DOI: 10.31357/fmscmst.2007.00282

The Impact of Information Systems on Efficiency: Evidence

from the Bank of Ceylon of Sri Lanka

Gayathri Rajika Rajasingham

(GS/MC/23 G4/2004)

Thesis submitted to the University of Sri Jayewardenepura for
the award of the Degree of Master of Science in Management

on 31% December 2007.



Declaration Statement

The work described in this thesis was carried out by me under the supervision of Dr.
Sampath Amaratunge (Dean, Faculty of Management Studies and Commerce,
University of Sri Jayewardenepura), and a report on this has not been submitted in

whole or in part to any university or any other institution for another Degree/Diploma.

Gayathri Rajika Rajasingham

(GS/MC/2364/2004)



Supervisors’ Declaration Statement

I certify that the statement made by the candidate is true and that this thesis has been

accepted for submission to the University.

Dr. Sampath Amaratunge

(Supervisor)

Dean,

Faculty of Management Studies and Commerce
University of Sri Jayewardenepura
Gangodawila

Nugegoda



Table of Contents

LISt Of TADIES ...ttt ea s sr e eae e iv
LASUOE FUBUIRE : cooomsssiemmsmmmmsinm s s ot bk esat S5 s ams e SRS R R SRS 21 X
EASESE A PDERREER: v cssnossmoswsammsssmssnss s 5o S S e RSO S TR S xii
Abbreviations and Nominal Definitions ........ccceveerireiseicveieicieeecceeee e xiii
Acknewledgement  w.iassismssssmmsiiisis e T s Xiv
AADSITACT ...ttt et bbb a s bt ae et e sttt e e ereeaas XV
L 1
INETOQUCTION ..ttt bbbttt bttt s st e s s eenes 1
1.1 Backeround of the StAY ...ovmmnmmmmmmmmsiimmiisasasssemmmmmmssmssassssssnsans 1
1.2 Problem of the Study .......cccooiiiiiiiiiiiiicc e 6
1 3 0bjectiveiof thie SUIAY cummsmimmimmsenmmrssmmressmsasamssnsssansaonsssssssrsssensassapmern 7
1.4 Limitations of the Study ........cccoooiiiiiiicecccc e 7
1.5 Structure of the STUAY .......ccviiiriiiiieeceeee e 8
CREAPIEE 2 ..concisssomssmssssssssasssysvoniassivesssesssins sipsiss sisissses oot i s s i S o R i ssiosas st 9
LIErature REVIEW .......c.coiiivieiiriiiniieeiiiseese ettt sttt sen e 9
<Cpf o U= U= S OO ———— 9
2.2 Information Systems and Efficiency.........c.cccoeveereiieeecieiineesccceee e g
CRAPIET 3.ttt ettt ettt s e e e 17
Conceptual FramewWorK ... iissisisimimiisnssssmsmsmesasssnsossmeasssonesns sransasesaressessassnes 17
3.1 INErOQUCTION. 1.ttt ten e 17
3.2 Conceptual Frariework vsmssmmmsmismniimmammsonsmsassssssassessasssnsssnss 17
CRAPLET 4.t ettt ettt ettt et ae e 20
IICHROHOISET <. - cuvvvisnssssmsnnssssasssmumsnsnns ioniss o oIS AT S A4S mmme s s e s e semp s se e 20
4.1 Introduction t0 the Chapter..........cccoviieieieriiecicieeis e 20
4.2 Investigation of Bxisting Researth ....ovaqammmsiinssissmssasmimmimsiiiiioe 22



4.3 O eral i OnBTISBYONL, eusmissesnsimmimmmmenns s s Ts s st e s s oo 23

4.4 HYPOTNESIS ..ocuviiiiiciiieiictctesi sttt st eseae s 27
L R T —— 28
4.6 Development of QUESHIONNAITE ........ccvveiiiiieiiiiieieii et 32
27 R GO I cinirmsn i R S A A A e ran s AR AR 36
4.7.1 PHOUSUIVEY.c.veeiriiiieiiiect ettt eve ettt ere e ens e se s enena 36
4.7.2 Data Collection — Finalised Questionnaire .............cccooveeveveveroveseesennns 38

