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IMPACT OF QUALITY INFORMATION IN 

RELATION TO THE BUSINESS DECISION 

MAKING PROCESS 
 

Abstract: On the basis of a studious research of relevant 

literature as well as research conducted in this particular 

company, possible aspects of the impact of information 

quality on business operations has been shown and developed 

in this paper. For this purpose, a survey was conducted on a 

representative sample. Its results confirm the hypothesis of 

this research - that the quality of information is in direct 

proportion with the quality of business decision-making 

process and that it directly affects the overall business. 

Keywords: Quality of Information, Business, Decision Making 

 

1. INTRODUCTION  
 

If there is one key to the survival of an 

enterprise in the modern world in terms of the 

current global economic crisis and the global 

market, it is the ability to respond quickly to 

changes in business conditions, requiring 

instant detection, analysis and response. This 

requires a comprehensive, accurate, and timely 

information [1]. The complexity of the modern 

business imposes high quality information in 

order to achieve real flow of information in all 

aspects of business [2].  

In companies, adequate decisions in new 

circumstances of the open world market are 

necessary to be based on modern systems of 

decision making [3]. The research of literature 

suggests that the better quality of information 

is, the better quality of the decision itself wil 

be, which eliminates risks and uncertainties. 

Due to the intensive development of IT 

infrastructure, computer support is one of the 

most important elements of improving the 

quality of business decision-making [4]. Daily 

intake of information that are stored into 

database of today's business systems and 

enterprise is measured in terabytes [5].  

The sources of this information are 

different, the information can be numerical or 

attributed, may be related to factors that affect 

the company's operations, internal procedures, 

the users of company's services, business 

competition, business environment. However, 

this raw data, inadequately structured and in 

different formats, do not have considerable 

practical value for management of companies 

[6]. It is necessary to prepare and analyze this 

information, and on this basis to reach useful 

information or knowledge that can secure the 

achievement of business success. Due to the 

fact that there is a large amount of data, it is 

simply impossible that an individual himself 

performs this, sometimes very demanding, 

analysis. For this reason, for the purposes of 

business analysis information technology and 

systems and developed special software 

solutions i.e. intelligent decision support 

systems are applied [7].  

The need for more data and for fast access 

to them, is the critical connection, called the 

decision making process. For this purpose there 

have appeared tools which came from various 

sources: 

• OLAP technology (On-Line Analytical 

Procesissing and BII- Business 

Intelligence Interface, 

• AHP (Analytic Hierarchy Process) 

• Decision diagrams in operation research, 

etc. 

Bearing in mind that the latest research of 

expert agencies of the European Union indicate 

that in the coming years, small and medium 

enterprises shall constitute the backbone of the 

development of economy in the world and the 

situation is the same in Serbia, it leads to the 

conclusion that the development relies on the 

development of small and medium-sized 

enterprises.  

The aforementioned facts have initiated 

this study with the aim to enable the possibility 
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to respond rapidly to changes in current 

business needs and effective decision-making, 

with an emphasis on the quality of information, 

for the purpose of improving operations, with 

emphasis on the application of intelligent 

decision support systems. One of important 

features of the application of such systems are 

the increasing demands that are placed at the 

application of information technology, as well 

as its application in simplified and quick 

manner [8]. 

 

 

2. REVIEW OF ACTUAL STUDIES  
 

 At the present time, when modern 

technology makes it possible to quickly and 

efficiently collect a wide range of information, 

there is a so-called information overload. 

Eppler (2003, p. 1) points out that for a 

company today the key is the quality of 

information and not more of the same number 

[9].  

 Evemden and Evernden (2003) introduce 

modern complex display of decision making 

aspects [10]. They point to the complexity of 

decision-making processes in enterprises 

through the state of confusion, frustration, 

information and inspiration in operation 

disposition data. The development of 

information technology, as well as programs for 

database support has contributed to additional 

opportunities in the context of the 

rationalization of the decision-making process 

[11].  

 Roberto (2004) discusses three strategies 

of improving decision-making process, namely: 

improving the decision-making criteria that are 

clear and fortified before making decisions; 

elimination of alternatives outside of criteria 

and establishing criteria for the elimination of 

alternatives [12]. Evernden (2003, p. 58) puts 

information for decision making in the three 

categories: (1) organizational or management 

information, (2) business or operational 

information, and (3) information on assistive 

technologies [10]. In the process of decision-

making, it is important to define the value of 

the information itself. Avison and Fitsgerald 

(2003) define data as unstructured or unrelated 

facts of an event, object or people [13].  

