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___________________________________________________________________________ 

Most probably, companies most admired by the public give better remuneration ahead of 

Information Technology. This study sought to reveal that IT played an important role in the 

growth of a company that leads to better employee salaries. A survey method was used. 

Email questionnaires and follow-up telephone interviews were employed. The research 

showed that the top companies had information systems, such as, marketing finance, 

production, human resources, decision support and expert in place. Some of these systems 

were integrated (connected together). Through the use of these systems, the companies 

experienced a number of benefits that included: easy communication, online transactions, 

business news, increased production, marketing cost reduction etc. The companies were able 

to contain IT problems to safeguard their systems hence the benefits accruing to them. The 

research recommended that the companies should do more business online through the use of 

extranet connections to their partners. More investment was required in decision support 

systems in order to improve management performance. It is hoped that the hidden role of IT 

is published and more players invest in this important area. 

___________________________________________________________________________ 

1.0 Introduction 

This study was about determining the role of IS in the eighteen most admired employers in 

Zimbabwe. It was based on the previous survey done by the Industrial Psychology Consultant 

(Pvt) Ltd. The research population consisted of the eighteen companies or employers.  

 

In June/July 2010 the Industrial Psychology Consultant (Pvt) Ltd, a Zimbabwe company, 

carried out a study that revealed the eighteen most admired Zimbabwean companies. The 

companies were ranked from 1 to ten. The eighteen companies came from the following 
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sectors: IT, mining, finance manufacturing and non-governmental organizations. It was based 

on the perceptions of people and targeted both the employed and the unemployed individuals.  

 

Among a host of reasons for the companies’ popularity suggested by the respondents, 

remuneration had the highest score of 26.63% followed by growth opportunities with 

13.13%. The lowest ranked was technology with 0.36%. On the other hand the research 

findings showed that a large number of respondents chose Econet, which is in the 

Information Technology (IT) sector as the most admired employer. The major issue to be 

considered by this study is that, if this was the position, then IS played a significant role in 

the company’s popularity. It was from this study that this research was developed.  

 

The measured economic impacts of IS had been observed in developed countries. Three 

impacts of IS on economic growth were distinguished by OECD. Firstly, investment in IS 

added to the capital stock that was available for workers and thus helped raise 

labourproductivity. IS investment in developed countries accounted for between 0.3 and 0.8% 

point of growth in GDP per capita over the 1995-2001 periods (OECD 2003). 

 

Secondly, IS had been characterized by rapid technological progress and very strong demand. 

In Finland, Ireland and Korea, close to 1% point of aggregate labour productivity growth in 

the 1995-2001 period was due to IS in the  manufacturing sector. In the United States, Japan 

and Sweden, the IS producing sector also contributed significantly to productivity growth 

(OECD 2003 publication).  

 

Thirdly, new evidence from thirteen OECD countries demonstrated that the use of IS 

throughout the value chain contributed to improved company performance. The smart use of 

IS helped companies to increase their overall efficiency in combining labour and capital, or 

multi-factor productivity (MFP). IS-use contributed to network effects, such as lower 

transaction costs and more rapid innovation, which improved MFP. In some countries, 

notably the United States and Australia, there was evidence that companies that had invested 

in IS, such as wholesale and retail trade, had experienced more rapid MFP growth. Company-

level studies also showed that the use of IS helped efficient companies gain market share at 

the cost of less productive companies and raised overall productivity. In addition, the use of 

IS helped companies expand their product range, customize the services offered, or respond 

better to demand andinnovation.  
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Moreover, IS reduced inventories and companies integrated activity throughout the value 

chain. Studies also showed that IS was part of a broader range of changes that enhanced 

performance. The impacts of IS depended on complementary investments, for example,in 

appropriate skills, and on organizational changes, such as new strategies, new business 

processes and new organizational structures. Companies that adopted these practices gained 

market share and enjoyed higher productivity gains than other companies.  

 

In Germany, the impact of IS investments on output was about four times higher in firms that 

introduced innovations. The impacts of IS on innovation were particularly important in 

services, as IS reinvented business processes and developed new applications.  

