
[bookmark: _Toc24891185][bookmark: _Toc33121266][bookmark: _Toc48644676][bookmark: _GoBack]CHAPTER FOUR: ANALYSIS, PRESENTATION AND INTERPRETATION OF RESEARCH FINDINGS
[bookmark: _Toc24891186][bookmark: _Toc33121267][bookmark: _Toc48644677]4.1 Introduction 
This chapter presents a detailed account of the analysis, presentation and interpretation of the research findings obtained using the different quantitative research tools. This chapter first discussed the response rate and demographic characteristics of the government employees whose information was collected using the questionnaire. This was followed by analysis of variance (ANOVA) for the different variables. The chapter then discussed the different specific objectives by establishing the relationship between the variables using Pearson’s rank correlation coefficient. The chapter then presented the regression analysis with the subsequent interpretation of the results.
[bookmark: _Toc24891187][bookmark: _Toc33121268][bookmark: _Toc48644678]4.2 Response rate
Response rate refers to the general computation obtained after collecting data using the available data collection tools. Table 1  4.1 presents the rate of response for each data collection tool used in the study.
[bookmark: _Toc48644701]Table 1: Table 2: Rate of response	Comment by Dr. Nasser Taleb: should it be Table 4.1?
	Instrument 
	Target response
	Actual Response
	Percentage

	Questionnaire 
	78
	60
	76.9


Source: Primary data (2019)
The results in table 14.1 show that the study registered a response rate of 76.9% as this was  considered a good responses since it was above 50% as suggested by (Amin, 2005).


[bookmark: _Toc24891188][bookmark: _Toc33121269][bookmark: _Toc48644679]4.3 Demographic data4.3 Demographic characteristics
To collect demographic data, about the study participants, questions of the first section of the questionnaire were used as indices asking the respondents to indicate their sex, age group, level of education, marital status of respondents, and the years they had spent in the different government institutions. The findings collected are presented below.
[bookmark: _Toc24891189][bookmark: _Toc33121270][bookmark: _Toc48644680]4.3.1 Sex of respondents
The respondents through the questionnaire were requested to indicate their sex and the prison warders gave varying responses. Table 4.2 presents the distribution of government employees based on their sex.
[bookmark: _Toc48644702]Table 32: Sex of the participants	Comment by Dr. Nasser Taleb: you have to be consistent.
	Sex 
	Frequency
	Percentage

	Male
	53
	88.3

	Female
	17
	11.7

	Total
	60
	100.0


Source: Primary data (2020)
Findings in table 4.2 clearly indicate that both males and females participated in the research study whereby 53 were males representing 88.3% of the total respondents and the remaining 17 were females representing 11.7% of the total number of respondents. This therefore indicatesThis indicates that majority of the study participants were males though all gender cohorts were represented thereby fulfilling the notion of gender balance. With this gender balance, it meant that the results obtained after data collection represented the views of both males and females in the different government institutions in UAE. FurthermoreFurthermore, the high number of males in this study meant that to a greater extent malesgreater extent male makemakes up the largest number of government employees as compared to women.
[bookmark: _Toc24891190][bookmark: _Toc33121271][bookmark: _Toc48644681]4.3.2 Age of respondents
The researcher through the questionnaire also requested the participants to indicate their age bracket and their responses are presented in table 4.3
[bookmark: _Toc48644703]Table 43: Age of the participants
	Age bracket 
	Frequency
	Percentage 

	18 – 30
	17
	28.3

	31– 40
	29
	48.4

	41 – 50
	8
	13.3

	51 and above 
	6
	10.0

	Total
	60
	100.0


Source: Primary data (2020) 
The study findings presented in table 4.3 revealed that majority of the participants were in the age bracket of 31– 40 years representing 48.4% of the total number of respondents. This was followed by 17 respondents in the age bracket of 18–30 years representing 28.3% of the total number of respondents. The least number of respondents was in the age bracket of 51 years and above and this was representing 10% of the total number of respondents. These results show that data was collected from people of sound age hence they were able to give articulate answers concerning the influence of management information technology and service quality in government institutions.
[bookmark: _Toc24891191][bookmark: _Toc33121272][bookmark: _Toc48644682]4.3.3 Marital status of respondents
[bookmark: _Toc24432721]In order to further establish more demographic characteristics of respondents, the researcher requested them to indicate their marital status and their responses are presented in table 4.4
[bookmark: _Toc48644704]Table 54: Marital status of participants
	Number of years 
	Frequency
	Percent

