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new business needs. The major areas earmarked for
evaluation were supporting business growth, customer
management, reporting capability and addition of new
business rules for providing innovative product line to
various segments. Due to technical limitations and
unavailability of various modules, the previous system
only provided some of the core functionalities while other
tasks were performed manually or on excel sheets. This
centralized system was running on one server but also had
simultaneous user connectivity issue. Further, it had
limitations in configuring different types of products
offered by the company. Later, EFU Life also experienced
challenges in maintaining the system due to limited
resources and growing number of requirements from
operational team. Upon reviewing its business goals and
growth efficiencies, the Management of EFU Life realized
that they will have to either upgrade the existing system or
implement a new one. However, choosing either of the two
options was not easy as several local and international
systems were available only to suffice their needs and may
not necessarily be able to support EFU Life desired
insurance business diversity and growth. Suffice to say
that EFU Life required a system that would pull all its
management information and gather it on one place for the
ease of accessibility. Consequently, EFU Life floated a
request for proposals to local and international vendors for
Insurance products who are able to demonstrate their
system and evaluate the cost, benefits, implementation
timelines and resource required for deployment. After
careful consideration of different finalists, EFU Life
selected Individual Life Assurance System (ILAS) which
was developed by a software house based in Karachi.
Index Terms— Enterprise Resource Planning, Individual ILAS brought quantifiable benefits concerning simple
automated processes. In addition, EFU Life had an
Life Assurance System (ILAS), Net Benefits, Quality, Top
arrangement with the vendor to customize the application
Management Support
according to different requirements and later source code
to be delivered for maintenance by EFU Life IT team in
I.
INTRODUCTION
future.
The primary emphasis of this research is the impact of
The Key features in ILAS was its dynamic and userIndividual Life Assurance System (ILAS) on the net
friendly product configuration, with the verity of
benefits of EFU Life. Between the year 2003 and 2004,
attributes. It was readily available with all operation
EFU Life reviewed their then-existing Insurance software
called “Power Term” to assess the potential for supporting
Abstract— This case study explored the impact of the
Individual Life Assurance System (ILAS) on the net benefits
of EFU Life, a leading insurance company in Pakistan. EFU
Life implemented ILAS in order to overcome the challenge
of technical limitations and unavailability of modules. The
study conducted a survey of people across all departments in
EFU Life to assess the performance of ILAS on the company
net benefits. The research framework was formulated based
on the Delone Model in the context of Pakistan [13]. This
study added the Service Quality to the existing System
Quality and Information Quality that are used to gauge the
Organizational Impact in the original Delone Model [13].
Moreover, our model also incorporates Top Management
Support as an antecedent of Quality, User Satisfaction, and
Net Benefit. The ultimate aim is to find a way to enhance Net
Benefits. The research argues that improved Quality as a
result of Top Management Support reduces /eliminates
wastage of resources and helps the organization in achieving
profits, hence, the increase in the Net Benefits. It is found
that Top Management support enhances user benefit and
therefore recommends top managers to be fully involved and
support a suitable environment and culture for the positive
change in the organization’s image that is extremely
important for user satisfaction. It is suggested that there is a
need for top managers to arrange resources required by the
users and encourage a user-focused organizational
environment to promote user satisfaction. Involvement and
support of top managers can also make the overall
organization succeed, and its evidence can be seen in current
research in the form of top management support’s positive
effect on the net benefit of organizations.
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modules like New Business, Renewal, Alterations, of an organization. The ERP programming is a lot of
Lapsation, Cancellation and Reinsurance.
module applications which assume their part in various
manners to deal with the assets of an association [5]. The
II.
LITERATURE REVIEW
result of implementation of ERP system is characterized
with improved proficiency, administration quality and
A. Enterprise Resource Planning (ERP) System
profitability, and decreased costs. The capacity of an
organization to settle on moment just as exact choices
The ERP system takes care of an association's data additionally gets upgraded [24].
handling system by giving coordinated arrangements [23].
By encouraging the progression of data, an ERP system C. The Delone Model
assumes a significant part in expanding proficiency of a
firm in preparing and utilizing information [4]. Thinking The ERP programming involves a lot of module
about the significance of an ERP framework, Maguire, applications which assume their part in various ways so as
Ojiako & Said, (2010) [21] pronounces it as "one of the to deal with the assets of an association [13]. The result of
most critical improvements in the corporate utilization of implementation of ERP system is characterized by
information across 1990s". The essential capacity of an improved proficiency, administration quality and
ERP system is to coordinate all the cycles and the profitability, and decreased costs. Additionally, the
significant information at one single stage [6]. The capacity of an organization to settle on moment just as
modules of ERP frameworks oblige the requirements of exact choices is greatly improved [21]. Based on Becker et
The ERP system takes care of an association's data al. (2012) [8], "a second-construct is a typical idea which
handling system by giving coordinated arrangements [23]. is spoken to as intelligent or developmental by its
By encouraging the progression of data, an ERP system measurements that are otherwise called first order
assumes a significant part in expanding proficiency of a construct or lower order construct".
firm in preparing and utilizing information [4]. Thinking
System
about the significance of an ERP framework, Maguire,
Quality
Use
Ojiako & Said, (2010) [21] pronounces it as "one of the
most critical improvements in the corporate utilization of
information across 1990s". The essential capacity of an
Individu
Organizatio
al
nal Impact
ERP system is to coordinate all the cycles and the
Impact
significant information at one single stage [6]. The
modules of ERP frameworks oblige the requirements of
User
Informati
various elements of an association, for example, HR,
Satisfacti
on
supply chain, financial matters, production among others.
on
Quality
Having the option to deal with the wide range of areas of
an organization makes ERP framework an indispensable
aspect of an organization. Due to the ERP utilization and
Fig. 1 DeLone and McLean IS Model of Success [13]
its smooth working, the mechanization and reconciliation
of data handling and change get conceivable [2].
D. Proposed Model
B. Impact of ERP
The Delone Model has been modified in this research
Arvidsson and Kojic (2017) [3] propounds that an ERP in such a way that three types of quality (system, service
system assumes basic part in improving work process and and information) are combined under one higher order
normalization in an association by giving consistent construct called “quality” [13]. Higher-order constructs or
incorporation of cycles. The examination referenced about second-order constructs are multidimensional constructs at
the cycles identified with obtainment which remove the the abstraction of high level, and totally mediate the impact
most from the ERP utilization [17]. Klaus, Rosemann, and to or from their relevant dimensions [3]. Second order
Gable (2000) [17] characterized ERP as a product that is constructs consist of interrelated dimension that can be
thoroughly bundled arrangements which is utilized for conceptualized under over-all abstraction that is
doing business cycles and capacities get effectively parsimonious to use and more meaningful [24]. In
incorporated in one Information and IT engineering. (Al- reflective model, first order constructs highly correlate
Fawaz, 2012) [1] Additionally proposes robotization of with each other but can be distinguished from each other.
business measures as the essential capacity of an ERP However, in formative model, the first-order constructs try
System. Sharing the set of experiences, the exploration not to share a typical reason among themselves [19]. Since
says that it was the time of 1990 that associations over the all three types of quality ultimately measure overall level
globe expressed to feel the need and criticality of better of quality in organization’s output, they highly correlate
correspondence and combination of business divisions [7]. with each other but can be distinguished in terms of
The ERP system has been enormously fruitful in different areas of quality on which they focus i.e., system,
incorporating data that streams across various departments service and information. Therefore, quality has been
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measured as a reflective type of second-order variable in
current study. (Figure 2).