 The main difference between data and 

information is that the data do not interpret or 

explain their existence. On the other hand, the 

information itself is an explanation. 

Information consists of a set of data, presented 

in a way that is understandable to the intended 

recipient of this information and optimized for 

a particular purpose and need. Based on the 

information, the decision maker can bring 

certain decisions [14]. Information appears in 

various forms. They can be in written form, 

printed or electronic form. They are transmitted 

by speech, sent by mail or electronic media. 

Choo (2014) shows the evolution of this 

process from data, information to knowledge, 

as a function of the system structure order [15]. 

 The prominent authors in the literature 

suggest that the quality of information is a 

multifaceted concept, which many researchers 

attempt to define. In the literature there are 

definitions of quality information in the two 

perspectives, which is the quality of 

information in terms of (1) users and (2) the 

quality of data. In the last twenty years many 

researchers have engaged in measuring the 

quality of information (Eppler 2003; Knight 

and Burn 2005, etc.) and they presented a 

different number of criteria in evaluation of 

quality of data, the most common of which are: 

accuracy, consistency, security, timeliness, 

completeness, density and reliability [16]. 

Significant authors like Few (2007) [17] claim 

that the visual display of information is 

extremely important because it can, for 

example, by using the established form in the 

presentation, easily point out to the 

shortcomings of certain information. Eppler 

and Burkhard (2004) [18] point out that the 

visual information combine visual presentation 

of information technology and dynamic use, in 

receiving and processing information. 

Information can be analyzed on the basis of 

relevance, its own characteristics of 

information, optimizing processes and reliable 

infrastructure. Eppler (2003) [9] introduces a 

framework of quality information in terms of 

quality of content and indirect quality. Based 

on his studies it can be seen that the quality of 

information depends on the quality of the 

content and quality of intermediaries which 

carry specific information. Within the category 

of content and quality, there are several factors 

that separate them, but most important ones are 

the responsibility that they carry on one hand, 

and users on the other hand, IT services, who 

care for the proper infrastructure. It can be 

concluded that there is a relationship between 

certain criteria, such as, for example, between 

security and accessibility. Detailed information 

is protected or less available, and vice versa. 

Examples of this are versatility and 



 

9
th

 IQC June, 2015                               505 

conciseness, accuracy and timeliness etc. Epler 

(2003, p. 60) divides criteria that define the 

quality of information through the following 

levels: relevant content (User), characteristics 

(level of output), optimized process (process 

level) and reliable infrastructure (infrastructure 

level) [9]. 

 

 

3. RESEARCH ON THE INFLUENCE 

OF QUALITY INFORMATION IN 

DECISION MAKING PROCESS 
 

In order to validate the theoretical 

postulates, below is presented a part of studies 

conducted in the company JKP Regional Water 

Supply and Sewerage Priština-Gračanica. 

Figure 1 shows the actual process of 

communication in the enterprise JKP Regional 

Water Supply and Sewerage Priština-

Gračanica, where it can be seen that the greatest 

number of users use the Internet as a 

communication tool. 

 

 
Figure 1 - Communication channels used at 

work [19] 

 

One of the most important factors of 

impact indicators of quality information was 

expressed by comparing the situation before 

and after the introduction of intelligent decision 

support systems in the enterprise. Figure 2 

presents the results of studies. 

The results of the research clearly show 

that at the biggest percentage of respondents 

have noticed advantages of the new system, i.e. 

that 79% of respondents reported that there has 

been great progress in the improvement of 

organization's own data, in JKP Regional Water 

Supply and Sewerage Priština Gracanica. 21% 

percent of the respondents said that it was a 

partial improvement and that the database are 

slightly more accessible. It is indicative that 

there were no respondents who declared that 

the new intelligent decision support system has 

not led to improvements in data organization 

and business.  

