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ABSTRACT 

The Academic Information System (AIS) is the backbone of operations and services in modern higher education. Evaluating 
the quality of AIS is crucial to ensure satisfaction and its success in supporting academic activities. This study aims to 

evaluate the quality of SIAKAD-UTama  using the DeLone & McLean Model. The DMM identifies six dimensions of 

information system success System Quality, Information Quality, Service Quality, Use, User Satisfaction, and Net Benefits. 

The study employed a quantitative approach, using a survey of 200 respondents who were SIAKAD-UTama  users. Data 
were analyzed using Partial Least Squares Structural Equation Modeling using SmartPLS 4.0. The results of the 

measurement model analysis indicated that all constructs met the requirements for convergent validity (AVE > 0.50) and 

reliability (CR > 0.70). The results of the structural model analysis show that Information Quality has the most significant 

influence on User Satisfaction β = 0.387; p = 0.000 and Use β = 0.298; p = 0.002. System Quality has a significant 
influence on User Satisfaction β = 0.215; p = 0.014 but not significant on Use β = 0.156; p = 0.069. Service Quality also 

has a significant influence on User Satisfaction β = 0.178; p = 0.045. There is a significant relationship between Use and 

User Satisfaction. Both User Satisfaction β = 0.356; p = 0.000 and Use β = 0.289; p = 0.001 significantly influenced Net 

Benefits. The results of this study provide insight for Widyatama University to optimize AIS by prioritizing improving 
Information Quality to increase satisfaction, utilization, and benefits for the academic community. 

Keywords: Academic Information System, DeLone and McLean Model, Information Quality, Service Quality, System 

Quality. 
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INTRODUCTION 

In the rapidly evolving digital era, universities worldwide, including those in Indonesia, face 

mounting pressure to adopt and optimize Academic Information Systems (AIS) to support operations, 

management, and services for stakeholders, particularly students and faculty. AIS has become the 

backbone of higher education administration, managing various critical aspects ranging from student 

admissions and academic planning to scheduling, grading, and graduation processes. The quality of 

AIS is no longer merely a technical consideration; rather, it is a strategic factor influencing user 

satisfaction, learning effectiveness, institutional reputation, and, ultimately, university 

competitiveness [1], [2]. Given the functional complexity and its broad impact, a comprehensive 

evaluation of AIS quality is imperative to ensure that the system functions optimally and provides 

significant value to the entire academic ecosystem.  

 

Widyatama University, an expanding private higher education institution in Bandung, relies on an 

AIS known as SIAKAD-UTama  (Sistem Informasi Akademik - Universitas Widyatama) to support 
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its operational activities [3]. Consequently, understanding and assessing the quality of SIAKAD-

UTama  is a vital step for the institution to continuously enhance services and ensure user satisfaction. 

To conduct a comprehensive and structured evaluation of an information system's quality, a well-

tested and widely recognized framework is required. One of the most dominant and frequently utilized 

models for evaluating information system success is the DeLone & McLean Model (DMM) [4].  

 

DMM was initially introduced by William H. DeLone and Ephraim R. McLean in 1992 and 

subsequently updated in 2003 to accommodate the changes and developments within the information 

systems environment [5]. The model offers a multidimensional perspective in measuring information 

system success by identifying six interrelated dimensions: System Quality, Information Quality, 

Service Quality, Use, User Satisfaction, and Net Benefits [6]. These six dimensions form a cycle 

where system, information, and service quality influence both Use and User Satisfaction, which in 

turn determine the Net Benefits perceived by both users and the institution. DMM has been adopted 

and validated across e-learning systems, e-government, and healthcare information systems, 

demonstrating its flexibility and reliability as an evaluative tool [7].  

 

Although DMM has proven robust in information systems research, its comprehensive application for 

evaluating AIS within the Indonesian private university context remains relatively limited. 

Specifically, an in-depth evaluation of SIAKAD-UTama  using DMM has not yet been conducted. 

Therefore, this study aims to address this gap by providing a quality evaluation of SIAKAD-UTama  

utilizing the six dimensions of DMM. The novelty of this research lies in its empirical analysis that 

integrates technical aspects, service quality, and user perceptions to establish an evidence-based and 

contextual foundation for system development at Widyatama University. 

 

The application of DMM in evaluating SIAKAD-UTama  focuses not only on technical aspects but 

also encompasses user perceptions, impact on productivity, and contributions to overall institutional 

goals. This study aims to evaluate the quality of SIAKAD-UTama  through the lens of DMM. The 

evaluation is based on relevant literature analysis, previous studies concerning SIAKAD-UTama, and 

the application of DMM principles to provide an overview of the system's strengths and potential 

areas for improvement, which are expected to serve as a basis for future system development. 

 

LITERATURE REVIEW 
The DeLone & McLean Model (DMM), or the Information Systems Success Model, was first 

introduced by William H. DeLone and Ephraim R. McLean in 1992 as a response to the 

fragmentation of information systems success research and the lack of a standardized definition. The 

original model proposed that information systems success is a multidimensional and interdependent 

construct consisting of six dimensions: System Quality, Information Quality, Use, User Satisfaction, 

Individual Impact, and Organizational Impact [5]. System Quality refers to the intrinsic characteristics 

of the system, such as reliability and ease of use, while Information Quality pertains to system 

outputs, such as accuracy and relevance. Use and User Satisfaction are influenced by both quality 

dimensions and, in turn, affect impact at both the individual and organizational levels. 