Fig. 2 Proposed Conceptual Model [21]

E. Hypothesis
The hypotheses of this study consisted of the
dependent and independent variables. The dependent
variables of the study are User Satisfaction and Net
Benefit. The independent variables are Top Management
Support and Quality. The construct of Quality is consisting
of three more variables. These include System Quality,
Information Quality, and Service Quality. The aim of the
current study is to develop and validate a research
framework based on the Delone Model (Figure 1) in the
context of Pakistan [13]. The original Delone Model
consisted of System Quality and Information Quality and
gauged their impact on Organizational Impact [13].This
study adds the variable of Service Quality to the model.
The ultimate goal of the study is to determine the impact
of Top Management Support, System Quality, Information
Quality, and Service Quality on the construct of Net
Benefit. First, it is hypothesized that there is a positive
relationship between Top Management and User
Satisfaction. Secondly, we hypothesized that there will be
an increase Net Benefit whenever Top Management
support is enhanced [11]. The following are the hypotheses
that the research tries to prove:
Table 1 Hypothesis
Hypothesis

Proposed relationship

1
2
3
4
5
6

Top management support
Top management support
Top management support

7

Quality mediates the relationship
management support and net benefit

User Satisfaction (+)
net benefit (+)
quality (+)

Quality
user satisfaction (+)
Quality
net benefit (+)
Quality mediates the relationship of
management support and user satisfaction
of

Top
Top

III.

