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ICT LEADERSHIP AS ENABLER OF 

BUSINESS PERFORMANCES: AN 

INTEGRATIVE APPROACH 

 
Abstract:Different aspects of development and implementation 

of ICT (Information and Communication Technology) have 

been analysed in previous period dominantly from the 

viewpoint of theory and practice related to information systems 

(IS), management information systems (MIS), information 

technology (IT), as well as management, teamwork, quality 

and many different approaches, methods, techniques, and 

tools. These researches missed analysis of leadership process 

related to developing and using an ICT covered by term ICT 

leadership in organisations. On the other sides, previously 

researches regarding leadership are concerned with the role 

and benefits of applying ICT in organisations, dominantly 

based on leadership traits. 

This paper is based on the process approach. An ICT 

leadership is treated as a subprocess, as ICT management and 

other processes and subprocesses, based on organisations' 

process map. By integrating ICT leadership and other business 

processes, it is possible to assess the quality of processes and 

the quality of ICT and their impact on the net benefits of ICT. 

It is the primary purpose of the paper. 

The research's primary goal is to model ICT leadership with 

other business processes and use multi regression analysis to 

find relationships among them. The statistical analysis results 

proved the primary hypothesis about ICT leadership and ICT 

management's impact on business performances. 

Keywords: ICT Leadership; ICT Management; Business 

processes; Quality; Quality of ICT; Benefits of ICT. 

 

1. Introduction 
 

A leadership approach is closely connected to 

management, but there are many differences 

between leadership and management 

(Podsakoff & Podsakoff, 2019). It is 

recognised as one of the unavoidable factors 

for enhancement of quality (Chang et al., 

2021), competitiveness (Marangu et al., 

2017), and sustainability of organisations 

(Bendell et al., 2017). A leadership role in the 

digital era is a much broader sense in effective 

communication across the organisation and 

the environment. On the other side, rapid 

development and implementation of ICT in 

organisations need a lot of leader's knowledge 

and skills to be faster, more efficient and 

effective, and thus competitive (Saiz-Alvarez, 

2017). A leadership role is now broader for 

the ICT aspect. In practice, a problem arises 

because old fashion-leaders and managers do 

not know enough about ICT and do not use 

advantages of comprehensive ICT in own 

business process. 
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Through ICT, organisation leaders use a 

variety of communication channels to get 

their messages internally or externally. 

Because of that, ICT changes the individual 

and organisational relationship. ICT is less 

related to controlling and performing a 

transaction in the digital economy and 

enabling social interaction through various 

channels. A rapid change of information 

environment in the sense of massive data, 

changing a decision environment needs new 

problems, but opportunities for improving the 

quality and speed of decision of new leaders. 

They could use ICT more effectively to 

integrate enterprise values, organisational 

structure and processes with obvious and 

unanticipated partners (Bresciani et al., 

2018). 

In the last two decades, the business 

environment has been rapidly changed. 

Leaders and managers' roles have to be 

complex because needs and requests become 

more unpredictable, frequent and 

sophisticated. They now have to overreach 

needed knowledge and skills based on 

comprehensive approaches, methods, and 

resources. In the age of the digital economy, 

ICT becomes conditio sine qua non for 

sustaining and developing enterprises. An 

ICT asset could be viewed as emergent 

capabilities, strategic potential, and a 

fundamental element for organisational 

resources' synergy (Queiroz et al., 2018). 

This new situation needs to review our "old" 

approaches about ICT or IT impact on 

business performances. The management 

role, including ICT management, has been 

investigated in a previous period (Cajander et 

al., 2021).  

On the other side, leadership in enterprises 

has been broadly investigated from different 

aspects, using different approaches (Sun et 

al., 2018; Xie et al., 2018; Meixner & 

Pospisil, 2021), but there is not enough 

research about ICT leadership. There are no 

models and other results about ICT leadership 

and ICT management's synergic effect on 

business performances. The consequences of 

the synergistic relationship depend on 

business processes directed by leadership and 

management. That means the authors of this 

paper needed to measure this synergic effect. 