4.8 Data Reliability and Validily ...ommsmumsmeimasmssinossesamsms 40
4.9 Analysing Data and Presentation of Conclusions.............ccocvoceevvevevcvrvennne, 41
L 1.1 RS ST 43
BATTRINEBIS., v o ommmosen mnyssmesarasmsasssxsrsammmmasas s mspaFAR S SE BRSPS RSP PSR VR SRS RGBS SRS 43
3.1 Introduction 10 the Chapter....ciwmmmsisssssissnnssssssnmessassssessssssnnens 43
5.2 Detailed ANALYSIS......ooiveeiiiiereeeireiccieeiee ettt s e ere s 46
5.2.1 Entity 1: Staff Officer Questionnaire.............c..ccooveveeeevveeveeeresceeeseeennns 46
5.2.1.1 Factor 3: Role of IS in Supporting Organizational Tasks ..................... 46
5.2.1.II Factor 5: Critical Success FACIOTS.........ccceveviviucreeeeerececcccescsia 52
5.2.1.1LI Speed of Business Handling ..........cc.ccccooevviiiiiiiviiiccceccceceee e 52
5.2.1.I1Li1 Long-Term Relationships With Customers..............coocoovvveeeeveennnn. 56
5.2.1.1I1 Factor 6 : Background Factors..........cc.couvvveeviiirieceeeeoeeeeeseeeeeennn,s 61
5.2.2 Entity 2: Manager QUESHONNAIIE .........ccccverereeerrireririneeereeeesreeeeeesenens 63
5.2.2.] Factor 3 : Role of IS in Supporting Organizational Tasks ................... 63
5.2.2.11 Faector5; Critical Success Factors. ... aiissmsomissimemmsnorssssesssonss 69
5.2.2.1Li Speed of Business Handling ............cccocovvviiiieveviieiiiiieceeeeeeeesee e, 69
5.2.2.1Li1 Long-Term Relationships With Customers ...............ccocooveeveereenn... 72
5.2.2.1I1 Factor 6 : Background Factors............ccccoevveeiiereeeiiecesceeesieeeseenserans 74
5.2.3 Entity 3: Senior Manager QUEStONNAITE ...........c.ceuvvveeeeererrreisereeesnns 76

11



5.2.3.1 Factor 1: Alignment Between IS and Business Goals...........ccceevveeeniene 76
5.2.3.11 Factor 2: Top Management’s Commitment To Technology................ 77

5.2.3.1I1 Factor 4: Efficiency Measures used to Identify the Contribution of IS..

........................................................................................................................... 82
5.2:3 1V Faclor:6: Baokuromi@ FalEOTE ..usvwssssusssnsmssssssuisssioiysssagismans 86
5.2.4 Entity 4: Technical Manager QUeStionnaire ............coceeeeveevvenrernerveriernens 87
5.2.4.1 Factor 2: Top Management’s Commitment to Technology .................. 87
5.2.5 Entity 5: Customer QUeStionNAIre..........ccceueervuveerreerieeeieiereeesreeesneeeseeenns 91

5.2.5.1 Factor 4: Efficiency Measures used to Identify the Contribution of IS 91

5.3 Summary of the Chapter..........cccvvveiiieiriniieiseeeres e 97
T (00 030 i b SRR Aot e A AT BT AR A RS 98
Conclusions:and Summary: .casismmasmssmnurmsmems i e s 98
RETCICIICES ...ttt ettt et sa et bbb e seeb e ebaes s e b e ssaesseanennesnenses 102
DI B st s Sk A A F R R A S RSV TR s 106

