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ABSTRACT 
This study examines the influence of System Quality, Service Quality, and Information Quality 

on the usage and user satisfaction regarding the Academic Information System (SIAKAD) at U 

iversitas Negeri Jakarta (UNJ), utilizing the DeLone and McLean Information Systems Success 

Model (2003) as a conceptual framework. Although SIAKAD supports critical academic 

activities, it has encountered operational issues, including system disruptions and access-

related complaints during course registration periods. This quantitative study employed a 

survey method involving 185 students from the Digital Business program (cohorts 2022–2024). 

Data were analyzed using Partial Least Squares Structural Equation Modeling (SEM-PLS) with 

SmartPLS software. The results indicate that all seven proposed hypotheses were supported: 

system quality, service quality, and information quality each exert a positive and significant 

influence on usage and user satisfaction, while usage has a positive and significant influence 

on user satisfaction. Information Quality emerged as the strongest predictor of Usage, whereas 

Usage was the strongest predictor of User Satisfaction. These findings confirm the relevance of 

the DeLone and McLean model in the context of an academic information system with 

mandatory usage, and provide empirical insights for improving the quality of SIAKAD services 

at Universitas Negeri Jakarta.  

 

Keywords: SIAKAD; DeLone and McLean; System Quality; Information Quality; Service 

Quality; User Satisfaction 

Received 08 16, 2026 

Accepted 08 24, 2026 

Published  08 26, 2026 

 

 

 

 

How to Cite: 

Fitriana, R., Kasofi, A., & Asa, R. S. (2026). Factors Influencing User Satisfaction with the Academic Information System 

(SIAKAD) Using the DeLone & McLean Model. Jejak Digital: Jurnal Ilmiah Multidisiplin, 2(5), 10066-10080. 

https://doi.org/10.63822/s45r4151 

 
 

  

Vol. 2, No. 5, 2026 
doi.org/10.63822/s45r4151 

 PP. 10066-10080 

  

  

Factors Influencing User Satisfaction with the Academic 

Information System (SIAKAD) Using the DeLone & McLean 

Model 

 
Rahma Fitriana1, Adnan Kasofi2,  Ringga Sentagi Asa3 

Universitas Negeri Jakarta1,2,3 

 
Corresponding Author’s Email: rahma_1710622035@mhs.unj.ac.id    

 

mailto:rahma_1710622035@mhs.unj.ac.id


 
 

Factors Influencing User Satisfaction with the Academic Information System 

(SIAKAD) Using the DeLone & McLean Model  

(Fitriana, et al.) 

 
 

 

 

   10067 

INTRODUCTION 

The growth of the internet and advancements in Information and Communication Technology (ICT) 

have influenced nearly every aspect of life. The education sector is one area that has experienced a 

significant impact from these technological developments. Digital technology is now widely utilized across 

all processes, ranging from administration to instruction. One specific application of technology in higher 

education is the development of information systems designed to support the activities of students, faculty 

members, and administrative staff. 

Many higher education institutions are currently developing Academic Information Systems to 

support academic activities for students, lecturers, and educational staff. In this context, Universitas Negeri 

Jakarta (UNJ) has implemented an Academic Information System (SIAKAD) that serves as an integrated 

platform for managing academic data and services. This system supports various student academic 

activities, such as filling out Study Plan Cards (KRS), accessing class schedules, viewing Study Result 

Cards (KHS) and grades, and obtaining academic information. 

Once an information system has been implemented, it is essential for an organization to evaluate its 

success. Information system success is measured not merely by the system's existence, but also by how it 

is utilized and perceived by its users. DeLone and McLean (1992) posited that to measure the success of an 

operational information system, organizations must assess user satisfaction as feedback for the system's 

further development. This view is reinforced by various empirical studies such as those by Al-Adwan et al. 

(2022), Salam & Farooq (2020), and Sayaf (2023) demonstrating that user satisfaction plays a pivotal role 

in evaluating information system effectiveness, particularly within educational settings. 

Given the diverse functions it performs and the high frequency of student usage, the success of the 

SIAKAD system is a crucial factor in facilitating smooth academic activities. However, in practice, the 

SIAKAD UNJ system that managed by the Pusat Teknologi Informasi dan Komunikasi (PUSTIKOM) 

continues to face various issues. Common user complaints include system errors and difficulties accessing 

the platform at specific times, particularly during the course registration (KRS) period. 

