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1| INTRODUCTION

in IT projects: a Multi-Stakeholder
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ABSTRACT

Purpose-This study evaluated how effectively key stakeholders (project
managers, team members, and clients) could predict I.T. project success.
Every stakeholder had an independent perspective on the project's success,
which made it possible to evaluate the project's success by considering all the
stakeholders' points of view.

Study Design/Methodology/Approach—-Two focus groups studied how
project managers, teams, and clients could determine I.T. project success. The
study focused on assessing I.T. project success from various perspectives. Five
to six stakeholders from different sectors with personal experience in I.T.
projects participated in that study.

Findings — The results suggested that successful I.T. projects that met
business goals, improved operational efficiency, and produced significant
returns on investments depended upon communication and teamwork, and
equal participation by all stakeholders, the project success would be
improved.

Practical Implications — The research implications for project management
strategies are that organizations could enhance their capacity to work
together and achieve project goals by incorporating multiple stakeholder
perspectives. This approach promoted creativity and encouraged IT solutions
that aligned with business objectives.

Originality/Novelty — Project managers monitored I.T. project execution to
balance corporate goals with technology demands. Project teams produced
high-quality deliverables and communicated well to overcome difficulties.
Clients preferred I.T. solutions that met their company objectives, improved
operational efficiency, and provided significant ROI.

Keywords: IT projects, Project success, IT projects-success, project
managers, teams, clients, multi perspective frameworks, outcomes, multi-
stakeholder perspective.

JEL Classification: M1,L2

Projects involving information technology (IT) facilitate organizational change and expansion. Annual
worldwide investments in IT are steadily rising. In 2024, global IT expenditures are expected to reach $5.1

trillion, up 8% from 2023, according to the most recent prediction (Gartner-Inc, 2024). For many years,

Pakistan's IT sector has been among the fastest growing in the world and is currently expanding. In the first

five months of the fiscal year 2023-24, Pakistan's information technology (IT) sector reported generating US
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$1,151.956 million in revenue from various IT services, marking a significant milestone. The most recent data
from the Pakistan Bureau of Statistics (PBS) shows a notable gain of 5.89%, above the US $1,087.929 million
generated during the previous fiscal year (Profit, 2024). Pakistan's remarkable 78% annual growth rate makes

it the fourth fastest-growing country globally (Raza, 2023). Most IT projects in Pakistan are outsourced from

other nations, and because labor costs are low here, many multinational corporations have set up their offshore
operations (Rehman et al., 2023). Globally, countries are attempting to create policies that will maximize the

potential of their IT sectors. The Pakistani government is aware of the potential and encourages the growth of
the global outsourcing industry's IT sector. These include income tax exemption for IT exports until June
2024, 100% repatriation of capital and dividends, and 100% equity ownership. The purpose of these
investments is to help the business accomplish its goals and objectives. Organizations may experience
multidimensional 1T-based change because of IT, and these changes are becoming more project-based or

configuration-based (Pumplun et al., 2019). Considering improvements in project management methods and

strategies, a substantial percentage of IT projects fail. Over time, the rate of IT failure has remained high

(Flyvbjerg, 2021). According to a KPMG study, 70% of firms have seen at least one project failure throughout

the year (Lim, 2020). Only 16.2% of projects were finished on schedule, under budget, and with all the

promised features (Friedrich & Quick, 2024). The remaining 31.1% of projects were canceled or abandoned,

while 52.7% went over budget, were late, or failed to deliver on promised features. The PwC Global Project

Management Survey included 10,640 projects from 200 organizations across 30 countries (Cohen, 2019). Just

2.5% of them achieved complete success. What happens to the remaining 97.5% of organizations? Either way,
the deadlines and budget were missed, or the goals and scope needed to be fulfilled. To date, no empirical
research or evidence has looked at the perspectives of the project manager, project team, and project clients to

explore their differing viewpoints and determine whether or not they lead to success (de Oliveira & Rabechini,

2019). It is a crucial viewpoint since research indicates that stakeholder expectations and requirements, which

often diverge from project management expectations, lead to the feeling of success (Turner, 2009). According

to Tereso et al. (2019), project methods and frameworks have improved project outcomes and helped to solve
low success rates by utilizing project-related knowledge.
In IT projects, the input received from teams, clients, and managers determines the duration, efficacy,

and success; it includes more than the project's budget and timeliness (Iriarte & Bayona, 2020), as in today's

rapidly changing IT world, a growing number of aspects, such as system functioning, user satisfaction,

alignment with business goals, and realizing expected benefits, should be considered when determining

success (Muneeb et al., 2019). To ensure the project’s success, project managers manage problems, encourage

teamwork, and coordinate technical requirements with business goals (Ghorbani, 2023). In any organization,
project managers play a critical role in influencing customers perceptions of the success of IT projects by
delivering outcomes that meet client expectations and addressing limitations, which need a diverse team with
a range of skills and knowledge must collaborate to develop a plan for achieving the most significant outcomes

for a project to be successful (Candido Da Silva et al., 2023). Each project team member is essential for success

by providing efficient results, clear communication, and effective problem-solving. The team's success is

significantly impacted by its cohesiveness, abilities, and motivation (DeLone & McLean, 2003). When a client
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hires I.T. projects to meet specific needs or opportunities, they have their unique viewpoint on the success of

those projects, and then success is measured by how well the solution meets their needs (Nagireddy, 2023).