1ii



List of Tables

Table 4.1 Entity wise sub division — List of all factors and sub factors........................ 25
Table 4.2 Collected Data......c..ccecueeivinieiiiieieiieieeeeeeie st se e seene 39
Tabled.d Data Groupitig s smmnnsnssnammmssrsss s i s i s sasinsts 41
Table 5.1 Trained BY .....cooioiiiiiiecr e 35
Table 5.2 Customers Served Per Day (Before ICBS)......coooeeveeeeeeeeeeeceeeccccveceennns 57
Table:5.3 Customers:Served Per Day (Now) .cosumusasmmmmmssmnssssiasssssss 57
Table 5.4 No. of customers went away (Before ICBS) .........c.ooveveueeeecviiieccceeeee 58
Table:5.5 Neo. of customers went away {Carrenlfly)..cosisosmmmmavammmssmsss 58
Table 5.6 Customer complains (Before ICBS) .......coeoueiceieeieieccececcceei e 60
Table 5.7 Customer complaing (NOW) -....c.ciuisssisissiinsssssssssisssssansesmenmenmsaessmensenes 60
Table 5.8 No. of customer complains (Before ICBS).......coviiiioiieieeeeeeeeeeeeeeeeeen 61
Table 5.9 No. of customer complaing (NOW) ........c.cooveeiiiiiiieeeeee e 61

Table 5.10 Employee complains about work related issues before ICBS was introduced

........................................................................................................................................ 64
Table 5.11 Employee complains about work related iSsues now ............cccocevvevvenenenn. 64
Table 5.12 Hotline number Known by heart ............ccoveeeiereeececreceeeeceeeceeeeeen 66
Table 5.13 Service level provided by the ICBS providers........ccccovveeeeerveecrieerieeennan. 66
Table 5.14 Search about ICBS after the implementation .............cccoevvevrueeeevureviennn. 70

Table 5.15 If you have worked before the introduction of ICBS - customers complain

SEE Shie DI o mmsisn o oim s o e G AR s smnsssensms pess e mss AR Se R ERRESS SRS 74
Table 5.16 Customer complains about the bank NOW .............ccccovieeveeeiceceieerceeene 74
Table 5.17 Comparison of Frequency of visiting BOC ............ccecoeueeeveicereieeeeeeeeee 92
Table 5.18 Comparison of Frequency of Dealing with BOC ...........cooveviciiviveinnee 92
Table 5.19 Service time is less than before ............ccoooiieveeieiieecrcceeeeeeee e 94
Table 5.20 Use the ATM MACKINE .....c.ovueuiereireeteeeieeeeeeee ettt 97



Table 5.21 ATM machine always closed due to faults..........ccoooeniiniinininn 97
Table A.2.1 Four types of business strategy for banks identified by Chen (1999) .... 107

Table A.2.2 The factors were listed down to be linked into the research factors by

CRERI(1999).....cunmsonermarssssansnasammssssesrisnsssbosastin i issisisnsansss SRt MR epAITIST ISR Ras Srisssboves 108
Table A.2.3 IT investment decisions identified by Hitt et al. (1998) ......ccccceoviviinne 110
Table A.2.4 Brynjolfsson’s explanation on the Productivity Paradox (1993)............ 112
Table A.3.1 Details of all functions in the conceptual framework.........cceeveeiinnns 113
Table A.4.1 Details of Bank functions .........ccccersvencrnniniinnnenisisisesessssnninn 114

Table A.4.2 Questionnaire divided according to each Entity and each Sub Factors.. 117

Table A.5.1 Like this change in SYStEMS .......cccevuirriiiimiiniiniesreeesese e 121
Table A.5.2 Reason for liking the Change.sessisonmmsusmnmismmmmsssesassens 121
Table A.5.3 ICBS help to do your WOrk .........cccovuririnnimeniincsses 121
Table A.5.4 ICBS complicating t0 YOU...cusecssssissssissonssussassessssnesssansasrisissrossorssassisaes 121
Table A.5.5 Getting Help from ICBS .....coooiiiiiiiiiiicc 121
Table A.5.6 Source to Complain Faultsic. i ssvommisempismiimses 121
Table A.5.7 Hotline Number known by heart .........ccccovveiiiiiiiiiiieniiniesieeie 121
Table A.5.8 Time taken to restore ICBS in Branch............ccoesmiisiiosmssssnsssnisnssasans 122
Table A.5.9 Replacement Available.........ccccovviiiiiiinininiiie 122
Table A.5.10 Replacement Fully Trained.....osusumusssmmmsmmmmsvissossoessmssin 122
Table A.5.11 Method used if replacement is not fully Trained..........cccoeeveviiiiiiencnns 122
Table A.5.12 Time taken to withdraw cash from a savings account NOW .............. 122
Table A.5.13 Time taken to withdraw cash from a current account NOW ............... 122
Table A.5.14 Koew ICBS Befort oo anmonimsssasrsammmnsss 122
Table X.5.15 Search abont TEBE......ocommeousexassensrnesssronssasmaspsnemsssissssagsassssssissssivaiaing 122
Table A.5.16 Training obtained for ICBS .......cuusmmmamsmmsianssmmpmsmmesosionsisns 122
Table A.5.17 Evaluated it TYRINITE., ...vewesccmssiinissmmgaaniissaimaaiiissmpemiissimmion 123



