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ABSTRACT 
The study deals with relationship between digital trust and operational effectiveness of information 
managers in tertiary institutions in Imo State. The objective of the study was to examine the 
relationship between digital trust and operational effectiveness in tertiary institutions in Imo. 
Digital trust requires a suitable data store medium, such as random or direct access storage, to 
enable rapid extraction of the relevant information. It should allow the standard and custom 
created model that has the store media for the online data in order to provide the relevant and 
effective output for the continuing control activities in tertiary institution in Imo State. 
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INTRODUCTION 

According to research, the best solutions discover methods to meet many requirements at 
once, which includes bringing data security and access control into harmony (Aina, 2004). Trust 
in the operational effectiveness of information managers is reflected in the productivity and trends 
of work in tertiary institutions, according to many researchers (Edwards and Fisher, 2002). The 
goal should be to consider data/access control security early on, iteratively, and in digital form. 
After the advent of digitalization, the world's output levels skyrocketed to new heights, compared 
to those before the dawn of the digital age. The deployment of cutting-edge technology has led 
to a gratifying uptick in performance for certain businesses (Abu 2011). A nation's civilisation 
emerges and crystallises in its tertiary institutions, where its human resources are represented by 
professors and where its economy is built. They focus primarily on issues of data/access control, 
supervisory efficiency, timely job fulfilment, and the digital environment (Najem, 2004). The 
advancement of the so-called digitalized institution has been aided greatly by the ICT revolution, 
with much of its success riding on the shoulders of the information managers at its tertiary 
institution (Juma, 2009), (Abu et. al., 2017). (Shobaki et. al., 2017). Your digital faith in educational 
institutions is at risk if they don't have a backup plan for the data kept on their servers, therefore 
it's important to engage with the institution's industrial training (IT) support to not only define 
your demands but also to highlight any potential hazards.  

Rapid advances in information technologies have expanded the boundaries of accessing 
information by allowing users to retrieve and store information in a variety of formats, which is 
especially important given the increasing importance of the operational effectiveness of 
information managers, the rapid growth of tertiary institutions and the challenges faced by the 
institutions. Given the variety of means through which information may be accessed and stored, 
this is likely to affect how people go about finding it. Adeniran (2011) is quoted in Cullen (2001) 
as saying that the worldwide digital revolution is having an effect on student performance, online 
admittance, knowledge production, management, dissemination and the whole field of higher 
education. Learners have been inspired to do study using material found in forms and locations 
never before considered thanks to the digital world resources available on the web. Students' 
reliance on PCs and modems to access the internet raises the possibility that fewer people will 
utilise the services offered by universities, which might have a negative impact on the public and 
on the work of information managers, who play an important supporting role in society. 

Taking a new approach to security throughout the design process and in the final product 
may help prevent security conflicts in many cases. It is not a good idea to tack security onto an 
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already functioning system, as stated by Gary (2003) in Harrison and Beenham (2005). There is 
no such thing as "drop-in" security. Security that is easy to use is highly valued by Fidas and 
Bianchi (2012). The operational efficiency of information managers means they are at the forefront 
of adopting cutting-edge systems and concepts across a wide range of industries to gain a 
competitive edge, and they can even build trust from the ground up as part of the process of 
fostering digital trust in our institutions. However, the researcher has made the important point 
that none of the scholars who have worked on this topic would address the prospect of reducing 
digital trust via the efficient operation of information managers in higher education. Therefore, this 
study has the potential to shed light on the connection between information managers' operational 
efficacy and their level of digital trust at tertiary institutions in Imo State. 