Client success in project appraising will depend on usability, reliability, and system investment return (Josyula
et al., 2023). I.T. projects must recognize and consider the diverse viewpoints of numerous stakeholders that

play a vital role in promoting collaboration, innovation, and successful delivery of I.T. solutions within an

organization (Hussain et al., 2021). Therefore, it becomes essential to consider stakeholders because they can

directly or indirectly impact and influence the proceedings and success of the project (Tell et al., 2016). It is

imperative to use good stakeholder managing practices and ensure all participants’ communication
requirements are met to ensure their support and association, which increases the chance of project success

(Siems & Seuring, 2021). The researchers acknowledged that different stakeholders are involved in projects

and that as time passes, perceptions may change. As such, the project manager must deal with these issues. In
order to obtain insight into how success might be perceived beyond project completion, they examined success
months and years after the project's conclusion, going beyond the confines of the traditional project lifecycle

(Alvarenga et al., 2019). The study found that stakeholder management and involvement are essential to

project success based on critical success factors.

This research aims to present a comprehensive methodology grounded on literature that lowers the project
failure rate by aligning stakeholder views. Like critical path analysis, project management is frequently
criticized for being practitioner-oriented and rigorous because of its heavy reliance on technology tools

(Turner, 2009). In addition to identifying views from project managers, project teams, and stakeholder groups

regarding projects, this study offers a more thorough knowledge of project success. There is a need for
empirical study into the perspectives of various stakeholder groups, as seen by the disagreement among these
three groups' assessments of project success determinants. The strategy was chosen by combining a theme

analysis, coding framework, and rigorous literature research (Jupir et al., 2022). When analyzing perceptions

of success, it is pronounced using thematic analysis that success components and procedures need to be looked
at and improved. Despite visible failures, project management is characterized by an increasing number of
professional bodies, standards, processes, and tools. Many resources have been invested in novel approaches

to improve project success (Olawumi & Chan, 2019). Therefore, the goal of this article is to examine the

success factors that project stakeholders believe are crucial to the notion of "project successes.”" how various
stakeholders define success (the various criteria), the various elements they consider crucial to success, and
the various perspectives they have about the project's progress. Gaining an improved understanding of how
project success perceptions may be assessed can help stakeholders develop a common perspective on how to

raise the project success rate.

2 | LITERATURE REVIEW

Research has demonstrated that assessments of the literature help determine a project's effectiveness

(Jugdev & Mauller, 2005; Turner & Zolin, 2012). Industry perceptions of project failures indicate that further

study is necessary to guide practice (Kanski & Pizon, 2023). The complexity of IT projects makes it

challenging to define "success"” because stakeholders may have differing opinions about the significance of
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various criteria and how well a project performs in comparison to them (Rodney et al., 2009). For a thorough

understanding, it is necessary to investigate the viewpoints of key stakeholders (project managers, teams, and
clients) from multiple perspectives.

2.1 | Project managers perspective to Project Success

The success of a project is significantly influenced by the project manager's capacity to apply diverse
leadership philosophies in various situations and project kinds, making the project manager's efficiency
dependent on various circumstances and team characteristics (Chughtai et al., 2023; Khan et al., 2024;

Knights, 2021). Project managers must be adaptable in order to choose the best leadership style in response to
changes in specific scenarios if they are to succeed (Chughtai et al., 2023; Naseer et al., 2023; Pankratz &

Basten, 2014). In I.T. projects from different industry-based organizations, the project manager plays a vital

role in thinking that success is only associated with time, scope, and budget, as defined by Atkinson (1999),
The perception of project managers was grouped into a recurring theme in which budget and cost were

considered as factors in measuring project success (Barclay & Osei-Bryson, 2010), schedule and time (Jugdev

& Miiller, 2005), and quality (Tukel & Rom, 2001). The iron triangle (time, cost, quality) was used to assess

success in previous studies. Having a focus on stakeholders (customers, team members, and end users, (Muller
& Turner, 2007; Tukel & Rom, 2001) and being 'people-oriented' (Huang & Wang, 2006; Turner & Muller,

2005) are themes that are also consistent with the data in the previous sections. Regardless of whether the

technology works, implementing the software (Barclay & Osei-Bryson, 2010; Belassi & Tukel, 1996) was the

last recurring theme. Several research areas were explored once, including cooperation among project team

members (Cooke-Davies, 2002), establishing goals , product suitability, market feasibility (Barclay & Osei-

Bryson, 2010), managerial and emotional competence (Mduller & Turner, 2007), and commercial success of a

project (Barclay & Osei-Bryson, 2010), the support of top management, client consultation, the availability of

resources, agreement on success criteria between the project manager and end users (Belassi & Tukel, 1996),

impact on customers, business and direct success, and strategic potential (Jugdev & Miuller, 2005). Iriate and

Boyana (2020) explain that client satisfaction, system performance, information reliability, and individual
effect are all included in the methodology. Amies et al. (2024) also highlight the importance of stakeholder
satisfaction and organizational performance for IT project success and Ghobrani (2023) explains that project
managers frequently have different ideas about what defines success. Beyond set objectives, they could
additionally take into consideration team contentment, creativity, and contribution to corporate learning, and
their assessments of success are also impacted by the nature of the project, their values, and the atmosphere
inside the organization (Davis, 2014; Pinto & Slevin, 1988; Turner, 2009).

