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Abstract 

The purpose of the study was to examine how AIS is observed by its users within an 

academic medical center where financial transactions are critical in managing patient care 

and research operations. A cross-sectional qualitative research design was applied using 

interviews, the convenience sampling method was used to select study participants, and a 

thematic analysis was conducted to identify patterns in the responses given. Based on the 

results provided in the interviews, 1) AIS design and specifications are associated with user 

satisfaction and performance in the workplace environment. 2) Organizations must focus on 

delivering AIS that offers the resources required for employees to perform their roles and 

being as effective as possible. 3) User needs should be identified as part of any AIS 

implementation or upgrade to support performance optimization with ongoing system 

utilization. The study questions were validated under the subject matter of job-related tasks 

and performance as related to the use of accounting information system. The study will aid 

the future business environment by obtaining employee feedback regarding future changes to 

the system that will address their specific roles and responsibilities so that the system 

promotes greater efficiency and will enhance performance. 

Keywords: accounting information systems, academic medical center, contingency theory, a 

model of information systems success 

1. Introduction 

Accounting information systems (AIS) are essential to organizational operations and all 

activities related to financial management. Organizations are obligated to exercise 

transparency in their financial decisions, and access to financial records is critical to forecast 
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models, establish budgets based upon existing cashflows, and direct financial resources 

appropriately. Performance measurements require accounting systems that apply advanced 

technologies and strengthen performance by protecting resources and ensuring that all aspects 

of financial accountability are in order (Naser & Al Shobaki, 2016). Organizations must focus 

on applying the data available through AIS to solve problems and make future strategic 

decisions, and this practice requires the utilization of existing systems to evaluate their 

capabilities and their impact on performance (Al-Mamary, Shamsuddin, & Aziati, 2014). 

Understanding the levels of user satisfaction of AIS as part of financial operations requires an 

evaluation of the quality and data transparency within these systems and how they impact 

individual performance (Hahn, Wanjala, & Marx, 2013). From the perspective of employees, 

it is necessary to acknowledge the issues faced when using AIS to conduct business 

transactions and how employees perceive the system and its impact on performing their work 

duties and responsibilities. 

The study identified the ongoing risks associated with the implementation of an accounting 

information system that does not satisfy user needs and contributes to poor productivity in the 

workplace. It was important to identify the concerns among employees regarding the system 

and its specifications to determine the impact of the system on employee performance 

outcomes. The trickle-down effect of a poorly designed or inefficient system can have 

detrimental effects on the organization on many levels and can cause harm because employee 

performance will decline over time if they lack the motivation and the tools to be successful. 

For the study, the following research questions were proposed:  

1) What was the effect of the selected accounting information system on employee 

performance in the workplace environment? 

2) What was the relationship between the specifications of the current AIS system and its 

effects on employee performance? 

3) Did the AIS limit the ability of employees to be productive and to focus on the needs of 

the organization? 

4) Was the current AIS system counterintuitive or impractical? 

5) How did the AIS system affect employee motivation to perform effectively on the job? 

2. Literature Review 

Accounting information systems facilitate many financial transactions and allow for the 

storage and retrieval of data points in real-time. Many systems are equipped with 

customizations that support organizational needs, while others provide standardized options 

for collecting data and reporting functions. System performance and user-friendliness have an 

impact on employee performance because they affect how employees use the system when 

they are comfortable with its features, and if they know how to manage data in effective ways 

(Hariyati, Tjahjadi, & Soewarno, 2018). Among organizations, AIS should emphasize the 

quality of the information entered, the integrity of the data, and the quality of the entire 

system through its effects on operations (Ali, Omar, & Bakar, 2016). The data entered in an 

accounting system is expected to be accurate because it drives numerous financial 

transactions and decisions; however, when many users input data, there is a risk of errors and 
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the integrity of the data is diminished. 

