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                                                              ABSTRACT 

This study sought to investigate the effect of business information on the performance of Small 

and Medium Enterprises (SME’s) in Lusaka Central Business District. The objectives of the 

study were to analyse the sources of business information that are most relevant and valuable for 

SMEs in the Lusaka Central Business District, to identify the challenges faced by SMEs in 

accessing business information and the third was to investigate the effect of business information 

on the performance of SMEs in Lusaka Central Business District. 

The study sampled 81 business owners from total target population of 102 SMEs that are 

registered with Zambia Development Agency and have been in operation for two years and 

above. This research used a cross sectional study and utilized a mixed-methods approach, 

utilizing the embedded research design which was largely qualitative. This design was used 

because it entails the researcher in gaining an in-depth understanding of the phenomena under 

the study by allowing for a deeper exploration of research questions. Research questionnaire with 

closed ended and an interview guide with open -ended questions were used to collect primary 

data. Secondary sources such as archival materials, journals, reports, books, and research articles 

were used to collect secondary data. 

The findings revealed that a significant proportion of respondents strongly agreed that business 

information positively influenced business performance. Additionally, the study highlighted 

various effects of business information, including the identification of new business 

opportunities, improvement in operational efficiency, targeted marketing efforts, better 

management of financial resources and market trends, and enhancement of customer service. 

These findings underscored the importance of access to relevant and timely business information 

for SMEs in the Lusaka Central Business District. Business information serves as a critical 

resource for decision-making processes, enabling SMEs to identify growth opportunities, 

optimize operations, and adapt to changing market dynamics. The positive correlation between 

business information and business performance suggested that investments in information 

gathering and analysis can yield tangible benefits for SMEs in terms of competitiveness and 

sustainability. The researcher recommended longitudinal study to examine the long-term impact 

of business information on SME performance. Tracking changes in business performance 
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indicators over an extended period would provide deeper insights into the sustainability of the 

effects observed in the short term. 

Key words:  Business information, SME, Entrepreneur, performance, Lusaka central business 

district 
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                                                             CHAPTER 1 

                                                         INTRODUCTION 

 

1.1 Overview 

This chapter focuses on the background of the study. It includes the statement of the problem, 

purpose of the study, main objectives of the study, specific objectives to the study, the 

significance of the study, scope of the study, limitation of the study and definition of terms. 

1.2 Background of the Study 

The Micro Small and Medium Enterprises play a pivotal role in the economic landscape of 

Zambia by contributing significantly to employment generation, poverty reduction and fostering 

entrepreneurship.  Agwu and Emeti (2014) affirmed that SMEs are the engine of economic 

growth and development as manifested in their capacity to create jobs, reduce poverty and 

advance the development of indigenous business thereby stimulating national development. The 

Financial Sector Deepening (FSD) report (2017) observed and recognized the importance of 

SMEs as economic drivers for employment creation, notably for low-income people and that 

they act as a critical route to financial inclusion. The report observes that the SME sector 

accounts for 97 percent of all businesses in Zambia, 70 percent of the gross domestic products 

(GDP) and 88 percent of employment although some employ a large share of the segment of the 

workforce (ITC Survey, 2018). 

The government of Zambia through Zambia Development Agency, International Trade Centre, 

Ministry of Small and Medium Enterprises, Ministry of Commerce and other cooperating 

partners has implemented several policies and regulatory measures to promote and support the 

growth and development of SMEs.  

By 2019, Zambia had 110,508-tax compliance MSMEs indicating a growth in the number of 

formal enterprises of about 27% from 2012 estimates with Lusaka province having the highest 

number of MSMEs recording 43.5% of the total enterprises. In 2022, the Zambian economy 

grew by 4.7% from a growth of 4.6% in 2021. The growth was mainly driven by the education, 

Transport, Storage and Information & Technology Sectors, notwithstanding the forgoing, 

negative growth that was recorded in Agriculture, Mining and Construction Sectors (ZDA 2022 

Annual Report). The government has fostered an environment in which SMEs can thrive, 
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flourish, and progress to larger formal sectors. ZDA supports business development by providing 

information through information Resource Centre (IRC). IRC acquires current business 

information relating to trade, investment promotions and entrepreneurship that it disseminate to 

traders, investors and MSMEs. In 2015, 1049 companies and individuals had access to online 

trade and information services and 1145 companies accessed information through other sources 

such as journals, magazines and banks (ZDA 2016). MSME’s also accessed  Business 

Intelligence and Market Information in the Agriculture, Agro-Processing, Manufacturing, 

Construction, Transport, Trading, Tourism, Mining, Real estate, ICT and Service sectors, 

through the Information Resources Centre (ZDA 2020 Annual report).  

To help SMEs expand, the government established the Citizens Economic Empowerment 

Commission, Youth and Women Empowerment Funds, reduced business registration fees, and 

implemented a turnover tax. This was done to help the government achieve its economic goal of 

job creation and to cushion exchange rates by encouraging the production of goods and services 

that can be substituted for foreign goods and services (Nuari, Rahmadana and Zen, 2020). The 

proliferation of SMEs has resulted from the continuation of an industrial policy that promotes 

youth employment (Gadsden et al, 2018). 

SMEs form the backbone of economic activity in Zambia particularly in urban areas such as 

Lusaka Central Business District. The strategic utilization of business information is crucial for 

the success and sustainability of SMEs. SMEs need to have access to adequate business 

information to enhance their productivity and enhance their growth. The establishment of an 

active MSME sector and the effective utilization of quality information has been identified as an 

avenue in attaining sustainable economic growth for development (Corps 2005). Business 

information utilization and the performance of the SMEs with the focus on understanding the 

mechanisms through which business information impacts decision making, operational 

efficiency and overall business success.  Information is power, it plays an important role in every 

activity, and lack of it affects negatively on the development and operations of SMEs.  
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1.3 Statement of the Problem 

Zambia, like many other emerging economies has witnessed the growth of SMEs as key 

contributors to economic development.  SMEs are the driving force for the promotion of an 

economy (Subhan et al., 2013). The SME sector navigates through dynamic landscape and the 

effective utilization of business information has been recognized as a potential driver for 

improved performance. The access to business information has over the years been enhanced by 

the emergence of information Technologies (Damanpour et al., 2009). SMEs in LCBD have 

harnessed the power of this business information to make informed decisions, adapt to market 

changes and strategically plan.  Despite the availability of business information on a wide variety 

of platforms there remains a notable gap on the effect of business information on the 

performance of SMEs. Access to information has however not been given the same attention as 

other constraints such as access to finance, marketing, technology just to mention a few. There is 

a dearth of awareness among SMEs regarding the significance of business information and the 

potential benefit it can bring to their operations hence this study.  

1.4 Purpose of the study 

The purpose of this study was to understand the sources of Business information that are critical 

for the operation of SMEs, to analyse the potential challenges that hinder SMEs from effectively 

accessing business information and to assess the influence of business information on the 

performance of SMEs.  

1.5 Objectives of the study  

1.5.1 General Objective  

The general objective of this study was to assess the effects of business information on the 

performance of SMEs in Lusaka central business district. 

1.5.2 Research Objectives  

i. To analyse the sources of business information that are most relevant and valuable 

for SMEs in the Lusaka Central Business District. 

ii. To identify the challenges faced by SMEs in accessing business information.  

iii. To investigate the effect of business information on the performance of SMEs in 

LCBD. 
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1.6  Research Questions 

i. What sources of business information is considered valuable and relevant for SMEs in 

the Lusaka CBD? 

ii. What are the challenges faced by SMEs in accessing business information?  

iii. What is the effect of business information on the performance of SMEs in LCBD? 

 

1.7 Scope of the study  

The scope of the research study encompasses SMEs located within the Lusaka Central Business 

District (CBD) in Zambia. The target was SMEs that are registered with Zambia Development 

Agency and have been in operation for two years and above. This area was chosen because 

LCBD has a higher concentration of SMEs, which made it cheaper and easier to collect data.  

1.8 Significance of the study 

The findings of this research provided policy makers and business organizations with 

interventions that may support accessibility and utilization of business information by SMEs. 

The study will contribute to the emerging body of knowledge on issues to deal with accessing 

business information and further serve as a reference for subsequent studies. The study also gave 

an opportunity for the Researcher to have an insight and explore further on the topic. To the 

Researcher, the study was a requirement for the partial fulfilment for the award of the degree in 

Masters of business Administration at University of Zambia.  

1.9 Theoretical Framework 

The theory that underpinned this study was the entrepreneurship theory. Entrepreneurship theory 

is a field of study that focuses on the activities, behaviours, and characteristics of entrepreneurs 

and their impact on the creation, growth, and success of new ventures. The theory of 

Entrepreneurship states that entrepreneurs and business information are intertwined and 

Entrepreneurs leverage business information and knowledge to initiate, grow and sustain 

ventures by   staying informed and use data driven insights, which are central aspects for 

Entrepreneurs success.  

This study adopted the entrepreneurship theory that suggests that owners and managers are seen 

as entrepreneurs driving the development of their businesses. In SMEs, the key entrepreneurs are 

owners and Managers who function as Chief Executive Officers who play a dominant role in the 
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development of the firms (Burger Helmchen, 2008). They seek for assistance in finance and 

identify business information services (Kassin 2010).  Business Information is cardinal in 

fostering the growth of SMEs; hence, the study will focus on how this variable will address the 

performance of SMEs. 

