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Abstract: 

This study attempts to identify the impact of system quality and information quality on crisis management in 

Jordanian mobile telecommunication companies. A survey method was applied through a questionnaire. Zain, 

Orange and Umniah are Jordanian mobile telecommunications companies that are working in the Hashemite 

Kingdom of Jordan. A sample of 80 managers participated in this study. The data was analyzed by a descriptive 

statistics method using the statistical package of social sciences (SPSS).  

The results showed a strong statistical significant effect of system quality and information quality on crisis 

management in the targeted telecommunication companies.  

The study concluded that 85.3 % of the variation in crisis management are explained by both (system quality & 

information quality) This is an high percentage which illustrates the importance of (system quality & information 

quality) and their impact on crisis management. The study recommends paying more attention and focus on 

studying the different factors of quality measurement in information systems and their impact on crisis 

management. 
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1. Introduction:  

Information systems help organizations in their operations and support the process of good decision making when 

organizations face crises in a turbulent business environment. In order to provide information services in light of 

the rapid changes in the role of information systems, organizations need to provide high-quality information 

systems that provide services and information required by the users. 

 

It is clear that information remains the main support system in the decision-making process for various 

organizations. Development in the field of information systems include: methods of information transfer and 

circulation, the enormous possibilities of computers in their various forms and the emergence of new applications 

helps support the best decision-making process in a timely manner when dealing with crises.  

 

On the other hand, information systems are used to confront the tremendous amounts of changes in the work 

environment. In light of the crisis facing such organizations, there is a significant need for information systems in 

organizations. Moreover, information systems allow organizations to face threats to their survival wisely. 

 

The quality of the information systems and the successful applications have been confirmed by several models 

including the "Delone and Mclean success model of Information Systems" (DeLone, McLean,1992). The success 

factors of information systems in the work environments were identified by this model, namely: (system quality 

& information quality). This model has been used in several researches that examined the impact of information 

systems quality on the organization's ability to achieve a competitive advantage and better performance. 

 

Furthermore, organizations face many problems related to the poor quality of information which is provided by 

information systems. In other cases, the quality of information systems in many cases is not efficient enough to 

clarify and meet the basic need of information. This is especially true in the various stages of crisis management 

where the organization is in a bad need for accurate information to take decisions.  
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This study aims at examining the impact of system quality and information quality on crisis management in the 

Jordanian mobile telecommunication companies by surveying 80 managers from these companies.  

 

The importance of this study first stems from the urgent need for improving the quality of information systems to 

uses it in crisis. In addition, it stems from the need to study the implications of the use of information systems, 

especially in the stages of crisis management. There is also a need for the quality of the information systems to be 

reflected in the performance of the organization in the stages of crisis management and the survival of the 

organization during crises.   

  

2. Literature Review: 

Mittroff’s classification of stages of crisis management concluded that: for the organization in order to prepare and 

confront crises effectively, it is necessary to test the organization's capabilities and development in technical and 

technological systems. (Pearson and Mittroff, 1993).Similarly, there is an impact of the success of information 

systems on the performance of individuals and the organization itself (Amin, 2010) , (malek &et al,2018). The 

effectiveness of management if information system varies at each stage of crisis management and how these 

companies experience these crises (Khashali and Qutub, 2006). This is confirmed by the (Kamolvej, 2006) who 

emphasized on the need for a high level of technology and infrastructure in crisis situations. The effective use of 

information and information systems helps organizations coordinate their actions effectively in crisis situations. 

There is also a great need for the availability of information and communications systems that allow exchanging 

information and in taking the correct decisions. The lack of information is one of the most important difficulties 

facing the action plan in response to crises and that an effective system requires two important elements. First: the 

development of a single network to respond to crises consisting of the modern infrastructure communication 

networks and organizational structures. Secondly: the effective elements that are capable of learning and adapting 

to the changing environments that are able to use equipment and resources while sharing information with local 

managers and communities (Kamolvej ,2006). 

 

Information systems that are used during crises have a positive impact on the response to crises due to the strategic 

role of information technology in absorbing the advanced information systems that support information during 

crises. This enables information systems to benefit and respond to crisis and strengthen the resources of systems 

in order to mitigate the crisis through capturing and storing the necessary information.  