 

 
Figure 2 - The introduction of the new system 

improved the organization and the quality of 

data [19] 

 

This indicates a significant need for 

implementation of decision support systems in 

modern businesses [20]. Figure 3 presents the 

diagram of the results of research related to 

improving the timeliness and quality of 

information in the enterprise. The research 

results indicate that 57% of respondents rated 

the highest score of the effect of improving the 

quality and timeliness of information, while 

24% of respondents evaluated the effects as a 4. 

 
Figure 3 - The new system improved the 

timeliness and quality of data [19] 

 

Key customers of companies JKP 

Regional Water Supply and Sewerage Priština 

Gracanica received the following questionnaire 

to circle the number that best reflects the 

current state of the company and the option in 

case they do not know the answers, they can 

consult a competent person for this business 

segment. Table 1 presents the questionnaire 

with answers that were most common (1 = I 

strongly disagree, 7 = I strongly agree, X = I do 

not know). 

Results of the survey on direct questions 

clearly indicate the effect of the implementation 

of intelligent decision support systems, based 

on the quality of the information and the 

benefits brought by the implementation of these 

systems. 

 

Table 1. Questionnaire with the most common 

answers 
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No. 

Please rate the level of quality of 

information available for the 

analytical decision-making process 

in your organization: 

 

1. 

The volume of information is 

adequate, neither too much nor 

insufficient. 

7 

2. 

Information is not sufficiently 

detailed and not close enough to 

reality. 

1 

3. 
Information is easily 

understandable to the target group. 
6 

4. Information is concise. 6 

5. Information is contradictory. 1 

6. 
Information is not modified, partial 

or inaccurate. 
1 

7. 
Information is updated and not 

outdated. 
7 

8. 

The process of obtaining 

information is comfortable; meets 

the needs and habits of users. 

3 

9. 
Information is processed and 

shipped quickly and without delay. 
7 

10. 
The source of information (author, 

date, etc.) is not clear. 
5 

11. 
Users can interactively access 

information. 
5 

 

Analysis of results of studies with the 

participation of 60 key users JKP regional 

water supply and sewage-Priština Gracanica 

indicates that the largest proportion of 

respondents are satisfied with the scope of 

available information and that the information 

are sufficiently detailed and realistic [21]. Also, 

key users responded that the information are 

understandable to the target group, that they are 

concise and are not contradictory nor modified, 

partial or inaccurate [22]. Key customers 

particularly emphasized regular updating of 

data and the process of obtaining information is 

characterized as comfortable meeting the needs 

and habits of users. Respondents have 

completely agreed that the information are 

processed and delivered quickly and without 

delay. They agree that the most users can 

interactively access to information and that 

sources of information on average are not clear 

enough.  

 

 

4. CONCLUSION 
 

The analysis of the results of a 

representative sample has confirmed initial 

hypothesis of the research about the need of 

ensuring the quality of data and information 

necessary for the process of decision making. 

Through the analysis of the results of a 

representative sample the initial hypothesis of 

this research was confirmed about the need of 

ensuring the quality of data and information 

necessary for the process of decision making. 

In a dynamic environment business rules that 

affect the processes in is being prepared or 

saved data and information are frequently 

changing. These problems can be overcome by 

introduction of modern sophisticated business 

intelligence tools in enterprises. Initiation of 

this kind of business intelligence projects and 

development of intelligent decision support 

systems is recommended to be performed at a 

time when the environment is stable and not 

susceptible to change. Thus, it is possible to 

avoid additional activities in the analysis, 

planning and decision making which inevitably 

cause exceeding the time limit in realization of 

the project. Results of the research confirm that 

the most important processes in such projects 

are: integration, transformation and loading of 

data (ETL). This process has a direct impact on 

the quality of data which are stored in the data 

warehouse. Presented systematized study of the 

effects in implementation of new systems in 

improving the quality, timeliness, availability 

and speed of obtaining information in the 

enterprise JKP regional water supply and 

sewage Priština in Gračanica point to the 

importance, significance and necessity of 

application of these intelligent systems in 

enterprises in Serbia. Results of this study 

indicate that the issue of the quality of data and 

information are often underestimated by 

enterprise managers or they are not paid enough 

attention to. Systematic problem solving is 

often performed only when first serious 

problems arise. Most of the methodology that 

addresses these issues, according to the results 

of this study, devotes little attention to quality 

of data and information, as well as to testing 

software solutions themselves, which base their 

operation on the quality of data and 

information. 
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