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Abstract— Information is an important asset that can determine the success or failure of an organization. Hence, the quality of
information should not be compromised, instead, it should be an organization's priority. Information should be managed efficiently
and effectively to ensure its availability whenever needed, especially for making decisions. Without information quality management,
an organization may be seemed unaccountable, holds no integrity, not transparent and competent, thus affecting performance. Most
organizations do not implement information quality management because the factors that affect the quality of information are not
identified. This study aims to identify the relationship between selected factors and the quality of information. The quantitative data
were collected through questionnaire surveys distributed to public organizations (federal public services, state public services, federal
statutory bodies, state statutory bodies, and local authorities) throughout Malaysia as the unit of analysis. Questionnaires were
distributed from May to September 2017 and involved 273 respondents. Pearson’s product—-moment correlation coefficient was
utilized to analyze the relationship between the factors and information quality. The findings reveal that most of the factors have a
high level of correlation. The analysis shows that public organizations need to prioritize the factors focused in this study, especially
those identified with a high level of correlation, to optimize information quality. The findings can be a guide for developing policies,
strategies, or programmes related to information quality management in organizational decision-making and performance
enhancement, thus highlighting and empowering information quality management in public organizations.
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construction or other aspects of information quality [2]. As a
I. INTRODUCTION result, the relationship between these factors and information
quality has not been identified and remains a question mark.
dAIso, this hinders the development of an information quality
management model based on factors that affect information
quality. A new model should be developed to guide
organizations to implement effective information quality
management because the majority of the organizations do
t implement such management initiatives [3].

Information quality refers to information that meets the
needs of users that aim to take a specified action while als
meeting and fulfiling the user requirements. Without
information quality, it is impossible for individuals and
organizations to make accurate and timely well-informed
decisions. This could affect them, cause them to miss
opportunities, as well as expose them to risks. Organisationé10 L . ; .
that do not implement information quality management are . Based_ on _the I|m|tat|o_ns Of. previous studies, this study
seen as not practicing a degree of transparency and integritﬁ'ms_ 1o |dent|fy_ the relz_;\tlonshlp _between factors fro!“ past
and this could jeopardize their competitiveness and survival,5tudies and _information quality management in an
Since information is deemed paramount to organizations, jtorganization. Th!rteen factors have been |d_ent|f|ed to affect
should be managed efficiently and effectively, so that it is information quality and are the focus. of this S“.de: (1).top
ever available and promptly accessible whenever neededManagement commitment; (2) policy; (3) information

Hence, information quality management should be given the.SlJppIIer management; (4) continuous improvement; (5)

topmost priority so that information is always up to date and innovation; (6). benchmarking; (7) employee empowerment;
reliable. (8)_ e_mployee involvement; (9) teamwork; (10) reward; (11)
Although information quality is crucial to an organization, training; (12)_custom¢r focus; and (13) process management
studies that identify factors determining the quality of (record and information management). The f|nd|_ngs of .th.'s
information or its management are still not sufficiently researgh can be used as a guide for _develop!ng poI|c_|es,
focused on [1], [2]. The identified factors have not been strategies, or programmes related to information quality

empirically tested, as the focus has been on theoreticaf@nagement for organizational decision-making and
performance enhancement. They also highlight and
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empower information quality management in public supplier management [19], [21], [24], [25], continuous

organizations, particularly in Malaysia. improvement [21], [24], innovation [24], benchmarking [19],
[24], [26], [27], employee empowerment [20], [26],
[I. MATERIAL AND METHOD employee involvement [20], [21], [24], [26], teamwork [27],

Whichreward [24], [25], training [21], [24], [25], [27], customer
focus [17]-[21], and process management [17], [18].

information quality, the hypotheses for the study, and the Supplier management, in this study, refers to information

conceptual research framework. The methods are the samplﬁu_ppller management [2]. Process management is more
and measurement. suitably referred to as record and information management

