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ABSTRACT

To improve and facilitate patient care, hospital administrators have implemented healthcare
managementsystems(HMS).Unfortunately,manyhospitalshaveencounteredHMSimplementation
problems.Someuser-related factorshavebeenproposed in the literatureas important to system
success.This studyproposesan integrativemodel andempirically tests the importanceof these
variablesasdeterminantsofHMSimpactonthejobsofnurses.Datafrom213nursesusingtheir
hospitalHMShasbeenusedtotesttherelationshipsbetweentheindependentvariablesandtheHMS
impactonthenurses’jobs.Theresultsconfirmtheimportanceofnurseparticipation,training,good
communicationwithdevelopers,andlackofconflictregardingsystemimplementationenablinga
moredesirableeffectofHMSonnurses’jobs.Basedontheresults,recommendationsaremadefor
hospitaladministratorstoimprovethelikelihoodofHMSimplementationsuccess.
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INTRodUCTIoN

Healthcareinformationtechnologyingeneralhasbeenconsideredasanimportantfactortoreduce
costsandimprovetheefficiencyandsafetyofthehealthcaresector(Fujino&Kawamoto,2013;
McBride,Delaney&Tietze,2012).Specifically,HealthcareManagementSystems(HMS)provide
supporttomanyclinicalandadministrativeactivities/tasksinawidevarietyofhospitalareassuch
asradiology,anesthesia,pathology,emergencymedicine,billingservices,appointmentscheduling,
refunds,etc.WithineachoftheseareastheHMSmayalsobeusedtosupportawidevarietyoftasks.
Forexample,inradiologyaloneitmaybeusedforelectronicdownloadsofpatientdemographicdata
andtodownloadradiologyreportsintoHMSbillingsoftware,on-linecodingoftranscribedradiology
reports,claimsubmission,postingofremittancenotifications,etc.Whilesomehospitalsdevelop
someHMScomponents in-house,mostacquire integratedcollectionsofvariousHMSsoftware/
servicecomponentscommerciallyavailablefrommanyvendors.Therefore,inagivenhospitalthe
comprehensivenessoftheHMSsupportcanvarywidelyandsocanthedifficultyofimplementing
suchsystemsifmanagersarenotcarefulaboutthepotentialimplementationproblems(Glaser,2011;
Yamazaki,Ikeda,&Umemoto,2011).Despitecontinuouseffortstoimprovehospitalproductivity
andservicequalitybyusinginformationtechnology(IT),manysystemimplementationproblems
remain(Bolan,2011;Glaser,2011).PerhapsbecauseofHMS’sintegrativenature,theytendtobe
relativelylarge,expensivesystems,normallydictatedfromabove.Thesecharacteristicsoftenleadto
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unwantedandpoorlymanagedchanges.Ashospitals’dependenceoninformationsystemsincreases,
sodoestheneedtoensurethattheyperformaccordingtospecificationsand/oruserneedsandwants.
PrimarilyforthisreasonwetargetedHMSinthisstudy.

Whilethereasonsforsystemfailureorlessthansuccessfulsystemimplementationaremany,given
theincreasinghospitalITexpenditures,improvingsystemsuccessisofcriticalimportance(Grenuk,
2011).Oneissuebecomeshowtomeasuresystemsuccess.Themorewidelyusedwaysareanextent
ofsystemusage,usersatisfactionwiththesystem,andbenefitsderivedfromusingthesystem,the
amountorfrequencyofsystemusage,andtheimpactthatspecificsystemshaveonend-userjobs.
Whichonerepresentsthebestmeasureofsuccessdependsontheobjectiveofthestudy.According
totheliterature,thereisanurgentneedforunderstandingtheissueofnurseretentionandturnover
(Currie&Hill,2012;Nei,Snyder,&Litwiller,2014);andalsowhynurseshavebeenrelatively
slowembracingtheuseofcomputertechnologywhileperformingtheirjobs(Cross&MacDonald,
2013).Thus,similartothemotivationofpreviousstudiesregardinginformationsystemsimpacton
end-userjobs(Yoon&Guimaraes,1995;Yoon,Guimaraes,&Clevenson,1996),wechoseitasthe
dependentvariable.IfhospitaladministratorscanimproveorganizationperformancealongtheHMS
developmentandimplementationuserfactorsleadingtomorepositiveimpactonnurses’jobs,that
arelikelytohelpimprovenurses’adoptionofcomputertechnologyingeneral,andhopefullyhelp
improvetheproblemsofnurseretentionandturnovermentionedabove.Thus,weselectednursesas
thesubjectsforthisstudy.

