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C h a p t e r -  8 

 CONCLUSION AND RECOMMENDATION 
 

8.1 Conclusion 

 

This research investigates human resources and organizational procedures as 

complementary factors that when combined with information technology to produce 

competitive advantage through resource complementariness. Under each resource 

complementary, major factors were discussed.  

 

From this study open organization, open communication and CEO’s commitment to IT 

were listed as the most important human resource complementary factors of IT. The 

customer relationship procedures, benchmarking, IT planning and team building practices 

were listed as the most important organizational procedure complementary factors of IT. 

Depending on the banking sector (licensed commercial banking sector or licensed 

specialized banking sector) the effect of these complementary factors varies significantly.  

 

In licensed commercial banking sector, IT with human resource complementary factors, 

as well as IT with organizational procedure complementary factors bring a combined 

effect on the banking performance but IT in isolation does not bring a significant 

performance variance to the LCB sector. In licensed specialized banking sector, it was 

observed that IT and organizational procedures have brought combined effect on banking 

performance but neither IT with human resource nor IT alone, bring any performance 

advantage to the LSB sector.  

 

In general, the conclusion is that IT alone does not bring any impact to banking 

performance. IT based complementary organizational procedures bring performance 

advantage to the Sri Lankan banking industry. But IT based complementary human 

resources brings performance advantage only to licensed commercial banking sector.  
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Finally, this study demonstrated that the organizational procedural factors complementary 

to IT are similar for licensed commercial banks (LCB) and licensed specialized banks 

(LSB). Nevertheless, much more research is needed in this area to identify differences 

that may arise between the set of complementary human resource factors in licensed 

specialized banks (LSB), and the set identified in this study, which gave an impact only 

for licensed commercial banks (LCB). The difference regarding the banking structure 

between LCB and LSB may lead to the existence of different (unidentified) 

complementary human resources in the case of the licensed specialized banking (LSB) 

Sector. One of the main differences with respect to LSB can be related to that they are not 

authorized to accept demand deposits from the public and transaction amounts of LSB 

are comparatively small, therefore, lower level of staff workforce/ employees in the work 

place when compared to licensed commercial banks.  

 

This research focuses on the banking industry of Sri Lanka, and not expected to find 

significant industry-based differences for the overall result concerning IT integration with 

human resources and organizational procedures, but the results for specific technology 

may not apply to other IT intensive service industry settings. It should also be noted that, 

although this study relies primarily on resource based theory, other perspectives might 

also have produced useful insights. 

 
Contradicting to the traditional case studies and literature, the findings of this research 

study suggest that, owing to information technology imitation by competitors in banking 

sector, the extensive use of IT alone has not produced a performance advantage. It shows 

that sophisticated information technology users did not generally outperform less 

sophisticated users, but those that combined IT with complementary human resources and 

complementary organizational procedures did gain performance advantages over the 

other banks in the Sri Lankan banking industry. 
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8.2 Recommendations 

 

This is the first study in the Sri Lankan banking industry in finding out the 

complementary human resources and organizational procedures which needs to be 

combined with information technology in achieving performance advantage to the 

banking industry in Sri Lanka. Through this study, the following resource variables were 

identified as the most important complementary human resource factors and 

complementary organizational procedure factors.  

 

The complementary human resource factors are as follows: 

(a) Flexibility 

“A perception that embraces and encourages change and experimentation 

and welcomes opportunities to apply new information technology” 

(b) Open organization 

“A culture of trusting and open relationships with minimal formalization and 

bureaucracy” 

(c) Open communication 

“Free communication within and across head office and branches, without 

functional boundaries between all management and operational level staff” 

(d) Consensus  

“Few organizational conflicts which happen between business units and 

between staff members” 

(e) CEO’s commitment to IT 

“A clear and visible CEO’s commitment to IT” 

 

The complementary organizational procedural factors are as follows:  

(a) Customer relationship procedures 

“Clearly identified practices, internal procedures, and standard methods of 

managing of customers,” 
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(b) Benchmarking 

“Actively researching and observing best practices of other firms in activities 

or processes that need improvement” 

(c) IT training procedures 

“Personnel are well trained on existing applications, and IT training is a 

visible priority in the firm” 

(d) IT planning  

“Clearly identified IT priorities and a plan for development and 

implementation” 

(e) Team building practices 

“Organizational team-based structure, team support on solving information 

technology related issues and the increased use of cross departmental teams 

in problem solving” 

 

During this study it was observed that the banks which have a strong position on the 

above complementary human resource factors and complementary organizational 

procedure factors gain performance advantage over the other banks. Therefore, the theory 

of Keen is still a valid statement to the Sri Lankan banking sector. That is ‘The IT 

advantage depends heavily on ‘fitting the pieces together’. That is on utilizing 

relationships among complementary resources. (Keen 1993) 

 

With the rapid growth in technological advancements, the Sri Lankan banks are investing 

significantly to improve their IT capabilities during the last few years. Therefore the use 

of IT in banking sector has improved during the last decade rapidly. Nevertheless, 

licensed commercial banks are in lead on accommodating new IT advancements, while 

licensed specialized banks are still struggling to secure their IT position. Even though 

there was a high level of investment taking place in improving IT resources, it is 

important for the Sri Lankan banks to realize the role of information technology in 

bringing performance advantage.  
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This study helps to explain and reason out the ways in which IT can be used as a 

competitive weapon and highlights the complementary resource factors that need to be 

combined with IT to bring performance advantage to the Sri Lankan banks. 

 

The higher management of the Sri Lankan banks should focus not only on high level of 

IT utilization by implementing different types of IT systems and IT devices, but also 

should focus on finding out the complementary resources that support IT to keep up the 

performance positioning. In this study the two main important complementary resources 

was pointed out, and the Sri Lankan banks should emphasize on improving these factors 

along with the rapid growth of IT in order to secure a performance advantage.  

 

 

8.3 Comments for future research 

 

This study focuses on the complementary human resource factors and organizational 

procedural factors that play a key role in IT effectiveness in the Sri Lankan banking 

industry.  The findings of this research are not only academically important but also 

industrially viable and this will open the path for the future scholarly researchers to carry 

out similar studies for other industries apart from banking sector. 

 

Further, the specific objectives of the study were limited to identifying the 

complementary human resources and complementary organizational procedures, future 

scholars can investigate and find out further types of complementary resources of IT. 

Also future scholars can investigate further resource topologies apart from the resource 

topologies that were discussed in this study. This study encourages researchers to 

analyze, other unidentified human resource factors which are more related to the licensed 

specialized sector banking performance rather than the factors identified in this study. 

 

This study investigates and identifies the most important complementary human resource 

that are relevant for the Sri Lankan banking sector as flexibility, open organization, open 

communication, consensus and CEO’s commitment to IT. And the most important 
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complementary organizational procedures that are relevant for the Sri Lankan banking 

sector as customer relationship procedures, benchmarking, IT training procedures, IT 

planning and team building practices. These resources formed the basis for the 

hypotheses and were broadly discuss through this study. Nevertheless, there may be other 

structural, industrial and internal factors which may play an important role in this 

relationship. Therefore future scholars can further investigate and identify more 

important factors, which fall into the complementary human resource and complementary 

organizational procedures.  

 
This study is designed to fill a rather significant gap in the resource based view (RBV) 

targeted IT literature. However, within the numerous number of IT literatures, this 

research is regarded as an early attempt at such recommendations, and strongly 

encourage other scholars to attempt competing studies. The literature would be beneficial      

particularly for similar studies in other service industries. These results generally support 

resource based view, but analyzing in a broader scope of complementary factors would 

produce a more complete and useful result. 