Evaluating the success of an information system cannot be based solely on its existence; rather, it 

must also consider how the system is used and perceived by its users. DeLone and McLean (2003) 

developed the Information System Success Model, which posits that information system success is 

determined by system quality, service quality, and information quality that subsequently influence use and 

user satisfaction. This model has been widely applied to academic information systems across various 

countries. Given the strategic role of SIAKAD in supporting students' academic activities, a comprehensive 

evaluation is required to determine the extent to which system quality, information quality, and service 

quality drive system usage and foster user satisfaction. Such an evaluation serves as a foundation for system 

improvement and development, aiming to deliver a superior user experience and enhance the effectiveness 

of academic services (DeLone & McLean, 2016).  

In the context of academic information systems, particularly within higher education institutions, 

evaluating user satisfaction has become increasingly important, given the systems' various functions and 

their direct impact on the smooth operation of students' academic processes. However, empirical studies 

specifically examining user satisfaction with Academic Information Systems using the DeLone and 

McLean model framework within the Universitas Negeri Jakarta environment remain very limited. This 

situation highlights the need for research that re-examines the relationships between variables in the model, 

taking into account the specific characteristics and challenges associated with the implementation of 

SIAKAD UNJ. 
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Based on this background, this study aims to examine the influence of system quality, information 

quality, and service quality on system use and user satisfaction regarding the SIAKAD at Universitas Negeri 

Jakarta, utilizing the DeLone and McLean model as a conceptual framework. By focusing on students as 

the primary users, this research is expected to provide empirical insights into the factors influencing 

SIAKAD user satisfaction, while also offering recommendations to Universitas Negeri Jakarta, specifically 

PUSTIKOM for enhancing the quality of SIAKAD services. 

     

 

LITERATURE REVIEW 

Information System Succes Model 

DeLone and McLean (1992) developed an information systems success model in response to the 

diverse definitions and measurements of information systems success found in prior research. This model 

aims to integrate various measures of information systems success into a comprehensive conceptual 

framework. In their initial model, DeLone and McLean identified six key variables: system quality, 

information quality, use, user satisfaction, individual impact, and organizational impact. In light of 

advancements in information technology and insights from various empirical studies, DeLone and McLean 

subsequently updated the model. In the revised model, DeLone and McLean (2003) added a "service 

quality" dimension and combined "individual impact" and "organizational impact" into a single construct 

"net benefits." Consequently, the updated information systems success model comprises six key constructs: 

system quality, information quality, service quality, use, user satisfaction, and net benefits. 

 

System Quality 

DeLone & McLean (1992) state that system quality is a key dimension in assessing the success of an 

information system, referring to the technical and performance characteristics of the system itself. System 

quality reflects the extent to which the system functions stably, is easy to use and responsive, and is free 

from technical errors that could disrupt user activities. Furthermore, according to Geebren et al. (2021), 

system quality is defined as the user's perception of the system's performance quality, encompassing ease 

of access, ease of use, ease of navigation, and visual appeal. In this study, system quality is used to measure 

the capabilities of the mobile banking system; if users perceive the system as high-quality, their levels of 

trust and satisfaction tend to increase. 

 

Service Quality 

DeLone & McLean (2003) define service quality as the extent to which system support services meet 

user needs through technical assistance, responsiveness to issues, and the provision of adequate information 

and guidance. The concept of service quality in information systems is heavily influenced by the service 

quality theory developed by Parasuraman et al. (1988) through the SERVQUAL model. Within this 

framework, service quality is understood as the gap between user expectations and perceived service 

performance, encompassing dimensions such as responsiveness, reliability, empathy, assurance, and 

tangibles. In line with this, Mater et al. (2024) state that service quality is the level of excellence perceived 

by users regarding all support services and human interactions within the system, which facilitate smooth 

usage and the resolution of arising issues. 
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Information Quality 

DeLone & McLean (1992) explained that information quality refers to the characteristics of the 

information output produced by an information system, which reflects the extent to which the information 

is able to meet user needs. Information quality emphasizes the useful value of information for users, 

especially in supporting understanding, decision making, and carrying out activities related to the use of 

information systems. In a study conducted by Saputra et al. (2023), information quality refers to the extent 

to which users can utilize a system to obtain accurate, timely, relevant, and complete information, while 

also facilitating the completion of their tasks. 

 

Use 

DeLone & McLean (1992) explain that "use" refers to the extent to which an information system is 

utilized by users to support their activities and tasks. System usage reflects not only the presence or absence 

of interaction with the system but also encompasses the intensity, frequency, and manner in which users 

leverage the features available within the information system. In their updated model, DeLone and McLean 

(2003) emphasize that the "use" variable plays a complex and contextual role. They state that the meaning 

of system usage can vary depending on whether the system is used voluntarily or on a mandatory basis. 

