An Analysis of Data-Driven Decision-Making Capabilities

of Managers in Banks

Mohamed Shazmin Marikar

(Reg. No. 169117R)

Degree of Master of Business Administration in Information Technology

Department of Computer Science and Engineering

University of Moratuwa

Sri Lanka

May 2018



An Analysis of Data-Driven Decision-Making Capabilities

of Managers in Banks

Mohamed Shazmin Marikar

(Reg. No. 169117R)

The dissertation was submitted to the Department of Computer Science and
Engineering of the University of Moratuwa in partial fulfillment of the requirement

for the Degree of Master of Business Administration in Information Technology.

Department of Computer Science and Engineering

University of Moratuwa

Sri Lanka

May 2018



DECLARATION

| declare that this is my own work and this thesis does not incorporate without
acknowledgement any material previously submitted for a Degree or Diploma in any
other University or institute of higher learning and to the best of my knowledge and
belief it does not contain any material previously published or written by another

person except where the acknowledgement is made in the text.

Also, | hereby grant to the University of Moratuwa the non-exclusive right to
reproduce and distribute my thesis/dissertation, in whole or in part in print, electronic
or another medium. I retain the right to use this content in whole or part in future works

(such as articles or books).

M. Shazmin Marikar Date

(Signature of the candidate)

The above candidate has carried out research for the Master’s thesis under my

supervision.

Dr. H.M.N. Dilum Bandara Date

Signature of the Supervisor



COPYRIGHT STATEMENT

I hereby grant the University of Moratuwa the right to archive and to make available my thesis
or dissertation in whole or part in the University Libraries in all forms of media, subject to the
provisions of the current copyright act of Sri Lanka. | retain all proprietary rights, such as patent
rights. I also retain the right to use in future works (such as articles or books) all or part of this

thesis or dissertation.




ABSTRACT

The vast volume of data generated by modern organizations could be used to gain a
competitive advantage through the application of data analytics techniques. As such,
many organizations are adopting data analytics and business intelligence tools with the
aim of obtaining information more easily, gaining important insights, forecasting
future events, and getting timely and reliable information to aid them in their decision
making. While these tools are becoming mature, affordable, and easier to use, it is also
important to understand whether the contemporary managers in these organizations
are ready for Data-Driven Decision Making (DDDM). Therefore, it is imperative to
understand to what extent the Decision Makers (DMs) are utilizing these data and
tools, whether they can interpret the various forms of outputs from these tools, and
gauge their ability to apply those insights to gain a competitive advantage. This study
aims to answer these questions through a qualitative survey and a detailed analysis of
several cases where such data analytics tools were used. This research uses
Straussian’s grounded theory as the tool to analyze and build the theory for this
investigation. The analysis focused on commercial banks in Sri Lanka and interviewed
DMs at branch and regional levels, and the CTO, CIO, and Head of IT of six banks. It
was identified that in many occasions, the DMs’ intuition overrules the DDDM due to
uncertainty, lack of trust, knowledge, and the unwillingness towards risk-taking. It was
also found that while experienced DMs prefer intuition-based decision-making, novice
DMs are more adept at DDDM. Moreover, it was identified that quality of
visualizations and presentations had a significant impact on the use of intuition by
overruling DDDM. Subsequently, a set of recommendations are provided on the
adoption of Bl tools and on overcoming the struggles faced while performing DDDM.

Keywords: Data-Driven Decision Making; Decision Makers; Data Literacy; Business

Intelligence Tools
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