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[bookmark: _Toc179960635]ABSTRACT 
In the era of digital transformation and rapid technological advancement, integrating information technology systems into organizational processes is crucial for enhancing performance, sustaining competitiveness in business operations, and coping with market demands. This study investigates the effect of information technology on organizational performance, specifically the operational efficiency of the National Insurance Corporation of Tanzania, focusing on the perceived usefulness of IT, the perceived ease of use of IT, and actual system usage of IT across underwriting, claims processing, actuarial services, policy serving, and risk management. Using a stratified random sampling technique, data were gathered from 89 respondents of the NIC employees through structured survey questionnaires and analyzed using SPSS IBM version 26 to perform descriptive and inferential statistics, and regression analysis. The findings revealed that while the perceived usefulness of IT has a negative but not statistically significant effect on operational efficiency, both the perceived ease of use and actual system usage of IT have a positive and significant effect on operational efficiency as the results of optimizing organization performance at NIC. Recommendations include implementing regular IT training programs, strengthening internal communication strategies, encouraging investments in advanced IT systems, and developing robust data governance policies. Future research should consider longitudinal studies to examine the long-term effects of IT on organizational performance and comparative analyses across different industries to identify best practices.
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[bookmark: _Toc147320188][bookmark: _Toc179960639]INTRODUCTION
This chapter provides the study's background and highlights the research problem's statement. It also stipulates the research objectives and hypotheses, along with the study's justification, scope, and significance. Subsequently, this chapter encompasses the limitations of the investigation. 
[bookmark: _Toc147320190][bookmark: _Toc179960640]1.1 Background of the Study
Information technology is pivotal in organizations by enabling efficient communication, enhancing data management, supporting decision-making processes, and streamlining operations. According to Laudon (2020), IT systems can improve organizational effectiveness by facilitating information sharing, automating processes, and providing real-time data for decision-making. Integrating IT into organization practices can increase efficiency, improve coordination, enhance collaboration, and better overall performance in insurance companies, as explained by (Dzifa Tagbotor and Sarkodie, 2019). Information technology has become an essential component of modern organizations, revolutionizing how businesses operate and transforming various aspects of organization operations, justified by (Kumar et al., 2023). As organizations increasingly rely on IT systems to support their operations, it becomes crucial to assess the effect of these technologies on organizational performance.
The insurance industry has witnessed a significant transformation with the integration of information technology. According to Schmidt (2018), IT is essential in enhancing operational efficiency, automating routine tasks and processes, and improving decision-making processing in insurance companies. The adoption of IT systems, including advanced analytics, enterprise resource planning, customer relationship management software, and underwriting platforms, has streamlined insurance's overall operational performance, leading to increased responsiveness to market demands, as described by (Klapkiv and Klapkiv, 2017). Insurers leverage IT to enhance customer experiences through online platforms, mobile apps, and personalized communication. IT-enabled digital engagement not only improves customer satisfaction but also contributes to customer retention and loyalty in the competitive insurance market, reasoned by (Kaur, 2022). 
Insurance companies have adapted to the new era of technologies to operate efficiently. Merits of information technology, the significance of computerization, and application of information technology in insurance functions including underwriting, claims processing, actuarial services, policy serving and risk management, accounting and finance, marketing, auditing, and customer service experience, detailed by (OECD, 2017). Changes in the technology sector of the insurance industry are occurring with unprecedented speed, rapidly evolving, and influencing insurance companies more than ever expected. Business drivers are leading insurers to look for technologies and business processes significantly different from anything they have applied and experienced before, supported by (Liu et al., 2023).
Driving forces like market globalization, merger and acquisition activity, and the critical need to adopt market segmentation strategies are forcing insurance companies to move to the new era of information technology at an unprecedented pace, underpinned by (Yehorycheva et al., 2020). Insurance companies unwilling to take more risks are left behind with unsatisfactory business levels, declining profits, and, ultimately, the inability to survive, confirmed by (Mani et al., 2013). Hence, information technology is also transforming the insurance industry in some ways, and business intelligence is rapidly emerging in the capacity of an instrument for providing a competitive advantage to the insurance industry. According to Lin et al., (2023), IT utilization in organizations positively affects performance by improving communication, coordination, and decision-making. Effectively utilizing IT tools and systems enables organizations to streamline tasks and workflows, ensure time information sharing, and enhance overall efficiency.
A study conducted by Sabu (2023), investigated the impact of technology on the insurance industry. The findings indicated that technology has brought about efficiency gains and cost reductions in the industry, particularly through AI-powered streamlining processes. It also improved risk assessment by providing insurers with accurate data. However, increased competition from digital platforms and new entrants poses challenges, while evolving customer expectations demand quick responses and convenience. Technology aids in fraud presentation through data analytics but presents regulatory complexities as regulators struggle to keep pace with technological advancements. Digital technologies have shifted customer interactions, enabled independent insurance management, and reduced reliance on intermediaries. In conclusion, the multifaced impact of technology necessitates insurers to adapt to meet evolving customer expectations and navigate regulatory challenges effectively in an increasingly digital landscape. 
Schuetze et al. (2023), explored what factors explain the low adoption of digital technologies for health financing in insurance settings. The findings highlighted a significant discrepancy between expected and verified claims, indicating prevalent underreporting across districts, regions, and time frames. They also revealed associations between underreporting and factors like higher service volume, a greater proportion of insured individuals, and increased distance from district headquarters. Additionally, the study suggests that the adoption of IMIS in Tanzania falls short of policymakers’ expectations, potentially limiting its effectiveness in supporting strategic purchasing in the health sector. To address this, the study advocates for close monitoring of implementation efforts and highlights the importance of addressing organizational and infrastructural barriers to enhance adoption and data accuracy. 
The study by Sibindi (2022), examined how the adoption of information communication technology influences the development of life insurance markets in sub-Saharan African countries. The findings revealed a positive relationship between life insurance market development and three ICT adoption variables, including fixed telephone, mobile cellular telephone, and broadband. Additionally, there was a positive correlation between the life insurance market development and financial freedom. These results suggest that ICT adoption facilitates the growth of the life insurance market in Africa and underscores the importance of financial freedom in promoting insurance access. The study recommends that African governments implement ICT-friendly policies and regulate the life insurance sector effectively. However, the study’s limitations include the absence of other control variables like financial literacy and the impact of the COVID-19 pandemic on life insurance development, which future research could explore.
Mueni and Angima, (2022), explored the effects of digital adoption on the performance of insurance companies in Kenya. The study indicated that there is a relationship between digital adoption and insurance companies in Kenya, with digital adoption positively and significantly influencing the performance of the insurance companies.  The study concluded that embracing digitalization enables insurers to enhance continual investment in technology to improve performance, claims processing, services delivery, customer satisfaction, and ultimately, profitability and competitiveness in the market. These findings underscore the importance of optimized digitization strategies for insurers in Kenya to enhance business processes, service quality, and overall performance.
The study conducted by Habeeb et al., (2021), examined the role of information technology in developing options related to improving the productivity of the Iraqi insurance company. The results revealed a significant positive correlation between IT implementation and organizational performance, underscoring the importance of IT practices driving improving service quality and achieving organizational goals. The study concludes that IT plays a vital supportive role in enhancing the insurance company to achieve its goals, with IT implementation positively affecting the company’s overall performance. It suggests that top management should prioritize IT investments, adopt a customer-driven strategy, and provide active leadership to leverage IT as a source of sustainable competition advantage. 
The study conducted by Malit and Muendo (2017), examined the effect of information communication technology strategy implementation on the organizational performance of the insurance sector in Kenya. The findings revealed that ICT investment offered significant potential for organizational improvement performance and competitive advantage, despite its high initial costs. Companies heavily investing in ICT systems demonstrated better performance, reaching more customers, and delivering enhanced services. Employees' competency in ICT was highlighted as significant for innovation adoption and organizational success. The study concluded that ICT costs influenced insurance sector performance and recommended increased budget allocation for ICT investment. However, challenges in evaluating ICT costs and benefits were acknowledged, suggesting a need for further research to explore the challenges encountered by insurance companies in implementing ICT strategies. 
Hoeg (2016), highlighted data security and privacy concerns as major challenges for insurance companies adopting IT. He argued that the industry is particularly vulnerable to cyberattacks due to its vast amount of sensitive customer data. Mosleh (2019), emphasized the need for robust data security measures and compliance with regulatory frameworks to address these concerns. Krishnakanthan et al. (2019), have highlighted the complexities of the implementation of IT system tools in insurance comprising IT system integration, data migration, and software combability emerge as critical challenges that affect organizational performance, timelines, and outcomes. The study underscores the need for an extensive understanding of these challenges to enhance organizational performance in the sphere of insurance. 
[bookmark: _Toc147320191][bookmark: _Toc179960641][bookmark: _Hlk160723326]1.2 Problem Statement 
Considering the rapid technological advancements shaping the landscape of insurance operations there is a pressing need for insurers to integrate information technology systems into their organizational processes. This integration is crucial not only for enhancing performance but also for maintaining competitiveness in today’s digital era (Kumar et al., 2023). As of December 31, 2022, the Tanzania Insurance Regulatory Authority (TIRA) had registered a total of 38 insurance companies, up from 35 in 2021. During the same period, TIRA received 332 complaints from policyholders, with the Insurance Group of Tanzania accounting for the highest number of complaints at 82, followed by Resolution Insurance Limited with 36, and the National Insurance Corporation of Tanzania with 24. Together, these three companies constituted 59.0% of all complaints. The remaining 41.0% were directed towards other insurance firms (TIRA, 2022). The predominant grievances among the registered complaints included delays in claims management processes, with 186 complaints citing settlements taking over 45 days, 34 complaints related to failure to honour executed discharge vouchers, and 12 complaints concerning unsatisfactory risk management practices and actuarial indemnity. Other issues included inadequate underwriting practices, policy serving, poor customer service, and noncompliance with regulatory authority, for instance, failure to upload information in the Tanzania Insurance Regulatory Authority Management Information System (TIRAMIS). Notably, TIRA reported a significant decrease in penalties imposed on insurance companies in 2022, totalling TZS 307 million in 2022 compared to TZS 665.8 million in 2021. These penalties were levied for various non-compliance issues, representing a 53.9% decrease compared to the previous year (TIRA, 2022). The TIRA report highlighted operational challenges faced by NIC, underscoring the necessity for a thorough investigation into the effectiveness of information technology implementation on organizational performance, specifically operational efficiency. To bridge this gap, this study aims to investigate the adoption, utilization, and integration of IT within NIC’s organizational processes, with a particular focus on underwriting, claims processing, actuarial services, policy serving, and risk management functions. By revealing the influences of IT on these core operational areas, the research aims to provide significant perspectives for NIC and other insurance organizations in Tanzania. These revelations are pivotal for enhancing operational efficiency, ensuring regulatory compliance, and sustaining competitiveness in the dynamic insurance business sphere.
[bookmark: _Toc147320192][bookmark: _Toc179960642][bookmark: _Hlk152779441][bookmark: _Hlk159843928][bookmark: _Hlk150704192]1.3 Objectives of the Study
[bookmark: _Toc147320193][bookmark: _Toc179960643]1.3.1 General Objective
The main objective of this research is to investigate the effect of information technology on the performance of the National Insurance Corporation of Tanzania.
[bookmark: _Toc147320194][bookmark: _Toc179960644][bookmark: _Hlk150533918]1.3.2 Specific Objectives
The specific objectives are:
1. [bookmark: _Hlk159857748]To assess the effect of perceived usefulness of information technology on organization performance.
2. [bookmark: _Hlk159857840]To investigate the effect of perceived ease of use of information technology on organization performance.
3. [bookmark: _Hlk159857925]To examine the effect of actual system usage of information technology on organizational performance.
[bookmark: _Toc147320195][bookmark: _Toc179960645]1.4 Research Hypotheses
The hypotheses for this study are:
H01: Perceived usefulness of information technology has no significant effect on organization performance.
H02: Perceived ease of use of information technology has no significant effect on organization performance.
H03: Actual system usage of information technology has no significant effect on organization performance.
[bookmark: _Toc147320197][bookmark: _Toc179960646][bookmark: _Hlk161736046]1.5 Justification of the Study
[bookmark: _Hlk161842827][bookmark: _Hlk160721074]The study focuses on investigating the effect of information technology on the performance of the NIC, a key player in the insurance sector. It emphasizes the relevance of effectively utilizing IT resources to enhance operational efficiency. It fills a gap in the existing literature by focusing specifically on NIC to explore how IT influences organizational performance through perceived usefulness, perceived ease of use, and actual system usage across underwriting, claims processing, actuarial services, policy serving, and risk management operations. Grounded in the Technology Acceptance Model (TAM) framework, the research is timely given technological advancement and aims to help NIC, and other insurers develop tailored strategies to leverage IT effectively to enhance competitiveness and meet customer needs. Feasibility is ensured by data availability, access to NIC participants, and an empirical approach. The study holds both academic value and practical implications for NIC and the broader insurance sector, contributing to knowledge enhancement and facilitating organizational adaptation to rapid technological advancement.    
[bookmark: _Toc147320198][bookmark: _Toc179960647]1.6 Scope of the Study
[bookmark: _Toc147320200]The scope of this study was to investigate the effect of information technology on organizational performance within NIC. It assessed the effect of the perceived usefulness of IT, investigated the effect of perceived ease of use of IT, and examined the effect of actual system usage of IT on organizational performance through underwriting, claims processing, actuarial services, policy serving, and risk management roles. The study will specifically focus on NIC headquartered in Dar es Salaam due to sufficient sample size distribution and data accessibility. The findings of this study revealed how IT can optimize organizational performance, benefiting academia, insurance companies, and practitioners aiming to maximize performance through IT and integration.
[bookmark: _Toc179960648][bookmark: _Hlk156499324]1.7 Significance of the Study
[bookmark: _Toc179960649]1.7.1 To Academic Community
Contribution to Knowledge: This research contributes to the academic body of knowledge by filling gaps in existing literature related to the effect of information technology on organizational performance. It offers a comprehensive understanding and revelation into emerging trends, encouraging further research and discussion in the field of information technology and organizational performance.