 

User Satisfaction 

In the information systems success model proposed by DeLone & McLean (1992), user satisfaction 

is positioned as an evaluative indicator reflecting how users assess an information system based on their 

experience using it. User satisfaction represents the user's affective and cognitive response to the system, 

formed through repeated interactions between the user and the information system. According to Uzir et al. 

(2021), user satisfaction is a psychological aspect heavily influenced by the user's experience and their level 

of trust (reliability) in a brand or product. Meanwhile, according to M. Al-Okaily et al. (2023), user 

satisfaction represents the level of satisfaction or dissatisfaction experienced by users after evaluating the 

extent to which an information system delivers expected benefits. 

 

The Influence of System Quality on Use 

Research by Abdulkareem & Mohd Ramli (2022) in the context of government digital services 

indicates that system quality has a positive and significant impact on actual system usage. Responsive and 

stable systems enhance user convenience, thereby encouraging the frequency and intensity of use. Similar 

findings were reported by Çelik & Ayaz (2022), who stated that service quality significantly influences the 

usage of student information systems; specifically, improving service quality leads to more effective system 

usage. Furthermore, Shahzad et al. (2021) found that e-learning system quality plays a crucial role in 

enhancing system usage among students. 

H1 : System quality has a positive effect on the use of SIAKAD UNJ. 

 

The Influence of System Quality on User satisfaction 

Research by Mater et al. (2024) within the context of student relationship management systems found 

that system quality significantly influences user satisfaction. Users are more satisfied when the system 

demonstrates strong technical performance and minimal disruptions. Similar findings by Salam & Farooq 

(2020) indicate that system quality contributes significantly to user satisfaction with web-based learning 
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systems. Furthermore, A. Al-Okaily et al. (2021) also state that system quality is a primary factor 

influencing user satisfaction with commercial bank enterprise systems. 

H2 : System quality has a positive effect on user satisfaction  

 

The Influence of Service Quality on Use 

Research by Çelik & Ayaz (2022) on student information system services indicates that service 

quality significantly influences system usage, particularly when users require technical support and 

operational assistance. Another study by Abdulkareem & Mohd Ramli (2022) on e-government services 

found that service quality encourages users to engage more actively with the system, as they feel supported 

and well-served. This is reinforced by Shahzad et al. (2021), who state that adequate service quality plays 

a crucial role in fostering the use of e-learning systems. 

H3: Service quality has a positive effect on the use of SIAKAD UNJ 

 

The Influence of Service Quality on User satisfaction 

Research by M. Al-Okaily et al. (2025) demonstrates the influence of service quality on user 

satisfaction within government information systems. It further explains that responsive and solution-

oriented services enhance satisfaction, which in turn fosters adoption and positive perceptions of the system. 

A study by Mamakou et al. (2024) also found that service quality positively impacts overall customer 

satisfaction, with users highly valuing high-quality service when accessing e-commerce websites. Similar 

results were obtained by Al-Adwan et al. (2022), who emphasized that service quality is a dominant factor 

in shaping user satisfaction with e-learning systems. 

H4: Service quality has a positive effect on the user satisfaction 

 

The Influence of Information Quality on Use 

Research by Naveed et al. (2021) indicates that information quality has a positive influence on the 

use of digital learning systems. Furthermore, Al-Hattami (2024) suggests that information quality drives 

the use of accounting information systems among micro-enterprises in Yemen. In the context of social 

media in higher education, A. M. Al-Rahmi et al. (2021) found that high information quality enhances 

student engagement with and usage of social media, as students perceive the information provided to be 

reliable. 

H5: Information quality has a positive effect on the use of SIAKAD UNJ 

 

The Influence of Information Quality on User satisfaction 

Research by M. Al-Okaily & Al-Okaily (2022) on corporate information systems demonstrates that 

information quality has a significant positive impact on user satisfaction. Users feel satisfied when the 

system provides high-quality information that is complete, accurate, up-to-date, and reliable. Another study 

by Alduaij et al. (2024) on digital learning platforms indicates a direct relationship between information 

quality and user satisfaction, where higher information quality corresponds to higher levels of user 

satisfaction. Furthermore, Aji et al. (2024) found that information quality is a primary predictor of user 

satisfaction; high-quality information enhances user satisfaction and fosters positive perceptions of e-

government systems. 