In summary, entrepreneurship theory provides frameworks to understand the entrepreneurial 

process, while the utilization of business information is critical for informed decision-making 

and the overall success of entrepreneurial ventures. Now, regarding business information 

utilization, entrepreneurs rely heavily on business information to make informed decisions and 

gain a competitive edge. 

 

1.10 Conceptual framework 

A conceptual framework is a coherent assembly of ideas or theories that outlines the operations 

or relationships within a particular phenomenon and its elements. It clarifies the linkages 

between the variables under investigation, including the commonly proposed relationship 

between dependent and independent variables (Svinicki, 2004). This framework serves as the 

foundation for understanding the causal or correlational patterns of relationships among 

occurrences, theories, observations, ideas, interpretations, and other elements of experience. 

People hold a conceptual framework regarding the functioning of reality, allowing them to 

predict the connections between situations and foresee outcomes when these factors interact 

(Cocking, 1999). 
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The framework conceptualizes that when SME’s utilizes accurate and timely business 

information there is improved performance. The conceptual framework summarizes behaviors 

and provides explanations and predictions for the majority number of empirical observations 

(Cooper& Schindler, 2008).  

The framework had identified key variables that mediates the relationship between business 

information and the performance of SME’s that has been measured using non-financial 

performance measures. Business information is the independent factor influencing the 

performance of SMEs. Performance is the dependent variable as measured in terms of 

profitability, innovation, efficiency, and effectiveness and sales turnover obtained from the 

SMEs. The purpose of the framework according to Chalmers (1982) is to identify variables and 

to clarify relationships among the variables at play.  

 Information plays a very significant role in the performance of SMEs; it is regarded as a 

resource, which business entities depend on for their survival and daily operations. Business 
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information can be generated from internal and external sources and it can come in different 

forms. Access to quality information increases knowledge levels of Entrepreneurs. In summary, 

the provision of timely, relevant and accurate business information has a significant effect on the 

performance of SMEs by enabling informed decision-making, enhancing competitiveness, 

managing risks, improving financial management, and supporting growth and innovation, 

changes in sales and profitability.  

 

1.11 Limitation of the Study 

The following limitations can be seen as opportunity for future studies, haphazard and 

disorganized nature of businesses operating within LCBD that hamper the collection of data from 

respondents. This was be addressed by online administration of data collection instruments to 

respondents who may not be accessed physically.  

1.12 Definition of Key Terms 

Business Information: Refers to essential information related to a company's operations, 

activities and business environment, is an essential resource for managers. Managers make 

decisions relying on the information they receive from different sources inside and outside their 

organization. (Vilma, 2006). This information could include market trends, customer preferences, 

competitor analysis, financial data, regulatory requirements, and other factors that affect the 

performance and competitiveness of SMEs in the Lusaka Central Business District (CBD). 

 

SMEs: According to MCTI (2003),“SMEs are classified as any private enterprise (owned by, or 

formed in, association with a citizen of nation e.g. Zambia) which is legally incorporated and 

complies with the following conditions of  the manager being the owner or a partner, the 

enterprise maintains accounts in keeping with prescribed principles and an enterprise whose total 

investment excluding land and buildings does not exceed K50,000 and in case of manufacturing 

and processing enterprise and K10,000 in case of a trading and service enterprise; an annual 

turnover that does not exceed K80,000 and employing up to 30 people. In business information, 

this definition is useful in that it helps to clarify the boundaries within which the SMEs fall 

under. For example, there is a limit to what SMEs are required to pay in form taxes at 

ZRA.SMEs whose income is below K80,000 pay turnover tax and do not qualify for other taxes 

such as income among others. 
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An entrepreneur is a person who pays a certain price for a product to resell it at an uncertain 

price, thereby making decisions about obtaining and using the resources while consequently 

admitting the risk of enterprise (Richard Cantillon 1725). In this context, the owner of the SME 

is seen as an entrepreneur he makes use of business information for effective performance, 

compliance and above all use of business information for decision-making purposes. 

 

Performance: Performance refers to a set of financial and non -financial indicators with the aim 

of achieving desired objective and result (Wu, 2009).  Firm performance for SMEs can be 

viewed from the corporation's success in terms of product quality, innovation, effectiveness, 

efficiency, competitive advantage, customer satisfaction, decision making or improved customer 

relation. Performance in the context of business information is useful in that where decision-

making is concerned data and information is required for making informed decisions. 

 

Lusaka Central Business District: This is the area surrounding Cairo Road, to the west of 

Zambia Railways line and it is the part of Lusaka city that contains the principal commercial 

streets and main buildings which features office buildings as well as shops, cafes and other retail 

businesses (Hamonga 1996). Research will be conducted from this study area. 
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                                                                 CHAPTER 2 

                                                     LITERATURE REVIEW 

2.1 Overview 

This section presents the literature for the study. The objective of conducting literature review is 

to obtain background information relating to the topic under study and to understand how 

previous Researchers conducted similar studies.   

2.2 Global Perspectives  

Globally, Small and Medium Enterprises (SMEs) play an important role in the economic 

development of many economies. SMEs are associated with rapid economic growth of countries 

in Asia and North America (Schaper 2002). In developed countries such as the USA, SMEs still 

play enormous role in the country’s economy (Aranoff et al. 2010). Available evidence points 

that, SMEs occupy an important and strategic place in economic growth and development in all 

countries (Abor & Quartey 2010) constituting as high as 90% of enterprises in most countries 

worldwide. This is supported by De Kok et Al., 2011 who states that small businesses are the 

engine of growth and development of any economy, generating jobs and income, stimulating 

competition, sources of innovation creating possibilities for business ventures in Macedonia.  

A study by Hashim et.al (2012) aimed to assess the adoption of Enterprise Information System in 

small and medium enterprises (SMEs) in Malaysia. The study emphasized that in this 

information era, the non-adoption of information systems is not an option for any sizes firm. The 

findings of the study revealed SMEs were early adopters of EIS in Malaysia have implemented 

the EIS platform and have been utilizing the enterprise system. This study revealed that SMEs 

did not have any problems with efficiency and productivity. Maintaining the organizational 

performance through information and communication technologies utilization, which further 

enhanced the SME's competitive advantage.  The study was reviewed and it was discovered that 

it could not be generalized to Zambia because the study focused on the adoption of EIS platforms 

by SMEs in Malaysia. The current study will focus on the establishing the effects of information 

on the performance of SMEs in LCBD and explore   unique information models that can best suit 

the local environment.   
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M. Krishna Moorthy et al. (2012) undertook a study to investigate the factors that affect the 

performance of SMEs in manufacturing sector in Kampar city in Malaysia. The study was 

undertaken on 300 SMEs in the Manufacturing sector and based on the data collected from 300 

SMEs that were sampled proved that there is a significant positive relationship between the use 

of marketing information and the performance of SMEs. The study discovered that the use of 

marketing information influenced the performance of SMEs at the highest. The results also 

indicated that there is a significant positive relationship between use of marketing information 

and performance of SMEs. This findings were supported by studies conducted by Keh et 

al.,(2007) and Cacciolatti et al., (2011), who found that the good use of marketing information by 

the organization can lead to a higher probability of growth and enhance the competitiveness as 

well as a better decision making process. These findings were further supported by the research 

conducted by McNeil (2011) which indicated that SMEs that made good use of structured 

marketing information presented a higher probability of growth. However, the study was biased 

toward the manufacturing industry in Kampar city. The study was done in Malaysia with an 

economy bigger than Zambia and sample of SME’s used were only from the manufacturing 

industry. The findings may not be directly generalized because the structure of industries as well 

as culture and norms that exist in Malaysia may be different from that of Zambia. The current 

study will adopt SME’s from different sectors so that the findings are representative.  

 

J. Y. Farsi & M T Toghraee (2015) did a study in Iran to identify the main challenges faced by 

small and medium sized enterprises in exploiting of innovative opportunities. The main aim of 

the study was to identify the priority of each challenge of SMEs in exploitation of innovative 

opportunities using a non- parametric approach ranking variables based on their mean. The study 

discovered that lack of sufficient market information posed a great challenge to small businesses 

and it was concluded that the problem to access to information was attributed to inadequacy of 

SMEs support institutions. The study further stated that the most innovative studies in SMEs fall 

within two categories; innovation in SMEs linked to performance and economic growth and 

secondly, SMEs and innovative types. However, Farsi and Toghraee found it difficult to 

distinguish innovation development from the business activities in SMEs in which the 

development work was integrated into daily activities. Forsman 2008 also stated that 
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distinguishing innovation development from other activities is a challenge. The importance of 

innovation as one of the primary means by which SMEs can achieve sustainable growth as well 

as addressing the key issues facing SMEs in today’s competitive business environment resulting 

in greater cost efficiency and the provision of new products to meet customers’ demands. LU and 

Chen (2010), suggest that innovation has a positive impact on new product improvement in 

SMEs. The study stresses the point that innovation has an effect on the performance of SMEs 

and there is need for firms to utilize business information on how competitors are been 

innovative in the business environment. As suggested by Wolff and Pett (2006) that Innovation 

has a positive impact on new product improvement.  The study is relevant because it has 

highlighted the main challenges faced by SMEs in Iran. However, this study had different 

objectives from current study and paid much attention on identifying main challenges of SMEs 

concerning exploitation of innovative opportunities while focusing on SMEs importance well 

documented in terms of innovation while considering lack of market information and other 

factors to be main challenges affecting SMEs. This leaves a gap therefore this study will look 

extensively on business information and assess how it affects SME performance with reference 

to LCBD.  