(RIM) because information needs to be managed according
A. Information Quality to the RIM principle to ensure its quality [28]. RIM is one of
From an organizational perspective, information is an the foundational elements that support good governance
important asset that can direct an organization to the right[29]- All of these factors were found suitable within the
path towards success [4]-[6]. Information is a collection of framework of public organizations in Malaysia, as set out by
data that is processed to give meaning to the user [7]_three experts in the public service, at the time of conducting
Information is not merely a product or documentation but is the preliminary study in November 2015.

also a direct product of the process of obtaining knowledge !N order to achieve continuous quality improvement, the
in executing business affairs [8]. top management should be directly involved in organizing

Information is valuable if it can contribute to the @and implementing quality improvement activities [23]. The
effectiveness of decision-making [9]. Hence, the value of Successful implementation of overall quality management
information should be measured to determine whether theWithin an organization depends on the top management's
information benefits the organization or otherwise [10], [11]. commitment [30]. Organisations need to develop policies
Only valuable and quality information can increase the that can promote the |mplen_1entat|on of |nf0rm§\tlon quality
decision-making, efficiency, and competitiveness of an Mmanagement [2]. Organisations should_ also implement a
organization. On the other hand, information that has zero orfofm of management to verify the quality of data or raw
low quality but is available in a variety of sources poses Information received from the information supplier [19].
problems to information users [12] and is burdensome to theAdditionally,  continuous improvements need to be
organization. Although some scholars list a few implemented systematically to enhance performance as well
characteristics of information quality, Ge [13] found that &S to ensure the production of high-quality products [31].
only two features of information quality are useful for Innovation should also be implemented to improve product
producing quality results: accuracy and completeness quuahty [24_]. Th|s_study rgfers to innovation as an extension
information. Hence, information quality in this study is of innovation of information products and their production

based on the accurate and complete information. AccuracyPfOC€sSses. _
refers to accurate, reliable, and error-free information, while ~ Organisations should conduct comparisons of products
completeness of information refers to the details and scope?Nd practices to improve overall quality, i.e. through

of information sufficient to be used for a particular task [14]. Penchmarking for improved quality [24]. Top management
also has to empower employees to make decisions and solve

B. Factors Affecting Information Quality work-related problems because empowerment of employees

The philosophy and principles of Total Quality has proven to be an effective strategy in .produ_cing high-
Management (TQM) are used as the basis for identifying thequality products [26]. Worker commitment is an important
factors that determine the quality of information in public €lement in the success of TQM, as it can prevent product
organizations in Malaysia. Besides that, past analysis ofdefects, especially in the early stages of the production
information quality management is also used. TQM can bepProcess [21]. Therefore, employee involvement is seen as an
appropriately applied for quality management, which important aspect of quality management and cannot be
includes information quality. English [8] urges that underestimated. Every worker needs to optimally use their
information should be treated as equal to tangible or non-Skills and abilities in carrying out their duties in addition to
tangible products such as services, which, in turn, helpsworking with high moral and ethics.
enhance business competitiveness [15], [16]. Every. |.nd|V|dua_I in the organization must also ha\(e t_he

Similarly, other researchers have also suggested the TQMeam spirit to achieve the goals of the team or organization.
approach to identify the factors determining the quality of Teéamwork has proven to improve the quality of an
information and its management [1], [2]. This approach has Organization’s product_[27]. A team consists of |nd|v[duals
also been used to identify factors affecting the quality of Who have competencies that are interdependent with one
organizational products in various areas such asanother from various aspects such as capabilities, expertise,
manufacturing, milling, services, system development, andskills, knowledge, and commitment to team performance.
food management. Therefore, this study will adopt a similar Organisations also need to have a good reward system, as
approach to identify the factors that affect the quality of this has been proven to enhance the final product [24],
information. including information products [2]. A reward system can

Thirteen factors have been identified to affect the quality impact — employee  commitment,  satisfaction, — and
of the product and thus the quality of information products. Productivity. Organisations also need to provide training for
The factors that are the focus of this study are tope&mployees, so that they can enhance their skills to achieve
management commitment [17]-[21], policy [22], [23], ©Organizational goals [21].