H6: Information quality has a positive effect on user satisfaction 
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The Influence of Use on User satisfaction 

The study by Yoon & Kim (2023) indicates that increased system usage leads to higher levels of 

satisfaction, as intensive and sustained use contributes to improved user performance. Research by A. M. 

Al-Rahmi et al. (2021) also found that the experience of using social media is a crucial factor in shaping 

user satisfaction. This is reinforced by Noudoostbeni et al. (2018), who stated that usage has a significant 

influence on user satisfaction regarding library management systems. 

H7: Use has a positive effect on user satisfaction 

 

 

METHODS OF RESEARCH 

This study employs a quantitative approach with a descriptive design. The quantitative approach was 

selected because it focuses on processing numerical data to identify relationships between variables and to 

test hypotheses objectively using statistical methods (Sahir, 2021). The study aims to analyze the causal 

relationships between the research variables specifically system quality, service quality, and information 

quality and the variables of use and user satisfaction. The population of this study consists of all students 

in the Digital Business study program at Universitas Negeri Jakarta (classes of 2022–2024) who use 

SIAKAD UNJ for their academic activities. The sample size was determined using Slovin's formula with a 

5% margin of error, resulting in a sample of 185 respondents. This study utilizes primary data collected 

through a survey method, using a questionnaire distributed online via Google Forms. 

The data processing in this study begins with the presentation of descriptive statistics, covering 

respondent characteristics and an overview of the research data. The subsequent stage involves statistical 

analysis performed using SmartPLS 4 software. During this analysis phase, the Partial Least Squares 

Structural Equation Modeling (PLS-SEM) method is employed to analyze and evaluate the relationships 

between the latent constructs within the research model. The data analysis process was conducted in two 

main stages. The first stage involved evaluating the measurement model (outer model), which included a 

test of convergent validity. Indicators were considered adequate if they had a minimum outer loading of 

0.7, while an Average Variance Extracted (AVE) value greater than 0.5 was deemed acceptable (Hair et 

al., 2022). Subsequently, discriminant validity was assessed using the cross-loading approach, the Fornell-

Larcker criterion, and the Heterotrait-Monotrait Ratio. Reliability was also evaluated using Cronbach's 

Alpha and Composite Reliability, with a minimum threshold of 0.7 (Hair et al., 2022).               

 

RESULT AND DISCUSSION 

1) Outer Model Evaluation Results 

Validity Convergent 

Convergent validity testing is conducted to determine the extent to which the indicators within a 

construct accurately measure that construct. Convergent validity is assessed based on two criteria: outer 

loading values and the Average Variance Extracted (AVE) value. An indicator is considered valid if its 

outer loading value exceeds 0.7 (Hair et al., 2022), whereas a construct is deemed to possess good 

convergent validity if its AVE value exceeds 0.5 (Fornell & Larcker, 1981). The test results indicate that 

all indicators for each research variable—namely system quality, service quality, information quality, use, 

and user satisfaction—have outer loading values above 0.7. Furthermore, the AVE values for all constructs 

exceed 0.5. Thus, all indicators in this study meet the criteria for convergent validity. 
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Table 1. Outer loading dan AVE 

   

 
(Source: Processed by the researcher, 2026) 

 

Discriminant Validity 

Discriminant validity testing is conducted to determine the extent to which a construct truly differs 

from other constructs, thereby establishing that each construct possesses its own unique characteristics. In 

this study, discriminant validity is assessed using three approaches: cross-loadings, the Fornell-Larcker 

criterion, and the Heterotrait-Monotrait Ratio (HTMT). 
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Table 2. Cross Loading 

 

 
(Source: Processed by the researcher, 2026) 

 

The calculation results in Table 2 show that each indicator has the highest loading value on its own 

construct compared to other constructs (exceeding 0.8). Thus, all indicators meet the discriminant validity 

criteria based on the cross-loading approach. 

 

Table 3. Fornell-Larcker Criterion 

 
(Source: Processed by the researcher, 2026) 

 

 Table 3 above shows that the square root of the AVE for each construct is greater than its correlation 

with other constructs, thereby satisfying the Fornell-Larcker criterion. 
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Table 4. Heterotrait-Monotrait (HTMT) Ratio 

 
(Source: Processed by the researcher, 2026) 

 Table 4 shows that all HTMT values between constructs are below 0.90; the highest value is found 

in the relationship between the use and user satisfaction constructs (0.821), while the lowest is found in the 

relationship between information quality and system quality (0.180). Thus, it can be concluded that all 

constructs meet the discriminant validity criteria based on the HTMT approach. 