 

The impact of IS on organizations was summarized on the website (www.ustudy.in).The IS 

improved the performance and productivity of the company. It helped in the management of 

marketing, finance, production and improved the skills of the employees and the employees 

monitored the various department functions. It gave reports regarding daily progress, and 

achievements. It was used to control the various operations involved in the smooth 

functioning of the organization.  It motivated employees to spend more time for achieving 

efficiency in their departments. 

In Africa, there is insufficient evidence to suggest a direct link between IS and development. 

Recent studies found a positive correlation between investment in IS and economic growth in 

developed countries, but evidence for developing countries is not as extensive (Ngwenyama 

et al, 2006). In Africa, arguments as to whether the continent should acquire the new 

communication technologies assumed robust dimension. The major issues centred around the 

question of priorities. The following issues were raised: Was it appropriate for African leaders to 

ignore the basic needs of their people and hop onto the bandwagon of the new communication 

technologies?  Would acquisition of new communication technologies transform African 

economies, lead to greater food production and improved quality of life, health and housing, 

overcome poverty and illiteracy, and end internecine civil strife? Indeed, could Africa thus 

afford not to adopt new IS? 

 

 

 

http://www.ustudy.in/
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2.0 Statement of the Problem 

 

At the top of the eighteen companies was an Information Technology (IT) company whose 

operations were based on IS. Among the admired employers were also two other IT 

companies: Telecel and NetOne. The respondents were not away of the role IS was playing in 

the development of the companies. The problem was that the impact of IS in the development 

of a company remains unexplained and unknown to the public. 

 

3.0 Research Questions 

 

This study was guided by the following questions: 

 What role was IS playing in the development of the company? 

 How did the companies manage to minimize challenges faced in order to maintain IS 

system quality? 

 

4.0 Theoretical Framework 

 

The above impact of IS on organizations did not go unnoticed by researchers. Some 

researchers have tried to explain these success stories in form of models. Their argument was 

that it was because of the IS that the company experienced advantages or benefits. 

 

Theoretical models have been developed to explain factors that contribute to the impact of IS 

on individual users and companies. One of the early models, focused on how the system and 

information qualities impact on users and the organization, was developed by DeLone and 

McLean (1992). This has been referred to as the D&M Information System (IS) Success 

Model. 

 

In the D&M IS success model, “systems quality” measured technical success; “information 

quality” measured semantic success; and “user, user satisfaction, individual impacts”, and 

organizational impacts” measured effectiveness success. The six dimensions of success were 

proposed to be interrelated rather than independent. This had important implications for the 

measurement, analysis and reporting of IS success in empirical studies. The model suggested 

that IS was first created, containing various features. Users and managers experienced these 
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features by using the system and were either satisfied or dissatisfied with the system. The use 

of the system and its information products then impacted or influenced the individual user in 

the conduct of his/her work and these individuals impacted collectively into company 

benefits. 

 

A higher system quality was expected to lead to higher user satisfaction and use, leading to 

positive impacts on individual productivity, resulting in organizational productivity 

improvements. DeLone and McLean (1992) admitted that more field study research should 

investigate and incorporate organizational impact measures and the model needed further 

development and validation before it could serve as a basis for the selection of appropriate IS 

measures. 

 

After this call IS researchers began proposing modifications to this model. Seddon and Kiew 

(1996) studied a portion of the IS model: system quality, information quality, use, and user 

satisfaction. They modified the construct use, to usefulness. They argued that, for voluntary 

systems, use was an appropriate measure; however, if system use were mandatory, usefulness 

was a better measure of IS success to use. DeLone and McLean (1992) responded that, even 

in mandatory systems, there could still be considerable variability of use and therefore the 

variable use deserved to be retained. 

Researchers also suggested that service quality be added to the D&M model. Pitt et al. (1995) 

suggested that the construct of service quality be added to the D&M model. Some researchers 

had resisted this challenge (Seddon, 1997), while others endorsed it (Jiding et al, 2002). 

DeLone&MsLean (2003) after reviewing and evaluating this debate, they decided to add it in 

their updated IS success model. 

