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Abstract: The bank are concerned about implementing business intelligence System, but they pay no attention
to the importance of user engagement which eventually leads to system failure this paper aimed to investigate
the relationship between user engagement and business intelligence system and how the users can engage to
the BI system which led the BI system to be more effectiveness. Organizations therefore have to understand
the business intelligence system by improving user engagement (user participation, user involvement) to take
appropriate and timely decision the problem statement in this paper is. This paper design used a quantitative
methodological approach In this study 500 questionnaire were distributed to bank employees in Jordan they
are using business intelligence system the returned and usable questionnaire were 386. Finally the result was
there is a positive and significant relationship between user engagement and business intelligence system
effectiveness (system usage and system performance).
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INTRODUCTION economy, companies have to adapt themselves to any

The business environment has become increasingly changes in the business environment and customers
complex and the marketplace has changed to electronic requirements. Moreover, they have to anticipate the
marketplace. Along with the rapid development of changes inside and outside the industry they are acting
economical globalization and the information technology, in and quickly make the adequate decisions. Making fast
the market competition becomes intensified day by day. business decisions, based on reliable information, is
Bb b [1]. Organizations therefore have to understand the essential for any company. That is why they must have
business intelligence system by improving user proper instruments to intercept immediately the changes
engagement (user participation, user involvement). in the economic, social, legislative and administrative
Currently, organizations subsist of a competitive world. environment, to analyze them and to make the proper
However, internal and external information can be one of decisions as soon as possible. Companies must
the most powerful competitive tools available, the permanently know which are the most highly demanded
organization must be collect, analyze, disseminate and use products on the market, which are the most profitable
this information appropriately or will be cannot survive on customers, what new products and services they should
the marketplace, organizations would successfully align provide if they want to stay efficient [2].
BI System with their objectives so that they become the
ones ahead of the competition by having access to the Business Intelligence System: Business Intelligence
right information at the right time, thereby allowing the System represents the tools and systems that play a major
manager to make faster and right decision. In spite of this, role in the strategic planning system of the organization.
the managers are frequently missing information of high These systems permit a company to collect, store, access
quality, timely updated, in order to make the best and analyze organization data to assist in decision-making
decisions. To remain competitive in the global competitive [3].

action of the market, to respond dynamically to the



World Appl. Sci. J., 28 (7): 978-984, 2013

979

Table 1: The main Characteristics for BIS reports[8]
Characteristics BIS reports
Objectives Processes optimization, analyze key performance indicators, forecast internal and external data, internal and external focus
Level of decision Strategic/High levels 
User involved Executives, strategic level of management
Data Management Data warehouse/OLAP/ Data Mining
Typical operation Analyze
Number of records / transaction Huge
Data Orientation Cube
Level of detail Aggregate
Age of data Historical/current/prospective

BIS also represents a set of processes, tools and The deficiency in user engagement is still a key
technologies supportive in achieving organizational contributor of failure. With recent development in the
objectives by considerably increasing profits, getting practice of IS implementation such as outsourcing, global
better productivity, or growing sale volumes and IS implementation [9].
diversifying services of an organizations [4]. User engagement contain two concept user

According to [5]. The BIS is defined integrates involvement and user participation but that two concepts
functions and technologies from all the organization are different.
departments. BIS integrates data from everywhere of the
organization, various databases in different formats and User Participation: User participation is defined as the
all channels. The information flow can rise above observable behaviour of users in the IS development and
organizational boundaries, computing platforms and implementation, the set of operations and activities
specialized tools. performed by users or their representatives during the IS

Business Intelligence system has different meanings development process or activities during the system
for different people  and is therefore a so called content- implementation [10].
free term. And also state that the main objective of BIS is According to [11, 12], user participation is advocated
to give business managers and analysts the tools needed in order to discover users’ needs and points of view,
to conduct analysis. This is done through interactive validate specifications and hence build better IS for the
access to current as well as historical data, situation and organization. Participation reflects what specific behaviors
performance, which all provide insight in the organisation are performed, how many of these behaviors are
and enable informed decisions [6]. performed and how often they are performed outlined how

