THE IMPACT OF MANAGEMENT INFORMATION SYSTEM ON
SERVICE QUALITY WITH REFERENCE TO COMMERCIAL
BANKS IN BATTICALOA DISTRICT
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ABSTRACT

The majar aim off the research paper is 1o mezsure the impect of manzgement mformation
systtem om service qualiity in conumercizl banks, Maoreower, it wies o mvestigate whetther
there are differences v the service qualiiy between fthe emplowses” and cnstvmers”
peroeption. Primary data has been collected firom dhe rank empleyess and cnstomers in
Miammumai Nerth andl Kamanfondy divisional secretzniat areas im Batticaloa Thisrict.
Stiratified ramdiom sampling was used tio oltaim 2235 responsss Fom empleyess of banks
and cenvenient sampling was wsed 1o oftaim 223 pegponsss from customers of bamking
services. The collected daia were wsed to test the model wsmgz regressiom amal path
zmalysis methodology, The result revzals that the impodiant clememis of g ement
imformatian system (MIS) are spstem quality. imformation quality, employee imflormation
system (130 characteristics and! technicall support wheress the identified oomsequences are
seryiice quallity and emplloyee IS performance. The informarion quality, emplioyee IS
charactemstics and tachmicall support mfluence the serviee quallity in & positive manmer bt
onlly through employee IS performance. At the same time, the system guality alons
imfluences the service quality directly and imdiinactly dheough employee 1S performance.
The resulits sugzest that employee IS perfermamce coniritbutes: mose to service quality
with system quality. Further resulis: imply that there are dilfferenoss in the service quelity
beitween tthe empleyess” and customers perceptiion. Implications: of this rassarch for 15
tiveory amd practios are discossed].
,-*." 3

Key wonds: System quality, informmiica guality, mplmw I-%. characieristics,
techmical support, employee 1S performances, service guajity axd 'P‘lani'n’m*ut
information sysiem (MIS)
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