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5. DISCUSSION OF FINDINGS 
 

The services sector organizations always pay much attention towards provision of key 

services to consumers in a better way while achieving higher business performance 

especially in financial terms. Today one of the major facilitators for providing better 

service is to enable IT as a supporting tool. Hence, making investments on IT 

infrastructure in these organizations is heavily increasing. The researcher has used a 

conceptual model of how IT infrastructure contributes to the success of organizations in 

terms of the related practices in use. 

 

Therefore, this study was to analyze how these firms utilized IT components related       

practices: IT services related practices, IT personnel related practices and shared IT 

applications related practices. Further, the research concentrated on four major service 

sectors namely; wholesale & retail trade, transport, travel & communications, finance, 

real estates & business service and health, education and recreational services activities in 

order to measure the utilization of practices achieving business performance. 

 

The results were generated after a proper analysis of collected data. Some answers were 

coded, some were analyzed after averaging and some were used as they were, in the data-

entering phase prior to the analysis. The careful analysis of this data yields the research 

findings, which are discussed herein. Though most of the results confirmed the initial 

thought there were very few exceptions observed.  

 

The examination of overall research respondents indicates that the majority of the 

respondents were managers of the respective organizations. That percentage was 50% 

while the next level is Executives (36%) and the rest are chief officers. Since almost all 

respondents are executives and above, it can be concluded that these respondents had 

better decision power in providing valid information. 

 

 

 



   64
 
 

5.1   General discussion of the findings from Survey 
 
Most of these service sector large enterprises employed 20 or more IT personnel for the 

management and maintenance of IT Infrastructure. This presents these organizations have 

paid much attention to IT infrastructure activities however outsourcing of IT work is still 

lacking. 

 

All of the service sector organizations use computers and servers for their business 

operations and more than 250 computers and more than 20 servers could be observed 

within these organizations. This is a good indication of utilizing of IT components. 

 

Windows operating system dominates in the desktop and server operating systems. This 

is an indication of service sector organizations use well-known IT components.  

Service sector firms have a sufficient number of WAN Links for branch connectivity. 

Use of IP telephony is still lacking and around 22% of firms enjoy voice over IP 

telephone facility 

 

Majority of firms have allocated 20% of the company budget to IT infrastructure. This 

shows that there are regular annual investments on IT infrastructure in common. 

Therefore new additions, upgrades and any improvement of IT Infrastructure could be 

done with this budget allocated. 

 

New user management techniques like centralized software distribution and using pre-

prepared software images for desktops are still lacking. These new techniques reduce 

time delays involve in software and user management. Therefore by utilizing modern 

practices like above can save time which can be used for another business activity. 

 

Most of the firms have taken necessary measures to implement security. Almost all use 

Anti-Virus Software in almost all desktops and servers and central firewalls. This is a 

good indication that most of service sector organizations have taken steps to protect 

valuable IT assets.   
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Having an acceptable use policy is also emerging. More than 65 percent of firms in the 

sample have implemented this policy in their organization. This further helps to protect 

valuable IT resources in the organization and also help employees to use IT resources in 

proper manner. 

 

100Mbps copper networks are common in local area networks and 1Gbps Fibers are 

heavily used in backbones. Leased lines and broadband Internet connection options are 

commonly operational in services organizations. This shows the strength of the capacity 

of the network they have. This is again a good indication to prove that they have 

sufficient data network capacity. 

 

Around 75 percent of the firms have strategic IT plans. Also two levels of practice 

utilization are observed in the services sector. But most of the organizations in those two 

categories have an IT strategic plan. Therefore, this shows that applicability of IT 

strategic plan is considerably low even though companies at two levels of utilization are 

having plans. 

 

5.2   Hypothesis Testing 
 

The main hypothesis investigated the relationship between IT infrastructure practices 

deployed with business performance. The analysis to test this hypothesis was carried out 

using Pearson correlation test method, which derives the level of significance. Also the 

testing of the hypothesis was carried out for data from an entire service sector sample and 

the same test was done for individual major sectors, described above. 