RESEARCH METHODOLOGY

Life Insurance. The researchers adopts a quantitative
research design, coupled with a survey method with
questionnaires which were administered to the employees
at EFU Life. The primary data of the research that is
gathered was analyzed using quantitative methods. A total
of 100 employees from different departments of EFU Life
participated in the survey. The sampling procedure used
was a census of all those employees who work in the areas
where the ILAS has successfully been deployed to meet
the company’s expectations. Thereafter, the collected data
was screened before being analyzed in order to guarantee
its legitimacy for use and ensure its fitness for testing
causal hypotheses. When the researcher acquires a data,
need to be extremely vigilant that there should not be any
response that does not fall in the normal distribution. This
abnormality in the data is called skewness. Height and
sharpness of the focal pinnacle is explored by Kurtosis,
comparative with that of a standard bell curve. The
qualities for asymmetry and kurtosis lies between - 2 and
+2 are viewed as worthy so as to demonstrate typical
univariate appropriation [12]. Master statistics bundles, for
example, SPSS report a measurement known as standard
mistake for both the skewness and kurtosis scores [12].
This enables a straightforward dependable guideline to be
implemented. On dividing one of both the scores by its
standard error and the outcome is more prominent than
±1.96, it proposes that your data are not typical as for that
measurement. Multicollinearity is the result of high
correlations between the research variables. This means,
one can predict the result of one variable from the result of
the other. Multicollinearity can be identified through
Correlation Coefficients of the pairs of variables. +1 or -1
value of r means perfect Multicollinearity. Confirmatory
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Factor Analysis is commonly used for finding out the
correlations between variables. It is also used for
identifying the existing latent constructs. Before testing the
hypotheses, the researcher may also adopt empirical
research and may use knowledge of theory. An instrument
is referred to have construct validity if the things are
organized in a way of instruments to gauge each part of
thinking about a variable to be estimated using these
instruments. Construct validity testing of the instrument is
done once in a while among students, however is regularly
done to test the validity of the criteria. A survey that is able
to correlate with other instruments positively is said to
have convergent validity. For producing convergent
validity, Bivariate correlation analyses may be adopted. If
composite or subscale scores reflect significant
correlation, then the presence of convergent validity is
assumed between them. The value 0.3 of convergent
validity coefficient is considered acceptable. The average
variance extracted (AVE) and the composite reliability
coefficients (CR) are connected to the measurement
quality. The equations of the AVE and CR should be
adequately comprehended. The study will adopt simulated
one-factor models to check the influences on the results of
AVE and CR. Goodness of fit model is adopted for values
based on prediction. It refers to the evaluation of the degree
correlation exist between a group and the actual
observations. Structural Equation Model (SEM) is adopted
to set the sample size of this research. The SEM is best in
analyzing the structural relationship between variables and
the constructs. It also shows the connection among the
constructs by testing the causal relationship. Structural
Equation Model is quite famous for research studies in the
arena of social sciences as it is best at measuring
correlation between constructs which are unobserved. An
example of unobserved construct is human intelligence
while distance or speed can be observed.
IV.