Authors have to analyse the quality of 

leadership and management from one side 

and the quality of ICT from the other side, and 

their impact on the net benefit of ICT. In this 

way, the quality of business processes is a 

missing connection between ICT leadership 

and ICT management through general 

leadership, management, and ICT quality. 

The research problem is very complex, 

theoretically and practically. It is partly 

investigated without focusing on ICT 

leadership. The methodology approach in the 

paper is based on (1) development of ICT 

leadership model, (2) development of 

integration model and (3) conduct statistical 

analysis for testing the model based on a 

sample of 156 organisations in Serbia. This 

methodology integrated previously 

developed leadership models, management, 

quality of other processes, quality of ICT, and 

ICT benefits based on the process approach. 

The research results point to the relatively 

high impact of ICT leadership on ICT net 

benefits through variables: (1) quality of other 

processes, (2) strategic leadership, (3) ICT 

leadership, (4) ICT management, (5) quality 

of ICT in practice. 

The paper's contribution is in the developed 

model of influences of ICT on business 

performances using new variables in quality 

and ICT strategy fields, based on the process 

approach.  

In the paper, leadership roles are analysed, 

with emphasises on leadership styles and 

competencies. By analysing enterprises' 

characteristics, desired leadership styles for 

different circumstances and groups of 

enterprises are defined. After this analysis, 

the model for assessing leadership level 

related to ICT knowledge, skills and agility 

based on ICT is presented. At the end of the 

paper, some investigation results for one 

group of enterprises in Serbia are presented.  
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The paper aims to define the role of ICT for 

effective leadership in enterprises and the 

appropriate model of 1CT leadership. For the 

research system, approach and system 

modelling techniques and in-field analysis 

using questionnaires techniques are used. 

SME. Implications of the paper are 

theoretical and practical. Theoretical 

implication is the redefinition of leadership 

role related to ICT. Practical implications are 

related to the results of investigations of an 

ICT leadership role for a Serbian SME. 

The paper's originality is based on a new 

developed integrative model that allows ICT 

impact on business performances assessment, 

with new variables in the process quality, ICT 

strategy, and ICT quality fields. 

The paper is structured in five sections. After 

the introduction, the theoretical background is 

outlined, and then primary hypotheses stated. 

In the third part, the integrative model of ICT 

leadership is presented, based on previously 

developed models of (1) ICT leadership and 

ICT management, (2) quality of ICT, and (3) 

net benefits of ICT. For this purposes, 

systems modelling techniques are used. The 

fourth part is concerned with the results of an 

investigation in 156 Serbian organisations. 

For research is used questionnaires technique 

and IBM SPSS software for statistical 

analysis. At the end of the paper is presented 

discussion and conclusion related to research 

results. 

 

2. Modeling a impact of ICT 

leadership on business 

performances 
 

The new era needs a review of existing 

development and the introduction of new 

approaches and methodologies related to the 

role of ICT. At the end of the last century, 

many concepts were developed. The first 

aspect of the ICT role is connected with the 

quality of processes. 

 

 

 

2.1 Quality of processes in organisations 

 

"Classical" approach to processes is based on 

their importance according to operational 

effectiveness and strategic positioning. On 

the other hand, this approach is included in 

the quality of processes, which is derived 

from principles of quality management based 

on ISO 9000 standards. The organisation is 

presented as the processes' network, and each 

process has its metrics (Lamghari et al., 

2019). According to business scope, each 

organisationdevelpoes its proceses, i.e. 

critical processes producing added value 

according to stakeholders' demands and needs 

(Arevalo-Gallegos et al., 2017). The authors 

divided business processes based on their 

general (Marcinkowski & Gawin, 2019) or 

particular business purposes, according to the 

e-TOM (eTOM Business Framework). Figure 

1 depicts a general process map with 14 

processes for modern enterprises (APQC, 

2019). The process listed as 7 refers to ICT 

(Manage Information Technology). This 

specification covers (1) management of the 

business of information technology, (2) 

development and management of the IT 

customer relationships, (3) development and 

implementation of the security privacy and 

data protection central policies, (4) 

management of enterprise information, (5) 

development and maintaining of information 

technology solutions, (6) deployment of 

information technology solutions, and (7) 

development and support of information 

technology services. In other processes, the 

authors of this paper included specific aspects 

of ICT that are built-in. It could be specially 

stated for ICT leadership refers dominantly to 

strategic leadership (Proces listed as  13 – 

Leadership and management), but it could be 

connected with ICT leadership in other 

processes. 