  

The main hypothesis was confirmed and hence, it was observed that firms with better 

infrastructure show higher business performance. As per the conceptual model, the better 

infrastructures utilized main IT infrastructure practices. They have better IT components 

related practices, IT services related practices, IT personnel related practices and shared 

IT applications related practices .To construct the main variable for IT infrastructure 

practices the weights given for these sub categories by the respondents were used.  
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Therefore, the sub hypothesis generated for those practices was also tested separately and 

the results confirmed all four sub hypotheses. 

 

Hence, the findings show that when firms experience sophisticated IT infrastructure 

practices they show higher business performance. This finding further confirms the past 

studies that related IT infrastructure variables with business performance. [9], [27]. 

 

The non-IT related variables such as leadership and cooperation confirm a positive 

relationship with business performance. It is concerned that having better leadership and 

the cooperation results higher business performance. Also the strategic planning has 

shown that relationship at 0.058 level of significance with business performance. This 

finding further confirms past research [28] related to non-it variables with firm 

performance.  

 

The linear regression used for the same testing also confirmed the main hypothesis. 

The derived regression model to represent the relationship of IT infrastructure and 

business performance is as follows. 

 

BUSINESS PERFORMANCE =0.745 + 0.705ININFR 

 

Also the researcher tested the same relationship by incorporating some other non-IT 

related variables. The derived multiple regression models are shown below. 

 

BUSINESS PERFORMANCE =0.502 + 0.592ININFR + 0.091 LEADERSHIP +0.066 

STRATPLAN + .0.021COOPERATION 

 

Considering all of the above statistical analyses, the main hypothesis is   confirmed. 
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The findings for majors sectors could be described as below. 

 

5.2.1 Financial Services Sector 

 

The main hypothesis confirmed with significance at the level 0.01.Aslo all four sub 

hypotheses were confirmed. The researcher’s initial thought was justified and confirms 

the heavy use of IT in financial sector firms and in return they have achieved higher 

business performance. 

 

Also these firms are currently utilizing most of all the IT infrastructure practices of level 

2(Higher level) of proposed utilization model considered for this analysis. They further 

can improve proper utilization of IT infrastructure practices, since a positive relationship 

exists between these practices and business performance.   

 

5.2.2 Communications Services Sector 

 

The main hypothesis was confirmed with significance at the level 0.05. Also all the sub 

hypotheses were confirmed. This sector also in general depends on IT. Hence, the results 

further confirm it. The communications services sector organizations are also currently 

utilizing practices in the Level 2 of proposed utilization model. 

 

 As per the financial services, communication services sector organizations further can 

improve there IT infrastructure to achieve enhanced business performance. 

 

5.2.3 Whole Sale, Retail and Hotel Sector 

 

Most of the hypotheses are not confirmed for this sector. But there is very close 

significance at level 0.05 as is observed when main IT infrastructure practices are 

correlated with business performance. This shows that this sector has not fully utilized IT 

infrastructure as others. 
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These organizations are at lower level (Level 1-where as Level two can be considered as 

better). A necessary action can be taken to evaluate the current IT infrastructure and they 

better check several other options such as finding other ways to enhance business 

performance or how to utilize excising IT infrastructure as asset which further enhance 

business performance.  

 

5.2.4 Education and Health Sector 

 

The main hypothesis was proved for this sector as well. Except the hypothesis tested for 

shared IT applications, all other sub hypotheses were confirmed. Since the sample 

selected for this sector comprises large private educational institutes and main private 

hospitals, the results confirm the sophistication of their IT infrastructure. This also 

indicates that ERP related shared applications are not highly operational in this sector or 

they are not getting good business outcome from the existing ones. 

 

These organizations are currently operated in level 1 as wholesale sector organizations, 

however the correlation analysis results shows that these organizations have properly 

used IT infrastructure practices achieving business performance. Therefore these 

organizations could take necessary steps to move to the next level of utilization. 

 

5.3  Percentage change of business performance 
 

The data were gathered to find out the status of organizations before any improvement of 

IT infrastructure was made or before any IT investment made. By logically examining the 

means of present and before business performance variables such as turn over, net profit, 

market share and sales growth, it is shown that there is significant change in business 

performance after IT was heavily used. 

 

 

 

 