	Single
	13
	21.7

	Married
	28
	46.7

	Separated/Divorced
	16
	26.6

	Widow/Widower
	3
	5.0

	Total
	60
	100.0


Source: Primary data (2020)
The results presented in Table 4.4 indicate that majority of the respondents were married representing 46.7% of the total number of the participants. This was followed by those who were separated or divorced representing 26.6% of the total number of respondents and then the single representing 21.7% of the respondents.  The least number of respondents were widows or widowers representing only 5% of the total number of respondents. 
[bookmark: _Toc24891192][bookmark: _Toc33121273][bookmark: _Toc48644683]4.3.4 Highest level of education of respondents 
[bookmark: _Toc15059820][bookmark: _Toc15314877][bookmark: _Toc40054863]In a bid to find out the level of education of respondents, they were requested to indicate their age and their varying responses are presented in figure 4.1 below; 
[bookmark: _Toc48644713]Figure 45: Level of education of government employees


Source: Primary data (2020) 
The results presented in figure 4.1 revealed that majority of the government employees (60%) had attained a  masters degrees, 23.3% had attained a bachelors degrees, 10% had attained a diploma while the least number of respondents. These results clearly showed that majority of the government employees had attained high levels of education hence possessed great knowledge to clearly articulate different issues associated with the impact of management information technology on service delivery in government institution particularly in United Arab Emirates.
[bookmark: _Toc24891193][bookmark: _Toc33121274][bookmark: _Toc48644684]4.3.5 Years spent at in the government institution 
To further understand the demographic characteristics of respondents, the researcher requested to indicate the years they had spent in the UAE government institution and their responses are presented in table 4.2

[bookmark: _Toc48644714]Figure 56: Years spent in the government institution

Source: Primary data (2020)
The results presented in figure 4.2 indicate that majority of the respondents had spent 3-5 years working in the UAE government institution representing 51.6% of the total number of respondents. This was followed by 15 respondents who had spent 6-10 years in the UAE government institution representing 25% of the total number and then 10 respondents who had spent 11 years and beyond representing 16.7% of the total number. The least number of respondents had spent 1-2 years representing only 6.7% of the total number. The results show that majority of the respondents had employed in the different IT and service delivery sectors in the different government institutions in the UAE hence had enough experience to express balanced opinions on the impact of management information technology on service delivery.
[bookmark: _Toc24891194][bookmark: _Toc33121275][bookmark: _Toc48644685]4.4 Analysis of Variance (ANOVA)
In order to assess the level of similarity or variation between the responses provided by Prison Warders, analysis of variance was undertaken and this helped in evaluating the level of variation based on mean and standard deviation as presented in table 4.7
[bookmark: _Toc48644705]Table 67: ANOVA results for years spent working in the UAE government institutions by the different study variables
	 
 
	
	Mean 
	Std. Deviation 
	Std. Error 
	F 
	Sig. 

	IIT infrastructure management 
	1-2 years
	3.24 
	1.08 
	0.35 
	3.211 
	.032 

	
	3-5 years
	3.08 
	1.52 
	0.08 
	 
	 

	
	6-10 years
	3.17 
	1.25 
	0.12 
	 
	 

	
	11 years and beyond
	3.51
	0.92
	0.17
	
	

	
	Total 
	3.25 
	1.19 
	0.18 
	 
	 

	IT support systems
	1-2 years
	3.53 
	0.84 
	0.13 
	1.016 
	.061

	
	3-5 years
	3.31 
	1.13 
	0.04 
	 
	 

	
	6-10 years
	3.80 
	0.57 
	0.06 
	 
	 

	
	11 years and beyond
	3.41
	1.06
	0.14
	
	

	
	Total 
	3.54 
	0.09 
	0.09 
	 
	 

