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Abstract

Purpose –The study is interested in knowing “the role of the organizational structure as a mediating variable
of the relationship between the information technology and organizational communication”.
Design/methodology/approach – The study was conducted in several service companies, and the
study adopted the questionnaire as a basic tool for the data collection on the practical side, as 267
opinions were surveyed, in addition to conducting personal interviews, and the normal distribution of
data was tested, analyzing, describing and diagnosing study variables, testing correlations and
determining direct effects.
Findings – Findings show that there is no direct and significant statistical impact of information technology
on organizational communications. Whereas there was a positive, direct and statistically significant impact of
information technology on the organizational structure. There was also a positive, direct and statistically
significant effect of the organizational structure on organizational communication.
Research limitations/implications –This paper is restricted to the role of the organizational structure as a
mediating variable of the relationship between the influence of information technology on organizational
communication.
Practical implications – As part of the practical implication, the paper suggests the need to increase
support and attention to the importance of information technology in service organizations in order to
increase coordination and organizational communication and achieve a high ability to explore and
exploit ideas.
Originality/value – Apart from the fact that several companies were engaged, the organizational structures
of these companieswere engaged too to examine the impacts of Information technology (ICT) on organizational
communication.
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1. Introduction
Information technology and rapid scientific and technical progress have imposed incredible
pressures on modern societies, the information generated so much that we are faced with
an information explosion, information pollution and information augmentation. Most
organizations in all sectors of industry, commerce and government services depend mainly
on their information technologies. In Rockert’s words (1979), information technology (IT) has
become inseparably intertwinedwith companies (Alnoor et al., 2021;Wah et al., 2022). In some
industries such as communications, media, entertainment and financial services, the
existence of an organization depends critically on the effectiveness of the application of
information technology (Al-Daneshuar and Ramesh, 2010). As well as technology represents
one of themost important topics inmanagement and is considered one of the tools of strategic
management in the completion of its work and awareness of the internal and external
environment. Additionally, without accurate and sufficient information, it will be great
confusion due to the lack of information (Alnoor et al., 2022a). Therefore, the application of IT
in organizations has led to changes in various dimensions of the organization, including the
structure of the organization, so it needs an appropriate organizational structure in order to
work on using IT efficiently (Peyman et al., 2011; Al-Abrrow et al., 2019b).

In addition, the organizational structure has an important role in how information flows
within the organization and, as a consequence, the extent to which the processes are carried out
and the resources on which the information requested by managers depends. The diversity of
tasks atwork is a critical issue affecting organizational objectives and the adopted hierarchy (Nia
and Roohipour, 2013; Alnoor et al., 2022b). Themain issue is how an organization can respond to
the need for processed information, and how it allows managers to design organizations with
greater flexibility and data processing. There is a relationship between information and decision-
making process (Huber, 2009;Al-Abrrow et al., 2021). In terms of the decision-making process, the
existence of a limited number of alternatives leads to the identification of satisfactory rather than
ideal alternatives. Therefore, makes options that are considered good enough instead of research,
until he finds the best solution to his problems, in addition to this, the focus on communication
structures is of importance for the development of IT theory because communication represents
the basic type of operation of organizations and their work in the field of information technology
(Holten and Rosenkranz, 2008; Alnoor et al., 2021).