2.2 | Project teams’ perspective to Project Success

The study by Cooke-Davies (2002) found that the team can assess the project's success based on

collaboration within the team (Barclay & Osei-Bryson, 2010; Cheng et al., 2021). However, the owner only

recognized the need for communication, not collaboration, in the user/end-user/client/consumer/customer
stakeholder theme (Long, 2024). The study suggests that stakeholder groups need to work together to define
project success, which may account for the disparities in definitions of success throughout stakeholder groups

(Loss et al., 2020). Project Success, from a team viewpoint, extends beyond achieving project objectives as
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DeLone and McLean (2003) state that team members prioritize excellent information, user satisfaction, and
personal effect and emphasize the significance of information and system quality, user happiness, and
individual impact. Achievement, team relationships, and collaboration are essential factors in how they view
success, and the team's significance is frequently disregarded in the quest for project success (Davis, 2014). It

also highlights the importance of team relationships, teamwork, and a feeling of accomplishment. An
influential team culture promotes collaboration, minimizes misunderstandings, and collaborates efficiently to
conquer obstacles and accomplish shared objectives, and an environment that encourages creativity and
supports learning fosters growth (Edmondson, 2018; Ghorbani, 2023; Turner, 2009). Empowering and

motivating teams to excel in IT projects involves shifting focus from technical aspects to acknowledging the

significance of team dynamics, communication, and personal development (Josyula et al., 2023).

2.3 | Project client’s perspective to Project Success
Clients view project success as achieving their business objectives and tangible outcomes. As Ika and
Pinto (2022) highlight, achieving tangible business objectives and showing how this reduces costs, improves

decision-making, and ultimately increases productivity is imperative (Barclay & Osei-Bryson, 2010).

Increasing efficiency, cost savings, improved decision-making, and meeting predefined requirements

contribute to client project success (Iriarte & Bayona, 2020). The primary themes were communication
(Belassi & Tukel, 1996) and client perception of stakeholder satisfaction (acceptance and meeting needs)
(Mdller & Turner, 2007; Pinto & Prescott, 1990; Turner et al., 2009). According to Munns and Munns and
Bjeirmi (1996), there was just one other recurrent pattern, and that was the client using the result. Turner et al.

(2009) considered repeat business, as well as time and cost (Bryde & Robinson, 2005). According to the users

(including end users, consumers and customers), quality (defined as meeting user needs) was the most

recurrent theme (Jugdev & Miiller, 2005; Munns & Bjeirmi, 1996; Turner et al., 2009). Another recurring

theme was close co-operation/interaction (Cooke-Davies, 2002; Tukel & Rom, 2001). In addition to perceived

values (Jugdev & Muller, 2005), the project was well accepted by users (Lim & Mohamed, 1999), Users

utilized the finished product or project (Munns & Bjeirmi, 1996), and the project was sold to its intended

consumer (Pinto & Prescott, 1990), It also satisfied the functional and technical requirements (Tishler et al.

1996), offered the asset's benefit, and yielded benefits in terms of availability, dependability, maintainability,
cost, and time (Turner et al., 2009). The project must demonstrate tangible value to the client (Ghorbani, 2023).

Clients can assess the project's impact and return on investment (ROI) by monitoring specific, achievable

outcomes (DeLone & McLean, 2003) and guaranteeing project outcomes meet customers' expectations; it is

crucial to comprehend how clients define and pursue success. As a result, clients may struggle to manage

change, align internal stakeholders, and measure the true impact of the project (Ghorbani, 2023). Despite these

challenges, there are opportunities for adopting a broader definition of success, encouraging collaboration,

and leveraging technology to help stakeholders achieve a common goal (Berrone et al., 2023). I.T. projects

are successful when project managers, teams, and clients understand their perspectives (Unegbu et al., 2022).

Implementing a comprehensive approach that acknowledges the interrelated nature of different views can

achieve success in |.T. projects.
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2.4 | Research Questions

RQL. What do project managers consider when assessing IT project success?
RQ2. Do IT project teams have different definitions of IT project success?
RQ3. How do clients evaluate the IT project's success?

2.5 | Contingency and Stakeholder Theories
Based on contingency and stakeholder theories, we know that different stakeholders may have different
perceptions of the project outcomes for different projects (Davis, 2018). The project manager (a senior

manager in charge) may have a different perspective than the project funder or client (Zwikael & Meredith,

2019). The contingency theory was derived from systems theory (Aragon-Correa & Sharma, 2003; Galbraith,

1974; Lawrence & Lorsch, 1967). It proposes that the present and future demands dictate each project's

structure. The use of the contingency theory in project management (Anbari, 1985; Bredillet, 2007; Séderlund,

2002). The project managers, senior managers, end users, and those receiving and utilizing the final output are
the stakeholder groups typically identified in the project management literature as being utilized to evaluate
project success. The conceptual frameworks used to study project success are similar, according to a review

of the literature on projects supported by contingency theory, in that they depend on a variety of accepted

contingencies (like "time," "cost," "quality," "performance," "safety," "benefits,” "financial," "internal

business processes,” "learning and growth," and "customer satisfaction") across the organization. However,
the success or failure of the project is determined by the project manager's perception of these contingencies
(Morris et al., 2011). As an outcome, Turner et al. (2010) developed the "contingency perspective.”