Quality of processes could be expressed using 

the set of indicators that measure the level of 

fulfilment of process stakeholders (internal 

and external). In the literature, this idea is 

well presented in the field of quality 

management (Pambreni et al.,2019). Quality 
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of the processes could be treated as part of the 

Kaplan-Norton approach's internal 

perspective (Kaplan & Norton, 2015). Using 

this approach, the quality of processes 

becomes part of corporate strategy 

(Velikorossov et al., 2020). The general 

process model is not always appropriate for a 

specific context, but some level of 

consistency should exist to guarantee defined 

and effective communication and fulfilment 

of process stakeholders. Process designers 

should find a trade-off between the strictness 

of a consistent notation and the process 

model's appropriateness (Di Ciccioet al., 

2017). 

Based on the analysis of mentioned papers, it 

could be concluded that process management 

is connected with quality, strategy, and ICT 

implementation. The importance of these 

relations depends on the number of variables, 

especially key business processes, levels of 

leadership and management, and the number 

of constraints in the HR and financial 

resources fields of competencies. 

Accordingly, three hypotheses could be 

stated: 

• H1: level of strategic leadership 

positively influence the quality of 

the other processes,  

• H2: level of ICT management 

positively influence the level of 

quality of other processes and vice 

versa, 

• H3: level of quality of other 

processes positively influence on net 

benefits of ICT. 

It should be underlined that other processes 

cover all processes from the process map 

except processes 7 and 13. 

 

2.2 Quality of management processes 

 

Quality of management as a process which is 

improved in all 14 typical processes in the 

company it is usually structured as (1) 

strategy, (2) tactical, (3) operational 

processes. Some of these processes, such as 

no. 14 (Leadership and Enterprise 

Management), are strategic, while others are 

usually performed combined on the strategic, 

tactical and operative level. Therefore process 

management is structured, that besides 

process management on the corporative level, 

process management exists in the following 

fields: (1) deploying strategy into processes, 

(2) process government, (3) project/process 

development, (4) project/process execution, 

and (5) project/process improvement 

(Arsovski et al., 2012). 

These management activities are directed 

toward the improvement of process 

performances. According to Jeston and Nelis 

(Jeston & Nelis, 2014), it is performed in 

eight steps: (1) increase business process 

management, (2) reward determination and 

establishment, (3) understand process 

responsibility, (4) process measures, (5) 

monitor performance, (6) manage the 

process, (7) continuous improvement, and (8) 

communication. Companies have the main 

task to fulfil market demands. It is necessary 

to include processes of leadership and 

management.  

Evaluation of the level of functionality of 

customer/market could be performed in many 

different ways. Authors used a 

comprehensive approach (Kadlubek & 

Grabara, 2015), which covers the following 

items: (1) level of methods for determining 

existing requirements and expectations of 

customers, (2) level of methods for 

determining future requirements and 

expectations of customers, (3) level of 

methods for identifying customer groups and 

market segments, (4) level of relationship 

practices including complaint management, 

(5) level of improvements of CRM practices, 

(6) level of determination of contact 

requirements and deliver to the customers, (7) 

level of management of customer satisfaction, 

(8) level of benchmarking, (9) level of 

integration in clusters, value chains etc., and 

(10) level of position on the market, including 

branding, close with customer etc. 
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2.3 Strategic Leadership 

 

Strategic leadership is based on the following 

assumptions: (1) leader is the initiator of 

social changes which could fulfil needs of 

followers, (2) leader must integrate future 

changes based on experiences of changes 

which were happened in the past, (3) leader 

must create a balance between short term 

results and long term vision, and (4) 

successful transformation is a test of 

leadership skills, which is created by forming 

a coalition for changes and development of 

vision.  

Strategic leadership is related to top 

management. Organisational learning 

leadership requires strategic leaders to 

frequently perform roles involving 

transformational and transactional behaviours 

under different conditions. 