Since the beginning of the eighties, government institutions in many countries of the
world have witnessed major changes in response to environmental changes and information
technology as well as to reduce third-party spending by these organizations in a way that
contributes to enhancing the quality of services provided by these institutions. Adopting
organizational structures andmore advanced information technologies are critical factors for
increasing performance and achieving organizational excellence. Thus, was focused on
business organizations and few studies were focused on service organizations, which require
greater attention on government institutions. Most of the previous studies, whether in
business or governmental organizations, tried to focus on the impact of information
technology on one dimension, such as the organizational structure (e.g. Peyman et al., 2011;
Nia and Roohipour, 2013), communications (Holten and Rosenkranz, 2008; Farhangi et al.,
2012) and decision-making (Andersen, 2001; Mehdi, 2013; Khaw et al., 2022a). Therefore,
building an integrated model for the dimensions of information technology, organizational
structure, communication and decision-making may give a clearer picture of the work of
organizations. Improving the performance of government service organizations in Iraq
requires the adoption of IT, which is mainly based on providing the technology
infrastructures and the necessary knowledge that workers have to deal with to achieve
efficiency and effectiveness for the use of resources and achieving goals (Khaw et al., 2022b).
Hence, this study sheds light on IT to the extent of its impact on organizational structures and
thus on the success of the work of these institutions. According to the literature, the objective
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of this study thus is to explain how information technology helps organizational
communication in overcoming barriers of organizational information and how information
technology needs to be aligned with the organizations’ people and processes (Lin, 2011). In
this context there aremany barriers that prevent the utilization of organizational information.
Thus, such a problem exacerbates organizational stagnation and increases technical
problems. Furthermore, their findings cannot be generalized due to their challenges in
conceptual framework, country, sample size and study design. Furthermore, other studies
(Haamann and Basten, 2018) have investigated the effects of regulatory information on
organizational communication with a small sample size. In addition, information technology
in service firms with organizational structure and organizational communication has not
been studied together in service companies (Herdiyanti et al., 2017). At the same time, the
results of Farhanghi et al. (2013) indicate that there is no impact of information technology on
the organizational structure. Information technology supports organizational
communication in various fields such as education, medicine, industry and services. What
we do not know (yet) is how to transform and manage the torrent of information and
technology so that future generations of those service providers, as well as future service
companies, will benefit the most. The rate of technological progress is frighteningly fast. The
combination of laptops and mobile phones already allows to connect to the Internet from
almost anywhere, facilitating the process of communication and transfer of information
quickly and easily for companies in different fields. Ward et al. (2001) have argued with some
evidence that such immediate access to information technology can result in a loss of
distinction between what is personally known or understood (personal knowledge) and what
can be retrieved. Accordingly, this study overcomes the gap in previous studies by studying
the impact of information technology and organizational information on organizational
communication through the mediating role of the organizational structure in service
companies, and hence the contribution of this study is to direct the organizational structure
compared to what preceded it. In summary, this study aims to explain the impact of
information technology and organizational information on organizational communication
through organizational structure.

2. Literature review
2.1 Organizational information
The topic of information technology, specifically in organizations, is one of the topics that have
received the attention of researchers, and research and studies are still continuing to this day,
with the aim of knowing what it contains in terms of impact on organizations, including these
studies (Wijnhoven andWassenar, 1990; Fich, 2002; Seol et al. Taleghani andMousauian, 2011;
Eneizan et al., 2019a; Hossain et al., 2020a, b, c).While a number of other researchers focused on
the impact of information technology on the organizational structure, including a study
(Fidock, 2006; Peyman et al., 2011), through its ability to make changes to the organizational
structure of the organization and making these structures more flexible and responsive to the
successive environmental changes (Khaw et al., 2021). There are also a number of researchers
who have dealt with the impact of information technology on the decision-making process in
terms of its accuracy, timing and speed (Andersen, 2001; Nowduri, 2010; Mehdi, 2013; Eneizan
et al., 2019b). Another section of researchers has taken on another dimension that is no less
important than the other dimensions of the organization, which is organizational
communication (Holten and Rosenkranz, 2008; Hossain et al., 2021; Abdulaali et al., 2019).

The relationship between technology and the forms and function of the organization has
been of interest to the scholars of the organization for more than (50) past years, and within
the context of contingency theory, June Woodward’s (1958–1965) research. Technology was
formed as one of the three pillars of the attitude theory, as it determines the organizational
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structure along with the size and environment of the organization. Later models of
technology, organized by Thomson 1967, Perrow (1967, 1970) and Galbraith (1973–1977),
show the processing of information from the structure, as well as the growing awareness of
the role of technology in shaping the structure and function of the organization. While the
decision-making process is represented as a reaction to the problem because there is a
contradiction between the current state of a question and the desired state. Drucker and
Maciariello (1999) also assert that unnecessary decisions not only represent a waste of time
and resources but also render all decisions ineffective. Analyzing Drucker and Maciariella’s
opinion, we see that unnecessary decisions cause a drop in efficiency. This is due to its
associationwith organizational resources, and this is what led tomaking decisions ineffective
due to their failure to achieve the desired goals.