Stakeholder groups' changing characteristics for specific projects are a highly common contingency to
manage, meaning that practices must always be adjusted (Anbari, 1985; Bredillet, 2007; Stéderlund, 2002).

The fact that project managers are assigned to every project may help to explain why they are frequently the
only stakeholder group addressed when determining the success of a project. The utilization of diverse
stakeholders' perspectives of project success has received minimal investigation, possibly because this element
lacks a framework for measurement.

The stakeholder theory came into psychology (Mitroff, 1983). Afterward, Freeman and Moutchnik

(2013) expanded and applied it to organizational strategy and strategic management. Thus, stakeholder
participation and involvement greatly enhance the effectiveness of the organization. Therefore, according to
the stakeholder theory, various organizations and individuals, including project managers, teams, users, others,
and anyone else who can influence the project’s progress, success, and end, would be considered project actors

(Freeman, 2010). The theory focuses on how stakeholder groups within an organization manage their interests

and the power and influence that are attributed to them. Since the organization needs to generate a profit for
its investors and prioritize their needs, shareholders are traditionally seen as significant. In the stakeholder
theory, value should be generated for all parties that have the potential to impact the business, such as suppliers

and consumers (Freeman et al., 2010). Because it informs project managers on how to boost stakeholder

involvement and participation in any project, which may result in project success, stakeholder theory may thus

also be used in project management. The key to success could include stakeholders at every project life cycle
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step, particularly during planning and requirement analysis. The chance of the project's success can be
increased by explaining to project stakeholders the project's goal and strategy and how stakeholder
management and engagement may lead to success.

The three stakeholder groups selected for the study are shown in Figure 1, along with their impact and
link to the outcome. That suggests that the interactions between individuals working at various hierarchical
organizational levels impact achievement. Empirical research evaluates the interactions between the project
manager, project team, and project client stakeholder groups by looking at the similarities and contrasts in
their perspectives of project success. The results will show which groups have tremendous success in common,
if industrial success is consistent with that found in academic literature, and whether there are any specific
areas where the three stakeholder groups' perceptions of success differ significantly. The current study
suggests that several stakeholders should be included and questions the idea that a small group of stakeholders,
typically only the project manager, can decide whether a project is successful or unsuccessful. In addition, it
investigates the potential for creating a novel multiple-stakeholder theoretical model, which would allow for
monitoring and evaluating a project's success or failure from the standpoint of several stakeholders instead of

just the project manager.

Figure 1

Stakeholders for Project Success Model

Project Manager
Perceptions

Project Team . q
Perceptions

Project Client
Perceptions

A
v

$$929Nng 193(0.d

A

Outcomes
Perception of project success
Success areas for improvements

3 | METHODOLOGY & DESIGN

This research investigated project success from the perspectives of project managers, teams, and clients
using focus groups. Three main themes emerged from these focus group data thematic analysis (manual). In
order to better understand the success of information technology projects, this study investigated the viability

and validity of a model employing focus group studies (FGS) (Subiyakto et al., 2015), also used a theme

analysis and coding methodology research to examine project success variables and stakeholders (Davis,
2014).
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3.1 | Research Design

This study examined various perspectives of teams, clients, and project managers about the success of
I.T. projects. The researcher examined essential stakeholders' different standards and expectations to
understand how project success was defined and perceived in the context of I.T. projects. It employs a
gualitative and exploratory strategy, focusing on these critical stakeholders' expectations and standards.
Understanding human perspectives in their natural settings was a common strategy necessary for qualitative
research to present a complete picture of the situation (Creswell & Creswell, 2017). Also, some other

researchers explain that making connections and developing new theories was much easier using this approach
(Smith & McGannon, 2018) before deciding on the qualitative technique, which helps delve further into the

data and comprehend the value individuals attach to their experiences. Numerous qualitative traditions,

including contexts of inquiry, examine participants' understanding of the topic under study (Gibbs, 2014).

3.1 | Sample and Sampling Techniques
A two-group (five to six critical stakeholders experience within the 1.T. projects) was carried out which

were selected through a purposive sampling method to find out how project managers, teams, and clients can

determine the success of I.T. projects (Campbell et al., 2020; Etikan et al., 2016). Purposive sampling
techniques steer clear of random sampling and ensure that some instances of individuals who may be included
are included in the research study's final sample. Using a purposive strategy is justified by the presumption
that, in light of the study's goals and objectives, specific categories of individuals may have significant and
divergent opinions regarding the concepts and problems under investigation, necessitating their inclusion in
the sample (Mason, 2017; Robinson, 2014).