Table 2 Normality Testing
Items

Mardia’s
coefficient
of
Kurtosis

CR

Items2

Mardia’s
coefficient
of
Kurtosis

CR

TMS1

-0.341

-0.703

InfQ5

-0.461

-0.95

TMS2

-0.373

-0.77

InfQ6

0.365

0.752

TMS3

0.033

0.068

US1

-0.091

-0.188

SysQ1

0.831

1.712

US2

-0.641

-1.321

SysQ2

-0.641

-1.321

US3

0.324

0.667

SysQ3

0.643

1.325

US4

-0.052

-0.107

SysQ4

0.831

1.712

US5

-0.162

-0.334

SysQ5

0.747

1.54

US6

-0.09

-0.186

SysQ6

1.184

1.44

US7

0.351

0.724

SysQ7

-0.453

-0.935

US8

0.694

1.431

SysQ8

-0.434

-0.894

US9

0.678

1.398

SerQ1

-0.28

-0.578

US10

-0.486

-1.001

SerQ2

0.542

1.117

NB1

-0.447

-0.921

SerQ3

-0.128

-0.265

NB2

-0.43

-0.887

SerQ4

-0.663

-1.367

NB3

0.542

1.118

SerQ5

-0.224

-0.462

NB4

-1.19

-1.454

SerQ6

0.552

1.139

NB5

0.049

0.102

SerQ7

-0.899

-1.852

NB6

-0.792

-1.633

SerQ8

-0.449

-0.925

NB7

0.685

1.412

InfQ1

0.024

0.049

NB8

0.642

1.324

InfQ2

-0.839

-1.73

NB9

-0.636

-1.311

InfQ3

-0.044

-0.09

NB10

-0.293

-0.603

InfQ4

-0.264

-0.545

FINDINGS AND DISCUSSION

For the analysis in current research, two step structural
equation modeling (SEM) is used in which measurement
model is first evaluated for goodness of model fit, validity
and reliability. Later on, full structural model is assessed
for hypotheses testing through evaluating path coefficient, direct effects and indirect effects [16].
A. Normality testing
Structural equation modeling is mainly based on
covariance structures and kurtosis is considered a major
problem in SEM [10]. Therefore, all the items were
assessed for kurtosis through Mardia’s co-efficient (Table
II). When Mardia’s co-efficient is significant for a
variable, it means that said variable has normal
distribution. Table 2 reports Mardia’s co-efficient of all
items along with the critical ratios. Critical ratio of -1.97
and +1.97 corresponds to 95% confidence interval, thus,
values of CR above +1.97 and below -1.97 are considered
insignificant at p> 0.05. It can be observed in Table 2 that
the critical ratio for the kurtosis of all the items is between

-1.97 and +1.97 which means that Mardia’s co-efficient for
all the items is significant, thus all the items are not kurtotic
[22].
B. Confirmatory Factor Analysis (CFA)
CFA of measurement model was conducted through
analysis of a moment structures (AMOS). The specified
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model was over-identified having 601 degrees of freedom;
therefore, this model qualified for being empirically
evaluated using SEM. Initially, the model didn’t show
acceptable model fit. To improve the model fit indices,
items with standardized loadings less than 0.6 were deleted
one by one [16]. The deletion of items leads to
improvement of model fit indices as shown in Table III.

As the scales of all variables were found to be valid and
reliable, and goodness of model fit was also proven, thus
this model could now be used to test hypotheses.
Accordingly, full structural model was developed to
test the hypotheses (Figure 4).
E. Path Analysis

The measurement model after modifications has been
To test first five hypotheses based on direct
portrayed in Figure 3. It also shows the standardized relationships, standardized path estimates were assessed
loading of each item on its latent factor is greater than 0.6. along with their significance values.
Table 5 Discriminant Validity

Table 3 Improvement of Model Fit Indices
TMS
CMIN/DF

CFI

RMSEA

1.781
1.710
1.633
1.516
1.515
1.514
1.535
1.492
1.458

.789
.812
.836
.868
.873
.876
.878
.890
.902

.088
.084
.079
.072
.071
.071
.073
.070
.067

Item deleted based on
standardized loading
SerQ5 (.051)
SerQ7 (.086)
SerQ4 (.082)
SysQ5 (.471)
US2 (.500)
NB5 (.589)
US9 (.655)
SerQ2 (.693)

Quality

US

TMS

1

Quality

.756

1

US

.701

.735

1

NB

.734

.725

.726

NB

Square root of AVE
0.838
0.786
0.751

1

0.740

Table 6 reports the results of all direct paths in the
structural model. Table VI shows that top management
support has significantly brought positive effect on user
Construct reliability was measured to check whether satisfaction (β = .948, ρ<0.05), hence hypothesis 1 has
the constructs actually measure what they are supposed to been supported i.e., if top management provides support to
measure. In Table IV, the values of CR above 0.7 point employees, they are in better position to satisfy their users.
towards construct reliability of the scales which means that
the research instruments used in current research will
Table 6 Path Analysis
provide consistent results in current research scenario [14].
C. Construct reliability

The acceptable thresholds of model fit indices for our
model indicated the presence of convergent validity i.e.,
CMIN/DF < 3 [10], CFI > 0.9 [18], and RMSEA < 0.05
[9]. In addition, loadings above 0.6 (Figure 1) and value of
AVE above 0.5 (Table 4) are also representation of
convergent validity [15].
Table 4 Variable Score
Construct

Construct
Reliability
(CR)

Average
Variance
Extracted
(AVE)

TMS
Quality

0.874
0.751

0.702
0.617

US

0.911

0.563

NB

0.915

0.547

Goodness of fit
indices

CMIN/DF=
1.458
CFI= .902
RMSEA= .067

D. Discriminant Validity
According to the criterion developed by Fornell and
Larcker (1981), discriminant validity prevails if the square
root of AVE for each construct is greater than the
correlation of that construct with all other constructs. Table
5 shows the relation between variables, and square root of
AVE in last column. It can be observed in Table 5 that
square root of AVE is greater than all correlations, thus
discriminant validity is evident.