[bookmark: _Toc179960650]1.7.2 To Organizations of the Insurance Industry in Tanzania
Strategic Insights: This study's findings have practical implications for organizations, especially those in the insurance industry in Tanzania. They help these organizations understand the implications of IT and organizational performance. This knowledge can aid in developing strategies to leverage technology, thereby enhancing organizational performance and gaining a competitive advantage in the industry. 
[bookmark: _Toc179960651]1.7.3 To the National Insurance Corporation Management
[bookmark: _Hlk161825031]Data-Driven Decision-Making: The study findings are crucial for NIC’s strategic decision regarding IT investments, resource allocation, and improving organizational performance. It offers tools to help NIC adapt to a dynamic environment with advancing technology and growing demands for efficient service delivery, enabling the corporation to maintain competitiveness in the insurance sector. 
[bookmark: _Toc179960652]1.8 Limitations of the Study
Regardless of the insightful findings of this research, several limitations must be acknowledged to contextualize the results approximately. The study’s scope is confined to the NIC, limiting the generalizability of the findings to other organizations or industries. The quantitative data collected through surveys may be subject to respondent biases, affecting the validity of the findings. The temporal nature of the study provides a snapshot in time, potentially missing long-term trends and changes in organizational performance and information technology usage. Finally, the variability in technology adoption and usage within the corporation was not explored, which could influence the utilization of IT and performance outcomes. Recognizing these limitations provides a transparent framework for understanding the research constraints and guiding future studies in this area. 
[bookmark: _Toc179960653]1.8.1 Mitigation of Limitations of the Study  
To mitigate the limitations identified in this study, various strategies were employed throughout the research process. To enhance generalizability, efforts were made to ensure a diverse and representative sample from various departments within the NIC. To minimize respondent biases, the survey instrument was carefully designed with clear, unbiased questions, and respondents were assured of anonymity to encourage honest responses. While the sample size was a constraint, statistical techniques were employed to maximize the reliability of the findings within the given sample. To address the temporal limitations, the data was collected within the timeframe. The validity of the survey instrument was enhanced through a pilot study, which helped refine the questions for clarity and relevance. Implementation of these strategies, the research aimed to address and mitigate the identified limitations, thereby strengthening the validity and applicability of the findings. 
[bookmark: _Toc147320201][bookmark: _Toc179960654][bookmark: _Hlk145140147]CHAPTER TWO
[bookmark: _Toc147320202][bookmark: _Toc179960655]LITERATURE REVIEW
[bookmark: _Toc147320203][bookmark: _Toc179960656]2.0 Overview
This chapter defined the key terms and concepts, theoretical framework, empirical literature review, and research model, critiques of the existing literature relevant to the study for investigating the effect of information technology on organizational performance. Also, this chapter provides a research gap for the study. 
[bookmark: _Toc147320204][bookmark: _Toc179960657][bookmark: _Hlk151062407]2.1 Definition of the Key Terms and Concepts
[bookmark: _Toc179960658][bookmark: _Toc147320205]2.1.1 Information Technology 
Information Technology encompasses the hardware, software, networks, and data management systems used by organizations to collect, process, store, retrieve, and transmit data and information for various purposes, as reasoned by (Laudon, 2020). Organizations employ IT to facilitate various aspects, including communication, access to information in real-time, resource allocation, and streamlining operations and decision-making processes, supported by (Mosleh, 2019). In this study, IT was the main independent variable, which was measured through three dimensions, including perceived usefulness of IT, perceived ease of use of IT, and actual system usage of IT.
[bookmark: _Toc179960659]2.1.2 Perceived Usefulness of IT
[bookmark: _Hlk160771140]Perceived Usefulness of IT refers to the subjective assessment of individuals regarding the degree to which they believe that using a particular information technology system will enhance their job performance or productivity. It is a key concept in a Technology Acceptance Model (TAM). Perceived usefulness is often considered an indispensable determinant of the intention to use and actual usage behaviour of IT systems by individuals or organizations, as explained by (Davis, 1989; Marikyan and Papagiannidis, 2023; Venkatesh et al., 2003). In the insurance framework, the perceived usefulness of IT refers to how insurance professionals perceive the benefits of using IT systems in their daily operations. This includes systems underwriting, claims processing, customer relationship management, and risk assessment.  
[bookmark: _Toc179960660]2.1.3 Perceived Ease of Use of IT
Perceived Ease of Use of IT refers to the degree to which individuals believe that using a particular IT system will be free of effort. Various factors influence this perception, including systems complexity, user interface design, training and support, and individual characteristics like prior experience and technical expertise. Understanding these factors is decisive for designing user-friendly IT systems that promote adoption and usage, as articulated by (Davis, 1989; Gharakhani and Pourhashemi, 2020; Harryanto et al., 2018) In the insurance framework, factors influencing perceived ease of use of IT include system design, training programs, and technical support. 
[bookmark: _Toc179960661]2.1.4 Actual System Usage of IT
Actual System Usage of IT refers to the extent to which individuals or organizations actively use an IT system in their daily operations or activities. It represents the real-world behaviour of users interacting with technology. Actual system usage is often influenced by various determinants, including perceived usefulness, perceived ease of use, systems features, external aspects, and individual characteristics. It is an important outcome variable in technology adoption research as it reflects the practical effect of IT implementation, as specified by (Anwar et al., 2018; Davis, 1989; Olushola and Abiola, 2017; Venkatesh et al., 2003). In the insurance sphere, actual systems usage of IT refers to the extent to which insurance professionals use IT systems in their daily tasks, including policy management, claims processing, underwriting, actuarial services, risk management, customer service, and data analysis. Higher levels of actual system usage indicate successful implementation and integration of IT solutions into business processes. 
[bookmark: _Toc179960662]2.1.5 Organization Performance
Organizational performance refers to the measure of how effectively an organization achieves its objectives and goals with its resources, processes, and strategies. In the insurance field, refers to the effectiveness and efficiency of an insurance company in achieving its objectives and goals. It encompasses various aspects related to financial stability, operational excellence, risk management, customer satisfaction, innovation, regulatory compliance, and talent management. By focusing on these key areas and implementing strategies to improve performance, insurance organizations can achieve sustainable growth, competitive advantage, and long-term success, backed up by (Armstrong and Baron, 2004; Slack and Brandon-Jones, 2019). In this study, organization performance was the main dependent variable, which was measured through the operational efficiency dimension.
[bookmark: _Toc179960663]2.1.6 Operational Efficiency 
Operational Efficiency, a pivotal aspect of organizational performance, refers to the effective utilization of resources in converting inputs into outputs while minimizing waste and maximizing productivity. It encompasses several key dimensions, including cost and time efficiency, resource utilization, quality performance, and flexibility (Slack and Brandon-Jones, 2019). Efficiency is a core dimension in insurance companies’ operation, including underwriting, claims processing, policy administration, risk assessment, and actuarial services are essential for reducing costs, improving turnaround times, and enhancing customer satisfaction with services delivered. 
[bookmark: _Toc179960664]2.1.7 Insurance
Insurance is a contractual arrangement between an individual, organization, or entity (the insured) and an insurance company (the insurer), whereby the insurer agrees to provide financial protection or reimbursement against specified risks or losses in exchange for the payment of premiums. Historically, scholars like Rejda and McNamara (2016),  have viewed insurance as a mechanism to spread and mitigate risk within a community from various perspectives, including its historical development, economic implications, and social significance. Scholars like Dionne (2015), have contributed to understanding its evolution, economic implications, societal role, and legal and regulatory aspects providing a comprehensive view of the insurance industry, as justified by (Cole and Mccullough, 2017). 
[bookmark: _Toc147320210][bookmark: _Toc179960665]2.2 Theoretical Framework Review
[bookmark: _Toc147320211][bookmark: _Toc179960666]2.2.1 Technology Acceptance Model (TAM)
[bookmark: _Hlk172223034]The Technology Acceptance Model (TAM) is a theoretical framework developed to understand and predict user acceptance of new technologies; it was initially developed in 1986 by Fred Davis as part of his doctoral dissertation at the Massachusetts Institute of Technology (MIT). The original paper was titled “A Technology Acceptance Model for Empirical Testing New End-User Information Systems: Theory and Results” and was published in 1989 in the journal Management Science (Davis, 1989; Davis, 2014). Since then, TAM has undergone several revisions and extensions, and it remains a widely used framework for understanding and predicting users’ acceptance and adoption of new technologies.
[bookmark: _Toc179960667][bookmark: _Hlk160050133]2.2.1.1 The Variables of the Technology Acceptance Model (TAM)
TAM consists of various key variables. Perceived usefulness (PU) refers to the extent to which a person believes using a particular technology would enhance their job performance or productivity. Perceived ease of use (PEOU) refers to the degree to which an individual believes using a certain technology would be free from effort. Attitude toward using (ATU) refers to an individual's overall positive or negative feelings or beliefs about using a technology. Behavioural intention to use (BI) refers to the likelihood or willingness of an individual to use a technology in the future. Actual system usage (AU) refers to the extent to which a person uses a technology in real-world settings, as stated by (Davis, 1989; Venkatesh et al., 2003).
[bookmark: _Toc179960668]2.2.1.2 The Assumptions of the Technology Acceptance Model (TAM)
TAM is built upon several fundamental assumptions. Users’ perceptions of the usefulness and ease of use of technology directly influence their attitude toward using it. A positive or negative attitude towards using technology increases or decreases the likelihood that a person will intend to use it. The intention to use technology is a strong predictor of actual usage behaviour. TAM can be extended to external factors including social influence, facilitating conditions like infrastructure support, and individual differences like demographics, and experience that may also shape user acceptance, as outlined by (Darlyna Kamarudin et al., 2021; Davis, 1989; Marikyan and Papagiannidis, 2023; Osman Opoku and Enu-Kwesi, 2020)
[bookmark: _Toc179960669]2.2.1.3 The Weakness of the Technology Acceptance Model (TAM)
Although its widespread use and applicability, TAM has numerous weaknesses. TAM simplifies the complex process of technology adoption and uses a few key variables, potentially oversimplifying the reality of user behaviour. TAM primarily focuses on individual perceptions of usefulness and ease of use, overlooking social and organizational influences on technology acceptance. TAM provides significant revelations, but it may not fully capture the complexities of technology adoption, and its predictable power may vary across different contexts and technologies. TAM assumes that perceptions and intentions remain stable over time, whereas in reality, they may change due to various factors like experience, training, or other external influences, as explained by (Ajibade, 2018).
[bookmark: _Toc179960670]2.2.1.4 The Strengths of the Technology Acceptance Model (TAM)
Apart from its weaknesses, TAM asserts numerous strengths. TAM offers a straightforward framework for understanding user acceptance that is easy to comprehend and apply in practical settings. TAM has been extensively tested and validated across various circumstances and technologies, providing empirical evidence for its utility. TAM serves as a foundation for the development of more advanced models and theories of technology acceptance, stimulating ongoing research in the field. TAM’s focus on perceived usefulness and ease of use allows organizations to identify factors that can enhance user acceptance and guide the design and implementation of technology systems, as detailed by (Davis, 1989; Olushola and Abiola, 2017; Venkatesh et al., 2003).
[bookmark: _Toc179960671]2.2.1.5 Critique of the Technology Acceptance Model (TAM)
One significant critique of the TAM is its relatively narrow focus on individual-level factors. Meanwhile, it effectively explains technology acceptance within a controlled environment, it may not fully account for external influences like social norms, organizational culture, and technological infrastructure as reasoned by (Venkatesh et al., 2003). These aspects can significantly influence technology adoption and use, but TAM does not explicitly incorporate them into its framework. Furthermore, TAM primarily focuses on the initial adoption decision and may not adequately explain continued use or long-term user behavior. User satisfaction, perceived benefits, and other post-adoption determinants play vital roles in sustaining technology use, and TAM does not extensively address these dimensions.  In addition to that, the assumptions of a linear between the perceived usefulness, perceived ease of use, attitude, and intention to use have been questioned. Empirical studies have shown that the relationships among these variables’ constructs may be more complex and influenced by other variables (Gefen et al., 2003). Nevertheless, of these criticisms, TAM remains an essential theoretical framework for understanding technology acceptance. However, future research should consider expanding the model to incorporate a broader range of predictors like social influence, organizational setting, and post-adoption outcomes. Addressing these limitations, researchers and scholars can develop more comprehensive and accurate models of technology adoption and use.
[bookmark: _Toc179960672]2.2.1.6 Implication of the Technology Acceptance Model (TAM) in this Study
The implications of the TAM were significant. TAM provides a structured framework for understanding how employees perceive and adopt IT within NIC. Applying TAM variables and assumptions helps assess NIC’s employees' perceptions regarding the usefulness of IT, ease of use of IT, and actual systems usage of IT available to them on organization performance. This understanding was pivotal for identifying potential barriers to technology adoption and designing interventions to improve acceptance. Moreover, TAM facilitated the prediction of technology adoption behaviour, allowing NIC to forecast the likelihood of technology use as a result NIC can potentially boost operational efficiency, ultimately improving organizational performance. The TAM offers a robust theoretical foundation for comprehending the acceptance and utilization of IT within NIC. It underscores how insurance professionals’ perceptions of technology’s usefulness and ease of use change their willingness to adopt IT systems within NIC, which in turn has far-reaching implications for organizational performance in this evolving and technology-driven sector. On top of that, TAM offers significant revelations and practical implications for promoting IT adoption and maximizing its effect on organizational performance at NIC, as evidenced by (Davis, 1989; Venkatesh et al., 2003).
[bookmark: _Toc147320214][bookmark: _Toc179960673][bookmark: _Hlk172505716]2.3 Empirical Literature Review
[bookmark: _Toc179960674][bookmark: _Hlk153288573][bookmark: _Hlk153090586]2.3.1 Perceived Usefulness of Information Technology in Insurance 
[bookmark: _Hlk179094755]Naicker and Van Der Merwe (2018), conducted a study on managers’ perception of mobile technology adoption in the South African life insurance industry and applied both the Technology Acceptance Model (TAM) and the Diffusion of Innovation Theory (DOI). They employed descriptive and cross-sectional survey designs. The sample yielded a 74% response rate with 49 out of 69 email-distributed questionnaires collected through purposive sampling. Bivariate analysis revealed that the perceived ease of use, usefulness, risk, and demographic factors had a significantly positive influence on mobile technology adoption, whereas the perceived cost and level of complexity had a negative influence. Gender differences in concern exist, essentially, mobile technology adoption is not a major worry across education levels, organization size, or culture. Expert encouragement and industry competition are critical adoption drivers. Limitations include a focus on IT managing managers and a confined scope to the South Africa life insurance market, urging future research for broader generalizability and inclusion of evaluation as an adoption factor. 
[bookmark: _Hlk175735836][bookmark: _Hlk179094842]Gharakhani and Pourhashemi (2020), explored the impact of the adoption of mobile insurance in Iran through the Technology Acceptance Model (TAM). They surveyed 150 Iranian consumers who actively used mobile insurance and analyzed the data using Partial Least Squares Structural Equation Modelling (PLS-SEM) and Multi-Group Analysis (MGA) in the SmartPLS 3.0 software tool. Their findings indicated that the perceived ease of use, usefulness, and privacy policy positively influence attitudes and intention toward the use of mobile insurance, whilst the perceived privacy risk negatively affects it. Besides, the MGA analysis revealed that males tend to have a stronger relationship between ease of use and intention to use compared to females. However, females seem less influenced by ease of use when considering mobile insurance. In addition to that, gender moderates the relationship between privacy risk and intention to use, with females showing a stronger association.    
[bookmark: _Toc179960675]2.3.2 Perceived Ease of Use of Information Technology in Insurance 
Toukabri and Ettis (2021), conducted a study on the acceptance and behaviours towards e-insurance in Saudi Arabia employing both the Technology Acceptance Model (TAM) and the Theory of Planned Behavior (TPB) to analyze the factors that influence e-insurance adoption. The survey yielded 280 valid responses, representing a 77.6% response rate via administered in-person questionnaires. Statistical analysis was conducted using SPSS IBM AMOS covariance-based structural modelling to test hypotheses and the model. The results exhibited a significant positive effect of the perceived ease of use on the perceived usefulness, which in turn positively influences the attitude and the customer’s intentions to use e-insurance. Moreover, the results show that the intention to use e-insurance was positively influenced by the customer’s attitudes toward e-insurance, subjective norms, and perceived behavioural control. The study emphasized that insurance companies to develop online offerings to foster positive attitudes towards e-insurance and attract customers.
The study by Huang et al. (2019), investigated consumers’ attitudes toward online insurance in Taiwan using the Technology Acceptance Model (TAM). They achieved an 85.99% response rate with 540 out of 628 distributed questionnaires collected through online convenient sampling. The research revealed that for pension financial planning, factors including perceived usefulness, trust, and product involvement had a significantly positively affected attitude, whereas the perceived risk had a negative effect. Similarly, in the case of travel insurance, the perceived usefulness, ease of use, trust and product involvement were significant positive determinants of attitudes and subsequent behavioural intentions. The study suggests that the suitability of online insurance purchases varies depending on factors like product type, price, and convenience, suggesting that while high-value, long-term products might not be suitable for online, on-time, low products offer convenient and efficient solutions to capture consumer demand effectively.   
[bookmark: _Toc179960676]2.3.3 Actual System Usage of Information Technology in Insurance
[bookmark: _Hlk172217901][bookmark: _Hlk172223557]Hammouri et al. (2021), examined the key factors influencing Jordanians’ intention to adopt the Electronic Health Insurance Administration System (EHIAS) using the Technology Acceptance Model (TAM) and the Theory of Planned Behavior (TPB). A survey of 315 participants was analyzed with SPSS. The study revealed that the perceived usefulness, ease of use, IT background, and social influence had a significant positive effect on EHIAS adoption, at the same time the perceived security and trust had negative effects. The study recommends that the Jordanian government enhance citizens' e-government application skills.
[bookmark: _Hlk172224298]Wang et al. (2019), investigating the factors affecting the acceptance of mobile health insurance in Indonesia employed the Technology Acceptance Model (TAM) within a quantitative approach. Distributed online questionnaires gathered data from 88 participants through simple random sampling. Analysis was conducted using Partial Least Square Structural Equational Modelling (PSL-SEM) with the Smart PLS 3.0 software tool. The results show that the perceived service availability, usefulness, and ease of use had a significant positive effect on attitudes toward using mobile health insurance. These positive attitudes significantly enhance the intention to use the service, which subsequently influences actual system usage. Notably, the perceived usefulness was found to negatively affect the behavioural intention to use mobile health insurance. The study emphasized that adopting mobile health insurance can improve service quality, thereby increasing customer satisfaction.
[bookmark: _Toc179960677]2.3.4 Challenges of IT Adoption in the Insurance Industry
Multiple studies highlighted challenges faced by insurance companies in the adoption of IT systems and their implementation, the study conducted by Keary (2017), revealed that the insurance industry experienced a 52% increase in cyberattacks in 2022 compared to the previous year. IBM (2023), reported that the average cost of a data breach for the insurance industry is 4.24 million USD, more than 15% of 2020 in response organization planned to spend about 51% to increase cybersecurity expenditure, highlighting the significant financial effect of security breaches. McKinsey and Company (2017), found that 70% of insurance employees are anxious about automation and job displacement due to technological advancements. Conn (2023), reported that the insurance industry lags other sectors in IT spending, with an average IT budget of 5.5% of total revenue compared to 6.2% across all industries. Additionally, Deloitte (2023), revealed that only 40% of insurance companies provide adequate training programs for their employees on new technology.  
[bookmark: _Toc179960678][bookmark: _Toc147324200][bookmark: _Toc152865851][bookmark: _Toc156588806] (
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[bookmark: _Toc172304454][bookmark: _Toc172304512][bookmark: _Toc172304557][bookmark: _Toc172304686][bookmark: _Toc179962560]Figure 2.1: Research Model
[bookmark: _Toc179960679]2.4.1 Measurement of Variables
[bookmark: _Toc179960680]2.4.1.1 Independent Variable
[bookmark: _Hlk171757135]This research intends to investigate the effect of IT on organizational performance within NIC. The main independent variable is information technology, which was measured through three dimensions, including perceived usefulness of IT, perceived ease of use of IT, and actual system usage of IT, which were assessed using questionnaires of a five-point Likert scale ranging from strongly disagree to strongly agree, as described by (Likert, 1932).
[bookmark: _Toc179960681]2.4.1.2 Dependent Variable
[bookmark: _Hlk160701673]The main dependent variable is organization performance was measured through the operational efficiency dimension, which was assessed using questionnaires of a five-point Likert scale ranging from strongly disagree to strongly agree, as described by (Likert, 1932). This scaling method is widely used in surveys to measure attitudes and perspectives.
[bookmark: _Toc179960682][bookmark: _Hlk172505599]2.5 Critique of the Existing Literature Relevant to the Study
The existing literature provides a broad overview of how information technology, specifically mobile and e-insurance affects performance, employs the Technology Acceptance Model (TAM) framework and others in some cases like the Theory of Planned Behavior (TPB) and the Diffusion of Innovation Theory (DOI). Naicker and Van Der Merwe (2018) offered essential unveils into the South African life insurance sector, highlighting the significant influence of the perceived ease of use and usefulness on technology adoption. Even though, their study is limited by its focus on IT management perspectives and a narrow geographical scope, which restricts the generalizability of their findings beyond the South African Market. Similarly, Gharakhani and Pourhashemi (2020) explored mobile insurance adoption in Iran and revealed that the perceived ease of use and privacy policies positively influence user attitudes, though the perceived privacy risk had a negative effect. Although providing useful data, their study is confined to a single national sphere and does not account for broader cultural or organizational factors.
Toukabri and Ettis (2021) contributed to the literature with examined e-insurance in Saudi Arabia, showed that the perceived ease of use positively influences the perceived usefulness and subsequently user attitudes and intentions. Their study’s strengths lie in its high response rate. Nevertheless, the applicability of their discoveries to other regions may be limited due to the study’s cultural and sector-specific focus. Huang et al. (2019) extended the discourse to Taiwan, demonstrated that perceived usefulness and trust are important for online insurance adoption, meanwhile the perceived risk had a negative outcome. Their study effectively captures a large sample size, but the use of convenient sampling and the focus on specific insurance types may affect the representativeness and generalizability of the results.
Hammouri et al. (2021) addressed e-health insurance adoption in Jordan, outlined the significant role of the perceived usefulness and ease of use while noting the negative effects of the perceived security and trust issues. Their uncovers underline the essence of enhancing e-government skills but are constrained by their focus on a single country and specific administrative systems. Finally, Wang et al. (2019) investigated mobile health insurance in Indonesia, emphasized that the perceived service availability, usefulness, and ease of use positively influence user attitudes and subsequently usage intentions, whereas the perceived usefulness negatively affected it. Their study’s reliance on online questionnaires and simple random sampling provides a solid foundation, still, their results are constrained by the potential bias in self-reported data.
Whereas the scholars indeed reviewed studies provide significant revelations into the factors influencing IT adoption and its effects on organizational performance, they share common limitations like restricted geographic and sectoral focus, methodological constraints, and varying contextual determinants. These shortcomings suggest the need for further studies that include diverse contexts, employ mixed methods, and address broader organizational and cultural variables to enhance the generalizability and applicability of the findings.
[bookmark: _Toc179960683]2.6 Summary of the Literature Review
The literature review outlines numerous key studies that have examined similar themes in different settings that emphasized the significance of realizations of how IT influences organizational performance through multiple dimensions of technology acceptance. It identifies gaps in the existing works of literature like limited geographical and sectoral scope and requires further research incorporating diverse fields and mixed-method approaches. This dissertation aims to address these gaps by providing observations specific to the NIC and contributing to a broader understanding of the effect of IT on organizational performance.
[bookmark: _Toc147320216][bookmark: _Toc179960684]2.7 Research Gap
[bookmark: _Hlk178749538]In the scope of the insurance sector, the research gap regarding the effect of information technology on organizational performance might pertain to the lack of comprehensive studies that specifically examine the relationship between IT and organizational performance within the insurance industry. For instance, in Saudi Arabia, Toukabri and Ettis (2021), conducted a study on the acceptance and behaviours towards e-insurance; they found that the perceived ease of use had a significantly positive influence on the perceived usefulness. In Jordan, Hammouri et al. (2021), examined the main factors influencing users’ intention to adopt the electronic health insurance administration system; they revealed that the perceived usefulness, ease of use, IT background, and social influence had a significant positive effect on EHIAS adoption, in contrast, the perceived security and trust had negative effects. In Iran,  Gharakhani and Pourhashemi (2020), explored the impact of the adoption of mobile insurance; they uncovered that the perceived ease of use, usefulness, and privacy policy had significantly positively influenced attitudes toward the intention to use online insurance, meanwhile, privacy risk negatively affects it. In Taiwan, Huang et al. (2019), investigated consumers’ willingness to ensure online insurance; they unveiled that the perceived usefulness, trust, and product significantly positively affected attitudes, however, the perceived risk had a negative effect on pension financial planning. In Indonesia, Wang et al. (2019), investigated the factors affecting the acceptance of mobile health insurance; they disclosed the perceived service availability, usefulness, and ease of use had a significant positive effect on attitudes toward the use of mobile health insurance systems, whereas the perceived usefulness had a negative effect on the behavioural intention to it. In South Africa, Naicker and Van Der Merwe (2018), conducted a study on managers’ perception of mobile technology adoption in the South Africa life insurance industry; they discovered that the perceived usefulness, ease of use, and risk, had significant influences on mobile technology adoption, whereas the perceived cost and complexity level had negatively affected it. On the other hand, various scholars investigated IT on organizational performance in the insurance field using the Technology Acceptance Model (TAM) framework, there might be a scarcity of literature that explores deeply the effect of IT implementation on organization performance in insurance corporations. Addressing this gap could lead to significant perspectives for practitioners, scholars, and researchers intending to improve organizational performance within the insurance sector.

