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ABSTRACT

Information and Communication Technology (ICT) can help in benefit claim
processing. To improve service delivery, Government Institution Management
Information System (GIMIS) integrates the methods utilised by the Government
Institutions Pension Fund (GIPF) to process benefit claims. Despite the
implementation of GIMIS, the GIPF continues to have challenges in improving
internal benefit claim processes due to the lengthy claim processes and system
down-times that frustrate employees when processing benefit claims. As a result,
the goal of this research was to assess the implementation of application software
on benefit claims procedures inside the GIPF. The researcher reviewed user
satisfaction with benefit claim processes at the GIPF Operations Department
using the user's GIMIS experience. DeLone and McLean's Theoretical
Framework theory on the Success Model of Information Systems is used in this
study. A qualitative approach was utilised to collect primary data through
interviews, and the data was analysed using thematic analysis. The findings of
the study established that user satisfaction with GIMIS is reliant on a variety of
variables, with user experience and flexibility playing a considerable role.
Findings show that the usage of a technology influences experiences and these
experiences, in turn, alter the perception of the technology. Challenges to the
implementation of GIMIS include: errors, unplanned interruptions, manual
completion of tasks, unplanned and inadequate training, multiple unnecessary
steps, system freezing, recurrent windows system shutdown, and login time.
These challenges have influenced user satisfaction on GIMIS implementation
and in conclusion addressing the challenges identified to the implementation
process could enhance service delivery with GIMIS. Nonetheless, the effect of
GIMIS implementation on GIPF clients’ service satisfaction was not assessed
and recommended for further studies. The highlight of the recommendations is
that there is a need to upgrade the GIMIS into a modern system by making it
Web-Based to ensure improved system delivery.

Key words: Government Institution Management Information System (GIMIS),

Application Software, Information Communication Technology
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CHAPTER 1 : INTRODUCTION
1.1 Introduction

The Internet has had a huge influence on how organisations function. Several
sectors, as well as markets and enterprises, are always changing. In the new
economy, innovations and frameworks must be deployed. Information
Technology (IT) propels today's businesses and sectors to move forward. In
today's economy, the Internet has evolved into a strong and comprehensive
communication medium that aids in the execution and processing of economic
transactions (Bloom & McKinnon, 2013). Existing sectors and businesses have
undergone tremendous alterations as a result. Firms are seeking to comprehend
and quantify the effect of IT to make informed decisions about critical IT
expenditures. Despite this, business principles do not change. Economic
regulations have not changed, since an organisation’s capacity to create positive
net sales determines its long-term success or failure. Similarly, the crucial
function in facilitating corporate transactions and giving critical information to

decision makers, has not changed.

This study assessed the implementation of application software on benefits claim
processes within the government institution pension fund. The study presents the
background in terms of the information systems in improving service delivery
and then narrows down the study specifically to Namibia. This chapter also

discusses the problem that this research aims to tackle, as well as the significance,



limitations, and scope of the research. The ideas presented in this chapter are the

result of an exploratory study.

1.2 Background of the study
The relevance of information systems within organisations has increased due to

the emergence of information economies, as well as the spread of the Internet
and worldwide commerce (Bughin, Lund & Manyika, 2016). Researchers and
practitioners must recognise how information technologies shape the business
world. Nowadays many organisations use complex information systems to
control and assist in their business processes. Organisations have generally
adopted technologies to improve data processing and improve service delivery,
commonly known as Application Software (Apps). Application software is
important for the automation of the organisation’s tasks as well as reporting and

lags in the organisation’s activities (Druckman, Singer & Harold Van, 2020).

Pension funds, are as a result of a more client-centred approach, investing much
in Information Technology and Information Systems (IT/IS). This is in an
endeavour to improve the quality of pension administration in terms of efficiency
and effectiveness. However, many of these systems fail due to technical,
organisational, or individual factors (Nyandiere, Ateya & Kamuzora, 2015).
Knowing about and paying attention to the early warning signs of application
software implementation failures, increases software outcomes (Ahadian,

Dorosti, Khajouei & Gobhari, 2017).

The number of studies that evaluate the implementation of Institution

Management Information System (IMIS) is increasing, however, it is still a small



percentage of literature available (Bloom & McKinnon, 2013). Assessing IS
implementation on how and why users accept an IMIS will benefit decision-
makers and managers in the pension industry to acquire knowledge about
implementation processes and identify the key success factors to develop better
implementation strategies (Komlan Koffi & Kingsford, 2016). The Government
Institution Pension Fund (GIPF) is a pension fund administration organisation
with 102 254 active members and 4200 pensioners that receive monthly pensions
(GIPF, 2019). The GIPF’s mandate is to provide administration services for its
members. These include members’ data management, providing retirement, and
pension benefits paid to its members and beneficiaries when they become due
and re-investment of members’ monies (GIPF, 2019). Therefore, this research
seeks to assess the implementation of the application software on benefits claim

processes within the Government Institution Pension Fund.

1.3 Statement of the problem

According to the production unit within the Ministry of Labour Industrial
Relations and Employment Creation (2018), improved quality service delivery
and continuous innovation are often perceived as lacking in the public sector.
Poor customer service has been shown to have a negative association with service
delivery and is becoming an area of increasing concern in many public

organisations (Wang & Groth, 2014).

The GIPF is a statutory pension fund that was created by the Namibian

government to provide pension and other related benefits to civil servants as well



as employees of some institutions established by Acts of Parliament (GIPF,
2020). To improve the turnaround time for the processing of client claims, the
GIPF in 1999 developed the Government Institutions Management Information
System (GIMIS) on benefit claim processes. However, a study conducted by
Kurtz (2019) has indicated that the GIPF is failing to improve customer service
because the waiting time (in queues) before service is rendered is considered too

long and the service agents are ignoring customers at the point of service.

The GIPF 2020 annual report has shown that there are plans to conduct field
validation and additional functionalities projects to improve customer service and
user/employee experience. This is an indication that employees’ experience on
the GIMIS is influencing customer service. Shim and Jo (2020) added that when
it comes to Institution Management Information Systems, use and user
satisfaction influence each other, and they both influence individual impact

which in turn influences organisational impact.

According to Kuipers (2016), Information Technology (IT) presents
organisations with a critical decision in building an environment that opens them
up to new opportunities, resulting in viable, competitive enterprises that develop
corporate value and supply customers with valuable products and services.
However, to be adopted by an organisation, Management Information Systems
should be well-managed by assessing the implementation of these systems in
aspects such as Application Software (Apps). Therefore, this study assessed the
efficacy implementation of application software on the benefit claim process with

the GIPF, based on the users’ experience of the GIMIS.
4



1.4 Research Objectives

The main objective of the study is to assess the influence of the implementation
of application software on the benefit claim process with the GIPF, based on the
users’ experience of the GIMIS. The following sub-objectives guided this
research:
1. To determine the extent to which GIMIS is being utilised by employees
in the process of benefit claims
2. To assess the challenges that influence the satisfaction of users with
GIMIS implementation on the benefit claim process
3. To examine how the GIPF can better benefit from the GIMIS on the
benefit claim processes
4. To make recommendations on areas which require improvement for the

GIMIS to lead to better results

1.5 Significance of the study

The acceptance of a system by users is critical to its success throughout its
implementation. A major factor in the adoption of a GIMIS is the satisfaction of
the employees who help customers with benefit claims. Although an integrated
GIMIS system has the potential to be beneficial, getting it in operation is not
without its challenges and thus the need to understand the issues that have an
impact on whether employees are satisfied. Therefore, the lessons learned in the
study are significant in terms of how to enhance implementation and
modification procedures for future IT implementation projects within the GIPF.

The study may also assist managers and IT developers to take proactive measures



to guarantee that GIMIS upgrades are in line with the needs and whether they are
addressing the obstacles through lessons learned. That could in turn have

potential to impact user satisfaction.

1.6 Limitation of the study

This study is mainly qualitative and is based on a case study of the GIPF at the
operations department in Windhoek. Qualitative research has many limitations
which include possible small sample sizes, potential bias in answers, self-
selection bias, and potentially poor questions from researchers (Creswell, 2014).
Due to the small sample to be researched, the generalisation of results from the
study will be limited under the sample size of respondents from the
administration division in Windhoek who are responsible for conducting benefit
claim processes. For this internal qualitative study within the GIPF, employees
may be biased because employees may give a popular answer that they agree
with rather than a true opinion as this can negatively influence the outcome of
the study. The study adopted a qualitative approach where interviews were
employed as a data collection method on 15 respondents is a limitation by itself.
This means that the findings cannot be generalized to represent any institution/
organisation using the same App except for the GIPF’s GIMIS users in the

Operations Department



1.7 Delimitation of the study

This research is only covering the GIMIS users from the operations department
in Windhoek. Moreover, the GIMIS provides various services to the GIPF, such
as members benefit claim payments, members’ monthly annuities payments,
members’ annual benefit statement printing and members’ salaries/contributions
recording and updates, to mention a few. However, due to the focus of the study,

the study will only be conducted on benefit claim processes.

1.8 Summary

This chapter identified and discussed the problem facing the GIPF when it comes
to using GIMIS in processing benefit claims of their clients or beneficiaries.
Currently, the benefit claim process as a service provided by the GIPF Operations
Department is deemed poor even though the GIMIS was developed to improve
service delivery. Thus, the GIPF Operations Department employees are
complaining about claim processes on the GIMIS. Also, that the GIMIS is having
many issues when it comes to claim processing processes. Therefore, this chapter
provided the context of the study, and the background provided the circumstances
in which the research was conducted in influencing the usefulness of Institutional
Management Information Systems. Under this chapter, the study provided a
broad interpretation of the way the research was conducted, who was involved in
the stud. The next chapter provides more insight into the study through a review
of literature based on various concepts related to Institutional Management

Information Systems and user satisfaction.