2.2 The communication technology and organizational structure
Communication in administration has become a constant concern of workers in business
organizations, the military, public administration, hospitals, universities and research. Many
psychologists, human relations experts and managers have worked hard to improve
communication in large institutions (Drucker and Maciariello, 1999; Hadi et al., 2018).
Communication is, in fact, a complex two-way process (sent and received), as it can include
many attempts to achieve a common understanding. Communication is achieved through
several means, as we can communicate using words, symbols, images, voice, tone, facial
expressions, clothes and body language (Alhamdi et al., 2019). Also, one of the difficult
challenges facing the administration is attracting individuals to realize the awareness and
voluntary follow-up of organizational goals, as effective communication is vital to address
this challenge. Organizational communication also gets a lot of attention in practice in every
job or managerial activity that has adopted communication in one way or another. Planning
and control require a great deal of communication, as is the organization’s design,
development, decision-making, problem-finding solutions, leadership and staffing. Aswell as
the organizational culture that cannot be crystallized without communication.

Since the organization is a managerial function, it requires devising an organizational
structure and allocating human resources to the function designed to ensure the achievement
of goals. The organizational structure is an organizational chart that defines roles, tasks, and
the relationship of individuals with subordinates. The organizational structure includes
communication relationships, as well as its link to job design, information flow, work
standards and rules, team dynamics and power relations.

Asmentioned previously, the achievement of the goals represents the main purpose of the
existence of organizations, as these objectives are divided into tasks, which in turn constitute
the jobs, and then these jobs are grouped into divisions, and the sections in the organization
can be described as marketing, sales, manufacturing, etc. These departments are linked
together to finally form the organizational structure, which in turn gives the organization
the appropriate form to achieve its function in the environment (Lunenburg, 2012; Hamid
et al., 2021). The views on the form of the organizational structure have witnessed changes
over time, due to the successive environmental changes. Previously, the process of making
decisions and assumptions was concentrated in the executive director at the top of the
organizational level, while the material work is performed by individuals who are organized
into separate functional departments. This model was effective and deeply entrenched in
business organizations as well as governmental organizations and military organizations
during the twentieth century. However, this type of structure is not always effective,
especially in rapidly changing environments. Over the years, organizations developed other
structural designs, most of which were aimed at increasing coordination and horizontal
communication and encouraging the adoption of environmental changes (Soltani et al., 2013).
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2.3 The relationship between information technology and decision-making
Research and studies have shown a positive relationship between information technology and
decision-making (GanjiNia et al., 2013; Poon et al., 2013). Where the positive results were on
various dimensions and levels of decisions. The positive impact of information technology is
reflected in the quality of the decision (Reddy et al., 2009), as well as in the decision-making
process (Abbas et al., 2021). Because information technology provides accurate and timely
information, which enhances coordination between the organization’s departments (Reddy
et al., 2009). IT can also affect the mental thinking stage, as well as its influence on the stages of
the decision-making process such as design, selection and implementation. This is due to the
ability of information technology to reduce bias by providing objective and logical information.
It also has a role in providing managers with the necessary information at various necessary
administrative levels. Based on the foregoing, the current study assumes that information
technology as an integral variable and its subdimensions, if used in the right way, will
positively reflect on the decisions taken in Iraqi service organizations.

H1. There is a positive, statistically significant relationship between IT and managers’
decision-making.

2.4 The relationship between information technology and organizational communication
IT has a fundamental and renewed role in increasing the effectiveness of organizational
communication by reducing the time it takes to access information for decision-making. And
that is through its great influence on internal communications, so that it increases its
efficiency and effectiveness and transcends the limits of time and space (Al-Abrrow et al.,
2019a). Likewise, the use of IT correlates positively with patterns of horizontal
communication to increase empowerment effectiveness, enabling managers to make
decisions at the lower level. Where IT helps pass quick access to large amounts of
information faster and easier than before, especially in light of the development of e-mail as
one of the communication channels emerging from information technology. There is a strong
relationship between information technology and means of organizational communication
such as hardware, software and applications (Hossain, 2019). Connect IT hardware, software,
applications and networks to systems such as the Internet and the intranet to create a
computerized environment for easy access to information, thus creating effective and rapid
communication and information exchange. Hence, the study assumes that IT influences
organizational communication in its subdimensions: official books, e-mail, intranet and
meetings (Robson and Tourish, 2005; Kingston, 2007; Harp, 2011; Parsons and Urbanski,
2012; Carvallo, 2013).

H2. There is a positive, statistically significant relationship between information
technology and organizational communication for managers.