[bookmark: _Toc147320217][bookmark: _Toc179960685]CHAPTER THREE
[bookmark: _Toc147320218][bookmark: _Toc179960686]RESEARCH METHODOLOGY
[bookmark: _Toc147320219][bookmark: _Toc179960687]3.0 Overview
This chapter outlined the research methodology for investigating the effect of information technology on organizational performance at the NIC. It details the research study area, and research design, encompassing the research approach, population, sampling, data collection, and sources. Likewise, this chapter covers aspects of the study's pilot, data processing and analysis, validity, reliability, ethical considerations, and limitations that influence research methodology. 
[bookmark: _Toc147320220][bookmark: _Toc179960688][bookmark: _Hlk160603136][bookmark: _Hlk163648744]3.1 Study Area
[bookmark: _Hlk160603115]The choice of the NIC over other competitors in the Tanzania insurance industry was motivated by a variety of factors. Firstly, understating how IT influences performance within a specific area can offer perspectives relevant to policymakers and industry regulators. Moreover, NIC’s prominence and comprehensive range of insurance products and services make it a precise subject for investigating the effect of IT on an organization's performance. Furthermore, NIC’s demonstrated commitment to technology adoption, its strategic importance in the industry, and the availability of data for analysis potential for achieving a substantial sample size necessary for significant statistical analysis pertinent to the study’s objectives enhance its suitability as a study area. While other competitors may also exhibit varying degrees of IT adoption and organizational complexity, the combination of factors present in NIC aligns more closely with the research objectives, enabling a more focused exploration of the relationship between IT systems integration and organizational performance within the Tanzania insurance sector.
[bookmark: _Toc147320221][bookmark: _Toc179960689]3.2 Research Design
[bookmark: _Hlk153107148][bookmark: _Toc147320222]The research design encompasses an extensive strategy outlining the approach to address research questions, or hypotheses formulated to achieve the objectives, as stated by (Saunders et al., 2023). In this study, a case study design was employed to explore within NIC realm thoroughly. This approach involves a detailed investigation of NIC as a distinct entity within the insurance industry, facilitating an in-depth understanding of the effect of IT and organizational performance, justified by (Labaree, 2023).
[bookmark: _Toc179960690]3.2.1 Research Approach
The research approach pertains to how the data will be collected, analyzed, and interpreted, as detailed by (Williams, 2017). A quantitative approach was adopted, underpinned by (Grover, 2015). This approach provided the researcher with a more comprehensive understanding of the significant relationship between IT and organizational performance, backed up by (Taherdoost, 2022). The quantitative approach was involved in collecting and analyzing numerical data related to the effect of IT on organizational performance. Structured closed-ended survey questionnaires were used to obtain these data, as evidenced by (Borgstede and Scholz, 2021). Using the quantitative method, the study identified significant statistical relationships between the perceived usefulness of IT, perceived ease of use of IT, actual system usage of IT, and organizational performance, as demonstrated by (Labaree, 2023). This study aims to extend an intensive empirical understanding of the effect of IT on organization performance at the NIC within the broader domain of the insurance industry. 
[bookmark: _Toc147320223][bookmark: _Toc179960691]3.2.2 Targeted Population
[bookmark: _Hlk159756018][bookmark: _Toc147320224]The targeted population for this research consisted of employees from various occupation within NIC, specifically categorized into directors/heads of unit, section managers, ICT officers, and normal users. Directors/heads of unit represent the senior management responsible for strategic decisions, while section managers oversee the day-to-day operations of the specific departments. ICT officers manage the technical aspects of IT systems, and normal users are general employees who interact with IT systems in their daily work. These roles were drawn from key functional areas, comprising management, finance and investment, human resources, and administration, ICT, general insurance, life insurance, marketing and communication, procurement, legal services, risk, actuarial services, and internal audit. The total population size of the NIC’s Dar es Salaam headquarters was 115 employees, and the study employed a stratified sampling method to ensure proportional representation across all units. A sample size of 89 employees was selected.
[bookmark: _Toc179960692]3.2.3 Sampling
Sampling refers to selecting a subset or a group of individuals or elements from a larger population to conduct a study or investigation, as explained by  (Martínez-Mesa et al., 2016). Sampling aims to gather data and form generalizations about the entire population by studying this selected subset or sample, justified by (Cash et al., 2022).
[bookmark: _Toc179960693]3.2.3.1 Sample Frame
The sample frame is the source or list from which the sample will be drawn, as defined by (Saunders et al., 2023; Ramachandran and Tsokos, 2021).  It represents the pool of potential participants for the study. In this case, the sample frame lists all NIC directorates and units.
[bookmark: _Toc179960694]3.2.3.2 Sample Size
Refers to the number of individuals, groups, and elements selected from the sample frame to participate in the study, as outlined by (Kaur, 2021). The sample size was carefully determined to balance the need for representativeness and practicality, supported by  (Gumpili and Das, 2022; Lakens, 2022). It was sufficient to yield meaningful results but manageable for data collection and analysis. In this case, the sample size was 89 participants.
[bookmark: _Toc179960695]3.2.3.3 Yamane’s Sample Size Formula
The Yamane formula, developed by statistician Yamane, (1967), is a simple and widely used method to calculate a minimum sample size for research studies with finite populations.  The Yamane formula assumes a 95% confidence level and proportion (p) of 0.5 ≈ 50%. This means it is most accurate when the expected characteristic study is equally distributed in the population. Sample Size:       =      =     = 89.3203 ≈ 89
Where: 
n is the sample size ≈ 89 
N is the population size (Total number of individuals in the population) ≈115
e is the desired margin of error (Expressed a decimal 0.05 margin error) ≈ 5%
The calculated sample size is approximately 89.3203. Therefore, the sample is 89 for the given parameters. 
[bookmark: _Toc172304245][bookmark: _Toc172304558][bookmark: _Toc179962601]Table 3.1: Sample Size Distribution
Occupation/Role			Targeted Population			Sample Size
Director/Head of Unit				10					5
Section Manager				7					5
ICT Officer					16					11
Normal User					82					68
[bookmark: _Hlk152099388]Total						115					89
[bookmark: _Toc147320225][bookmark: _Toc179960696]3.2.4 Sampling Technique
[bookmark: _Hlk153109447][bookmark: _Hlk153110416]The research employed a stratified random sampling technique to categorize the targeted population by expertise and roles in various directorates and units, evidenced by (Fienberg and Tanur, 2015). Stratified Sampling technique involving the diverse groups within NIC being segmented into distinct strata based on directorates and units. Each stratum represents a homogeneous group sharing common characteristics, as illustrated by (Saunders et al., 2023). Samples were randomly selected from each stratum, ensuring proportional representation across departments. This method facilitates a comprehensive examination of organizational performance in response to IT usage, allowing realizations into how different functional areas were affected and how strategies may vary across directorates and units to leverage technology effectively, supported by (Parsons, 2017; Williams, 2017). 
[bookmark: _Toc147320227][bookmark: _Toc179960697]3.2.6 Data Collection Method
This case study used a quantitative data collection method to gather extensive discoveries regarding information technology and organizational performance at the NIC. The following data collection method was employed:
[bookmark: _Toc179960698]3.2.6.2 Survey Questionnaires 
Structured closed-ended survey questionnaires were designed and administered to gather quantitative data on the effect of IT on organizational performance, specifically operational efficiency at the NIC. The surveying questionnaire method was ideal for studying due to several reasons. Firstly, it allowed for comprehensive data collection from diverse stakeholders across directorates and units, ensuring observation from various perspectives within NIC. Secondly, it maintained its anonymity encouraging honest responses, especially regarding the sensitivity of the study. Thirdly, it facilitated efficient quantifiable data collection from a diverse employee base, enabling robust statistical analysis. The survey questionnaire method offered a systematic, engaging, and statistically sound approach to investigating the effect of IT on organizational performance within NIC, as backed up by (Labaree, 2023; Taherdoost, 2022).
[bookmark: _Toc147320228][bookmark: _Toc179960699]3.2.7 Data Source
[bookmark: _Toc179960700]3.2.7.1 Primary Data 
Primary data refers to original data that are collected firsthand by the researcher for the specific research objectives, rather than being gathered from existing secondary sources because these data are more accurate and relevant to address the research problem. The primary data for this study were collected directly from the participants in the field through structured closed-ended survey questionnaires. These data were specific to the research-specific objectives of the study, demonstrated by (Williams, 2017).
[bookmark: _Toc179960701]3.2.7.2 Secondary Data
In this study, the secondary data were obtained and gathered from relevant literature and existing sources including academic journals, and scholarly articles were reviewed to gather theoretical frameworks, empirical studies, previous research findings, and reports relevant to the research topic. Incorporating secondary data into this study aims to enhance the depth and breadth of analysis while leveraging existing knowledge and resources to support the research objectives, underpinned by (Martins et al., 2018). 
[bookmark: _Toc147320229][bookmark: _Toc179960702]3.3 Pilot Study
Before the primary data collection phase, a pilot study was conducted on a small sample from NIC to refine the research instrument of survey questionnaire guides. The pilot study was help identified any potential issues with the data collection process and affirm that the instrument was valid and reliable. 
[bookmark: _Toc147320230][bookmark: _Toc179960703]3.4 Data Processing and Analysis Method
Data processing and analysis are substantial in any research study, as they help make sense of the collected data and draw meaningful conclusions, supported by (Taherdoost, 2020). For this case study, quantitative data were processed and analyzed using appropriate methods.
[bookmark: _Toc147320232][bookmark: _Toc179960704]3.4.2 Quantitative Data Analysis
Quantitative data collected from structured closed-ended survey questionnaires were analyzed using statistical methods, comprising descriptive and inferential statistics, along with multiple linear regression analysis. The collected survey questionnaire data were carefully checked and cleaned to identify and correct any errors or inconsistencies. Data visualization, including graphs, charts, and tables was applied to visually represent the quantitative data, making it easier to understand and interpret key findings, evidenced by (Abulela and Harwell, 2020; Labaree, 2023).
[bookmark: _Toc179960705]3.4.2.1 Descriptive Statistics
Descriptive statistics were used to summarize and describe the data collected from NIC. This involved calculating measures including minimum, maximum, mean, and standard deviation for variables related to IT and organizational performance, reasoned by (Ramachandran and Tsokos, 2021). 
[bookmark: _Toc179960706]3.4.2.2 Inferential Statistics
Inferential statistics were employed to make inferences or predictions about a population based on the sample data collected from NIC. The analysis employed the Pearson correlation coefficient, a widely used measure of linear association, to explore the strength and direction of the relationship between the perceived usefulness of IT, perceived ease of use of IT, actual system usage of IT, and operational efficiency, defended by (Cohen, 2013; Abulela and Harwell, 2020).
[bookmark: _Toc179960707]3.4.2.3 The Multiple Linear Regression Analysis
[bookmark: _Hlk177145256]Regression analysis was used to quantify the strength and direction of the established variables. Specifically, multiple linear regression analysis was employed to control for potential confounding variables and investigate the unique contribution of the effect of perceived usefulness of IT, perceived ease of use of IT, and actual system usage of IT on organizational performance, explained by (Hair et al., 2019). Several tested vital assumptions for the model were conducted to ensure the validity and reliability of the results. This included linearity, which suggests that the relationship between variables is linear; correlation, assuming each observation is independent; homoscedasticity, meaning the variance of errors is constant across different levels of variables; normality, indicating residual follows a normal distribution and the absence of multicollinearity is essential to ensure that independent variables are not highly correlated, as supported by (Cohen, 2013). 
[bookmark: _Toc179960708]3.4.2.4 The Multiple Linear Regression Equation Model for the Study
The multiple linear regression equation model is represented as:
Y = ꞵ0 + ꞵ1X1 + ꞵ2X2 + ꞵ3X3 + Ɛ
Where:
Y is the dependent variable (Organization Performance), measured by Operational Efficiency,
[bookmark: _Hlk160558792]X1, X2, and X3 are the independent variables (Perceived Usefulness of IT, Perceived Ease of Use of IT, and Actual System Usage of IT),
ꞵ0 is the intercept (Constant term),
[bookmark: _Hlk158186210]ꞵ1, ꞵ2, and ꞵ3 are the coefficients of the independent variables,
Ɛ is the error term.
The above statistical methods were analyzed using the SPSS IBM version 26 statistical software tool to determine the effect of information technology on organizational performance at NIC.
[bookmark: _Toc147320234][bookmark: _Toc179960709]3.5 Validity and Reliability 
Validity and reliability are key aspects of research methodology that ensure the accuracy and consistency of findings.
[bookmark: _Toc179960710]3.5.1 Validity
Validity refers to the extent to which a research study accurately measures what it claims to measure, as presented by (Quintão et al., 2020; Sürücü and Maslakçi, 2020). Validity, in this study ensures that the research accurately measures the effect of IT on NIC performance. Content validity ensures comprehensive coverage of relevant aspects by aligning research objectives with key IT dimensions and organization performance indicators. Construct validity ensures that variables accurately represent theoretical constructs. Criterion validity was demonstrated by comparing findings with established models or benchmarks.   
[bookmark: _Toc179960711]3.5.2 Reliability
[bookmark: _Hlk172436287]Reliability refers to the consistency and stability of measurement. It ensures that if the research study was conducted multiple times, it was yielding consistent results. By employing appropriate measurement techniques and conducting pilot testing to identify and address any potential sources of error and inconsistency, as reasoned by (Jiménez-Buedo et al., 2021; Sürücü and Maslakçi, 2020). Internal consistency assesses response consistency within scales or constructs using Cronbach’s Alpha measurement, as detailed by (Cronbach, 1951). Test-retest reliability evaluates stability over time by administering instruments to participants on different occasions and comparing results for consistency.
[bookmark: _Toc147320239][bookmark: _Toc179960712]3.6 Ethical Consideration
[bookmark: _Hlk153113908][bookmark: _Hlk173057010]Ethical considerations in the research were prioritized informed consent, confidentiality, and participant privacy, as justified by (Akaranga and Makau, 2016). This includes informing participants about the study’s purpose, voluntary participation, and the right to withdraw, as well as anonymizing, and obtaining approval from the institutional board before commencing data collection. 
[bookmark: _Toc179960713][bookmark: _Hlk172504254]3.7 Limitations that Influence Research Methodology
In conducting this research, methodology limitations must be acknowledged. Although adequate for a case study, the sample size of participants may limit the generalizability of the findings. The reliance on self-reported data collected through structured questionnaires may introduce potential biases like social desirability and recall bias. Moreover, the case study design, while allowing for extensive analysis, restricts the generalizability of the results to other settings. The purely quantitative approach may miss the profound understanding that qualitative data could provide. Measuring organizational performance solely through operational efficiency may not capture all relevant aspects of performance, and the subjective nature of perceived usefulness and ease of use introduces variability. Through robustness, the use of multiple linear regression analysis assumes linear relationships and may not account for complex interactions. Furthermore, time and resource constraints can influence the study’s depth, while ethical considerations around participants' confidentiality and informed consent were vital in ensuring reliable data collection. Addressing these limitations is essential for interpreting the findings accurately and realizing the constraints imposed by the chosen research methodology.
[bookmark: _Toc179960714]3.7.1 Addressing Limitations That Influence Research Methodology 
Nonetheless, the outlined methodological challenges, and the findings contribute significantly to understanding how perceived usefulness, ease of use, and actual system usage of IT influence operational efficiency. The use of a quantitative approach and multiple linear regression analysis offers a clear explanation of these relationships, although the complexity of organizational performance may require further exploration through mixed methods of both qualitative and quantitative methods to capture broad observations. Recognizing the potential biases and constraints faced during this study, the results underscore the vital of IT in enhancing organizational performance. Future research should aim to address these shortcomings by incorporating large, more diverse samples, mixed method approaches, and broader performance metrics to build on the findings in this study and provide a more comprehensive understanding of the effect of IT on organizational performance.