Concept of Business Intelligence System: With rapid involvement) can improve system quality by: providing a
advances in technology, enter-prises today frequently more and complete assessment of user information
search  for  new  ways  to  establish   value  positions. requirements, providing expertise about the organization
Well built Business Intelligence Systems (BIS) can the system is to support, avoiding development of
provide the ability to analyze business information in unacceptable or unimportant features and improving user
order to support and improve management decision understanding of the system.
making  across  a  broad  range  of business activities.
They leverage the large data infrastructure investment [7]. User Involvement: User involvement is defined as a
The following will represent the main Characteristics for psychological stage of the individual and defined as the
BIS reports. importance and personal relevance of a system to a user

User Engagement: User engagement in information product (the IS itself). User involvement Many reasons
systems implementation has been a important area of have been given to involve users in IS implementation
research since the 1960s; While most research projects [13]. User involvement is predicted to increase
acknowledge that user engagement is frequently user satisfaction and acceptance by developing realistic
associated with successful implementation the actual form expectations about system capabilities, providing an
and strategies of user engagement remains poorly arena for bargaining and conflict resolution about design
defined. In fact, IS implementation failure continues to be issues, leading to system ownership by users, decreasing
rampant,  with  billions  of  dollars  being lost annually. user  resistance  to  change  and  committing  users  to the

user participation (at that time they named it user

their attitude toward the development process and its
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Fig. 1: Conceptual framework

system [14]. [15] suggested that user involvement is The  managers  in the top, middle and operational
something  distinct  from,  although   associated  with, level was utilized in this study as a key informant about
user participation and that the psychological state of user the BI system because these managers and supervisor
involvement may be more important than user contribute and involved in the BI system as well as they
participation in understanding IS success. are consider as a reliable source to get information about

Conceptual Framework and Research Hypotheses
Hypotheses: Sampling Design: The main interest of this paper was to

H1: There is a significance effect between user factors and how the user can engage in the system
engagement (user involvement, user participation) and BI implementation to increase the effectiveness for BI
system effectiveness. system.

H2: There is a significance effect between user banks that are using BI system. The list of Jordanian
engagement (user involvement, user participation) and BI banks was obtained from central bank of Jordan.
system effectiveness (System usage). The  consolidated  banking  sector  is comprised, as

H2: There is a significance effect between user 695  branches  spread  across  the  Kingdom of Jordan.
engagement (user involvement, user participation) and BI The Central Bank of Jordan classifies the banks into two
system effectiveness (System performance.). major categories; namely national banks and branches of

H3: There is a relationship between user engagement into commercial banks and Islamic banks [16].
(user participation, user involvement) and business
intelligence  system  effectiveness (system usage, system Data Collection and Procedure: In this study 500
performance). questionnaire were distributed to bank employees in

The Conduct of the Study: The unit of analysis of this The first wave of the questionnaire was 120
study are  the  Jordanian  bank  that are using BI system, questionnaires  distributed  to  the target respondents
BI systems is an information systems that implemented in they are work in top management level; total number of
the organization. On other hand user engagement is the received  usable  questionnaires  from the first wave was
most  important  factors to increase the effectiveness for 97 questionnaires.
BI system; user engagement is suppose to affect to the The   second    wave   the   of   questionnaires  was
bank as whole including the information system that the 250  questionnaires  to  the target responds as well they
bank uses. are  work  in  middle  management  level  such  as heads of

BI system and user engagement.

explore and identify what are the information success

The populations of this study are the Jordanian

of the end of 2011, of 26 banks, with a combined total of

foreign banks. Each of these categories is further divided

Jordan they are using business intelligence system.
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department and supervisor total number of received mean the level of importance for system usage was
usable questionnaires from the second wave was 184 middle.
questionnaires. Table 5 show that the arithmetic means for system

The last wave of the questionnaire was 130 performance items was between 3.61 and 3.34 it is
questionnaires they are work in the low management observed that the highest item was “The output always
level; total number of received usable questionnaires from acceptable” (M=3.77 and S = 1.100) while the lowest item
this wave was 105 questionnaires. was “business intelligence system has ability to save a

