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ABSTRACT 
The aim of the study was to determine the relationship between system customization and 
job performance of Business managers in Deposit Money Banks in Rivers State. To realize 
the purpose of the study, 2 hypotheses were formulated to guide the study. A cross-
sectional survey design was adopted for this study.  The instrument for data collection 
used in this study was the questionnaire. The target population of the study comprised of 
all deposit money banks licensed to operate in Rivers state which were the respondents 
for the study. Descriptive statistics (mean, standard deviation, and percentages) was used 
as statistical tools for analysing the data with the Statistical Package for Social Sciences 
(SPSS). The findings of the study revealed that there is significant and positive relationship 
between system customization job performance of deposit money banks in Rivers State. 
A number of recommendations were made among which is that deposit money banks 
should ensure their system automation are dynamically innovative, creative and 
accommodative; and continually contribute to societal strategic transformation in 
compliance with professional code of conduct, ethics and excellence as to foster a success-
oriented organization.  
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INTRODUCTION 
Strategic information management systems are typically customized to meet the unique 
needs of each individual company. Incoming and outgoing data can be sorted and cross-
referenced according to a wide range of individually specified controls and parameters, 
which include the company's business verticals and horizontals, individual clients, 
demographics, geographic location and business function. The “Information System (IS) 
Success Model” (DeLone & McLean, 2003) includes a wide range of IS success variables, 
covering both general IS aspects and performance impacts. Although the majority of the 
success variables focus on individual perspectives, it also covers some group and 
organizational perspectives. The IS success model is also used to measure IS system 
characteristics such as system quality and information quality, as well as other facets 
including system use, user satisfaction, and net benefits. Further, the net benefit 
dimension consists of both the individual impact and organizational impact, although “The 
choice of where the impacts should be measured will depend on the system or systems 
being evaluated and their purposes” (DeLone & McLean, 2003). 
Different companies are associated with different business dynamics, organizational 
structures, business processes, and standard operation procedures (Chang, et al., 2010). 
Multinational companies have highly complex operational environments due to the 
dynamics inherent in the nature of their operations. Christiannse and Damsgaard (2001) 
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show that in such complex operational environments, successful deployment of IT/IS is a 
significant challenge; potential reasons for this include international competition, 
international investment, currency volatility, multiplicity of different regional labor markets, 
and the unpredictable cost of supplies and value of sales. Compounding the pressing need 
to differentiate from others in order to maintain competitiveness is the potential 
emergence of some idiosyncratic processes that deviate from standard processes. In such 
cases, strategic information management packaged software customizations are usually 
inevitable. 
As mentioned above, ERP customization can enhance the fit between strategic information 
management packaged software and the requirements of a strategic information 
management client/organization. Through strategic information management system 
customization, the business processes of the strategic information management system 
are changed to meet the ERP client-organization business needs and organizational 
designs of a multinational company. Findings from Gattiker and Goodhue (2005) indicate 
that “ERP customization as a main effect can improve local [or business unit] efficiency.” 
Further, Chou and Chang (2008) note that strategic information management system 
customization results in improvements in both organizational  
 
Hypotheses 
The following null hypotheses were formulated to guide the study: 
Ho1: There is no significant relationship between system customization and decision-
making success of business managers in deposit money banks in Rivers State. 
Ho2: There is no significant relationship between system customization and effective 
service delivery of business managers in deposit money banks in Rivers State. 
 