Some researchers modified the model to evaluate success of specific applications such as 

knowledge management (Jennex&Olfman, 2002; Kulkarni et al., 2006; Wu & Wang, 2006) 

and e-commerce (Molla& Licker, 2001; DeLone& McLean, 2004; Zhu & Kraemer. 2005). 

Other researchers made general recommendations concerning the model (Ballantine et al., 

1996). 

Taking into account these proposals DeLone and McLean reviewed empirical studies that had 

been carried out between 1992 and 2002 and came up with an updated model shown below. 
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Some researchers (Au et al, 2002; DeLone& Mclean, 2003; Grover et al, 2003) conducted 

literature reviews to examine if the results of empirical studies supported the relationships 

posited by the original success model. The reviews showed that some relationships within the 

model had received consistent support while others received mixed support (significant and 

non-significant).  

Fitzgerald & Russo (2005) found that improved system quality was positively related to 

subsequent system use. 

At the individual unit of analysis, there was strong support for the relationship between 

system quality and user satisfaction (Iivari, 2005). For knowledge management systems, 

system quality was found to be strongly related to user satisfaction (Kulkarni et al., 2006; Wu 

& Wang, 2006; Halawi et al., 2007). Perceived ease of use had a significant relationship to 

user satisfaction (Hsieh & Wang, 2007). Researchers had also examined more general IS and 

found a strong relationship between system quality and user satisfaction using a variety of 

measures and IS (McGill et al., 2003; Almutairi& Subramanian, 2005; McGill &Klobas, 

2005; Wixom & Todd, 2005). However a case study found necessary, but not sufficient, 

Net Benefits 

User 

Satisfaction 

Intention     Use 

To Use 

Service 

Quality 

Information 

Quality 

System 

Quality 



International Journal of Research in management                                                                          ISSN 2249-5908          

Available online on http://www.rspublication.com/ijrm/ijrm_index.htm             Issue 2, Vol. 6 (November-2012) 

 Page 62 
 

relationships between system quality and user satisfaction and ease of use and user 

satisfaction (Lexlercq, 2007). 

The relationship between system quality and net benefits showed moderate support. Some 

studies found a significant relationship (Yang &Yoo, 2004; Wixom & Todd, 2005 Hsieh & 

Wang, 2007). Shih (2004) found that system quality was significantly related to perceived 

usefulness. 

 

Bradley et al, (2006) compared system quality and impact of system at operational, tactical 

and strategic levels. The relationship between system quality and impact of use at these 

various levels was significant.A study of knowledge–management systems found that 

information quality was significantly related to the intention to use (Halawi et al., 2007). 

 

The relationship between information quality and user satisfaction was strongly supported in 

the literature (Iivari, 2005; Wu& Wang, 2006). Studies had found a consistent relationship 

between information quality and user satisfaction at the individual unit analysis (McGill et 

al., 2003; Almutairi& Subramanian, 2005; Wixom & Todd, 2005; Kulkaini et al., 2006; Chiu 

et al., 2007; Halawi et al., 2007). 

 

There was moderate support for the positive impact of information quality on individual 

performance. Information quality had been found to be associated with quality of work and 

time savings (Shih, 2004) and decision-making satisfaction (Bhakati&Chandhury, 2006). 

Perceived information quality was also significantly related to perceived usefulness (ie net 

benefits) (Shik, 2004; Wu & Wang, 2006).  Kositanurit et al, (2006) discovered significant 

relationship between information quality and performance among users. 

 

In knowledge-management context, Halawi et al. (2007) identified a significant relationship 

between intention to use and user satisfaction. Chiu et al. (2007) identified a significant 

relationship between use and user satisfaction in e-learning context. Iivari (2005) found in a 

study of medical information system in which use was mandatory, that use was significantly 

related to user satisfaction. 

Several studies found that IS use is positively associated with improved decision. Burton-

Jones & Straub (2006) found a strongly significant relation between system usage and task 



International Journal of Research in management                                                                          ISSN 2249-5908          

Available online on http://www.rspublication.com/ijrm/ijrm_index.htm             Issue 2, Vol. 6 (November-2012) 

 Page 63 
 

performance. Halawi et al. (2007) identified a significant relationship between intention to 

use and net benefits as measured by improvements in job performance. Many studies found 

significant relationships and correlations between system use and net benefits and among 

them Almutairi& Subramanian (2005) and Kositanurit et al. (2006). 