Table A.5.18

Table A.5.19

Table A.5.20

Table A.5.21

Table A.5.22

Table A.5.23

Table A.5.24

Table A.5.25

Table A.5.26

Table A.5.27

Table A.5.28

Table A.5.29

Table A.5.30

Table A.5.31

Table A.5.32

Table A.5.33

Table A.5.34

Table A.5.35

Table A.5.36

Table A.5.37

Table A.5.38

Table A.5.39

Table A.5.40

Table A.5.41

Table A.5.42

Table A.5.43

Helpfulness of Training for Day to Day work.........cccceeeevevieieieciinnenen, 123
External Training for ICBS.......ccoiiiiiieceecee e 123
Worked in BOC before ICBS was introduced...........coceecinivinnecininenne. 123
No. of customers went away due to ICBS ...........ococoevviiiiiiiiiicccne, 123
No. of complains due to ICBS (NOW)....c.ocovviiieeicieeeceeeeeeee 123
BIAEE BUER . covcunsocsmosassn s sossmsmsosssssass st s 0o v ST s AR S8 cs 123
Staff GENdeT......coviviciiiiiiisie e 123
Bmployee TPt uansmumsmmmmemmmmmiismss o 124
BOGC SEIVICE ..ouvieiiieiiriieisiceesisieieet ettt 124
BT P— 124
EdUCAtION ... 124
Computer BAUeBHON. s wus nvimmims st s 124
ComPULET USAZE ..vvevvereierieiieieiteiesee ettt ettt 124
Capable to get help if there is a fault in ICBS .........c..cooovvvvvvceerie. 124
When a fault occur person responsible for you complain .................... 124
Employees work faster after the introduction of ICBS..........ccouon....... 125
If employees are working slow then - reason ..........ccocoeeveveeeveceeenenennn, 125
Employees more motivated after the introduction of ICBS ................. 125
Like the Changes ...........ccccveeiinnnieeeneeee e 125
Reasons for liking the SYSIEM ..iwimammminmuimisssiinssmmponessstsasosssonnases 125
Has employee turnover increased after implementation of system...... 125
Customer base has increased after ICBS implementation..................... 125
Reasons for increase in CUSIOMETS ..........cviviveeceiieeieecceteeeee e ers e 125
BOC financial position itaproved o wssansmaisimisimenese 126
Reason for better financial position............c.oceeeevieveeviiiieieeeeeeeeen 126
ICBS known before the implementation ..............ccovvveeeeeeiceeeeerennn, 126

Vi



Table A5 44 Tratned for ICBS ..vmmanmvisirmsnnnssansmmssasasmiseose 126
Table A.5.45 ICBS trained BY .......ccoooiiiiiiiiiiieciree e s 126
Table A.5.46 Training help you in daily banking work using ICBS ..............ccceuen 126
Table A.5.47 Manager was evaluated by the bank after the training ...........cccoceeneenen. 126
Table A.548 External training on JCBS SYSIEM osmsmmsssmmssmrsiasssmssis 126
Table A.5.49 Managers perception about customers being served better after the
TSR - B TR B0 minmmnnnvisniiinanise (hassaanans o b PR AR ES i e B R Rt s 126
Table A.5.50 Average number of complains per day (before ICBS) .......cccecvvieannene 127
Table S50 INITRDRE PR cucsmanismasiansionss s bR as s SRR ARSI A A Ao e 127
Table A.5.52 CUBEHE BOIVIEE: iummmmmsmsmmeonmssmseisss e s s aasoss 127
Table A.5.53 Manager GENder ...........coeevererrirrinneerenereerresese e ereeseessesseseesaesssssesees 127
Table A.5.54 Compuiter EAUeallon: s swssmssassismimsisssassi i o s s 127
Table A.5.55 Computer USAZE ......ccocoveiiiiirririierierierieriessesseeeessessessesssessessesssessesessenes 127
Table A.5.56 TCBS helps:achieve the goals of BOC. ........cissiissiimmssmssisssasosinsss 127
Table A.5.57 All members of the top management agreed ;o the change in Systems (to
VEB0 s marmemms s T R R R s 127
Table A.5.58 The initiation of the ICBS project took time to get approved by senior