There are different approaches to strategic 

leadership; however, it has been proved that 

strategic – transformational leadership with 

strategic change and strategic – 

transformational behaviours and strategic – 

vision develops leadership behaviours. 

According to further research (Hirtz, Murray 

& Riordan, 2007), there is a high correlation 

between quality and leadership. In the field of 

strategic management influence of 

Inspirational Motivation quality is 0,341. 

Author (Zhang & Cheng, 2015) analysed the 

effort of trust and shared vision of leader 

needed for effective knowledge transfer and 

proved hypotheses about its positive impacts, 

especially in inter-organisational context. On 

the other side, shared vision is more 

influential in an intra-organizational 

relationship. 

In leadership literature, most cited are 

contingency leadership theories and models.  

All the theories lead to models appropriate for 

different purposes or situations. The article 

presented the original ICT leadership model 

tested in Serbian enterprises. 

Leadership level could be measured in 

different ways. The model of Kanji (Kanji G. 

2008) (Leadership Excellence Model - LEM) 

starts from Organisational Values, which 

influence on Vision, Mission, Strategy and 

Kay Issues, having Leadership Excellence 

Index (LEI).  

According to the previous analysis, relations 

between Strategic Leadership with Quality of 

other processes, Quality of Management and 

ICT leadership are determined. The first two 

relations have already been stated in the listed 

hypothesis so that another hypothesis could 

be stated:  

• H4: strategic leadership is positively 

correlated with ICT leadership. 

 

2.4 ICT Leadership 

 

An ICT leadership is not enough investigated 

area. Most researches refer to ICT providers 

and less to companies that use ICT in their 

business. Considering that most of the 

companies belong to the second group, the 

authors of this paper have considered the 

second group of companies.  

According to (Evangelista, 2014), ICT 

leadership has the following 

domains/subprocesses: 

• ICT vision, mission and goals, 

• ICT Strategy, 

• ICT planning, 

• ICT development, 

• ICT maintenance and redesign, 

• ICT for Executive IS/Experts 

Systems/Decision Support System 

(EIS/ES/DSS), 

• ICT for business continuity, 

• ICT for collaborative work, 

• ICT for change support (CS). 

The authors (Lucas et al. 2013) analysed 

transformation criteria of IT related to 

process, new organisations, relationship, user 

experience, markets, customers, and 

disruptive impact, all on a micro level 

(individual), mezzo (organisation), and 

macro-level (economy/society).  
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According to general transformational 

leadership theory and practice, ICT 

leadership significantly improved ICT roles: 

• (1) Fundamental change traditional 

ways of doing business with the 

redesign of business processes,  

• (2) strategic entry with new 

capabilities on new or existing 

markets, and  

• (3) making competitive advantage. 

A leadership function is at the centre of the 

model and connected with the process 

(through architecture), customer (through 

commitment), strategy (through vision/and 

performers/ through alignment). They also 

analysed the impact of leadership initiative on 

transforming IT into a strategic partner and 

find that people are critical to this 

transformation. Thus, many IT people should 

be involved in leadership programs, articulate 

and communicate for commitment, and 

involved in changes. 

A management area and leadership area are 

interconnected. The measured value of 

leadership effectiveness is at the end of one 

cycle and starts judgments for the new cycle 

of improvements with the assessment of the 

new shareholders, stakeholders, and 

measurement needs.   

Vision creation starts with a view of how the 

competitive environment of business will 

change in the future and how it should create 

an advantage. Based on business vision in the 

next step, leaders answer on next questions 

and make fundamental business strategy 

decisions for the future. 

These business priorities were then reviewed 

with management and ICT management's 

business vision with emphasis on: network, 

IS, needed ICT knowledge/skills of staff, 

business environment, human and other 

internal assets, and value chain analysis. 

In this activity is assessed informational 

architecture for leaders and reviewed by ICT 

leaders. They make practical planning 

guidelines, which is the starting point for 

creating the ICT strategic plan approved by 

ICT and business leaders. This starting point 

is crucial for the success of ICT strategic 

leadership. 