[bookmark: _Toc179960715]CHAPTER FOUR
[bookmark: _Toc179960716] RESEARCH FINDINGS AND DISCUSSION
[bookmark: _Toc179960717]4.0 Overview
This chapter provides a thorough of the study’s investigation regarding the effect of IT on the organizational performance within NIC. The chapter systematically presents the results in line with the research objectives and hypotheses proposed for the study in line with the research model and theoretical framework. 
[bookmark: _Toc179960718]4.1 Presentation of the Findings
[bookmark: _Toc179960719][bookmark: _Hlk172489473]4.1.1 Demographic Profile of the Respondents
This section provides a detailed analysis of the demographic characteristics of the respondents surveyed for the study of IT on organizational performance at NIC. The analysis covers gender, age, level of education, work experience, and occupation to understand the diversity and composition of the sample. 
[bookmark: _Toc179960720]4.1.1.1 The Gender Distribution of the Respondents
[bookmark: _Toc172304559][bookmark: _Hlk171784699][bookmark: _Toc179962602]Table 4.2: The Gender Distribution of the Respondents
[bookmark: _Hlk179463863][bookmark: _Hlk179465767]Gender				Frequency					Percent
Male					49						55.1
Female					40						44.9
Total					89						100

The gender distribution among the respondents reveals a relatively balanced representation as portrayed in Table 4.2 and Figure 4.2, with 55.1% of the participants identifying as male and 44.9% as female. This balance indicates a diverse sample that encompasses both genders, allowing for a comprehensive examination of how gender may influence perceptions and experiences related to IT and organizational performance. 
[image: ]
[bookmark: _Toc172304560][bookmark: _Toc179962561]Figure 4.2: The Gender Distribution of the Respondents 
[bookmark: _Toc179960721]4.1.1.2 The Age Distribution of the Respondents
[bookmark: _Hlk171784951][bookmark: _Toc179962603]Table 4.3: The Age Distribution of the Respondents
[bookmark: _Hlk179464061]Age					Frequency					Percent
18-27					17						19.1
28-37					41						46.1
38-47					23						25.8
48-57					6						6.7
58 or above				2						2.2
Total					89						100
The age distribution of the respondents shows a varied age range as displayed in Table 4.3 and Figure 4.3. The largest proportion of respondents (46.1%) falls within the 27-37 age bracket, suggesting a primary of mid-career professionals in the sample. The 38-47 age group comprises 25.8%, while 19.1% are age18-27, indicating a considerable presence of younger professionals. The remaining respondents are distributed across the older age brackets, with 6.7% in the 48-57 range and 2.2% aged 58 or above. This age distribution provides awareness of the experience levels and potential generational perspectives on IT within NIC. 
[image: ]
[bookmark: _Hlk171784992][bookmark: _Toc179962562]Figure 4.3: The Age Distribution of the Respondents
[bookmark: _Toc179960722]4.1.1.3 The Education Level Distribution of the Respondents
[bookmark: _Hlk171785029][bookmark: _Toc179962604]Table 4.4: The Education Level Distribution of the Respondents
[bookmark: _Hlk179464779]Education Level			Frequency					Percent
Diploma				6						6.7
Bachelor's Degree			69						77.5
Master's Degree			14						15.7
Total					89						100

The education level distribution highlights a highly educated sample as presented in Table 4.4 and Figure 4.4, with 77.5% of respondents holding a Bachelor’s Degree and 15.7% having attained a Master’s Degree. Only 6.7% possess a Diploma, reflecting most higher educational qualifications among the respondents. The distribution suggests that the respondents are well-qualified to provide informed opinions on the role of IT in organizational performance within NIC.   
[image: ]
[bookmark: _Toc179962563]Figure 4.4: The Education Level Distribution of the Respondents
[bookmark: _Toc179960723]4.1.1.4 The Work Experience Distribution of the Respondents
[bookmark: _Hlk171785094][bookmark: _Hlk171569203][bookmark: _Toc179962605]Table 4.5: The Work Experience Distribution of the Respondents
[bookmark: _Hlk179465551]Experience				Frequency					Percent
0-1 year				11						12.4
1-3 years				17						19.1
3-5 years				14						15.7
5-10 years				28						31.5
10 years or more			19						21.3
Total					89						100

Regarding work experience, the sample exhibits a broad range of experience levels as demonstrated in Table 4.5 and Figure 4.5. The largest group (31.5%) has between 5-10 years of experience, followed by 21.3% with over 10 years. Additionally, 19.1% have 1-3 years of experience, and 15.7% fall within the 3-5 years range. The smallest group (12.4%) has less than a year of experience. This varied work experience among respondents is essential for understanding how different levels of professional experience might influence their perspectives on the effectiveness of IT within NIC.
[image: ]
[bookmark: _Hlk171569254][bookmark: _Toc179962564]Figure 4.5: The Work Experience Distribution of the Respondents
[bookmark: _Toc179960724][bookmark: _Hlk179465573]4.1.1.5 The Occupation Distribution of the Respondents
[bookmark: _Hlk171785220][bookmark: _Toc179962606]Table 4.6: The Occupation Distribution of the Respondents
Occupation				Frequency					Percent
Director/Head of Unit			5						5.6
Section Manager			5						5.6
ICT Officer				11						12.4
Normal User				68						76.4
Total					89						100

The occupational distribution as shown in Table 4.6 and Figure 4.6 unveils that most of the respondents (76.4%) are classified as Normal Users of information technology systems, while 12.4% are ICT Officers, 5.6% are Section Managers, and another 5.6% are Directors or Heads of Units. This distribution emphasizes a significant representation of typical end-users, providing essential revelations into how information technology affects day-to-day operations and overall performance from the perspective of regular users, as well as higher-level management roles.
[image: ]
[bookmark: _Toc179962565]Figure 4.6: The Occupation Distribution of the Respondents
[bookmark: _Toc179960725]4.1.2 Descriptive Statistics
The following segment presents an interpretation of the descriptive statistics findings from the study. The data were collected using a 5-point Likert scale, with responses ranging from 1 (Strongly Disagree) to 5 (Strongly Agree), and a total sample size of 89 respondents.
[bookmark: _Toc179960726]4.1.2.1 Perceived Usefulness of IT
[bookmark: _Toc179962607]Table 4.7: Perceived Usefulness of IT
	Perceived Usefulness of IT

	Variable Items
	N
	Minimum
	Maximum
	Mean
	Std. Deviation

	IT adoption and integration improve the organization’s productivity
	89
	1
	5
	4.19
	.964

	IT adoption plays a crucial role in improving communication and collaboration within the organization
	89
	1
	5
	4.20
	.771

	IT adoption facilitates timely access to relevant information necessary for a better decision-making process
	89
	1
	5
	4.12
	.915

	IT adoption increases the quality of services provided by the organization
	89
	1
	5
	4.18
	.833

	IT adoption contributes significantly to achieving the organization’s goals and objectives
	89
	1
	5
	4.20
	.932

	Valid N (listwise)
	89
	
	
	
	



[bookmark: _Hlk179538322]The analysis reveals a consistent agreement among respondents regarding the perceived usefulness of IT in enhancing organizational performance as illustrated in Table 4.7. The data indicates that respondents generally believe that IT adoption and integration significantly improve the organization’s productivity with a mean of 4.19 and a standard deviation of 0.964. Similarly, the IT role in enhancing communication and collaboration within the organization is highly rated with a mean of 4.20 and a standard deviation of 0.771. This trend continues with respondents agreeing that IT facilitates timely access to relevant information necessary for better decision-making with a mean of 4.12 and a standard deviation of 0.915, increases the quality of services provided with a mean of 4.18 and a standard deviation of 0.833, and contributes significantly to achieving the organization’s goals and objectives with a mean of 4.20 and a standard deviation of 0.932. These findings underscore the respondents’ strong belief in the positive effect of IT on various dimensions of organizational performance.




[bookmark: _Toc179960727]4.1.2.2 Perceived Ease of Use of IT
[bookmark: _Toc179962608]Table 4.8: Perceived Ease of Use of IT
	Perceived Ease of Use of IT

	Variable Items
	N
	Minimum
	Maximum
	Mean
	Std. Deviation

	Simplifying IT systems would improve the ability to perform tasks efficiently
	89
	1
	5
	4.51
	.827

	The Training programs provided for using the IT systems adequately prepare employees to effectively utilize them at work
	89
	1
	5
	4.20
	.842

	The design and user interface of the IT systems in the organization are easy to navigate and understand
	89
	2
	5
	4.12
	.795

	The Technical support provided for resolving IT-related issues is prompt and helpful
	89
	1
	5
	4.21
	.832

	Individual traits like prior experience, skills, and familiarity with technology, influence the perception of ease of use of the IT systems within the organization
	89
	1
	5
	4.36
	.742

	Valid N (listwise)
	89
	
	
	
	



[bookmark: _Hlk179538476]The perceived ease of use of IT systems is another critical dimension explored in this study as presented in Table 4.8. Respondents strongly agree that simplifying IT systems would enhance their ability to perform tasks efficiently with a mean of 4.51 and a standard deviation of 0.827. Training programs for using IT systems are also regarded as effective with a mean of 4.20 and a standard deviation of 0.842, indicating that employees feel adequately prepared to utilize these systems at work. Also, IT systems' design and user interface are considered easy to navigate and understand with a mean of 4.12 and a standard deviation of 0.795. Technical support for solving IT-related issues is viewed as prompt and helpful with a mean of 4.21 and a standard deviation of 0.832, and individual traits such as prior experience with technology influence the perceived ease of use with a mean of 4.36 and a standard deviation of 0.742. These results highlight a high level of satisfaction with the organization's ability and support for IT systems.