Kositanurit et al, (2007) identified significant relationship between perceived ease of useand 

performance, but no relationship between reliability and performance for individual users of 

Enterprise Resource Planning (ERP) systems. Bhakati&Chandhury (2006) found a significant 

relationship between system quality, measured by reliability, flexibility, ease of use and 

convenience of access, to decision-making satisfaction in an e-commerce environment. 

This model showed that IS played a role in the development of a company. If the most 

admired companies in Zimbabwe use IS then their popularity should be linked to IS as shown 

by the researchers above. 

 

5.0 Research Methodology 

 

5.1 Research perspective 

The research perspective used in this study was the quantitative design. It focused on the 

understanding of nature of the situation in the most popular companies in Zimbabwe. This 

design was chosen because it added insights and understanding the situation on the ground in 

most companies. It could be used to increase the generality of results and produce more 

complete knowledge to confirm theory and practice (Johnson and Onwuegbuzie 2004). 

 

5.2 Research method 

A survey research method was used. The survey described the opinion of the ten companies. 

The method was cheaper and offered rapid turnaround in data collection. Email 

questionnaires and follow up interviews were used. At the analysis stage a quantitative 

approach was used and numerical values were generated from the questionnaires. The 

questionnaire is in Appendix I. 

 

5.3 Research population and sample 

The research population consisted of the eighteen companies that were ranked one to ten in 

the Industrial Psychology Consultant (Pvt) Ltd study. Since the number is small, a census was 
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considered suitable in place of sampling. The entire population was considered to be a 

sample. The research was targeted at the companies’ Information Technology Departments as 

these were responsible for running IS. 

 

6.0 Results and Discussion 

 

Questionnaires were sent to the eighteen companies and only ten responded giving a response 

rate of 56%. Unfortunately the most popular company did not respond.  

 

The ten companies that responded were of different sizes. Five companies had numbers of 

employees ranging from two hundred and fifty to four hundred and ninety. The other four had 

six hundred, one thousand and two hundred, two thousand and five thousand employees 

respectively. One did not indicate its size. All ten were large companies. 

 

6.1 Network systems 

 

6.1.1 Intranet 

 

All companies had IT Departments or Divisions responsible for IT activities. They had 

intranet networks.  

 

An intranet is a network inside an organization that uses IT to provide an internet like 

environment for information sharing, communication, collaboration and the support of 

business processes. It is protected by security measures such as passwords, encryption and 

firewalls. Such networks provide fast communication within the company leading to fast 

decision making. This confirmed D&M theory that IT played a role in the development of a 

company. 

 

6.1.2 Extranet 

All the companies had no extranet connections. An extranet is private network that uses 

internet technology and public telecommunications system to securely share part of a 

business’s information or operations with suppliers, vendors, partners, customers or other 

businesses. It is a company’s intranet that is extended to use outside the company. An 



International Journal of Research in management                                                                          ISSN 2249-5908          

Available online on http://www.rspublication.com/ijrm/ijrm_index.htm             Issue 2, Vol. 6 (November-2012) 

 Page 65 
 

extranet requires security and privacy, for example, firewall server management, encryption 

of messages. Extranet is used for: 

 Exchanging large volumes of data using Electronic Data Interchange (EDI). 

 Share product catalogues with wholesalers (those in trade). 

 Collaborate with other companies on joint development efforts. 

 Jointly develops and use training programs with other companies. 

 Provide or access services provided by other companies, for example, online 

banking applications managed by one company for affiliated banks. 

 Share news of common interest with partner companies. 

 Establish direct private network links (Tyson 2011). 

Such benefits did not exist in the ten companies and this made it costly to execute business 

activities with their partners. 

6.1.3 Internet 

 

The ten companies had Internet connections. The Internet is the world's largest computer 

network. It links computer terminals together via wires or telephone lines in a web of 

networks and shared software.  It is a network of networks that consists of millions of private, 

public, academic, business, and government networks, of local to global scope, that are linked 

by a broad array of electronic, wireless and optical networking technologies.  