 
Conceptual Framework 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Researcher Conceptualization, 2022 
 
Aim of the Study 
The study deals with relationship between digital trust and operational effectiveness of 
information managers in tertiary institutions in Imo State 
 
Development of Digital Trust 
Social Media  

The rise of prominent social media platforms has opened up several new avenues for 
building trust in online interactions. With the rise of social media, people have a new platform for 
interaction and information dissemination (Paliszkiewicz and Koohang, 2016). The ubiquitous 
nature of social media has opened up a wealth of new options for cultivating meaningful human 
connections. Using social media to increase public confidence in organisations is an issue that 
needs more study. Several privacy-related difficulties have emerged as a result of the rise of social 
media, including cyberspeak and location disclosure, social profiling and third-party disclosure and 
intrusive privacy agreements. Concerning digital trust, it is equally worthwhile to investigate this 
topic. The rise in social media use presents new possibilities for studying various patterns, such as 
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the cultivation of trust, particularly between operational managers and institutional stakeholders 
(Hruska and Maresova, 2020).  
 
Mobile 

Trust is crucial for individuals to feel secure while using technology like smart phones, 
which may provide new possibilities for companies. People now routinely access information, do 
business and have conversations all from their mobile devices. Despite trust's centrality to mobile 
success, researchers have paid less attention to the ways in which managers' confidence in 
employees' mobile devices affects productivity or how trust in mobile devices compares to trust in 
other digital and physical environments (Giovannini, et. al., 2015). Knowledge of trust and the 
factors that influence it is crucial for the development of competitive advantage and the 
preservation of knowledge, especially in mobile settings. It is important to study the topic of trust 
transfer from traditional to mobile commerce. 

Stewart (2003) argues that existing channels may be transformed into potent instruments 
for generating trust because digital trust can be transferred from one context to another. 
Managers' digital habits are shaped by their confidence in others, as shown by research by 
Giovannini et. al. (2015). 
 
Analytics 

Scholars stress the need of maintaining integrity throughout the data lifecycle (Angrist, 
2009; Sterckx, et. al., 2013). For management to make sound decisions, they must have faith in 
the research and analysis that underpins their operations. The goal of big data analytics is to better 
decision-making and prediction by analysing enormous data sets for patterns and correlations. "an 
organisational facility with tools, methods and processes that allow a business to process, organise, 
visualise and analyse data, therefore providing insights that enable data-driven operational 
planning, decision making and execution" (Srinivasan & Swink, 2018, p. 3). According to Agarwal 
and Dhar (2014), a company may use big data analytics to gather and analyse data in order to 
get valuable insights. It is crucial to learn how the trustworthiness of a business may be improved 
via the use of big data analytics (Dubey, et. al., 2019). 
 
Dimension of Digital Trust 
Digital Behaviour:  

This is especially a problem with digital behaviour change interventions, which use digital 
technology like the internet, phones, mobile and ambient sensors, to effect change in people's 
habits and routines. High levels of attrition and "non-usage attrition," in which participants do not 
maintain digital behaviour with the intervention technologies and addresses concerns related to 
developing effective information in tertiary institutions, are a common result of using technology 
without human assistance. Since a vast amount of information may be gleaned by tracking a user's 
clicks and scrolls, it's important to establish clear goals for the study before getting started. When 
students start asking questions about how well a system is working, that's when you know you 
need to start digging into user behaviour. To put it another way, if we know their behaviour, we 
can segment much more successfully thanks to the amount of analysis we can undertake, allowing 
us to categorise people based on their behaviour and so build strategies entirely tailored to it. 
These days, almost everything a user does online is tracked and stored in a database, making data 
interpretation more important for improving our weaknesses and building on our strengths. 
 
Protection of Personal Information and Other Security Measures 
 Much of the prior work in this area has addressed concerns about privacy and security for 
businesses rather than people. Some of this data, however, may be used when talking about 
individual consumers of the solutions, since the fundamental technology is same. Another useful 
resource is the extensive study done on related technologies, such e-commerce, that focuses on 
individual users and their views on the safety and privacy of the technology. As its popularity grows 
and its user base expands, skeptical assessments of its merits have begun to replace the initial 
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euphoria that greeted the launch of the programme (Martens and Teuteberg, 2012). Users who 
are weighing their computer alternatives worry about security, as noted by Carroll et. al., 2011. 
 Companies of all sizes see digital computing as a great way to save money, but are they 
aware of the level of privacy and security the service offers? (Mather, Kumaraswamy and Latif, 
2009). The biggest roadblocks to widespread use of digital trust services continue to be concerns 
about security and personal data protection. Security threats may come in many forms and one is 
the burden placed on service providers by the potentially millions of user accounts they must 
monitor (Ohlman, Eriksson and Rembarz, 2009). 
 