[bookmark: _Toc179960728]4.1.2.3 Actual System Usage of IT
[bookmark: _Toc179962609]Table 4.9: Actual System Usage of IT
	Actual System Usage of IT

	Variable Items
	N
	Minimum
	Maximum
	Mean
	Std. Deviation

	The IT systems help streamline processes and reduce manual workload more effectively than traditional methods
	89
	1
	5
	4.47
	.854

	IT systems are integral in enhancing job performance within the organization
	89
	1
	5
	4.40
	.734

	The organization encourages and promotes the effective use of IT systems among employees
	89
	1
	5
	4.37
	.760

	The performance and reliability of the organization’s IT systems are satisfactory
	89
	2
	5
	4.20
	.726

	The organization benefits from the effective utilization of IT systems
	89
	1
	5
	4.43
	.767

	Valid N (listwise)
	89
	
	
	
	



[bookmark: _Hlk179539018][bookmark: _Hlk179539077][bookmark: _Hlk179539111]The findings demonstrated in Table 4.9 indicate that respondents believe IT systems significantly streamline processes and reduce manual workloads more effectively than traditional methods with a mean of 4.47 and a standard deviation of 0.854. IT systems are also perceived as integral in enhancing job performance within the organization with a mean of 4.40 and a standard deviation of 0.734. Furthermore, the organization is seen as actively encouraging and promoting the effective use of IT systems among employees with a mean of 4.37 and a standard deviation of 0.760. The performance and reliability of the IT systems are considered satisfactory with a mean of 4.20 and a standard deviation of 0.726, and the organization is perceived to benefit sensationally from the effective utilization of IT systems with a mean of 4.43 and a standard deviation of 0.767. These revelations emphasize the critical role of IT in enhancing operational processes and job performance within the organization. 






[bookmark: _Toc179960729]4.1.2.4 Operational Efficiency
[bookmark: _Toc179962610]Table 4.10: Operational Efficiency
	Operational Efficiency

	Variable Items
	N
	Minimum
	Maximum
	Mean
	Std. Deviation

	To what extent do you agree that information technology has improved the efficiency of the underwriting process?
	89
	2
	5
	4.43
	.672

	How much do you agree that information technology has expedited the processing of insurance claims?
	89
	2
	5
	4.36
	.644

	To what degree do you agree that information technology tools enhance the accuracy of actuarial calculations?
	89
	2
	5
	4.20
	.814

	How effectively do you believe information technology simplifies the management of policy documents and information?
	89
	2
	5
	4.31
	.701

	How much do you agree that information technology enhances the ability to identify and assess risks?
	89
	2
	5
	4.20
	.786

	Valid N (listwise)
	89
	
	
	
	



The study also explores the role of IT in improving operational efficiency as shown in Table 4.9. Respondents agree that IT has significantly improved the efficiency of the underwriting process with a mean of 4.43 and a standard deviation of 0.672. IT is also credited with expediting the processing of insurance claims with a mean of 4.36 and a standard deviation of 0.644 and enhancing the accuracy of actuarial calculations with a mean of 4.20 and a standard deviation of 0.814. Moreover, IT simplifies the management of policy documents and information with a mean of 4.20 and a standard deviation of 0.701 and enhances the ability to identify and assess risks with a mean of 4.20 and a standard deviation of 0.786. These observations indicate that IT plays a substantial role in improving the efficiency and accuracy of various operational processes within the organization. 
[bookmark: _Toc179960730]4.1.2.5 Descriptive Statistics of the Study Variables
[bookmark: _Toc179962611]Table 4.11: Descriptive Statistics of the Study Variables
	Descriptive Statistics of the Study Variables

	Variable
	N
	Minimum
	Maximum
	Mean
	Std. Deviation

	Perceived Usefulness of IT
	89
	1
	5
	4.18
	.659

	Perceived Ease of Use of IT
	89
	2
	5
	4.28
	.577

	Actual System Usage of IT
	89
	1
	5
	4.38
	.585

	Operational Efficiency
	89
	2
	5
	4.30
	.556

	Valid N (listwise)
	89
	
	
	
	



[bookmark: _Hlk179539394]The summary of the study variables reveals high overall mean scores across all dimensions as reflected in Table 4.10. Perceived usefulness of IT with a mean of 4.18 and a standard deviation of 0.659, perceived ease of use of IT with a mean of 4.28 and a standard deviation of 0.577, actual system usage of IT with a mean of 4.38 and a standard deviation of 0.585, and operational efficiency with a mean of 4.30 and a standard deviation of 0.556. These consistently high ratings reinforce the positive perception and significant effect of IT on various aspects of organizational performance at NIC. These unveils offer a solid foundation for appreciating the critical importance of IT driving organizational success and operational efficiency.
[bookmark: _Toc179960731][bookmark: _Hlk172351601][bookmark: _Hlk172293713]4.1.3 Inferential Statistics
In this part, the inferential statistical technique was employed to examine the associations between key measurement variables. The goal of this analysis was to determine if there exists a significant correlation between measured variables and overall performance, as illustrated by (Cohen, 2013; Abulela and Harwell, 2020). The Pearson correlation a fundamental statistical measure, was used to assess the strengths and direction of the linear relationship between the study’s variables. Specifically, the Pearson correlation coefficient is used to analyze the associations between variables.
[bookmark: _Toc179960732]4.1.3.1 The Pearson Correlation Between Perceived Usefulness of IT and Operational Efficiency
[bookmark: _Hlk171665562][bookmark: _Toc179962612]Table 4.12: Perceived Usefulness of IT and Operational Efficiency
	Correlations

	
	Perceived Usefulness of IT
	Operational Efficiency

	[bookmark: _Hlk172350964]Perceived Usefulness of IT
	Pearson Correlation
	1
	.335**

	
	Sig. (2-tailed)
	
	.001

	
	N
	89
	89

	Operational Efficiency
	Pearson Correlation
	.335**
	1

	
	Sig. (2-tailed)
	.001
	

	
	N
	89
	89

	**. Correlation is significant at the 0.01 level (2-tailed).



The Pearson correlation coefficient between the perceived usefulness of IT and operational efficiency is 0.355 as seen in Table 4.12, which is significant at the 0.01 level (2-tailed), as explained by (Cohen, 2013). This indicates a weak positive correlation between these two variables, proposing that the perceived usefulness of IT increases, and operational efficiency tends to increase slightly. This finding highlights the importance of employees finding IT useful even though the relationship is not very strong.



[bookmark: _Toc179960733]4.1.3.2 The Pearson Correlation Between Perceived Ease of Use of IT and Operational Efficiency
[bookmark: _Toc179962613]Table 4.13: Perceived Ease of Use of IT and Operational Efficiency
	Correlations

	
	Perceived Ease of Use of IT
	Operational Efficiency

	[bookmark: _Hlk172351267]Perceived Ease of Use of IT
	Pearson Correlation
	1
	.604**

	
	Sig. (2-tailed)
	
	.000

	
	N
	89
	89

	Operational Efficiency
	Pearson Correlation
	.604**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	89
	89

	**. Correlation is significant at the 0.01 level (2-tailed).



The Pearson correlation coefficient between perceived ease of use of IT and operational efficiency is 0.604 as appeared in Table 4.13, which is significant at 0.01 level (2-tailed), as confined by (Abulela and Harwell, 2020). This indicates a strong positive correlation between these two variables, suggesting that as the perceived ease of use of IT increases, operational efficiency also increases significantly. This finding emphasized the critical role of user-friendly IT systems in enhancing operational efficiency.
[bookmark: _Toc179960734]4.1.3.3 The Pearson Correlation Between Actual System Usage of IT and Operational Efficiency
[bookmark: _Toc179962614][bookmark: _Hlk173391893]Table 4.14: Actual System Usage of IT and Operational Efficiency
	Correlations

	
	Actual System Usage of IT
	Operational Efficiency

	Actual System Usage of IT
	Pearson Correlation
	1
	.571**

	
	Sig. (2-tailed)
	
	.000

	
	N
	89
	89

	Operational Efficiency
	Pearson Correlation
	.571**
	1

	
	Sig. (2-tailed)
	.000
	

	
	N
	89
	89

	**. Correlation is significant at the 0.01 level (2-tailed).



The Pearson correlation coefficient between the actual system usage of IT and operational efficiency is 0.571 as displayed in Table 4.14, which is significant at the 0.01 level (2-tailed), as detailed by (Pham et al., 2022). This indicates a moderate positive correlation between these two variables, suggesting that as the actual system usage of IT increases, operational efficiency tends to increase. This result underscores the importance of employees actively using IT systems to enhance operational efficiency.
[bookmark: _Hlk172358469]The Pearson correlation coefficients indicate varying strengths of positive relationships between study variables. Specifically, the perceived usefulness of IT shows a weak positive correlation with operational efficiency (r = 0.355), the perceived ease of use of IT shows a strong positive correlation with operational efficiency (r = 0.604), and the actual system usage of IT shows a moderate positive correlation with operational efficiency (r = 0.571). These observations suggest that while all these factors positively influence operational efficiency, their effect varies in strength. The strongest influence comes from the perceived ease of use of IT, followed by the actual system usage of IT, and then the perceived usefulness of IT. 
[bookmark: _Toc179960735][bookmark: _Hlk178654498]4.1.4 The Multiple Linear Regression Analysis Model
This section explores the relationship between IT and organization performance at NIC using multiple linear regression analysis to examine how variations in predictor variables are associated with changes in the outcome variable.
[bookmark: _Toc179960736]4.1.4.1 Multiple Linear Regression Analysis Using the Enter Method
[bookmark: _Hlk175688126][bookmark: _Toc179962615]Table 4.15: Multiple Linear Regression Analysis Using the Enter Method
	Variables Entered/Removed a

	Model
	Variables Entered
	Variables Removed
	Method

	1
	Perceived Usefulness of IT
Perceived Ease of Use of IT
Actual System Usage of IT
Operational Efficiency b
	
	Enter

	a. Dependent Variable: Operational Efficiency

	b. All requested variables entered.



Table 4.15 indicates that all specified independent variables or predictors of perceived usefulness of IT, perceived ease of use of IT, and actual system usage of IT were entered into the regression model simultaneously using the enter method, with no variables removed during the analysis. This method allows for examining the effect of each independent variable on operational efficiency while controlling the others. The inclusion of these variables in the analysis suggests that the study aims to understand how these IT factors, both individually and collectively, influence operational efficiency within the organization. 







[bookmark: _Toc179960737][bookmark: _Hlk179010937]4.1.4.2 Model Summary
[bookmark: _Hlk171662959][bookmark: _Toc179962616]Table 4.16: Model Summary 
	Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.630a
	.396
	.375
	.440

	 a. Predictors: (Constant), Perceived Usefulness of IT, Perceived Ease of Use of IT, Actual System Usage of IT



	ANOVA a

	Model
	Sum of Squares
	df
	Mean Square
	F
	Sig.

	1
	Regression
	10.785
	3
	3.595
	18.603
	.000b

	
	Residual
	16.425
	85
	.193
	
	

	
	Total
	27.210
	88
	
	
	

	[bookmark: _Hlk179046580]a. Dependent Variable: Operational Efficiency

	[bookmark: _Hlk179046452] b. Predictors: (Constant), Perceived Usefulness of IT, Perceived Ease of Use of IT, Actual System Usage of IT



[bookmark: _Hlk179011062][bookmark: _Hlk171662997]The regression analysis results are summarized in Table 4.16 provide important statistics to assess the strength and fit of the model. The R-value of 0.630 indicates a moderate positive correlation between the predictor variables and the outcome of the perceived usefulness of IT, perceived ease of use of IT, and actual system usage of IT and the dependent variable, operational efficiency. The R Square value of 0.396 suggests that the independent variables in this model can explain approximately 39.6% of the variance in operational efficiency.  This indicates a moderate level of explanatory power. Moreover, the Adjusted R-value of 0.375 accounts for the number of predictors and suggests that, after adjusting for the model’s complexity, the predictor variables still explain a reasonable portion of the variability in operational efficiency. The Standard Error of the Estimate is 0.440 which reflects the average deviation or distance of the observed values from the predicted values in the model. This value helps assess the precision of the model’s predictions; a lower standard error suggests better predictive accuracy. 
The ANOVA Table provides further support for the model’s overall significance. The F-statistic of 18.603 and associated p-value of 0.000 demonstrate that the regression model is statistically significant. This indicates that the set of predictors of the perceived usefulness of IT, perceived ease of use of IT and actual system usage of IT collectively have a significant effect on organization performance as measured by operational efficiency. The p-value, being less than 0.05 (p < 0.05), confirms that there is a very low probability that the observed relationship occurred by chance. This suggests that the model is a better fit compared to a model with no predictors. The results indicate that information technology, as measured by the perceived usefulness, perceived ease of use and actual system usage has a significant and positive effect on operational efficiency at the NIC.
[bookmark: _Toc179960738]4.1.4.3 Coefficients 
[bookmark: _Hlk171663045][bookmark: _Toc179962617]Table 4.17: Coefficients
	Coefficients a

