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Abstract 

This paper aims to determine the MIS unit’s operational status and the performance level of 

information systems of the state universities and colleges in the Samar-Leyte Islands.  In order to 

determine and appreciate the value and importance of MIS unit’s services, the unit requires a 

review of its profile and ICT resources.  The theory of Information System success model of 

DeLone and McLean was then used for evaluation to measure the performance and effectiveness 

of IS in terms of system, information, service quality, use (intention to), user satisfaction and net 

benefits.  The profile of MIS units identified each its capacity and characterized the performance 

and quality of IS. 
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1. Introduction 

 

The Management Information System (MIS) describes the significant aspect which involves 

organizing, management and development of information system to support organizational 

activities and its future plans to improve administrative functions, decision-making, and functions 

in delivering Information Communication Technology (ICT) services. MIS provides several 

benefits to the business organization and educational institution and also provides a valuable time-

saving benefit to the workforce.  With faster access to needed information (Reddy, et. al., 2009).  

Information systems classifies transaction processing system that captures and processes data 

about business transactions and information systems for MIS that provides for management-

oriented reporting based on transaction processing and operations of the organizations (Whitten, 

et al., 2004).  Most organization especially educational institutions, information systems (IS) tend 

to manage data, provide useful information, and deliver specific functions that supports the 

organization and to valued stakeholders.  In this definition, information systems are typically 
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application programs or computer systems that serves to a specific function and present accurate 

and up-to-date information.  Computer-based information system greatly enhances the success of 

an organization.  In terms of organizational efficiency, information systems minimize the cost, 

time, and processing of information resources.  Likewise, they effectively support the 

organization’s structure and culture, and increase the business value of the enterprise in the highly 

competitive global economy (Canizares, 2005).  On the other hand, ICT resources and services 

may take place to an approach for the IT solutions to the organizations that needs supports in 

developments and expansion of information system and technology.      

 

1.1. ICT Resources and Services 

 

ICT resources may consist of several components:  computer equipment, application programs, 

system software, IT experts’ personnel and services.  In this study, the initiative of MIS units is to 

offer ICT services and resources to facilitate the operational condition and situation of an 

organization.  The issue had conceptually observed in ICT resources as a primary concern among 

the institutions and organizations which affects the operation and services of the unit.  This concern 

needs to work for hardware improvements, update in software, enhance skills of the personnel and 

better services.  These are the basis to describe enhancements of the office operation in terms of 

the IT facilities and technology acquisition.  On the other hand, ICT services may take place to an 

approach for the IT solutions to the organizations that needs supports in developments and 

expansion of information system and technology.      

 

In order for the organization to come up with an effective information system and MIS unit, there 

should be a concrete policy that binds other departments to work together.  To implement the 

organizations’, work plan, organized set of activities, established appropriate project assignment, 

trained personnel and designated right positions to qualified individuals that can initially handle 

and manage situations.  This could be a good strategy in providing a better performance and 

achieving organizational goals.  An effective and efficient system of management in information 

technology in the different SUCs, needs a periodic consultation with prospective IT personnel, 

monitoring of supplies and continuous updating of IT policies and regulations in the institutions.  

There should be a continuous, comprehensive, and realistic evaluation of the IT unit in order to 

find out the viability and suitability of its programs to the present needs of the community and 

service areas.  Somoray (2009), a continuous monitoring and evaluation is needed because of the 

fast growing IT development.  The existence of the MIS units is identified among the SUCs in 

Samar-Leyte Islands which describes the number of years they have been given services and 

delivery of ICT operations to its stakeholders and to the institution/organization.   

 

 

 

 

 

 

 

 

 

Figure 1:  Number of Years of Existence of the MIS Units in the Samar-Leyte SUCs 
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As to the number of years of existence of the MIS unit in the eight state universities in the Samar-

Leyte Islands, Figure 1 shows that the SLSU was the oldest, with 10 years of operation.  The 

NwSSU and the SSU had the least number of years of MIS operation.  That the existence of the 

MIS units in the SUCs in the Samar-Leyte Islands varies in number of years is an indication of the 

continuous development of the information systems and their operations.   