150k 10 E 4 L) 4 R T 128
Table A.5.59 When compared with other investments for other projects is it a very
s DU —— 128
Table A.5.60 BOC focus mainly on the customer OR Technology ..............c.c.......... 128
Table A.5.61 Is BOC willing to form technology partnerships with other Banks (Sri
Lankan or International) ........c.cceceiireeriiiiiieess e erecesens e ees e eneesesnees 128
Table A.5.62 Are the Customer Service officers aware that they should use the
technology to serve customers (IT as @ TOOL).......c.coouvieiviiiiiiiciieic e 128
Table A.5.63 Investments in IT - Technical Expense OR Business Decision............ 128

vil



Table A.5.64
Table A.5.65
Table A.5.66
Table A.5.67
Table A.5.68
Table A.5.69
Table A.5.70
Table A.5.71
Table A.5.72
Table A.5.73
Table A.5.74
Table A.5.75
Table A.5.76
Table A.5.77
Table A.5.78
Table A.5.79
Table A.5.80
Table A.5.81
Table A.5.82
Table A.5.83
Table A.5.84

Table A.5.85

Table A.5.86
Table A.5.87

Table A.5.88

BOC operating expenses have reduced after ICBS was introduced..... 128
Profitability increased..........ccoviiiiiiiinisiieeec e 128
Process to Retain customers is:available .....c.oimaissssiisis 128
New customers have inCreased............oceviriiiiiineneseeeese e 129
Are there new services introduced rapidly after ICBS ...........ccoovennee. 129
Employee Relenlion increased.....vmmammimmansnsmsasmmnsssssessssns 129
SENI10r MEANATET ABR......comrsrmrrerrrsrssnerzsrssssnsssaamssasssssmsssnsrsssesrrasssnes sansonnes 129
Senior Manager Bervice ...cusmasmmnumsacisrsmmsssssimsamsios 129
Senior Manager EAucation..........ccccceevveivieecieeiee e 129
Senior Manager Computer BEAuoation. ... imsmssssssssssssacsssssasssionss 129
TYPE Of CUSTOMET ..ot 129
e 1) - T —— 129
Gender of CUSTOMET.....c..ciiiiiiiiiiiiteie e 130
Pregqueney of visiting BOU swommmnimmsinmmmsmsimmimmmsis 130
Length of dealing with BOC..........cccoooiiiiiiiiniiiiiieeeeceee e 130
Use the same branch every time when you visit BOC ......................... 130
Do you deal with other banks ...........ccocveiiiiiiiiriccc e, 130
Fregueney of visiting other bamnkes. cumamamsmsmssssiismesisiasmmens 130
Other banks visited by CUSIOMET........ccoveriiriecieieieiece e 130
Computer knowledge and/or training (Any type).....cccceeveeveevierierneanenne. 131
Type of services obtained from BOC ...........ccoovviieiiiicieccceeeee, 131
Customer perception about staff capability to handle the new computer

................................................................................................................ 131
HNO* or ‘Moderate’ toabove = TeaSON . mmmsmiirmsinmmniig 131
Customer perception on staff being inefficient............c.cccovervviieennnnee.n, 131
If staff is inefficient — reason s 131

viii



Table A.5.89 Customer happy to come to the bank (BOC)........ocooveervcercerrenverennnne 131
Table A.5.90 Customer recognised and treated well...........ccceccvviivnvnnininiennnennnnnn 131

Table A.5.91 Customer perception about the environment in BOC (Look and feel). 131