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	1.636
	.383
	
	4.276
	.000

	
	Perceived Usefulness of IT
	-.081
	.091
	-.096
	-.881
	.381

	
	Perceived Ease of Use of IT
	.423
	.134
	.438
	3.156
	.002

	
	Actual System Usage of IT
	.273
	.131
	.287
	2.087
	.040

	a. Dependent Variable: Operational Efficiency



[bookmark: _Hlk179050065][bookmark: _Hlk179050185]The coefficients in Table 4.17 provide detailed information about the contribution of each predictor to the model. The constant of 1.636 represents the estimated value of operational efficiency when all predictors (Perceived Usefulness of IT, Perceived Ease of Use of IT, Actual System Usage of IT) are zero. In this case, if IT did not influence at all, operational efficiency would still have a baseline value of 1.636. The Perceived usefulness of IT has a negative coefficient of -0.081 and a p-value of 0.381, meaning that, while it shows a slight negative effect on operational efficiency, this effect is not statistically significant. In other words, perceived usefulness does not have a strong or reliable effect on operational efficiency within NIC. The perceived ease of use of IT has a positive coefficient of 0.423 with a p-value of 0.002, making it a significant predictor of operational efficiency. This indicates that as employees perceive IT to be easier to use, operational efficiency at NIC significantly improves.  The actual system usage of IT also has a positive coefficient of 0.273 with a p-value of 0.040, which suggests that more frequent use of IT systems significantly improves operational efficiency. Employees who actively use IT systems contribute to higher performance within NIC.
[bookmark: _Toc179960739]4.2 Analysis of the Multiple Linear Regression Equation Model
Based on the results presented in Table 4.17, the regression equation for the study is formulated as:
[bookmark: _Hlk172368429]Operational Efficiency (Y) = ꞵ0 + ꞵ1(Perceived Usefulness of IT) + ꞵ2(Perceived Ease of Use of IT) + ꞵ3(Actual System Usage of IT) + Ɛ
Y = 1.636 – 0.081X1 + 0.423X2 + 0.273X3+ Ɛ
Where:
[bookmark: _Hlk172369073]ꞵ0 is the intercept (Constant term),
[bookmark: _Hlk172369464]ꞵ1, ꞵ2, and ꞵ3 are the coefficients of the predictor variables,
Ɛ is the error term
[bookmark: _Toc179960740]4.2.1 Analysis of the Coefficients
The intercept (ꞵ0 = 1.636) represents the expected level of operational efficiency when all predictor variables are zero. In practical terms, it is the baseline operational efficiency without considering the effects of IT factors.
[bookmark: _Toc179960741]4.2.1.1 The Coefficient for the Perceived Usefulness of IT 
[bookmark: _Hlk178750857][bookmark: _Hlk172378184]The coefficient for the perceived usefulness of IT (ꞵ1 = -0.081) indicates that for every one-unit increase in the perceived usefulness of IT in the meantime operational efficiency decreases by 0.081 units, holding the other factors constant. Even though, this relationship is not statistically significant (p-value = 0.381), suggesting that the perceived usefulness has a negative effect on operational efficiency at NIC.
[bookmark: _Toc179960742]4.2.1.2 The Coefficient for the Perceived Ease of Use of IT 
[bookmark: _Hlk172378907]The coefficient for the perceived ease of use of IT (ꞵ2 = 0.423) shows that for every one-unit increase in the perceived ease of use of IT at the same time operational efficiency increases by 0.423 units, holding the other factors constant. This relationship is statistically significant (p-value = 0.002), indicating that the perceived ease of use of IT has a positive effect on operational efficiency at NIC.
[bookmark: _Toc179960743]4.2.1.3 The Coefficient for the Actual System Usage of IT 
[bookmark: _Hlk172379808]The coefficient for the actual system usage of IT (ꞵ3 = 0.273) suggests that for every on-unit increase in the actual system usage of IT, whereas operational efficiency increases by 0.273 units, holding the other factors constant. This relationship is also statistically significant (p-value = 0.040), highlighting that the actual system usage of IT has a positive effect on operational efficiency at NIC.
The multiple linear regression analysis model demonstrates that the perceived ease of use of IT and actual system usage of IT significantly positively influence operational efficiency at NIC, in contrast, the perceived usefulness of IT has a negative effect. The model explains a substantial portion (39.6%) of variance in operational efficiency, affirming the importance of IT usability and actual usage in enhancing organizational performance. These findings highlight the need for NIC to focus on improving the ease of use and encouraging the actual IT system to optimize operational efficiency.    
[bookmark: _Toc179960744][bookmark: _Hlk178654386]4.3 Discussion of the Findings 
The findings from this study highlight the detailed effects of information technology (IT) on the performance of the National Insurance of Tanzania (NIC). The analysis is grounded in the Technology Acceptance Model (TAM), a framework developed by (Davis, 1989), which focuses on understanding how users accept and use technology. TAM proposes that technology adoption is influenced by two key factors, including perceived usefulness and perceived ease of use, which in turn affect the actual system usage. The study explores how these factors affect organizational performance, specifically focusing on operational efficiency at NIC. These findings are contextualized with previous studies in similar domains to offer a comprehensive understanding. 
[bookmark: _Toc179960745]4.3.1 Perceived Usefulness of IT
The results of this study reveal that the perceived usefulness of IT has a negative but statistically insignificant effect on organizational performance. In theory, perceived usefulness is expected to positively influence the adoption and usage of IT systems, as employees are more likely to use systems, they believe will enhance their performance. Even though, the findings here contradict this expectation, indicating that perceived usefulness does not play a significant role in improving operational efficiency within NIC. This result aligns with the findings of Wang et al. (2019), who observed a similar negative effect on the perceived usefulness of technology adoption in the insurance sector. In contrast, studies conducted by Naicker and Van Der Merwe (2018), Gharakhani and Pourhashemi (2020) and (Pham et al., 2022), found a positive effect of perceived usefulness on technology in the insurance industry. The explanation for these differences could be multifaceted. One possible reason is that employees at NIC might not fully appreciate the potential benefits of IT systems. If the technology is not directly aligned with their daily tasks and challenges, they may not perceive it as useful. For example, IT systems that are complex or not tailored to specific job roles may seem more burdensome than beneficial, leading to disengagement and ultimately diminishing the perceived usefulness.
Another possible explanation is that the implementation and integration of IT systems within NIC may not be seamless. If employees encounter frequent technical issues, or if IT systems are poorly integrated with other operational processes, they may struggle to see how these tools can enhance their productivity. In such cases, the potential benefits of IT may not be fully realized, leading to a disconnect between the intended usefulness of the systems and how employees perceive their value. Furthermore, perceived usefulness can be influenced by the training and support provided to employees. If NIC staff do not receive adequate training on how to use IT systems effectively, they might find it difficult to recognize their value, resulting in low perceived usefulness. This emphasizes the importance of offering continuous support, troubleshooting, and updates to help employees maximize the potential of IT systems. Whereas perceived usefulness is theoretically a key determinant of IT adoption, in the environment of NIC, it does not appear to significantly influence operational efficiency. This finding highlights the need for NIC to revisit how IT systems are perceived and ensure that they are aligned with employee needs and organizational goals. 
[bookmark: _Toc179960746]4.3.2 Perceived Ease of Use of IT
The study shows that the perceived ease of use of IT systems has a positive and statistically significant effect on operational efficiency at NIC. This means that employees who find IT systems easier to use tend to experience improvements in their productivity and overall performance. This finding aligns with previous research like studies by Toukabri and Ettis (2021), Huang et al., (2019) and (Pham et al., 2022), which similarly emphasizes the importance of ease of use in driving technology adoption and effect utilization. The perceived ease of use is essential because it reduces the barriers to technology adoption. When IT systems are user-friendly and intuitive, employees are more likely to engage with them fully, leading to more efficient workflows. For example, if an employee can quickly navigate through an IT system without requiring extensive training or support, they can focus more on their core tasks rather than spending time troubleshooting or learning how to use the system. This leads to increased productivity and enhances operational efficiency.
Moreover, perceived ease of use positively influences employees’ attitudes toward IT adoption. When employees feel comfortable using technology, they are more likely to view it as an asset rather than a hindrance or obstacle. This fosters a culture of technology acceptance, where employees are more willing to explore and leverage IT systems to improve their work processes. NIC can further capitalize on this by continuously improving the usability of its IT systems. This could involve conducting user feedback surveys to understand employee pain points and subsequently refining the system interface to address these issues. Also, ongoing training can help employees stay updated with new features and functionalities, making them more proficient in using the system, which in turn enhances their performance. Another important consideration is that the perceived ease of use often leads to greater job satisfaction. Employees who find IT systems easy to use are likely to experience less frustration and stress in their work, which can contribute to higher levels of job satisfaction and engagement. This, in turn, benefits NIC by fostering a more motivated and productive workforce. The perceived ease of use of IT systems significantly contributes to the operational efficiency of NIC. With ensuring that IT systems are simple, intuitive, and user-friendly, NIC can enhance employee performance and productivity.  
[bookmark: _Toc179960747]4.3.3 Actual Systems Usage of IT
The third key finding of this study is that actual system usage of IT has a significant positive effect on organizational performance at NIC. This result indicates that employees who frequently and effectively use IT systems contribute to greater operational efficiency within the organization. The finding is in line with research by Hammouri et al. (2021) and Wang et al. (2019), which found that actual system usage is a pivotal predictor of performance improvements in insurance. The importance of actual system usage lies in the fact it represents the real-world applications of IT systems. While the perceived usefulness and ease of use are important factors in technology adoption, actual usage reflects whether employees are fully leveraging IT systems to improve their work processes. Frequent usage of IT systems enables employees to become more familiar with the tools at their disposal, leading to improved accuracy, faster service delivery, and better decision-making. At NIC, actual system usage may involve using IT tools for a variety of tasks like managing client information, processing insurance claims, and generating reports. The more employees engage with these systems, the more they can streamline them, reducing the time and effort required to complete tasks. This ultimately translates into higher productivity and improved organizational performance.
To maximize the benefits of IT, NIC should continue to promote active system usage among employees. This could be achieved through initiatives like incentivizing system us, conducting system usage audits, and offering rewards for high engagement. Besides, NIC should ensure that their IT system remains functional, reliable, and up to date, minimizing downtime and technical issues that could discourage employees from using them. It is also vital to provide continuous support and training to help employees overcome any challenges they might face when using IT systems. Via offering a reliable support structure, NIC can ensure that employees are fully equipped to use the systems effectively, leading to sustained improvements in operational efficiency. Actual system usage is a significant factor in enhancing organizational performance at NIC. Throughout encouraging the widespread and effective use of IT systems, NIC can optimize service delivery, streamline operations, and improve overall performance. 
[bookmark: _Toc179960748][bookmark: _Hlk172442517]4.3.4 Summary of the Findings
[bookmark: _Hlk179906189]The main goal of this research was to investigate the effect of IT on the performance of NIC with a focus on three specific objectives examining the effects of perceived usefulness, perceived ease of use, and actual system usage of IT on organizational performance. Firstly, the findings revealed that the perceived usefulness of IT had a negative but statistically insignificant effect on operational efficiency. This result implies that the perceived usefulness does not significantly contribute to performance at NIC.  Consequently, the null hypothesis (H01) is not rejected as a result the alternative hypothesis (H11) is not accepted. Secondly, the analysis indicated that the perceived ease of use of IT had a positive and statistically significant effect on operational efficiency in contrast to the null hypothesis (H02), leading to the acceptance of the alternative hypothesis (H12), which confirms that perceived ease of use of IT significantly enhances organizational performance. Lastly, the study found that actual systems usage of IT had a positive and statistically significant effect on operational efficiency. Therefore, the null hypothesis (H03) is rejected, in consequence, the alternative hypothesis (H13) is accepted, affirming that the actual usage of IT systems significantly improves organizational performance at NIC. The study provides empirical evidence that while the perceived usefulness of IT does not significantly influence operational efficiency at NIC, therefore both the perceived ease of use and actual system usage of IT are essential drivers of strengthened organizational performance. These revelations suggest that NIC should focus on developing the usability of their IT systems and promoting their effective usage among employees to optimize operational efficiency and overall performance. This research contributes to the broader understanding of IT adoption and its effect on organizational performance, particularly within the insurance sector in Tanzania.
[bookmark: _Toc179960749][bookmark: _Hlk178655215]4.4 Implication of the Findings in this Study
The results of this study have numerous key implications for both NIC and broader stakeholders interested in enhancing organizational performance using IT. These implications reflect practical actions, policy considerations, and theoretical contributions to the field of IT and organizational performance, particularly within the insurance sectors in Tanzania.
[bookmark: _Toc179960750]4.4.1 Practical Implications
The practical revelations gained from this study can inform NIC’s approach to improving operational efficiency through IT systems.
[bookmark: _Toc179960751]4.4.1.1 Focus on User-Friendly IT Systems
The positive and significant relationship between perceived ease of use of IT and operational efficiency highlights the importance of ensuring that IT systems are intuitive and easy to navigate. NIC should prioritize the development of user-friendly IT interfaces and provide adequate training to employees, reducing complexity and improving system usability. Simplifying IT processes could lead to greater employee productivity and organizational efficiency.
[bookmark: _Toc179960752]4.4.1.2 Encouraging Actual IT Systems 
The study demonstrates that actual usage of IT is a significant driver of improved performance. This proposes that NIC needs to invest more in encouraging and facilitating the consistent use of its IT systems. Providing continuous support, conducting user training, and creating incentive structures for employees to make full use of the availability of IT systems would enhance overall operational efficiency. Furthermore, NIC can measure the frequency and effectiveness of IT system usage and make data-driving decisions to improve engagement with their systems.
[bookmark: _Toc179960753]4.4.1.3 Revisiting Perceived Usefulness of IT
The study found that the perceived usefulness of IT does not significantly influence operational efficiency at NIC. This could indicate a gap between the potential benefits of IT systems and how these benefits are perceived by employees. NIC should investigate why employees are not recognizing the full value of IT in their daily tasks. This could be addressed through strategic advantages of IT in enhancing their work processes. Additionally, NIC should assess whether existing IT systems need further optimization to better serve the needs of employees and align with organizational goals.
[bookmark: _Toc179960754]4.4.1.4 Alignment with Technological Acceptance Model (TAM)
The findings support the significance of the TAM, particularly regarding perceived ease of use and actual usage of IT. NIC can leverage these discoveries to design interventions that promote positive attitudes toward IT adoption, ensuring that the system implemented not only fulfils technical requirements but also meets user expectations. By fostering greater acceptance and usage of IT systems, NIC can position itself as a technologically agile organization capable of adapting to dynamic market demands.
[bookmark: _Toc179960755]4.4.2 Policy Implications
From a policy perspective, the results of this study offer essential uncovers for decision-makers within NIC and the broader insurance industry in Tanzania.
[bookmark: _Toc179960756]4.4.2.1 Policy Support for IT Training and Development
The positive effects of perceived ease of use and actual usage of IT suggest that policy frameworks should be in place to ensure continuous training and capacity building. NIC should adopt policies that emphasize employee development in IT competencies, providing structured training programs that equip staff with the necessary skills to fully utilize IT systems. By institutionalizing IT literacy programs, the organization can maximize its return on IT investments.
[bookmark: _Toc179960757]4.4.2.2 Investment in IT Infrastructure and Support
Given the significant effect of actual IT system usage on organizational performance, NIC needs to invest in robust IT infrastructure that supports seamless operations. Policies should prioritize the procurement and maintenance of efficient and reliable IT systems that cater to the organization’s operational needs. This may also include investment in technical assistance services to ensure the continuous and smooth functioning of IT platforms.
[bookmark: _Toc179960758]4.4.2.3 Strategic IT Integration in Operational Policies
The results underscore the importance of integrating IT into NIC’s core operational policies. By formalizing IT usage guidelines and incorporating IT performance metrics into employee evaluations, NIC can institutionalize IT as a fundamental component of daily operations. This integration will ensure that IT is not only a tool but also a strategic asset that drives performance and innovation. 
[bookmark: _Toc179960759]4.4.3 Theoretical Implications
This study contributes to the theoretical understanding of IT adoption and its influence on organizational performance, particularly within the field of the insurance industry in a developing country like Tanzania.
[bookmark: _Toc179960760]4.4.3.1 Validation of the Technology Acceptance Model (TAM)
The study findings provide empirical support for TAM, especially the role of perceived ease of use and actual usage of technology in driving organizational performance. This strengthens the model’s applicability in understanding IT adoption behaviour in organizational settings. Future research can build on this by exploring how other variables like organizational culture and management support, interact with TAM constructs in influencing IT adoption outcomes.
[bookmark: _Toc179960761]4.4.3.2 Contextual Considerations for IT Adoption
While the perceived usefulness of IT does not significantly influence performance at NIC, this finding recommends that contextual factors like the specific nature of IT applications in the insurance sector, play a vital role in shaping employees’ perceptions. This emphasizes the need for future research to explore sector-specific dynamics and how they influence IT adoption. Such research could lead to more tailored frameworks that capture the exploration of IT usage in different industries.
[bookmark: _Toc179960762]4.4.3.3 Insights for Developing Economies
This study provides significant perspectives for organizations in developing economies where IT infrastructure and adoption may differ from more advanced settings. It highlights the potential for IT to improve organizational performance but also underscores the importance of addressing barriers to perceived usefulness. The findings recommend that organizations in developing economies like Tanzania should carefully consider how IT systems are designed, communicated, and integrated into existing workflows to maximize their effect on performance.
[bookmark: _Toc179960763]4.4.4 Implications for Future Research
The findings of this study open several avenues for future research, including: 
[bookmark: _Toc179960764]4.4.4.1 Expanding IT Performance
Future research could extend the scope of IT-related performance indicators beyond operational efficiency to include customer satisfaction, innovation, and competitive advantages. Similar studies could provide a more extensive view of how IT influences different dimensions of organizational performance.
[bookmark: _Toc179960765]4.4.4.2 Longitudinal Studies on IT Adoption
Conducting longitudinal studies to track IT adoption and its effects over time would provide deeper revelations into the long-term impact of IT on organizational performance. Related investigations could reveal how initial perceptions of IT usefulness evolve and how continuous usage patterns affect overall performance. 
[bookmark: _Toc179960766][bookmark: _Hlk179716104]4.5 Research Model and Hypotheses
This section presents the hypotheses formulated for investigating the effect of IT on organization performance at NIC. These hypotheses are grounded in the Technology Acceptance Model (TAM) theoretical framework developed by (Davis, 1989). Additionally, the research model in Figure 2.1 serves as the conceptual framework for this study, illustrating how variables encompass the perceived usefulness, perceived ease of use and actual systems usage of IT contribute to organizational performance, which is measured by operational efficiency.
[bookmark: _Toc179962618]Table 4.18: Hypotheses Test Results 
Hypotheses 				      ꞵ	 Std Error   T Statistic   P -Value 	Result
H01	Perceived Usefulness of IT	   -0.081     0.091         -0.881	       0.381	Accepted
H02	Perceived Ease of Use of IT	    0.423     0.134          3.156	       0.002 	Rejected
H03	Actual System Usage of IT 	    0.273     0.131          2.087	       0.040 	Rejected	
The analysis of these hypotheses based on the multiple linear regression analysis model is as follows:
[bookmark: _Toc179960767][bookmark: _Hlk179716252][bookmark: _Hlk178752938]4.5.1 H01: Perceived Usefulness of Information Technology Has No Significant Effect on Organizational Performance
[bookmark: _Hlk179719257]The coefficient for the perceived usefulness of IT (ꞵ1 = -0.081, P-value = 0.381) in Table 4.18 was found to be negative and not statistically significant. Therefore, the model fails to reject the null hypothesis (H01), concluding that the perceived usefulness of IT has a negative effect on organization performance at NIC.
[bookmark: _Toc179960768]4.5.2 H02: Perceived Ease of Use of Information Technology Has No Significant Effect on Organizational Performance
The coefficient for perceived ease of use of IT (ꞵ2 = 0.423, P-value = 0.002) in Table 4.18 was positive and statistically significant. Consequently, the model rejects the null hypothesis (H02) and accepts the alternative hypothesis (H12), concluding that the perceived ease of use of IT has a significant positive effect on organizational performance at NIC.
[bookmark: _Toc179960769]4.5.3 H03: Actual System Usage of Information Technology Has No Significant Effect on Organizational Performance
The coefficient for actual system usage of IT (ꞵ3 = 0.273, p-value = 0.040) in Table 4.18 was also positive and statistically significant. Therefore, the model rejects the null hypothesis (H03) and accepts the alternative hypothesis (H13), concluding that the actual system usage of IT has a significant positive effect on organizational performance at NIC.
The analysis results for the multiple linear regression model provide evidence to support or reject the proposed hypotheses. These findings indicate that while the perceived usefulness of IT has a negative effect on operational efficiency at NIC, both the perceived ease of use of IT and actual system usage of IT play pivotal roles in enhancing organizational performance. 
[bookmark: _Toc179960770][bookmark: _Hlk171663541]4.6 Assumptions of the Multiple Linear Regression Analysis Model for the Study 
For the study, a multiple linear regression analysis model was employed to evaluate the effect of IT on organizational performance. The assumptions tested and their respective findings are as follows:
[bookmark: _Toc179960771][bookmark: _Hlk172316185]4.6.1 Linearity of a Simple Scatter Plot
[image: ]
[bookmark: _Toc179962566]Figure 4.7: Linearity of a Simple Scatter Plot
The linearity assumption posits that the relationship between the predictors and the outcome variable is linear. The graphical representation in Figure 4.7 confirmed that the relationship between the predictors of the perceived usefulness of IT, perceived ease of use of IT, and actual system usage of IT and the dependent variable which is operational efficiency was linear. Therefore, the linearity assumption for this model was confirmed met.