Leadership has to respect ICT trends related 

to internet access, mobile broadband 

connections to the internet, electronic sales, 

enterprises turnover from e-commerce, use of 

RFID (Radio Frequency Identification) 

technology by different economic activity. 

From the aspect of internet access, there is a 

high potential for ICT leadership in SME. 

According to interdisciplinarity and 

multidisciplinarity of development and 

implementation of ICT in companies, the 

same has been implemented through working 

teams, so it is necessary to develop the 

concept of ICT teamwork.  

In the literature, there is some research 

connected with ICT leadership (Van Wart et 

al. 2017). Different aspects of leadership in 

terms of working effectivity, the importance 

of leadership skills and emotional intelligence 

were analysed.  

According to the previous hypothesis for 

relation with ICT leadership is stated: 

• H5: ICT leadership is positively 

correlated with ICT management. 

 

2.5 ICT management 

 

ICT management could be derived from the 

strategic planning of information systems 

(Ziemba, 2019) as a part of ICT management. 

Outputs from the process of IS strategic 

planning are: 

• ICT management strategy, 

• business ICT strategy, including: (1) 

ICT strategy and policies, (2) 

application portfolio, and (3) a set of 

models supporting the strategy, and 

• ICT strategy establishing. 

ICT management strategy could be derived 

from the process of strategic ICT planning. 

From the strategic planning framework 

influence of ICT management could be 

derived as a complementary ICT 

management strategy, containing: (1) scope 
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and rationale, (2) ICT organisation, (3) 

investment and prioritisation policies, (4) 

vendor policies, (5) human impact policies, 

(6) ICT accounting policies.  

Business ICT strategy is based on analysis of 

the business environment, ICT environment 

and business ICT demand. "Soft" factors 

(management and leadership style, values, 

skills, resources, business practices) and 

application portfolio have been specially 

analysed.  

ICT strategy establishing includes the 

procedure, which covers the following 

elements (Jeston & Nelis, 2014): (1) the 

process of strategic alignment, (2) the 

strategic choices, and (3) documenting the 

strategic choices and consequences for 

defined process architecture. 

For the definition of ICT strategy, appropriate 

competencies were needed. According to 

(Sabherwal et al., 2019), there are the 

following competencies: (1) definition of 

priorities, (2) adjustment of ICT strategy, (3) 

design of particular processes, (4) 

improvement of unique processes and (5) 

innovation of systems and processes.  

The previous text relations between ICT 

strategy and ICT leadership, Quaility of 

management, Investment in ICT, and 

Customer /Market have been analysed. 

Additionally, the autorhs of this paper could 

state the following hypothesis: 

• H6: level of ICT management is 

positively correlated with the 

Quality of ICT in practice. 

 

2.6 Quality of ICT in practice 

 

Quality of ICT in practice consists of 

information quality, quality of ICT systems, 

quality of service based on ICT, and ICT 

security. 

 

 Information Quality 

 

According to (Van Cauteret al. 2017), 

information quality consists of (1) content, 

(2) availability, (3) accuracy, (4) timeliness, 

(5) conciseness, (6) convenience. That means 

including both internal and external 

stakeholders. In literature, the most 

frequently emphasised stakeholders of 

information quality (IQ) are managers and 

customers.  

 

Quality of ICT systems 

 

Different approaches could define the quality 

of ICT systems. Dominant is quality based on 

ICT approaches as a system, according to 

(Prybutok et al. 2008). In this papers' 

presented study, broader metrics of quality of 

ICT systems has been used: (1) reliability, (2) 

ease of use, (3) accessibility, (4) usefulness, 

(5) flexibility, (6) resilience, (7) openness, 

and (8) support to leadership and 

management processes.  

 

Quality of service based on ICT 

 

Service quality is related to the quality of ICT 

services in praxis, meaning that ICT services 

quality is defined as the difference between 

expected and perceived service performance.  

The authors (Jun & Cai, 2010) differ internal 

customer services quality from external 

customer service quality. Internal service 

quality dimensions are (1) customer intimacy, 

(2) reliability/competence, (3) team-based 

continuous improvement, (4) requisition 

process, (5) communication, and (6) 

tangibles. 