CHAPTER 2 : LITERATURE REVIEW

2.1 Introduction

The previous chapter posited the problem facing, implementation of application
software on the benefit claim process with GIPF based on the user's experience
on GIMIS and identified some objectives to be achieved by the study. This
chapter presents a review of the literature on the above subject. The review links
the purpose of the study to various theoretical perspectives about the study. This
literature review demonstrates how the research problem in this study fits into

the body of knowledge on the subject under study.

The theory is constructed on the evidence from different themes by first
providing an overview of Management Information Systems (MIS). The review
also provides an evidence-based assessment of MIS success. Finally, the review
also brings forth models that have been observed to be effective in the assessment

of Management Information Systems (MIS).

2.2 Overview of Management Information Systems (MIS)

An information system (IS) is a collection of components including hardware,
software, databases, personnel and processes that managers may use to make
better choices and manage company operations (Druckman et al., 2020).
Druckman et al. (2020) further added that ISs are also used to document and
monitor the activity of other systems that are necessary for IS to work and these
are referred to as target systems. On the infrastructure side, an information system

is a software and network-based integration of several computers, displays and

8



visualisations, databases, storage systems, instruments, sensors, to share data and

give aggregate capabilities (Kyakulumbye, Pather & Jantjies, 2019).

Management information systems (MIS) are a type of computer Information
System (IS) capable of collecting and analysing data from several sources to
make management-level decisions (Ogiela & Ogiela 2015). This level includes
computer systems meant to assist operational management in monitoring and
controlling the clerical level's transaction processing activities (Kyakulumbye,
Pather and Jantjies, 2019). MIS provides information in specified formats to
assist organisations in making choices. The next level of the organisational
structure is occupied by low-level managers and supervisors. As a consequence,
Bloom, Sadun and Van Reenen (2016) explained that MIS collects internal
system data and transforms it into relevant and useable formats as management

reports, which are subsequently utilised to improve decision-making.

According to Ogiela and Ogiela (2015), the concept of Management Information
Systems necessitates the division of MIS into three parts, namely management,
information, and system. Management is defined by Bloom, Sadun, and Van
Reenen (2016) as the process of organizing, beginning, planning, and managing
daily organisational operations. Similarly, management refers to the act of
applying processes and strategies to ensure that an organisation's resources are

used efficiently to fulfil the goals of the organisation (Cameron & Green, 2019).

As a result of its transformation, information is defined as a stream of data that

is understandable to its target audience. Information may be described as an

9



organised collection of facts that serve a certain function. According to Peppard
and Ward (2016), a system does not only include discrete pieces, but it is also
integrated with multiple sections that must interact and collaborate in order to
ensure that a set of tasks is completed towards a shared goal.

Theories assert that every system is composed of interdependent and interrelated
parts, which combine to form a single entity and strive towards a common goal
(Arnold & Wade, 2015). Thus, it can be concluded that there is no longer any
difference in how MIS is defined but in terms of Management Information and
Systems. A few words used to define the subject are systems that provide
complete information for the management of operations and decision-making in
a firm (Kuipers, 2016). A system for converting data from internal and external
sources into information as well as communicating that information in a suitable
form to managers at all levels and in every function so that they can make timely
and effective decisions for planning, directing, and controlling is what MIS
focuses on, according to their own words (Druckman et al., 2020).

2.2.1 Assessing of MIS success

According to Afolabi (2018), there is a need for IT practitioners and managers of
IT systems to have a long-term interest in determining the variables that are
driving IS performance to fail rather than just blaming it on the failure of IT
efforts. Whitesell (2011) indicates that selecting and implementing a new risk
management information system or claims management information system can
be an extremely difficult process, however, it can be done successfully if correct

processes and steps are followed. Research done in Uganda by Kyakulumbye,

10



Pather, and Jantjies (2019) looked at the design of an e-government project
targeted at bettering Uganda as a developing country and discovered that most
government software implementation projects are managed as technical projects.
GIPF should look into assessing their MIS not only as a technical project but also
from the perspective of user involvement. Hence, they use the technocratic
approach to systems design. Furthermore, Kyakulumbye, Pather, and Jantjies
(2019) stated that team members responsible for IT system design, should not
just assess the system as a technical project, but should also include user
demands, since this improves the system's quality for improved user needs.

Individual people's occupations are often recognized as part of a bigger process
inside the organisation, and consequently, individual users who work every day
because their lives are limited to just technical abilities are viewed as disruptors
to an organisation's future success and GIPF need to include their employees as
part of the system design. Hertzum and Torkilsheyggi (2019) conducted a study
on how users perceive a design-in-use approach to implementation and found
that end-users do not gain any knowledge in most projects, and this creates a gap
and lack of knowledge on business processes. Thus, systems lack the anticipated
productivity and the ability to provide the anticipated outcome by users or overall
fail to address organisational objectives (Afolabi, 2018). These findings shows
that users need to be integrated into system designs as they provide a perspective

into the organisation processes for the organisation to reach their goals.

Interrelated phenomena have been identified by Bourgeois and Bourgeois (2014)

when they looked at the people in Information Systems (IS) in terms of

11



implementation of application software in the production system. Bourgeois and
Bourgeois (2014) explained that in many companies, particularly the big
organisations that are structured with different departments and have centralised,
software application; implementation projects are independently run by the
Department of Information Technology and exclude all other departments.
Secondly, vendors communicate only with the IT department in the organisation,
independent of other departments. In this case, vendors may be brought in by top
corporate management without much consultation with the individual
department. This finding shows that while IT departments or employees are
responsible for managing IS, they should allow users to be made part of the IS
implementation phase through user consultations where they can provide their
inputs.

Thirdly, measurement of the productivity or performance of software producers
is often undertaken by software experts with little connection to the department
or the company performance assessment systems and in ignorance of their stated
objectives and growth strategy. According to Srinivasan and Devi (2014)'s study
on the validation of Software Metric, where the validation was based on
empirical validations of the software in the context of development, even though
it can reveal various faults and inconsistencies throughout the software
development phase. Validation is the process of evaluating a system or
component during or at the end of the development process to determine whether
it satisfies specified requirements or not and validation should establish
confidence that the software is fit for its purpose and does what the user requires

(Haaksma, de Jong & Karreman, 2018). The literature reviewed in terms

12



assessing of MIS success have shown that the process of system validation such
as the GIMIS system also requires the user’s perspective especially in terms of
system performance, which is what this study needs to determine on whether the

users were included when the GIMIS system was validated.

2.2.2 Assessing of user engagement with information systems

Understanding how to assess user engagement with information system is critical
in assessing on users’ perception on the implementation of application
software’s. According to Sadowski and Zimmermann (2019) understanding
software productivity is critical in systems analysis because good systems
analysis promotes software productivity, and software productivity is a systems
analysis success indicator. Software productivity may be quantified using several
techniques, such as Function Point Analysis and program performance measures
that account for the costs of running and maintaining the software (Sneed &
Verhoef, 2020). In their study, Hashmi, Shahzad and Izhar (2021) revealed that
most software initiatives failed or were challenged because these endeavours are
characterised by budget overruns, longer than expected completion times, or
failure to fulfil client expectations. The fact that most projects failed, underscores
the need for more research into the aspects that lead to software application
success or failure (Sadowski ez al.,, 2019). Organisational variables, technology
issues, human considerations, and cultural influences are among them.

According to Schmitz, Teng and Webb (2016) the human interaction is involved

in the Application software implementation, hence this study focuses on users’ s

13



perception on Apps effectives. The end user is a person who uses an application,
software program, or hardware device to help an organisation achieve its goals.
The user is the person who uses the software or hardware once it has been fully
produced, installed and educated for usage. Users are the people that call IT all
the time to question why the product isn't working properly (Pereira & de FSM
Russo, 2018). The term "user" in this contest refers to GIPF personnel who use
GIMIS on a regular basis and may rate the efficacy or dissatisfaction with GIMIS
application software.

Users are enticed by successful computer apps. They provide appropriate levels
of feedback and control, as well as tangible and intangible challenge, in their
content and navigation, as they are responsible for stimulating as well as retaining
users' interests, motivating them, and giving them the attention, they require by
displaying personally relevant and visually appealing information (Hong &
Llamas, 2019). Good user experience with a computer APP in general, makes it
easier for users to enjoy their employment, whether voluntary or necessary.
Shahzad and Izhar (2021) added that a difficult-to-navigate Web interface, a
multimedia presentation that bores the user, or an online environment that fails
to instil a feeling of belonging in users are not engaging and may be dismissed
with a simple mouse click. Failing to engage users leads to no system transactions
and no information transfer from a website; customers move elsewhere to
complete their activities and interact with colleagues and friends (Omotayo &
Haliru, 2020). The challenge today is in determining how to design for

engagement and, more importantly, how to successfully analyse it.
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Even though studies have shown that user involvement may take many forms,
evaluating which aspects of users' interactions with digital apps are reflective of
user participation is difficult. Time on task or physiological arousal may indicate
interest in a program or confusion and irritation with it (Haaksma, de Jong &
Karreman, 2018; Sadowski & Zimmermann, 2019). In recent years, some study
attempted to distinguish between these two distinct experiences with identical
behavioural and physiological indicators. Bourgeois and Bourgeois (2014)
investigated electrodermal activity in individuals who completed frustrating and
non-frustrating search tasks on an APP which regulated discomfort. They
discovered that something eye-catching and dynamic must be present to elicit
engagement, whether it is a written word that interacts with the users' past
knowledge or innate interests, or an aesthetically pleasing and engaging interface
(Masrek, Razali, Ramli & Andromeda, 2018). As a result, the focus of
engagement may shift to content or design. During the engagement phase, the
system must keep the users' attention and interest while they interact with the
program or complete their task. According to Haaksma, de Jong and Karreman
(2018) if the system is unable to do so, disengagement occurs and disengagement
1s a mental condition as much as it is a physical and thus positive factors such as
satisfaction might contribute to disengagement.