System Customization and Job Performance 
Various information systems of traditional manufacturing enterprises are provided by 
different software suppliers. Therefore, the basic data format is not uniform, the data 
coding is inconsistent, the hardware system does not support it, each subsystem cannot 
be effectively connected, and the existing system cannot meet the actual business needs. 
In actual operation, paper file transmission, telephone or email communication often 
occur, and even manual work is used to reflect the situation with other departments, so 
the degree of informatization is low. The integration process of informationization and 
industrialization in most manufacturing enterprises in China is still in the initial stage, and 
there are not many digital factories, the intelligent manufacturing capability is still weak 
(Hu, & Gao, 2019; Hartman, 2016). Because of the low level of informatization, once there 
is a problem in any intermediate link, all departments will buck passing, and it is difficult 
to quickly and accurately find the nodes and main responsible persons with problems, and 
the communication and feedback with upstream and downstream are even less effective.  
Customization of information systems is a risky but inevitable task, it helps to keep 
consistency among information systems, organizational goals and business processes 
(Parthasarathy & Sharma, 2012). Information system customization is based on the 
analysis of organizational production process, business process, organizational structure, 
combined with organizational and upstream and downstream conditions, to customize a 
system that meets the actual needs. Contingency theory (CT) holds that in practice, 
managers should adapt to the changes of the environment and internal conditions of the 
organization, and there is no fixed and universally applicable management method. The 
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key to successful management lies in full understanding of the internal and external 
situation of the organization and effective contingency strategies. SMIS customization can 
effectively integrate the information systems within the organization with the relevant 
information systems of upstream and downstream enterprises outside the organization. 
All kinds of SOM enterprises can integrate information systems and industrial control 
systems on the cloud manufacturing platform, and efficiently access, manage and apply 
and develop intelligent manufacturing interconnection resources (Pallant, et al., 2020; Qi, 
et al., 2020; Baruffaldi, et al., 2019). 
Scholars have proved that customization, as a key success factor, has a wide impact on 
the implementation of information systems. The research results of Aversano, et al., 2012 
show that large-scale integration of information technology projects usually involves 
customization of software packages (Aversano, et al., 2012; Aversano & Tortorella, 2013; 
Aversano, 2019).  Considering the inefficient system interaction situation that production 
data and product model are usually separated in the product development process, (Peng 
& Yu 2011) put forward a visual manufacturing information system to integrate product 
model and production data. This product data management system can integrate product 
data in the product development process and quickly review and configure the 
manufacturing system according to the needs of individual customized products, which 
ensures the data job performance and process job performance of the manufacturing 
enterprise information system. Integrating personnel, finance, warehousing, master 
production planning, material requirement planning, limited capacity scheduling, workshop 
control, procurement, requirement planning, order management, etc. with enterprise 
resource planning, a set of information system conforming to stakeholders is customized, 
which inherently includes data consistency.  
Because customized information system software package is not only the macroscopic 
configuration of hardware, software and network, but the most important basic work is to 
plan and analyze data and unify data format, so that the data in different databases in the 
supply chain are consistent. Only in this way can we ensure the timely collection and 
sharing of data. For example, the data collected on programmable logic controller (PLC) 
must be displayed intact on the workshop control system; the order information and status 
stored in different databases of the whole supply chain are consistent, which can 
effectively ensure smooth communication between organizations, and make coordination 
and resource scheduling among departments be clear at a glance. 
The implementation process of a good customized information system will also bring 
changes to the business processes of enterprises (Parthasarathy & Sharma, 2016), which 
can effectively ensure the smooth flow of business processes (Hartman, 2016), smooth 
production process and efficient operation of warehousing and logistics, thereby reducing 
production costs and improving production efficiency (Min & Fei, 2008).  (Ilyin, et al., 
2017) think that in resource-intensive projects like information systems, agile project 
management allows us to change requirements at any stage of information technology 
projects, and helps users understand and coordinate planned changes. A good information 
system can realize personalized customized products and mass customized production, 
and the customized information system architecture realizes enterprise-wide integration, 
provides links between value chain partners, integrates business activities, simplifies 
business processes, and plays an important role in the delivery process of customized 
products (Zhang, 2015). (Parthasarathy & Sharma, 2016; Parthasarathy & Daneva, 2016), 
evaluated the efficiency of ERP system from the customization point of view, studied the 
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relationship between customization degree and efficiency of ERP package, and collected 
data from information technology suppliers of ERP packages deployed by 12 educational 
institutions. The empirical research results show that customization has a negative impact 
on the efficiency of ERP packages. Sinnandava et al., (2018) thinks that proper supply 
chain integration can reduce the waste of resources in the supply chain, reduce the 
information asymmetry between organizations, and alleviate the influence of external 
environment on the supply chain. On the one hand, SMIS customization helps enterprises 
to obtain relevant information in all aspects in time, including requirements, functions, 
technologies and strategies, so as to identify related activities and reduce waste of 
resources (Agerman, & Sohlenius 2013; Pallant et al., 2020). On the other hand, the 
customized information system is to make overall planning and design integration of the 
information system according to the actual operating conditions of the enterprise and the 
whole supply chain (Sudhaman & Thangavel, 2015) which means that the customized 
information system may affect its performance. 
 