This section discusses the materials of this study,
are information quality, the factors that determine
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There is a positive relationship between innovation
and information quality.

There is a positive relationship between
benchmarking and information quality.

There is a positive relationship between employee
empowerment and information quality.

There is a positive relationship between employee
involvement and information quality.

There is a positive relationship between teamwork
and information quality.

There is a positive relationship between reward and
information quality.

There is a positive relationship between training and
information quality.

There is a positive relationship between customer
focus and information quality.

There is a positive relationship between record and
information management and information quality.

Information Quality

senior officer in the human resources/

Products are considered to be of quality if they meet H5:
customer needs and wants. Therefore, employees need to
prioritize customers to ensure information products have H6:
quality [2]. Process management has also been proven to
affect the quality of an organization's product [17], [18]. H7:
Process management in information quality studies refers to
management throughout the information life cycle [1]. H8:
C. Hypothesis and Conceptual Framework Ho:

Based on the literature review, the conceptual framework
(Fig. 1) and the hypothesis for this study are as follows: H10:

H1: There is a positive relationship between top

management commitment and information quality. H11:

H2: There is a positive relationship between policy and

information quality. H12:

H3: There is a positive relationship between information

supplier management and information quality. H13:

H4: There is a positive relationship between continuous

improvement and information quality.
Top management
commitmen
Policy
Information supplier
management
Continuous improvemen
Innovation
Benchmarking
Employee empowermen
Employee involvement
Teamwork
Reward
Training
Customer focus
Record and information
manageme!
Fig. 1 Conceptual framework
manager, or
D. Sample

management service within the respective organizations. A

The population for this study includes all public total of 430 sets of questionnaires were distributed, and of
organizations in Malaysia, which comprise five types of that, 279 or 64.9% were returned. However, six of the
services, namely Federal Public Services, State Publicreturned questionnaires could not be processed due to
Services, Federal Statutory Bodies, State Statutory Bodiesstraightlining, and they are missing more than 10% data
and Local Authorities. Each organization is represented by a[32]. Therefore, only 273 (63.5%) questionnaires were
respondent, either a director/manager, deputy director/analyzed in this study. This study used a proportionate
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technique consisting of stratified random sampling to get thethe respondents. The pilot test was carried out to ensure the
best sample and to ensure proper representation of theight instrument would be used in the actual study as well as
population. to ensure its smooth implementation. The pilot test is
important, as it can identify problems that may arise in the
E. Measurement design of questionnaire instruments and ensure the
The questionnaire technique for collecting quantitative measurement of variables are valid and reliable. The
data has been implemented in many studies focusing orfindings of the pilot test data show that two items need to be
identifying factors affecting quality management and eliminated. The elimination of these items allowed the
information quality management [2], [17]-[22], [24]-[27], Cronbach's alpha value for all the remaining variables to
[33], indicating that this survey method is appropriate and exceed 7.0, thus proving that the measurement is reliable
acceptable. Hence, this study used the same method to te§82]. The Cronbach's alpha value for each variable was
the hypothesis in the study regarding the factors affectingwithin the range of 0.772 to 0.948.
information quality in the context of public organizations in

Malaysia. I1l. RESULTSAND DISCUSSION

ulgteizonn%\lijreesstlc:‘:]c?r?]weastvvgij di:se\gerioplejglit b?/nanzdaerr)‘::gr?t The analysis of the quantitative data for this study was
q P q y 9 carried out wusing statistical methods covering: (1)

information management, and information quality . e _r A _
o : ._demographic profile; (2) descriptive statistics; (3) normality
ngagirne\?;'rig&v:; :)r;ephgml(gﬁ?;c:géugntgetﬁgnteu);i?f t(r;]'csof distribution; (4) reliability; and (5) hypothesis testing.
Y. q y Demographic profile and descriptive statistics were analyzed