	Informational products
	1-2 years
	3.62 
	0.73 
	0.17 
	5.124 
	.003 

	
	3-5 years
	4.17 
	0.38 
	0.13 
	 
	 

	
	6-10 years
	4.23 
	0.57 
	0.09 
	 
	 

	
	11 years and beyond
	4.31
	0.44
	0.14
	
	

	
	Total 
	4.08 
	0.53 
	0.13 
	 
	 

	Quality service delivery
	1-2 years
	3.91 
	0.73 
	0.20 
	1.618 
	.152 

	
	3-5 years
	4.20 
	0.65 
	0.04 
	 
	 

	
	6-10 years
	4.13 
	0.25 
	0.10 
	 
	 

	
	11 years and beyond
	4.23
	0.52
	0.09
	
	

	
	Total 
	4.12 
	0.53 
	0.11 
	 
	 


Source: Primary Data (2020)

The results presented in table 4.6 show that the different government employees within the four categories of years spent at the UAE government institution significantly differed in their opinions concerning IT infrastructure management (p=.032< .05). This can be attributed to the fact that having been at different time periods, the employees could have had varying experiences in applying different aspects of IT infrastructure in delivery different services to relevant people.
The results showed a no significant variation among the government employees’ opinions concerning IT support systems in the different UAE government institutions (p = .061 >.05). This indicates that for no matter the number of years spent in the government institution, most employees are conversant with the relevance of different IT support systems such as the qualified IT personnel and other important resources towards enhancing the level of quality service delivery in an organization or government institution.
The results also indicated that there was a significant variation in the responses provided by the study participants concerning informational products in regard to service quality in the UAE government institutions (p=.003>.05). This variation could be attributed to lack of a uniform and systematic flow of IT performance basedperformance-based information in some of the government institutions that would enable employees to have relatively same knowledge concerning the impact of Information systems on service quality.
FinallyFinally, there was no significant variation concerning the opinions of respondents on service quality in the different government institutions (p=.152<0.05). This implies that all government employees included in the study were conversant with the level of quality service delivery in the government institutions as influenced by the management information technologies hence these employees  doemployees do not vary much in perception concerning service quality.
[bookmark: _Toc24891195][bookmark: _Toc33121276][bookmark: _Toc48644686]4.5 Relationship between the study variables
This section provided an explanation concerning the relationship between the different variables of the study.
[bookmark: _Toc24891196][bookmark: _Toc33121277][bookmark: _Toc48644687]4.5.1 Relationship between IT infrastructure management and quality service delivery  in government institutions 
The first objective of this masters’ thesisstudy was to establish the relationship between IT infrastructure management and service quality in UAE based government institutions. In order to achieve this objective, a cross tabulation of the responses on IT infrastructure management and service delivery was done and consequently the correlational analysis was conducted to establish the level of the relationship. The results obtained and the subsequent Pearson’s coefficient values are presented in table 4.8
[bookmark: _Toc48644706] Table 78: Correlation between IT infrastructure management and Quality service delivery in government institutions
	 
	
	IT infrastructure management 
	Quality Service Delivery 

	IT infrastructure management 
	Pearson Correlation 
Sig. (2-tailed) 
N
	1 
	.248** 

	
	
	 
	.000 

	
	
	60
	60 

	Quality service delivery
	Pearson  CorrelationPearson Correlation
Sig. (2-tailed) 
N 
	.248** 
	1 

	
	
	.000 
	 

	
	
