.2016010104 

Nelson, R. R., & Morris, M. G. (2014). IT project estimation: Contemporary practices 

and management guidelines. MIS Quarterly Executive, 13, 15-31. Retrieved from 

http://www.misqe.org 

Nguyen, T. H., Newby, M., & Macaulay, M. (2015). Information technology adoption in 

small business: Confirmation of a proposed framework. Journal of Small Business 

Management, 53, 207-227. doi:10.1111/jsbm.12058 



97 

 

Nilsen, E. R., Dugstad, J., Eide, H., Monika, K. G., & Eide, T. (2016). Exploring 

resistance to implementation of welfare technology in municipal healthcare 

services - a longitudinal case study. BMC Health Services Research, 16. 

doi:10.1186/s12913-016-1913-5 

Nonaka, I., Chia, R., Holt, R., & Peltokorpi, V. (2014). Wisdom, management and 

organization. Management Learning, 45, 365-376. 

doi:10.1177/1350507614542901 

O’Brien, B. C., Harris, I. B., Beckman, T. J., Reed, D. A., & Cook, D. A. (2014). 

Standards for reporting qualitative research: A synthesis of recommendations. 

Academic Medicine, 89(9), 1245-1251. doi:10.1097/ACM.0000000000000388 

Oh, J., & Yoon, S. J. (2014). Validation of haptic enabling technology acceptance model 

(HE-TAM): Integration of IDT and TAM. Telematics and Informatics, 31(4), 

585-596. doi:10.1016/j.tele.2014.01.002 

Ostergren, Jenny E., Michele C. Gornick, Deanna Alexis Carere, Sarah S. Kalia, Wendy 

R. Uhlmann, Mack T. Ruffin, Joanna L. Mountain, Robert C. Green, J. Scott 

Roberts, & PGen Study Group. (2015). How well do customers of direct-to-

consumer personal genomic testing services comprehend genetic test results? 

Findings from the impact of personal genomics study. Public Health Genomics, 

18(4), 216-224. doi:10.1159/000431250 

Oyelude, A. A., & Oladele, B. A. (2014). The leadership dimension in information and 

communication technology adoption in African libraries. Sage Open, 4(1), 1-9. 

doi:10.1177/2158244014522071 



98 

 

Pacho, T. (2015). Exploring participants’ experiences using case study. International 

Journal of Humanities and Social Science, 5(4), 44-53. Retrieved from 

http://www.ijhssnet.com/ 

Parasuraman, A. & Colby, C. L. (2015). An updated and streamlined technology 

readiness index: TRI 2.0. Journal of Service Research, 18(1), 59-74. 

doi:10.1177/1094670514539730 

Percy, W. H., Kostere, K., & Kostere, S. (2015). Generic qualitative research in 

psychology. Qualitative Report, 20(2), 76. Retrieved from http://www.nova.edu 

Pessu, N. (2015). Technological factors for the sustainability of the small business 

entrepreneur (Doctoral dissertation). Retrieved from ProQuest Dissertations & 

Thesis Full Text Database. (UMI No. 3683336) 

Pietkiewicz, I., & Smith, J. A. (2014). A practical guide to using interpretative 

phenomenological analysis in qualitative research psychology. Psychological 

Journal, 20(1), 7-14. doi:10.14691/cppj.20.1.7 

Pourrajab, M., Basri, R., Daud, S. M., & Asimiran, S. (2015). The resistance to change in 

implementation of total quality management (TQM) in Iranian schools. TQM 

Journal, 27, 532-543. doi:10.1108/tqm-04-2013-0044 

Rabogadi, T. A. (2017). Strategies information and communication technology managers 

use to build employee competencies (Doctoral dissertation). Retrieved from 

ProQuest Dissertations & Thesis Full Text Database. (UMI No. 10268465) 

Ram, A., Kurpad, A., & Swaminathan, S. (2014). Understanding the health behaviors of 

India’s information technology and business process outsourcing employees. 