The balanced scorecard theory indicates that decision-making that is largely driven by data 

analytics from an AIS influence performance and affect operations; therefore, organizations 

must focus on systems that support practical data collection and accuracy to support positive 

performance (Appelbaum, Kogan, Vasarhelyi, & Yan, 2017; Grigoroudis, Orfanoudaki, & 

Zoponunidis, 2012). In healthcare organizations, there must be a greater emphasis on 

financial transactions that are related to purchasing, patient care, research, and other 

operations (Eldenburg, Krishnan, & Krishnan, 2017). The system should provide the 

necessary features to advance accounting and financial controls for all aspects of the 

organization to prevent waste, fraud, and other errors (Eldenburg et al., 2017). With any 

system, its employees should have a clear understanding of its capabilities and how it is used 

for specific purposes, and its functionality should be managed effectively across all levels. 

The organization and its leadership team have a responsibility to manage the ownership of all 

components of the system across departments and divisions to ensure that it is managed and 

is fully operational at all levels (Shabab & Nisa, 2014). 

As healthcare information systems become more complex, user satisfaction is an important 

issue to achieve greater effectiveness and support user goals and objectives (Chang, Chen, & 

Lan, 2012; Rubel & Kee, 2014). As organizations expand in scope and their information 

systems expand to meet these demands, the system specifications and data management 

should provide value to employees to drive their effectiveness and meet expectations (Chang 

et al., 2012). If employees in healthcare organizations lack faith, trust, or understanding of 

these systems and they affect their work performance, their user and job satisfaction may 

diminish and their performance may decline (Chang et al., 2012; Huang et al., 2014). 

Specifically, academic medical centers conduct research, provide education, and offer 

comprehensive clinical care to patients using technologies and the knowledge of expert 

practitioners to address a variety of health concerns. The study determined if the quality of 

the system had an impact on the quality of service and its utilization in understanding 

employees’ level of satisfaction with the system and its effects on motivation to achieve 

high-level performance (Aguilar-Escobar, Bourque, & Godino-Gallego, 2015). 

Exercising greater control over system management is vital to the success of these systems 

and their impact on employee performance, and when these systems are difficult to use, 

employees may experience greater frustration that could contribute to negative performance 

measures (Hammad, Jusoh, & Oon, 2010; Artawijaya & Darma, 2015). Among managers and 

at other levels of the healthcare organization, performance is often associated with the use of 

these systems because users must know how to enter data, obtain reports, and use other 

functions as part of their routine roles and responsibilities (Hammed et al., 2010). The 

usability of the system and its components impacts satisfaction rates among users, and if a 

system is not customized to meet specific standards, it is less impactful and effective in 

managing financial needs (Agglidis, Prodromos, & Chatzoglou, 2012). Lack of training, a 

system with impractical features, lack of technical support, and a limited association in 

functionality to current needs are key reasons employees may not have a strong affinity for 

the system and do not believe that it serves the needs of the organization well (Mihail & 
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Kloutsiniotis, 2016; Khalifa, 2014). 

In healthcare organizations such as hospitals or academic medical centers, cost accounting 

and key controls are vital, and all related system components should offer the tools required 

to be successful in maintaining accuracy within the system and in any reporting that is 

necessary (Carroll & Lord, 2016; Wager, Lee, & Glaser, 2009). Transparency is vital for 

organizations to promote high-quality services to patients and in all other areas; for these 

organizations, it is important for all systems to reflect the appropriate cost accounting 

measures and to enable employees to enter and edit information as needed, which will ensure 

that accuracy and transparency are prioritized (Carroll & Lord, 2016). By extension, the 

organization must have accounting systems in place, which will promote data integrity and 

provide as much transparency as possible to allow employees to perform with greater 

accuracy and professionalism. 

3. Method 

A cross-sectional qualitative research design using interviews was conducted with employees 

within a large academic medical center using the convenience sampling method (Chang et al., 

2012). This design was appropriate for the study because it involved the collection of data 

from employees regarding their individual experiences with the AIS system at their 

organization. The study sought to determine if employees are satisfied with the AIS system 

currently in place, including its positive and negative components and the ability of the 

system to enable employees to perform their roles. It was expected that their actions should 

be a positive reflection of the systems that are currently available, but if these systems are 

inaccurate, inefficient, or impractical, performance will falter, and the organization will fail to 

meet expectations. 