	60
	60 


**. Correlation is significant at the 0.01 level (2-tailed). 
Source: Primary Data (2020) 
The relationship between IT infrastructure management and Service Quality was determined using Pearson’s Correlation coefficient. After the cross tabulation and analysis, it was established that there is a significant positive relationship between IT infrastructure management and service quality at UAE government institutions (r= 0.248**, n=60, p=.000). The results clearly show that the different aspects of IT infrastructure management under management information technology greatly influence the level of service quality in the different government institutions. These results also led to the acceptance of the null hypothesis H1 that there is a significant relationship between IT infrastructure management and quality service delivery in government institutions. Through document review of Annual reports by different government institutions most especially from the IT sector, it was established that proper management of the IT infrastructure helps to keep a robust and effective information systems that encourages transparency and proper decision makingdecision-making processes in the different government institutions in UAE.
[bookmark: _Toc24891197][bookmark: _Toc33121278][bookmark: _Toc48644688]4.5.2 Relationship between IT support systems and quality service delivery in ggovernment institutions
The second objective of the study was to establish the relationship between IT support systems and service quality in UAE government institutions. In order to achieve, correlational analysis was conducted to establish the relationship between inventory control influence service quality and this would then help in determining how inventory control influence service quality in UAE government institutions. The results obtained and the subsequent Pearson’s coefficient values are presented in table 4.9
[bookmark: _Toc48644707] Table 89: Correlation between inventory control and service quality in government institutions
	 
	
	IT support systems
	Quality service delivery

	IT support systems 
	Pearson Correlation 
Sig. (2-tailed) 
N
	1 
	.326** 

	
	
	 
	.000 

	
	
	60
	60 

	Quality service delivery 
	Pearson  CorrelationPearson Correlation
Sig. (2-tailed) 
N 
	.326** 
	1 

	
	
	.000 
	 

	
	
	60
	60 


**. Correlation is significant at the 0.01 level (2-tailed). 
Source: Primary Data (2020)  
Pearson’s Correlation coefficient was used to establish the relationship between IT support systems and Service Quality in UAE government institutions. Following cross tabulation and correlational analysis it was established that there is a positive relationship between freight planning and service quality at UAE government institutions (r= 0.326**, n=60, p=.000).  The results clearly show that the input and efforts rendered by the different support systems of the information system and the entire IT sector greatly influence the level of service quality in the delivery of services by the UAE government institutions. These results also led to the acceptance of the null hypothesis H2 that IT support systems has a significant and moderate relationship with quality service delivery in UAE government institutions. 
[bookmark: _Toc24891198][bookmark: _Toc33121279][bookmark: _Toc48644689]4.5.3 Relationship between informational products and service quality in UAE government institutions
The third objective of the study was to establish the relationship between informational products and quality service delivery in UAE government institutions. Correlational analysis was conducted to establish this relationship and the results obtained are presented in table 4.10.
[bookmark: _Toc48644708]Table 910: Correlation between Information flow and quality service delivery in Uganda Prisons Service
	 
	
	Informational products
	Quality Service Delivery

	Informational products
	Pearson Correlation 
Sig. (2-tailed) 
N
	1 
	.453** 

	
	
	 
	.000 

	
	
	60
	60 

	Quality Service Delivery
	Pearson  Correlation
Sig. (2-tailed) 
N 
	.453** 
	1 

	
	
	.000 
	 

	
	
	60
	60 


**. Correlation is significant at the 0.01 level (2-tailed). 
Source: Primary Data (2020) 
Pearson’s rank correlational coefficient was used to establish the relationship between informational products and service quality and the results clearly showed that there is a positive and significant relationship between inventory control and service quality (r= 0.453**, n=60, p=.000).  This therefore indicates that the nature of access to informational products as per the organization’s information systems greatly influences the level of service quality at UAE government institutions. Additionally,Furthermore since the P is less than P<0.01, and r is equal to =0.453, we accept the null hypothesis H3 that there is a significant and moderate relationship between informational products and quality service delivery in UAE government institutions. 	Comment by Dr. Nasser Taleb: rephrase
[bookmark: _Toc24891199][bookmark: _Toc33121280][bookmark: _Toc48644690]4.6 Regression analysis
Regression analysis was also conducted to further establish the level to which the different independent variables (IT infrastructure management, IT support systems, and Informational products) influence service quality in UAE government institutions based on different predictive values. The results obtained after conducting regression analysis are presented in table 4.11
[bookmark: _Toc48644709]Table 1011: Showing results for multiple regression analysis.
	 
 
	Unstandardized Coefficients 
	Standardized Coefficients 
	t 
	Sig. 