2.5 The relationship between information technology and organizational communication
through the organizational structure
The limits and dimensions of the influence of information technology on the organizational
structure were determined by the previous relationship, which included the effect of IT on the
dimensions of the organizational structure (formal, central and complex) (Alsalem et al., 2021).
As for the relationship that links the organizational structure to organizational
communication, some studies have shown it as a positive relationship (Zandstra, 2011;
Jabbar et al., 2020). There is a link between organizational communication and organizational
structure, and this link affects the distribution of tasks and responsibilities (Lunenburg, 2012;
Albahri et al., 2021; Krishnan et al., 2021).When this function is clear and precisely defined, as
well as the objectives, it will be reflected positively tomake good communication performance
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processes which are essential for effective decision-making. Also, one of the results of this
relationship may lead to a reduction in the number of hierarchical levels, which in turn leads
to improved communication as a result of reducing the distortions that reports and messages
are exposed to as they move between hierarchical levels, as well as speed. The organizational
structure, through its organizational characteristics (organic or flexible), can also affect the
flow of information. Consequently, it influences the emerging communications in the
organization (Albahri et al., 2022) (See Figure 1).

H3. There is a positive relationship with statistical significance between organizational
information and communication technology through the organizational structure.

3. Methodology
The researcher surveyed the opinions of several general directors, department heads and
people’s officials, because of their role in planning, organizing and directing the activities and
programs of governmental organizations. Therefore, the researcher distributed (267)
questionnaire forms, and a number of statistical methods were used and employed for the
purpose of describing and analyzing the information on the study variables and testing its
hypotheses, by using the computer to extract the results, and by relying on the ready-made
application software package (SPSS, V. 17) and the program (Amos, V.20), the computer
output provided a reference formost tables in the application side. Aboutmetrics, Ensour and
Alizizi’s (2014) scale was used to measure information technology and included 12 items,
while the dependent variable measured organizational communication through 12 items
using Carvallo’s (2013) scale.

4. Result and analysis
In order to ascertain the validity and reliability of the measures of the three variables, several
criteria were used. Where the values of the factor loading (which should exceed 0.50 and in the
best case exceed 0.70) and the extracted average variance extracted (AVE) contrast rate values
(whose values must exceed 0.50) were relied on for the purpose of validity. The Cronbach’s
alpha values and the composite reliability (CR) value (which are statistically acceptable when
their value exceeded 0.70) were relied on for the purpose of ensuring reliability. Table 1 shows
the results obtained.

Through the results shown in the table, it becomes clear that the results were acceptable
and indicate the reliability and validity of the three measures well. Whereas all the factor
loading values exceeded 0.50, and the values of the average variance extracted exceeded 0.50,
while Cronbach’s alpha reliability and composite reliability were more than 0.70.

We used the mean and standard deviation for the purpose of describing the responses of
the study sample toward the main study variables. The results in Table 2 indicate that the

Figure 1.
Conceptual framework
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means were within limits and an average level, and that the values of the standard deviation
were low, indicating a small dispersion of the data. As for the correlation coefficient between
the three variables, most of them had a high positive correlation with a significant level of
significance of 0.01. This provides primary support for the study hypotheses.

Variables Items Factor loading AVE CR Cronbach’s α

Information technology It1 0.847** 0.523 0.873 0.901
It2 0.703**

It3 0.797**

It4 0.763**

It5 0.656**

It6 0.543**

It7 0.605**

It8 0.716**

It9 0.686**

It10 0.732**

It11 0.823**

It12 0.750**

Organizational communication Oc1 0.769** 0.529 0.877 0.925
Oc2 0.701**

Oc3 0.734**

Oc4 0.773**

Oc5 0.823**

Oc6 0.653**

Oc7 0.791**

Oc8 0.788**

Oc9 0.637**

Oc10 0.844**

Oc11 0.597**

Oc12 0.555**

Organizational structure Os1 0.550** 0.517 0.869 0.891
Os2 0.664**

Os3 0.701**

Os4 0.711**

Os5 0.718**

Os6 0.790**

Os7 0.875**

Os8 0.779**

Os9 0.700**

Os10 0.628**

Os11 0.765**

Os12 0.694**

Note(s): * 5 p ≤ 0.05, ** 5 p ≤ 0.01
Source(s): Authors’ own work

Variables Mean S.D. 1 2 3

1 – Information technology 3.12 0.858 1
2 – Organizational structure 3.07 0.925 0.516** 1
3 – Organizational communication 3.02 0.852 0.557** 0.685** 1