This varied group supported in-depth and focused conversations because every group was the same, and

people never felt pressured to fit in. Focus groups can be conducted individually to acquire different
perspectives from stakeholders (Gregory et al., 2020). Scholars used focus groups to bring people together for

discussion who have similar traits or experiences (Krueger & Casey, 2015). The focus group study employed

a purposive sampling technique described by (Palinkas et al., 2015). Participants were selected based on their

expertise in I.T. projects, specific roles (project manager, team member, or client), and availability. The data

collection persisted until no new information or topics arose (Guest et al., 2006). A semi-structured interview

guide facilitated open-ended focus group discussions with project managers, teams, and clients; the
conversations were documented and converted into written form for examination. A thematic analysis
(manual) was conducted based on the information obtained from the focus groups to identify themes and

patterns (Braun & Clarke, 2006). It provided perspectives on the key factors contributing to the success of

projects from project managers, teams, and clients involved in 1. T. projects.
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Table 1
Focus Group 1: Project Managers, Team Members, and Clients
. Years of .
Interviewee Role Industry Experience No of projects
. Information
PM-1 Project manager 1 Technology 10 15 (Managed)
. Software
PM-2 Project manager 2 Development 8 12 (Managed)
T™M-1 Team Member 1 Information 5 8 (Involved)
Technology

TM-2 Team Member 2 Data Analytics 20 10 (Involved)
C-1 Client 1 Telecommunications 5 3 (Engaged In)
C-2 Client 2 E-commerce 8 5 (Engaged In)

Table 2

Focus Group 2: Project Managers, Team Members, and Clients
Interviewee Role Industry \E(ears_ of No of projects

Xperience

PM-3 Project manager 3 Cybersecurity 12 20 (Managed)
PM-4 Project manager 4 Cloud Computing 9 13 (Managed)
TM™M-3 Team Member 3 Information Technology 11 18 (Involved)
TM-4 Team Member 4 Designer 8 17 (Involved)
C-3 Client 3 Automotive 4 5 (Engaged In)
C-4 Client 4 Healthcare 6 7 (Engaged In)

3.2 | Data collection

Data collection from a focus group study on IT project success involves several steps to ensure valuable
insights were obtained and use purposive sampling to select participants with IT project experience as project
managers, team members, or clients to ensure diversity in roles, experiences, and project types. To maintain a
conducive environment that was comfortable, private, and minimally distracting. This semi-structured
interview guide explores the different perspectives concerning stakeholders (project manager, teams, and
client) to success. Audio-visual equipment captured verbal responses, non-verbal cues, and group dynamics.
The data was then accurately transcribed and analyzed, and critical points, participant interactions, and any
observations that could not be captured using an audio-visual recording were recorded. The purpose of the
study, confidentiality measures, and data usage were clearly explained. Identify patterns, themes, and ideas
related to project success from the perspectives of stakeholders, project managers, teams, and clients. It was

done through transcription and analysis of audio recordings. Participant confidentiality, privacy, and autonomy

were maintained throughout the data collection (Kitzinger, 1995).
3.3 | Data coding and analysis
It was essential to convert unprocessed qualitative data into insightful findings in order to analyze

correctly and code the focus group results (Palinkas et al., 2015) and also to build fundamental knowledge;
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the method was a thematic analysis (manual) entails attentively immersing oneself in the material through a
comprehensive transcript study. First, the codes were used to record important concepts, words, and themes
without restrictions, enabling an in-depth examination. Then, axial code was used to group these initial
classifications into more comprehensive categories, making organizing the data into comprehensible portions
easier. Secondly, creating key categories that capture evolving major themes allows for further refining and
provides a more in-depth examination; also, the study contrasts and analyzes various data segments, revealing
connections between codes, categories, and topics and helping to improve the coding structure. Creating a
memo to record observations and theories helps to promote a better understanding and goes hand in hand with
this procedure. In addition, looking for recurrent themes and links among instances, codes, and categories
reveals underlying themes and linkages and adds to a thorough data synthesis. In order to strengthen the
validity of interpretations, validation was subsequently guaranteed by reviewing the initial data and requesting

participant input (Iriarte & Bayona, 2020).

4 | RESULTS AND ANALYSIS

The project goals and objectives needed to be clear, and everyone involved needed to be on the same
page; any inconsistency resulted in higher expenses, disputes, and rework. In the project, the teams working
together, and a robust communication channel are deemed crucial for the successful completion of the project.
Poor leadership causes lower productivity, uncertainty, and a lack of direction. The success of an I.T. project
depends on both human and technological aspects, which obtain the best outcomes; project managers need to
strike a balance between technical competence and soft abilities. The purposive sampling, focus groups, and
thematic analysis contributed to the study's conclusions and made this study more significant. A successful
I.T. project requires technical and interpersonal attention to achieve the best results; project managers need to
balance hard and soft capabilities, and to enhance its credibility further, participant checks were used to

authenticate the results.
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Figure 2
Manual Thematic Analysis

sate Dimensions 1st Order Concepts

In my experience, team satisfaction and engagement are absolutely crucial for achieving successful project outcomes. A
Team satisfaction and engagement F1-PM1 |team that is motivated, engaged, and feels valued is more likely to be productive, innovative, and adaptable throughout the
project lifecycle.

In today's rapidly evolving technological landscape, fostering innovation and learning is no longer a "nice to have" in IT
projects; it's a critical driver of success.