 

In addition, these systems have the ability to quickly transfer information into the system as well as the ability to 

exchange information in a timely manner since the documents and data are electronically stored and contribute in 

solving many issues and crises. (Neubauer, 2007). 

 

Information systems work in the following way: (Increasing the integration of data, giving greater and better 

opportunity to analyze intelligence data in a timely manner, improving the quality of data in a timely manner, 

improve the investigative processes, maintain and make information available to investigators, improvements in 

the decision-making processes by making information available earlier.  

 

In addition, the use of information systems saves time, effort and speed of performance during crises (Neubauer, 

2007) This confirms that there is a strong relationship between information and communications systems as well 

as an enhanced level of crisis management effectiveness in addition to the impact of the effectiveness of 

information systems in the management of industrial companies during crises encountered. (Khashali and Qutub, 

2006). The most important problems and obstacles that limit the efficiency of crises management are the lack of 

databases and information in the field of crisis and disaster management, the lack of suitable software, insufficient 

resources and devices, solutions to avoid obstacles of using information systems and lack of a good integrated 

systems (Verma & Sehgal , 2016).  

 

Information systems play an important role in decision making during crises, including the emphasis on the 

availability of infrastructure for the application of information systems, as well as information requirements for 

crisis management and the creation of good infrastructure that ensures the provision of information services in an 

appropriate manner (Ghareb, 2018). This then illustrates that there is an interest in information as it has an effective 

role in crisis management.  

  

Accordingly, the success of information systems indicates to the positive impact of information systems in 

improving performance and reducing overall costs. In order to provide the information service to users at a high 

level of quality, especially in light of the rapid changes and crises that have occurred where users need information. 

Further, the change in the role of information systems has created required the organizations to provide high-
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quality information systems. Organizations have to make ensure that information systems are capable to provide 

services and information to the user as and when needed especially during crises(Ghareb, 2018). 

 

Several models and approaches have been used to illustrate how the quality of information system is assessed. 

This includes the Delone McLean success model of Information system. This model identified the success factors 

of information systems in the work environment by illustrating the interrelationships between information system 

quality dimensions, standards and the tools used to measure the extent of achieving efficiency of the information 

system. 

 

A model that was published in 1992, which was used to measure the success of information systems and was used 

in many studies where researchers noted that the quality and information systems are sufficient to accommodate 

the basic characteristics of information systems. 

 

System Quality: This can be defined as the performance of IS (Petter and McLean, 2009) which includes software 

and data components that measure the system's technical capability. 

 

To measure the quality of a system (Bailey and Pearson,1983), (Yang et al., 2005), and (Kim et al. , 2009), 

(Hamilton and Chervany,1981), (Bailey and Pearson, 1983), and (Srinivasan,1985), (Lee and Ok ,2004) (DeLone 

and McLean, 1992) proposed the most important factors that are desired and are expressed in the following: 

(Usability, Availability, Reliability, Adaptability, Response time).By comparing the system quality dimensions 

specified in ISO-9126 as well as the system quality in the IS-Impact model, the results showed that both groups 

have validity. On the other hand, (Ali & et al,2012) study showed that both models had sufficient strength to be 

used in assessing system quality.  

 

Information quality :Information quality is defined as the quality of the report or output that is produced and 

displayed by an IS (DeLone and MacLean, 1992), ( Gorla et al., 2010) (malek &et al,2018) in the form of read 

reports or on electronic or audiovisual screens. Wang and Strong (1996) classified information quality into four 

dimensions: intrinsic, contextual, representational, and accessibility. The frequently and commonly mentioned 

measures and dimensions of information quality are: Completeness, understandability, accuracy, timeliness, 

Relevance and Security. (DeLone and McLean, 1992) ,(Wang and Strong, 1996), (Jarke and Vassiliou, 1997), 

(Herrera-Viedma et al., 2006).  