Source(s): Authors’ own work

Table 1.
Validity and reliability

Table 2.
Descriptive statistics
and the correlation
between variables
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Based on what is shown in Table 3, it becomes clear that there is no direct and significant and
statistical impact of information technology on organizational communications.Whereas there
was a positive, direct and statistically significant impact of information technology on the
organizational structure. There was also a positive, direct and statistically significant effect of
the organizational structure on organizational communication. As for the indirect effect, there
was a positive fully mediating role of the organizational structure in the relationship of the
influence of information technology on organizational communication. That is, the information
technology indirectly affects the organizational communication through the organizational
structure (to reject the first hypothesis that indicates the effect of the independent variable on
the dependent variable). It is also evident that the indirect effect (the fourth hypothesis) has a
greater influence coefficient than the direct effect, which enhances the importance of the
mediator variable (information technology) in the current study model.

5. Discussions
The results indicated the great role that information technology plays in the sample
companies, with a good percentage. As the answers of the sample members about all the
paragraphs related to this axis and its subdimensions were in good agreement. The results
confirm that information technology affects the organizational structure, which increases the
effectiveness and efficiency of the organization (Abdullah et al., 2021). The results of the study
strengthened the results of previous studies regarding the relationship between information
technology in its dimensions and organizational communication by enhancing the role of
organizational communications through the intranet and e-mail (Internet). In addition, the
results showed that information technology influences decision-making through formalism
and complexity by amount. Finally, the results showed a relationship between the
dimensions of organizational communication (official books, e-mail and meetings) and
decision-making, while the intranet did not show any influence on decision-making, and these
indicators, in fact, may completelymatch the results of the interviews conducted with general
managers. They stated that all their decisions are categorically based on the official books
received (Fadhil et al., 2021).

In conclusion, senior management in companies should direct the importance of adopting
information technology to increase flexibility to adapt to current and future business
requirements. The need for relevant authorities to focus attention on databases in terms of
volume and quality of data, and the use of organizational communications as a primary
channel for data transfer to be invested in making quick and accurate decisions.
Consequently, the needs to increase support and attention to the importance of

Hypotheses β S.E. C.R. P Results

Direct effect
H1 Information

technology
→ Organizational

communication
0.201 0.103 1.875 0.068 Unsupported

H2 Information
technology

→ Organizational
structure

0.416 0.041 8.529 *** Supported

H3 Organizational
structure

→ Organizational
communication

0.629 0.068 7.051 *** Supported

Indirect effect
H4 Information

technology
→ Organizational

communication
0.262 0.086 3.452 *** Supported

Source(s): Authors’ own work
Table 3.
Hypotheses testing
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information technology in service organizations to invest the opportunities it provides in the
speedy completion of work. Thus, reducing the need for some mechanisms such as
committees, computerized information systems and official annual instructions.

6. Theoretical implications
Our study has many implications for researchers in the field of information technology,
organizational communication and organizational structure. First, our study presents the
compatibility between information technology and organizational communication from a
holistic perspective and provides empirical evidence for the impact of the role of information
technology to fit the organizational structure and corporate strategy. Our findings expand
the current understanding of the interrelationships between the role of information
technology and organizational structure. Specifically, previous studies have presented the
interrelationships between certain dimensions of organizational structure and certain types
of information technology sources (Hossain et al., 2020a, b, c). Importantly, our findings
suggest the need to implement an organizational information strategy to develop a
comprehensive assessment of organizational communication characteristics.

Second, our study finds that the role of information technology will be negatively affected
by deviation from the “ideal” organizational communication profile to implement a given
innovation strategy. This finding suggests that it is not the choice of innovation strategy
per se that drives differences in the information technology cycle between firms, but rather
the extent to which a particular strategy type is implemented based on organizational
communication. Previous literature highlighted the importance of implementing information
technology as a source of competitive advantage (Hossain et al., 2020a, b, c). However, our
findings suggest that suitability of information technology and organizational structure will
be a major source of competitive advantage for service firms. This finding enhances our
understanding of the specific configurations of organizational communication under
different strategic innovation clusters, which are important for achieving superior
innovation velocity and innovation quality in service and product delivery. Finally,
by using the contingency theory, our study crystallizes the theoretical argument about how
different components fit the role of organizational structure and information technology
as well as how this fit affects organizational information performance, thus broadening
the organizational structure. Specifically, our study integrates visions between innovation
management and organizational communication and experimentally validates the
importance of compatibility between the role of organizational information and
communication technology by adopting a contingency theory (Hossain et al., 2019). In this
view, contingency theory may provide a good perspective to understand the nature of cross-
domain synergies between information technology and organizational structure, and thus,
we urge more researchers to investigate interdisciplinary research between innovation,
communication and management from the lens of contingency theory.