|n_format|0n were measured using tems on a seven-pomtusing descriptive analysis to illustrate categorical variables
Likert scale ranging from 1 (strongly disagree) to 7 (strongly (tdemography of organizations and respondents) and
h

agree). Each construct was measured using three to eig continuous variables (factors and information quality),

items. respectively. Normality tests were also performed to

th;h'je?[lifgsC?/r;?iléﬁteinasSrr::?;;tt?h:njg\rlzléhia/?tlgdlgycgfiIIustrate data distribution using the value of skewness and
q : y P urtosis. Furthermore, reliability testing was performed

measure the construct correctly [32]. The pre-test involved

two phases. Phase 1 involved ten respondents consisting o sing Cronbach's alpha value. Hypothesis testing was
Vo p ’ . PC nsisting Eerformed to identify the relationship between two variables
civil servants in charge of managing organizational

information. Meanwhile, Phase 2 involved 13 experts tested using Pearson's product—-moment correlation analysis.

comprising Malay language specialists, and experts inA. Demographic Profile
statistics, model development, quality management,
information management, knowledge management, and
information systems that included theorists (academics) an
practitioners (information managers) in public organizations.
A pilot test for the study was subsequently conducted, and
a total of 32 completed questionnaires were obtained from

The demographic profile for the subject in the study, i.e.,
he organizations and the selected personnel representing the
rganizations, is depicted in Table 1. The data for the

demographic profile was analyzed using descriptive
analysis.

TABLE |
DEMOGRAPHICPROFILE
Demographic Frequency Percentage
Federal Public Service 61 22.3
State Public Service 89 32.6
Organisation Federal Statutory Body 32 11.7
Service Type State Statutory Body 38 13.9
Local Authority 53 194
Total 273 100
Male 166 60.8
Gender Female 107 39.2
Total 273 100
31— 40 years old 9 3.3
Age 41 — 50 years old 77 28.2
51 years and above 187 64.5
Total 273 100
Director or equivalent 189 69.2
Position Deputy Director or equivalent 61 22.3
Senior officer 23 8.4
Total 273 100
Ten years and below 4 1.5
Length of 11 — 20 years 67 24.5
Service in 21 — 30 years 125 45.8
Public Service 31 years and above 77 28.2
Total 273 100
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Table 1 shows that 166 (60.8%) of the respondents are Variable Skewness Kurtosis
male while 107 (39.2%) are female. The majority of these Twk 0.303 0.518
respondents have served between 21 and 30 years, and they Rwd -0.337 0.959
are more than 50 years old (64.5%). A total of 89 Tm -0.440 -1.126
respondents (69.2%) hold the post of Director in their CF 0.358 -0.864
respective division. RIM -0.156 0.238

IQ -0.832 0.757

B. Descriptive Satistics

The descriptive statistics for each continuous variable,
which are top management commitment (TMC), policy

Note: Standard error in skewness is 0.147; standard error in kurtosis
is 0.294

Based on the 273 sets of data, the skewness values for

(Pol), information supplier management (ISM), continuous gach variable range between -1.141 and 0.767 while all
improvement (Cl), innovation (Ino), benchmarking (BnC), yyrtosis values range between -1.126 and 2.215. Hence, it

employee empowerment (EE), employee involvement (El), can pe concluded that the data in this study is normally
teamwork (Twk), reward (Rwd), training (Trn), customer istributed for each variable.

focus (CF), record and information management (RIM), and
information quality (IQ), are shown in Table 2.