As for the quality of the information, it appears in the information produced by the system and its usefulness to 

the user as it should be desired through the previous dimensions. The results of the (Alhendawi & Baharudin, 

2013)& (malek &et al,2018) study's showed that there is a strong correlation and relationship between the elements 

of quality of information systems and the performance of the employees in the organization. Any improvement in 

the quality of the information and services will positively affect the performance of the employees' tasks. The 

dimensions of the model for both the quality of the information and the quality of the systems will affect the 

employees' and the organization as well. (Amin, 2010).  (Gorla, Somers, & Wong, 2010), in a study that aimed at 

evaluating the success of the model of the information systems through the quality of both the system and 

information. The study found that the quality of the information is a major mediator between the quality of the 

system and the influence on the organization, with a strong relationship between the quality of information and 

the impact on the organization. The study of (Monem, Afrasiabi, Rezvan, & Dehkordi, 2013) confirmed that the 

quality of the information has a strong impact on the quality of use and that the quality of the information and the 

quality of the user have an effect on the quality of using  the system. The quality of the system is considered as one 

of the most important dimensions in measuring the success of the organization's ERP systems compared with the 

quality of information (Darko, Milan, Andra, Miodrag, Patrik, & Izet, 2011), (malek &et al,2018). The study of 

(Ndiege, Way, & Herselman, 2012) identified the factors that are related to poor quality of the system, namely: 

the weak knowledge of information systems skills by both managers and users, weak participation of users in 

building information systems in the organization, the failure to identify the basic needs for the user of information 

systems in addition to the weakness of administrative decisions through which the applications and solutions of 

information systems within the organization are adapted. Consequently, information systems have an impact on 

improving the functioning of organizations and can greatly improve their performance. This impact and 

improvement takes place because the organization is studying the needs of users of information systems and works 

to develop the quality system that meets these needs. This is done by organizing hypotheses, concepts and 

designing principles to provide flexible and dynamic frameworks for the development of a quality information 

system so as to respond to emergencies and crises that will support and manage the administration as well as 

responding directly to them in case of crisis. There should be a kind of coordination among all concerned parties 

and agencies (Turoff, Chumer, Walle & Yao, 2004). 
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3. Material and method  

This applied study attempted to identify the impact of system quality and information quality on crisis management 

in the Jordanian mobile telecommunication companies. This study begins with literature review and presents the 

previous studies in order to extract the most frequent factors that affect crisis management by various companies, 

conducting a survey on the managers of Jordanian mobile telecommunication companies (3 telecommunication 

companies: Zain, Orange and Umniah) that were used for this study. The sample included the entire study 

population; the questionnaires were distributed to 85 managers who occupy executive and intermediate levels in 

Jordanian mobile telecommunication companies and 80 questionnaires were returned. 

The survey consisted of four parts. First: paragraphs that describe the characteristics of the sample. The second 

part contained paragraphs related to the quality of the system. The third part included paragraphs related to the 

information quality and the forth part included paragraphs related to crisis management. 

This was followed by a 5-point Likert scale for the interpretation of participants' responses to the survey questions, 

multiple linear regressions. The statistical test was used to test the hypothesis of the research. 

System quality and information quality factors served as ( independent variables) and were examined against 

“Crisis Management” (a dependent variable). 

 

4. Results and Discussion 

4.1 Demographic Information  

In order to describe the characteristics of the study sample: (gender, age, educational level and years of experience) 

(Table 1). It was found that the percentage of male (68.7 %) is approximately double the percentage of female 

participants (31.3 %). This indicates that females were a minority in the sample. 

 

The analysis of age variable reflects that nearly two thirds (62.5 %) of the sample aged between (30 -50 years) 

indicating that this was the greatest age category followed by the participants aged (> 50 years) (31.2 %) and that 

the youth participants were the least aged (< 30) category (6.3 %). 

 

Concerning the education level variable, it was clear that the Bachelor degree formed half of the sample (50.0 %). 

No participants hold less than a bachelors' degree (0.0 %) and the holders of masters' degree were greater (37.5 %) 

than the PhD (12.5 %). Inspecting the percentages of participants according to their experience, the results show 

that the participants who posses longer experience were the greatest (43.7 %) followed by the participants with 

moderate experience (10 -15 years) (37.5 %) and that participants with short experience were the less participants 

(18.8 %). 