Haag and Eckhardt (2017) conducted a study which focused on experts' negative
and positive attitudes to their organisation's system framework. The review
encouraged a model of client opposition to more likely understand an
understudied issue, and it suggested that it may be useful to all participants in

data framework innovation and sending by delving more into the reasons why
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frameworks are not employed as intended. According to Habibipour, Bergvall-
Kéreborn and Stahlbrost (2016) officials at the lowest levels of companies are
fiercely opposed to Information System dynamics and often denounce their
organisation's application development. Regardless, Claussen, Kretschmar and
Mayrhofer (2013) discovered that, regardless of variances between individual
studies, framework success is intimately tied to client engagement and client
interest. Varied businesses have different capital venture investment
opportunities, and the size of the business determines its investment in
application software. Varying types of apps have different development costs
associated with them and the difference originates from the level of complexity
of an app; so, the more complicated an app is with several interrelated Apps, the
more expensive it should be (Haaksma, de Jong & Karreman, 2018).

2.3 Theoretical framework

Theories in management information systems as the significant Information
Systems (IS) theories including Structuration Theory (ST), Goodhue and
Thompson Model (G&DM) and lastly the DelLone and Mclean’s Model
(D&MM) are discussed.

2.3.1 Structuration Theory

ST, according to Nyandiere, Ateya, and Kamuzora (2015), is a contextual society
framework developed by Giddens, who argues that action and structure function
in conjunction, affecting each other. According to Nyandiere, Ateya, and
Kamuzora (2015), social structures are the channel through which humans

operate, and technological progress has an impact on the design of organisations
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over time, according to structural theories. Gidden's structuration theory is the
foundation of Adaptive Structuration Theory (AST). According to Monika and
Gaol (2017), AST rejects a resource-based approach to technology use and
emphasizes the importance of social issues in IT system design and evaluation.
It is a possible alternative to use AST to the study of the role of advanced
information technology in organisational change. According to Schmitz,
Teng and Webb (2016) the AST may be used to study the origins of a range of
IT inventions and explain how the structures of these ideas permeated and
impacted communities (2016). AST may also be used to assess how those society'
social structures progressively adjusted and adapted the IT innovations' essential
purposes (Schmitz et al., 2016). This theory is very important to this study as it
will assess the user’s perception in terms of social action, which claims that
society should be understood in terms of action and structure as a duality rather
than two separate entities. This theory will allow the researcher to understand the
user’s perception on the implementation of application software in their social
setting in terms of how they use the system for benefits claim process within the
government institutions pension fund.

Bernardi (2017) used Giddens' theory to explore the interplay between
information systems and the organization in a paper titled “Health information
systems and personal responsibility in Kenya”. Bernarda's work adds to the body
of knowledge on information systems as a tool for socialization and behavior
management, allowing users to negotiate several levels of accountability. Using
Structuration Theory, Canary and Tarin (2017) asserted that the building of a new

social movement technology model states that technology is there because the
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human action shapes and defines human practice. Cunha (2013) investigated the
distributed model of organisational information technology structuring.
According to the study, managers can improve adaptability during IT deployment
by taking advantage of differences in people's appropriation of IT rather than
attempting to make everyone use IT in the same way (Cunha ,2013). Karanasios
(2018) offers a practice lens to explore how people activate frameworks
governing their use of technology as they continue to interact with it in their daily
activities. The study's purpose is not to approach technology use as an embodied
process that provides for a better understanding of the role of social practices in

the continued use and growth of technologies in the workplace.
2.3.2 Goodhue and Thompson

According to Omotayo and Haliru (2020), an information system must be utilised
and well-suited to the task at hand to have a positive impact on individual
performance. Task-Technology Fit (TTF) is a beneficial theoretical framework
for a range of issues involving the impact of information technology on
individual performance, such as determining the impact of user participation on
performance (Park, 2019). According to Cheng (2019), TTF refers to the degree

to which technology assists a person in achieving their objectives.

In a study titled the perception of task-technology fit of digital library among
undergraduates in selected universities in Nigeria, Omotayo and Haliru (2020)
discovered a moderate positive correlation and a significant relationship between
the independent wvariables (task-technology fit, computer self-efficacy,

technology characteristics, task characteristics and attitude) and use of the digital
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library. Cheng (2019) discovered that persons with high computer self-efficacy
are more likely to use technology, and that this is influenced by both

technological and personal aspects.

Another research by Park (2019) used the user assessment concept as a proxy for
task-technology fit, and the characteristics are updated to match technology by
applying individual attributes such as computer literacy. Alzahrani et al. (2019)
evaluated user ratings of information technology in the health care business using
Goodhue's approach. They found that considering computer literacy to be an

individual quality, constitutes a very narrow definition of individual character.

Sinha et al. (2019) provided the groundwork for a user evaluation tool aiming at
an organisational assessment of information system exploitation for managerial
decision-making. Goodhue and Thompson evaluated a variety of parameters to
establish job technology fit, including data authorisation, data quality, ease of
use/training, compatibility, production timeliness, IT system reliability, and user
relationships (Park, 2019). According to Cheng (2020), TTF has been merged
with or utilized as an extension of other models and has been used in a variety of
information systems, including e-commerce platforms. TTF hasn't been changed
in a long time to match the requirements of this study. The finding from this
theory is that this theory looks at the linkage between Information Technology
and individual performance and this this model was not applied in this study to
asserts weather GIMIS have a positive impact on the user performance. This
model only looks at ease of use/training, compatibility, production timeliness, IT

system reliability, and user relationships.
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2.3.4 DeLone and Mclean’s model

DeLone and Mclean's model is recognized as a comprehensive IS evaluation
model based on an analysis and integration of multiple research findings (Al-
Kofahi, Hassan, Mohamad, Intan, & Com, 2020; Shim & Jo, 2020). A
comprehensive taxonomy of information system success was developed in that
study, with six key criteria. Al-Kofahi et al. (2020) conducted research to identify

the parameters that indicate IS success.

The six factors investigated are depicted in Figure 2-1. Each of these variables is
comprised of several differing interpretations and measurements. Researchers
should use indications from their six IS success areas when evaluating IS
achievement (Alzahrani, Mahmud, Ramayah, Alfarraj & Alalwan, 2019). Further
study is needed to validate the model and choose each IS success dimension, they
say. Their results are summarised as follows: The quality of the system and the
quality of the information have a direct influence on the user's experience. The
level of usage may have a good or negative impact on the user's satisfaction level.
Users' willingness to use and their pleasure with it are direct indicators of an

individual effect, which influences the company.

According to the model's creators, these indicators are made up of a variety of
distinct concepts and measurements, and when analysing IS effectiveness,
researchers should apply a systematic technique to combine signs from their six
IS success categories. They also emphasize the significance of conducting further

research in order to develop the model and choose each IS success criterion. They
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explain their findings using the IS Success Model as follows: System and
information quality have an impact on both usage and user satisfaction. The
frequency with which a product is utilized might affect the user's satisfaction in
a favourable or negative way. Individual effect has a direct causal impact on use
and user delight, leading in a company impact. IS utilisation and satisfaction are
influenced by the quality of the system and the quality of the information. Both
utilisation and user pleasure have an impact on individual effect, which has an

impact on organisational impact.

System )
. Use
Quality
Individual Organisationa
Impact Impact
Information User
Quality Satisfaction

Figure 2-1: IS success model of DeLone and Mclean
Source: Yakubu & Dasuki, 2018, p.185

2.3.4.1 System Quality

According to Alzahrani et al. (2019), system quality in the context of e-
commerce examines the main aspects of an e-commerce system. Users of MIS
prioritize usability, availability, dependability, flexibility, and reaction time (e.g.,
download time), and system quality, which is one of the six essential
determinants of IS performance (Alzahrani et al., 2019), is one of the most used
criteria for evaluating information systems (2019). System quality indirectly
influences the extent to which the system can give benefits by incorporating

potential mediating relationships, usage goals, and user satisfaction components
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(Delone & Mclean, 1992). DeLone and Mclean (2014) on the study of e-
commerce success, emphasised that it would be an incomplete study if the

researcher on IS effectiveness measurement did not include Service Quality.

According to Monika and Gaol (2017), who utilized the DeLone and Mclean
Model to examine the effectiveness of E-Cargo adoption at one of Indonesia's
airlines, System Quality is a variable that assesses the system's characteristics to
see if they meet the users' criteria. Accessibility, architecture, readability,
relevance, timeliness, and allocation are all used to evaluate this variable.
According to Dalle, Hastuti, Mahmud, Prasetia, and Baharuddin (2020), the
quality of the system and information, as well as the influence of the system on
individuals, affected the success of the university's information system. As a
result, to achieve its objectives, the university's information system must be built
to be simple to use, versatile, and functional (Dalle et al., 2020). Assessing
system quality clarifies user perspective with regards to the usage of the GIMIS
system as it informs weather the characteristics of the system have an impact on

its utilization by employees in the process of benefit claims.