Resource-Based View Theory postulated by Barney (1991). 
This theory combines concepts from organizational economics and strategic management 
Barney (1991). In this theory, the competitive advantage and superior performance of an 
organization is explained by the distinctiveness of its capabilities Johnson (2008). The 
Resource-Based View (RBV) as a basis for the competitive advantage of a firm lies primarily 
in the application of a bundle of valuable tangible or intangible resources at the firm's 
disposal, Penrose (1959). To transform a short-run competitive advantage into a sustained 
competitive advantage requires that these resources are heterogeneous in nature and not 
perfectly mobile. 
The resource-based theory which stems from the principle that the source of firm’s 
competitive advantage lies in their internal resources, as opposed to their positioning in 
the external environment. That is rather than simply evaluating environmental 
opportunities and threats in conducting business, competitive advantage depends on the 
unique resources and capabilities that a firm possesses (Barney, 1995). The resource-
based view of the firm predicts that certain types of resources owned and controlled by 
firms have the potential and promise to generate competitive advantage and eventually 
superior firm performance (Ainuddin et al., 2007).  
Resource Based View model was established by Barney (1991) and is one of the concepts 
applied by modern competitive firms in the dynamic business environment when 
formulating, implementing and monitoring strategies. As indicated by Pearce and Robinson 
(2013), Resource Based View is a strategy for evaluating and finding an organization's 
vital rewards on the premise of examining its key blends of benefits, abilities, capacities 
and intangibles as a firm. Maintainability of hierarchical aggressiveness depends on 
interesting assets of the association that range from representative abilities, innovation, 
client advancement and new item improvement 
The theory suggests that a firm has competitive advantage over another firm and when 
its rival can't copy its methodologies. While assets are the wellspring of a company's know-
hows, capabilities are the principle wellspring of its upper hand. An association has a 
focused edge over its opponents, when it has a relative favorable position over another 
firm and when this preferred standpoint is not being executed by any contender. 
This theory underpins this study based on the notion that strategic information 
management system adopted by organization is a strategic resource that would contribute 
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to improved performance of organization. Inability to imitate the new technologies by 
industry players and integration of systems with modern technologies will enhance 
efficiency and effectiveness of the organization. Training employees and investing in 
modern strategic information management system are unique capabilities that will give 
organizations a competitive edge in the changing business environment. Therefore, in this 
study, the resource-based theory or view (RBV) of the firm’s competitive advantage in 
particular will be the underlying theoretical foundation applied and fundamental basis of 
the variables and their ensuring relationships that are being studied.  
 
METHODOLOGY 
This study adopted the cross-sectional survey design. The population for this study 
included all the Deposit Money Banks licensed to operate in Nigeria and are operational in 
Rivers State. According to the Central Bank of Nigeria (CBN), the number of Deposit Money 
Banks in Nigeria with operational permit totals twenty two (22), however, on 20 are 
operational in Rivers State as at the time of this study. The study used the entire 
population of 100 functional heads selected from the 20 deposit money banks in Port 
Harcourt. The research was a census study as all the twenty (20) Deposit Money Banks 
operating in Port Harcourt, Rivers State formed the sample for the study because the 
twenty (20) as population is a manageable size. Data was collected through the use of 
questionnaire. Data collected from the research instrument were coded and analyzed using 
SPSS version 26 as statistical package. The univariate analyses were done using 
frequencies, mean and standard deviation. The bivariate analysis was done by means of 
Spearman Rank correlation while the partial correlation was used to carry out multivariate 
analysis. 
 
Results 
Test of Hypotheses 
Ho1: There is no significant relationship between system customization and decision-
making success of business managers in deposit money banks in Rivers State. 
Relationship between System Customization and Decision Making 

 
System 
Customization 

Decision 
Making 

Decision 

Spearman's rho System 
Customization 

Correlation Coefficient 1.000 .400**  
 
 
Significant 
Relationship

Sig. (2-tailed) . .000 
N 95 95 

Decision Making

Correlation Coefficient .400** 1.000 
Sig. (2-tailed) .000 . 
N 95 95 

**. Correlation is significant at the 0.01 level (2-tailed).  
Source: SPSS Data Output based on Field Survey (2022) 
Table shows a correlation coefficient (r) value of 0.400 using a 2 tailed test p = 0.000 at 
0.01 level of significance.  Since the p-value of 0.00 is less than (≤) 0.01 alpha levels, the 
null hypothesis is hereby rejected and the alternate accepted. This implies that there is a 
positive weak and significant relationship between system customization and decision 
making of business managers in deposit money banks in Rivers Sta 
Ho1: There is no significant relationship between system customization and effective 
service delivery of business managers in deposit money banks in Rivers State. 
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Relationship between System Customization and Service Delivery 