 

The ten companies were linked to the outside world. This made it easier for the companies to 

execute business with their partners leading to their growth. 

 

 

6.2 Information Systems 

 

There were different computer systems in the companies and these are shown in the diagram 

below. 
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 Figure 1: Computer Systems 

 KEY: 

IIS -  Integrated Information Systems               ESS – Executive Support Systems 

DSS – Decision Support Systems                      EXPERT- Expert Information Systems 

MKTING – Marketing Information Systems    PROD – Production Information  Systems        

FINANCE – Finance Information Systems       HRMS – Human Resources Information 

Systems 

All the ten companies had the finance information systems. Seven had both human 

resources information and integrated information systems. Companies in the IT, mining 

and manufacturing sectors indicated that they had production information systems. One 

mining company had all the systems in place including marketing and sales information 

systems but its ranking in the base study was in the bottom five. This showed that the IS 

was not being fully utilized to link the company to the Zimbabwean population. The 

decision support systems were not popular with the companies and this could 

compromise qualities of decisions made. One mining company and a non-governmental 

organization indicated that they had expert systems. Even with varying systems in place, 

the companies were able to process their activities fast and cheaply hence improved their 

services boosting their profits leading to better remuneration for employees. Their 

products could be sold at lower prices confirming the role of IT as stated in the D&M 

theory. 
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6.3 Company Benefits 

 

The companies experienced a lot of benefits from the information systems shown in 

figure 2. Three companies experienced all the system benefits shown in figure 2 below.  

All companies had communication services such as email and chat-rooms. Eight 

companies were carrying out online transactions and IS had caused costs reduction and 

increased productivity. It was interesting to note that some employees of four companies 

held electronic conferences. 

 

 

 
 

  

   

   

   

   

   

 

 

   

Figure 2: System Benefits   

KEY:   

ONLINE TRANS  -   Online Transaction  COMM - Communication   

NEWS - Business News                               EDUC - Education   

COSTS RED - Costs Reduction                   STRAT BUS - Strategic Business   

CONF – Conferences                                    MKTING - Marketing  

WORK HOME - Working from Home        BUS TIME - Saving Business Time  

INCR PROD - Increased Production  

 

The impact of above IS, on the organizations was summarized on the website 

www.ustudy.in as: 

 improve the performance and productivity of the organization 

 help in the management of marketing, finance, production and improve the skills of 

the employees. 
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 help the employees to monitor the various department functions. 

 give the reports regarding progress, achievements and the errors in the day to day 

functioning. 

 use to control the various operations involved in the smooth functioning of the 

organization. 

 help to improve the discipline of the employees. 

 help to regulate the operations that complicate the day to day functioning. 

 help to yield good results by experimentation and modeling.  

 motivate employees to spend more time for achieving efficiency in their 

departments. 

The ten companies experienced this impact leading to their popularity. 

6.4 The IT Problems 

Companies faced IT problems shown in figure 3. These problems could affect the quality of 

IT services. Viruses are the major problems for companies followed by accidents and misuse. 

Data theft and hackers are not a serious problem.  

 

Figure 3: Systems Problems 

It was noted that in figure 2, that half of the companies used information systems to educate 

their employees. This contributed in the reduction of problems such as misuse and accidents. 
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6.4.1 Data theft and hackers 

These are criminal activities. They were not a major problem for the companies. These 

criminal activities include hacking, or sneaking into computer systems, stealing account 

passwords and credit-card numbers, and illegally copying intellectual property. Because, 

personal computers can easily copy information including everything from software to 

photographs and books, and the information can be sent anywhere in the world. It has 

become much more difficult for copyright owners to protect their work. The companies 

performed well to prevent such disasters. 

6.4.2 Misuse of systems 

The misuse has become a common problem for the companies. This can come in different 

ways. For example, distribution of pornography became a major concern since the 1990s, and 

has become so common with the development mobile Internet access. 

It can also be in the form of misuse of computer resources. For example, the average UK 

employee spent 57 minutes a day surfing the Web while at work, according to a 2003 study 

by Peninsula Business Services. Internet addiction disorder is excessive computer use that 

interferes with daily life. It was noted that the eight companies had managed to contain this 

problem as well. 