Kassim et.al (2016) reported on the findings of a part of a study that aims to investigate the 

information needs and the kinds of information needed for decision-making by managers of 

small and medium-sized enterprise (SME) in Shah, Malaysia. The study identified that SMEs 

needed information when they were in the early stage of their business experience. From the data 

collected from SME managers operating their business in Shah Alam, Malaysia. The results 

revealed that the most common kinds of information required by SME managers were business 

information on opportunities, followed by financial sources, current marketing trends, location, 

research, sources of raw materials or products, information on customers, government 

regulations/policies and competitors. This was attested by a study on Information needs that took 

place in Hong Kong, Singapore and Philippines which found that SMEs require information 

relating to credit, technology, market and business opportunities, skills, business exchange 

material sourcing, technical assistance, consultancy and advisory services (The Pacific Economic 

Advisory Services-APEC 1995). SMEs require accurate and relevant information both at start up 

stage and during day-to-day operations to ensure their SMEs survive in this competitive business 

environment although Kirk 1999 argued if those managing SMEs are able to exploit valued 
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information that is available given the range of needs that SMEs requires. It is therefore 

important that SMEs access and utilize information to maintain competitive advantage and to 

organize, plan and control operational activities.  This study revealed the most important kind of 

information required for SMEs and how this information can help SMEs to survive in a 

competitive environment. This study primarily offered quantitative insights and lacked 

qualitative insights thereby limiting respondents’ opinions. The current study will employ a 

mixed method approaching incorporating both quantitative and qualitative data so that there is a 

holistic picture on the assessment of the effect of business information and the performance of 

SMEs in LCBD.  

 Marmaya N. H et al. (2018) in the article titled factors affecting the performance of SMEs in 

Malaysia did an investigation to identify the impact of factors such as entrepreneurial orientation, 

information acquisition and information utilization on the performance of firms. 170 

questionnaires were distributed to SMEs across three regions in Malaysia and only 150 usable 

responses were obtained. The findings of the study revealed that among the three factors, 

information utilization proved to have an influence on the performance of SMEs while 

entrepreneurial orientation did not have any effect on the performance of SMEs in Malaysia. 

Based on the research findings, information utilization was discovered to be the most influencing 

factor on the performance of SMEs. This was supported by the previous study done by Akinboye 

(2003) who observed that information utilization assists managers in organizations to build their 

own boundaries of thinking and to have more unique perceptions and cognitions in order to 

enhance their level of creativeness. When these managers acquire and utilize the relevant 

business information, which improve their creative things and help to make informed decisions. 

Information is deemed worthless until it is put to good use. This study adopted a quantitative 

method of study. There is need to adopt a mixed method so that the study can obtain opinions 

from respondents as well. In addition, the study used multiple regression analysis, which may 

leave a gap in that there may be other variables other than X that were left out in this study yet 

they do influence the response variable. In this study, additional and mediating variables such as 

entrepreneurial culture and entrepreneurial capability were not examined but they also have a 

significant relationship with the firm’s performance.  
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Hean T. Keh et al 2007 did a journal article titled the effect of entrepreneurial orientation and 

marketing information on the performance of SMEs in Singapore, Malaysia. The main objective 

of the study was to investigate the effects of entrepreneurial orientation and marketing 

information on the performance of SMEs. It was discovered that information acquisition and 

utilization to be important activities which are salient for firms that have high levels of 

entrepreneurship orientation.  The results of the study indicated that entrepreneurship orientation 

plays an influential role on acquisition and utilization of marketing information and has a direct 

impact on firms performance. In addition, Caccioltti Fearn and Mcneil (2011) indicated that 

SMEs that make good use of structural marketing information presented a higher probability of 

growth. The utilization of business information regarding marketing mix decisions positively 

affected the performance of SMEs in Singapore. This study has shown how entrepreneurial 

orientation and marketing information affected the performance of SMEs in Singapore. The 

finding of this study are relevant but they cannot be generalized to the local setting of SMEs in 

Zambia because this study was conducted in Singapore, Malaysia, an economy bigger than 

Zambia.   

 

2.3 Regional Perspectives 

 In Africa, the SME sector is a dominant sector and accounts for almost 90% of all the 

enterprises in rural and urban areas. SMEs are a major employment avenue to people and 

stimulate the development of the countries by promoting entrepreneurial and business skills 

amongst communities (Giovanna Ceglie & Marco Dini 1999). In Sub Sahara Africa, SMEs are 

considered very important propellers for obtaining national development goals, such as poverty 

alleviation and economic growth (Zoltan A. 2006). For example, in South Africa, the SMEs 

account for about 46% of the total economic activities and 84% of private employment. 

Throughout Africa, SMEs are a critical force and drivers of economic activity across all sectors 

and have emerged as key employment providers. This is evident from a fact that firms with 

fewer than 20 employees provide the most jobs in Africa’s formal sector. Over 70% of Africans 

work for small and medium-sized enterprises (SMEs). African SMEs have actively contributed 

to the supply and production chains that has increased the continent’s manufacturing base 

thereby kick starting massive industrialization (Elumelu, 2017). 
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The role of business information is crucial for the success and development of small and medium 

sized enterprises. Business information encompasses relevant data, insights and knowledge that 

SMEs gather from different sources to inform their decision-making and strategic planning 

processes. It provides valuable insights that can help SMEs identify new opportunities, anticipate 

challenges and make informed decisions (Kumar 2012). This information enables SMEs to gain 

insights into industry trends, market dynamics and customer preferences. This knowledge helps 

SMEs to identify emerging opportunities, adapt their products and services to the changing 

market demands and stay ahead of competitors (Kumar & Raju 2012). In addition, the study that 

was carried out in Kenya to assess the effect of business information on the growth and medium 

Enterprises showed a positive correlation between the variables indicating that access to business 

information is a very significant factor in the growth of a business and has a positive influence 

on growth of SMEs (Bunyasi 2014). The access to business information facilitates access to 

information on new markets that leads to market power that accelerates growth. This is 

supported by Chyau (2005) who asserts that empowering SMEs to participate in the knowledge 

economy by facilitating connectivity and also  helping them  to create and deliver products and 

services on a global scale and providing access to new markets leads to the growth of SMEs.  

 

Ojo et.al (2015) wrote an article entitled the Influence of Business Information use on sales 

performance of SMEs. They examined the influence of business information use on sales 

performance of SMEs in the Information Technology sector in Lagos State in Nigeria. Ojo et al 

asserted that Small and Medium Scale Enterprises (SMEs) are crucial drivers of every nation’s 

economy. This finding of this study confirmed that utilization of business information is 

important for SMEs to achieve improved sales performance and gain competitive advantage 

necessary for the overall sustenance of the enterprise no matter the source. The utilization of 

business information helps SMEs tailor their products and services to meet customer demands 

effectively, develop targeted markets strategies and build stronger customer relationships (Fatoki 

& Odeyemi, 2010). Therefore, the availability of business information, at the right time, has 

become a critical resource in performing economic activities. The study concentrated on SMEs 

in the Information Technology sector and the primary focus was to examine the effect of 

information on sales performance and did not bring out other factors that may be influenced. The 
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current study will conduct a thorough examination of different businesses within the SME sector 

to examine the effect that business information has on the performance of SMEs in LCBD.  

 

According to Lee McMahon (2020) in his article entitled the powerful role of data in business 

growth and Success.  He explained that without data, it would be difficult to predict the best 

solutions to use to address business challenges.  It would also be impossible to select the most 

effective strategies if you do not have access to timely and effective information. McMahon 

further went on to identify various sources of information such as industry reports, trade 

associations, government publications and online resources that SMEs can utilize to enhance 

their understanding of the business environment. However, the study by Unuegbu, V. E. & 

Adeleye, Adeyinka (2020) revealed that only informal internal and informal external sources of 

business information significantly influenced the performance when in actual sense the study did 

not even show the extent to which these sources of business information affect the performance 

of SMEs. The study only highlighted the sources of business information without indicating how 

the performance of SMEs is affected. Another study by Okello-Obura et al (2008) revealed that 

SMEs depend mostly on informal institution for business information provisions need tailor 

made information solutions such as Business Information services that assess, verify and apply 

information to specific business problem or needs which is inconsistence with the requirement 

for effective competition in global market.  Moore (2002) who observed and argued that an 

important determinant of the impact that is made by information providers and processors is the 

trust that users place in the information provided. Armstrong and Guay (2020) also emphasized 

the significance of business information for SMEs by highlighting that access to timely and 

reliable business information significantly influenced SMEs performance and decision-making. 

 

Thabiso S. Msoni et al. 2022 did a study that aimed to evaluate the access to information, access 

to finance, competition and Small and Medium Enterprises Performance in Kwazulu Natal, south 

Africa. The findings of the study revealed a positive correlation between access to information, 

access to finance and SME performance. These findings were supported by Barringer 2008 who 

stated that several entrepreneurs approach the process of seeking finance in  haphazard manner 

due to lack of knowledge about options. This shortage of information on financing may lead 
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business to rely heavily on the same sources of financing while neglecting others. The role of 

business information is crucial for the development and success of SME’s. The access to 

information by SME’s in Kwazulu Natal had shown an improvement on the performance of 

SME’s. The access to information on financing also showed to have a substantial impact on the 

performance of Small and Medium Enterprises in Kwazulu Natal. The study had different 

objectives from the current study. The current study will delve in looking at the effects of 

business information on the performance of Small and Medium Enterprises in Lusaka Central 

Business District.  