7. Practical implications
In practice, this study found that although information technology, organizational
communication and organizational structure bring many benefits to businesses through
various applications, their implementation is a challenge that limits these benefits. The
government must not only improve access to information technology and organizational
communication but also develop policies with incentives designed to develop the skills and
capabilities of managers and employees of companies that provide services. Adequate skills
and knowledge of organizational information technology and organizational communication
will enable companies to use the technological innovation and digital tools they need to access
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global markets for their products, goods or services (Chattopadhyay and Bhawsar, 2017;
Hossain et al., 2019). Government policy should aim to improve the organizational structure
by strengthening the organizational structure; enhancing the technological externalities of
firms within the services industry; creating ongoing information technology and
organizational communication resource centers; and disseminating information technology
and organizational communication innovations to enhance corporate performance. Although
information technology, organizational communication and organizational structure are a
challenge in developing countries, previous studies recommend strengthening information
technology and organizational communication through organizational initiatives such as
training, developed work plans and benchmarking practices designed to familiarize
employees with the latest technologies (Franco and Garcia, 2017; Hossain, 2019). Thus,
government policies relating to enterprises in developing countries should address the
performance of firms providing services on the basis of viable incentives for innovation
activities. Relevant government agencies should make a concerted effort to strengthen
companies by providing the necessary training for entrepreneurship. Industrial practitioners
should review their information technology, organizational communication and
organizational structures approach and structure in line with global trends to enable
companies to keep pace with changes in technology. Governments must facilitate effective
technology transfer to narrow the digital divide between industrialized and developing
countries. This will foster global collaboration that enables interconnection and catalyzes
information technology, organizational communication and organizational structures in
business programs.

8. Limitation and future research
The case study was conducted in service organizations. Furthermore, there is concern about
the generalizability of the results. Therefore, studying the topic in other sectors may increase
the generation of interesting results, especially in the energy sector. In addition, the impact of
information technology on organizational communication and organizational structure was
investigated. However, addressing more variables through ongoing and future research
enhances the practical and theoretical implications. In this context, we suggest examining the
impact of crisis management factors such as risk-taking, crisis management and knowledge
of the crisis on performance. It will be interesting to investigate the strength of the
relationship between crisismanagement factors and performance through the interactive role
of innovation. Additionally, future studies should be concerned with the issue of decision-
making and the impact of such an issue on the financial performance of companies. By
expanding the study variables to include many aspects, such a procedure can support to
generalize the results.

9. Conclusion
The rapid developments in information technology that occurred in the past two decades
have completely changed the business environment. Similarly, information technology has
greatly impacted service companies in several ways, thus transforming the traditional
service delivery process into more technology-driven service delivery. Information
technology has also affected customer acceptance of services and the planning stage to
receiving the product or service. Thus, this affected the skills and knowledge required in the
process of organizational communication within companies. However, there are risks that
accompany technology adoption such as virus attacks, hacking, disavowal, fraud, tampering
and unauthorized access to data within companies which negatively affect the organizational
communication process. Hence, software security must be implemented within companies to
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ensure that only authorized users can access IT resources. Service providersmust be aware of
these risks and, therefore, new audit techniques are needed to overcome these risks. The
widespread use of information technology by both service companies as well as clients
emphasizes the importance of focusing on IT training and organizational structure during the
specified period of managers’ jobs to help employees become more skilled with the necessary
IT expertise in the current service delivery environment. It is necessary to enhance the
technical and analytical skills of workers and to develop specialized teams capable of
evaluating the effectiveness of computer systems during production operations. Basic and
clear data is needed in the organizational structure so that service workers can assess the
adequacy of standards and compliance with them. It is recommended that some standards of
service provision should be enacted to provide guidelines that help define the role and
responsibility of employees in this electronic environment. This paper improves the growing
literature on the impact of technology on service companies by providing new insights in
different contexts. The paper examines the perception of the beneficiaries of these services
about the extent of use and the perceived importance of the use of technology in information
in all different economic and cultural situations. The paper reviews the perception of services
companies working in large international service providers in addition to local companies in
Iraq. The collected data is analyzed using tests such as partial least squares structural
equation modeling (PLS-SEM).
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