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ABSTRACT
FACTORS INFLUENCING I.T USAGE AMONG MANAGERIAL EMPLOYEES: A
CASE STUDY AT A 5-STAR HOTEL IN PETALING JAYA, SELANGOR DARUL
EHSAN

Gareth Benedict
This study is done to determine the factors influencing I.T usage among managerial
employees of Hilton Petaling Jaya, Selangor Darul Ehsan.
A questionnaire survey was used to collect data for this study. 40 sets of questionnaires were
distributed to Department Heads 'A', 'B' and 'C' in which was the population ofthis study. 35
respondents were selected from the population to be the sample of this study.
The data gathered was analyzed using the SPSS 8.0 (Statistical Package for the Social
Sciences) software. The statistical testing used were descriptive and inferential statistics.
Descriptive statistics were used to determine respondents' personal characteristics such as
age, gender and academic qualification in regards to IT usage. Inferential statistics such as
t-test One-Way ANOVA, Pearson Correlation Coefficient were also used to determine
whether there was a significant relationship between the independent variables and IT
usage. Multiple linear regression was used to determine the dominant factor that influences
IT usage among the managerial employees.
The results showed that there is no significant difference between female and male
managerial employees in terms of IT usage in Hilton Petaling Jaya (t = 1.111, p = 0.629).
While One-Way ANOVA testing showed that there was no significant difference in the level
oflT usage based on age group [F (2,32) = 0.141, p = 0.869J . However, it showed that there
was a significant difference in the level of IT usage based on academic qualification [F (3,31)
=3.233, p = 0.036J .
Pearson Correlation test found that there were a relationship between perceived usefulness
and IT usage (r =0.741, p = 0.000), perceived ease of use and IT usage (r = 0.623, p = 0.000),
job fit and IT usage (r = 0.664, p = 0.000) and social pressure and IT usage (r = 0.655, p =
0.000). However, the testing did not show a significant relationship between perceived
enjoyment and IT usage (r = 0.195, p = 0.262). Perceived usefulness (r2= 0.549) was
identified as the dominant factor influencing IT usage among managerial employees of
Bilton Petaling Jaya.
Several recommendations were suggested to the organization, managerial employees and for
further researches in accordance to the findings of this study. The recommendations to the
organization are based on the findings of the study that includes giving training and
guidance, providing adequate equipment and peripherals and showing full encouragement
to enable the employees to fully utilize IT thus increases the performance of both employees
and organization.
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ABSTRAK

FAKTOR-FAKTOR YANG MEMPENGARUHI PENGGUNAAN TEKNOLOGI MAKLUMAT DI
KALANGAN PEKER]A PENGURUSAN: SATU KES KAJIAN Dl HOTEL BERTARAF 5-BINTANG
Dl PETAUNG ]AYA, SELANGOR DARUL EHSAN
Gareth Benedict