 

Gladys N. Wekesa Bunyasi et al 2014 undertook a study to assess the effects of business 

information on the growth of SME’s. The study took place in Thika district in Kenya and 142 

SME owners of SME’s operating within the district took part in the study. The study findings 

revealed that access to business information has a significant effect on the growth of SME’s. The 

access to business information facilitates the access to information on new markets that leads to 

markets power that accelerates growth of business. The growth of a firm is the second most 

important goal of a firm and aversion to growth has been said to be the principal reason why 

most SMEs are  stagnate and decline (Clark et al., 2001). The growth of SMEs is influence by 

various factors. The fierce global competition necessitates Small and Medium-Sized Enterprises 

(SMEs) to access business information that will enable them attain a competitive edge. This was 

in line with a study, which was undertaken by Chyau (2005) who also asserted that empowering 

SMEs to participate in the knowledge economy by facilitating connectivity and access to 

business information helps them to create and deliver products and services on a global scale and 

providing access to new markets leads to the growth of SMEs. The survey was done in Kenya 

with a different environment from Zambia. The current study will be undertaken in Zambia and 

will sample SMEs within the country so that the findings can easily be generalized to other 

SMEs within Zambia since they also operate in the same environment as those in Lusaka Central 

Business District. 

 

Peter Ansu-Mensah et al. 2021 in their study titled Determinants of business performance of 

SMEs in an emerging economy aimed at examining factors that influence business performance 
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of SMEs in an emerging economy. 55 managers or owners of SME’s in service sectors such as 

retail, hospitality, trade or commerce and manufacturing took part in the research study in 

Ghana. The main findings of the study pointed out that business information has helped them to 

identify potential customers and to develop a business relationship with them.  Having 

information about customers is key and this helps SME’s o identify what their customers need. 

Business information also aided the SME’s in decision making and helped to solved problems. 

Respondents further stated that they are able to understand their business better, address 

weaknesses that may arise, deter threats, identify and capitalize on opportunities and take 

advantage of their strength to develop business goals a strategy for achieving them. The study 

findings indicated that entrepreneurs utilize available business information to identify potential 

customers and to devise better strategies for dealing with their.  However, this study primarily 

focused on examining the factors influencing the business performance of SMEs in an emerging 

economy like Ghana and did not bring out the effects that business information has on the 

performance of Small and Medium Enterprises.   

 

Tambadini I & Bemani J 2021 in the article titled Accounting information and performance of 

SME’s in Masvingo, Zimbabwe. The study sought to determine the effectiveness of accounting 

information on performance of SME’s. The findings were that keeping accounting records and 

use of accounting information enables SMEs to produce timely and accurate reports for various 

purposes such as accessing loans and help in business profitability. 41.4 % respondents actually 

expanded their businesses by keeping proper accounts records.  SMEs need quality business 

information to make quality decisions. Nyati et al 2018 who studied the role of accounting 

information in the success of SMEs in Harare also revealed that majority of SMEs were utilizing 

accounting information for decision making. This calls for accurate record keeping of 

transactions. This would provide quality business information upon which sound decisions 

would be made. The classification and summarization of transaction information reduces 

business information into manageable form that can easily be retrieved and used. This was 

supported by Cross 2004 who puts much emphasis on the availability of business information 

and effective use of information. The purpose of the study was narrowed to investigating the 

effects of accounting information on the operations of SMEs in Masvingo Urban in Zimbabwe. 
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The current study will take a holistic view and investigate the effects that business information 

has on the performance of SMEs in LCBD. 

2.4 Zambian Perspectives 

According to Dr Gondwe (2012), the role that SMEs play in the provision of sustainable 

economic growth through job creation, development of entrepreneurial skills and the potential to 

contribute significantly to export earnings cannot be over-emphasized. SMEs have been very 

instrumental in the development of the Zambian economy through job creation, increasing tax 

base, provision of income and other benefits as well. They have been in the forefront in 

accelerating the growth of the economy and have continued to play a bigger role in the social 

economic development of the country. For SMEs to be effective in their operations there is need 

to provide driving forces that makes it easy to conduct business, forces such as the application of 

ICTs among SMEs and their trade that can improve access to business information.   

A study by Banda et.al (2017) to determine the information needs of small-scale business 

community at Chisokone Market in the city of Kitwe in Zambia. The study sought to establish 

among other things the unique information needs of the business community; the types of 

businesses carried out, the different service providers within the city of Kitwe, the problems 

faced by small- scale business community in seeking for information and the demographic 

characteristics of the community.  The results of the study showed that most of the information 

needs that has an effect on the performance of SMEs is information related to marketing, sources 

of supplies, management skills, and credit /loan facilities. Lack of access to information was 

cited as the major problem facing small-scale businesses at Chisokone Market in Kitwe Zambia. 

The relevance of this study could not be overlooked since it looked at unique information needs 

of the business community at Chisokone market. After reviewing the study, it was discovered 

that the study did not explore further to outline the relationship between business information 

and the performance of SMEs. In addition, the sample size was not representative because key 

stalk holders were not included. This study will make sure that the sample size is reasonable and 

representative as well.  

 Tiyezye Chilembo (2021) undertook a study to examine the factors that affect SMEs access to 

Finance in Lusaka. The study aimed to examine the extent to which collateral requirement, 

interest rate and other factors affect access to finance by SMEs. Based on the factors that were 
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listed as being challenges that influence SMEs access to credits or loans from financial 

institutions, the study concluded that the lack of access to finance faced by SMEs was due lack 

of business information on the accessibility to credit which was caused by demand and supply 

gap in information. These findings are supported by the study of Kumar and Rao (2015) who 

concluded that the lack of access to finance faced by SMEs was due lack of business information 

on the accessibility to sources of finance and the unwillingness of banks to extend credit to 

SMEs was a major constraint. This also made it difficult for banks and financial institutions to 

obtain business information necessary to assess the risk of SMEs especially because the success 

of small firms often depends heavily on the ability of the entrepreneur. The findings also was in 

line with Etemesi (2017) who looked at factors that inhibit growth of SMEs due to lack tangible 

assets to use as collateral when applying for loans. The study had a different objective. The main 

objective of the study was to look for solutions that can help to remove the constraints that 

hinder the promotion of access to finance. The current study will look at business information in 

isolation in order to critically assess its effects on the operation and performance of SME’s.   

 

Mwila Martin and Ngoyi Luka (2019) undertook a study titled the use of ICT by SMEs in 

Zambia to access business information service an investment Barriers and Drivers. This study 

was done in Lusaka province. The research aimed at answering key questions regarding the use 

of ICTs among SMEs in their businesses operations with an analysis and consideration of the 

possible factors that enable ICTs to be valued. The study was conducted on a sample of 100 

SMEs comprising of 60 SMEs without formal business registration and 40 SMEs with formal 

business registration covering different sectors and categories to capture the diverse responses. 

The major findings of the study revealed that ICTs are a major aspect in business operations, 

formally and informally with the major drivers happening to be in the reduction in operational 

costs and ease of doing business. There is a relation between the investments in ICTs in SMEs 

with the increase in productivity as 67.04% of the respondents confirmed the effect of 

implementation of ICT. From the information collected, it was concluded that SMEs that 

implemented ICTs had a steady increase in productivity with the progression of the years. This 

was alluded to the fact that costs had reduced in the production of goods and services and SMEs 

were able to divert resources from operational costs and invest in increasing the business 
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productivity. For example, transport and stationary costs were reduced since hard copy 

documents were no longer and soft copies were sent through electronic media. The study is 

relevant, as it has highlighted the importance and benefits of implementing ICT in firms for easy 

operations. However, this study has only concentrated on SME’s use of ICTs in their business. 

The sample types of SMEs were limited due to the various categories that were found to meet the 

schedule. The findings are not representative and cannot be generalized to the whole population 

of SMEs in Zambia.  

Muthuswamy S. and Kafweta C. (2022) did a study titled Factors Affecting the Economic 

Growth of Small and Medium Sized Enterprises: Case Study of Mutendere East, Lusaka District, 

Zambia. The aim of the study was to look at factors that affects the growth of SMEs in 

Mutendere East. The study adopted a sample size of 15 comprising of heads of government 

agencies such as ZDA, ZRA, First National Banks and owners of SMEs. Data was collected 

through surveys, observation and interviews. The study also examined various journals and 

publications to gain an insight about what other researchers discovered concerning the same 

research problem. In conclusion, the study established that access to business information 

affected the growth of businesses in Lusaka District to a larger extent. It was discovered that 

information was not readily available at Zambia Development Agency. Even the little available 

information was deemed irrelevant and did not inform the respondents of changes in the business 

environment. After reviewing this study, I noticed that the study used a small sample size that 

was not representative of SMEs in Lusaka District. This study will address this gap by using a 

reasonable sample size that will be representative of SMEs in LCBD and this will help to draw 

meaningful conclusions.  
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CHAPTER 3 

RESEARCH METHODOLOGY 

3.1 Overview 

The section includes the research design, study area, target population, study population, 

sampling frame, sample size, sampling techniques and procedures, methods of data collection, 

data handling, and ethical consideration. 

3.2 Research Design 

The research design serves as a roadmap for the entire research process, providing a structure for 

data collection, analysis, and interpretation. It outlined the key components of the study, such as 

the research approach, data collection methods, sample selection, and data analysis techniques 

(Creswell, 2017).  This research used a cross sectional study, and utilized a mixed-methods 

approach, utilizing the embedded research design which was largely qualitative. This design was 

used because it entails the researcher in gaining an in-depth understanding of the phenomena 

under the study by allowing for a deeper exploration of research questions.  