RESULT AND DISCUSSION means and standard deviation was (M= 3.34 and S =1.189)

Descriptive Analysis: Descriptive analysis refers to the performance was middle.
transformation of the raw data into a form that will make
them easy to understand and interpret [17]. There are Multi Regression Analysis: The multiple regression
three measures of central tendencies and they are mean, analysis has been conducted in order to test the
median and mode. Mean or average is a measure of central hypotheses as well as to determine the variance of
tendency that offers a general picture of the data without business intelligence system effectiveness that explained
unnecessarily inundating one with each of the by the user engagement.
observations in a data set [18]. Median is the central item According to the results in the above Table 6 user
in a group of observation and mode is the most frequently engagement explained 7% of the variance in business
occurring phenomenon. Mean and standard deviations intelligence   system    effectiveness     (system   usage)
were used as descriptive statistics in this study. (R2 =.07). The F-value was 14.4 indicates that there is a

Based on five point liker scale, the lowest possible significant linear model at Alpha = 0.01. On the other
mean score is one and the highest possible mean score is hand, user participation (  = 0.24, p<0.05) and user
five, so the subtraction is four. To calculate the range, involvement (  = 0.54, p<0.05), positively and significantly
four is divided by three (low, moderate and high) the associated with BI system effectiveness (system usage).
result is 1.33. Therefore, the lowest is one while the [21].
highest for low level is 2.33. The moderate level is 2.34 to These results show that user involvement, has the
3.66 and the high level is 3.67 to 5 [19, 20]. large  beta  coefficient  contribution in user engagement,

Table 2 show that the arithmetic means for user  = 0.54 and it has positively and significantly associated
participation items was between 3.85 and 3.05 the general with BI system effectiveness (system usage) which
arithmetic means and standard deviation was (M= 3.47 concludes that user engagement positively and
and S =.874) its observed that is the level of importance significantly associated with BI system effectiveness
for user participations high. (system usage).

Table 3 show that the arithmetic means for user According to the results in the above Table (4.15)
involvement items was between 3.63 and 3.06 it is user engagement explained 7% of the variance in business
observed that the highest item was “business intelligence intelligence system effectiveness (system performance)
system is useful” (M=3.63 and S = 1.160) while the lowest (R2 =.07). The F-value was 14.1 indicates that there is a
item was “business intelligence system is appealing” significant linear model at Alpha = 0.01. On the other
(M=3.06 and S=1.267); the general arithmetic means and hand, user participation (  = 0.19, p<0.05) and user
standard deviation was (M= 3.16 and S =1.171) that is involvement (  = 0.12, p<0.05), positively and significantly
mean the level of importance for involvement items was associated with BI system effectiveness (system
middle. performance).

Table 4 show that the arithmetic means for system These results show that user participation has the
usage items was between 3.66 and 3.48 it is observed that large  beta  coefficient  contribution  in user participation
the highest item was “The system manual and operating  = 0.19, it has positively and significantly associated with
procedure clear” (M=3.66 and S = 1.227) while the lowest BI system effectiveness (system performance) which
item was “Is use the system frequently and regularly” concludes that user engagement positively and
(M=3.48 and S=1.294); the general arithmetic means and significantly associated with BI system effectiveness
standard deviation was (M= 3.54 and S =1.009) that is (system performance).

huge data” (M=3.61 and S=1.114); the general arithmetic

that is mean the level of importance for system
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Table 2: Displays descriptive statistics for user participation items in this research. All the items for user participation are ranked the highest and lowest mean
as following table