TABLE Il
DESCRIPTIVESTATISTICS

D. Reliability
Reliability refers to the stability and the internal
consistency of each variable. Cronbach's alpha value is often

referred to as a measurement of variable reliability index. An

Variable Mean Standard deviatio .
T™C 503 058 acceptable Cronbach's alpha value is 0.70 and above [36],
Pol 582 0.66 but values greater than 0.6 are still acceptable [32], [34].
ISM 5.44 0.67 Table 4 shows the reliability values for each variable
Cl 5.85 0.79 involved in this study. The findings show that all variables
Ino 5.55 0.79 are internally consistent and reliable because their
Bnc 5.50 0.73 Cronbach's alpha values range from 0.752 to 0.910.
EE 5.98 0.71 Continuous improvement has the highest Cronbach's alpha
El 5.94 0.52 value while Reward has the lowest value.
Twk 5.37 0.66
Rwd 5.59 0.60 RELI,;II-B)?LBITLYE\I/\,/ALUES
Trn 5.80 0.89
CF 5.17 0.95 Variable | Number of itemg  Cronbach’s Alpha
RIM 5.80 0.56 T™C 4 0.830
1Q 5.71 0.69 Pol 4 0.870
ISM 4 0.895
The findings show that the mean value of each variable is Cl 4 0.910
between 5.17 and 5.98. Top management commitment and Ino 4 0.880
Employee empowerment have the highest mean value while Bne 3 0.776
Customer focus variable has the lowest value. For standard EE 4 0.892
deviation, Customer focus has the highest value of 0.95 TI\E/\/Ik j 8'223
while Employee involvement has the lowest value of 0.52. Rwd 7 0752
C. Normality of Data Distribution Tm 4 0.890
The collected quantitative data need to be identified to Fgl'\:/l g 8:222
determine its distribution (normal or otherwise) in order to 10 2 0.856

obtain a real picture of the data used for analysis [32], [34].

The statistical method with both skewness and kurtosis valueE. Hypotheses Testing

can test the normality of data distribution. The data has a Hypothesis testing was carried out to detect the

the range of -3 to 3 [35]. Table 3 shows the result of the qyality. The strength and linear direction of the relationship
normality testing using skewness and kurtosis value. between two variables can be explained by implementing a

TABLE Il

NORMALITY OF DATA DISTRIBUTION

correlation analysis when testing the hypothesis [36]. An
acceptable correlation value ranges between -0.9 and 0.9,
and should not exceed this range because it will otherwise

Variable Skewness Kurtosis L ) L L .
T™MC 0.192 20.961 cause multicollinearity statistical problems. Multicollinearity
Pol 20.400 0.749 occurs when an independent variable is highly correlated
ISM 0.767 0.641 with another independent variable (s). A high
Cl -0.731 0.071 multicollinearity value will cause an increase in standard
Ino -0.202 -0.203 error, which renders the significant relationship between
Bnc 0.337 -0.067 variables insignificant. This study used Pearson's product—
EE -1.141 1.772 moment correlation coefficient to measure the strength of the
El -0.299 2.215 relationship between two variables, as all the variables are



continuous. The correlation matrix obtained is shown in are TMC-IQ (r=0.67,p<0.01), Pob1Q (r=0.72,p<0.01),
Table 5. The results show that all correlations betweenISM—IQ (r=0.48, p<0.01), CkHIQ (r=0.70, p<0.01),
variables have no multicollinearity problems because all Ino—IQ (r=0.55, p<0.01), Bne-»IQ (r=0.59, p<0.01),
correlation values are within a +0.9 range. El—-IQ (r=0.65, p<0.01), Twk-IQ (r=0.50, p<0.01),
The findings also show that all correlations between Rwd—IQ (r=0.55, p<0.01), Trr->IQ (r=0.44, p<0.01),
factors and information quality indicate significant positive CF—IQ (r=0.57,p<0.01), and RIM~IQ (r=0.61, p<0.01).
correlation, except for EBIQ. The significant correlations The EE-IQ correlation is positive but not significant.