Table A.5.92 If *YES’ - then satisfied with the ATM services ........ccccceveevevernennennn. 132
Table A.5.93 Customer expect something more from a ATM machine..................... 132
Table A.5.94 If you expect something more — reason........ccoeveevievieceeereereeieersenneeneenes 132

ix



List of Figures

Fium 3.1 Conceplug]l Framewotk wusmssnmeasmamsmisaemim s 19
Figure 4.1 Independent Variables divided into relevant Entities..............ccccoevvvvernnens 24
Figure 4.2 Ressarch Model cniummmmmmnamnsiimssiamismmmmmmmemssmsmseismmmasasans 33
Figure 4.3 Interconnectivity among qUeStiONNAIres. ........cceevveruevierieieeiereeieesieereeseeneans 35
Figure 5.1 Do you like this change in SYStems .........ccceceirieiniiiieiiesicreseeceeens 46
Bigre 5.2 Like Chenge Reasoms . umnsmsmesommisssssmssass s oasesass 47
Figure 5.3 ICBS Help to do Your WOrk .........cccoeveeviiiiiiiiicceeieiseceeeevs e 47
Figure 5.4 ICBS Complicafing to Yomw.wimiiaismmnsmmiasmnssmismmnms 48
Figure 5.5 Replacement POLICY .....c.covvciiiiiiiiieicreieeieectesicceeee et 49
Figure 5.6 Time taken to withdraw cash from Savings Account .............ccovevevrvruencnnns 52
Figure 5.7 Time taken to withdraw cash from Current Account...........c.cccevvvvvvrvenenens 52
Figme .8 Stalf Kuew [CBS Belore....omuoimmmmnimsmimis s imimssomses smmre 53
Figure 5.9 After Implementation searched about ICBS ............cccooiiiiciciiiiic, 53
Figure 5.10 Training obtained for ICBS ...........cooiiiiiiieceeeee e 54
Figure 5.11 ICBS trained bY ......cccovvveevinieieieiiicriescesisise et 54
Figure 5.12 Comparison of Customers Served Per Day Before and After ICBS......... 56
Figure 5.13 Comparison of No. of customers went away (Before and Now) .............. 58
Figure 5.14 Customer complains (Before and NOW) .......c.ccooveoeveeeieeeeeieereeesressesennns 60
Figure 5.15 No. of Customer complains (Before and Now)........ccccoovevveevicviieciinen. 61
Figure 5.16 Person to-complain if'a fault 0CCUIS ........smsiissmssssisisimmsssmemmnns 65
Figure 5.17 If employees are working slow - the 1eason...........cccoovevvvvveveeerieieressnn 67
Figite'5.18 Reason Toc liking hesystom q.onwmususausanusmmsnmsmemmmsis 68
Figure 5.19 Source of obtaining training for ICBS ........c.cccovioiieeeieeieeeeee e 71
Figure 5.20 Obtained external training on ICBS System............ccccovevvvvevivveeeeeeenn, 71
Figure 5.21 Customers are better served after the introduction of ICBS .......cocoenv.. 72

X



Figure 5.22 If you have worked before the introduction of ICBS - customers complain

ADOTITTHE BHOKL...coccarrnamemtssnsinmssianssssiings i sassiss s s S i A S T P AR 74
Figure:5.23 (Customer complains:about the bank now........c.wuuimmssmsaemmmsesse 74
Figure 5.24 Does ICBS help you achieve the goals of BOC..........cccooiiviiiieiiccienes 76
Figure 5.25 Comparison of investments for other projects - a very high amount....... 78

Figure 5.26 BOC willingness to form technology partnerships with other Banks (Sri

Lankan or InternaBonal) e e s s 81
Figure 5.27 Investment in IT - Technical Expense OR Business Decision................. 82
Figure 5.28 BOC operating expenses - reduced after ICBS was introduced............... 83
Figure 5.29 Existence of a process to retain CUStOMErS........ocovviivvereiieenieninesiennennnes 84
Figure 5.30 New services introduced rapidly after ICBS..........cccoooiviiiiiniienieceenn, 85
Figure 531 Comparison of Frequency of visiting BOC..........cummavismssmsmasssiminsies 92
Figure 5.32 Comparison of Frequency of Dealing with BOC...........cc.cccvvevceeevvievnnenee. 92