User participation items Mean Std. Deviation Rank

Information system /data processing staff drew up formalized agreement of the work to be done 3.48 1.180 12
I was able to make changes to the formalized agreement of work to be done 3.50 1.234 10
The information system/data processing staff kept me informed concerning progress and/or problems 3.39 1.186 14
I formally approved work done by the Information system /data processing staff 3.54 1.102 8
I formally reviewed worked done by information system/data processing staff 3.49 1.119 11
I evaluated an information requirement analysis developed by information system/data processing 3.48 1.105 12
I approved an information requirement analysis developed by information system/data processing 3.45 1.205 13
I signed off a formalized agreement of the work done by the information system /data processing staff 3.48 1.096 12
I had main responsibility for the development project 3.48 1.082 12
Were you the leader of the project team 3.53 1.126 9
Did you have main responsibility for estimating development cost of the new system 3.85 1.130 1
Did you have main responsibility for requesting additional funds to cover unforeseen time cost overrun 3.59 1.252 5
Did you have responsibility for selecting the hardware/software needed 3.39 1.153 14
Did you have responsibility for the success of the new system 3.56 1.150 6
For this system I defined input/ output forms 3.67 1.111 3
For this system I defined input/ output reports format 3.60 1.170 4
For this system I defined input/ output screen layouts 3.55 1.114 7
I design the users training program for this system 3.74 1.149 2
I trained other users to use this system 3.05 1.258 15
I created the user procedures manual for this system 3.48 1.128 12
General Arithmetic mean and Standard deviation 3.47 .874

Table 3: Displays descriptive statistics for user involvement items in this research. All the items for user involvement are ranked the highest and lowest mean

as following table

User Involvement items Mean Std. Deviation Rank

The BIS is useful 3.63 1.160 1

The BIS is beneficial 3.12 1.410 8

The BIS is appealing 3.06 1.267 11

The BIS is vital 3.52 1.217 2

The BIS is interesting 3.09 1.345 10

The BIS is valuable 3.21 1.324 6

The BIS is important 3.41 1.233 4

The BIS is Fundamental 3.26 1.285 5

The BIS is fascinating 3.10 1.329 9

The BIS is essential 3.45 1.201 3

The BIS is desirable 3.15 1.285 7

The BIS is Relevant 3.21 1.324 6

General Arithmetic mean and Standard deviation 3.16 1.171

Table 4: Displays descriptive statistics for system usage items in this research. All the items for system usage are ranked the highest and lowest mean as

following table

System usage items Mean Std. Deviation Rank

Is use the system frequently and regularly 3.48 1.294 5

Users have positive feeling and attitude towards the system usage 3.59 1.401 3

The system manual and operating procedure clear 3.66 1.227 1

Are using the system in order to perform variety of tasks in organization 3.54 1.162 4

The system usage average by users high 3.61 1.114 2

General arithmetic means and standard deviation 3.54 1.009
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Table 5: Displays descriptive statistics for system performance items in this research. All the items for system performance are ranked the highest and lowest
mean as following table
System performance items Mean Std. Deviation Rank

1 BIS can work with high performance under pressure 3.50 1.165 3
2 BIS has ability to save a huge data 3.34 1.189 5
3 BIS stable in different managerial levels 3.52 1.169 2
4 BIS has ability to correct errors and work well in abnormal environment 3.49 1.176 4
5 The output always acceptable 3.61 1.114 1

General arithmetic means and standard deviation 3.55 .939

Table 6: Summary of the relationship between user engagement and BI
system effectiveness (system usage)

Dependent variable
Independent variable (user engagement) (system usage)

Std. Beta Coefficients and Significant Level
User participation .24
User involvement .54
R .26
R .072

Adjusted R .06
F 14.4

Table 7: Summary of the relationship between user engagement and BI
system effectiveness (system performance) model to choose business intelligence platforms for

Dependent variable
Independent variable (user engagement) (system performance)

Std. Beta Coefficients and Significant Level
User participation .19
User involvement .12
R .26
R .072

Adjusted R .06
F 14.1

CONCLUSION

This research attempted to answer two research
questions: Do the researched in Jordanian banks realize
the importance of user engagement in the design and
development of BI System? And Does the banking
management realize the importance of the relationship
between user engagement and business intelligence
system effectiveness?.

The first question was tested by hypotheses one,
two and three. The finding suggests that users must
engaged in system whether psychologically or
behaviorally which led to increase the effective of the
business intelligence.

The second research question was tested by
hypotheses four the result show that there is a positive
and significance relationship between user engagement
(user participation, user involvement) and business
intelligence system effectiveness.
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