Path
Estimates (β)

ρ - Values

Hypotheses
testing

TMS  US

.948

.001

H1 accepted

TMS  NB

.959

.001

H2 accepted

TMS 
Quality
Quality 
US
Quality 
NB

.883

.001

H3 accepted

.947

.002

H4 accepted

.833

.013

H5 accepted

The effect of quality on net benefit is also positive and
significant rendering support to hypothesis 2 (β = .959,
ρ<0.05). It means that higher level of top management
support ultimately leads to an increase in organization’s
net benefit.
Hypothesis 3 has also received support in current study
because in current study, top management support
enhances the quality measured in terms of system quality,
service quality and information quality (β = .883, ρ<0.05).
The effect of quality on user satisfaction is positive and
significant (β = .947, ρ<0.05). Therefore, hypothesis 4 has
been supported, and it has been found that if the
organization improve its quality of systems, services and
information, users will be highly satisfied. Finally, effect
of quality on net benefit has been found to be significantly
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positive (β = .948, ρ<0.05) in support of hypothesis 5 i.e., satisfaction and net benefit. Delone model has been rehigher quality level leads to higher net benefit.
specified in current research to include a higher order
construct of quality for making the model easy to
F. Indirect Effect Assessment
understand and provide practical implications [13].
To test hypothesis VI and VII, mediation analysis was Quantitative data was collected for this research using
conducted using 2000 bootstraps, 95% confidence structured questionnaires. 5-Point Likert scale used for all
intervals and ML method of estimation. SEM is a questionnaire. The scales of all variables involved were
statistically powerful tool that makes fewer assumptions of checked for validity and reliability, and then hypotheses
the data, uses a very large number of bootstrap samples to were tested. Based on rigorous procedures of research
conduct analysis and estimates indirect effect itself [20]. analysis employed in this study, it was found that top
Table 7 shows direct, indirect and total effects of IV on management support in organizations lead to higher user
satisfaction and increased net benefit. It was also found
DVs through mediator.
that quality in terms of system, service and information
Table 7 Total Effect
mediated the relationship of top management support and
user satisfaction, as well as of top management support and
Total effect Direct
Indirect
Hypotheses
net benefit.
effects
effects
testing
Top management support (TMS) has been found to
enhance user benefit in current research. Thus, we
recommend the top managers to fully involve and support
suitable environment and culture for positive change in
TMS 
.881*
.146
.736*
H7
Quality 
accepted
organization’s image that is extremely important for user
NB
satisfaction. Top managers should arrange resources
required by the users and encourage user focused
organizational environment to promote user satisfaction.
Involvement and support of top managers can also make
G. CFA Result Summary
overall organization succeed, and its evidence can be seen
Table VII shows that the indirect effect of top in current research in the form of top management
management support on user satisfaction is significant (β support’s positive effect on net benefit of organizations.
= .836, ρ<0.05) thus hypothesis 5 is supported that posits
Current research also explains the mechanism through
that quality mediates the relationship of TMS and user which top management support enhances user satisfaction
satisfaction. We can also observe in Table 6 that after and net benefit. It has found that quality of systems,
mediation, the direct effect of TMS on US becomes services and information fully mediates the relationship of
insignificant that points towards full mediation of quality TMS and user satisfaction as well as net benefit. Based on
as compared to partial mediation in which direct effect this full mediation, we recommend that when top
reduces but remains significant. It means that when top management will be supportive, the quality of system,
management provides support to employees, the quality of services and information will get improved. As users are
systems, services and information improves, and as a result mainly concerned with the quality of system, services and
user satisfaction also increases. The role of quality as a information they receive from an organization in return of
mediator between TMS and NB has also been found the cost they incur, their satisfaction will only improve if
because hypothesis 6 has received support. It can be seen the quality will improve. Therefore, top managers must
in table 6 that the indirect effect of TMS on net benefit support their employees for improving the quality of
through quality is positive and significant (β = .736, system, service and information because the main entities
ρ<0.05). This is also a case of full mediation where direct to bring any improvement in quality are the employees.
effect has become insignificant after mediation. Therefore, Finally, as one of the goals of all organizations is to earn
it shows that when top management provides support to profits, current research found a way to enhance net
employees, the quality of systems, services and benefits. We argue that improved quality as a result of top
information improves that, in turn, enhances the level of management support may reduce/eliminate wastage of
net benefit.
resources and may help organization achieve economies
TMS 
Quality 
US