 

Table 1: characteristics of the sample  

Demographic variable Frequency Percentage 

Gender    

Male 55 68.7 

Female 25 31.3 

Age   

<30 5 6.3 

30-50 50 62.5 

>50 25 31.2 

Academic qualifications    

Less than bachelor 0 0.0 

Bachelor 40 50.0 

Master 30 37.5 

Phd 10 12.5 

Experience    

<10 years  15 18.8 

10-15years  30 37.5 

More than 15 years  35 43.7 
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4.2 System Quality : 

 

Table (2) presents the results of means, standard deviations and the relative importance of the items of System 

Quality: (Usability, Availability, Reliability, Adaptability, Response time). 

 

Table (2): means and standard deviations for the items of system quality  

 

Importance Rank SD Mean items   

High 12 .87 3.89 The current information system always provides me with 

adequate information on system problems. 

1 

High 7 0.91 4.16 The information system is easy to use. 2 

High 9 .65 4.15 The information system always operates as it should. 3 

High 10 .68 4.03 The current information system helps me reach the best 

solutions. 

4 

High 4 .78 4.28 The information system requires a few screens and files to 

accomplish the task. 

5 

High 11 .92 3.98 The information system can be easily modified, repaired and 

improved. 

6 

High 5 .77 4.26 The current information system responds quickly. 7 

High 2 0.58 4.35 The current information system analyzes, simplifies and 

facilitates understanding of complex problems. 

8 

High 6 0.93 4.22 The current system provides computerized programs that are 

compatible with the requirements of the work of each 

administrative level. 

9 

High 3 0.68 4.46 The current information system provides safe and accurate 

information. 

10 

High 8 0.68 4.12 The current information system contains features that protect 

information and reduces errors. 

11 

High 1 0.61 4.60 The current information system allows all administrative levels 

the ability to plan and organize their work. 

12 

High  .75 4.20 System Quality 

Mean ranks (2.33 and less: low; 2.34 - 3.67: moderate; 3.68 and more: high) 

 

Table (2) shows the values of means and standard deviations for the items of System Quality. The mean values 

ranged between (3.89- 4.60). Item No. (12), states: “The current information system enables all administrative 

levels the to plan and organize their work.” Had a recorded the highest mean (4.60) and ranked first while item 

No. (1) state that: "The current information system provides me with sufficient information on the problem, had 

had recorded the least mean (3.89) and ranked the last. The overall System Quality was evaluated in a high degree 

with a mean of (4.20). This emphasized the importance of flexibility in the relationships between the parts of the 

system and the entire system and its comprehensiveness to serve crisis management effectively as well as the 

importance of interactive exchange between crisis management systems and the environment surrounding the 

system within and outside the organization. 

 

4.3 information Quality : 

 

Table (3) shows the arithmetical averages, standard deviations and the relative importance of all paragraphs related 

to information quality (Completeness, understandability, accuracy, timeliness, Relevance, Security). 
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Table (3): means and standard deviations for the items of information quality  

Importance Rank SD Mean Paragraphs  

High 10 .87 3.89 I can use the information I get from the information system in my 
work. 

1 

High 6 .65 4.15 The information I get from the information system is understandable. 2 

High 7 .68 4.03 Errors in the information system are within acceptable limits. 3 

High 4 0.72 4.18 Information in the information system is clearly readable and 

formatted 

4 

High 8 0.68 4.12 The information that I need from the information system is always 

available. 

5 

High 1 0.77 4.34 Information provided by the system is comprehensive for all possible 

alternative solutions. 

6 

High 5 0.91 4.16 The current information system helps to produce clear, easily 

understood reports. 

7 

High 3 0.70 4.20 Data in the information system is integrated and consistent. 8 

High 2 .78 4.28 The information I receive is constantly updated. 9 

High 9 0.84 3.98 The powers of access to information are given according to the 

administrative level. 