99 

 

International Journal of Workplace Health Management, 7, 213-228. 

doi:10.1108/ijwhm-07-2013-0029 

Ramaseshan, B., Kingshott, R. P., & Stein, A. (2015). Firm self-service technology 

readiness. Journal of Service Management, 26, 751-776. doi:10.1108/josm-08-

2014-0216  

Rauschnabel, P. A., & Ro, Y. K. (2016). Augmented reality smart glasses: An 

investigation of technology acceptance drivers. International Journal of 

Technology Marketing, 11, 123-148. doi:10.1504/ijtmkt.2016.075690  

Rienties, B., Giesbers, B., Lygo-Baker, S., Ma, H. W. S., & Rees, R. (2016). Why some 

teachers easily learn to use a new virtual learning environment: A technology 

acceptance perspective. Interactive Learning Environments, 24, 539-552. 

doi:10.1080/10494820.2014.881394  

Rizzuto, T. E., Schwarz, A., & Schwarz, C. (2014). Toward a deeper understanding of IT 

adoption: A multilevel analysis. Information & Management, 51, 479-487. 

doi:10.1016/j.im.2014.02.005 

Robinson, O. C. (2014). Sampling in interview-based qualitative research: A theoretical 

and practical guide. Qualitative Research in Psychology, 11, 25-41. 

doi:10.1080/14780887.2013.801543 

Rogers, E. (1995). Diffusion of Innovations. New York, NY. Free Press. 

Rosenbaum, D., More, E., & Steane, P. (2016). A longitudinal qualitative case study of 

change in nonprofits: Suggesting a new approach to the management of change. 

Journal of Management & Organization, 23(01), 74-91. doi:10.1017/jmo.2016.6 

https://doi.org/10.1108/josm-08-2014-0216
https://doi.org/10.1108/josm-08-2014-0216
https://doi.org/10.1504/ijtmkt.2016.075690
https://doi.org/10.1080/10494820.2014.881394


100 

 

Runfola, A., Perna, A., Baraldi, E., & Gregori, G. L. (2016). The use of qualitative case 

studies in top business and management journals: A quantitative analysis of recent 

patterns. European Management Journal, 30, 1e12. 

doi:10.1016/j.emj.2016.04.001 

Sears, J., & Hoetker, G. (2014). Technological overlap, technological capabilities, and 

resource recombination in technological acquisitions. Strategic Management, 35, 

48-67. doi:10.1002/smj.2083 

Shahbaz, M., Gao, C., Zhai, L., Shahzad, F., & Hu, Y. (2019). Investigating the adoption 

of big data analytics in healthcare: The moderating role of resistance to 

change. Journal of Big Data, 6(1), 6. doi:10.1186/s40537-019-0170-y 

Shoraj, D., & Llaci, S. (2015). Motivation and its impact on organizational effectiveness 

in Albanian businesses. Sage Open, 5(2). doi:10.1177/2158244015582229 

Silva, P. (2015). Davis’ technology acceptance model (TAM) (1989). In M. Al-Suqri, & 

A. Al-Aufi (Eds.) Information seeking behavior and technology adoption: 

Theories and trends (pp. 205-219). Hershey, PA: Information Science Reference. 

doi:10.4018/978-1-4666-8156-9.ch013 

Simon, M. K., & Goes, J. (2013). Assumption, limitations, delimitations, and scope of the 

study (Doctoral dissertation, Dissertation and scholarly research: Recipes for 

success). Retrieved from www.dissertationrecipes.com 

Smith, B., & McGannon, K. R. (2017). Developing rigor in qualitative research: 

Problems and opportunities within sport and exercise psychology. International 

Review of Sport and Exercise Psychology, 1-21. 



101 

 

doi:10.1080/1750984x.2017.1317357 

Sofat, K., Kiran, R., & Kaushik, S. (2015). Management of organizational change and its 

impact on commitment: A study of select Indian IT companies. Global Business 

and Management Research, 7(3), 69-86. Retrieved from 

http://www.gbmr.ioksp.com/ 

Sook-Ling, L., Ismail, M. A., & Yee-Yen, Y. (2015). Information infrastructure 

capability and organizational competitive advantage. International Journal of 

Operations & Production Management, 35, 1032-1055. doi:10.1108/IJOPM-12-

2013-0553 

Stake, R. E. (1995). The art of case study research. Thousand Oaks, CA: Sage. 

Starnes, D. B. (2016). Exploring the influence of context on resistance to organizational 

change within a virtual faculty workforce (Doctoral dissertation). Retrieved from 

ProQuest Dissertations & Thesis Full Text Database. (UMI No. 1796065992) 

Stolnik, V., Hunjet, A., & Kozina, G. (2016, June). Organizational changes and the 

impact of stress on employees of local government. Paper presented at the meeting 

of INOMICS, Varazdin, Croatia. 