 
System 
Customization 

Service 
Delivery 

Decision 

Spearman's rho System 
Customization 

Correlation Coefficient 1.000 .306**  
Sig. (2-tailed) . .003  
N 95 95  

Service Delivery 

Correlation Coefficient .306** 1.000 Significant 
Relationship

Sig. (2-tailed) .003 .  
N 95 95  

**. Correlation is significant at the 0.01 level (2-tailed).  
Source: SPSS Data Output based on Field Survey (2022) 
Table  shows a correlation coefficient (r) value of 0.306 using a 2 tailed test p = 0.000 at 
0.01 level of significance.  Since the p-value of 0.00 is less than (≤) 0.01 alpha levels, the 
null hypothesis is hereby rejected and the alternate accepted. This implies that there is a 
weak. positive and significant relationship between system customization and service 
delivery of business managers in deposit money banks in Rivers State. 
 
System Customisation and Job performance of Business Managers 
The investigation of the relationship between system customisation and job performance 
of business managers followed three specific hypotheses that were tested. These 
hypotheses (Ho3, and Ho2) were all rejected based on the emerging p-values less than 
0.01. The results revealed moderate to very strong positive relationship between system 
customisation and measures of Job performance of business managers. The result 
obtained in the study was as follows:  
Ho2: System customisation has a moderate positive relationship with decision making of 
Deposit Money Banks in Rivers State (rho = 0.400; p = 0.000). 
Ho2: System customisation has a weak positive relationship with service delivery in Deposit 
money banks Rivers State (rho = 0.306; p = 0.003). 
This study found out that system customisation practices have significant and positive 
relationship with job performance of business managers of Deposit Money Banks in Rivers 
State. In other words, the study found that System customisation Practices significantly 
related with the decision making, and service delivery in deposit money banks in Rivers 
State. In a related finding, Kim (2008) also discovered that system customisation positively 
influenced organizational performance. Sensing customization had a positive moderate 
significant influence on the organizational performance of the selected Deposit Money 
Banks in Nigeria. The study also found that collecting information and customizing 
information had a positive weak significant influence on organizational performance of the 
selected Deposit Money Banks. The implication of this is that  improved engagement in 
product customization, personalization and service customization led to job performance 
of business managers in Deposit Money Banks in Rivers State. This is similar to the findings 
of Dibbern et al. (2004) and Gold (2001) who found that product and service customization 
enhanced job performance of business managers.  
Conversely, Gold (2001) found that maintaining customizing information had a weak 
negative significant influence on the organizational performance of the selected Deposit 
Money Banks; which implies that increased engagement in service customization adversely 
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affected the organizational performance of the selected Deposit Money Banks in Nigeria. 
This contradicts the findings of this present study and that of Dibbem et al. (2004) who 
found that maintaining customized system is significant to organizational performance. 
Also supporting the findings in this present study was Grant. (1991) which studied how 
Management Information Systems (MIS) has helped managers in decision making and 
identified the following key performance benefits: effective and efficient coordination 
between departments, quick and reliable referencing, access to relevant data and 
documents, reduction in labour cost and assisting in the day-to-day operations of the 
organisation such as accounting, stock control and many others. The result from the study 
indicates that MIS, which many researchers like Davis equate to system customisation, 
helps organisations to save time, cost and labour, which eventually improve organisational 
performance.  
 
CONCLUSION 
The study examined the relationship between system automation and Job performance of 
business managers in Deposit Money Banks in Rivers state. It found that system 
automation is positively correlated with Job performance of business managers in Deposit 
Money Banks in Rivers state.  
From the result of the data analysis, it can be concluded that that system automation play 
a major role in achieving continued success of Deposit Money Banks under study. 
 
RECOMMENDATIONS  
Based on the findings from this study, the following recommendations were made: 
Deposit Money Banks should ensure their system automation are dynamically innovative, 
creative and accommodative; and continually contribute to societal strategic 
transformation in compliance with professional code of conduct, ethics and excellence as 
to foster a success-oriented organization. 
Deposit money banks should have frameworks for system customisation and information 
security.  
Deposit money banks should develop a sys policy. This should enhance effective 
management of knowledge in the banks with the aim of improving their decision making, 
service delivery and innovativeness. 
Management of Deposit Money Banks should improve their system customisation 
practices.  
Deposit money banks should embrace Information security tools and services so as to 
have competitive edge and improve their decision making and service delivery.  
Deposit money banks should build in house capacity to handle information security 
systems, policies and procedures that attempt to promote their success 
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