Reliability: 
 There is often a tension in the design of security-conscious software between ensuring 
maximum protection and providing a pleasant user experience. There has been a common 
misconception that security objectives are incompatible with one another inside a system. There 
has long been a belief in operational effectiveness that mandating the qualities results in software 
that is more readily penetrated; and that security measures make software cumbersome to operate 
or difficult to comprehend (Nicholas, 2005; Nurse, et. al., 2011). Word processors with functions 
like adding digital signatures to facilitate subsequent document authentication, document readers 
that permit setting viewing, access and printing permissions, personal devices with functions like 
applying security pins and locks to mobile phones, personal security firewalls and email encryption 
tools are all examples of applications and systems that include security features. Doctor, Nurse 
and Others (2011). 
  
Operational Effectiveness  

It is becoming harder for businesses to adapt to a changing environment and thrive, 
ultimately benefiting a wide variety of stakeholders. The solution of the institution to such issues 
has been to strengthen production and services processes, making them more adaptable. Such 
adjustments encompass trust and being more efficient (Grundy, 2006). According to the definition, 
operational efficiency is a key component of the description of a manager's success as a whole, 
which is the promptness with which tasks are completed. Organizations need to prioritise 
performance metrics including cost, quality, dependability, adaptability, and speed to remain 
competitive (Ben-Rajeb, et. al., 2008). According to Porter (2013), operational effectiveness is 
broader than that; it includes doing the same things better and in a different manner than rivals, 
as well as any technique that improves the organization's ability to process inputs. 

Strategy and operational effectiveness are distinct, yet both are necessary for a company 
to increase its performance and keep the gap between its employees and its management from 
shrinking (Tuturea and Rotaru, 2012). Thus, operational efficiency, which allows the organisation 
to move swiftly, is crucial to its success (Namnai and Janjarasjit, 2015). The effectiveness is 
dependent on the fundamental competency of the institution to procedures and techniques that 
enable the institution to deliver quality of the information, to develop and distribute information 
(Porter, 2013). 

Operational effectiveness involves the measurement, management, and improvement of 
processes and procedures. But in order to assess performance accurately, reliable measurements 
and standards are needed. Problems of this kind arise more often in service settings (Gomes, Yasin 
and Lisboa, 2007; Gomes, Yasin and Lisboa, 2008), and attempting to assess not just quantitative 
but also qualitative benefits compounds the difficulty (Brigham and Ehrhardt, 2017; Ehrhardt and 
Brigham, 2015). An analysis is that the institution may determine how to distribute information at 
every stage of the process in accordance with their demand and operational performance goals, 
which are relevant to both internal and external customers (Rosenbusch, Brinckmann and Bausch, 
2011). 
 
Timeousness of Task Completion  

Decision makers are better equipped with the accurate, thorough, and timely data they 
need thanks to the digital trust and operational efficacy of information managers. Tertiary 
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institutions are required to carry out management activities and for integrating the companies with 
its external environment, as shown by the digital trust and operational efficacy of information. It's 
a connecting point for the managers' tasks and duties. The goal of this study was to determine 
how digital trust affects the efficiency with which information managers carry out their duties in 
order to boost productivity in Imo State's higher education institutions. Understanding the effects 
will allow managers at universities in the state of Imo to fix the current state of operational 
efficiency, maximise the use of all relevant systems, and rectify any errors that may have been 
made. 

The literature analysis also showed that senior management is not transparent, since 
workers are not updated on the company's progress or its future plans (Li and Lin, 2006). These 
supervisors are secretive, contradictory in their behaviour, and prone to misleading statements 
(ibid). This not only stifles creativity but also hinders the formation of a team that can inspire 
digital trust across a wide range of people (Van den Akker et. al., 2009). 
 