3.3 Target Population 

Gall and Borg (2007) denote a target population as the entire set of units of the survey that the 

findings are meant to be generalized to. The study sampling frame is 341 SMEs operating in 

LCBD and registered with ZDA. Hence, the target population for this study was 102 owners or 

managers of registered SMEs in Lusaka’s Central Business District that have been in operation 

for more than 2 years. 

3.4 Site of the study 

This study was conducted in Lusaka’s Central Business District.   

3.5 Sample Size 

A sample size is a fraction of the study population that has been objectively selected to represent 

the total population from which it has been drawn (Kombo & Tromp, 2011).  A sample was 

drawn from the 102-targeted participants was calculated using a sloventh formula adapted from 

Yamane (1967). The sample was calculated at 95 percent confidence level and 0.05 level of 

precision.  
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The following is the formula and calculation for the sample size. 

                                          n= 
𝐍

𝟏+𝐍(𝐞)𝟐(Source: Adapted from Yamane, 1967:886) 

Where: n = the desired sample size; N = the target population size; and e = is the level of 

precision (Margin of error), 95 percent confidence level and 0.05 level of precision.  

𝑛 =
102

1 + 102(0.05)2
=

102

1 + 102 (0.0025)
 =

102

1.25
𝐧 = 𝟖𝟏 

The sample size for this study will be 81. 

3.6 Sampling techniques 

Sampling is the selection of a few items or elements from the research population, which 

becomes the basis for estimating the prevalence of a measured variable in the study (Kothari, 

2011). The researcher used non-probability sampling specifically purposive sampling.  Purposive 

sampling in particular was employed to select the sample based on someone being the owner of 

the registered SME that has been in operation for more than two years.  

3.7 Data Collection Instruments 

Data was collected using a structured questionnaires and an interview guide for the purposes of 

achieving the study objectives. A questionnaire with closed ended questions and an interview 

guide with open -ended questions was used to collect primary   data. Secondary sources such as 

archival materials, journals, reports, books, and research articles were used to collect secondary 

data. 

3.8 Data Analysis  

Data analysis is the process of examining, transforming, and interpreting data in order to discover 

useful insights, draw conclusions, and support decision-making.  The qualitative data was analyzed 

thematically using NVIVO software whereas quantitative data were analyzed using regression 

analysis with the help of Statistical Package for Social Science (SPSS) Version 20.  

3.9 Credibility and trustworthiness of qualitative data 

To improve the credibility of qualitative research findings, the researcher engaged participants in 

the research process by sharing findings and interpretations, allowing them to verify the accuracy 

of information. This approach facilitated a comprehensive depiction of the research content. 
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Thorough reporting contributes to the study's credibility, enabling readers to evaluate the 

trustworthiness of the findings. Such reporting offers a nuanced, rich context portrayal of 

experiences and behaviors, employing vivid descriptions that enable readers to connect with 

participants' experiences. Additionally, to bolster the credibility of the findings, the researcher will 

seek input from other researchers and experts to identify potential biases and preconceptions. 

To enhance credibility further, the researcher collected data collection until no new themes or 

insights emerge. This demonstrates diligence in data collection and analysis, thereby strengthening 

the credibility of the findings. Furthermore, the research design will be clearly outlined, with 

transparency regarding the researcher's affiliations, biases, and any potential conflicts of interest, 

fostering trust among participants and readers. The selection of SMEs for the study aimed to 

represent the population of SMEs in the Lusaka CBD, enhancing the generalizability of the 

findings. Triangulation was employed to utilize multiple data sources and methods, such as 

surveys, interviews, and secondary data, to validate findings and enhance study validity. This 

approach helped alleviate the limitations associated with relying on a single data source or method. 

Finally, the researcher adhered to ethical guidelines when involving human participants, ensuring 

informed consent, confidentiality protection, and voluntary participation of SMEs in the study. 

3.10 Validity and reliability of quantitative data 

Reliability and validity are crucial aspects of research that ensures accuracy, consistency and 

credibility of findings. Reliability is the ability to measure instruments to give similar results 

when applied at different times (Oluwatayo, 2012). It is unlikely that the same results will be 

given every time but there must be a strong positive correlation between the results. Whiston 

2012 defined validity as obtaining data that is appropriate for the intended use of the 

measuring instruments. Validity of data is determined by the meaningful and appropriate 

interpretation of the data obtained from the measuring instrument as a result of the analysis of 

data. For the purpose of this study, a pilot study will be conducted to test and identify potential 

issues that may arise from the instruments. This helped to refine the data collecting instruments 

so that they are tested and will produce accurate and consistent results that are reliable and valid. 

The researcher will make sure that control measures for extraneous variables that could influence 

the results. This was achieved by conducting data validation checks to address errors and missing 

data so that data quality meets standards before been analyzed.  The researcher will also use 
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appropriate statistical techniques to analyze data while been mindful of the limitations that are 

associated with statistical techniques been employed. 

3.11 Ethical Consideration 

Ethical consideration refers to codes of conduct in the implementation of research to produce 

systematic and verifiable knowledge (Wehmeier, 2011). In this study, the researcher adhered to 

the research ethics. Informed consent was obtained from participants who participated in the 

study and participation were only on a voluntary basis, participants felt free to withdraw from the 

study at any time without any consequences. There was no coercion but voluntary participation 

and the participants were free to withdraw at any time they felt like.  Prior to research study, the 

participants was fully informed that the purpose of the study was purely for academic purposes 

and information collected would be used for academic purposes only. Data collection and 

interviews were done at places and time convenient to participants and this was taken for a 

period of 30 working days. Participants were free to disclose any conflict of interest that could 

have arisen from the study such as financial or personal interests that can affect the relationships 

between employers and employees of SME’s.  

Confidentiality and anonymity was observed in accessing respondents by not indicating their 

names on Questionnaires. The researcher ensured that collected data was kept confidential and 

anonymous; data were coded to protect the participants.  Information provided was securely kept 

and only authorized personnel had access to information. The researcher did not alter any 

information that was collected from the respondents during the data collection. 

The researcher complied with relevant regulations and ethical guidelines governing research 

studies involving human participants. The researcher obtained ethical clearance from University 

of Zambia ethics committee and written permission from relevant organizations before data 

collection.    
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CHAPTER 4 

                                        DATA ANALYSIS AND INTERPRETATION 

4.1 Introduction 

This chapter presented findings, analyzed and interpreted in an orderly manner in line with the 

objectives of the objective. It presented data analyzed in form of pie charts, table, line chart, and 

histograms. 

4.2 Social Demographic Information 

The following descriptive statistics are summaries for social demographic information.  

4.2.1 Gender of respondents 

Gender composition of the respondents in the study obtained from the sampled 81 SMEs in 

Lusaka central business district indicates that males dominated with 57% while female 

respondents accounted for 43%. 

The above data in table 1 below indicates that the majority of the respondents were male.  

 

 

 

 

Table 1: Sex of respondents (source-field data 2023) 

4.2.2 Age distribution of respondents 

The age of respondents across SME’s in Lusaka’s central business district in table 2 below show 

the entrepreneurs in the age bracket between 36-45  dominate with a statistical record of 44.4% 

followed by those in the range between 46 years older while 35.8% while 12.4% represents ages 

between 26-35 with the least being 7.4% for ages 18-25 years. 

 

 

 

 

 

Sex of respondents Distribution Percent Valid Percent Cumulative 

Percent (%) 

 

Male 46 57 57 57 

Female 35 43 43 43 

Total  81 100% 100. % 100% 
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AGE GROUP FREQUENCY PERCENTAGE (%) 

18 – 25                6 7.4% 

26 – 35               10 12.4% 

36-45               36 44.4% 

46+               29 35.8% 

TOTAL               81 100% 

Table 2: Age of respondents (source- field data 2023) 

4.2.3 Education level 

The level of education in the study was assessed and the results indicate the highest as having 

attained a secondary school level representing 48.1%, while SME’s that had tertiary education 

account for 25.9%, upper primary level 23.5% and lower primary represent 2.5%. It is clear to 

state that most of the SME’s in Lusaka central business district have been to secondary school. 

Table 3 shows the level of education of entrepreneurs from the study. 

Level of education  Frequency  Percent % 

No Formal education  0 0 

Lower Primary (1-7) 2 2.5 

Upper Primary (8-9) 19 23.5 

Secondary  39 48.1 

Tertiary 21 25.9 

Total distribution(respondents) 81 100% 

Table 3: Level of education (source-field data 2023) 

4.2.4 Period in business operation 

Figure 1 below shows the period SME’s in Lusaka central business district have been 

operational. Results reveal SME’s who had been in business for over 7 years as representing 

58% leading the rest while those that have been operating between 5-6 years represent 22% with 

those between 3-4 years standing at 14% and the least being 2 years and above in operating 

standing at 6%. 
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                 Figure 1: Years of business operation (source-field data 2023) 

 

4.2.5 Sector of operation 

Sector of operation represents SME’s sectors from which they operate. Figure 2 below shows 

these sectors as the per respondents submissions which the retail sector dominated with 28 

respondents while supply and general dealing were second with 22,hospitality which includes 

lodges and restaurants and fast foods represented 21 with the least being manufacturing with 10 

respondents of 81 sampled SME’s in Lusaka central business district. 
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Figure 2: Sector of business operation (source-field data 2023). 

 

4.3 Source of business information 

Table 4 below shows the source of information for the sectors sampled within the Lusaka Central 

business district. Results indicates that most information source is through online databases at 

38.3%.Government reports came second with a statistical record of 26%, industry publications 

17.5%, trade associations with 13.5% while the least was market research firms at 4.9% 

respectively. 