The interview structure was designed to address employees’ understanding of the AIS as it is 

currently structured, the frequency of use, and its impact on their roles. The interviews were 

structured in nature to address questions regarding the basic roles and responsibilities of each 

participant at work and their frequency of use of the system and to analyze if it had a positive 

impact on their current roles. The inclusion criteria were any employees who work in any 

department at the academic medical center that involves accounting, finance, and purchasing 

functions and was responsible for using the current accounting information system. The 

exclusion criteria were employees who did not use the system as part of their regular roles. 

This group of participants provided feedback regarding their personal experiences with the 

system and how it affects their roles. 

The interview questions were largely associated with the job and the use of the accounting 

information systems, and the subject matter increases the validity of the questions and their 

relevance to the study. Prior to conducting the study, it was also necessary to obtain the 

required approval from the Institutional Review Board (IRB), including the approval of 

informed consent documents to ensure that all participants understood the study and its risks, 

and could withdraw from the study at any time. A thematic analysis was conducted to 

determine patterns in responses, including the perceptions of participants who use the system. 
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Following the primary objectives of AIS, contingency theory was applied to this framework 

to promote the ideal “fit” between system and organization, and by extension, the employees 

(Hammad et al., 2010, p. 767). Contingency theory supported the premise that organizational 

differences drives system needs and specifications as well as subsequent training and 

usability of the system; each of these factors also contributed to employee knowledge of the 

system and individual performance (Hammad et al., 2010). The organization emphasized 

delivering a product/system that was aligned with organizational needs to its employees and 

offered the resources needed to enhance performance. The failure of the system to fully 

capture and align with organizational needs would lead to poor performance, which is not 

only a product of employee performance but would also increase costs and reduce 

productivity.  

For this study, the model of information systems success by DeLone & McLean was used to 

examine service quality and its impact on user satisfaction to achieve optimal job 

performance (Chang et al., 2012). This model included a focus on service quality as part of 

system performance and its impact on employees to achieve their goals at the organization 

(Chang et al., 2012). With this framework, the primary characteristics involved in evaluating 

the system included its accessibility for employees as they attempt to manage their roles and 

perform their required duties, usability in the form of understanding how to use the website 

and if its features are readily accepted or understood, navigation which allows employees to 

obtain or enter information with the appropriate links available, and interactivity, which 

supports the personalization of the study for the specific needs of the organization (Chang et 

al., 2012). 

4. Results 

A total of 14 employees participated in the study; at its onset, 15 participants were selected 

but one withdrew before the interview. The study population included employees with 

different levels of experience with the accounting information system. This diversity in 

participants and their responses offered greater insight into the system and its effectiveness 

from many angles. All 14 study participants had at least limited experience with the system, 

with an experience range of one to ten years. 

From the 14 study participants, the following data was collected: 

1) Years of employment at the organization: 

a. 1–2 years: 21.4 percent (n=3) 

b. 3–5 years: 42.8 percent (n=6) 

c. 6–9 years: 14.2 percent (n=2) 

d. 10 years or more: 21.4 percent (n=3) 

2) Number of years of experience using the AIS: 

a. 1–2 years: 21.4 percent (n=3) 

b. 3–5 years: 35.7 percent (n=5) 

c. 6–9 years: 21.4 percent (n=3) 

d. 10 years or more: 21.4 percent (n=3) 

3) The division they were employed in: 
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a. Accounting (patient care or research): 42.8 percent (n=6) 

b. Finance: 35.7 percent (n=5) 

c. Other financial functions (i.e., purchasing): 21.4 percent (n=3) 

In the study, other themes identified through the interviews include the following: 1) The 

majority of study participants (78.6 percent; n=11) were not fully satisfied with the system 

and its specifications; 2) nearly all participants (92.9 percent; n=13) believe that some 

components of the system are cumbersome and require the performance of additional 

unnecessary tasks; and 3) almost all participants (92.9 percent; n=13) acknowledged that the 

system requires additional changes or customizations to become more user friendly for 

employees; and 4) half of all participants (50 percent; n=7) acknowledged that the system in 

its current state can negatively impact their motivation to perform their work. 