10 

High  .76 4.13 Information Quality 

Mean ranks (2.33 and less: low; 2.34 - 3.67: moderate; 3.68 and more: high) 

 

Table (3) declares the mean values and standard deviations of the items of information quality. the means values 

ranged between (3.89 - 4.34). it was clear that item No. (6) which states “Information provided by the system is 

comprehensive for all possible alternative solutions.” had had ranked the first by a mean (4.34). 

While item No. (1) which states: "I can use the information I get from the information system in my work," had 

ranked the last by a mean of (3.89). the overall degree of information quality was evaluated by a mean of (4.13). 

This underscores the crucial role of information in increasing the effectiveness of crisis management in terms of 

organization and response to chaotic and random behavior within the organization. 

 

4.4 Crisis Management: 

Table (4) reflects the means values and standard deviations and the relative importance of items of crisis 

management   

 

Table (4): means and standard deviations for the items of crises management. 
Importance Rank SD Mean Paragraphs  

High 4 0.91 4.16 Provides adequate and ready crisis management programs and 

plans. 

1 

High 5 .65 4.15 A comprehensive survey of the environment is conducted in order 

to identify signs of potential crises. 

2 

High 8 .68 4.03 The department reviews and evaluates all related procedures. 3 

High 2 .78 4.28 Programs and plans related to crisis management are continuously 

developed and reviewed. 

4 

High 9 .92 3.98 Crises are controlled when it occurs within an appropriate period 

of time. 

5 

High 10 0.90 3.92 The system prevents sub-crises that may result from the main 

crisis. 

6 

High 6 0.69 4.11 The Department identifies the needs for the different sites affected 

by the crisis. 

7 

High 11 0.81 3.91 Management learns from past crises. 8 

High 1 0.63 4.34 Lessons are learned from previous crises. 9 

High 3 0.61 4.17 The Department benefits from crisis management techniques in 

other institutions that had similar experiences whether local, 

regional or international. 

10 

High 12 .87 3.89 Early detection signals for crises are available. 11 

High 7 0.73 4.04 Future crisis management plans are developed using past 

experiences. 

12 

High  .76 4.08 The Crisis Management. 

Mean ranks (2.33 and less: low; 2.34 - 3.67: moderate; 3.68 and more: high) 

 

Table (4) presents the means of values and standard deviations of the items of crises management. Inspecting the 

means column, it was clear that the mean values range between (3.89- 4.34). Item No. (9) stated” lessons were 

learned from previous experience” had ranked the first by a mean of (4.34). Item No. (11) stated: “Early detection 
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signals for crises are available” occupied the last rank by a mean of (3.89). This emphasizes the importance of 

learning and benefit from past lessons in addition to the need for disseminating what was learned through 

information systems to avoid the same crises in the future. There should be more focus on developing early 

detection systems to manage the crises. 

 

4.5 Testing the Hypothesis  

4.5.1 The main hypothesis: 

 

H0: There is No. statistically significant effect at the level (α ≤ 0.05) for (system quality and information 

quality) on crisis management in the Jordanian mobile telecommunication companies. 

This hypothesis was tested by using multiple linear regressions and the results were as follows: 

  

Table (5): multiple linear regression results for the effect of (system quality and information quality) on 

crisis management 

 

Coefficients 

 
Model indicators 

VIF Sig. t t β Predictors (independents) F sig f 2R R 

1.29 0.000 17.32 0.428 system Quality 
0.000 620.19 .853 .924 

1.29 0.000 18.61 0.346 information Quality   

 

Table (5) shows the results of multiple linear regression for the effect of (system quality and information quality) 

on crisis management. The f value (620.19), this value was significant because the related probability value 

(0.000) was statistically significant (< 0.05). the last column in the table indicates the values of (VIF  ) as an 

indicator test for multi co linearity. the value (1.29) is considered to reflect no problem of multi co linearity as 

this value was (< 10). The value of R2 expresses the variation percentage in the dependent variable that can be 

accounted for (i.e. explained by) the independent variable was (85.3 %).The beta coefficients reflect the impact 

value of each predictor variable (independent variable). The results show that the quality of systems affects the 

crisis management (0.428) larger than the information quality which was found to affect the crisis management 

by a value of (0.346). The (t) statistics tests the linearity importance of the beta coefficient was obtained for the 

independent variable. Inspecting the results of probabilities of (t) statistic revealed that the observed probabilities 

were (0.000) and (0.000) respectively.Based on the probability of (f) test which was (0.000) the null hypothesis 

is rejected and the alternative one is accepted.These results are consistent with the results of (Ghareb, 