 

Reliability Test 

Reliability testing is conducted to determine the extent of a construct's internal consistency in 

measuring the variable in question. In this study, reliability is assessed using two indicators: Cronbach's 

Alpha and Composite Reliability. A construct is considered reliable if it has Cronbach's Alpha and 

Composite Reliability values greater than 0.7. 

 

Table 5. Cronbach's Alpha dan Composite Reliability 

 
(Source: Processed by the researcher, 2026) 

All constructs in this research have Cronbach's Alpha and Composite Reliability values above 0.7, 

so all constructs in this research have a very good level of reliability or internal consistency. 

 

2) Inner Model Evaluation Results 

R-Square Test 

The R-square test is conducted to determine the extent to which exogenous variables explain the 

variation in the endogenous variable within the model. 

 

Table 6. R-Square 

 
(Source: Processed by the researcher, 2026) 
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In Table 6, the R-square value for the user satisfaction variable is 0.691, this indicates that the 

variables of system quality, service quality, information quality, and use collectively explain 69.1% of the 

variation in user satisfaction, while the remaining 30.9% is explained by variables outside the model. The 

R-square value for user satisfaction falls within the moderate-to-strong range, based on the classification 

by Hair et al. (2022), where an R² value of 0.75 is considered strong, 0.50 is moderate, and 0.25 indicates 

a weak level of explanation. 

 

F-Square 

The f-square test is conducted to determine the magnitude of the contribution or impact of an 

exogenous variable on an endogenous variable within the model if that variable were to be removed. 

 

Table 7. F-Square 

 
(Source: Processed by the researcher, 2026) 

 

Table 7 shows that information quality makes the largest contribution to use, with an f-square value 

of 0.708 (large category), followed by service quality at 0.356 (large category) and system quality at 0.284 

(medium category). Meanwhile, regarding user satisfaction, the largest contribution comes from system 

quality (0.134), followed by information quality (0.114) and service quality (0.105)—all three falling into 

the small category—whereas the use variable contributes to user satisfaction at a medium level, with an f-

square value of 0.171. 

 

Multicollinearity Test  

The multicollinearity test is conducted to ensure there is no excessively high correlation between 

independent variables in the structural model, which could lead to bias in the estimation results. A model 

is considered free from multicollinearity issues if the Variance Inflation Factor (VIF) value is below 5 (Hair 

et al., 2022). 

Table 8. Multicollinearity Test 

 

(Source: Processed by the researcher, 2026) 

 



 
 

Factors Influencing User Satisfaction with the Academic Information System 

(SIAKAD) Using the DeLone & McLean Model  

(Fitriana, et al.) 

 
 

 

 

   10076 

Table 8 shows that all VIF values in the structural model fall within the range of 1.057 to 2.941, with 

the highest value observed for the path from "use" to "user satisfaction." All these values are below 5, 

therefore, it can be concluded that there is no issue of multicollinearity among the independent variables in 

this study's structural model. 

 

Hypothesis Testing   

Hypothesis testing was conducted to determine the significance of the influence between variables 

in the research model using the bootstrapping procedure. A hypothesis is considered accepted if the T-

statistic value is greater than 1.96 and the P-value is less than 0.05 at a 5% significance level (Hair et al., 

2022). 

 

Table 9. Hypothesis Testing 

 
(Source: Processed by the researcher, 2026) 

 

The test results indicate that all seven hypotheses in this study were accepted, as each exhibited a T-

statistic value above 1.96 and a P-value of 0.000 (< 0.05). The "use" variable had a path coefficient of 

0.394. This represents the highest path coefficient influencing user satisfaction among the three quality 

variables, demonstrating that system usage plays a more significant role in shaping user satisfaction than 

direct perceptions of system quality. 

Research results indicate that the higher the quality of the SIAKAD UNJ system, the greater the 

intensity of its use by students. A system that is easily accessible, responsive, and free from technical 

glitches allows students to complete academic tasks without excessive effort, fostering a tendency to return 

to the system more frequently and comfortably. Conversely, when the system frequently encounters 

technical issues such as slow access speeds or failed request processing, students feel hindered and are 

inclined to delay or limit their interactions with the system, even though its use is mandatory. These findings 

align with research by A. M. Al-Rahmi et al. (2021) and Çelik and Ayaz (2022), which also established 

that system quality significantly influences the intensity of academic information system usage. 