	Model 
	B 
	Std.ErrorSt. Error 
	Beta 
	
	

	 
	(Constant) 
	2.441 
	.354 
	 
	6.889 
	.000 

	
	IT infrastructure management 
	.143 
	.034 
	.254 
	4.221 
	.000 

	
	IT support systems
	0.090 
	.035 
	.351 
	2.596 
	.010 

	
	Informational products
	0.087 
	.073 
	.169 
	1.184 
	.237 

	
	Dependent Variable: Quality Service Delivery
	

	 
	R 
	.405 
	 
	 
	 
	 

	 
 
 
	R Square 
	.164 
	 
	 
	 
	 

	
	Adjusted R Square 
	.341 
	 
	 
	 
	 

	
	Std. Error of the Estimate 
	.629 
	 
	 
	 
	 

	 
	Change Statistics 
	 
	 
	 
	 
	 

	 
 
	F Statistic 
	14.214 
	 
	 
	 
	 

	
	Sig.  
	.000 
	 
	 
	 
	 


Source: Primary Data (2020).
[bookmark: _Toc24891200][bookmark: _Toc33121281]The results in table 4.11 showed that the different study variables can predict a 34.1% change in service quality in UAE government institutions (Adjusted R Square = .241). The results indicated that among the different predictors of quality service delivery, IT support systems (Beta = .351, p < .01) is a better predictor as compared to IT infrastructure management (Beta = .253, p < .01) and Informational products (Beta = .169, p < .01). The results indicate that despite management information technology being a determinant of service quality in UAE government institutions, there are other factors that could influence service quality other than IT support systems, IT infrastructure management, and informational products.





[bookmark: _Toc48644691]CHAPTER FIVE: SUMMARY, CONCLUSION AND RECOMMENDATIONS
[bookmark: _Toc24891201][bookmark: _Toc33121282][bookmark: _Toc48644692]5.1 Introduction
This chapter presents a summary, of the general findings of the study, conclusion, recommendations, contribution of the study, and areas for future research. The summary was based on the results obtained after analysis as presented in chapter four with reference to the different objectives of the research study. 
[bookmark: _Toc24891202][bookmark: _Toc33121283][bookmark: _Toc48644693]5.2 Discussion and Summary of the findings
The quantitative study findings based on a response rate of 87.2%, confirmed that there is a relationship between the different aspects of management information technology (IT infrastructure, IT support systems, and Informational products) and service quality in the different government institutions in UAE. This clearly shows that the robustness of the information systems in the different public institutions in UAE greatly influences the timeliness, responsiveness, and reliability of the services provided by the different government institutions to the general public. 

The study also confirmed that the among different aspects of IT infrastructure commonly found at different government institutions, it is the application servers, LAN/WAN, databases and operating systems that have a relatively higher influence on the level of quality in service delivery as compared to other aspects of IT infrastructure. This implies that proper This therefore indicated th management at proper management of application servers, system databases and the different operating systems encourages high level of accountability, transparency and proper decision making in government institutions thereby enhancing the quality of services delivered by these organizations (Akter, Ray, & D'Ambra, 2011).

 The study also established that the different activities involved in the lifestyle of management information systems or technology that entirely make up the procedural processes, are very essential in enchaining the robustness of information systems and consequently the level of service quality in government institutions. It was established that that the most important systematic processes that have a great impact on quality of services delivered include; general maintenance and evolution, the verification and validation processes that may also involve testing, IT operations and support and requirements elicitation. 

The study further established that that the different aspects of IT support systems are very essential in enhancing the effectiveness of management information systems which in the long run has a positive impact on service quality levels in the different government institutions in UAE.  In this case, the study confirmed that the most important personnel in management information technology are the experts conversant with the different information systems applications’ domain. The study further revealed that to have an active IT support system, there should be degrees of task specialization among the different IT staff in the government institutions, staff flexibility for the task at hand should be very high and human intellectual capital perspectives should be of great quality. 

The study further revealed that the different aspects of information management technology in terms qualities management, have a great influence on service quality in government institution. The key features of qualities management that are most effective in enhancing service quality majorly included; continued provision of the different desired functionalities and proper operationalization of the different non-functional IT requirements in the government or public institutions. 