 

This paper aims to determine the profile and operational status of the MIS unit of SUCs in Samar-

Leyte Islands and measures the stability, effectivity, user satisfaction, quality of operation, and 

impact of information systems management and services. 

 

1.2. DeLone & McLean IS Success Model  

 

The D&M model has also been found to be a useful framework for organizing IS success 

measurements.  The model has been widely used by IS researchers for understanding and 

measuring the dimensions of IS success (Peter, Delone, & McLean, 2008).  According to Keen as 

cited by DeLone and McLean, Keen’s view of information systems, the evaluation of the 

effectiveness or success of information systems is an important aspect of information systems field 

in both research and practice.  However, the manner in which they evaluate the success of an 

information system has changed over time as the context, purpose, and impact of IT has evolved.  

It is therefore, essential to understand the foundations and trends in IS success measurement and 

what they mean for the future (DeLone & McLean, 2016). 

 

The six dimension of IS success were identified as system quality, information quality, service 

quality, use (intention to), user satisfaction and net benefits.  The IS model has been adapted to 

manage the information systems and measure the stability and quality of the IT operation.  The 

performance and status of the SUCs MIS unit operation in the Samar-Leyte Islands categorize and 

describes the classification of the information systems conditions, and measured through the IS 

success model of DeLone and McLean.   

 
1.3. System Quality 

 

The increase of organizational dependence on management information systems drives 

management attention towards improving systems’ quality.  As IT quality is a multidimensional 

measure, it is important to determine what aspects of IT quality are critical to organizations to help 

Chief Information Officers (CIOs) to devise effective IT quality improvement strategies (Gorla, 

Somers & Wong, 2010).   Considering the quality of ICT services, the quality of the system 

effectively operates a productive results and performance.  
 

1.4. Information Quality 

 

The empirical findings of Zaied (2012), reached several conclusions. First, the empirical analysis 

indicated that information quality has a strong significant influence on the IS success.  Thus, 

system designers should make full use of the completeness; understandability; security; 

availability; and accuracy of information to increase behavioral intention and user satisfaction.  

Second, system designers should actively seek methods of improving system security; system 

availability; system compatibility; system privacy; and system maintainability since these 
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elements significantly affect the IS success.  Third, the improvement of information system 

through enhancing information quality, perceived usefulness, service quality, and perceived ease 

of use will foster user involvement, behavioral intention, and user satisfaction.  Finally, the 

proposed model and its elements proved that it can be used as a beneficial tool for decision makers 

in organizations on evaluating the implementation of information systems. 

 

1.5. Service Quality 

 

The success dimension service quality represents the quality of the support that the users receive 

from the IS department and IT support personnel, such as, for example, training, hotline, or 

helpdesk (Sharda and VoB, 2012).   A field study examined the expectations of users as they 

related to the quality of service offered by the Information Systems (IS) function within 

organizations. The users have consistently high expectations both within and across organizations.  

The SERVQUAL or service quality dimensions, tangibles (physical facilities, equipment & 

appearance of personnel), reliability, responsiveness, assurance and empathy as possible causes 

for this consistency along with ways that management can intervene in order to influence user 

expectations (Miller, Jones, & Winick, 2007). 

 

1.6. Intention to (Use) 

 

The success dimension (intention to) use represents the degree and manner in which an IS is 

utilized by its users. Measuring the usage of an IS is a broad concept that can be considered from 

several perspectives. In case of voluntary use, the actual use of an IS may be an appropriate success 

measure. Previous studies measured use objectively by capturing the connect time, the functions 

utilized, or the frequency of use. As the amount of time a system is used is apparently not a 

sufficient success measure, other studies applied subjective measures by questioning users about 

their perceived use of a system (DeLone, 1988). 
 

1.7. User Satisfaction 

 

One of the dimension to measure the success of an information system is user satisfaction. IS 

researchers have long measured the success of an IS system by the measurement of user 

satisfaction (Frejik & Powell, 2015).  The users of information system are literally those who 

interact with the applications. Users determine the level of satisfaction based on the IS 

functionality.   The user’s satisfaction does not imply user’s knowledge and literacy in using the 

computer; rather this indicates the appropriate delivery of the system and responses. 