These findings show that the source of business information widely utilized is online database to 

keep the business updated with information regarding business operation, effectiveness and 

efficiency. 

Source of business information Frequency  Percent % 

Online database 31 38.3 

Trade associations 11 13.5 

Industry publications 14 17.3 

Government reports 21 26.0 

Market research firms 04 4.9 

Total distribution(respondents) 81 100% 

Table 4: Source of business information (source-field data 2023) 
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4.4 Frequency of use of business information for making strategic decisions 

Figure 3 below illustrate the findings regarding how the businesses use information for making 

strategic decisions. Line chart below shows daily use of business information for making 

strategic decision as the leading component in the manner this use is done. Daily use accounted 

for 33 responses, 27 for weekly, monthly 15, occasionally 5 and rarely 1. 

 

Figure 3: Frequency of business information use for strategic decision making (source-field data 2023) 

 

4.5 Most valuable type of business information source 

 From the findings, it was discovered that the most valuable type of source of business 

information based on figure 4 below was market trends representing 43% while second was 

customer feedback at 21%,competitor analysis 20% and financial data at 16%.There were no 

suggestion of other types of business information source apart from the listed four. 
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Figure 4: Most valuable type of source of business information (source-field data 2023) 

 

4.6 Challenges faced in accessing business information 

The study revealed challenges that encountered in accessing information for business strategic 

decision making. Table 5 shows these challenges. Cost of information is viewed as most 

challenging in the process of information acquisition with 44.4%. 

Source of business information Frequency  Percent % 

Cost of information 36 44.4 

Lack of access to reliable sources 21 26.0 

Information overload 10 12.3 

Technical skills required 11 13.6 

Language barrier 3 3.7 

Others 0 0 

Total distribution(respondents) 81 100% 

Table 5: Challenges faced in accessing business information (source-field data 2023) 

 

4.7 How the identified challenges affect the ability to make informed business decisions 

The identified challenges in figure 4.6 affect the ability for SMEs in making informed decision-

making. Figure 5 indicate results which sees  limited access to information with 35%,financial 

constraints 16%,skills and expertise gap 14%,reliability issues 11%,networking limitation at 12% 

with the least being legal and regulatory constraints at 7% while language barrier concluding 

with 5%. 
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Figure 5: How the identified challenges affect the ability to make informed business decisions (source-

field data 2023) 

4.8 How the use of business information influenced overall performance of the business  

Table 6 below reveal results from the study on how business information influences the overall 

performance of the business in the sectors sampled from the 81 respondents. 

Business 

information 

influence 

Strongly 

agree 

Agree Not sure Disagree Strongly 

disagree 

Percentage 

Customer 

satisfaction 

60% 30% 9% 1% 0% 100% 

Sales and 

revenue 

growth 

65% 30% 5% 0% 0% 100% 

Decision 

making 

effectiveness 

70% 30% 0% 0% 0% 100% 

Competitive 

advantage 

70% 25% 3% 2% 0% 100% 

Total 

Average 

66.25% 28.75% 4.25% 0.75% 0% 100% 

Table 6: How the use of business information influenced overall performance of the business (source-field 

data 2023) 
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4.9 Rating of business information on the overall performance of business 

Table 7 below reveal the findings on the overall rating of business information on the 

performance of business across the sectors sampled in Lusaka central business district. From the 

results, 69.1% of the respondents strongly agree that business information impact positively on 

the performance of the business while those merely agree accounted for 27.2% and 3.7% for 

those that took a neutral stance in the rating. 

Rating  Frequency  Percent % 

Strongly Agree 56 69.1% 

Agree 22 27.2% 

Neutral 3 3.7% 

Disagree 0 0 

Strongly disagree 0 0 

Total rating distribution of respondents 81 100% 

Table 7: Rating of business information on the overall performance of business (source-field data 

2023). 

4.10 Specific examples of how access to valuable information has positively affected SMEs 

Figure 6 below presents findings based on the specific examples of how access to valuable 

information has positively affected SME’s performance and overall productivity and efficiency; 

                

Figure 6: Specific examples of how access to valuable information has positively impacted SMEs (source-

field data 2023) 
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4.11 Thematic Analysis 

A thematic analysis of the responses to the interview guide on the effect of business 

information on the performance of SMEs in Lusaka's Central Business District might revealed 

the following themes:  

1. Understanding of Business Information:  Respondents likely view business 

information as data and insights relevant to the market, competition, customer 

behavior, and operational efficiency.  

2. Sources of Business Information:  Key sources might include market research, 

financial reports, customer feedback, and industry trends. The relevance of these 

sources likely varies based on the specific needs and context of the SME.  

3. Satisfaction with Current Information Sources:  Satisfaction levels might range from 

contentment with accessible, high-quality information to frustration over the lack of 

tailored, actionable data.  

4. Challenges in Accessing Information:  Common challenges could include the high 

cost of obtaining data, limited access to technology, and a lack of expertise in 

analyzing information.  

5. Opportunities from Leveraging Information:  Effective use of business information 

might lead to improved decision-making, identification of new market opportunities, 

and better strategic planning.  

6. Impact of Information on Performance:  Accurate and timely information could 

positively affect SME performance by enhancing marketing strategies, optimizing 

operations, and increasing competitiveness.  

7. Correlation between Information Quality and Success:  There might be a perceived 

direct correlation, with high-quality information being associated with better business 

outcomes and growth.  

8. Additional Comments: Additional insights might include the need for improved 

information dissemination methods, the role of government support, and the potential 

for digital platforms to enhance information access.  

These themes suggest that business information is a critical asset for SMEs, influencing 

their strategic decisions and overall performance. The analysis also indicates that while 
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there are challenges in accessing and utilizing this information, there are significant 

opportunities for SMEs that can effectively leverage it. The responses may also highlight a 

consensus on the importance of quality information for the success of SMEs.  

 

4.12 Chapter Summary 

This chapter discussed research findings across the themes around the research objectives and 

presented them in tables, figures, line charts and pie charts. The chapter presented results and 

findings across the sources of business information, challenges faced by SMEs in accessing 

business information and an investigation onto the effects of business information on SME in 

Lusaka central business district. 
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                                                                CHAPTER 5 

                                                FINDINGS AND DISCUSSIONS 

5.1 Introduction 

This chapter presents findings and discussions of this study. This chapter discusses thematic 

areas of the objectives of the study, which includes the sources of business information, 

challenges faced by Small and Medium Enterprises (SMEs) in accessing business information in 

the Lusaka central business district and an investigation of effects of business information on the 

performance of SMEs in Lusaka central business district (LCBD). 

5.2 Sources of business information that are relevant and valuable for SMEs in the Lusaka 

Central Business District. 

From Table 4 the study results reveals that the source of business information that are relevant 

and valuable  for SMEs  sampled within Lusaka Central business district is online databases at 

38.3%, Government reports second with a statistical record of 26%,industry publications 

17.5%,trade associations with 13.5% while the least was market research firms at 4.9% 

respectively. 

These findings show that the most relevant source of business information widely utilized by 

Small Medium Enterprises (SMEs) is online database to keep the business updated with 

information regarding business operation, effectiveness and efficiency. 

The study further found that the most valuable type of source of business information based on 

figure 4 in the previous chapter was market trends representing 43% while second was customer 

feedback at 21%,competitor analysis 20% and financial data at 16%.There were no other 

suggestions of other types of business information source apart from the listed four. 

With these findings regarding sources of information valuable to SME’s in Lusaka central 

business district, the research finds both the stated source and type of business information to be 

prevalent as revealed in the study. Kumar (2012) similarly observed these results in his study and 

that of Armstrong and Guay (2014) in their studies respectively. 
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5.3 Challenges faced by SMEs in accessing business information 

The researcher established that there are challenges that are prevalent in accessing information. 

The research study revealed that the challenges that are encountered in accessing information for 

business strategic decision making is associated with cost of information being viewed as most 

challenging in the process of information acquisition at 44.4% as shown in Table 5. The cost of 

accessing business information possess as a challenge in accessing information.  These results 

are similar to those found in Malaysia by Marmaya N. H et al. (2018) that indeed challenges are 

prevalent in  as far as access to information for businesses is concerned. 

While this is viewed to be the most challenging part, businesses are also required to pay in order 

to access valuable information that can help them to sustain their entities. From the findings 

gathered, the lack of access to reliable sources of information is another important challenge 

rated at 26% as per the responses gathered from the 81 respondents in this study. In addition, the 

lack of information was at 12.3%, technical skills required 13.6% while language barrier stood at 

3.7%. 

It can further be stated that the identified challenges in accessing business information that were 

revealed in the previous chapter affected the ability for SMEs in making informed decision 

making.  Results reveal  limited access to information at 35%,financial constraints 16%,skills 

and expertise gap 14%,reliability issues 11%,networking limitation at 12% with the least being 

legal and regulatory constraints at 7% while language barrier concluding with 5%. 

These results indicate that indeed the identified challenge have a bearing on the performance of 

the business and its success partially hinges on whether the SME’s manage these challenges well 

as some of their strategic management measure regarding remaining competitive in the market 

place and industry position. 