According (Sing &Soltani 2010), Service 

quality consists of: (1) service quality control, 

(2) service recovery and (3) service process. 

 

ICT security 

 

ICT security is part of the security 

management system in each enterprise. 

According to Bakari et al. (2007) process of 

security improvement consists of 10 steps: (1) 

support of CEO and top management, (2) 

support of technical departments, (3) address 

the ICT security problem and establishing the 

ICT security problem and establishing the 

ICT security task teams, (4) scan of ICT-
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related risk and their consequences for 

enterprises, (5) involving management in the 

ICT security area, (6) getting the current 

status of ICT security documented, (7) 

conduct awareness-raising session among 

users, (8) carry out a risk assessment and 

analysis, (9) define mitigation plan, and (10) 

develop ICT security measures. 

Measurement of the level of ICT security is 

done using questionaries to evaluate security 

measures. 

 

2.1. Net benefits of ICT 

 

Net benefits of ICT are divided into the 

satisfaction of stakeholders and other benefits 

of ICT. 

 

Satisfaction of stakeholders 

 

Satisfaction of stakeholders is the non-

financial measure of ICT effects. It is based 

on the demands and needs of stakeholders 

according to ICT. These demands are 

numerous because in each company, we have: 

employees, owners, managers, customers, 

suppliers, state and other stakeholders with 

often confronted and divergent demands.  

In this paper, the authors will stay on the "big 

three": Customers, Employees, and Owners. 

Metric of quality is defined for each of them 

(Arsovski & Arsovski, 2008; Arsovski et al., 

2013). For employers: (1) competitive 

compensation, (2) safe work condition, (3) 

pleasant work environment, (4) career 

development, (5) other work-related benefits 

and (6) quality of internal information and 

communication. 

For customers: (1) quality of 

products/services, (2) safety of 

product/services (3) customers service of 

product and services during the life cycle, (4) 

price, (5) delivery terms and (6) quality of 

external information and communication.  

For owners: (1) return of investment, (2) 

liquidity, (3) stability, (4) attention, and (5) 

transparency related to business events. 

Each company defines priorities in fulfilment 

of stakeholders' demands and metrics for each 

group of stakeholders. By answering the 

questions from the questionnaire, the mean 

value of stakeholders satisfaction could be 

defined. Value of stakeholders is an objective 

evaluation of the quality of processes 

connected with ICT in companies. 

 

Other benefits of ICT 

 

Starting from segmentation of ICT solutions 

(Hiziroglu, 2013) on (1) substitutive for 

improving efficiency, (2) complimentary for 

improvement of productivity and 

effectiveness, and (3) innovative, for 

obtaining and sustaining the competitively, 

five primary techniques for evaluation of 

benefits could be used: (1) cost/benefit 

analysis, (2) value linking (3) value 

acceleration, (4) value restructuring, and (5) 

innovation evaluation.  

In the proposed model, net benefits of ICT 

related to ICT leadership consists of (1) 

economic benefits, (2) social benefits, (3) 

environmental benefits, (4) energy benefits, 

and (5) safety benefits. All five types of 

benefits and means on a scale of 1 – 10 are 

used for the level of benefits related to the 

ICT domain for considered enterprises. 

Based on previous research, stated following 

hypotheses: 

• H7: Quality of ICT in practice is 

positively correlated with Net 

benefits of ICT. 

In this paper, the authors used the control 

variable V0 – the enterprise's size expressed 

as the logarithm of the number of employees 

for basis 10. 

 

3. Modeling a integration of ICT 

leadership, ICT management 

and quality 
 

Based on the analysis presented in section 2, 

using the method of conceptual modelling 

(Conceptual Modeling), three interconnected 

sub-models could be defined (Fig. 1): (1) ICT 
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leadership and management, (2) quality of 

ICT, and (3) net benefits of ICT. This model's 

central place has ICT leadership, which is 

directly connected with strategic leadership 

and ICT management. Previously the 

influence of the control variable is tested (size 

of an enterprise) and integrated into the model 

only as a variable of influence of ICT 

leadership, so the hypothesis is stated: 

• H0: Size of enterprise has a positive 

impact on the variable quality of 

other processes. 

