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3. RESEARCH METHODOLOGY 
 
 
3.1    Conceptual Model 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
Figure 03: Conceptual Model for Research 
 

This proposed research model describes the principal research question of how IT 

infrastructure has been utilized in achieving business performance. The major 

independent variable is IT infrastructure related practices and the dependant variable in 

this model is the business performance in trade and services enterprises. Since the IT 

infrastructure comprises four major components, here in this research model those four 

components are considered as sub-independent variables. Also the researcher has 
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considered a few major non-IT variables: leadership quality and strategic planning of top 

management and the cooperation of employees to check the impact on business 

performance. After observing the relationship of IT infrastructure with business 

performance, the whole relationship could be observed for the same with the existence of 

the non-IT variables. 

 

Since this research will consider different practices in organizations, the level of 

utilization of these practices can be derived. After an analysis of practices adapted, the 

researcher expects to identify whether a relevant difference of practices could be 

observed. If any level of difference is observed among sectors, then the level of 

utilization of IT infrastructure practices will be tabled as described in the models in the 

literature review. [20], [23] 

 
3.2    Hypothesis 
 

3.2.1 Hypothesis: H1 

 

Hypothesis: H1: The firms with higher levels of IT infrastructure related practices show 

higher business performance  

 

The IT infrastructure related practices comprise related IT component practices, shared 

IT services practices, related human IT infrastructure practices and related practices of 

shared IT applications. The heavy utilization of the above IT infrastructure practices may 

or may not lead to higher business performance. 

 

3.2.2 Sub Hypotheses 

 

The following sub hypothesis can be derived considering components of IT infrastructure 

and the relationship with business performance. 

 

H1 BaB: The firms with higher levels of IT component practices show higher Business 

Performance  
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H1 Bb B: The firms with higher levels of related shared IT services practices show higher 

business performance 

 

H1 BcB: The firms with higher levels of related Human IT infrastructure practices show 

higher business performance 

 

H1 Bd B: The firms with higher levels of related shared IT applications practices show higher 

business performance 

 

3.3  Research Model Operationalization 
 
Therefore, in the research model, it was decided to consider, to a certain extent, checking 

practices, which have been deployed to achieve IT maxims considered in previous 

research. [7], [10], [16-19] 

 

According to the research model, the main concept- the IT infrastructure conceptualized 

another four sub concepts. Then the variables were chosen in such a way that they 

measure the sub-concepts, which ultimately measure the major independent variable of 

IT infrastructure.  

 

To test the model the measurements for variables were selected considering the pre-tested 

existing scales in previous empirical research as well as the views of industrial expertise 

and experience of the author.   

 

The definition of IT infrastructure was selected after considering Broadbent, Weill[3]T and 

A. Chanopas, D. Krairit and D. B. Khang[10]T views of IT infrastructure which followed 

consistency with most other previous research. 

 

For the measurements of four concepts in IT infrastructure, the practices described in the 

literature of IT infrastructure library [16][17], Microsoft Operational Framework [20] and 

some of the empirical studies [8] were considered as guidelines. The ITIL and MOF, 
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which basically follows ITIL, describe related practices of IT infrastructure with many 

other areas. When concepts were operationalized, the major practices described in ITIL 

and MOF were mainly considered. The related practices of four concepts measure each 

proposed concept. Some of the features in each concept are also considered since this 

study is to analyze the IT infrastructure as a whole. 

 

In Forester’s survey [14] for IT infrastructure: Disaster recovery, security, spending a 

portion of budget, server and desktop operating systems practices were also considered as 

major guidelines. 

 

This research has considered three non-IT related variables such as leadership quality of 

top management, strategic planning in the organization and cooperation of employees. 

The leadership quality indicates how senior leaders guide a business unit through values, 

directions, and performance expectations and their review of organizational performance 

[28]. Strategic planning quality refers to the strategic planning process in a business unit, 

including strategy development and deployment. [28]. Cooperation, which can impact on 

business performance, can be defined as an orientation towards the collective interest 

where individuals work together to complete tasks.  The non-IT related variables were 

chosen as per the above definition of those variables. The following Table 02 indicates 

the operationalization of major concepts. 