2.3.4.2 Information Quality

If prospective customers or suppliers are to conduct transactions over the internet
and return to a site on a regular basis, information quality includes the MIS
content issue, because MIS content requires personalization to be deemed
relevant, complete, relevant, easy to interpret, and secure (Shim & Jo, 2020).

Information quality, according to Alzahrani et al. (2019), refers to the volume
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and value of data that a system possesses and can keep and handle. It's one of the
most extensively used criteria for evaluating information systems, along with

System Quality.

The quality of information affects a user's satisfaction with the system as well as
their plans to utilize it, which affects the system's capacity to deliver benefits for
the intended purpose (Angelina, Hermawan & Suroso, 2019). According to
Monika and Gaol, correctness, beauty, completeness, timeliness, usefulness,
reliability, and understandability are all factors to consider when evaluating
information quality (2017). Assessing Information Quality clarifies user
perspective with regards to the usage of the GIMIS system as it informs weather
the information on the system can be by employees in the process of benefit

claims.

2.3.4.3 User System

Use is an important mediator in the pursuit of IS capabilities. People who use it
to keep track of variables with the help of daily productivity and system features
(Monika & Gaol, 2017). The architecture of the information systems literature is
the exploitation of the information system and the practical application of the
system. System utilization and use intents are impacted by information, system,
and service quality in the IS success model. The purpose of system use is to
impact a user's pleasure with an information system, which is thought to
influence use intentions. System utilization has a direct impact on the advantages

that the system may deliver, in addition to user satisfaction (Wei et al., 2017).
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2.3.4.4 User Satisfaction

The degree to which a user feels content or excited with an informational system
is known as satisfaction, and it is thought to be impacted directly by system use.
User satisfaction directly influences the net benefits provided by an information
system. Monika and Goal (2017) emphasised that “user satisfaction plays an
important role in determining the responses of users of information systems
towards applied information systems. User satisfaction will increase if there is a
match between the expected and the output of the information. The measurement

of this variable applies adequacy, efficiency, effectiveness, and satisfaction”.

User satisfaction is a critical success factor for information systems. Dalle,
Hastuti, Mahmud, Prasetia and Baharuddin (2020) noted that evaluating
satisfaction and its drivers is an important component of determining the value
and efficacy of an information technology investment. Previously, user
satisfaction was used to predict the success of an information system because it
is a user's assessment of certain features of information systems on a scale of
positive to negative provide (Wei et al, 2017). Furthermore, several user
satisfaction criteria have been explored and investigated in terms of how users

perceive the fit between information system features and user demands.

2.3.4.5 Individual Impact

Individual people work together to achieve specific objectives; hence the
individual benefit is identified in the MIS and marketing literature. Internet and

e-commerce systems enable people to work together to achieve specific
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objectives (Delone & Mclean, 2014). Individuals profit from the rapid
development of information systems and technology. because they must learn
how to use diverse computer technologies in order to use information systems
efficiently Technology innovation opens up numerous new channels of
communication, such as e-mail and instant messaging software, which increases
interpersonal interaction as people’s geographical limitations are being lifted via

technology.

2.3.4.6 Organisational Impact

Greater sales, cost efficiency, higher sales, higher sales, profitability, and return
on investment are all examples of standard organisational success indicators
found in MIS and marketing literature (Delone & Mclean, 2014). The benefit of
measuring the contribution of each variable on the IS implementation
assessment, display to users (The Organisation) the performance, gap/lack, or the
achievement, productivity, effectiveness, simplicity, usefulness, or benefits
obtained from using the Apps and productivity objective (Monika & Goal, 2017).
The finding from this theory is that it looks at the linkage between Information
Technology and how it benefits the organisation and this was applied in this study
to asserts weather GIMIS have a positive impact on the user performance which

have an impact on the organization.

2.4 Summary

The literature that supported the research is summarized in this chapter. For

decades, people have studied the issue of IT success. The work of DeLone and
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McLean, on the other hand, set the groundwork for this study's understanding of
the factors that influence MIS success. Their paradigm emphasized universality
and simplicity, two characteristics that have resulted in a large body of dependent
research on a variety of topics. DeLone and McLean concluded that IT needed to
be refreshed on a regular basis to keep up with changing technology and business
environments. This chapter also goes into the methodologies used in this study
to update the D&M model in enhancing GIMIS at GIPF. In the next chapter, the
method used to carry out the current study to satisfy the research objectives is

detailed.
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CHAPTER 3 : METHODOLOGY

3.1 Introduction

This chapter explains the research methods in detail. It gives details on the
research techniques utilised and explains why it was chosen in the first place.
Other phases covered in this chapter include identifying and recruiting study
participants, collecting data, and analysis of the data. The chapter concludes with
a review of qualitative research ethics and how the researcher adhered to the
University of Namibia’s ethics policy.

3.2 Research Design

This research used a qualitative method, with the exploratory data being gathered
via a semi-structured interview guide and a face-to-face interview was conducted
with participants who agreed to participate. Qualitative research, according to
Moen and Middelthon (2015) is a multidimensional technique that takes an
interpretive, naturalistic approach to the topic matter. Researchers can build a
comprehensive picture of a phenomenon using qualitative research's different
dimensions. To better understand the perspectives of a group of benefit claim
administrators, qualitative research was used.

The research strategy is built around the case study research design because it
allows the researcher to answer the research questions effectively. Case studies
have the advantage of allowing researchers to examine the phenomenon from a
variety of perspectives, including interviews with people who were directly
involved and analysis of documents (Tumele, 2015). The case study design was

used because the research objective was to describe and explain rather than
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predict, while the variable under investigation was not easily identifiable or
embedded in the phenomenon to be extracted for analysis (Harrison, Birks,

Franklin & Mills, 2017).

3.3 Population

The GIPF operations department has in total 15 employees deemed important for
the study and that formed the total population for the study, this excludes
employees for the Operations Department that are in the Regions and only covers

employees at GIPF Head Office in Windhoek.

3.4 Sample

Purposeful sampling was used in this investigation. It's a sampling approach in
which the researcher selects study participants based on their ability to offer
meaningful data (Campbell et al., 2020). The rationale for choosing this approach
was that the researcher was seeking knowledge about the GIMIS administrators’
opinion on the implementation of application software to the benefit claim
process within GIPF. For small populations and for qualitative studies, a general
recommendation for in-depth interviews is to do a census. Considering that the
population of the study was only 15, the researcher considered the whole
population for the study instead of sampling. The sample provided was
purposefully selected because the researcher sought to recruit participants who
could provide in-depth and detailed information about the phenomenon (Palinkas

et al., 2015).
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3.5 Research Instrument

The study's primary data collecting method was semi-structured interviews.
Interviews were undertaken using the Interview Guide which had non-structured
questions. To acquire an in-depth knowledge of participants' constructs through
dialogue, the researcher used interviews as a data collection method. The
researcher could gain more clarity and insight using the semi-structured interview

approach. The Interview guide the sections below:

Section 1: The extent to which GIMIS is being utilised by employees in the
process of benefit claims in terms of user views on GIMIS current processes,

strengths, and weaknesses.

Section 2: This section looked at the challenges that influence the satisfaction of

users with GIMIS implementation on the benefit claim process.

Section 3: The last section looked at how GIPF can better benefit from the

GIMIS system on benefit claim processes based on the user’s experience.

3.5.1 Validity and reliability of instruments

According to Dikko (2016), four variables closely connected to validity and
reliability determine trustworthiness in a qualitative study: credibility (validity),
transferability (validity), dependability (reliability), and confirmability

(paralleling objectivity).

According to Schmidt (2017) credibility involves establishing that the results of

qualitative research are credible or believable from the perspective of the
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participant in the research. Schmidt (2017) added that because qualitative
research studies investigate people's views, experiences, feelings, and beliefs, it
is thought that the respondents are the best judge of whether the study findings
truly reflect their ideas and feelings. As a result, to ensure credibility, the study
findings were presented to respondents who took part in the research for
confirmation, validation, and approval. The findings were accepted by the

participants, confirming the study's validity.

Confirmability was another reliability aspect that was assessed on the research
instrument used. This refers to the extent to which the findings can be easily
replicated by others (Ali & Yusof, 2011). To establish confirmability, the
researcher ensured that the research followed the procedure in the same way so

that the results could be compared.

3.6 Data collection Procedure

The letter of introduction was obtained from the Namibia Business School and
forwarded to GIPF for approval. The letter contained the researcher’s
introduction and request for the management consent to use the company and the

information needed for the study.

3.7 Data Analysis

The researcher manually with the help of Excel used the content analysis
approach by exploring the collected primary descriptive data, coding the data,

identifying themes and similar meanings, connected the research questions to the
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research findings and drew recommendations from data analysis. The data is

presented cohesively and in accordance with its coordination and themes.

3.8 Research Ethics

Permission to conduct the study: Firstly, the researcher obtained the
permission from NBS to conduct the study and secondly, the permission to

conduct research in GIPF was obtained from management.

Informed consent: Participants received letters inviting them to participate,
along with consent forms. The participants' understanding of the study's nature
and the fact that participation was voluntary was assured via the invitation letter.
Before signing the permission, participants were also advised that they could also

withdraw from the research at any moment without being asked any questions.