Kajian ini dijalankan untuk mengenalpasti faktor-faktor yang mempengaruhi penggunaan
teknologi maklumat di kalangan pekerja pengurusan Hilton Petaling Jaya, Selangor Darul
Ehsan.
Borang soal selidik telah digunakan untuk mengumpulkan data dalam kajian ini. Sebanyak
40 borang soal selidik telah diedarkan kepada pekerja pengurusan berpangkat Ketua
Jabatan ~', 'B' dan 'C' yang merupakan populasi kajian ini. Selepas itu seramai 35 orang
responden telah dipilih untuk dijadikan sampel kajian ini.
Hasil dapatan data daripada borang soal selidik telah dianalisis dengan menggunakan
'Statistical Package for Social Sciences' versi 8.0 (SPSS 8.0). Ujian statistik yang digunakan
terdiri daripada statistik diskriptif dan inferensi. Statistik diskriptif digunakan untuk
mengenalpasti maklumat peribadi responden seperti umur, jantina dan kelayakan
akademik. Statistik inferensi seperti t-test, One-Way ANOVA dan Pekali Korelasi Pearson
digunakan untuk mengenalpasti samada terdapat perkaitan atau perhubungan yang
signifikan di antara pembolehubah bersandar dan tidak bersandar. Regresi linear berganda
pula digunakan untuk mengenalpasti faktor dominan yang mempengaruhi penggunaan
teknologi maklumat di kalangan pekerja pengurusan.
Hasil kajian didapati bahawa tiada perkaitan yang signifikan di antara faktor jantina (t =
1.111, p =0.629) dan faktor umur [F (2,32) =0.141, p =0.869J dengan tahap penggunaan IT
di kalangan pekerja pengurusan. Namun, analisis telah menunjukkan bahawa terdapat
perkaitanyang signifikan di antara faktor kelayakan akademik [F (3,31) = 3.233, p = 0.036J
lkngan tahap penggunaan IT.
Manakala Ujian Pekali Korelasi Pearson pula menunjukkan bahawa terdapat perhubungan
yang signifikan di antara andaian kebergunaan dan penggunaan IT (r = 0.741, p = 0.000),
andaian senang digunakan dan penggunaan IT (r = 0.623, p = 0.000), kesesuaian tugas dan
penggunaan IT (r =0.664, p = 0.000) dan tekanan sosial dan penggunaan IT (r = 0.655, p =
0.000). Namun, ujian tersebut telah menunjukkan bahawa tidak terdapat perhubungan yang
signifikan di antara andaian keseronokan dan penggunaan IT (r = 0.195, p = 0.262).
Andaian kebergunaan (r2= 0.549) merupakan faktor dominan yang mempengaruhi
penggunaan IT di kalangan pekerja pengurusan.
Beberapa cadangan telah dikemukakan kepada organisasi, pekerja pengurusan dan untuk
kajian yang akan datang berdasarkan hasil dapatan daripada kajian ini. Cadangan kepada
organisasi telah diberikan berdasarkan kepada dapatan kajian ini yang merangkumi
pemberian latihan dan bimbimgan kepada pekerjanya, penyediaan peralatan dan prasarana
serta memberikan sokongan dan dorongan secara lansung kepada pekerja mereka untuk
membolehkan pekerja mereka mengoptimumkan penggunaan IT justeru dapat
meningkatkan lagi prestasi organisasi dan pekerjanya.
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CHAPTER!
INTRODUCTION

1.0

Introduction

This chapter introduces the study done in Hilton Petaling Jaya about the factors
that influence IT usage among their managerial employees.

This chapter briefly discusses the background of the study, the statement of the
problem, states the objectives of the study and describes the conceptual framework
of the research. Next, it states the hypothesis ofthe study, explains the significance
of the study and gives conceptual and operational definitions of the terms used.
Lastly, the limitations of the study are discussed and the chapter is then
summarized.

1.1

Background of the Study

In the new millennium, information technology has played an important role in all
aspects of business. The information technology revolution started about 40 years
ago when the first computer was invented (Frenzel, 1992). At that time, no one
could predict the influence that information technology could bring to our daily life.
For example, the findings by Hall and Torrington (1986) reflected a dramatic rise
in IT usage in Human Resource Management from less than 2 percent in 1964 to
68 percent in 1984 (Shaw, 1994).
Now IT has been a major enable that has helped multinational corporations to
integrate their worldwide operations thus this is vital to achieving economic of
scale as well as competitive advantage in which is critical in today's worldwide
market (Anandarajan, Igbaria and Anakwe, 2000).
However a number of authors have presented contradicting views to the benefits of
IT. Clegg (1997) in his research states that 80-90 % of IT investments did not meet
their performance objectives. This is parallel with research done by Sweeny (1996),
Brody (1991) and Solow (1987) that presented skepticism on IT influence on
business (Olalsen, Olsen and Johannessen, 1999)