To confirm this hypothesis, a representative 

sample that contains 156 enterprises was 

obtained (Table 1). 

According to previous research, three sub-

models were developed (Figure 1). It is the 

starting point for defining the organisations' 

vision and strategy and the ICT leadership 

level. The second sub-model refers to the 

model of quality for other processes. 

According to the level of quality of other ICT 

processes, the net benefits of ICT could be 

achieved. 

 

Table 1. Сtructure of the considered companies based on the number of employees 

 Size/number of employees 

Sector < 10 10 – 25 25 – 50 50 – 125 125 – 250 250 – 500 > 500 Total 

Industry 7 11 12 13 5 6 7 61 

Service 14 9 6 12 3 6 6 56 

Food 4 4 11 8 3 5 4 39 

Total 25 24 29 33 11 17 17 156 

 

 
Figure 1. Integration of ICT related submodels 

 

The relationships between the first and the 

second sub-model are determined based on 

the H1 and H6 hypothesis. Furthermore, the 

second and third sub-model relationships are 

determined based on the H3 and H7 

hypotheses (Figure 2). Each relationship in 

the figure is associated with the adequate 

hypothesis, the correlation coefficient, and 

the variables' impact in the linear regression 

model. 

Integration of ICT leadership with other 

variables dominantly is performed in the first 

sub-model (model of ICT of leadership and 

management) and over-identified and 

approved relation (based on a statistical 

analysis of gathered data). Verification of the 

model is performed based on analysis of 

statistical analysis results using data from 

analysed companies. So some of the relations 

which are not significantly important will be 

removed from the final model. 

 

4. Results of investigation 
 

First, the statistical analysis of the model for 

evaluating zero hypotheses about the 

influence on companies' size on other 

variables were tested. This analysis logarithm 

scale was used with the ten bases for the 

companies' sizes expressed by the number of 

employees.  

Based on the mentioned analysis, the low level of 

Pearson coefficient of correlation was calculated 

(less than 0.4) and Significance (2 - tailed), so this 

control variable is eliminated from the analysis 

(Table 2). 
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Figure 2. Integrated model of ICT leadershi 

 

Table 2. Correlation for all variables 

 

Quality 

of other 

processes 

Strategic 

Leadership 

ICT 

Leadership 

ICT 

management 

Quality 

of ICT 

in 

practice 

Net 

Benefits 

of ICT 

Number of 

employees 

Quality of 

other 

processes 

1 0.752** 0.688** 0.621** 0.560** 0.492** 0.137 

Strategic 

Leadership 
 1 0.792** 0.541** 0.556** 0.388** 0.234** 

ICT 

Leadership 
  1 0.708** 0.659** 0.429** 0.300** 

ICT 

management 
   1 0.793** 0.269** 0.258** 

Quality of 

ICT in 

practice 

    1 0.168* 0.336** 

Net benefits 

of ICT 
     1 0.151 

Number of 

employees 
      1 

**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

 

Based on the data from Table 2, variance is 

between 7.5% - 22.5%, which is satisfactory. 

The variable Number of employees variance 

is significantly higher, caused by significant 

differences in the size of companies in the 

sample.  

Based on multicollinearity analyses, it has 

been determined that correlations among the 

independent variables are not strong. For 

detection of multicollinearity, a variation 

inflation coefficient (VIF) was applied.  



International Journal for Quality Research, 16(1), 177–192, 2022, doi: 10.24874/IJQR16.01-12 

 

187 

Accordingly, if VIF for one of the variables 

has a value greater than 5, there is collinearity 

associated with the variable. According to 

statistical analysis, for all variables, VIF is 

less than 5. 

According to the research results, it was 

concluded that a positive correlation exists 

between variables in the model.  

For criteria of significance, the value of 

Pearson correlation coefficient 0.4 is selected. 

According to that: 

• The influence of the number of 

employees is not significant, so 

hypothesis H0 is not proven, 

• impact of ICT leadership on Quality 

of ICT in practice is indirectly related 

through ICT management (H5), 

• impact of Quality of ICT in practice 

on Net benefits of ICT is not 

significant enough, and hypothesis 

H7 is rejected, but a part of this 

impact is achieved through 

relationships with quality of other 

processes (hypotheses H2), 

• other hypotheses in the model have 

been proved. 