Confidentiality & Anonymity: The study made sure that data confidentiality
was maintained and would always be maintained. Participant identities were not
made available during or after the research. A participant's name was substituted
with a code number in ascending order of the first interviews, and all data
obtained could not in any way be identified with the respondent. All data
collected remains confidential and is being kept in a lockable cupboard and will

be destroyed by shredding after 5 years.

3.9 Summary

The research design used in this study is described in this chapter. The research's

demographic and how purposive sampling was used for the study are also
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discussed in this chapter. This research used a qualitative approach. The
information was gathered utilizing a semi-structured and non-structured
interview guide. The outcomes of the study, their comments, and the research

findings are presented in the next chapter.
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CHAPTER 4 : DATA PRESENTATION AND ANALYSIS

4.1 Introduction

Based on the users' experiences with GIMIS as determined by the exploratory
study, this chapter provides a qualitative analysis of the data by analyzing the
application software's implementation on the GIPF's benefit claim method. The
exploratory research's purpose was to learn what was needed from GIPF staff's
experience to optimize the use of GIMIS software in the benefit claim process.
The data is categorised into three sections. The first section investigates the
extent of GIMIS utilisation by employees in the process of benefit claims while
the second section looks at the challenges influencing user satisfaction with the
GIMIS implementation before looking into how the GIPF can better benefit from

the GIMIS.

The researcher used Excel spreadsheet to organise interview data for analysis as
there was no access to commercial software like Atlas or NVivo. Through this
process, the researcher started by creating a single worksheet template for the
first question, which was then duplicated for each additional interview question.
All collected data was entered into spreadsheets to identify the participants, and
each item was assigned a unique Response Identification number. The data was
classified by jotting down category labels that came to mind while the researcher
read and reread replies one at a time, as well as coding categories. The coded
categories were updated several times to accommodate fresh insights while

compressing categories with only one response. This process allowed the
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researcher to come up with finale codes and themes as they are explained in this

section.

4.2 Biographical Information

A total of 15 employees from GIPF operations department took part in the study,
of which 9 of these employees was female and 6 were male. The position of those
that took part in the study was distributed as Head Benefits 1, Benefit
Administrator 9, Senior Benefit Administrator 4 and Manager Operations 1. All

participants indicated that they had worked on GIMIS.

4.3 Extent on GIMIS utilisation by employees in the process of benefit
claims
This section is determining the extent to which GIMIS is being utilised by

employees in the process of benefit claims. This first section is analysed into

generative themes such as the general overview of GIMIS.

4.3.1 General overview of GIMIS

Table 4-1 provides a general overview of the GIMIS as a system. The main
themes 1identified include inefficiency, impressionable, upgradation and

effectiveness.
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Table 4-1: General Overview of GIMIS

Codes Themes

System errors Malfunctions
System inconsistency

Login takes time

Ease of Manipulation Manipulatable
Unsecure

System upgrade Upgradation
Outdated system

System customization

Operational Efficient
User friendly

Meeting the day-to-day
needs

The four themes identified for the general overview of GIMIS as a system include
inefficiency, manipulatable, upgradations and effectiveness. Their codes were
based on categories of system usage and look as they are matching the themes

identified.

4.3.1.1 Malfunctions

The participants have provided their experience on the GIMIS system on its lack

of efficiency in terms of system errors, system inconsistency and login taking
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time. The inefficiency of the GIMIS has been best described by P10 who stated
that “due to the non-integration of GIMIS with other core systems it makes it
inefficient.” In support of this statement, P2 added that “we sometimes
experience system errors” while P3 says “the system is inconsistent”. The system

is also said to be “inefficient because it takes longer to login” as explained by

P8.

4.3.1.2 Manipulatable

Manipulatable has been highlighted as a common perception of the GIMIS as
readily manipulated and insecure. According to P8, "the system is readily
exploited by employees since it lacks sufficient security features"”. The results,
reveal that the GIMIS must be strengthened by making it secure to prevent easy
manipulation so that users can comfortably do their work (process benefit
claims). According to Druckman et al. (2020) as information technology has
grown in recent years, security issues have become increasingly crucial.
Employees' exploitation of systems causes harm, and the use of information
technology threatens individual or organisational autonomy (Tekli, 2021).
Finally, Karanasios (2018) proposes that future Information Management policy
initiatives should focus on reducing system manipulation and increasing

autonomy in human-technology interactions.

4.3.1.3 Upgradation

According to P1” GIMIS is not the best system, however it does the job. Its

artificial intelligence ought to be updated to match the rapidly evolving software
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space”. P12 further added that “it is not a bad system in general. It only requires
a lot of customization as it was initially developed for a DC environment”. P12

added that “the GIMIS is a good system but is outdated”.

According to the results, the GIMIS must be upgraded to allow its users to
process benefit claims efficiently and effectively. Following a time of usage (with
necessary maintenance), the information system may be phased out (Tieng,
Jeenanunta, Chea & Rittippant, 2021). Tieng et al. (2021) went on to say that
when a system undergoes a big update, it starts a new development life cycle.
Mikhnova et al. (2019) supported these findings by claiming that system
enhancements are critical for firm performance. According to the literature, to
preserve their competitive edge through system conversions, firms must keep
their systems up to date with current technology even after several years of

operation (Mikhnova et al., 2019, Owen, Burroughes & Skilton, 2018).

4.3.1.4 Efficiency

Since it’s designated as the general overview of the GIMIS systems, the three
codes, namely: operational, user-friendly, and satisfying day-to-day
expectations, are influencing the system's efficiency. P11 said, "Overall, GIMIS
meets the day-to-day requirements of the Benefits Administration process".
"GIMIS is an easy-to-use solution" P5 said. According to the findings, for GIMIS
to be efficient, it must be user friendly while still completing day-to-day duties
like benefit claim processing. According to Owen, Burroughes, and Skilton

(2018) a system is efficient when actions are carried out appropriately. A hospital
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information system study discovered that the efficiency and efficacy of surgery
information systems were insufficient and thus these systems should be upgraded
to increase user engagement and reduce the time it takes to complete activities

(Abbasi, Khajouei & Mirzaei, 2020).

4.4 Strengths, and weaknesses claims of GIMIS during benefit processing
This section looks at what the employees felt about GIMIS when processing
benefit claims in terms of the strengths and weaknesses.

4.4.1 Navigation

This section provides the participants feeling about the navigation of GIMIS

when processing benefit claims in terms of the strengths, and weaknesses.

Table 4-2: Strength and weaknesses of GIMIS

Codes Themes

Easy to search Strength

Less complicated

Cumbersome Weaknesses
Outdated
Repetitive
No icon shortcuts

Strengths

The first strength the study identified is the ease of search when it comes to
GIMIS. P4 indicated that GIMIS is “easy to search with different information.”

P6 explained that “GIMIS is easy to scan through and not so complicated
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functions.” System quality represents the intended features of technology. It
focuses on usability aspects such as ease of use (Laumer, Maier & Weitzel,

2017).

Weaknesses

The primary limitation discovered in this study with relation to GIMIS navigation
during claim processing is that it is a time-consuming operation. P1 stated that
the navigation fits the minimum needs, but it is tedious, and the system requires
a more intuitive interactive architecture. P7 also agreed that “GIMIS is
cumbersome since the processes to be taken inside the system are too extensive

and not straight forward, and the system is sometimes quite inefficient”.

Another weakness found within the system is linked to the look of the system as
the system is said to be outdated and it does not have the shortcut icons.
According to P10, “there is a need to improve navigation by creating short cuts
directly from scheme member screen.” The study has identified that there are
weaknesses with regards to GIMIS navigation during claim processing and these
weaknesses are linked to the navigation being time consuming, outdated and not

being able to provide icon shortcuts.

Employees want to see an improvement in navigation. According to Mahmud,
Prasetia, and Baharuddin (2020), the success of the university's information
model is characterised by the system's quality and information, as well as the

individual's impact, so the university's information system must be designed to
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meet the university's goals while also being flexible, simple to use, flexible, and

functional.

4.4.2 Design

This section provides the participants feeling about the design of GIMIS when

processing benefit claims in terms of the strengths, and weaknesses.

Table 4-3: Strengths and Weaknesses of the GIMIS design

Codes Themes
Not user friendly Weaknesses
Outdated

Hidden controls

Weaknesses

According to the responders, the design of GIMIS is flawed since it is not user
pleasant, is antiquated, and the controls are concealed. The system, according to
P7, has "too many screens that you have to browse to get to what you want."
Because the information is not displayed on a single screen, it is time
consuming."

These results are also supported by P1 who claimed that “the design meets the
minimum requirements. However, a modern design review is required to

’

benchmark the existing design to modern.’
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In addition to these results, the findings from these results are that there is a need
to upgrade GIMIS so that it meets modern designs and become more user friendly
as this will improve the processing of claims. Moreover, information on GIMIS
is hard to find and thus P12 is of the idea that the “design of GIMIS should ensure

that most of the relevant information was on one or two screens”.