System quality has a positive and significant impact on user satisfaction, meaning that the better the 

technical performance of SIAKAD, the higher the students' level of satisfaction with the system. User 

satisfaction with an information system is fundamentally shaped by the comparison between user 

expectations and the actual performance experienced. When the system operates stably and quickly with 

minimal disruptions, students feel their needs are met without significant obstacles, leading to a positive 

affective evaluation of the system. These findings are consistent with research by Varastika et al. (2025) 
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and M. Al-Okaily et al. (2025), which identified system quality as a key determinant of user satisfaction 

with academic information systems. 

Service quality has a positive and significant effect on system usage; this means that the better the 

support service provided by the SIAKAD administrators, the higher the intensity of student system usage. 

Service quality reflects the extent to which the administrators, in this case PUSTIKOM UNJ are capable of 

providing responsive and reliable assistance when students encounter technical issues. When students are 

confident that any problems they face can be resolved quickly, they feel more assured and comfortable 

continuing to use the system actively, without the worry of being stuck with unresolved technical issues. 

This finding aligns with the study by Shahzad et al. (2021), which found that service quality contributes to 

the intensity of student information system usage. 

Service quality has a positive and significant impact on user satisfaction, meaning that the better the 

quality of SIAKAD support services, the higher the level of student satisfaction. User satisfaction with a 

system is determined not only by the system's technical performance but also by the treatment and support 

users receive when encountering difficulties. When students feel attended to and adequately assisted while 

facing issues, they tend to overlook potential technical shortcomings and still rate their overall experience 

positively. These findings are consistent with research by Yakubu & Dasuki (2018) and Mater et al. (2024), 

which found that service quality plays a significant role in shaping user satisfaction with academic 

information systems. 

Information quality has a positive and significant effect on system usage, exhibiting the highest path 

coefficient among all paths leading to usage; this indicates that information quality is the most dominant 

factor driving students to use SIAKAD. This can be explained by the primary reason students access 

SIAKAD: to obtain accurate and timely academic information, such as course schedules, grades, and course 

registration status. When the information provided by the system is accurate, complete, and relevant to their 

needs, students feel that their information requirements are truly met each time they access the system, 

thereby encouraging them to continue relying on it as their primary source of information.These findings 

align with the research of Shaya et al. (2023), who also found that information quality exerts the greatest 

influence on usage compared to other quality variables, as well as the studies by Çelik and Ayaz (2022) and 

A. M. Al-Rahmi et al. (2021), which likewise confirm this significant relationship. 

Information quality has a positive and significant impact on user satisfaction, meaning that the more 

accurate and relevant the information provided by SIAKAD, the higher the level of student satisfaction. 

Academic information presented in a timely and relevant manner enables students to make academic 

decisions with greater confidence, such as selecting courses or monitoring their grade progress without 

questioning the accuracy of the data they view. These findings are consistent with research by Sayaf (2023), 

who also identified information quality as the strongest predictor of user satisfaction, as well as with Al-

Adwan et al. (2022), who likewise confirmed this significant relationship. 

Use has a positive and significant effect on user satisfaction, exhibiting the highest path coefficient 

among all paths leading to user satisfaction; this implies that the greater the intensity and depth of SIAKAD 

usage, the higher the level of satisfaction experienced by students. These findings indicate that user 

satisfaction is not merely shaped by perceptions of system, service, or information quality, but is also 

significantly influenced by actual experience and the accumulation of user interactions with the system. 

The more frequently and deeply students utilize the various features of SIAKAD, the more tangible benefits 

they derive from the system, which in turn reinforces their positive evaluation of the system as a whole. 

These findings are consistent with the research of Noudoostbeni et al. (2018) and A. M. Al-Rahmi et al. 



 
 

Factors Influencing User Satisfaction with the Academic Information System 

(SIAKAD) Using the DeLone & McLean Model  

(Fitriana, et al.) 

 
 

 

 

   10078 

(2021), both of which identified a significant relationship between use and user satisfaction. 

 

 

 CONCLUSION 

All seven hypotheses in this study (H1–H7) were accepted. The study confirms that the three quality 

dimensions of the DeLone and McLean model that is system quality, service quality, and information 

quality consistently influence both use and user satisfaction regarding SIAKAD UNJ system. Information 

quality emerged as the primary factor driving students' decisions to utilize the system, far outweighing the 

roles of technical quality or support services. Meanwhile, actual usage experience proved to be a stronger 

driver of satisfaction than mere perceptions of quality. This pattern underscores that for information systems 

primarily serving as sources of academic data, the accuracy and currency of information are more critical 

determinants than technical aspects alone. 