1.2
Information technology can be defined as all types of technology which is used to
process, store and transfer information in electronic form (Lucas, 1997). The
physical peripherals include computers, communication equipments and network,
fax machines as well as telephone lines.
These technologies were .i ntroduced solely to process and transfer information
within the shortest period of time. However, the value and power of information
technology as an organizational tool has increased in which is evident in the way it
has transformed business. Traditionally IT has been used to reduce cost, but as IT
becomes more of a permanent fixture in organization, it is used to gain competitive
advantage against competitors (Sohal, Moss and Ng, 2001).
Management is the process of working with people and resources to accomplish
organizational goal (Batemen and Snell, 1999). Managerial employees are
considered directly involve in the daily running of the business. According to
Drucker (1995) managerial employees are people who perform management tasks
including planning, organizing, integrating, measuring and developing people. An
effective manager needs to be effective and efficient; effective to reach
organizational goals and efficient to achieve goals with minimum waste of
resources (Batemen et aI., 1999).
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At the heart of the manager's job are the decision he takes, both short and long
term in nature. IT as a resource could provide managers with data concerning
current situations, objectives to be pursued, decision taken by others and also
assist decision making by assisting in the evaluation and selection of alternative
plans (Walters and Rands, 1999).
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In Malaysia, Prime Minister Datuk Seri Dr. Mahathir Mohamad fully stressed the
influence and importance of IT in an organization. His utmost support can be seen
with the launching of the Multimedia Super Corridor at the Asia Conference of
Multimedia on the 1st of August 1996 to propel the usage ofIT in Malaysia.
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1.3

Objectives of the Study

This study is done to gather managerial employees' opinion on the factors that
influence IT usage in Hilton Petaling Jaya.

1.4

Conceptu

IN DEPENDENT

•

Specific objectives ofthis study are to:

Demogra

•

•

identify the differences in the level of IT usage based on selected demographic
factors (gender, age, academic qualification)

•

determine the relationship between perceived usefulness and IT usage among
managerial employees.

•

•

•
•

determine the relationship between perceived ease of use and IT usage among
managerial employees.

determine the relationship between perceived enjoyment and IT usage among
managerial employees.

Gende
Age
AcadeJ
Qualifi

•

Perceive,

•

Perceivec

•

Perceivec

•

Job Fit

•

Social PI"4

Figure 1.1: The co
•

determine the relationship between job fit and IT usage among managerial
employees.

•

determine the relationship between social pressure and IT usage among
managerial employees.

•

determine the dominant factor that influences IT usage among managerial
employees of Hilton Petaling J aya.
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Conceptual Framework

INDEPENDENT VARIABLES

•

DEPENDENT VARIABLES

Demographic Factors

•
•
•

Gender
Age
Academic
Qualifications

•

Perce ived Usefulness

•

Perceived Ease Of Use

•

Perceived Enjoyment

•

Job Fit

•

Social Pressure

..

•

Information
Technology Usage

'"

Figure 1.1: The conceptual framework of the study
managerial

among

Figure 1.1 above shows the conceptual framework of this research. The
independent variables used are demographic factor such as gender, age and
academic qualification, perceived usefulness, perceived ease of use, perceived
eIijoyment, job fit and social pressure. These are motivational factors that influence
IT usage in which is the dependent variable of this study.

1.5

Hypothesis Of the Study

These hypothesis are generated in accordance to the objectives of the study:
HoI

there is no significant difference in the level of IT usage based on age

Ho2

there is no significant difference in the level of IT usage based on gender

Hoa

there is no significant difference in the level of IT usage based on
academic qualification

H04

there is no significant relationship between perceived usefulness and the
level of IT usage among managerial employees

Ho5

there is no significant relationship between perceived ease of use and the
level of IT usage among managerial employees

5

H06

H07
H08

1.6

1.7

there is no significant relationship between perceived enjoyment and the
level ofIT usage among managerial employees.

Concept1

The following co:

there is no significant relationship between job fit and the level of IT
usage among managerial employees.

•

there is no significant relationship between social pressure and the level
of IT usage among managerial employees.