Input and Output 

Kaplan and Sage (2004) state that process measurement includes measuring both inputs 
and outputs. Determining operational effectiveness is important for a number of reasons, including 
increasing output, gaining insight from higher education management into the specifics of how 
changes were implemented, fostering a mindset more conducive to long-term planning, and 
facilitating more efficient use of available resources. According to other studies, organisations need 
a more holistic and proactive approach to managers' performance efficiency as a result of factors 
impacting them in the last decade such as the increasing changes in the environment, increasing 
competition, changing organisational roles, and changing external demands. Taking a more all-
encompassing view, as advocated by Kaplan and Norton, requires taking into account factors other 
than managers' wants and desires when determining appropriate performance indicators. 
 
Results Quality 

The term "institutional management" describes the process of planning and executing 
strategies for maximising an organization's results. Institutional performance may be enhanced via 
the deliberate pursuit of digital trust and operational efficiency. The goal of a digitally trustworthy 
and operationally successful information manager is to enhance the quality of data used by an 
organisation (Shawk, 2008). Keeping competitive means more than simply cutting expenses and 
raising profits; it also entails expanding into new markets, enhancing existing offerings, and 
training staff to handle a wider range of tasks. It is "the capacity to execute successfully or obtain 
a desired goal without any iota of wasted time," as defined by UNESCO. 

Evidence suggests that several conceptual frameworks for digital trust and digitalization 
have emerged in recent years to help organisations quicken their digital trust (Anderl et. al., 2015; 
Back and Berghaus, 2015; Millack et. al., 2015; Maier et al., 2012; Westerman et. al., 2011; Catlin 
et. al., 2015; Wendler, 2012). Therefore, they should be included into the following study so that 
the most important aspects of building trust inside a digital company may be identified and 
evaluated experimentally. At the end, a scientifically sound conceptual framework for digital trust 
and operational efficacy of information managers at tertiary institution in Imo Sate should be 
constructed based on the results. 

Dutta and Bilbao-Osorio (2012) agree with the study's conclusions, arguing that an integral 
aspect of technological progress is the convergence of digital trust and the operational efficacy of 
the information manager. Cloud computing, which has emerged as an alternative means of storing, 
accessing, and sharing data, is central to their work, featuring cloud computing for leading and 
controlling functional performance, measuring and improving the process, leveraging and 
automating process, continuously improving performance. Any digital trust that wants to succeed 
must prioritise operational excellence above all else. The organization's success in its many 
endeavours is crucial to its development and expansion. 
 
 



 ISSN: 4487 – 7188 
Volume 8, Number 2, 2023 

 International Journal of Research in Business Education 
 
Confidential 

Digital trust and the need for privacy, secrecy, and authentication have grown steadily 
since the advent of computers and communication technologies. The widespread reliance on 
digital storage for anything from private information to legal records necessitated its 
widespread adoption. The security of our digital trusts relies on the right use of encryption, 
but it is not ready nor equipped to do it correctly. There have always been examples of security 
systems being breached because of carelessness or malice on the part of humans, and these 
events have occurred repeatedly throughout the history of computers and the Internet. For 
the sake of our digital society's stability, we shall analyse several elements of encryption's 
usefulness. 
 
Authenticity 

Furthermore, competition on quality offers a chance to close the gap between what 
companies can give and what workers really want. Rather of focusing just on reducing defects 
and meeting specifications without seeking ways to improve, a quality-oriented approach sees 
quality as the constant delivery of work and services that please management. The aim is 
adaptability, which includes an organization's capacity to change, and quality, which includes 
protection of employees' privacy (Russell and Taylor, 2008). Quality attributes such as service 
techniques, response time, delay time, delivery time, service consistency, repair quality, 
responsible attitude, and service facilities and locations, etc., remain consistent regardless of 
the underlying operational process (Yang, 2011). 