The study’s findings also contribute to the ongoing debate regarding the relevance of the "use" 

variable in mandatory information systems. Contrary to studies questioning the role of use in mandatory 

contexts, these results demonstrate that variations in usage intensity remain significant predictors of user 

satisfaction; thus, the argument that mandatory usage eliminates behavioral variability among users is not 

fully supported in the context of academic information systems. Consequently, this research provides 

empirical evidence that the success of academic information systems in Indonesian higher education 

institutions must be viewed through a multidimensional lens, with improvement priorities varying based on 

which quality dimensions are most directly experienced by users.  

 

 

REFERENCE 

Abdulkareem, A. K., & Mohd Ramli, R. (2022). Does trust in e-government influence the performance of 

e-government? An integration of information system success model and public value theory. 

Transforming Government: People, Process and Policy, 16(1), 1–17. https://doi.org/10.1108/TG-01-

2021-0001 

Aji, K. P., Purnomo, A. S., Nurkumalawati, I., Wiraputra, A. R., Bawono, S. K., & Wilonotomo, S. (2024). 

Investigating the role of e-service quality and information quality on e-government user satisfaction 

in the immigration department. International Journal of Data and Network Science, 8(4), 2499–2508. 

https://doi.org/10.5267/j.ijdns.2024.5.008 

Al-Adwan, A. S., Nofal, M., Akram, H., Albelbisi, N. A., & Al-Okaily, M. (2022). Towards A Sustainable 

Adoption of E-Learning Systems: The Role of Self-Directed Learning. Journal of Information 

Technology Education: Research, 21, 245–267. https://doi.org/10.28945/4980 

Alduaij, M. Y., Alterkait, M. A., & Alainati, S. (2024). Using the Delone and McLean Success Model to 

Evaluate Moodle’s Information System Success. Engineering, Technology and Applied Science 

Research, 14(4), 15008–15015. https://doi.org/10.48084/etasr.7300 

Al-Hattami, H. M. (2024). The influence of accounting information system on management control 

effectiveness: The perspective of SMEs in Yemen. Information Development, 40(1), 75–93. 

https://doi.org/10.1177/02666669221087184 

Al-Okaily, A., Al-Okaily, M., Ai Ping, T., Al-Mawali, H., & Zaidan, H. (2021). An empirical investigation 

of enterprise system user satisfaction antecedents in Jordanian commercial banks. Cogent Business 

and Management, 8(1). https://doi.org/10.1080/23311975.2021.1918847 



 
 

Factors Influencing User Satisfaction with the Academic Information System 

(SIAKAD) Using the DeLone & McLean Model  

(Fitriana, et al.) 

 
 

 

 

   10079 

Al-Okaily, M., Al-Kofahi, M., Shiyyab, F. S., & Al-Okaily, A. (2025). Determinants of user satisfaction 

with financial information systems in the digital transformation era: insights from emerging markets. 

Global Knowledge, Memory and Communication, 74(3–4), 1171–1190. 

https://doi.org/10.1108/GKMC-12-2022-0285 

Al-Okaily, M., & Al-Okaily, A. (2022). An empirical assessment of enterprise information systems success 

in a developing country: the Jordanian experience. TQM Journal, 34(6), 1958–1975. 

https://doi.org/10.1108/TQM-09-2021-0267 

Al-Rahmi, A. M., Shamsuddin, A., Alturki, U., Aldraiweesh, A., Yusof, F. M., Al-Rahmi, W. M., & 

Aljeraiwi, A. A. (2021). The influence of information system success and technology acceptance model 

on social media factors in education. Sustainability (Switzerland), 13(14). 

https://doi.org/10.3390/su13147770 

Çelik, K., & Ayaz, A. (2022). Validation of the Delone and McLean information systems success model: a 

study on student information system. Education and Information Technologies, 27(4), 4709–4727. 

https://doi.org/10.1007/s10639-021-10798-4 

DeLone, W. H., & McLean, E. R. (1992). Information Systems Success: The Quest for the Dependent 

Variable. Information Systems Research, 3(1), 60–95. https://doi.org/10.1287/isre.3.1.60 

Delone, W. H., & Mclean, E. R. (2003). The DeLone and McLean Model of Information Systems Success: 

A Ten-Year Update. In Communications of the ACM. DATABASE. Han>aril Business Review (Vol. 

19). 

Geebren, A., Jabbar, A., & Luo, M. (2021). Examining the role of consumer satisfaction within mobile eco-

systems: Evidence from mobile banking services. Computers in Human Behavior, 114, 106584. 

https://doi.org/10.1016/j.chb.2020.106584 

Hair, J. F., Hult, G. T. M., Ringle, C. M., & Sarstedt, M. (2022). A Primer on Partial Least Squares 

Structural Equation Modeling (PLS-SEM) Third Edition (3rd ed.).  