5. Discussion 

Regarding research question #1, the system did not provide an efficient portal for employees 

to perform at the anticipated levels. With the current system, its limitations are problematic 

for employees, and their responses indicate that their motivation to perform consistently at a 

high level is affected by the negative aspects of the system. In addressing research question 

#2, almost all participants believed that the system is flawed in one way or the other, 

including some of its specifications and its limitations. Regarding research question #3, AIS 

was a limiting factor in meeting employee productivity objectives and in enabling employees 

to emphasize organizational needs. Regarding research question #4, the current AIS system 

was not fully counterintuitive and had numerous impractical components that made it 

difficult for employees to manage their work in a time-efficient manner. Finally, regarding 

research question #5, the AIS system had an overall negative impact on employee motivation 

due to the ongoing frustration with the current system and some of its components. 

The study demonstrated the importance of information systems for finance and accounting 

that are appropriate and practical for health care systems, such as academic medical centers. 

The system specifications were critical in determining how employees respond to the system, 

if they found it useful, and if they understood how to improve their work performance by 

using this system regularly. The feedback provided by employees was instrumental in 

determining areas where the system value was limited. Based on the information collected, 

the organization determined how the system limited employee performance. 

The future success of the organization and its ability to provide control, oversight, and proper 

data collection related to accounting and finance depends on the delivery of system tools and 

specifications that will make a difference for employees in alleviating some of the stressors of 

their roles and will also promote greater efficiency if they do not have to take on extra 

processes or steps that negatively affect performance (Khodambashi, 2013). An academic 

medical center has a responsibility to provide its employees with systems that are fully 

integrated to manage a variety of functions related to research, patient care, and education 

across different areas. This information provided employees with a set of resources that are 

valuable in meeting their needs and will demonstrate that the system is fully functional, and 

its features are appropriate. The outcomes of the study indicate that feedback from employees 
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regarding their use of the system, its impact on their daily activities, and other missing 

components affect motivation and performance. 

6. Conclusion 

The study offered employee insights regarding the significance of accounting information 

systems and their role in achieving performance goals as they are tied to motivation. With the 

interviews, the feedback generated from participants was important in assessing the system 

and its current functionality. The application of contingency theory was useful because it 

provided context regarding the perceived needs of the organization and the ability of the 

current system to meet these needs effectively (Piening, Baluch, & Salge, 2013). It is 

recognized that the current system and its capabilities are less than satisfactory and harm 

employee performance and motivation. The feedback obtained through the interviews offered 

greater insight into employees’ understanding and acceptance of the system and their ability 

to meet organizational needs in its current state (Nadri et al., 2018).  

The study limitations included the following: the study was conducted at a single 

organization, an academic medical center. Since the study is limited to one site, the results 

play a role in shaping future studies on this subject matter. Researchers must further examine 

the issues affecting the study and the outcomes that will likely promote change and progress 

to align system features with current strategic needs. They will also contribute to future 

outcomes of the organization and in focusing on how employee performance is largely a 

product of system features, benefits, and limitations that affect how they perform their daily 

activities and if they achieve full accuracy in their work. 
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Appendix 

Appendix A: Interview Questions 

1. What is your age group? 

a.  18-29 

b. 30-49 

c.  50-65 

d. 65 and over 
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2. How long have you worked at the organization? 

3. What is your current role? 

4. What is your highest level of education? 

a. High School Diploma 

b. Bachelor’s Degree 

c. Master’s Degree 

d. Other Advanced Degree (MD, Ph.D., etc.) 

5. What is your level of experience working with accounting information systems? 

6. What types of challenges have you experienced with accounting information systems? 

7. What is your perspective regarding the accounting knowledge that is necessary for the 

proper recording and processing of transactions? 

8. Does your organization provide training to provide updated accounting knowledge? 

9. Is accounting knowledge a critical component in the implementation of an accounting 

information system? 

10. Does accounting knowledge increase organizational performance and managerial 

support? 

11. Is managerial support a pre-condition to implement an accounting information 

system? 

12. In a managerial role, do you support the proper implementation of an accounting 

information system as part of the enterprise? 

13. In a managerial role, are you willing to invest to implement and operate a fully 

functional accounting information system as part of the enterprise? 

14. In a managerial role, does a fully functional and effective accounting information 

system reduce inefficiency and increase performance? 

15. Does the accounting information system require updating to meet goals and 

objectives? 
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