Theimportanceofusersatisfactionwithandthejobimpactfromtheirinformationsystemsis
widelyrecognizedandcannotbeoverestimatedgiventheenormousamountofhospitalresources
spentinthisarea,andthedegreeofdependenceontheincreasingcollectionofsystemapplications
(Hart,2011;Metaxiotis,2006).However,thereremainsomeimportantquestions,whichthisresearch
triestoaddress:Willnurses’jobimpactbeaffectedbysomeofthesamevariablesfoundimportant
togeneralsystemsuccess?Howimportantaresomehumanrelatedfactorssuchasnursetraining
andparticipation insystemimplementation,aswellasotherusercharacteristicsasdeterminants
ofjobimpactfromHMSimplementationanduse.Theimportanceofuserparticipationinsystems
implementationasanimportantingredientforsystemsuccessingeneralhasbeenstudiedbefore
(Hwang&Thorn,1999;Mahmood,Burn,Gemoets,&Jacquez,2000;Metaxiotis,2006;Subramanyan,
Weisstein,&Krishnan,2010).Onemayexpectthatfindingevidencetocorroboratetheessentialrole
thatusersplayduringsystemdevelopment/implementationshouldbeasimplematter.Surprisingly,
thisisnotthecase.Whilethemajorityofresearchevidencefindsuserparticipation/involvement
correlatedwithvariousmeasuresof system success (Hwang andThorn, 1999;Mahmoodet al.,
2000;Subramanyanetal.,2010),theliteraturehasoftenpresentedconflictingresults.Somestudies
haveshownuserparticipationtobepositivelycorrelatedwithsystemsuccess,negativelycorrelated
withsystemsuccess,andsometimesnon-significantlycorrelatedwithsystemsuccess(Brodbeck,
2001;Chen,Yu-ChihLiu,&Chen,2011).Asmentionedaboveotherusercharacteristicsbeyond
mereparticipationinthesystemdevelopmentprocesshavebeenfoundtobeimportantfactorsby
variousauthors.

Dependingonhospitaladministrationhiring,training,andcultivatingthesefactors,whichare
believedtobeimportantdeterminantsofnursesatisfactionwiththeirHMS,theirbehaviortoward
HMS,mayrangewidelyfromavoidance,toreluctantusage,tousingitoftenasaproductivetool.To
complicatematters,asdiscussedearlier,becauseHMSisexpectedtoprovideoperationalsupportfor
manyvitalhospitalservices,inmanycasesitsusageisrequiredregardlessofanyparticulargroup’s
satisfactionwiththesystem.Themainobjectiveofthisstudyistotesttherelationshipsbetween
thehumanrelatedfactorsmentionedabovewithafavorableHMSimpactonthenurses’jobs.Inthe
nextsection,wedefinetheprimaryconstructsstudiedhere(HMSjobimpact,userparticipation,
userexpertise,user/developercommunication,usertraining,userinfluence,anduserconflict).We
explainthenatureofeachvariableandrespectivelyproposetestablehypotheses.Followingthat,we
explainthemethodologyusedandpresenttheresultsofourtests.Finally,wediscusstheimplications
oftheresultsformanagersandresearchers.
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