 

1.8. Net Benefits 

 

Benefits management identifies goals and benefits by combining organizational changes and 

investments in IS/IT, and also by showing the way to achieve them (Gomes, & Romão, 2013).  

"To guide the actual realization of benefits, Ward and Daniel (2006) state that organizations should 

embrace and recognize with benefits management.  They define this activity as “the process of 

organizing and managing such that the potential benefits arising from the use of information 

systems are actually realized”.   
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2. Methodology 

 

The study, a descriptive-correlational research, involves collecting information through data 

review, surveys, interviews or observation. Correlational research determines the relationships that 

exist between two or more variables.  Theoretically, any two variables can be correlated (Gan, 

2012).   

 

The evaluation of the MIS units of state universities in Samar-Leyte Islands uses a constructive 

survey questionnaire for obtaining data and information to the study.  The sets of questionnaires 

are constructed to identify the availability of ICT resources and associated with the six dimensions 

of IS success model to measure the performance MIS operation and IS quality.  The methods were 

justified by the perception of the school administrators, IT personnel, and senior year students. 

 

In 1992, DeLone & McLean suggested that researchers should “systematically combine individual 

measures from the IS success categories to create comprehensive measurement instrument”. The 

six dimensions in their model share a dependent relationship as well as temporal and causal 

relationships.  The authors contend that “system quality‟ and “information quality‟ singularly and 

jointly affect both “use‟ and “user satisfaction”.  Also both are direct antecedents of “individual 

impact‟ which ultimately have some “organizational impact‟ (DeLone & McLean, cited by 

Kandari, 2010). 

 

2.1. Respondents and Procedure 

 

Identified as respondents were school administrators, MIS personnel, and the senior students of 

the eight (8) state universities in the Samar-Leyte Islands.  Twenty-five percent of the population 

was used to determine the sample size for each classification in each state university.  The 

respondents were given questionnaires to elicit the necessary data and information.  They are 

classified as system users who handle and manage the ICT operations and performs day-to-day 

interactions with the information system. 

 

Table 1:  Frequency and Percentage Distribution on the Respondents of the Study 
 

State Universities and Colleges Administrators IT Staff Senior Students Total 

f % f % F % f % 

1. Leyte Normal University 10 10.20 6 14.63 164 11.63 180 11.62 

2. Northwest Samar State University 14 14.29 5 12.20 182 12.91 201 12.98 

3. University of Eastern Philippines 15 15.31 8 19.51 290 20.57 313 20.21 

4. Palompon Institute of Technology 14 14.29 4 9.76 92 6.52 110 7.10 

5. Eastern Visayas State University 16 16.33 4 9.76 201 14.26 221 14.27 

6. Samar State University 9 9.18 2 4.88 107 7.59 118 7.62 

7. Eastern Samar State University 12 12.24 7 17.07 241 17.09 260 16.79 

8. Southern Leyte State University 8 8.16 5 12.20 133 9.43 146 9.43 

TOTAL 98 100.00 41 100.00 1410 100.00 1549 100.00 

 

System users’ satisfaction is often used for the assessment of information system functionality 

performance.  The relation between the Information System user and Information System 

functionality is very complex, since the Information System user’s satisfaction depends on the 
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interaction between a user and the Information System, which determines the user’s subjective 

rating on increased quality of his/her work. Nowadays, experts use a number of different 

instruments for measuring user’s satisfaction with the Information System, among which several 

are particularly emphasized: (a) the relation between user and Information, Technology 

professionals, (b) definition of demands for change in Information System, (c) current and prompt 

information, (d) user’s level of training for work with Information System, (e) quality of output 

information, (f)  quality of available documentation and (g) user’s level of dependence on the 

Information System, (Platiša & Balaban 2009). 

 

2.2. Instrumentation and Validation 

 

The research questionnaire was prepared to measure different conceptual and technical issues in 

information technology.  A set of questions was also formulated to identify and describe the MIS 

unit profile, the ICT budget, the ICT resources in operation, and the six dimensions for IS success 

model.   