2018),(Verma, Sehgal, 2016), (kamolvej,2006), (Khashali, Qutub, 2007), (Neubauer, 2007), (Turoff, Chumer,de 

Walle, and Yao, 2004) ,(Amin, 2010), (Alhendawi & Baharudin ,2013) (Ghareb, 2018) (malek &et al,2018) 

studies. The results confirm that there is a strong correlation between the (system quality, information quality) in 

crisis management and the performance of employees in the organization and pointed out that the dimensions of 

the model for both qualities of information and quality of systems have an impact on individuals, the 

organization and management crisis it counters. 

 

4.5.2 The first sub-hypothesis: 

H01: There is no statistical significant effect at the level of (α < 0.05) for the system quality in crisis management 

in the Jordanian mobile telecommunication companies. 

The results of testing the hypothesis are presented in the following table: 

Table (6): Simple regression of the effect of system quality on crisis management. 

 

Sig t t  β Sig f F 2R R Independent  

0.000 19.83 0.804 0.000 393.22 0.647 0.804 System quality 

 

Table (6) shows that the quality of systems affects the crisis management in Jordanian mobile telecommunication 

companies. The correlation coefficient (R) was (.804) which indicates to a positive relationship for the system 

quality as a predictor of crisis management in Jordanian mobile telecommunication companies. 

 The R2 (determination coefficient) expresses the amount of variation in the dependent variable values that may 

be assigned (referred to or explained) to the independent variable; this value was (64.7 %). 
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Concerning the effect (impact) value it was expresses by the β coefficient which was (0.804) this impact value is 

considered to be statistically significant as the related probability of t (0.000) was (<0.05) reflecting a linear 

contribution and importance to the dependent variable. 

 

Based on the probability value of f test which was (0.000); clearly this value was (< 0.05) suggesting significant 

effect for system quality on crises management; the null hypothesis is rejected concluding significant effect of the 

independent variable on the dependent variable. These results are consistent with the results of (Ghareb, 2018), 

(Verma, Sehgal,2016), (Darko, Milan, Andra, Miodrag, Patrik, & Izet, 2011). (Gorla, Somers & Wong, 2010). 

(Ndiege, Way, & Herselman, 2012). (Ali, Raba’ii, Tate, & Zhang, 2012) (malek &et al,2018) studies. They pointed 

to the importance of the system quality in the performance of the organizations and crisis management and the 

improvement of its operations.  

 

4.5.3 The second sub-hypothesis: 

H02: There is no statistical significant effect at the level of (α < 0.05) for the information quality on crisis 

management in Jordanian mobile telecommunication companies. 

The results are shown in the table (7). 

 

Table (7): Simple regression for the effect of information quality on crisis management. 

 

Sig t t β Sig f F 2R R independent 

0.000 18.51 0.784 0.000 342.71 0.614 0.784 information quality 

 

Table (7) shows that the quality of information affects the crisis management in Jordanian mobile 

telecommunication companies. The correlation coefficient (R) was found to be (.784) suggesting a positive 

relationship for the information quality as a predictor of crisis management in Jordanian mobile telecommunication 

companies. The R2 (coefficient of determination) expresses the amount of variation in the dependent variable 

values that may be assigned (referred to or explained) to the independent variable; this value was (61.4 %). 

 

Concerning the effect value (impact) which represented by the β coefficient; it was found to be (0.784); this impact 

value is considered to be statistically significant as the related probability of t (0.000) was (<0.05) reflecting a 

linear contribution and importance to the dependent variable. 