5.4 Effects of business information on the performance of SMEs in LCBD 

Similar to the observations by Shahbaz et al (2014) when evaluating business performance, 

various metrics are employed. These metrics encompass sales revenues, workforce size, asset 

valuation, gross sales turnover, utilization of business earnings, company size, entrepreneur 

objectives, profitability, company longevity, innovation, research and development, and capital 

growth (Zahra, 2011). Among small businesses, a commonly utilized performance gauge is the 

level of satisfaction expressed by owners or managers regarding overall business performance. 
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Despite a number of challenges faced by SMEs in accessing business information for business 

operations.  From the 81 sampled respondents shown in Table 6, the study revealed a number of 

effects of business information on the performance of SME’s in Lusaka central business district 

such as customer satisfaction, sales and revenue growth, decision-making effectiveness and 

competitive advantage. With business information having a greatest impact on decision-making 

and competitive advantage at 70 % as revealed in Table 6. It was reported that the total average 

response on the effect of business information gathered accounted for 95% and it was noted that 

success on gathering necessary and valuable business information leads to business growth and 

competitive advantage as well. This result is supported by studies carried out by Keh et al.(2007) 

where they found that the use of business information lead to a higher probability of growth of a 

particular organization which  enhance the competitiveness as well as proper decision making. 

Further, the study revealed the overall rating of the effect of business information on the overall 

performance of SMEs across the sectors sampled in Lusaka central business district as indicated 

in Table 7. From the findings, 69.1 % of respondents strongly agreed that business information 

positively affect the performance of SMEs while those who merely agreed accounted for 27.1% 

and 3.7% for those that took a neutral stance in the rating.  

The study further found that apart from those revealed above as effects includes identifying new 

business opportunities which lead with 32%, improving operational efficiency 16%, targeting 

marketing efforts at 13%,11% managing financial resources,10% managing market trends, 

optimizing pricing strategies and enhancing customer service at 9% as shown in  Figure 6.  These 

results are in line with those found by (Ranjal, 2009: Watson & Wixom, 2007) who asserted that 

business information has a positive impact decision making for sustainability. 

5.5 Chapter summary 

The study results indicates that  the source of information for the sectors sampled within the 

Lusaka Central business district is online databases at 38.3%, Government reports second with a 

statistical record of 26%,industry publications 17.5%,trade associations with 13.5% while the 

least was market research firms at 4.9% respectively. 

These findings show that the most source of business information widely utilized by Small 

Medium Enterprises (SME’s) is online database to keep the business updated with information 

regarding business operation, effectiveness and efficiency. Others included, market trends 
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representing 43% while second was customer feedback at 21%, competitor analysis 20% and 

financial data at 16%.There were no suggestion of other types of business information source 

apart from the listed four. 

Challenges of business information found that 44.4% reveals that cost of information is high. 

While this is viewed to be most challenging part as businesses are required to pay more in their 

resolve to access valuable information, lack of access to reliable sources is other important 

challenge second from the results gathered at 25.9% as per the responses gathered from the 81 

respondents in this study. Lack of information overload 12.3%, technical skills required 13.6% 

while language barrier stood at 3.7%. 

Among the effects of business information on the performance of an entity are customer 

satisfaction, sales and revenue growth, decision making effectiveness and competitive advantage. 

It must be reported that total average favorable response on the effect of business information 

gathered accounted for 95% that indeed success on the gathering necessary and valuable 

business information leads to business growth and market command. This showed a strong 

positive relationship between business information utilization and performance of SMEs. 

Furthermore, 69.1% of respondents strongly affirmed the positive impact of business information 

on business performance, while 27.1% simply agreed with this assertion. Those adopting a 

neutral stance in the rating accounted for 3.7%. 

Additionally, other effects identified were identification of new business opportunities, which 

ranked highest, enhancements in operational efficiency, targeting marketing efforts, managing 

financial resources, keeping abreast of market trends optimizing pricing strategies, and 

improving customer service. 
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                                                              CHAPTER 6 

                                CONCLUSIONS AND RECOMMENDATIONS 

6.1 Introduction 

This chapter presents the conclusions from the findings of the study as well as possible 

recommendations for policy makers and the suggested areas for future research.  

6.2 Conclusion 

This study has provided valuable insights into the effect of business information on the 

performance of SMEs in the sampled sectors of the Lusaka Central Business District. The 

findings indicated that a significant proportion of respondents strongly agreed that business 

information positively influences business performance. Additionally, the study highlights 

various effects of business information on the performance of SMEs including the identification 

of new business opportunities, improvement in operational efficiency, targeted marketing efforts, 

better management of financial resources and market trends, and enhancement of customer 

service delivery. 

These findings underscores the importance of access to relevant and timely business information 

for SMEs in Lusaka Central Business District. Business information serves as a critical resource 

for decision-making processes, enabling SMEs to identify growth opportunities, optimize 

operations, and adapt to changing market dynamics. The positive correlation between business 

information and business performance suggests that investing in information acquisition tools 

can yield tangible benefits for SMEs in terms of competitiveness and sustainability. 

6.3 Recommendations 

Based on the findings of the study, the researcher makes the following recommendations and 

proposes to further enhance the utilization of business information and improve the performance 

of SMEs in the Lusaka CBD; 

Stakeholders such as government agencies, industry associations and business support 

organizations should collaborate to improve SME’s access to relevant and reliable business 

information. This could involve the development of centralized information repositories, the 

provision of training programs on information literacy and the promotion of information-sharing 

networks among SMEs, recognizing the importance of data analysis and interpretation skills, 
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capacity-building initiatives should be implemented to enhance SMEs' capabilities in leveraging 

business information effectively. Training programs focused on data analytics, market research 

methodologies, and technology adoption could empower SMEs to make informed decisions and 

enhance business growth.  

Encouraging collaboration and networking among SMEs, industry experts and academia can 

facilitate knowledge exchange and best practice sharing. Platforms such as business forums, 

industry conferences, and mentorship programs can create opportunities for SMEs to learn from 

peers and industry leaders thereby enhancing their strategic decision-making capabilities and 

innovation and research initiatives could enable SMEs to stay competitive and adapt to evolving 

market trends. Government funding schemes, research grants, and incubation programs can 

incentivize SMEs to innovate, develop new products or services, and explore emerging business 

opportunities. 

Lastly, encouraging SMEs to embrace information technology solutions, such as business 

intelligence software, data analytics tools, and digital marketing platforms that can streamline 

business processes and enhance decision-making efficiency. Government incentives, subsidies, 

and training programs can facilitate the adoption of technology among SMEs, thereby improving 

their overall performance. 

The researcher is the view that by implementing these recommendations, stakeholders could 

contribute to creating an enabling environment for SMEs to harness the power of business 

information and unlock their full potential for growth and success in the Lusaka Central Business 

District. 

6.3.1 Recommendations for future research 

The researcher further suggested an area for future research and this can be a longitudinal Study 

even though the current study was sufficient for the intended purpose.  A longitudinal study 

should be conducted to examine the long-term impact of business information on SMEs 

operation and performance. Tracking changes in business performance indicators over an 

extended period would provide deeper insights into the sustainability of the effects observed in 

the short term. 
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APPENDICES 

Appendix i: Research budget 

ITEM DESCRIPTION QUANTITY UNIT COST 

(K) 

TOTAL 

AMOUNT (K) 

Bond paper 10 150 1500 

Pens 7 10 70 

Pencils 4 10 40 

Internet Bundles 25 GB 25 625 

Talk time   300 

Printing and Bonding   2000 

Research Assistants   1500 

Travel Cost   1000 

Flash drive 1 130 130 

Note pads 1 70 70 

Miscellaneous   500 

Total   7735 
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Appendix ii: Gantt chart 
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Appendix iii: Research Questionnaire 

Dear respondent, 

Melody Mulenga is my name, a second year postgraduate student from the University Zambia 

pursuing a Masters’ degree in business administration. As a requirement for the partial 

fulfillment of the award of a Master’s Degree, I am required to undertake a study on the topic: 

Effects of Business Information on the Performance of SMEs: A Case study of Lusaka Central 

Business District. Therefore, you are humbly requested to participate in the interviews and please 

be assured that any information provided in this questionnaire will be strictly treated as 

confidential and for this academic exercise only.  Thank you for your cooperation. 

INSTRUCTIONS 

1. Please answer all the questions and if you are in doubt seek clarification from the interviewer 

2. Tick the answer that expresses your view as shown [√] 

3. You are required to write your own views on open-ended questions 

4. Do not indicate your name on the questionnaire   

 

Section 1: DEMOGRAPHIC INFORMATION 

1. What is your Sex? 

a. Male   [   ] 

b. Female [   ] 

2. What is your age at last birthday? 

a. Less than 20 years [   ] 

b. 20-30 years            [   ] 

c. 31-40 years [   ] 

d. 41-50 years            [   ] 

e. Above 50 years      [   ] 
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3. What is the highest level of education obtained? 

a. University       [   ] 

b. College           [   ] 

c. Secondary       [   ] 

d. Primary          [   ] 

e. No Education  [   ] 

 

4. How long have you been in operation? 

a.  2 years and above    [   ] 

b. 3-4 years                    [   ] 

c. 5-6 years                     [   ] 

d. Above 7 years             [   ]   

5. In what sector are you operating? 

 

a. Retail ( ) 

b. Hospitality ( ) 

c. Manufacturing ( ) 

d. Supply an general dealers () 

Section 2: SOURCES OF BUSINESS INFORMATION 

6. Where do you primarily obtain business information? 

a. Online databases   [     ] 

b. Trade Associations   [     ] 

c. Industry publications [     ] 

d. Government reports [     ] 

e. Market research firms [     ] 