4.4.3 Ease of use
Table 4-4: Strengths and weaknesses of the GIMIS in terms of ease of use
Codes Themes
Clear instruction Strength
Manageable
Complicated Weakness
Difficult
Strength

In terms of ease of use of the GIMIS system, the participants indicated that its
manageable, however there are no clear instructions. P3 supports “clear
instruction as a strength of GIMIS when it comes to ease of use because they
believe that with the right kind of training, a new user can use the system easily”.
The system is said to be manageable because P14 indicated that “once you get
used to it, it becomes manageable”. The findings from the results with regards
to the strength of GIMIS in terms of ease of use shows that with the right amount

of training, the system is manageable.
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Weakness

The study results indicated that the main weakness of the GIMIS in terms of use
is in that it is complicated to use for new users. P7 supported these findings by
indicating that “GIMIS is difficult to use, maybe because the system owners do

not have sufficient knowledge of the system”.

4.4.4 Functionality

This section provides the participants feeling about the functionality of GIMIS
when processing benefit claims in terms of the strengths, and weaknesses.
Table 4-5: Strengths and weaknesses of the GIMIS in terms of
functionality

Codes Themes

Process claims Strength

Manageable

Errors Weaknesses

Inconsistency
Inefficient

Strength

The strength of GIMIS functionality lies in the fact that it can process claims as
required. According to P6, so far when it comes to claim processing “there have
been no issues for self-reversal or transaction not saving.” P3 added that “GIMIS
is doing what it is supposed to do because it is also integrated with other systems
called horizon and CRM”.
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Weakness

When it comes to functionality, the GIMIS system is said to be weak because it
functions with errors and inconsistency. P7 supported that the system is
inconsistent because “most of the time you must do stuff manually that supposed
to be done automatically by the system”. P5 also added that the system is
inconsistent because “sometimes after processing, one needs to manually amend
some information”. With regards to efficiency, P12 indicated that “the
Sfunctionality of GIMIS is inefficient because the system takes longer in giving the

actual results”.

4.4.5 Responsiveness

This section provides the participants feeling about the responsiveness of GIMIS
when processing benefit claims in terms of the strengths, and weaknesses.
Table 4-6: Strength and weaknesses of the GIMIS in terms of
responsiveness

Codes Themes

Incomplete tasks Weaknesses

Network errors

High downtime

Weakness

The weaknesses identified with the GIMIS system is that it becomes irresponsive,
and tasks performed on the system become incomplete, the system also has a

high downtime and it’s effected by network errors. According to P7 “most of the
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time the system is not responsive because of network problem or because it was
being updated on something different.” With regards to P6 “the system does not
always complete the task within the given time. It fails us in most cases as one

’

must reprocess tasks.’
4.4.6 Data/Information

This section provides the participants’ feelings about the data/information in
GIMIS when processing benefit claims in terms of the strengths, and weaknesses.

Table 4-7: Strength and weaknesses of the GIMIS in terms of

Data/information on the system

Codes Themes
Easy retrieval Strength
Easy Storage

Reliable

Data extraction Weaknesses
Data duplication

Strength

The results showed that when it comes to data/information retrieval, GIMIS
makes it easy for information to be retrieved. According to P1 “the system always

gives accurate information, depends on how the information was fed into the
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system.” Moreover, the system also provides a platform for the storage of data

and information.

Weakness

When it comes to data/information, the results of the study also indicated that the
system is weak when it comes to data extraction and data duplication. According
to P3 “the data is fully updated but extraction of data needs improvement”.

According to P11 “the data in the GIMIS is accurate, only with data clean ups ™.

4.5 Challenges influencing user satisfaction on GIMIS implementation

To determine the challenges that influence the satisfaction of users with GIMIS

implementation on the benefit claim process.

4.5.1 Challenges currently experienced from GIMIS

Table 4-8: Challenges experienced by employees when processing benefit
claims on GIMIS

Codes Themes

Unknown error Errors
Salary payment error

Printing error

Manual process completion Inefficiency
Many unnecessary steps
System freezing
Repetitive windows
System shutdown

Login taking time
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4.5.1.1 Errors

One of the challenges identified by the participants is that the GIMIS system is
filled with a lot of errors when the employees are processing benefit claims. The
errors identified includes errors that are usually unknown, storage error and
salary payment errors. According to P2 “System picks wrong salaries. Can skip
a process without notification and later gives errors. Some errors encounter, are
hardly to be resolved within a short time.” With regards to unknown errors, errors
occur for no reason even if proper guidelines are followed as explained by P9
while printing of Benefit Letter users also experience many errors. According to
Aarno and Engblom (2014) error processing is one of the most challenging areas
of design as typical error management solutions are frequently overlooked by

system developers.
4.5.1.2 Inefficiency

Inefficiency has been identified as the main challenge experienced by GIMIS
users when they are processing the benefit claims. The participants indicated that
GIMIS is inefficient because of manual completion of tasks, many unnecessary
steps, system freezing, Repetitive windows system shutdown and login taking
time. P35 have noted that “sometimes you need to go back and amend manually
some information after processing e.g., amending the schedule on retirement
claims.”

According to P12 “GIMIS cannot handle the Engloom capturing of beneficiaries

that are usually more than 10 (ten) as the system will throw you out and one need
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to recapture, and this is time consuming”. P6 suggested that “there is a need to
upgrade system by eliminating certain steps from the whole processing steps as
they serve no importunacy other than just prolonging the whole process”. P11
also suggested that “the navigation between screens and horizon causes an issues
and re-entering data already entered (duplication of efforts)”. ldeally there
should proper integration between GIMIS and Horizon

4.5.2 Regular training to GIMIS users on Benefit Claim Processes

The study also looked at weather the employees are trained regularly and how

this challenged them at using GIMIS.

4.5.2.1 Training provided

There are respondents who indicated that regular training to GIMIS users on
Benefit Claim Processes is provided. According to PS5, training is “provided
regularly and this happens every time there is a new process being introduced.
1t is normally conducted by the system developers from our IT department, and
it is conducted online or in a training room”. However, the participants are of
the opinion that the training provided is usually rushed and people usually just
learn on the job, since the training is not effective. P8 supported these findings
by claiming that “timely problem is not the training in general. But we the users
don’t see or understand the technical part. Our IT most of the time cannot solve

’

problems or at times no solution is given.’
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4.5.2.2 Training not provided

Other participants felt that the training provided is not regular. P14 answered
“No, it would have been better if we get training now and then just to familiarize
ourselves with the system. [ would want to once a month training for me to
familiarize myself with the system. There is a lot of functions that I do not know
on GIMIS.” P4 added that “training should be a least be provided once a year
and according to the needs”. According to Urbach and Miiller (2012) the success
dimension, service quality denotes the level of assistance consumers receive from

the IS department and IT support personnel, such as training.

4.6 How GIPF can better benefit from the GIMIS system

GIPF as a Pension Fund administrator Organisation currently uses GIMIS in its
mandate to provide benefit payments to its clients and beneficiaries, examine

how GIPF can better benefit from the GIMIS system on benefit claim processes.

4.6.1 GIPF benefiting from using this system (GIMIS)

GIPF as a Pension Fund administrator Organisation currently uses GIMIS in its
mandate to provide benefit payments to its clients and beneficiaries, examine
how GIPF can better benefit from the GIMIS system on benefit claim processes
and the study found that GIPF used to benefit from the GIMIS system, but now
it is costing them. According to P13 “the system is busy failing the fund and
sometimes pensioners are not paid on time because of the system errors”.

However, P11 is of the idea that “GIPF is still benefiting from GIMIS because
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there has been no major system malfunction or complete GIMIS shut down that
could have caused a major inconveniency to its members or stakeholders”.

Table 4-9: GIPF benefiting from using this system (GIMIS)

Codes Themes

Automating claims Claim processing
Calculating of benefits

Payment of claims

Storage of data Administration
Keep track of claims paid
Analysing statistics

P9 also added that “Yes, GIPF is benefiting because the claims are still paid
within the Service Level Agreement, although the system can be improved in
terms of the payment period”. P11 added that “GIPF is benefiting from using this
system for updating and keeping of member records. Processing of benefit claims
and calculating of benefits with automated formulas”. P12 added that “yes, the
benefits are storage of data, keeping track of claims paid, drawing statistics, and
automating the processing of claims”. Due to a multitude of issues, a study has
found that many countries' health-care systems are unable to adopt contemporary
health-care technologies to provide improved health-care services to the
population (Larbi, 2018). Larbi (2018) further added that even if implementation
is regarded good, these difficulties have a negative impact on ICT adoption in the

health business.
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4.6.2 GIPF clients and beneficiaries, and stakeholders benefiting from
GIMIS

Table 4-10: GIPF clients and beneficiaries, and stakeholders benefitting
from GIMIS

Codes Themes

Safe Payment Security
Protected data

Payment of claims Claim processing

Accurate claims

Benefit statements Information update & retrieval

Salary updates

4.6.2.1 Security

The respondents have indicated that the GIPF clients, beneficiaries, and
stakeholders are benefiting from the security that comes with GIMIS as the
systems offer safe payment, the data within the system is protected. P4 confirmed
this by stating that “at the very basic functional level, clients’ beneficiaries and
stakeholder’s benefits from GIMIS through safe payment. Their data is
protected, data branches are rare at GIPF. Complete system infusion rarely
happens, it could be concluded that GIMIS is a relatively safe system.” P6 also
added that “the data or client’s information’s are very much secure and there

have been not incidents of sensitive or confidential information leaked.” Most
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of the research focuses on the importance of human aspects in information
security without considering other factors such as security investment risk, cost,

and return on investment (Rexhepi (2015).
4.6.2.2 Claim processing

According to P9 “the clients, beneficiaries and stakeholders do benefit from the
system as its used to process their pension benefits through automated benefit
formulars.” P12 added that “benefits are paid according to what the staff
member put onto the system. If the input is accurate, benefits will be paid
accurately.” In accordance with Rexhepi (2015) service by integrating patient
treatment across departments, lowering lead times, enhancing patient outcome
reporting, and increasing overall data quality within the same medical facility via

computerized medical systems can be improved.
4.6.2.3 Information update & retrieval