Information

I

Conceptual d

Significance of the Study

Operational d

IT is said to be a catalyst for businesses to gain competitive advantage in a more
open market due to globalization. Nowadays, businesses are increasingly finding
themselves in business environments facing rapid increases in both turbulence and
complexity, leading to enhance uncertainty and increase competition (Olalsen,
Johannessen and Olsen, 1999).
Keen (1991) observed that IT amounts to nearly one-half of US firms annual
capital expenditures and increasingly affects how business organize, do business
and compete (Baines, 1998). This indirectly shows the priority shown by these
companies on the IT in which influences the way the company runs their
businesses.
Teo and Lim (1996) explained that it is crucial to gain a better understanding of
factors influencing PC usage since it is increasingly used in both businesses and
school. The research on IT usage is important as it helps more understanding and
the ability to predict and control these factors thus more steps can be taken to
facilitate a higher level of IT usage.
IT usage among Malaysians is still considered low. To achieve Vision 2020, all
Malaysians must be able to adapt to growing changes parallel to developed
countries. In the era of globalization, society has to be aware that our industries
are not only based locally but will face stiff competitions from other countries as
well. Thus industries in Malaysia have to equip themselves with certain aspects to
improve competitions among local and non-local organizations and IT will remain
an important influence on business.
This study will contribute information on the factors influencing IT usage to
organizations and also serve as a guideline to the Hilton Petaling Jaya regarding
factors that influence IT usage among their managerial employees. To gain more
competitive advantages, Hilton Petaling Jaya will be able to put more effort on
certain areas regarding the use of IT.
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1.7

Conceptual and OperationaL Definitions of Terms

The following conceptual and operational definitions in the study:

•

•

•

Information Technology
Conceptual definition:

Information technology is defined as all types of
technology, which is used to process, store and
transfer information in electronic form (Lucas,
2000).

Operational definition:

Information technology is related to both software
and hardware used by Hilton Petaling Jaya.
Software covers programs used by managerial
employees such as MS Office, HRIS and e-mailing
software. Hardware will consist of communication
equipments such as telephone and fax machine and
computers, printers and scanners.

IT usage
Conceptual definition:

IT use is defined as to what extent did the company
uses IT in their daily operations (Jap, 2000)

Operational definition:

IT use is related to the extent to which the
managerial employees of Hilton Petaling J aya use
IT in their work and activities.

Perceived Usefulness
Conceptual definition:

Perceived usefulness is defined as the users
perceived subjective probability that using IT would
increase his or her work performance (Davis, 1989).

Operational definition:

Perceived usefulness is related to the managerial
employees opinion that IT usage would increase
their performance at work.

7

•

Conceptual definition:

Operational defmition:

•

Operational definition:

•

Perceived ease of use is defined as the measurement
of degree to which IT is easy to operate (Moore et
aI., 1993).

Perceived enjoyment is defined as the extent to
which the activity of using IT as being enjoyable in
its own right, apart from any performance
consequences that may be anticipated (Davis, 1989).

Perceived enjoyment is related to managerial
employees opinion that using IT in their work is
enjoyable.

•
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Job Fit
Conceptual definition:

Job fit relates to the capabilities of IT to enhance an
individual's performance at work (Thomson,
Higgins and Howell, 1991).

Operational definition:

Job fit relates to the measurement of the extent to
which IT usage can fit the task to enhance
performance of managerial employees.

Social Pressure
Conceptual defmition:

Social pressure is defmed as the person's perception
of the social pressures put on him or her to perform
the behavior in question (Ajzen, 1985).

Operational definition:

Social pressure relates to the external factors that
might put pressure on managerial employees to use
IT in their work such as the organization,
colleagues and peers.

8

Limitation

It is clear that the
are as follows:

Perceived ease of use is related to managerial
employees opinion that IT is easy to use at work.