'While ensuring the project meets its immediate goals (time, budget, scope) is crucial, | believe a successful IT project goes
Contributing to organizational goals F2-PM4  |beyond that. It's equally important to ensure that the project aligns with and contributes to the broader strategic goals of the
organization

From my perspective as a team member, information and system quality are absolutely critical for successful project
Information and system quality F2-TM-3 |outcomes. When the information we work with is accurate, complete, and readily available, and the system we're building
functions as intended, it makes a significant difference in our ability to deliver a successful project.

In my experience, user satisfaction and adoption are paramount for a successful IT project. While delivering a technically
sound system is crucial, ultimately, its value lies in how well it meets the needs and expectations of the users.

In my opinion, individual impact and growth are intimately connected to successful IT project outcomes. When team
Individual impact and growth F1-TM-1 |members feel they've contributed meaningfully and developed their skills and knowledge throughout the project, ithas a
positive impact on both individual motivation and the overall project success.

From my perspective, alignment with strategic objectives is absolutely critical for successful IT projects. Ultimately, IT
Alignment with strafegic objectives F1-C-1 |projects are investments we, as clients, make to achieve specific business goals. If the project doesn't contribute directly to
our organization's strategic objectives, it can be considered a failure, regardless of meeting its immediate deliverables.

Project Manager Fostering innovation and learning F1-PM2

Teams User satisfaction and adoption F1-TM-2

From my perspective, achieving tangible business outcomes and value creation is the ultimate measure of success for any IT
Tangible busimess outcomes and value creation F1-C-2 |project commissioned by a client. While meeting deadlines, budgets, and technical specifications is important, the true
success lies in demonstrably improving our business operations and generating value for the organization.

From my perspective, demonstrating a positive return on investment (ROI) and achieving a lasting long-term impact are the
hallmarks of a truly successful IT project for a client. While meeting deadlines, budgets, and technical specifications is
essential, the true measure of success lies in guantifiably improving our organization's financial position and future
prospects.

Client

Return on mvestment (ROI) and long-term impact F2-C-3

Figure 3
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4.1 | Project Managers' Perspective
Project managers are prioritized, and successful results are delivered. Their goals go beyond time, budget,
and scope to include team satisfaction, innovation, and organizational goals. Also, a successful project

manager always meets objectives within the budget, timeline, and scope (Bannerman, 2008).

“In my experience, team satisfaction and engagement are absolutely crucial for achieving successful project
outcomes. A team that is motivated, engaged, and feels valued is more likely to be productive, innovative, and
adaptable throughout the project lifecycle.” (PM-1)

“In today's rapidly evolving technological landscape, fostering innovation and learning is no longer a "nice

to have™ in IT projects; it's a critical driver of success.” (PM-2)
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“While ensuring the project meets its immediate goals (time, budget, scope) is crucial, I believe a successful
IT project goes beyond that. It's equally important to ensure that the project aligns with & contributes to the
broader strategic goals of the organization.” (PM-4)

4.2 | Project Teams' Perspective
Teams perceive success as meeting technical milestones and fostering effective collaboration. They focus

on user satisfaction, information quality, and individual impact. Teams also value a transparent

communication system, learning opportunities, and recognition of contributions (Bannerman, 2008).

“From my perspective as a team member, information and system quality are absolutely critical for successful
project outcomes. When the information we work with is accurate, complete, and readily available, and the
system we're building functions as intended, it makes a significant difference in our ability to deliver a
successful project.” (TM-2)

“In my experience, user satisfaction and adoption are paramount for a successful IT project. While
delivering a technically sound system is crucial, ultimately, its value lies in how well it meets the needs and
expectations of the users.” (TM-3)

“In my opinion, individual impact and growth are intimately connected to successful IT project outcomes.
When team members feel they've contributed meaningfully and developed their skills and knowledge
throughout the project, it has a positive impact on both individual motivation and the overall project
success.” (TM-1)

4.3 | Clients' Perspective

Clients evaluate project success based on value delivery, business objectives, and ROI. They focus on
achieving strategic objectives, delivering tangible business results, and creating long-term value. Their
priorities are aligned with their business goals. Efforts are prioritized based on organizational goals,

competitive advantage, and end-user requirements (Bannerman, 2008).

“From my perspective, alignment with strategic objectives is absolutely critical for successful IT projects.
Ultimately, IT projects are investments we, as clients, make to achieve specific business goals. If the project
doesn't contribute directly to our organization's strategic objectives, it can be considered a failure,
regardless of meeting its immediate deliverables.” (C-1)

“From my perspective, achieving tangible business outcomes and value creation is the ultimate measure of
success for any IT project commissioned by a client. While meeting deadlines, budgets, and technical
specifications is important, the true success lies in demonstrably improving our business operations and
generating value for the organization.” (C-2)

“From my perspective, demonstrating a positive return on investment (ROI) and achieving a lasting long-
term impact are the hallmarks of a truly successful IT project for a client. While meeting deadlines, budgets,
and technical specifications is essential, the true measure of success lies in quantifiably improving our

organization's financial position and future prospects.” (C-3)
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Figure 4
Framework of I.T Project Success according to Multi-Stakeholder Perspective
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5 | DISCUSSION

In L.T. projects, project success is multifaceted. Managing 1.T. projects requires understanding diverse
perspectives from project managers, teams, and clients, as well as implementing strategies to communicate,
collaborate, and measure after comparing to the traditional definition of project success, which focuses only
on time, budget, and scope (the iron triangle), the study's findings explain a broader spectrum of outcomes in