x1



List of Appendices

Appendix 1 OnpaniSation CHATT...cuumissiiimisesssisisssmsssstastisssisssmsssisbbissssnmatithinmnnsnss 106
Appendix 2 Literature RevieW. . vsswnmssmissssaswosessissssonsmsassmssssissss 107
Appendix 3 Conceptual FIAmMEWOTK ............cvvurveeimrsesessssssesssssssssssssesssssssesesssssanes 113
Appendix 4 Methodology s SRR 114
Appendix 5 Tables FOr ANalYSis ......cccoveirrieeirnnieniniinesinseinesesssnesssesssssenessssenenes 121
Appendix 6 Question-wise questionnaire analysis...........cccceerveerierireerserieesssesseessenes 133
Appendix 7 QUESHIONNAITE ......c.cccerviieererieeereereeseeeseessessesseessserasesseessessseessessserssenses 218

xii



Abbreviations and Nominal Definitions

Abbreviation / Concept Definition

BOC Bank of Ceylon

ICBS Integrated Central Banking System

IS Information System

PBO Personal Banking Officer (Front line officer in charge for opening)
Teller Teller Officer (Front line officer in charge of handling money and

cheque transactions.)

CBSL Central Bank of Sri Lanka

Unisys An Information System used prior to ICBS

Nixdorf An Information System used prior to ICBS

Micro Banker An Information System used prior to ICBS

et al. gl{l)d o)thers. Origin Latin et alii (Oxford Reference Dictionary
03))

FBA Florida Bankers Association

xiil



Acknowledgement

First and foremost I must convey my greatest respects for the guidance and many words
of encouragement that I got from my supervisor, Dr. S. Amaratunge (Dean, Faculty of
Management Studies and Commerce, University of Sri Jayewardenepura). I am very
thankful to Dr. S. Amaratunge for all the information that he has provided in making

this thesis a success.

Secondly I would like to thank Dr. P.D. Nimal (Coordinator, M.Sc. (Management)
Program, Faculty of Management Studies and Commerce, University of Sri

Jayewardenepura), for all the support and guidance that he has provided.

Thirdly I would like to thank Mr. U. Kariyawasam (Former Chairman, Bank of
Ceylon) for providing the permission to base my thesis on the Bank, and also I would
like to extend a special thank you to Mr. P. J. Jayasinghe (AGM — Western Province
(South), Bank of Ceylon) and I would like to acknowledge the AGM in charge of
Information Systems of the Bank of Ceylon for all the help provided to analyse the IS

and the banks requirements.

I would also like to acknowledge and specially thank Mrs. Sunethranee Amaratunge
(Senior Lecturer, Faculty of Management Studies, University of Kelaniya) for the kind
words of encouragement and assistance extended to us to conduct my study
successfully.

Last but not least I would like to thank my husband, parents, relations, fellow students

within our study group and God for assisting me conduct this study.

Xiv



The Impact of Information Systems on Efficiency: Evidence from the

Bank of Ceylon of Sri Lanka

Gayathri Rajika Rajasingham

ABSTRACT

Banks are one of the world’s largest investors in Information Systems and Information
Technology, due to the reason that critical recording is required for all transactions and
also since these records maintain money transactions of their most valued customers.
This trend would continue to ensure safety and efficiency of banks. There is a Top
Management concern in most banks that the said investments do not achieve its
requirements. This same concern is evident for Bank of Ceylon. Therefore an empirical
study was conducted to analyse the impact of IS on the efficiency of BOC. Six factors
affecting efficiency were identified with the use of a scientific methodology and this
was tested and analysed to establish validity and significance of the factors in terms of
the BOC context with the use of five interview-based questionnaires focused on the
five entities connected to the bank. The entities namely Staff Member, Manager, Senior
Manager, Technical Manager, and Customer, and individuals from each entity were
selected in the data collection and this data was analyzed to determine the impact to the
objectives using a statistical tools. Hence the impact of IS on Efficiency in Bank of
Ceylon is affected by the alignment between IS and business goals, top management’s
commitment to technology, role of IS in supporting organizational tasks, Efficiency
measures used to identify the contribution of IS, Critical success factors, and

background factors.
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