Acknowledgements

I wish to thank my supervisor, Dr Keith Horton at the Computing School, Napier University, Edinburgh, for his important comments concerning the dissertation and for his support during my Honours Studies.

I also wish to acknowledge the staff at Standard Life Assurance Company in participating in my research, especially the BST analysts:

· Jenny Carse

· Mark Radka

· Morag Allan

· Graeme Kirkpatrick

· Sharon Aitkin

The central team, which helped with this study, are the I.S Service Continuity team members, Helen Ellen and the Senior Service Manager Neil McPherson for providing me with company literature and information.