I.T. project success (Yadav & Panda, 2022). A project manager takes control of everything, such as

encouraging creativity, promoting team contentment, and providing output for organizational growth. It helps

project managers succeed and deliver sustainable and impactful results (Maurer et al., 2021). On the other

hand, the team members prioritize individual efficiency, customer satisfaction, and the quality of the
information related to the project, and the customer focuses on high priority on accomplishing goals,

measurable results, and long-term value creation between the other stakeholders (Fortino et al., 2020). The

multiple points of view or perceptions can help create collaboration technology and communication strategies
that cater to the needs of particular stakeholders. Also, projects conducted with transparency, mutual

understanding, and trust produce more significant results (Yates et al., 2021). Customizing stakeholder

management strategies also ensures risk minimization, productive dialogues, and open communication to
prevent future conflicts resulting from differing views on success. Every individual point of view in the
organization matters, and to achieve multifaceted success in I.T. projects, companies need to foster a culture

of cooperation, open communication, and ongoing learning (Rusconi, 2019).

5.1 | Conceptual Framework

The objective of this framework was to represent the perspectives of project managers, teams, and clients
in the complex nature of successful I.T. projects with greater emphasis on stakeholder participation,
cooperation, and accomplishing goals above technical delivery, going beyond the conventional iron triangle

of time, budget, and scope. L.T. project success in this framework, considering stakeholders’ points of view,
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such as encouraging ownership, cooperation, and communication, was addressed, and it encouraged a
comprehensive approach. The multi-perspective project success framework is a helpful and informative
starting point for 1.T. project success. Researchers determine that different stakeholders may have varying
perspectives on the project successes for different projects based on stakeholder and contingency theories,
pointing out that the client or project investor might see the project from an entirely different perspective than
the project manager (Mashali et al., 2023). By recognizing stakeholders' divergent perspectives, emphasizing

teamwork, and using a comprehensive assessment methodology, project managers may effectively negotiate
the complex aspects of information technology projects and ensure successful outcomes for every stakeholder.
5.2 | Implications
This research was grounded in contingency and stakeholder theory, which emphasizes the significance

of fulfilling stakeholder needs (Harrison et al., 2010; Leisyte & Westerheijden, 2014) and acknowledges that

there are multiple approaches to project management (Anbari, 1985; Bredillet, 2007; Séderlund, 2002). When

project managers use contingency theory, they have to cope with contradictory feedback from various
stakeholders, which can make the project appear unsuccessful. It is suggested to create a new multiple-
stakeholder theoretical model with stakeholder opinion at its core, one in which project success is measured
using hitherto unexplored dimensions that have developed from the opinions of experts and practitioners.
Because the concept is based on anonymity, it prevents conflict amongst stakeholders while allowing their
opinions to be expressed and considered for the best possible project conclusion. The agreement to exploit the
success of specific initiatives will be made possible by compiling opinions by an unbiased third party. To
support the assertion that it would be stakeholder-centered, the model will employ a viewpoint that all
stakeholders acknowledge as essential to project success rather than a perspective obtained from a single
stakeholder group. As a result, by changing how success is perceived, this method will improve the dynamic
involvement of stakeholders and the capacity to adapt to potentially shifting goals of various stakeholders. It
is suggested that by utilizing the model, organizations can select success perceptions more precisely, resulting
in better decision-making, employee motivation, and, ultimately, a more productive organizational culture, all
of which will support the successful completion of projects. There is no single documented stakeholder-
centered approach in the project management literature. When creating KPIs to ensure success perceptions are
satisfied, the model will include divergent opinions from various stakeholders, as demonstrated by the
interview findings.

The research uses contingency theory to demonstrate how effective project management relies on
understanding how internal and external elements will impact the ultimate result and how they may alter during
the project. According to this notion, successful project managers use their interpersonal talents to provide
stakeholders accountability and structure. The results of this study revealed evident differences in the views
of project management, project core team, and project client stakeholder groups on success. However, this
will only ensure success. The qualitative study's findings show that each stakeholder group prioritized distinct
project performance indicators and validated common assumptions among practitioners. That will develop a
multiple-stakeholder theoretical model based on the empirical data-driven perceptions of project success. The

model will be used to create a platform that allows stakeholders to work together, capture and manage
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expectations, maintain their participation, and enable the tracking of the objectives of each stakeholder group.
According to preliminary testing results, using it throughout the project lifetime will raise the consensus about
project success rather than failure. The different perspectives of teams, clients, and project managers on the
success of IT projects have significant consequences in theoretical, practical, and contextual areas. Multiple
perspectives require a comprehensive approach considering long-term impact, customer value, and team
satisfaction. Thus, a comprehensive yet detailed perspective on project success is possible for this purpose.
The study suggests the contingency theory to project management aligns with the understanding that different
people may have quite different definitions of success, and upon the specifics of the project, including the
company's culture, stakeholder objectives, and best practices, and by examining these distinctions from several
angles can help enhance contingency theory. Different industry-specific prerequisites for success differ, and
project managers can customize their strategy to the requirements of their organization by employing a multi-
perspective approach. In information technology project-based organizations, various strategies contribute to
improved communication, teamwork, and overall project success, which also help recognize the
interdependence of technologies and can assist them in achieving their respective successes as they develop.