7. How often do you use business information to make strategic decisions? 

a. Daily   [    ]                                                   d. Occasionally [  ] 

b. Weekly [    ]                                                  e. Rarely [   ] 

c. Monthly [    ] 
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8. Which type of business information source do you find to be most valuable? 

       a. Market trends                                                  d. Industry report 

       b. Competitor Analysis                                        e. Financial data 

        c. Customer feedback                    

Section 3: CHALLENGES FACED IN ACCESSING BUSINESS INFORMATION 

9. What are the main challenges you face in accessing business information for your SME? (Select 

all that apply). 

a. Cost of Information( )                                                        e. Technical skills ( ) 

b. Lack of Access to Reliable Sources ( )                               f. Language Barriers ( ) 

c. Information Overload( )                                                       

d. Limited Time for Research( ) 

10. How do these challenges affect your ability to make informed decisions for your SME? (Open-

ended) 

Section 4: EFFECT OF BUSINESS INFORMATION 

11. How has the use of business information influenced the following aspects? (Rate on a scale of 1 

to 5, where 1 is strongly disagree and 5 is strongly agree) 

Statement Strongly 

Agree 

   Agree Not Sure Dis-Agree Strongly 

Disagree 

Inventory management 

efficiency 

     

Customer satisfaction      

Sales and revenue growth 

 

     

Decision-making effectiveness 

 

     

Competitive advantage      
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12. On the rate of 1 to 5, how would you rate the effect of business information on the overall 

performance of your business? (Select one) 

a. Poor [   ] 

b. Fair   [   ] 

c. Average  [   ] 

d. Good [   ] 

e. Excellent [   ] 

 

13. To what extent do you believe that access to relevant business information contributes to the 

performance of your SME? (Scale: 1-5, with 1 being "Not Significant" and 5 being "Highly 

Significant") 

 

14. Can you provide specific examples of how access to valuable business information has positively 

affected the performance of your SME?  

a. Optimizing pricing strategies                                               d. Targeting market effort 

b. Enhancing customer service                                                 e. Improving operational efficiency 

c. Identifying new business opportunities                                 f. Managing financial resources 

 

15. Do you have any additional comments or insights regarding the role of business information in 

SMEs in the LCBD?  

a. Yes 

b. No 

 

                                      Thank you so much for your time!! 
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Appendix iv: Interview guide 

DEAR RESPONDENTS 

My name is ………………………………………………………. . I am a postgraduate student 

from the University of Zambia pursuing a Master’s in Business Administration. As a requirement 

for the partial fulfillment of the award of Master’s degree. I am required to undertake a Research 

study on “The effect of business information on the performance of SMEs in Lusaka Central 

Business District in Lusaka, Zambia”.  

You have been kindly selected to participate in the study to provide the information required for 

the successful completion of the research study.  

Kindly note that the information that you will provide is purely for academic purposes and will 

be treated with utmost confidentiality.  

1. In your view, what do you understand by the term business information? 

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………  

2. What are the sources of business information that are considered relevant for SME’s 

operation?...............................................................................................................................

................................................................................................................................................

................................................................................................................................................

................................................................................................................................................ 

3. How satisfied are you with the current sources of business information that are available? 

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………

……………………………………………………………………………………………… 

 

4. What challenges do SME’s typically face in accessing business information? 

………………………………………………………………………………………………
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………………………………………………………………………………………………

……………………………………………………………………………………………… 

 

5. What opportunities, if any, arises when SME’s effectively leverage business information? 

………………………………………………………………………………………………

………………………………………………………………………………………………

……………………………………………………………………………………………… 

 

6. How does accurate and timely business information affect the performance of 

SME’s?...................................................................................................................................

................................................................................................................................................

................................................................................................................................................ 

 

7. Have you observed any correlation between the quality of business information and 

success of SME’s? 

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………

…………………………………………………………………………………………….. 

 

8. Is there anything else you would like to add regarding the relationship between business 

in formation and SME’s performance?  

 

………………………………………………………………………………………………

………………………………………………………………………………………………

………………………………………………………………………………………………

……………………………………………………………………………………………… 

 

The End 
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Appendix v: Ethical approval 

 

 

THE UNIVERSITY OF ZAMBIA   
DIRECTORATE OF RESEARCH AND GRADUATE STUDIES 

__________________________________________________________  Great 

East Road Campus | P.O. Box 32379 | Lusaka10101 | Tel: +260-211-290 258/291 777 Fax: (+260)-211-290  258/253 952 

| E-mail: director.drgs@unza.zm | Website: www.unza.zm  
   

APPROVAL OF STUDY   
   

IORG No. 0005376   
HSSREC IRB No. 00006464   
REF NO. HSSREC-2024-FEB-029  

21st March 2024  

Ms. Melody Mulenga  
The University of Zambia  
P.O. Box 32379  
LUSAKA  

Dear Ms. Mulenga  

RE: “AN ASSESSMENT OF THE EFFECT OF BUSINESS INFORMATION ON THE PERFORMANCE 

OF SME’S: CASE STUDY OF LCBD.”   

Reference is made to your submission of the protocol captioned above. The HSSREC resolved to approve 

this study and your participation as Principal Investigator for a period of one year.    

REVIEW TYPE  ORDINARY 

REVIEW  
APPROVAL NO. HSSREC:- 

2024- FEB – 029 

Approval and Expiry Date  Approval Date:   

21st March, 2024  

Expiry Date:   
20th March, 2025 

Protocol Version and Date  Version - Nil.  20th March, 2025 
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Information Sheet,   
Consent Forms and Dates  

 English.  To be provided  

Consent form ID and Date  Version - Nil  To be provided  

Recruitment Materials  Nil  Nil  

Other Study Documents  Questionnaire.   

Number of Participants  

Approved for Study  
   

 

   
Specific conditions will apply to this approval. As Principal Investigator it is your responsibility to  

ensure that the contents of this letter are adhered to. If these are not adhered to, the approval may be  

suspended. Should the study be suspended, study sponsors and other regulatory authorities will be  

informed.   

CONDITIONS OF APPROVAL   

• No participant may be involved in any study procedure prior to the study approval or  after the expiration 

date.   
   

• All unanticipated or Serious Adverse Events (SAEs) must be reported to HSSREC  within 5 days.   
   

• All protocol modifications must be approved by HSSREC prior to implementation  unless they 

are intended to reduce risk (but must still be reported for approval).  Modifications will include 

any change of investigator/s or site address.   
   

• All protocol deviations must be reported to HSSREC within 5 working days.     
• All recruitment materials must be approved by HSSREC prior to being used.     
• Principal investigators are responsible for initiating Continuing Review proceedings.  HSSREC 

will only approve a study for a period of 12 months.   
   

• It is the responsibility of the PI to renew his/her ethics approval through a renewal  application to 

HSSREC.   
   

• Where the PI desires to extend the study after expiry of the study period, documents  for study extension 

must be received by HSSREC at least 30 days before the expiry  date. This is for the purpose of 

facilitating the review process. Documents received  within 30 days after expiry will be labelled 

“late submissions” and will incur a   
penalty fee of K500.00. No study shall be renewed whose documents are submitted  for 

renewal 30 days after expiry of the certificate.   
   

• Every 6 (six) months a progress report form supplied by The University of Zambia  Humanities 

and Social Sciences Research Ethics Committee as an IRB must be filled  in and submitted to us. There is 

a penalty of K500.00 for failure to submit the report.     
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• When closing a project, the PI is responsible for notifying, in writing or using the  Research Ethics and 

Management Online (REMO), both HSSREC and the National  Health Research Authority 

(NHRA) when ethics certification is no longer required  for a project.   

• In order to close an approved study, a Closing Report must be submitted in writing or  through the 

REMO system. A Closing Report should be filed when data collection  has ended and the study 

team will no longer be using human participants or animals  or secondary data or have any direct 

or indirect contact with the research participants  or animals for the study.   
   

• Filing a closing report (rather than just letting your approval lapse) is important as it  assists HSSREC in 

efficiently tracking and reporting on projects. Note that some  funding agencies and sponsors 

require a notice of closure from the IRB which had  approved the study and can only be generated 

after the Closing Report has been filed.   
  

• A reprint of this letter shall be done at a fee.   
   

• All protocol modifications must be approved by HSSREC by way of an application  for an 

amendment prior to implementation unless they are intended to reduce risk (but  must still be 

reported for approval). Modifications will include any change of  investigator/s or site address or 

methodology and methods. Many modifications entail  minimal risk adjustments to a protocol 

and/or consent form and can be made on an  Expedited basis (via the IRB Chair). Some examples 

are: format changes, correcting  spelling errors, adding key personnel, minor changes to 

questionnaires, recruiting and  changes, and so forth. Other, more substantive changes, especially 

those that may  alter the risk-benefit ratio, may require Full Board review. In all cases, except 

where  noted above regarding subject safety, any changes to any protocol document or  procedure 

must first be approved by HSSREC before they can be implemented.   

Should you have any questions regarding anything indicated in this letter, please do not hesitate to get  in 

touch with us at the above indicated address.   
   
On behalf of HSSREC, we would like to wish you all the success as you carry out your study.     
Yours faithfully,   
   

   
DR. J. I. Ziwa   
   
CHAIRPERSON   
THE UNIVERSITY OF ZAMBIA HUMANITIES AND SOCIAL 

SCIENCES RESEARCH ETHICS COMMITTEE - IRB   

cc: Director, Directorate of Research and Graduate Studies   
Assistant Director (Research), Directorate of Research and Graduate Studies  

Assistant Registrar (Research), Directorate of Research and Graduate Studies    