TABLE V
CORRELATIONANALYSIS

Variable TMC | Pol | ISM Cl Ino | Bnc | EE El | Twk | Rwd | Trn | CF | RIM | 1Q
TMC 1

Pol .56* 1

ISM 21* | 38| 1

Cl .52* | .56* | .40* 1

Ino .30* | .41* | .35% | .50* 1

Bnc A8* | .64* | .48* | 50* | 46% | 1

EE 20*% | L10* | 27* | -.01* | 22* | 19* | 1

El 34% | A44% | 38* | A4T7* | 42% | 47| 22% | 1

Twk A19* | .39*% | .39% | .26* | .26* | .36* | .06* | .34* 1

Rwd 37* | .65* | .43* | .40* | .45* | .68* | .18* | .41* | .48* 1

Trn 29*% | 32% | 22% | 14" | 11 | 42* | 11 | .22* | .19* | .43* 1

CF 31* | 41* | 18* | .38* | .44* | .34* | .10 | .38* | .24* | 39* | .19* | 1

RIM .36* | .41* | .35% | .36% | .34* | .47* | .30* | .45* | .20* | .42* | .31* | .24* 1

1Q .67* | .72* | 48* | .70* | .55* | .59* | .11 | .65* | .49* | B5* | .44* | 57* | 61* | 1

*. Correlation is significant at the 0.01 level (1-tailed).
". Correlation is significant at the 0.05 level (1-tailed).

Table VI shows the correlation analysis result for each information quality management especially in the era of the
hypothesis of this study. The level of strength of the linear fourth Industrial Revolution where information has become
relationship between two variables is also shown. The the lifeblood of all activities and actions.
strength of the relationship is based on low (0.10/-0.10 to The findings of the study indicate that all the proposed
0.29/-0.29), moderate (0.3/-0.3 to 0.49/-0.49), and high (0.5/-hypotheses are supported, except for Hypothesis 7 (H7),
0.5 to 1/-1) levels [37]. The findings show that all which measured the relationship between employee
hypotheses have a high and moderate correlation valueempowerment and information quality. Ten factors were

except for H7. found to have a strong correlation with information quality.
TABLE VI These factors, which are ranked according to the strength of
HYPOTHESESTESTING the relationship in hierarchical order, are: (1) policy; (2)

continuous improvement; (3) top management commitment;

Hypothesis| Relationship|  Pearson's | Correlation (4) employee involvement; (5) record and information
product—-moment| level . S )
correlation management; (6) benchmarking; (7) customer focus,. (8)
A1 TMCIO 0.67 High innovation; (9) reward; and (_1Q) teamwork. Information
H2 Pol>I10 0.72% High supplier management _and training factors were found to
H3 ISM-IQ 0.48* Moderate have moderate correlation while the employee empowerment
H4 CI—>IQ 0.70* High factor was found to have a low correlation with information
H5 Ino—1Q 0.55* High quality, and thus was regarded as insignificant.
H6 Bnc—1Q 0.59* High The top management of organizations can use the findings
H7 EE-IQ 0.11 Low of the study as a guide in improving the quality of
H8 El-IQ 0.65* High information management initiatives and as an effort to
H9 Twk—1Q 0.50% High prioritize information matters in organizations. Such an aim
H10 Rwd-1Q 0.55* High can only be achieved if the organization management gives
H11 Trm-1Q 0.44* Moderate priority to all the factors identified in this study, especially
H12 CR>1Q 0.57* High the factors that are found to have a strong and moderate
H13 RIM=IQ 0.61* High relationship to the quality of information. In doing so, the

*p<0.01 . . . .
P organization may conduct assessments of information

C quality management initiatives based on the findings
IV. CONCLUSION obtained from this study. A SWOT analysis (strengths,
From the analysis of the data gathered, it is evident andweaknesses, opportunities, and threats) can be performed on
acknowledged that information quality management should information quality management, thereby enhancing the
not be cast aside. Information matters should always be aeffectiveness of organizational decisions and performance
the core and continuously consulted to ensure well-informedapart from enhancing the competitiveness of the
and correct decision-making is made. It is timely to consider organization in a constantly changing and challenging
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business environment. However, this study was limited to [17]
guantitative approaches only. Future studies should also
incorporate qualitative approaches to yield more inclusive[ g
and comprehensive research findings. This study used
Pearson’s product—-moment correlation analysis, which
yielded the results presented in this paper. It is suggested
that future studies in this area employ the PLS-SEM [19]
approach to produce a new model.
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