[bookmark: _Toc179960772]4.6.2 Testing Independence Using the Durbin-Watson Statistic
[bookmark: _Toc179962619]Table 4.19: Model Summary of Independence 
	[bookmark: _Hlk172310723]Model Summary b

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate
	Durbin-Watson

	1
	.630a
	.396
	.375
	.440
	2.014

	[bookmark: _Hlk172326938] a. Predictors: (Constant), Perceived Usefulness of IT, Perceived Ease of Use of IT, Actual System Usage of IT

	b. Dependent Variable: Operational Efficiency



[bookmark: _Hlk179708561]The independence of errors was assessed using the Durbin-Watson statistic, which was found to be 2.014, as shown in Table 4.19. A Durbin-Watson value close to 1.5 to 2.5 indicates that there is no significant autocorrelation in the residuals, thereby meeting the independence assumption.
[bookmark: _Toc179960773]4.6.3 Homoscedasticity Through Scatterplot Analysis
[image: ]
[bookmark: _Toc179962567]Figure 4.8: Homoscedasticity Through Scatterplot Analysis
The homoscedasticity assumption was tested using a scatter plot as seen in Figure 4.8, which should display a random scatter without a specific pattern. This indicates that the variance of the residuals is constant across all levels of the independent variables (Perceived Usefulness of IT, Perceived Ease of Use of IT, and Actual System Usage of IT), due to this the homoscedasticity assumption met for conducting regression analysis model for the study.
[bookmark: _Toc179960774]4.6.4 Normality
[bookmark: _Toc179960775]4.6.4.1 Normality Using the Shapiro-Wilk Test
[bookmark: _Toc179962620]Table 4.20: Normality Using Shapiro-Wilk Test
	[bookmark: _Hlk179547328]Tests of Normality

	
	Kolmogorov-Smirnova
	[bookmark: _Hlk179547347]Shapiro-Wilk

	
	Statistic
	df
	Sig.
	Statistic
	df
	Sig.

	Standardized Residual
	.051
	89
	.200*
	.989
	89
	.684

	*. This is a lower bound of the true significance.

	a. Lilliefors Significance Correction



[bookmark: _Toc179960776]4.6.4.2 Normality Through Histogram Analysis
[image: ]
[bookmark: _Toc179962568]Figure 4.9: Normality Through Histogram Analysis
[bookmark: _Toc179960777]4.6.4.3 Normality Using the Normal P-P Plot 
[image: ]
[bookmark: _Toc179962569][bookmark: _Hlk178752388]Figure 4.10: Normality Using the Normal P-P Plot 
[bookmark: _Hlk179548703]The residuals’ normality was assessed using the Shapiro-Walk test and graphical methods. In Table 4.20, the Shapiro-Wilk test yielded a statistic of 0.989 with a significance level of 0.684, indicating that the residuals are not significantly different from a normal distribution, as the p-value is greater than 0.05. Moreover, the histogram in Figure 4.9 displayed a bell-shaped curve, and the normal P-P plot in Figure 4.10 showed the points closely following the diagonal line, further supporting the assumption that the residuals are approximately normally distributed. Therefore, the assumption of normality of the residual is reasonably satisfied.




[bookmark: _Toc179960778]4.6.5 Multicollinearity Analysis
[bookmark: _Toc179962621]Table 4.21: Coefficients of Multicollinearity
	Coefficients a

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.
	Collinearity Statistics

	
	B
	Std. Error
	Beta
	
	
	Tolerance
	VIF

	1
	(Constant)
	1.636
	.383
	
	4.276
	.000
	
	

	[bookmark: _Hlk179613731]
	Perceived Usefulness of IT
	-.081
	.091
	-.096
	-.881
	.381
	.605
	1.653

	
	Perceived Ease of Use of IT
	.423
	.134
	.438
	3.156
	.002
	.369
	2.713

	
	Actual System Usage of IT
	.273
	.131
	.287
	2.087
	.040
	.375
	2.665

	a. Dependent Variable: Operational Efficiency



The multicollinearity assumption was examined through the Tolerance and Variance Inflation Factor (VIF) values from the coefficients reflected in Table 4.21. Found that Tolerance values for all predictors of the perceived usefulness of IT, perceived ease of use of IT, and actual system usage of IT) are above 0.1 (Tolerance > 0.1), and VIF values are below 10 for all predictors (VIF < 10), indicating no significant multicollinearity issues among the independent variable, therefore the absence of multicollinearity assumption met.
[bookmark: _Toc179960779]4.7 Construct Validity Assessment Through Factor Analysis
[bookmark: _Hlk179673618]To ensure the validity of the constructs measured in this study, Principal Components Analysis (PCA) was performed, as stated by (Hair et al., 2019). This analysis helps to determine whether the survey items appropriately represent the underlying constructs of the three independent variables including perceived usefulness, perceived ease of use, and actual system usage of IT. The Kaiser-Meyer-Olkin (KMO) measure and Bartlett’s Test of Sphericity were conducted to assess the adequacy of the sample for factor analysis, as detailed by (Gharakhani and Pourhashemi, 2020; Pham et al., 2022; Toukabri and Ettis, 2021). Furthermore, communalities and factor loadings were examined to verify how well the items capture the intended concepts, contributing to the overall content validity. The results of these analyses are presented in the tables below.





[bookmark: _Toc179960780]4.7.1 KMO and Bartlett's Test
[bookmark: _Toc179962622]Table 4.22: KMO and Bartlett's Test
	[bookmark: _Hlk179613159]KMO and Bartlett's Test

	Kaiser-Meyer-Olkin Measure of Sampling Adequacy.
	.697

	Bartlett's Test of Sphericity
	Approx. Chi-Square
	122.428

	
	df
	3

	
	Sig.
	.000



The KMO value of 0.697 in Table 4.22 suggests that the sample is adequate for factor analysis. Bartlett’s Test is significant (p < 0.001), confirming that the variables are correlated enough for factor analysis.
[bookmark: _Toc179960781][bookmark: _Hlk179613632]4.7.2 Communalities
[bookmark: _Toc179962623]Table 4.23: Communalities
Variable					Initial					Extraction
Perceived Usefulness of IT			1.000					0.670
Perceived Ease of Use of IT			1.000					0.824
Actual System Usage of IT			1.000					0.817

Communalities in Table 4.23 reflect how much of the variance in each variable is accounted for by the extracted factor. Values are relatively high ranging from 0.670 to 0.824, showing that these variables are well-represented by the single extract factor.
[bookmark: _Toc179960782]4.7.3 Total Variance Explained
[bookmark: _Toc179962624]Table 4.24: Total Variance Explained
	[bookmark: _Hlk179614488]Total Variance Explained

	Component
	Initial Eigenvalues
	Extraction Sums of Squared Loadings

	
	Total
	% of Variance
	Cumulative %
	Total
	% of Variance
	Cumulative %

	1
	2.310
	77.004
	77.004
	2.310
	77.004
	77.004

	2
	.465
	15.503
	92.507
	
	
	

	3
	.225
	7.493
	100.000
	
	
	

	Extraction Method: Principal Component Analysis.



One factor in Table 4.24 was extracted within the eigenvalue of 2.310, which accounts for 77% of variance. This indicates that the majority of variance among the variables is explained by a single factor, supporting the validity of these measures.



[bookmark: _Toc179960783]4.7.3 Component Matrix
[bookmark: _Toc179962625]Table 4.25: Component Matrix 
	[bookmark: _Hlk179615631]Component Matrix a

	
	Component

	
	1

	Perceived Usefulness of IT
	0.818

	Perceived Ease of Use of IT
	0.908

	Actual System Usage of IT
	0.904

	Extraction Method: Principal Component Analysis.

	a. 1 components extracted.



The factor loadings for each variable are above 0.8 as present in Table 4.25, indicating a strong correlation between the variables and the extracted factor. This strengthens the argument that the survey items effectively capture the intended constructs. Thus, the results confirm the strong validity of the scale in measuring the effect of IT on organizational performance at NIC. This supports both the reliability of subsequent findings and the hypotheses tested. 
[bookmark: _Toc179960784]4.8 Reliability Statistics of the Study Variables
[bookmark: _Toc179962626]Table 4.26: Reliability Statistics of the Study Variables
[bookmark: _Hlk179465084]Variable				Cronbach's Alpha			Number of Items
Perceived Usefulness of IT			0.798					5
Perceived Ease of Use of IT			0.758					5
Actual System Usage of IT			0.818					5
Operational Efficiency 			0.823					5

[bookmark: _Hlk172348549]The reliability statistics provided in Table 4.26 indicate that the scales used to measure the perceived usefulness of IT, perceived ease of use of IT, actual system usage of IT, and operational efficiency are reliable, with Cronbach’s Alpha values of 0.798, 0.758, 0.818, and 0.823 respectively, as described by (Cronbach, 1951). These values, all above the accepted threshold of 0.7, suggest that the items measuring these variables are internally consistent and dependable, as demonstrated by (Gharakhani and Pourhashemi, 2020; Pham et al., 2022; Toukabri and Ettis, 2021). The reliability supports the credibility of the research findings, ensuring that the data collected is trustworthy and can be used to draw valid conclusions about the relationship between these variables, thereby enhancing the overall robustness of the study.



[bookmark: _Toc179960785]4.8.1 Overall Reliability Statistics of the Study Variables
[bookmark: _Toc179962627]Table 4.27: Overall Reliability Statistics of the Study Variables
	Variables
	Cronbach's Alpha
	Number of Items

	Perceived Usefulness of IT
Perceived Ease of Use of IT
Actual System Usage of IT
Operational Efficiency
	
0.842
	
4



The reported Cronbach’s Alpha of 0.842 in Table 4.27 demonstrates a high level of internal consistency among the items that measure the four variables in the study. Typically, a Cronbach’s Alpha value above 0.7 is considered acceptable, with values above 0.8 indicating good reliability, as underpinned by (Cronbach, 1951). In this study, the value of 0.842 suggests that survey questionnaire items used to measure the perceived usefulness of IT, perceived ease of use of IT, actual usage of IT, and operational efficiency reliably capture the intended constructs, supported by (Gharakhani and Pourhashemi, 2020; Toukabri and Ettis, 2021). This demonstrates that the data collection instrument used in the study is reliable and consistent, strengthening the validity of conclusions drawn from the analysis. 
[bookmark: _Toc179960786]4.9 Measurement of Scales
[bookmark: _Toc179962628]Table 4.28: Measurement of Scales
Construct									Number of Items
Perceived Usefulness of IT								5
Perceived Ease of Use of IT								5
Actual System Usage of IT								5
Operational Efficiency 								5

[bookmark: _Hlk172483544]As demonstrated in Table 4.28 constructed questionnaire comprises four measurement scales. The first three scales measure the perceived usefulness, perceived ease of use, and actual system usage of IT adopted based on the Technology Acceptance Model (TAM) developed by (Davis, 1989). The fourth scale measures organizational performance through operational efficiency, following. (Slack and Brandon-Jones, 2019). Each of these four scales contains five items, assessed using a five-point Likert scale from Strongly Disagree to Strongly Agree, as described by (Likert, 1932).





[bookmark: _Toc179960787][bookmark: _Hlk172435018]CHAPTER FIVE
[bookmark: _Toc179960788]SUMMARY, CONCLUSION, AND RECOMMENDATION 
[bookmark: _Toc179960789]5.0 Overview
This chapter presents a summary of the study’s findings, draws conclusions based on these findings, and offers recommendations for future action and research. It also includes a critical evaluation of the research process, discussing what went well, the challenges encountered, and lessons learned. 
[bookmark: _Toc179960790]5.1 Summary 
The study investigated the effect of information technology (IT) on organizational performance at the National Insurance Corporation of Tanzania (NIC). Grounded in the theoretical framework of the Technology Acceptance Model (TAM) invented by (Davis, 1989). The research model included the perceived usefulness of IT, perceived ease of use of IT, and actual system usage of IT as independent variables, with organizational performance measured by operational efficiency as the dependent variable. Using a quantitative approach within a case study design, data were collected from 89 employees through structured questionnaires and analyzed using the multiple linear regression in SPSS IBM version 26. Key findings include that the perceived usefulness of IT had a negative but statistically insignificant effect on operational efficiency. Conversely, both the perceived ease of use of IT and actual system usage of IT had a positive and significant effect on operational efficiency. These results propose that while the perceived usefulness of IT does not significantly influence operational efficiency at NIC, both the perceived ease of use and actual system usage of IT are vital for enhancing organizational performance. 
[bookmark: _Toc179960791]5.2 Conclusion
The study concludes that the perceived ease of use of IT and actual system usage of IT significantly improve organization performance at NIC, while the perceived usefulness of IT does not. This indicates that for IT systems to strengthen performance, they must be user-friendly and actively used by employees. The findings underscore the essence of usability and actual usage of IT systems in improving various aspects of operational efficiency, comprised of underwriting processes, claim processing, actuarial accuracy, policy management, and risk assessment. This research extends the understanding of IT adoption and its effect on organization performance within the insurance sector in Tanzania. It highlights the significance of usability and actual usage of IT systems in driving operational efficiency.