According to P6 all client, beneficiaries, and stakeholder enquiries such as salary
and data updates are done through GIMIS. P7 argued that “clients can request
information from wherever they are when they call GIPF offices and if there are
no connection problems, they get the information within a minute.” The quality
of information influences both a user's satisfaction with the system and the user's
intention to use the system, which influences the amount to which the system can
provide benefits for the intended purpose (Angelina, Hermawan & Suroso,

2019).
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4.6.3 GIPF to continue with GIMIS for benefit claim processes

4.6.3.1 Recommendation to GIPF to continue with GIMIS for benefit claim
processing

According to the respondents, the GIPF need a modern and suitable system to
serve its members, beneficiaries, and stakeholders in a professional manner. P9
believes that without integration and module changes to eliminate duplication,
lengthy menu routes in GIMIS will not serve GIPF in the long run. P13 also said
that “if a superior product is available on the market that will provide better
advantages to the fund, it should be examined. It is all about constant progress”.
Furthermore, “fo minimize unpredictable system faults, the fund needs a new
system to fulfil its goal and vision “(P11). P1 also “proposes that the system be
used indefinitely, but that it be changed to satisfy new requirements such as
streamlining procedures, accurate and simple navigation, and once-off window
processing”. In accordance with Rexhepi (2015) instead than automating present
labour activities, developing, and implementing an entirely new system is
recommended and managers must reengineer their work processes to help their

employees abandon outdated behaviours that threaten their organisation.
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4.6.3.2 GIMIS improving on the processes of benefit claims

Table 4-11: Improving the process of benefit claims on GIMIS
Codes Themes

Web based Upgrade
Integration between screens
Reduce processing time
More shortcuts

Reduce processing steps

Findings show that there is a need to modernize GIMIS in terms of the system
that must be upgraded to a web-based system. P1 also suggested that “GIMIS be
converted to a web-based system”. P10 backed up these findings by stating that
“we want GIMIS to be WEB-based so that it can be accessible from any device”.
According to P12 “navigation between screens and Horizon is needed as well as
the re-entering of data already entered (duplication of efforts). Ideally there
should proper integration between GIMIS and Horizon.” With regards to
processing time there is a need to reduce the many steps on GIMIS to ensure that
the system is still operational functioning well after something was updated.
Improve on the speed. Moreover, P14 added that “GIMIS must improve on
shortening its benefit processing processes. The processes on the GIMIS system

are too long and time consuming. [ like the new funeral/shorten process”.

53



According to Entchev (2019) daily, new technologies and tools are developed,
implemented, and released to the market. Entchev (2019) further added that
consequently, user demands change at a rapid pace, and the IT sector must adapt
to maintain a high level of efficiency and flexibility for its systems to remain
competitive and up to date. As a result, the development of new, highly efficient

information systems is feasible.

4.7 Discussion of findings

This section discusses the research findings based on the DeLone and Mclean’s
model which asses the users’ perception on the implementation of application
software. DeLone and Mclean’s model investigates users’ perception on the
implementation of application software based on the quality of the system and
the quality of the information have a direct influence on the user's experience
(Al-Kofahi et al., 2020; Shim et al., 2020). The level of usage may have a good
or negative impact on the user's satisfaction level while users' willingness to use
and their pleasure with it are direct indicators of an individual effect, which
influences the organisation (Al-Kofahi et al., 2020; Shim et al., 2020).

4.7.1 System Quality

The study found that GIMIS system becomes irresponsive, and tasks performed
on the system become incomplete, the system also has a high downtime and it’s
effected by network errors. This is an indication that there is a weakness in the
system quality of GIMIS. These findings are in line with Alzahrani ef al. (2019)
who stated that users of MIS prioritize usability, availability, dependability,
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flexibility, and reaction time, and system quality, which is one of the six essential
determinants of IS performance. According to Monika ef al. (2017), who used
the DeLone and Mclean Model to assess the success of E-Cargo adoption at one
of Indonesia's airlines, System Quality is a variable that examines the system's
qualities to see if they meet the users' criteria. The GIPF user perspective on the
use of the GIMIS system was clarified by assessing system quality, which
informed this study that system features such as irresponsiveness have an impact

on employees using GIMIS in the process of benefit claims.
4.7.2 Information Quality

The study findings shows that even though the system duplicates data during data
extraction, GIMIS makes it easier to retrieve information when it comes to
data/information retrieval. Alzahrani et al. (2019) asserted that Information
quality does indeed investigate the volume and value of data that a system
possesses and can safely keep and handle as this affects a user's satisfaction with
the system as well as their plans to utilize it, which affects the system's capacity
to deliver benefits for the intended purpose (Angelina et al., 2019). As a result,
the research discovered that the security provided by GIMIS benefits GIPF
clients, beneficiaries, and stakeholders since the systems provide safe payment
and data protection. Therefore, measuring Information Quality clarified the user
perspective on the GIMIS system's use, revealing to the study that the system's
information in terms of safety and data extraction volume satisfied employees in

the benefit claims process.
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4.7.3 User System

Monika et al. (2017) explained that the purpose of system use is to impact a
user's pleasure with an information system, which is thought to influence use
intentions. Thus, employees are using the GIMIS system to handle benefit claims,
even though their system use is influenced by system inefficiency,
manipulability, upgrades, and efficacy. These results are in line with the findings
from Wei et al., (2017) who added that system utilization has a direct impact on
the advantages that the system may deliver, in addition to user satisfaction.
Therefore, user satisfaction criteria have been explored and investigated in terms
of how users perceive the fit between information system features and user
demands and this have shown that the users are willing to use the system but

system inefficiency, manipulability, upgrades, and efficacy should be improved.

4.7.4 User Satisfaction

Monika et al. (2017) emphasised that user satisfaction plays an important role in
determining the responses of users of information systems towards applied
information systems. GIPF, as a Pension Fund Administrator Organization, uses
GIMIS to distribute benefit payments to its clients and beneficiaries, and the
study found that the GIMIS system used to save GIPF money on benefit claim
processes, but now it is costing them money. This is because users are not
satisfied with the system as they believe that their expectation with regards to the
system improvement in terms of integration and module changes to eliminate

duplication, lengthy menu routes in GIMIS will not serve GIPF in the long run.
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Dalle et al. (2020) supported these findings by stating that the measurement of
user satisfaction looks at variables such as adequacy, efficiency, effectiveness,
and satisfaction and user satisfaction will increase if there is a match between the
expected and the output of the information. Furthermore, user satisfaction criteria
were researched and investigated in terms of how users perceive the fit between
information system characteristics and user expectations, and the study revealed
that GIMIS users' demands were not met.

4.7.5 Individual Impact

Individual people work together to achieve specific objectives; hence the
individual benefit is identified in the MIS and marketing literature. However, the
study found that there is a need to modernize GIMIS in terms of the system that
must be upgraded to a web-based system. Delone et al., (2014) asserted these
findings that the use of the Internet and e-commerce systems have brough about
the need for people to work together to achieve specific objectives through the
diversification of computer technologies to use information systems efficiently.
As user demands change at a rapid pace, Entchev (2019) added that new
technologies and tools are developed, implemented, and released to the market
daily, and the IT sector must adapt to maintain a high level of efficiency and
flexibility for its systems to remain competitive and up to date. As a result, when
it comes to benefit claims, individual people must work together to achieve
specific goals. As a result, the study showed that GIMIS must boost user benefit

by making GIMIS web based.
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4.7.6 Organisational Impact

The design of GIMIS is flawed since it is not user pleasant, is antiquated, and the
controls are concealed and when the users are not satisfied with the system it
impacts their use of the system in benefiting the organisation. According to the
respondents, the GIPF need a modern and suitable system to serve its members,
beneficiaries, and stakeholders in a professional manner. These findings are in
accordance with Delone ef al. (2014) greater sales, cost efficiency, higher sales,
higher sales, profitability, and return on investment are all examples of standard
organisational success indicators found in MIS and marketing literature. By using
GIMIS, GIPF is impacted, according to this theory, because GIPF obligated staff
to utilize GIMIS to process benefit claims. GIMIS, on the other hand, is currently
having a negative impact on GIPF since new, highly efficient information

systems must be developed.

4.8 Summary

This section presented the findings based on the themes identified in the
interview transcripts. The findings conclude by expressing the users' have both
positive and negative perspectives on the adoption of application software for the
benefits claim process within the pension fund of a government entity. According
to the findings of the study, GIMIS is continuously being used for claim
processing, despite deficiencies and erroneous processes that have caused GIPF
employees to provide poor service to its clients. This section also discussed the

research findings based on the DeLone and Mclean’s model which asses the
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users’ perception on the implementation of application software As a result, the
part that follows is organized around each study objective by discussing these

findings considering previous literature and research.
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CHAPTER 5 : CONCLUSIONS AND RECOMENDATIONS

5.1 Introduction

In this chapter the conclusions derived from the findings of this study on the
experiences on users’ perception on the implementation of application software
for benefits claim process within the Government Institutions Pension Fund
(GIPF) are described. The conclusions were based on the purpose, research
objectives and results of the study. Recommendations were based on the

conclusions and purpose of the study.