Furthermore, in order to remain competitive, businesses must be able to reduce the 
time it takes from the moment a service is ordered until it is received, all while maintaining 
high standards of quality and safety. The efficiency of operations is measured by how long it 
takes to adapt to changing conditions. This data is utilised to gain a competitive edge in the 
market, and it includes, but is not limited to, how quickly the quality of service can input into 
the basic competences that every firm needs to survive (Tidd and Bessant, 2009).  
 
Security Checkup 

Trust in digital systems and the efficiency of a data manager's operations depend on 
timely information exchange. Here, the temporal value of consistently generated data is 
crucial. The frequency with which digital trust is generated should be proportional to the 
importance of the choices at hand. Timeliness is a reflection of an organization's capacity to 
react to information within the specified time frame. The time limit, or time period, is a 
measure of how long you'll have to complete a task. There must be a time limit on the 
organization's responses to input, beyond which issuing orders would not leave adequate time 
for their execution. Since public cloud providers cannot be trusted, any data kept there is at 
risk of attack from both the outside and the inside. 

User happiness may be affected by how well operations run. When things go well and 
the user has confidence in the system, they are more likely to give it a positive review. As a 
result, our final hypothesis states that participants who rate the efficiency of the system as 
greater would also rate the contentment of its users as higher. When the right people, tools, 
and procedures come together, an organization's operations become more effective, 
productive, and successful. Although operational efficiency is beneficial for every business, 
poor lines of communication between departments sometimes prevent performance 
improvements from being implemented (Kehinde, et. al., 2020). Although operational 
effectiveness has been the subject of several research (Ishael and Nordi, 2017), its effects on 
higher education have received very little attention. There is a great deal of demand on top-
level management at academic institutions to respond quickly and effectively to changing 
social, technical, and conceptual processes in order to create value for the organization's 
stakeholders and shareholders (Bolboli and Reiche, 2013). 



 ISSN: 4487 – 7188 
Volume 8, Number 2, 2023 

 International Journal of Research in Business Education 
 
Theoretical Review 

Because of the pervasiveness of digital trust and its value to operational success 
information managers at higher education institutions in Imo State have elected to employ the 
technology acceptance theory in this research. This model takes into account people's and 
businesses' social contexts, which seem to be crucial to the success of digital trust. This is 
done so that information managers at universities in Imo State may have a better grasp of 
how digital trust affects their ability to conduct their jobs effectively. Furthermore, Venkatesh 
et. al. (2012), Park (2009) and Taiwo and Downe (2013) contend that this may predict 
phenomena like users' inclination to utilise trust. It also has a wide range of potential 
applications. 

Digital trust requires a suitable data store medium, such as random or direct access 
storage, to enable rapid extraction of the relevant information. It should allow the standard 
and custom created model that has the store media for the online data in order to provide the 
relevant and effective output for the continuing control activities. 
 
CONCLUSION 
Based on the study in this research work, the following conclusions are made: 
1. Information managers would be very effective on their job when they are well trained 

on ICT. 
2. Institutions should recommend ICT training of the Information manager and his team. 
3. There is a positive relationship between digital behavior and operational manager's 

timeousness of data completion, security of data/access control, and effective 
supervision of staff. 

4. There is a positive relationship between digital users experience and operational 
manager's timeousness of data completion, security of data/access control and 
effective supervision of staff. 

5. There is a positive relationship between digital environment and operational manager's 
timeousness of data completion, security of data/access control and effective 
supervision of staff. 

6. There is a positive relationship between Organizational environment and digital trust. 
7. Information managers in Tertiary institutions have major influence in effective 

operations of digital trust. 
8. Operational effectiveness reflects the timeousness of task completion. 
 
RECOMMENDATIONS 

Based on this study on the role of digital trust and operational effectiveness of 
information managers in tertiary institutions in Imo State, the following recommendations are 
made: 
1. Head of Institution's should be trained and retrained to meet up the demand of modern 

jobs. 
2. Government should make provision for data security in the various institutions. 
3. Information managers should be trained on effective handling of essential 
 informations. 
4. There should be organisational synergy among the digital crew of an organisation. 
5. Further investigations should be conducted in other regions with larger sample size. 
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