 

MIS profile.  This described the management information system department’s profile into three: 

years of existence as MIS department, the number of MIS personnel/employee, and the ICT 

Budget. 

 

ICT Resources (MIS Operation).  This contains the ICT resources for operations namely:  

hardware (the equipment, networking and other components), software (application programs and 

system software) and peopleware (identified through the IT personnel skills and 

system/application users). 

 

The six major dimensions of D&M IS Success model namely system quality, information quality, 

service quality, intention to use, user satisfaction, and net benefits were used in the survey with 

five numerical options to determine the rating for each answered items.  This part of the 

questionnaire utilized a rating scale of 1 to 5 where 5 means “Excellent”; 4, “Very Satisfactory”; 

3, “Satisfactory”; 2, “Unsatisfactory” and 1 “Poor”. 

 

The validation of the instrument was conducted in the Naval State University a state university in 

Biliran Island.  The MIS unit in Naval State University operationally has quality and good 

performance in providing ICT services in the institution.  The instrument was presented and 

discussed to the identified respondents.  The dry run was done to test the reliability of the 

instruments for the profile and MIS operation of management information systems in SUCs.  The 

data gathered during the dry run was analyzed by a statistician to determine the instrument’s 

reliability.   

 

The guidelines and procedure in administering the questionnaire for the data collection was also 

prepared and followed to sustain the validity of the instrument.  Table 2 shows the result of the 

reliability test for the status of the MIS operation in the Samar-Leyte SUCs during the dry run.  

The table shows the number of items of the category and the results of the reliability coefficient.  

The interpretation showed excellent results for the six categories or dimensions of the IS success 

model. 
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Table 2:  Status of the Management Information System Operations in the Samar-Leyte SUCs 
 

Category Number of Items Reliability Coefficient Interpretation 

System Quality 8 0.93 Excellent 

Information Quality 8 0.94 Excellent 

Service Quality 8 0.96 Excellent 

Intention to Use 8 0.92 Excellent 

User Satisfaction 8 0.96 Excellent 

Net Benefits 8 0,96 Excellent 

Overall Result 48 0.99 Excellent 

        Legend: (De Guzman-Santos, 2007)  0.90 and above  - Excellent Reliability 

       0.80 - 0.89 - Very Good Reliability 

       0.70 - 0.79 - Good Reliability 

       0.60 - 0.69 - Somewhat Low Reliability 

       0.50 - 0.59 - Needs Revision 

       

The six categories of the D&M IS success model tested were found to be excellent; therefore, the 

data gathering instrument was found reliable.  

 
3. Results and Discussion 

 

In this research, the MIS unit’s operations were placed to determine the availability of its ICT 

resources and quality of services as well as the six dimension of information system success model 

which evaluates the performance and quality of information systems. 

 

Among the eight SUCs studied, the MIS unit exists and operationally serve the school in several 

years from its implementation to present and provide the IT services.  The ICT resources describe 

common and advance component of hardware equipment, software applications, and program, 

personnel involved in IT, and the services.  The ICT resources of each SUCs have distinct positions 

in utilizing technology, the availability of its components and the method how they serve full 

responsibilities to the operation.  The initiative of the administrator is a factor that sustains the 

needs of the unit in terms of ICT infrastructure.  The adequacy of financial support for ICT has 

equipped the unit/organization to improve the ICT facilities and equipment.   This variation is an 

indication that shows enhancement and continuous development of information systems and 

improvement of the information system’s quality of service and operations.  Moreover, the aide of 

IT personnel has provided the factor to overcome situations and technical problems in terms of 

computer facilities, networking, internet access, programs and software issues.  However, the 

identified applications and information systems used were cashiering, enrolment, grades inquiry 

and payroll system which have also acquired by the SUCs through an outsourcing initiative and 

in-house development. 