5.2 Summary of the findings

Objective 1: Extent to which GIMIS is being utilised by employees in the

process of benefit claims

The study provided the employees’ overall view of the GIMIS system. The study
has shown that there is a need to make the GIMIS system more secure, because
it can easily be manipulated, and it also needs to be upgraded, because as times
are changing, the system needs to keep up with new changes. However, in terms
of efficiency, the views from the study are showing that the GIMIS is efficient as
it performs the day-to-day tasks that it is supposed to perform even though the

system experiences glitches.

The study also looked at the strengths and weaknesses of various GIMIS
components in terms of claims processing. The investigation found weaknesses

in GIMIS navigation during claim processing, which are connected to the
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navigation being time consuming, outdated, and unable to provide icon shortcuts.
Employees want to improve navigation by ensuring a faster response time while
processing claims on the system. The design of GIMIS was also found to be
outdated since the research findings have shown that the system has a design that
is not user friendly and thus the need to ensure that it is updated to meet the

modern system designs.

With regards to the ease of use of GIMIS, the study has shown that the system is
easy to use with the right training as it is only difficult to use for new users.
However, the system is stated to process claims as it should, but the system has
shown to be filled with faults, as occasionally automated work must be performed
manually, and the system is sometimes not responsive, though this is attributable
to network difficulties, resulting in jobs not being finished on time. When it
comes to data/information retrieval, the GIMIS system provides data rapidly
when needed, even though the data acquired must be cleaned because it contains

duplicates.

Objective 2: Challenges impacting user satisfaction during GIMIS benefit

claim processing

The findings from the study indicated that the users are not satisfied with the
GIMIS because when they are processing benefit claims they are affected by
many errors and the system is inefficient. The errors occurring in the system
includes the picking of wrong salaries, the skipping of processes required or

when beneficiary letters are being printed. All things considered, there is a need
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to eliminate certain steps from the system because they are unnecessary as they

cause €rrors.

GIMIS inefficiency has been identified as a challenge for users while processing
benefit claims. This renders GIMIS inefficient during claim processing because
of manual completion of tasks, multiple unnecessary steps, system freezing,
recurrent windows system shutdown, and login time. On a final note, it is vital
to improve the system by removing redundant steps from the overall processing

activities that serve no use other than to extend the overall process.

The study also looked at whether users had issues utilising GIMIS because they
hadn't been trained on how to do so. According to the study, GIMIS users receive
frequent training on Benefit Claim Processes, and this occurs anytime a new
process is implemented. Participants, on the other hand, claim that training is
frequently rushed and that workers typically learn on the job since training is
inefficient and the users do not understand the technical part of the system.
According to the findings of the study, the training schedule for becoming
acquainted with the system should be altered to once a month. This is because
some GIMIS capabilities are still foreign to consumers, forcing GIPF workers to

give poor customer service because of the system's failure.

Objective 3: GIPF better benefiting from the GIMIS system on benefit

claim processes

The study investigated how the existing system benefits the GIPF. GIPF now

utilises GIMIS to deliver benefit payments to its customers and beneficiaries as
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a Pension Fund Administration Organisation. With GIMIS, the GIPF has an
advantage in that it continues to update and maintain member information while
processing benefit claims and calculating payments using an automated formula
while paying out claims in accordance with the Service Level Agreement. The
system's payment timeliness, on the other hand, may be enhanced. In conclusion,
the GIMIS system used to help GIPF, but it is now costing them money since the
system is now failing the fund and pensioners are not always paid on time due to

technological concerns.

Understanding how GIMIS benefits consumers and stakeholders was crucial
because GIMIS serves them. According to the study findings, GIPF clients,
beneficiaries, and stakeholders benefit from the security provided by GIMIS
since the system allows for secure payment and data storage. The study also
concluded that clients, beneficiaries, and stakeholders benefit from GIMIS as
well, since it is used to execute pension disbursements and used to provide
service on client’s inquiries, such as salary and data changes updates, that are

handled by GIMIS.

5.3 Conclusions

The major purpose of the research wasto assess the influence of the
implementation of application software on the benefit claim process in the GIPF,
based on the GIMIS user experience. The study used a qualitative technique to
better understand this phenomenon. The researcher devised interview questions

to get feedback from respondents on their interactions with the organisations'
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GIMIS used to process benefit claims. The respondents in the research were

purposefully chosen since they oversaw processing benefit claims on GIMIS.

The study categorised the replies and formed themes throughout the analysis,
which offered insight into the implementation of application software on the
benefit claim procedure using GIPF. Weaknesses and strengths of GIMIS, as well
as its applicability in terms of GIPF as an organisation and stakeholders, have
emerged as an important component of the organisation's capacity to process
benefit claims using GIMIS. According to the study's results, GIMIS is still
operational for claim processing, despite inadequacies and faulty practices that

have caused GIPF employees to give poor service to its clients.

5.5 Recommendation to GIPF to continue with GIMIS for benefit claim
processing

e The GIMIS system must be modified to meet the current changing
requirements by streamlining operations, ensuring accurate and simple
navigation, and performing once-off window processing.

e Furthermore, to decrease unpredictability in system malfunctions, the
fund needs a new system to achieve its objectives and vision.

e Modernise GIMIS in terms of the system - it must be upgraded to a web-

based system so that it can be accessible from any device.
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5.6 Further Research

The effect of GIMIS implementation on clients’ service satisfaction with GIPF
services was not fully assessed and this is recommendation for further studies,

using mixed methods.
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APPENDICES

Appendix A: Questionnaire

QUESTIONNAIRE NO:
My name is Stefanus Nkole, a student at Namibia Business School (NBS) at the

University of Namibia (UNAM). I’'m pursuing a Master of Business
Administration (MBA) - Management Strategy. My study is titled “AN
ASSESSMENT ON THE IMPLEMENTATION OF APPLICATION
SOFTWARE ON BENEFITS CLAIM PROCESSES WITHIN THE
GOVERNMENT INSTITUTION PENSION FUND”. This survey is being
conducted for the completion of a thesis in partial fulfilment of the requirements
for an MBA — Management Strategy, and it is expected to be of value to all GIPF
Employees, Management, and its stakeholders. You are selected to partake in this
study because the researcher believes that you have the necessary experience
with regards to administering GIPF processes of claims on GIMIS. By agreeing
to taking part in the interview, you will be required to answer questions on your
working experience within GIPF benefit claim processes. Your responses will be
treated with confidentiality and will not be divulged to third parties.

This survey will take you less than 20 minutes to complete.

Thank you in advance

SECTION A: BIOGRAPHICAL DATA
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Please respond to the following questions by making an “X” in the appropriate
space provided.

1. Gender

Male

Female
Prefer
not to
mention

2. Position

Benefit Administrator

Senior Benefit Administrator

Head: Benefits

Manager: Operations

3. How long have you been working for GIPF, in the Operations

Department?

Oto5
6to 10
11to 15

16 to 20

21 to 25
26 to 30

4. Do you use GIMIS for benefit claims processing?

Yes

No
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SECTION B: UTILISATION EXTENT OF GIMIS ON THE PROCESS OF BENEFIT
CLAIMS

5. What is your view of GIMIS as a system in general?

6. How do you feel about the following aspects of GIMIS when processing
benefit claims?

Provide your evaluation in terms of the strengths, and weaknesses

6.1 Navigation

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

ooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

6.5 Responsiveness (does it complete the task within the given time)
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SECTION C: CHALLENGES THAT INFLUENCE THE SATISFACTION OF USERS WITH
GIMIS IMPLEMENTATION ON THE BENEFIT CLAIM PROCESS

7. What challenges are you currently experiencing from GIMIS when
processing benefit claims?

8. Does GIPF provide regular training to GIMIS users on Benefit Claim
Processes? If yes, how often and how is it conducted? If your response is no,
how would you want the Training to be conducted?

SECTION D: EXAMININATION ON HOW GIPF CAN BETTER BENEFIT FROM THE
GIMIS SYSTEM ON BENEFIT CLAIM PROCESSES

9. GIPF as Pension Fund administrator Organisation currently uses GIMIS
in its mandate to provide benefit payments to its clients and beneficiaries, Is
GIPF benefiting from using this system (GIMIS)? Motivate your response



10. Are GIPF clients, beneficiaries and stakeholders benefiting from this
system (GIMIS)? Motivate your response

11. Do you recommend GIPF to continue with GIMIS for benefit claim
processing? Motivate your answer

12. What do you want GIMIS to improve on, in the processes of benefit

claims processes?

13. Would you recommend GIPF to continue using GIMIS or go in the
market to acquire a new system?
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’ st
UNAM, 15t November 2021
Namibia RE: LANGUAGE, COPYEDITING AND PROOFREADING OF STEFANUS NKOLE’s

THESIS FOR THE MASTER OF BUSINESS ADMINISTRATION DEGREE OF THE
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This certificate serves to confirm that I copyedited and proofread STEFANUS
NKOLE’s Thesis for the MASTER OF BUSINESS ADMINISTRATION DEGREE
entitled: AN ASSESSMENT OF THE IMPLEMENTATION OF APPLICATION
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I declare that I professionally copyedited and proofread the thesis and
removed mistakes and errors in spelling, grammar, and punctuation. In
some cases, I improved sentence construction without changing the
content provided by the student. I also removed some typographical
errors from the thesis and formatted the thesis so that it complies with the
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I am a trained language and copy editor and have edited many
Postgraduate Diploma, Masters’ Thesis, Dissertations and Doctoral
Dissertations for students studying with universities in Namibia,
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