.872*

.036

.836*

H6
accepted

CONCLUSION AND RECOMMENDATIONS through full usage of resources. Thus, organization may
manage to achieve maximum output with minimum
Current research developed and validated a research resources otherwise called efficiency. As a result, net
framework based on Delone model in the context of benefit of organizations may achieve.
Pakistan [13]. This study incorporated top management
support as an antecedent of quality as well as user
V.
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Fig. 3 Measurement Model

Fig. 4 Full Structural Model
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In summary, our model is mainly built on the support
of top management. All the variables including quality,
user satisfaction and net benefits are dependent on top
management support. The reason is that top managers are
the ones who are developing and communicating overall
strategies for organizations, but if they don’t support
employees while implementation of these strategies,
things may go wrong. Therefore, we recommend top
managers to continuously translate organizations’
strategies for employees so that they may relate to these
strategies and help in improving quality leading to higher
user satisfaction and net benefit. In current research, data
was collected from 100 employees of single organization
that rendered support for proposed framework. Future
research can opt for collecting data from a wide array of
organizations to see whether the modified Delone model
holds true for other organizations too [13].
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VII.

QUESTIONNAIRES

System Quality
1. Are you comfortable to rely on the system
information?
2. Are you getting up-to-date information from the
System?
3. Are you getting required information instantly
from the System?
4. Is the System efficient to take your needs?
5. Did this implementation result in reduced paper
work?
6. Are you getting timely reports from the System?

Service Quality
1. Did you already have a reliable IT infrastructure in
place?
2. Are you getting good ILAS (Individual Life
Insurance Systems) Technical Support?
3. Technical knowhow of the ILAS (Individual Life
Insurance Systems) implementation team
4. Streamlined the business processes
5. User’s involvement and participation
6. Are you or your team capable to handle the ILAS
(Individual Life Insurance Systems) Functional Side?
7. Has the system improved your performance?
8. Strong and meaningful training programs

Information Quality
1. Is the ILAS (Individual Life Insurance Systems)
Data accurate? Learning and Growth
2. Are you or your department capable to take care of
your reporting requirements?
3. The information which was only available via other
departments earlier, is now available via the system.
4. Strong Information Systems (IS) Department
5. Does the ILAS (Individual Life Insurance Systems)
provide you accurate information for your daily
routine tasks?
6. Does the ILAS (Individual Life Insurance Systems)
provide you the information for easy decision
making?

7. What is your opinion about the overall
performance of the System?
8. Did the feeling of ownership of the system improve
after the implementation among the functional users
as well as end users?
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Top Management Support

5. Was there any staff reduction?

1. Top management support

6. Efficient change management

2. Functional areas support

7. Strategic planning for the ILAS (Individual Life
Insurance Systems) Project

3. ILAS (Individual Life Insurance Systems) support
within the organization
User Satisfaction
1. Did the ILAS (Individual Life Insurance Systems)
increase your productivity?
2. Do you now have a decent understanding of ILAS
(Individual Life Insurance Systems) concepts?

8. Forecasting process has been improved
9. Are you dependent on the ILAS (Individual Life
Insurance Systems) for your daily operational
activities?
10. Is the ILAS (Individual Life Insurance
Systems) advantageous?

3. Does the ILAS (Individual Life Insurance
Systems) aid your decision making process?
4. Are you or your department being trained on
time?
5. Does the ILAS (Individual Life Insurance
Systems) ease your work load?
6. The interdepartmental relationships improved
7. Overall group / departmental productivity
improved
8. Better coordination in between different
departments
9. Is the ILAS (Individual Life Insurance Systems)
user friendly?
10. ILAS (Individual Life Insurance Systems)
simplifies user task.
Net Benefits
1. Increased overall satisfaction with business
processes
2. Did you get any benefit out of resource
utilization?
3. ILAS (Individual Life Insurance Systems) helps in
saving end user time
4. Was there a decrease in overall operating cost
after implementing the System?
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