[bookmark: _Toc179960792]5.3 Recommendations
Based on the findings of this study, several recommendations are proposed, including:
[bookmark: _Toc179960793]5.3.1 Addressing the Challenges
Based on the findings of this study, it is recommended that the NIC implements regular and continuous training programs to enhance employees’ proficiency in using IT systems. These training sessions should focus on both basic and advanced IT skills to ensure that all staff, regardless of their technical expertise, can effectively use the systems. Additionally, improving internal communication strategies through IT platforms can better collaboration among departments, resulting in increased operational efficiency and higher productivity across the organization. 
[bookmark: _Toc179960794]5.3.2 Policy Implications
From a policy standpoint, the study highlights the need for the NIC and similar organizations to prioritize investment in advanced IT systems. Certain investments are essential for enhancing organizational performance, particularly in today’s competitive business environment. Policymakers within the organization should create incentives or allocate budgets specifically for upgrading IT infrastructure, ensuring that it aligns with the evolving needs of the business. Also, it is essential to develop comprehensive data governance policies that address data security, accuracy, and privacy. These policies will protect the organization’s data ensure compliance with regulations and increase stakeholder trust.
[bookmark: _Toc179960795]5.3.3 Further Studies
Future research in this area could explore the long-term effects of IT usage on organizational performance through longitudinal studies. Similar research would provide significant revelations into how IT investments and system usage influence performance over extended periods. Additionally, comparative studies across different industries could reveal best practices and innovative approaches to IT implementation. Throughout comparing the NIC with organizations in other sectors, researchers can identify key factors that contribute to the successful integration of IT into organizational processes, helping to refine strategies for enhancing overall performance. 
[bookmark: _Toc179960796]5.4 Critical Evaluation of the Study
Reflecting on the research process, various aspects went well. The data collection was effective, with comprehensive surveys providing reliable insights. The study was grounded in a strong theoretical framework, lending credibility to the findings. However, there were challenges, including a slow response during data collection and the limited scope of focusing solely on one organization. Project management techniques like detailed time management and efficient resource allocation ensured the smooth execution of the research. For future improvements, strategies to increase survey participation could be implemented, and expanding the study to include multiple organizations would provide a more comprehensive understanding of the topic.
[bookmark: _Toc179960797]5.5 Challenges Identified in the NIC
The findings of this research revealed numerous challenges faced by the NIC in exploiting IT to enhance organizational performance. These challenges are vital to address to maximize the benefits of IT systems and improve operational efficiency within the organization. Firstly, the study found that the perceived usefulness of IT negatively affects organizational performance at NIC, although this relationship is not statistically significant. This indicates a challenge where employees do not fully recognize or appreciate the benefits of IT systems in their daily tasks. This lack of perceived usefulness hindrance the fundamental effectiveness of IT adoption. To address this, NIC needs to ensure that employees are aware of and understand the potential benefits of IT systems to enhance their perceived usefulness. Secondly, the research confirmed that the perceived ease of use of IT significantly and positively influences operational efficiency at NIC. However, if the systems are not user-friendly, it presents a significant barrier to adoption. Employees who find IT systems complex and difficult to navigate are less likely to use them effectively. This challenge highlights the need for NIC to simplify IT processes and ensure that systems are consistent and easy to use. Thirdly, the study unveiled that actual system usage of IT has a significant positive effect on organizational performance at NIC. Despite this positive revelation, the challenge remains to ensure consistent and extensive use of IT systems by employees. Underutilization of IT resources can result from a lack of training, insufficient support, or resistance to change. NIC must address these issues to encourage more frequent and effective use of IT systems, which is vital for improving operational efficiency. 
[bookmark: _Toc179960798]5.6 Recommendations to NIC
To address the identified challenges in optimizing IT at the NIC, it is recommended that the NIC strengthen the perceived usefulness of IT by conducting intensive awareness programs, showcasing success stories, and engaging employees in IT development. Besides, simplifying IT systems to heighten the perceived ease of use is pivotal which can be achieved by investing in user-friendly interface design, providing extensive training, and developing details user guides and support systems. To increase actual system usage, NIC should implement continuous training programs, encourage active management support, foster a culture of innovation, and regularly monitor and evaluate the actual IT system usage. By taking these steps, NIC can maximize the advantages of IT systems, leading to boost operational efficiency and fundamental organizational performance.  
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[bookmark: _Toc179960801][bookmark: _Hlk160776758]Appendix 1: Development of Data Collection Instrument/ Tool
Designed Tool: Structured Closed-ended Survey Questionnaires
[bookmark: _Hlk161846573]Surveying questionnaires is an essential tool in research, offering efficiency in data collection from diverse samples. The tool enables the researcher to gather quantitative insights quickly and consistently. In this study, a survey tool was crucial for assessing the relationship between IT and organizational performance within NIC. Here is how was it done:
Design: Crafted structured closed-ended questionnaires targeted the perceived usefulness of IT, perceived ease of use of IT, actual system usage of IT, and operational efficiency.
Administration: The survey tool was distributed to relevant NIC stakeholders in person, ensuring broad representation across different directorates and units.
Data Collection: The survey tool was systematically collecting responses, ensuring accuracy and security to minimize the risk of data loss or corruption. 
Participant Management: Each participant's information was managed securely, ensuring anonymity, confidentiality, and compliance with guidelines. Demographics and relevant data were tracked alongside survey responses.
Data Analysis: The tool assisted in compiling responses, identifying patterns and trends, and conducting statistical analysis to explore the relationship between IT and organizational performance.
Reporting: Reports, and visualizations summarizing surveying findings were generated, providing revelations into the relationship between IT on NIC’s performance. Moreover, the structured closed-ended surveying questionnaire serves as a vital tool for directly understanding stakeholders’ perspectives on the effect of IT on NIC’s performance, providing significant reveals for the study’s objectives. 
[bookmark: _Toc179960802]Appendix 2: Work Plan
	Activities/Events
	Calendar 2023/2024

	
	Sept – Feb
	May – June 
	Jul – Aug  
	Sept
	Oct

	Preparation Phase 
	 
	
	
	
	

	Data Collection Phase 
	
	 
	
	
	

	Data Processing and Analysis
	
	
	 
	
	

	Report Writing and Corrections
	
	
	
	 
	

	Submission and Presentation 

	
	
	
	
	 



[bookmark: _Toc179960803]Appendix 3: Budget
	[bookmark: _Toc147320242]Travel and Accommodation
	1,500,000

	Data Collection
	500,000

	Data Processing Analysis Tool, including statistical software (SPSS)
	1,000,000

	Documentation and Printing
	200,000

	Miscellaneous Expenses
	100,000

	Contingency Fund
	300,000

	Total Budget
	3,600,000


[bookmark: _Toc179960804][bookmark: _Hlk165519419]Appendix 4: Introduction Letter from TIA for Conduct Research
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[bookmark: _Toc179960805]Appendix 5: Demographic Profile Questionnaires 
Introduction
Dear Participant, 
Thank you for participating in this survey. Your responses will significantly contribute to assessing the effect of information technology on organization performance within NIC. Please answer the following questions honestly and to the best of your knowledge by putting a tick √ in the provided box. 
1. Gender
Can you kindly identify your gender?
Male 							[	]
Female 						[	]
2. Age
Can you kindly identify your age?
18 – 27						[	]
28 – 37						[	] 
38 – 47						[	] 
48 – 57						[	] 
58 or above 						[	]
3. Level of Education
What is your highest level of education?
Certificate						[	]
Diploma						[	]
Bachelor’s Degree					[	]
Master’s Degree					[	]
Doctoral Degree (PhD)				[	]
4. Work Experience
Can you please provide details about your work experience at NIC? 
0 – 1 year						[	]
[bookmark: _Hlk157022608]1 – 3 years						[	]
3 – 5 years						[	]
5 – 10 years						[	]
10 years or more					[	]
5. Occupation 
What is your current role within NIC? 
Director/ Head of Unit 				[	]	
Section Manager 					[	]		
ICT Officer						[ 	] 		
Normal User 						[	]
[bookmark: _Toc147320244][bookmark: _Toc179960806]Appendix 6:  A Survey Questionnaire for Specific Objectives 
Introduction
Dear Participant, 
Thank you for participating in this survey. Your responses will significantly contribute to assessing the effect of information technology on organization performance within NIC. Please answer the following questions honestly and to the best of your knowledge.
[bookmark: _Hlk169152208]Section 1: Perceived Usefulness of IT
[bookmark: _Hlk163996345][bookmark: _Hlk160740357][bookmark: _Hlk159980563]Please indicate your level of agreement with each statement by placing a tick √ in the box that corresponds to your response on a scale from 1 to 5. The scale is as follows:
1 = Strongly Disagree    2 = Disagree    3 = Neutral    4 = Agree    5 = Strongly Agree
	[bookmark: _Hlk160739727]Variable Items/ Scale
	1
	2
	3
	4
	5

	IT adoption and integration improve the organization’s productivity
	
	
	
	
	

	IT adoption plays a crucial role in improving communication and collaboration within the organization
	
	
	
	
	

	IT adoption facilitates timely access to relevant information necessary for a better decision-making process
	
	
	
	
	

	IT adoption increases the quality of services provided by the organization
	
	
	
	
	

	IT adoption contributes significantly to achieving the organization’s goals and objectives
	
	
	
	
	



[bookmark: _Hlk169152228]Section 2: Perceived Ease of Use of IT
1 = Strongly Disagree    2 = Disagree    3 = Neutral    4 = Agree    5 = Strongly Agree
	[bookmark: _Hlk160739755]Variable Items/ Scale
	1
	2
	3
	4
	5

	[bookmark: _Hlk163911807]Simplifying IT systems would improve the ability to perform tasks efficiently 
	
	
	
	
	

	[bookmark: _Hlk163911830]The Training programs provided for using the IT systems adequately prepare employees to effectively utilize them at work
	
	
	
	
	

	[bookmark: _Hlk163911851]The design and user interface of the IT systems in the organization are easy to navigate and understand
	
	
	
	
	

	[bookmark: _Hlk163911871]The Technical support provided for resolving IT-related issues is prompt and helpful 
	
	
	
	
	

	[bookmark: _Hlk163911890]Individual traits like prior experience, skills, and familiarity with technology, influence the perception of ease of use of the IT systems within the organization 
	
	
	
	
	



[bookmark: _Hlk169208928]Section 3: Actual System Usage of IT
1 = Strongly Disagree    2 = Disagree    3 = Neutral    4 = Agree    5 = Strongly Agree
	[bookmark: _Hlk160739771]Variable Items/ Scale
	1
	2
	3
	4
	5

	The IT systems help streamline processes and reduce manual workload more effectively than traditional methods  
	
	
	
	
	

	IT systems are integral in enhancing job performance within the organization
	
	
	
	
	

	The organization encourages and promotes the effective use of IT systems among employees
	
	
	
	
	

	The performance and reliability of the organization’s IT systems are satisfactory
	
	
	
	
	

	The organization benefits from the effective utilization of IT systems
	
	
	
	
	



Section 4: Operational Efficiency 
1 = Strongly Disagree    2 = Disagree    3 = Neutral    4 = Agree    5 = Strongly Agree
	[bookmark: _Hlk160739922]Variable Items/ Scale
	1
	2
	3
	4
	5

	To what extent do you agree that information technology has improved the efficiency of the underwriting process?
	
	
	
	
	

	How much do you agree that information technology has expedited the processing of insurance claims?
	
	
	
	
	

	To what degree do you agree that information technology tools enhance the accuracy of actuarial calculations?
	
	
	
	
	

	How effectively do you believe information technology simplifies the management of policy documents and information?
	
	
	
	
	

	How much do you agree that information technology enhances the ability to identify and assess risks? 
	
	
	
	
	



[bookmark: _Toc179960807]Appendix 7: Data Management and Analysis Tool
[bookmark: _Hlk171794958]Section 1: Variable View of Data Analysis in SPSS
[image: ]
[bookmark: _Toc179962570]Figure 11: Variable View of Data Analysis in SPSS
The Figure 11 displays the variable view in SPSS IBM version 26, which defines the attributes of each variable in the dataset. It includes a name column, listing the variables like “Gender” and “Age”; the type column, showing that all variables are numeric; and the width and decimals columns, set to 8 and respectively. The label column provides descriptive such as “The Gender Distribution of the Respondents,” while the values show for coding categorical variables, for example, “Gender” is coded as {1, Male; 2, Female}. Other columns like measure (Nominal, Ordinal, and Scale) and the role (all set as “Input”) ensure the dataset is accurate for structure analysis.




Section 2: Data View of Data Analysis in SPSS
[image: ]
[bookmark: _Toc179962571]Figure 12: Data View of Data Analysis in SPSS
The Figure 12 shows the data view in SPSS IBM version 26, where rows represent an individual respondent and columns represents variables like “Gender,” “Age,” and metrics like perceived usefulness, ease of use, actual system usage, and operational efficiency like “PU1,” “PEOU1,” “ASU1,” “OE1”. Data values are numerically coded, with “Gender” is coded as 1 for Male and 2 for Female, and categorical variables use a Likert scale ranging from 1 for strongly disagree to 5 for strongly agree. The headers at the top display the variable names, aligned with the definitions in the variable view. This organize structure is essential for data entry, initial examination, and managing the dataset effectively, and preparation for analysis. 









[bookmark: _Toc179960808]Appendix 8: Research Proposal Presentation Comments on 20th February 2024 
	S/N
	COMMENTS
	PAGE
	CORRECTION

	1
	NIC is not a project. It’s incorrect to categorize NIC as a project rather than an organization.
	Title
	√

	2
	Research Problem not clear: To what extent IT on the performance of NIC has been a problem
	4
	√

	4
	Research Objectives: Not show the variables from the theory used in the study which is the Technology Acceptance Model (TAM)
	5
	√

	5
	Why both research questions and hypotheses? Choose one
	5
	√

	6
	Scope of the study: No justification for why NIC DSM. Once a problem is clearly stated it will be easy to justify the scope
	5
	√

	7
	Limitation of the Study: How the candidate knows the limitations without conducted research, should not indicate the time frame, it is too early
	6
	√

	8
	Literature Review: Define the variables that guide the study
	7
	√

	9
	Theoretical Review: What are the variables and assumptions of the Technology Acceptance Model? What are the strengths and weaknesses of the Technology Acceptance Model? Implication of the model in the study. None of the model variables stated in the specific objectives
	8
	√

	10
	Conceptual Framework: Do not related to the study theory (Technology Acceptance Model)
	11
	√

	11
	Methodology: Introduction - replace it with an overview 
	13
	√

	12
	Study Area: Why does NIC DSM, justify the choice
	13
	√

	13
	Research Approach: Why mix approaches, choose one approach
	13
	√

	14
	Sampling: Sample distribution table not shown, sample size not clear
	14
	√

	15
	Data collection method: Why both survey questionnaires, interviews, and document review methods?  Choose one method
	16
	√

	16
	Data analysis: Why both quantitative and qualitative data analysis? Choose one. MS Excel and SPSS IBM perform the same function. SPSS IBM is for quantitative data analysis while NVIVO is for qualitative data analysis
	17
	√

	17
	Assumptions are missed for the regression model 
	17
	√

	18
	Validity and Reliability: How will it be checked?
	18
	√

	19
	Data collection tool: Base on specific objectives
	55
	√
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TANZANIA INSTITUTE OF ACCOUNTANCY
(TTA)

KURASINI AT THE JUNCTION OF KILWA/ P.0. BOX 9522,
NELSON MANDELA ROAD DAR ES SALAAM.
All Correspondences to be

Addressed to CEO ~ TIA

TEL. Nos: 2851035/6

FAX. No:255 (022)0736 502628

E-mail: tia@tia.ac.tz

Website: www.tia.ac.tz

Our Ref. No. BE.30/390/01/40 29" May, 2024

Clearance for Conducting Research in Tanzania

Executive Director,

National Insurance Corporation of Tanzania
P.O. Box, 9264,

DAR ES SALAAM.

RE: INTRODUCTION OF MASTER STUDENT FROM TANZANIA INSTITUTE OF
ACCOUNTANCY

2. The purpose of this letter is to introduce to you Mr. Rajabu Ramadhani Sanzi with Reg.
No. DSM/MBA.PM/22/103713 who is a master student at the Tanzania Institute of Accountancy.
He is planning to conduct research in partial fulfillment of the requirement of the master degree
at the Institute. The research tittle is “The Effect of Information Technology on Organization
Performance” The area(s) selected for conducting research is Dar es Salaam Region.

3. With reference Government Notice No. 489 of 1st 1997 which established the Tanzania
Institute of Accountancy, the responsibilities of the Institute are to provide training, conduct
research and consultancy activities in the areas of Accountancy, Procurement & Logistic
Management and other related business disciplines.

4. I kindly request your good office to avail to the students the necessary assistance to him
undertake the research as planned. The main assistance his needs is the permission to conduct
research and meet different people in your institution. All financial costs will be met by student
himself. In case of restricted premises, the researcher may be guided accordingly. The expected
dates of commencement is April, 2024 up to end of October, 2024

5. If there is any query, please contact the Rector, Tanzania Institute of Accountancy, P.O.
Box 9522 Dar es Salaam, Tel: 0714 449 030.

Thank you for your continuous cooperation,

Prof.’d‘am A. Pallangyo

RECTOR
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