IDEAGROUPPUBLISHING
£ 701 E. Chocolate Avenue, Hershey PA 17033-1240, USA

Tel: 717/533-8845; Fax 717/533-8661; URL-http://www.idea-group.com

ITB9007

Chapter V

E-mail’sValue: I nternal
versus External Usage

Denise J. McManus
Wake Forest University, USA

Chetan S. Sankar
Auburn University, USA

Houston H. Carr
Auburn University, USA

F. Nelson Ford
Auburn University, USA

ABSTRACT

This chapter provides a new perspective on the competitive advantage of
electronic mail within organizations. Essentially, e-mail assistsindividuals
with efficiency and effectiveness. It improves the overall productivity of the
firmand provides better coordination of internal processes. Electronic mail
has been considered an important channel of communication. Snce quality,
timeand cost are consider ed the main means of competitionintoday’ sglobal
market, this study investigated the relationship between the strategic uses
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and competitive benefits of electronic mail in contemporary organizations. A
sampl e of 99 management-level staff membersin 41 companiesresponded to
a guestionnaire assessing their e-mail usage and their perceived e-mail
benefits. Theresultssuggestedthat e-mail usage could augment thecompetitive
posture of the firm.

INTRODUCTION

“E-mail [éectronicmail] correspondencei sthefastest growing communica-
tionmediumintheworld. In2000, morethan 7trillione-mail messagestraveledthe
wiresintheU.S. alone, upfromamere4trillionin 1999. Additionally, themost
recent findingsreport that theaveragebus nessperson sendsandreceivesatotal of
about 90e-mail messagesdaily” (Casperson, 2002, p. 10). Informationtechnol ogy
(IT) investmentsareinexcessof 50% of capital budget expendituresin United
States (U.S.) organizations (Rockart, Earl & Ross, 1996). Managers and re-
searchersagreethat I'T must beappropriately utilized by individual userswithin
these organizationsin order to achieve increased worker productivity, better
decisionmakingor other expected benefits(Srinivasan, 1985). Thus, researchers
continuetodevel opnewtheoriesinanefforttoinforml Sprofessiona swhodesign
and manageinformation technol ogy that support managerial communication
(Ngwenyamaé& Lee, 1997).

Thesuccessof anorgani zationdependsonrapid, reliableand direct commu-
nicationswithintheorganizationandwiththeoutsideworld. Todetermineif e-mail
providesacompetitivebenefit, asampleof 99 management-level participantsin4l
companiesrespondedtoasurvey that assessed their intraorgani zational (internal)
andinterorganizational (externd) usesof e-mail. Throughtheuseof factorandysis
andregressionmethodol ogi es, theresearchersinvestigated whether asignificant
relationshipexistsbetweentheinterna andexternal usesandbenefitsof e-mail. The
intraorgani zational usesof e-mail indicated asignificantand positiverel ationship
withtheorganizationa benefitsof e-mail, thus, supportingthed ectronicexchange
of information within organizations. However, the results indicated that
interorgani zational usesof e-mail did not promote corporate communication
outside the company. Thus, managers need to know which communication
technology i sappropriatefor intraorgani zationa andinterorgani zational uses.

Research into the uses and benefits of e-mail has become important to
understand thisgrowing phenomenon (Rudy, 1996). Theresultsof thisstudy
provideimportant implicationsfor managersin suggesting appropriate use of
communicationtechnol ogy inorder toimprovetheorgani zationa benefits.
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