 

Concept Variables 
Related Practices of IT Component  Flexibility of IT components 
  Nature of monitoring  
  Level of matching with standards 
  Maintenance of critical components 
  Level of disaster recovery  
    

Related shared IT services practices Reliability of service 
 Use of Intranet  
  Nature of IT help desk support 
  Nature of data center support 
  Level of access of shared data bases 
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  Accuracy of shared data 
  Level of connectivity for services 
    

Related Practices of Human IT 
Infrastructure 

Knowledge of IT personnel 

  Knowledge update 
  Skills of IT personnel 
  Experience of IT personnel 
  IT Procedures followed 
  Ability to teamwork  
  Nature of characteristics 

Shared/Standard IT Applications practices Nature of support  
  Integration of major business processes 
  Flexibility of modification 
Business Performance (Before IT Used & 
After IT was heavily used) 

Turn over  

  Net profit 
  Market share 
  Sales growth 
  Return on investment 
  Liquidity ratio 
 
Table 02: Operationalization of major concepts 
 
Major Non-IT related Variables 

Concept Variables 
Leadership Quality Communicating values 
  Supportiveness 
  Level of reviewing Org performance 
Strategic planning Planning for customer and market needs 
  Planning for competitive environment 
  Level of strategic decision process 
Cooperation of employees Commitment to goals 
  Cooperative effort 
  Level of mutual trust. 
 
Table 03: Major Non-IT related Variables 
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However, the variables presented in this proposed model are complex, some cannot be 

directly observed. Therefore, they cannot be directly measured completely. In such cases, 

most of the literature [9], [27] recommends to use multi-item scales. With multi item 

scale, the composite score must be taken of each item in order to construct measure to 

principal concept. The following Table 04 indicates the number of questionnaire Items 

used for measuring variables. 

 
Variables Number of Items Reference 
Business Performance 6 [9], [10], [25] 
IT Components related practices 5 T[10], [7], [14], [16-19], [20]T 

Related shared IT services practices 7 T[10], [7], [14], [16-19], [20]T 

Related practices of Human IT 
Infrastructure 

7 [6], [8], [14], [18], [26]T 

 
Related Shared/Standard IT 
Applications practices 

3 [10], [7], [14], [21-22] 

Leadership  5 [26],[28] 
Strategic Planning 3 [26],[28] 
Cooperation 3 [26],[28] 
 
Table 04: References for main variables 
 
 
3.4   Survey 
 

IT has become an indispensable common tool for any organization today. Accordingly, 

the investment for IT has increased in a tremendous way. Almost all industry sectors 

show a keen interest towards use of IT. The services sector can be considered as one of 

the leading sectors which heavily uses IT and the business applications heavily depend on 

the level of IT utilization with sophisticated IT infrastructure. However, the deployment 

or utilization of IT in different services sectors organizations is varied. Therefore, the 

focus of this study is to identify the utilization of IT in the services sector as a whole and 

further, to find any difference between sub sectors of the same. 

 

After completing a preliminary study with the support of the officials of the Department 

of Census Sri Lanka, the population for this research is identified as follows. The total 

number of large establishments with employees more than hundred of the trade & 
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services enterprises in Colombo district is: 292 and the numbers are indicated in the 

Table 05 below. 

 

Employment 

Group (Large 

Enterprises) 

Wholesale 

& Retail 

Trade, Hotel 

& 

Restaurant 

Transport, Travel 

& 

Communications 

Financial & 

Business 

Services 

Social, 

Health, 

Education 

and 

recreational 

Services  

Total 

100 –400+ 72 40 80 100 292 

 

Table 05: Statistics of Service Sector organizations 
 
The survey research method was considered and 88 numbers of organizations 

(representing 30% of above total) were selected as the sample using stratified random 

sampling method. The questionnaire consists of two document sets: To analyze the IT 

infrastructure and    the other one to measure business performance. Sending e-mails after 

contacting respective personnel over the phone and sending hardcopies were two 

methods of distributing the questionnaire. The respondents were service sector 

enterprises located in the Colombo District.  

 
3.5   Limitations 
  
Getting financial related information was somewhat difficult at the initial stage because 

the questionnaires were distributed to IT managers/senior IT personnel who are 

responsible for the overall IT operation of the company. Such respondents were asked to 

forward the business part to a senior finance person.  Realizing the difficulty of data 

collection, remedial action was taken to contact a senior finance person and the 

questionnaire was sent to him directly. However, additional effort had to be made to 

follow up and ensure collection of both completed questionnaires. 

 
 