5.3 | Recommendations and Future Research

It was noted that the literature examined for this study is mainly restricted to project management
literature that identified areas in which stakeholder groups may be involved in development. Further research
may integrate the findings with the literature on stakeholder management in mainstream management theory
and other recently developed project conceptualizations, including networks, power dynamics, accountability,
globalization, instability, corporate social responsibility, and evolving work organizational models. This study
suggests doing more in-depth interviews and using an action research technique with a larger audience in more
public and private organizations. Only 12 qualitative interviews were conducted since the information
gathered helped shape the survey instrument that was eventually developed. Given that the stakeholder
perception of success was the focus of the research questions related to collecting and interpreting empirical
data, this indicates that a sufficient number of participants in the quantitative survey stage of the study is
required to enable group comparisons. The qualitative study's conclusions will be expanded into a quantitative
analysis to determine if the preliminary results are held for a more significant sample of stakeholders. An
idealized multi-stakeholder model will be developed using the findings of the two studies, considering all the
critical factors determining a project's success.

This study gives the backdrop for a suggested collection of articles. These findings have been published

(Davis, 2014). It gives the "what" (the success dimensions and stakeholders' opinion of these), the "who" (the

identified stakeholders), and the "when" (reviewing the success dimensions literature across time). The "how"

(by looking at the ways that project success factors are currently measured) (Davis, 2016). This article tackles
the "where" (by empirically investigating stakeholders in both public and private companies) and the "why"
(empirical research to design and evaluate a suggested approach to determine why the selected dimensions are
acknowledged as significant by the different stakeholder groups). Further areas will tackle the "so what" aspect

to understand better how project success perceptions can be assessed. It will enable a common stakeholder
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perspective on project success since a successful project stimulates motivation, enhances communication,
fosters better teamwork, and boosts productivity.

This study provides a clear picture regarding how difficult it is for I.T. projects to be successful,
considering the different stakeholder viewpoints highlighted and the need for additional study and helpful
recommendations. The project management success indicators must consider the needs and expectations of
teams, clients, and project managers. The iron triangle and factors like long-term profitability, employee
motivation, and customer satisfaction may be considered. In all project life cycles, from start to end, managers
should prioritize having regular, understandable, and clear communication with team members, enabling
proactive demand adjustments, expectation management, and transparency. Collaborative platforms can
improve stakeholder interaction and information exchange during the entire life cycle process. On that basis,
team members and project managers must prioritize strong team dynamics and a culture of continuous
improvement. Also, possible remedies include team-building activities, information-sharing sessions, and
opportunities for team members to pick up new skills. On the other hand, cooperation between project teams
and clients is essential to match customer needs with project goals.

Understanding the needs and expectations of the client and constantly assessing the project's value
contribution is essential, as the work environment influences different stakeholder groups' perceptions of
project success, and different cultures may prioritize different success elements differently, which is something
to be investigated via research. Research is required to investigate success frameworks that are industry- or
project-specific, considering the impact of several aspects such as user demographics, project complexity, and
regulatory environment. Examining long-term value generation, user adoption, and contributing to client
strategic goals are crucial aspects of project success that should be considered. A multi-perspective approach
may help assess a project's progress utilizing technology and data analytics. Novel methods and tools for
compiling and integrating data from different stakeholder groups may be developed, allowing for more in-
depth and data-driven project assessment. These recommendations may be implemented, and further study
might be conducted to learn more about the factors contributing to I.T. projects' success. It will result in a

more value-driven, effective, and efficient approach.

6 | CONCLUSION

This study filled a knowledge gap by comparing the viewpoints of various stakeholder groups to
encourage better understanding. The distinctive addition to academic knowledge enhances the rigor of
research on project management, identifying the characteristics of project success as seen by various
stakeholder groups. The body of knowledge has expanded due to the discovery that various stakeholder groups
with differing viewpoints in the literature value different vital aspects; hence, not all stakeholders place equal
value on them to achieve project success. Through empirical study, new areas of improvement for Pinto and
Slevin (1987) instrument to examine stakeholder perceptions of project success are identified, adding to the

body of knowledge. Project managers increasingly use a stakeholder approach (Littau et al., 2010).

Stakeholders' contributions may be seen in the project's ability to grow, share responsibilities, and attain

sustainability. During the critical decision-making stages of a project's inception, planning, and execution,
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stakeholders might be helpful. states that stakeholders are crucial in project needs, resource allocation, and
budgetary management. With their support, projects can advance and succeed. Establishing long-term
relationships with project stakeholders ensures customer satisfaction, and building integrity and trust leads to
organizational growth and achieving end-user objectives. Any project's flexibility to incorporate stakeholders
improves change management as it moves forward (Kelly, 2015). Finally, the most critical components of a
successful project are customer and stakeholder satisfaction. Therefore, it becomes crucial for enterprises to
include stakeholders, create efficient lines of communication with them, and inform them regularly about any
developments. Project success is attained by comprehending the role of stakeholders at each stage of the
project life cycle as well as their worries and expectations (Lohrey, 2020).
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