Mamakou, X. J., Zaharias, P., & Milesi, M. (2024). Measuring customer satisfaction in electronic 

commerce: the impact of e-service quality and user experience. International Journal of Quality and 

Reliability Management, 41(3), 915–943. https://doi.org/10.1108/IJQRM-07-2021-0215 

Mater, W., Aldwairi, M., Matar, N., & Al-Rahmi, W. M. (2024). Developing a success model of a social 

student relationship management system. Heliyon, 10(4). 

https://doi.org/10.1016/j.heliyon.2024.e25941 

Naveed, Q. N., Alam, M. M., Qahmash, A. I., & Quadri, K. M. (2021). Exploring the determinants of 

service quality of cloud elearning system for active system usage. Applied Sciences (Switzerland), 

11(9). https://doi.org/10.3390/app11094176 

Noudoostbeni, A., Kaur, K., & Jenatabadi, H. S. (2018). A comparison of structural equation modeling 

approaches with DeLone & McLean’s model: A case study of radio-frequency identification user 

satisfaction in Malaysian university libraries. Sustainability (Switzerland), 10(7). 

https://doi.org/10.3390/su10072532 

Parasuraman, A. P., Zeithaml, V., & Berry, L. (1988). SERVQUAL A Multiple-item Scale for Measuring 

Consumer Perceptions of Service quality. Journal of Retailing, 64, 12–40. 

Sahir, S. H. (2021). Metodologi Penelitian (T. Koryati, Ed.; 1st ed.). Penerbit KBM Indonesia. 

https://repositori.uma.ac.id/jspui/bitstream/123456789/16455/1/E-

Book%20Metodologi%20Penelitian%20Syafrida.pdf 



 
 

Factors Influencing User Satisfaction with the Academic Information System 

(SIAKAD) Using the DeLone & McLean Model  

(Fitriana, et al.) 

 
 

 

 

   10080 

Salam, M., & Farooq, M. S. (2020). Does sociability quality of web-based collaborative learning 

information system influence students’ satisfaction and system usage? International Journal of 

Educational Technology in Higher Education, 17(1). https://doi.org/10.1186/s41239-020-00189-z 

Saputra, D. E. E., Rahma, V. M., Eliyana, A., Pratama, A. S., Anggraini, R. D., Kamil, N. L. M., & Ismail, 

I. (2023). Do system quality and information quality affect job performance? The mediation role of 

users’ perceptions. PLoS ONE, 18(6 JUNE). https://doi.org/10.1371/journal.pone.0285293 

Sayaf, A. M. (2023). Adoption of E-learning systems: An integration of ISSM and constructivism theories 

in higher education. Heliyon, 9(2). https://doi.org/10.1016/j.heliyon.2023.e13014 

Shahzad, A., Hassan, R., Aremu, A. Y., Hussain, A., & Lodhi, R. N. (2021). Effects of COVID-19 in E-

learning on higher education institution students: the group comparison between male and female. 

Quality and Quantity, 55(3), 805–826. https://doi.org/10.1007/s11135-020-01028-z 

Uzir, M. U. H., Al Halbusi, H., Lim, R., Jerin, I., Abdul Hamid, A. B., Ramayah, T., & Haque, A. (2021). 

Applied Artificial Intelligence and user satisfaction: Smartwatch usage for healthcare in Bangladesh 

during COVID-19. Technology in Society, 67, 101780. 

https://doi.org/10.1016/J.TECHSOC.2021.101780 

Varastika, D., Wijaya, M. E., Aurelie, M. S. C., Handayani, P. W., & Fitriani, H. (2025). Mobile passport 

success in indonesia based on the DeLone–McLean information systems success model. Telematics 

and Informatics Reports, 20. https://doi.org/10.1016/j.teler.2025.100251 

Yakubu, M. N., & Dasuki, S. I. (2018). Assessing eLearning systems success In Nigeria: An application of 

the Delone And Mclean information systems success model. Journal of Information Technology 

Education: Research, 17, 183–203. https://doi.org/10.28945/4077 

Yoon, S. J., & Kim, M. Y. (2023). A Study on the Improvement Direction of Artificial Intelligence Speakers 

Applying DeLone and McLean’s Information System Success Model. In Human Behavior and 

Emerging Technologies (Vol. 2023). Wiley-Hindawi. https://doi.org/10.1155/2023/2683458 

 

 

 