6.4.3 Viruses 

Six of the ten companies experienced this problem. This is a serious problem for every 

organization. A virus is a rogue software programme that attaches itself to other software 

programmes or data files without user knowledge or permission. It can destroy programmes 

or data, clogging computer memory, reformatting a hard drive, or causing programmes to 

mal-function. Viruses spread from computer to computer (Turban et al 2001). Anti-virus 

updates have to be done regularly to prevent viruses effects. 

6.4.4 Accidents 

Three companies experienced this problem. This could be caused by human error. 

Development of skills through on the job training could be one way. There is also need for 

constantly backing up daily work or install systems that automatically back up current work. 

One company used disaster recovery method. 

http://www.answers.com/topic/intellectual-property
http://www.answers.com/topic/copyright
http://www.answers.com/topic/pornography
http://www.answers.com/topic/internet-addiction-disorder
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6.5 Preventive Measures 

The companies had implemented some measures to minimize system problems. This was 

necessary to ensure system quality in order to sustain the company growth.  

The measures are shown in figure 4. 

 

 
 

        

         

         

         

         

         

         

         

         

         

         

         

         

         

         

         

 

Figure 4: Preventive measures 

 

       KEY: 

                     ENCRYPT - Encryption 

                   DIG SIGN - Digital Signatures 

     6.5.1 Passwords 

All the ten companies used passwords to access and prevent access to the systems. A 

password is a secret code the user enters to gain access to the system. If a password is 

imposed on a non-security-minded user, password procedure can result in end-user behavior 

that circumvents security. The most common forms of contra-security behavior include: 

- Forgetting passwords and being locked out of the system 

- Failing to change passwords on a frequent basis. 

- The post-it syndrome, whereby passwords are written down and displayed 

for others to see 

- Simplistic passwords that a computer criminal easily anticipates. 
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The most common method of a password control is the re-usable password. The user defines 

the password to the system once and then reuses it to gain access in future. To improve 

security the management should require that passwords be changed regularly and disallow 

weak passwords. 

The one-time password was designed to overcome the aforementioned problems. The user’s 

password changes continuously.  To access the network, the user enters the PIN followed by 

the current password displayed on the card. The password can be used only once. This makes 

it difficult for hackers to break into the network (Laudon and Laudon 2010). 

6.5.2 Encryption 

Six companies used data encryption. This is the convention of data into a secret code for 

storage in databases and transmission over networks. Two general approaches to encryption 

are private key and public key encryption. 

 Private Key encryption (Advanced encryption standard): This uses a single key 

known to both the sender and the receiver of the message. The sender encodes the 

message and provides the encryption algorithm with a key. The receiver decodes the 

message with the decryption programme that uses the same key the sender 

employed. 

 Public key encryption: This uses two different keys, one for encoding and the other 

for decoding. Each recipient has a private key that is kept secret and public key that 

is published. The sender uses the receiver’s public key to encrypt the message. The 

receiver then uses the private key to decode the message (Laudon and Laudon 2010). 

6.5.3 Digital Signatures 

Two companies used digital signatures and these were a mining and a finance company. A 

digital signature is an electronic authentication that cannot be forged. It ensures that the 

message the sender transmitted was not tempered with after the signature was applied. 

6.5.4 Other 

Other, though not specified, could include firewalls. Organizations connected to the Internet 

often implement an electronic firewall to insulate their Intranet from outside intruders. A 

firewall is a system that enforces access control between two networks. To accomplish this: 
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 All traffic between the outside network and the organization’s intranet must pass 

through the firewall. 

 Only authorized traffic between the organization and the outside is allowed to pass 

through the firewall. 

 The firewall must be immune to penetration from both outside and inside the 

organization. 

These preventive measures ensured that quality of information systems was maintained 

leading to smooth company performance leading to their admiration. 

7.0 Recommendations 

The following recommendations were drawn from the study: 

 The companies could boost their business by connecting to the extranet so that they 

would be able to do online business with their partners. 

 They need to be practice more aggressive marketing to improve their images. Econet 

has been doing it well. 

 Invest in decision support systems. 
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