Perceived Enjoyment
Conceptual definition:

•

1.8

Perceived Ease Of Use

1.9

Summary

This chapter introl
that influences 11
background of the
conceptual frameV'.
conceptual and OpE
study.

1.8

Limitation of The Study

It is clear that there are certain limitations in this study. Limitations of this study
are as follows:
•

This study is a basic study and is restricted in terms of selected independent
variable used. The variables are chosen based on the Technology Acceptance
Model by Davis (1989) and might not be sufficient to explain all other factors
influencing IT usage.

•

This study is only conducted in Hilton Petaling J aya and could not be used to
represent all industries. Hilton Petaling J aya is only involved in the tourism
and service sector thus other sectors might defer in results of this particular
study.
.

•

Only managerial employees are picked for the studies thus it would not explain
all employees' opinion on the factors influencing IT usage in the organization.
Even in Hilton Petaling Jaya, there are various types of employees ranging
from service to operation staffs.

•

The success of this study depends very much on the sincerity and cooperation
of the respondents in answering the questionnaire. To be able to get a more
accurate result, respondents are required to give true opinions on the subject
matter. Besides this, the response rate by respondents is important to ensure
that the data collected is sufficient to be analyzed more accurately.

work.

extent to

extent to
enhance

perception
to perfonn

1.9

Summary

This chapter introduced the study done in Hilton Petaling Jaya about the factors
that influences IT usage among managerial employees. It discussed about the
background of the study, statement of the problem, objectives of the study, the
conceptual framework, the hypothesis of the study, the significance of the study,
conceptual and operational defmitions of the tenns used and the limitations of the
study.
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2.1.1

CHAPTER 2
LITERATURE REVIEW

2.0

Introduction

This chapter will discuss several opinions and literature that touches the basic
concepts of the research on the factors that influence Information Technology. This
chapter will also discuss several fmdings of past researches done on the same field .
This chapter discusses the application of motivation theory and the learning theory
when using IT in organizations. Theories and model in IT usage is also stated.
Next, definitions of data, information and Information Technology are mentioned.
Lastly, several past researches and literature are discussed to better understand
the research done and the whole chapter is then summarized.

2.1

Applying Motivation Theory in Organization

Motivation plays a very big influence on level of IT usage, as most factors used here
are motivational factors that influence IT usage.
Motivation is a complex subject that implies an element of purpose. Ritchie and
Martin (1999) defmed motivation as a drive of impulse to behave or sometimes not
to act at all. This urge to satisfy a need or to avoid pain is assumed to lie beneath
all human action.
According to White and Bednar (1991), many researches defined motivation as the
act or process of sustaining and initiating behaviors towards certain goals. It is
termed as psychological processes whereby causes arousal, direction and
persistence of voluntary goal directed actions.
There are many approaches to motivation; content theories, reinforcement theory,
goal-setting theory and process theories. Content theories explain motivations as
primarily a phenomenon occurring within an individual. Reinforcement theory
however focuses on the performance of discrete and measurable behaviors. Next,
goal setting theory focuses on intended outcomes rather than internal needs and
motivation processes. Process theories equate motivation with the decision to act or
put forth effort (White & Bednar, 1991).
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2.1.1

Expectancy Theory

Motivational factors influencing IT usage can be greatly described by using the
expectancy theory. Expectancy theory has strong empirical support, integrates
diverse perspectives on motivation and provides explicit ways to increase employee
motivation. According to Gordon (1993), expectancy theory offers a comprehensive
view of motivation that integrates many elements of the needs, equity and
reinforcement theories.
Expectancy theory is based on the assumption that the amount of effort put forth
in a situation depends on the value to the individual of the anticipated outcome of
his effort and the perceive probability that the desire outcome will actually be
obtained. It believes that motivation is a function of the extent to which it is
instrumental in attaining a valued outcome (White and Bednar, 1991).

