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Introduction
1n utilizing infbrmation technology resources vcry ellicicntly and effectively in a centralized

contexr (Head Office-Bank Branchcs). banks use many information teclinology management

practices. In a geographicalll,-dispersed organization like bank, whether a centralized

intbmation technology mallagement approach is efficient or ttot is investigated empirically
tlom tl.re iterspective ol bank brancl-rcs. In Sri Lanka. information technology managcment

sitltctrires ol banks ale centralized. In Sri Lanka. intbmation technology rnanagement

srructlres of- Banks are centralizcd. In organizations lvl"rere there is a high degree of
decentraiization of the IT function, the evaluation is not focused so much on the IT
depafir-nent but thc case is vice-versa in the centralized context (Silk 1990). According to

Heeks and Davies (1999), lbtrnd that there are rnany constraints of centralized approach sucll

as technical constraints, resource constraints, pcrcepfual constraints, political constraints,

cultural constraints and structural constraints. Even if these constraints were to be overcome,

centralized approaches can procluce somc disad.,'antageous such as heavy time consurnption

(Wolfe 1999). limited ability to meet nser needs (Hayward 1994), Inflexibility (Hayward

1991), increased dependence and vulnerability (Heeks 1999).The curent field of
managernent has through research, seen the need to study the rising challenges thatimpede

information technology managenrent practices (Sabourin 2012). Hoil' IT perfonnance

rl1anagemcnt and practice is designcd, irnplemented, and sustained in each organization

depencls on many factors. One such tactor is u,l.rether IT is ccntraily manage d or

responsibility is clispersed and the availability of resources to suppofi performance

management practices (Yoo et al. 2006). The current infonnation technology management

strucftirc of banks in Sri Lanha and related iiterature review jointlyprovides an opporlunity

to research this phenomenon empirically. Hence this research focused on intbrmation

technology rnanagement practices. suppofi and assistance whicli are reccived by the bank

branches from head office and assess the effectiveness of IT services of head office in this

stridy context. The objectivcs of this str.rdy were to identify existing infonnation technology

lnanagemcnt practiccs of bank branches, to measure the perceived level of support and

assistance of head off-rce at branch level and to assess the level ol effectiveness of IT
services ofhead office fi'om the perspective ofbranch branches.

NlethodologJ'
ln order to achieve the objective one of this str-rdy. secondary data u'ere collected mainly

from the published annual repofis of the selectcd banks and interview from staff of bank

branches. Tire collected data were analyzed by using content analysis. In order to achieve the

second and third objectives clfthis study prin,ary data were collected by researchers by using

self administered questionnaire among the 150 staff of bank branches in Batticaloa. The total

population of the study rvas 344 staff of selected commercial bank branches (Sampath.

Cor.nmercial, HNB, BOC and People's bank) in Batticaloa. Out of these staff, only i50 w'ere

selected as sample to conduct this research by using stratified random sampling method. The

coilected data were analyzed by using univariate analysis.
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Discussion and conclusion
The result of the study sholvs that the informatiorr technology management practices of 3
private bank branches such as Sampath Bank, Comn-rercial Bank of Ceylon pLC and HNB
have explicit and proper information technology llanagement practices than state banks. A11
banks' head offices are offering enorrnous suppoft and assistance, and powerful 1T sen,ices
to the branches (refer Table 1). In overall level of suppofi and assistance branches receivecl
from the head office is in high level and IT services of head offices are effective at all bank
branches in the study area (refer Table 2). When comparing the banks, Sampath Bank and
Commerciai Bank of Ceylon PLC are providing better support and assistance, and effective
IT sen'ices to branches than other selected banks in the study area. At the same time when
evaluating the IT management practices of all selected banks, Sampath Bank has amazing
information technology management practices. This bank offers enonnous support and
assistance, and por.verful IT services to its branches.

Tatrle 1: SummarY ofoverall support and assistance branches received from head office:

Based on the findings, this study concludes that head offices are playing significant role in
enforcing better IT management policies and practices of banks at branch level even though
banks are adopting centralized IT management structrire. A11 banks' head offrces are
offering enornous support and assistance, and pou,,erful IT services to the branches in more

tive statistics (Mean va.
Variables Sampath HNB Commercial BOC People's Overall

IT policy High
4. 18

High
3.59

High
3.90

High
3.7 t

Higlr
-). /1

High
3.82

IT system usage Higlr
4.51

High
3./J

High
4.21

High
3.74

High
3.91

High
4.02

Education and training High
3.93

High
3.57

High
3.95

High
3.55

High
3.71

High
3.75

System administration High
4.40

High
3.61

High
/, 1)

Hish
)./-)

High
3.89

High
J.vo

IT svstem maintenance High
4.J f

High
3 .80

High
4.3s

High
3.'7 5

High
3.83

High
4.02

Security management High
4.5'7

High
3.78)

High
4.26

High
3.96

High
3.92

High
4.10

Overall support &
assistance

High
4.32

High
3.69

High
4.t3

High
3. t+

High
3.84

High
3.95

Table 2: Summary of overall effectiveness of IT services of head office at branch level:
Desc statistics

Variables Sampath HNB Commercial BOC People's Overall
Reliability High

4.33
Moderat
e 3.43

High
4.07

Moderate
3.50

High
3.67

High
3.80)

Responsiveness High
4.50

High
3.80

High
4.t3

High
3.80

High
3.93

High
4.03

Competence High
+.3 t

High
3.61

High
4.30

Higlr
3.80

High
3.87

High
4.00

Access High
1.27

High
3.70

High
1.23

High
7./)

Hi-eh

3.83
High
3.95

Courtesy High
+.JJ

High
f . /J

High
1.20

High
3.80

High
3.80

High
3.97

Overall effectiveness
of IT

High
4.36\

High
3.66

High
4.t9

High
)./-7

High
3.82

High
3.95
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eftlcient alrd effective manner from the perspective branches. This paper builds on existing
rvork within Management of Information Technoiogy and provides a framework for
establishing the linkage between IT Management practices and lT Management structure at
bank branches in the banking sector that it is suggested could improve banks' IT
Management perfonnance through enhanced effi ciency and effectiveness.
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