 
The performance level of the operational status of the MIS unit proved its effectiveness.  The 

respondents identified the characteristics of information systems and understood the information 

systems dimensions in the evaluation of the operations of the MIS unit.  The results justify the 

importance and value of the six IS dimensions, especially when dealing with the information 

systems’ functions and processes.   
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Table 3:  Respondents’ Perceptions of the Status of MIS Operations in the Samar-Leyte SUCs 

 

The result shows that the administrators, IT staff, and students are very satisfied with the MIS 

operations in terms of system quality, information quality, service quality, intention to use, user 

satisfaction and net benefits. This means also that the respondents understood procedure and 

gained knowledge of the processes involved in the operation of the MIS unit.  Thus, improvements 

and development must be advised, since the ICT needs always to be up-to-date and assessed.    

 

4. Conclusions and Recommendations 

 

The ICT resources and information systems six dimensions of DeLone and McLean IS success 

model were effective, appropriate, useful and easy to understand. The results and analysis of the 

study show that the IS success model can measure the performance of MIS units, as well as the 

operation which supports the services provided by the MIS units.   

 

The existence of the MIS unit had leveled-up and upgraded their ICT facilities and equipment.  

Furthermore, the number of years that the MIS units existed had also improved the quality of 

services to their clients and strengthen the ICT performance. The experts’ IT personnel had 

justified their performance to their tasks.  This is a manifestation that the MIS employees, whether 

regular or on job order can do the duties and take on responsibilities to prepare, manage, and serve 

the SUCs. 

 
On the financial side, the ICT budget allocation is adequate for the ICT infrastructure particularly 

in preparing for the facilities needed for the MIS operations. The ICT budget provides for 

improvements and enhancement of the information technology, whatever approach for the 

development of IS (in-house or outsourced) wherein the support to the operations and other 

technical issues could bring a solution to the SUC MIS unit performance and services.        

    

The association of the six dimensions of the information systems model proved that the importance 

of the information system process made the MIS units’ operation effective. The approach was 

initially the factor to determine the reliability, accuracy, convenient, efficient, flexible and the 

functionality of the IS which the consolidation of the operation is effective. 

 

The operational status of the MIS units’ system quality, information quality, service quality, 

intention to use, user satisfaction, and net benefits, were perceived by the administrators, IT staff, 

and students as very satisfactory, which implied that evaluation is a primary concern to sustain the 

MIS efficiency of operation.  

 

MIS Operations 

Perceptions of the Respondents 

Administrators IT Staff Students Overall Mean 

 Int. SD  Int. SD  Int. SD  Int. SD 

1.  System Quality  3.83 VS 0.59 4.33 VS 0.52 3.76 VS 0.63 3.97 VS 0.58 

2.  Information Quality 3.65 VS 0.69 4.41 VS 0.55 3.78 VS 0.69 3.95 VS 0.64 

3.  Service Quality 3.66 VS 0.74 4.32 VS 0.65 3.66 VS 0.71 3.88 VS 0.70 

4.  Intention to Use 3.69 VS 0.71 4.35 VS 0.65 3.77 VS 0.69 3.94 VS 0.68 

5.  User Satisfaction 3.58 VS 0.68 4.23 VS 0.69 3.73 VS 0.70 3.85 VS 0.69 

6.  Net Benefits 3.76 VS 0.65 4.38 VS 0.65 3.85 VS 0.71 4.00 VS 0.67 

Overall Mean 3.70 VS 0.68 4.34 VS 0.62 3.76 VS 0.69 3.93 VS 0.66 

x x x x
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The state universities should consider the program plan for the process of recognizing some issues 

particularly in information technology.  An assessment and continuous monitoring of the MIS 

units to seek updates and providing visibility to the components of ICT. School administrators 

should also consider allocation of ICT budget especially on hardware components, facilities, 

equipment and software to increase performance of the operation.  

 

There should also be a thorough assessment from the users through the information systems; 

system quality, information quality, service quality, intention to use, user satisfaction and the net 

benefits to check the stability of the operation. The MIS unit should recommend to the 

administration to simplify and clarify policies and procedures which could help concerned officials 

perform their functions effectively and come up with rational decisions.  This strategy will justify 

administrative functions that determine the quality assurance of the unit and improve adequacy of 

information, services of management and other areas that need attention and improvement for the 

operation of the MIS unit, users, and the organization. 
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