 

5. Discussion 
 

The influence of the company's size 

expressed as the number of employees was 

analysed in the first place because it was 

expected that in large companies, a higher 

level of knowledge and leadership 

competencies exists. Although in the sample 

were companies with implemented 

management systems according to ISO 

quality management, knowledge 

management and partial knowledge of 

leadership have important places; this 

influence was not proven. On the other hand, 

there was no significant increase in ICT 

leadership and strategic leadership in large 

companies because of companies from the 

public or state-owned companies.  

Influence on variables in the model on the 

independent variable (Net benefits of ICT) 

was defined beyond expectation. After the 

analysis, it was determined that reason was 

the dominant share of small companies, 

which exists in a condition of transition and 

economic crisis thanks to owners and 

managers' leadership skills. They participated 

in filling questionnaires, so the high level of 

Strategic leadership and partly ICT leadership 

and ICT management was defined. 

A high level of quality of processes (without 

ICT leadership, Strategic leadership, ICT 

management) was expressed due to 

requirements for certification of standardised 

management systems.  

Evaluation of Net benefit of ICT 

accompanied with the relatively low 

evaluation of Quality of ICT in practice was 

surprisingly high. The reason is that the long-

lasting financial crisis contributed to 

companies' existing ICT infrastructure 

maximally being used and pragmatically 

directed toward realising business benefits. 
 

6. Conclusion and limitations 
 

Previous research in this field pointed to some 

partial relations connected with ICT 

leadership's influence on the Net benefits of 

ICT, especially in countries with intensive 

usage and ICT implementation. In transition 

countries, such as Serbia, with the current 

financial crisis and lack of knowledge for ICT 

investments, ICT implementation is essential 

for effective achievement. So in this paper, 

the influence of "soft" factors such as ICT 

leadership, ICT management and Strategic 

leadership were analysed.  

The most important conclusion is that the 

synergic effect on the Net benefit of ICT 

expresses a higher coefficient of multiple 

correlation and influential factors. It "opens" 

space for future research in the field of 

improvement of ICT leadership by improving 

relationships with other processes' quality. 

Process approach from Strategic alignment 

on process level enables more complex 

analysis of the influence of ICT on each 

separate process, from the point of view of 

goals or resources.  
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The second conclusion refers to the positive 

influence of other variables on the Net benefit 

of ICT by the quality of other expected 

processes. 

The third conclusion refers to the non-

significant positive influence of companies' 

size on a variable in this model, so it was 

excluded from further analysis.  

Constraints and limitations of this research 

refer to (1) scope of the model, (2) sample, (3) 

structure of sub-model and (4) composition of 

variables. 

Scope of the model could be expanded with 

Net investment in ICT, Innovativeness in ICT 

solutions and related processes, knowledge, 

motivation etc. In this first iteration, we used 

narrow scope, and in the next period, the 

scope will be expanded.  

Testing of the model was performed on a 

sample of Serbian companies. The sample 

was large enough but did not cover all sectors, 

especially the ICT sector, construction, etc. 

So in further research, the authors will expand 

the sample to provide the condition for inter-

sector comparison of the influence of ICT 

leadership and compare different transitional 

economies.  

In this research, the authors selected a 

relatively simple structure of sub-models. 

According to the research goal in the first sub-

model, the authors start from ICT leadership, 

in the second from Quality of ICT, which is 

an input for quality of other processes for 

making a total impact on the Net benefit of 

ICT. Each of the listed sub-models could be 

expanded. Authors will primarily focus on the 

first and the second sub-model, generally for 

all companies and develop sector sub-models. 

Additional statistical analysis will be 

provided with the expansion of the sample 

and implementation of other tools from the 

software IBM SPSS ®.  

Starting from the idea of the definition of 

structure and significance of ICT leadership 

on Net benefits of ICT, developed model and 

empiric research confirmed stated hypothesis 

and open the new field of research, especially 

in ICT leadership as an essential factor in 

improving the business. 
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