Tellidis, I., & Kappler, S. (2015). Information and communication technologies in 

peacebuilding: Implications, opportunities and challenges. Cooperation and 

Conflict, 51, 75-93. doi:10.1177/0010836715603752 

Thordardottir, B., Fänge, A. M., Lethin, C., Gatta, D. R., & Chiatti, C. (2019). 

Acceptance and use of innovative assistive technologies among people with 

cognitive impairment and their caregivers: A systematic review. BioMed 



102 

 

Research International, 2019, 1-19. doi:10.1155/2019/9196729 

Treem, J. W. (2015). Social media as technologies of accountability: Explaining 

resistance to implementation within organizations. American Behavioral Scientist, 

59, 53-74. doi:10.1177/0002764214540506 

U.S. Department of Health and Human Services. (1979). The Belmont report. Retrieved 

from http://www.hhs.gov/ohrp/humansubjects/guidance/belmont.html 

Vakola, M. (2016). The reasons behind change recipients’ behavioral reactions: A 

longitudinal investigation. Journal of Managerial Psychology, 31, 202-215. 

doi:10.1108/jmp-02-2013-0058 

van Hoeven, L. R., Janssen, M. P., Roes, K. C., & Koffijberg, H. (2015). Aiming for a 

representative sample: Simulating random versus purposive strategies for hospital 

selection. BMC medical research methodology, 15, 90-90. doi:10.1186/s12874-

015-0089-8 

van Nistelrooij, A., & de Caluwé, L. (2016). Why is that we know we have to-or want to-

change, but find ourselves moving around in circles? Journal of Management 

Inquiry, 25, 153-167. doi:10.1177/1056492615591853 

Venkatesh, V. (2000). Determinants of perceived ease of use: Integrating control, 

intrinsic motivation, and emotion into the technology acceptance model. 

Information Systems Research, 11, 342-365. doi:10.1287/isre.11.4.342.11872 

Venkatesh, V. and Davis, F.D. (2000). A theoretical extension of the technology 

acceptance model: Four longitudinal field studies. Management Science, 2, 186-

204. doi:10.1287/mnsc.46.2.186.11926 



103 

 

Venkatesh, V. and Morris, M. (2000). Why don’t men ever stop to ask for directions? 

Gender, social influence and their role in technology acceptance. Management 

Science, 2, 205-215. doi:10.2307/3250981 

Venkatesh, V., Morris, M. G., Davis, G. B., & Davis, F. D. (2003). User acceptance of 

information technology: Toward a unified view. MIS Quarterly, 425-478. 

Retrieved from http://www.misq.org 

Venkatesh, V., & Zhang, X. (2010). Unified theory of acceptance and use of technology: 

US vs. China. Journal of Global Information Technology Management, 13, 5-27. 

doi:10.1080/1097198x.2010.10856507 

Wallace, M., & Sheldon, N. (2015). Business research ethics: Participant observer 

perspectives. Journal of Business Ethics, 128(2), 267-277. doi:10.1007/s10551-

014-2102-2 

Wang, S., & Feeney, M. K. (2016). Determinants of information and communication 

technology adoption in municipalities. American Review of Public 

Administration, 46, 292-313. doi:10.1177/0275074014553462 

Williams, M. D., Rana, N. P., & Dwivedi, Y. K. (2015). The unified theory of acceptance 

and use of technology (UTAUT): A literature review. Journal of Enterprise 

Information Management, 28, 443-488. Retrieved from 

http://www.emeraldgrouppublishing.com/products/journals/journals.htm?id=jeim 

Wirtz, B. W., & Göttel, V. (2016). Technology acceptance in social media: Review, 

synthesis and directions for future empirical research. Journal of Electronic 

Commerce Research, 17, 97. Retrieved from http://www.jecr.org/ 



104 

 

Wong, G. K., W. (2016). The behavioral intentions of Hong Kong primary teachers in 

adopting educational technology. Educational Technology, Research and 

Development, 64, 313-338. doi:10.1007/s11423-016-9426-9 

Woods, M., Paulus, T., Atkins, D. P., & Macklin, R. (2016). Advancing qualitative 

research using qualitative data analysis software (QDAS)? Reviewing potential 

versus practice in published studies using ATLAS.ti and NVivo, 1994–2013. 