The study clearly confirmed that the informational products of information systems or technologies have a great impact on service quality in public institutions. The study indicated that the key aspects of informational products that are most effective concerning quality delivery of services included; executable codes and budgets formulations and schedules. 

 The study deduced that IT infrastructure management had the greatest effect on of quality delivery of service in UAE government institutions, followed by IT support systems, and then informational products. The literature review also confirmed that procedural systems and qualities management have continuously been associated a highly positive and significant relationship with service quality in government institutions.
[bookmark: _Toc48644694]5.3 Conclusions 
From the key study findings, it can be concluded that the different elements of management information technology majorly IT infrastructure, IT support systems and informational products, have a great positive impact on quality service delivery in government institution’sinstitutions. From the study findings it was clear that the different elements of IT infrastructure management most especially application servers, databases, and operating systems, as well as  networkas network security greatly influenced the level of service quality on the UAE government institutions.
The study also concluded that the general maintenance and evolution, verification and validation, requirements elicitation, design of information systems, proper planning, analysis and specification greatly influence the level of service delivery in government institutions in UAE. 
The study further concludes that the service delivery in most government institutions in UAE is also normally affected by the IT support systems which majorly involve the human resource or the IT personnel or expertise. On the same the study concludes that the aspects of human capital that greatly affect level of  serviceof service delivery  in government institutions majorly include; having knowledge about information systems and their application domains, and encouraging  high degree of task specialization among the different IT staff, as well as ensuring staff flexibility for the different activities or IT tasks at task.
FurthermoreFurthermore, it is clear that qualities management for any information system greatly influences the service delivery in the different government institutions in UAE. The study concludes that the aspects of qualities management that influence service delivery in UAE government institutions cut across the general operationalization of non-functional requirements, optimizing organizational strategies and IT investments, provision of the desired functionalities, synergistic and conflicting interactions, IS reliability, quality improvements, and use of consistent and methodical processes when consolidating or reengineering systems. 
Finally the study concludes that informational products such as executable code budgets and schedules, work breakdowns and allocations, requirements and specifications, architectural diagrams and descriptions, documentation, technology investment decisions informed by business strategy, test plans and training material affect the service delivery in the different UAE based government institutions.
[bookmark: _Toc48644695]5.4 Recommendations 
Based on the different study findings presented in this study, different recommendations were raised whereby it is encouraged that government institutions should focus on improving their IT infrastructure majorly by employing more effective infrastructure management strategies which in the long run could ably improve service quality in the different government institutions.
The study further recommends that the different government institutions should ensure that they award appropriate salaries and allowances to the human resource. This could act as source of motivation to the employees who are a crucial determinant of the quality of service delivery in the public or government institutions.. 
The study also recommends that UAE government institutions and other public institutions across the world should focus on maintaining quality management information technologies or systems that are reliable and effective. This will ensure that there are no delays due to unexpected breakdowns or system failure. In addition, the government institutions should collaborate with different experts who may help to identify system hitches appropriately and consequently advice accordingly in advance. 
The study also recommends that the different government institutions in UAE continuously focus on ensuring that their overall informational products are regularly updated so as to give current and actual information.  This in the long run eliminates the issues associated with miscommunication that are normally raised by out datedoutdated information.  
[bookmark: _Toc48644696]5.5 Limitations of the study  
The main limitations of this study were; the small size of the sample in addition to a partial response rate which to a greater extent could have limited the confidence in the results and as well as limiting generalizations to other situations. 
Some respondents decided to withhold information which they considered sensitive and classified. This to a greater extent reduced the general probability of attaining a more conclusive study. 
However, conclusions were made with this response rate.  The study looked at government institutions in UAE. This could limit the generalizations to other public institutions in the country since the study only focused on the systems in these institutions only. 
[bookmark: _Toc48644697]5.6 Suggestions for Further Research 
The study majorly focused on management information technology aspects and their influence on quality service delivery in government institutions. In this case focus was aimed at the performance of public institutions in the UAE as per their use of different management information technologies. The study therefore failed to focus on private institutions hence it would be prudent fir future studies to focus on determining the impact of different management information systems on the service quality in private institutions in the Middle East. 
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