 

Based on the probability value of f test which was (0.000); clearly this value was (< 0.05) suggesting significant 

effect for information quality on crises management; the null hypothesis is rejected concluding significant effect 

of the independent variable on the dependent variable. This result is consistent with the results of the (Ghareb, 

2018), (Verma, Sehgal, 2016) (kamolvej, 2006), (Monem, Afrasiabi, Rezvan, & Dehkordi, 2013), (Dörr,Walther 

& Eymann, 2013) (malek & et al,2018) studies, which indicated that the quality of information has a strong impact 

on the quality of usage and on the performance of workers and in dealing and managing the crisis. 

 

(Gorla, Somers, & Wong, 2010) strongly emphasized  that the quality of information is a key factor that has a great 

impact on performance in addition to the existence of a strong relationship between the quality of information and 

the impact on the organization and Success in confronting and responding to crises.  

 

5. Conclusion and Recommendations  

5.1 Conclusion 

The average of the total relative weights of the quality elements of the (system quality & information quality) 

found that the Jordanian mobile telecommunication companies have high-quality information systems that are 

suitable to the administrative levels and enjoy good information protection. All elements related to system quality 

contribute to the quality of information systems in very close and small increments. The most influential element 

of the current information systems allows the employees at different administrative levels to be able to plan and 

organize their work. As a result, the system should be suitable to serve all administrative levels without overlapping 

authority. It is important that the current information system components provide safe and accurate information. 

This result underscores the importance of information security at work and hence the rest of the components in 

close proportion. All elements related to the information quality contribute to the quality of information systems 

in very close and small increments. The most influential element of the information provided by the system is 

comprehensive information about all alternatives to possible solutions. Therefore, the system should provide 

comprehensive information for all possible solutions to assist decision-makers. The importance of the information 

that is received should be constantly updated. It is necessary for the system to provide updated information 

continuously without interruption to provide all new developments to the decision-maker. This result confirms the 
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importance of the universality and timeliness of the information provided by the system. The rest of the elements 

follow in close approximations. All elements related to crisis management contribute to the management of crises 

effectively and successfully at close increments with small differences. The most influential element is the lessons 

learned from previous crises, because of the need and importance of learning from previous lessons plus the 

dissemination of what was learned. It is critically important that the programs and plans for crisis management are 

continuously developed and reviewed. The need to update the plans and programs continuously emphasizes the 

importance of comprehensiveness and modernity of plans and programs as well as the use of information systems 

to provide all the latest information to update the plans. The rest of the elements are relatively comparable. There 

is a strong statistical significance between (system quality & information quality) and the ability of Jordanian 

mobile telecommunication companies to manage the crises. The study concluded that (85.3%) of the variation in 

crisis management are explained by both (system quality & information quality). 

 

This is an excellent percentage which illustrates the importance of (system quality & information quality) and their 

impact on crisis management.  However, there is a strong statistical significance between the system quality and 

the ability of Jordanian mobile telecommunication companies to manage crises. The study concluded that (64.7%) 

of the variation in crisis management are explained by system quality. This demonstrates the importance of system 

quality and its impact on crisis management. There is a strong statistical significance between the information 

quality and the ability of Jordanian mobile telecommunication companies to manage crises. The study concluded 

that (61.4%) of the variation in crisis management are explained by information quality. This demonstrates the 

importance of information quality and its impact on crisis management. 

 

5.2 Recommendations: 

In light of the study, the researcher would propose a set of recommendations, namely:  

- Increase interest in information systems because they are the keystone of the operations and the quality of the 

information systems that enable organizations to avoid crises and mitigate the negative effects in the event they 

occur.  

- Provide more attention for studying the different factors of quality measurement in information systems and 

their impact on crisis management. 

- Well- informed companies should not only transfer information technology, but they should also strive to 

achieve the best performance by setting standards to obtain the quality of information that contributes to the correct 

decisions during crises. 

- Provide more concentration and attention to create and establish special units to collect, analyze and store 

crisis information on databases in information systems that would also provide pre-packaged solutions to meet 

expected crises.  

- Coordinate and integrate systems between governmental and non -governmental sectors and other relevant 

sectors in order to benefit from ensuring the flow of information from the locations of events, analyzing, evaluating 

and submitting them to the decision-makers.  
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