Social Science Computer Review, 34(5), 597-617. 

doi:10.1177/0894439315596311 

Yazan, B. (2015). Three approaches to case study methods in education: Yin, Merriam, 

and Stake. Qualitative Report, 20(2), 134-152. Retrieved from 

http://www.nova.edu 

Yeo, R. K., & Marquardt, M. J. (2015). Think before you act: Organizing structures of 

action in technology-induced change. Journal of Organizational Change 

Management, 28, 511-528. doi:10.1108/jocm-12-2013-0247 

Yilmaz, K. (2013). Comparison of quantitative and qualitative research traditions: 

Epistemological, theoretical, and methodological differences. European Journal 

of Education, 48, 311-325. doi:10.1111/ejed.12014 

Yin, R. K. (2017). Case study research and applications: Design and methods. (6th ed.). 

Thousand Oaks, CA: Sage Publications, Inc. 

Zamawe, F. C. (2015). The implication of using NVivo software in qualitative data 

analysis: Evidence-based reflections. Malawi Medical Journal, 27(1), 13-15. 

doi:10.4314/mmj.v27i1.4 



105 

 

Appendix: Interview Protocol 

 

Interview Protocol 

What you will do  What you will say—script  

Introduce the interview and set the 

stage—often over a meal or coffee  

Hello, my name is Monique Edwards, the 

researcher conducting this study. Thank 

you for consenting to participate in this 

study to explore strategies managers use 

to improve employees’ lack of acceptance 

of technological change. During the 

interview, you will be asked the following 

eight questions and possibly follow-up or 

clarifying questions. The interview is 

scheduled for 1-hour and I will respect 

your time and stay within the 1-hour 

timeframe. Following the interview, I will 

transcribe the interview and seek 

validation of accuracy from you. Feel free 

to ask me to clarify any questions asked if 

need. Do you have any questions before 

you begin?  

 Watch for nonverbal queues  

 Paraphrase as needed  

 Ask follow-up probing questions to 

become more in-depth  

 

1. What have been the main reasons 

or motivations for technological 

changes within the organization? 

2. What strategies did you use to 

improve employees’ lack of 

acceptance of technological 

changes within the organization? 

3. What motivational method worked 

best to encourage employees 

during the technological change 

process? 

4. How did employees respond to 

each method or technique used? 

5. What strategies do you 

recommend managers use when 

attempting to improve employees’ 

lack of acceptance of 

technological change? 

6. What strategies or steps do you 

recommend managers within the 

organization use when introducing 

and implementing technological 
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change? 

7. What challenges or barriers did 

you have to overcome to improve 

employees’ lack of acceptance of 

technological change? 

8. What other additional information 

would you like to add regarding 

strategies used to improve 

employees’ lack of acceptance of 

technological change within the 

organization? 

Wrap up interview thanking participant  Thank you so much for taking the time to 

meet with me and for participating in this 

study. I will reach out to you soon to seek 

your validation of the accuracy of my 

transcription of the interview and to ask 

clarifying questions. The follow-up 

contact will occur via telephone or e-mail. 

I look forward to our follow-up 

discussion. Thank you.  

Schedule follow-up member checking 

interview  

Thank you for participating in the initial 

interview. I would like to schedule a 

follow-up member checking interview to 

review, validate, and clarify the 

information I transcribed from our 

interview. Are you available this week to 

discuss the interview?  

Introduce follow-up interview and set the 

stage  

Thank you so much for taking the time to 

participate in a follow-up interview. The 

purpose of this interview is to clarify 

information received in the initial 

interview to ensure a complete 

understanding. Do you have any 

questions before we begin? 
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Share a copy of the succinct synthesis 

for each question.  

 

Bring in probing questions related to 

other information that you may have 

found—note the information must be 

related so that you are probing and 

adhering to the IRB approval.  

 

Walk through each question, read the 

interpretation and ask:  

 

Did I miss anything? Or, what would 

you like to add?  

The following transcription contains a 

succinct synthesis for each question 

asked in our initial interview. We will 

review each question and interpretation. 

I will ask questions related to other 

information that I may have found. I 

will also ask if I missed anything or if 

you would like to add additional 

information. Please feel free to chime in 

at any time. Thank you.  
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