theory
also stated.
mentioned.
understand

Victor Vroom introduced the earliest formulation for motivation in the 1960s
(Gordon, 1993). His model identifies three basic components of expectancy theory,
which is as follows:
Motivation = E x V x I (Expectancy x Valence x Instrumentality)
Expectancy refers to the person's perception of the probability that effort will lead

to a performance (Gordon, 1993). For example, if an employee uses IT, he would
then have a high expectancy of the outcome, be it useful to the job or self
enjoyment.
used here

Ritchie and
not
lie beneath

1U1t~""JJ'JC"

Valence refers to the person's perception of the value of specific outcomes that is
how the persons feel about the outcome of an effort (Gordon, 1993). If an employee
knows that using IT would bring benefits both to him and his job thus he would be
more highly motivated.
Instrumentality would be defined as a person's perception of the probability that
certain outcomes will be attached to the performance (Gordon, 1993). If using IT
would increase performance thus promising positive outcome from that
performance, employees would then be more highly motivated.
In the 1970s, a revised expectancy theory was developed, incorporating both
intrinsic and extrinsic outcomes of performing a task (Gordon, 1993). Motivation is
greatly reduce when individual's does not value intrinsic and extrinsic outcomes or
when the individual regards that either the intrinsic and extrinsic performance-to
outcome expectancies are low. An employee would be motivated to use IT if the
individual perceive that using IT is enjoyable (intrinsic) or would also receive
desired outcome for using it (extrinsic).
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2.2

Applying Learning Theory in Organizations

There are 3 distinctive learning theories; classical learning theory, operant
learning theory and social cognitive theory. Classical and operant learning theory
emphasizes on the importance oflearning though experiences while social cognitive
theory differs from these approaches whereby it also concern the importance of
human cognition such as perception, values and reasoning (White and Bednar,
1991).
2.2.1

Social Cognitive Theory

Gordon (1993) explained that the social learning theory is a mixture of both
behaviorist and cognitive approaches with the idea of modeling or imitating
behavior. According to White and Bednar (1991), the social cognitive theory model
of learning has 3 basic elements; individual's cognitive process, individual's
behavior and the environment, that has a continuous interaction when learning
occurs. This is shown on Figure 2.1.
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Figure 2.1:

Environment

Cognitive theory model ofleaming.
(Source: White and Bednar (1991). Organizational Behavior:
Understanding and Managing People at Work (2 nd ed.) pg 67.)

The application of learning theory in organizations is not a new practice used by
employers. However, according to White and Bednar (1991), organizational
learning has far largely restricted to only employee training. This is inadequate as
theories and principles of learning provide management with better means of
understanding and explaining how behaviors are acquired, strengthen or
weakened. There are many techniques used to study and shape behavior, such as
the modeling technique.
Not all behaviors are easy to change thus modeling technique is helpful for
employees to acquire new behaviors. Modeling is defined as learning by imitation
and is based on the premise that learning can occur by observing the behavior and
consequence of others as well as by direct personal experience (White and Bednar,
1991).
According to White and Bednar (1991), there are 4 factors that can influence the
effectiveness of modeling:

Behavior:

1.

Properties of the modeled activities:
The model should contain certain important characteristics such as the
value of importance of the behavior, difference of the particular behavior
from other behavior and the complexity of the behavior.

2.

Observer determinants:
When the learner is ready and has the ability to learn the bigger the
probability that modeling would work. Iflearner has a negative perspective
on the particular behavior the modeled behavior might be interpreted
differently.

3.

Functional value:
The more useful the particular behavior, the learner would be more focused
and will put more effort on modeling the behavior.

4.

Attractiveness of the model:
Learners tend to be more responsive to models that are interesting or
attractive. Different learners will portray different interest to a particular
modeled behavior.

67.)
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In modeling, individuals first watch others who acts as models, then will try to
develop a mental picture of the particular behavior and its consequences and
finally try the behavior (Gordon, 1993). This is shown on Figure 2.2.
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Modeling
(Source: Gordon (1993). A Diagnostic Approach to Organizational
Behavior (4 th ed.) pg 44.)
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