 

In 2003, DeLone and McLean updated the DMM to accommodate technological advancements, 

particularly the internet, and shifts in the business environment [4], [5], [8]. The updates included: (1) 

the addition of the Service Quality dimension, which covers technical support aspects such as 

responsiveness and empathy; (2) the consolidation of Individual Impact and Organizational Impact 

into a single dimension called Net Benefits; and (3) the expansion of the Use dimension to include 

Intention to Use. The updated DMM positions System, Information, and Service Quality as 

exogenous variables that influence Use/Intention to Use and User Satisfaction. These two variables 

then influence each other and collectively determine the achievement of Net Benefits, which provide 

feedback for system improvements, creating a dynamic cycle [6], [9]. 

 

DMM serves as a robust framework for evaluating the success of Academic Information Systems 

(AIS). Methodologically, most studies employ a quantitative approach through surveys using Likert 
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scales and analyze causal relationships between dimensions using statistical techniques such as 

Structural Equation Modeling (SEM) or multiple regression [9]–[14]. Research findings indicate 

diverse patterns but offer critical insights. A study on AIS at a Malaysian university found that 

Information Quality and Service Quality were the strongest predictors of student User Satisfaction, 

while System Quality had a significant indirect influence [11], [15]. Conversely, research in Indonesia 

by Mkinga & Mandari (2020) on e-learning systems highlighted the central roles of System Quality 

and Information Quality in shaping Intention to Use among faculty members [16]. Another study 

focusing on administrative staff perceptions by Marthasari et al. (2024) revealed that Net Benefits are 

heavily influenced by User Satisfaction, which is driven by Service Quality [17]. These findings 

confirm the flexibility of DMM while demonstrating that the significance of each dimension may vary 

depending on the user group, whether students, faculty, or administrative staff. 

 

The application of DMM in AIS evaluations is broad and necessitates contextualization, as factors 

such as academic culture, higher education regulations, or the specific characteristics of private 

universities are often inadequately addressed in existing studies [18]–[22]. The majority of research is 

cross-sectional, failing to capture the dynamics of user perception and long-term system impact. 

Furthermore, measuring and operationalizing Net Benefits, particularly at the institutional level, 

remains subjective and difficult to quantify [6], [11], [13], [15], [16], [23]–[29]. Within campus 

environments, the Use construct often shows limited variation, suggesting that its relevance and 

measurement should be re-evaluated in comparison to User Satisfaction and Net Benefits. 

 

The Relationship of System Quality with User Satisfaction and Use 
In the DMM framework, System Quality refers to the intrinsic performance characteristics of the 

information system itself, encompassing aspects such as usability, reliability, flexibility, availability, 

response time, and data integration [5]. A high-quality AIS should be intuitive and easy to navigate 

for students and faculty with varying levels of technical expertise; it must remain stable with minimal 

downtime and be responsive to user commands. Empirical evidence regarding the System Quality of 

SIAKAD-UTama  was provided by Achmad et al. (2022), whose study found that users (students) 

agreed the AIS was "easy to learn, accessible, and usable within a relatively short time," and noted 

that "the error rate on the website tends to be low" [30]. These findings directly indicate a high degree 

of ease of use, efficiency, reliability, and access speed within the system. The DMM suggests that 

superior System Quality positively impacts both User Satisfaction and the intensity of system Use. 

When users encounter a system that is user-friendly, fast, reliable, and error-free, they are more likely 

to be satisfied. Conversely, a system that is difficult to navigate, sluggish, or prone to frequent errors 

leads to frustration and dissatisfaction. The link between System Quality and User Satisfaction has 

been extensively documented in various AIS studies. For instance, research by Rachmat et al. (2022) 

at Hasanuddin University on the NeoSIA system found that System Quality has a significant positive 

influence on User Satisfaction [11]. Similarly, a study by Suaryana et al. (2016) successfully 

demonstrated the positive effect of System Quality on User Satisfaction [31]. Therefore, based on the 

theoretical foundations of DMM, supported by empirical evidence from previous studies and the 

positive indicators of SIAKAD-UTama  itself, the following hypothesis is formulated: 

 

Hypothesis 1: System Quality has a positive and significant effect on User Satisfaction. 

 

Beyond influencing satisfaction, high System Quality is also expected to encourage system Use. Users 

are more likely to frequently utilize and explore the features of a system they perceive as easy to use, 

efficient, reliable, and responsive. If SIAKAD-UTama  is perceived as user-friendly and capable of 

facilitating the rapid completion of academic tasks, as indicated by Achmad et al. (2022), then 

students and faculty will be more motivated to access it routinely and leverage its various functions. 

While some studies occasionally find indirect or weak relationships between System Quality and Use, 

a high-quality system remains a critical prerequisite for optimal adoption and utilization, particularly 

in the long term. Although research at Hasanuddin University did not find a significant effect of 

System Quality on Actual Use [11], this does not diminish the theoretical validity of the assumption 

that an inherently better system is more likely to be used effectively. Consequently, the following 

hypothesis is proposed: 
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Hypothesis 3: System Quality has a positive and significant effect on Use. 

 

The Relationship of Information Quality with User Satisfaction and Use 
Information Quality pertains to the outputs generated by an information system. In the context of an 

AIS, this encompasses the accuracy of grade data, the completeness of course schedules, the 

timeliness of announcements, the relevance of learning materials, the clarity of information formats, 

and data consistency [5]. High-quality information is an absolute prerequisite for effective decision-

making by both students and faculty. DMM positions Information Quality as a key predictor of User 

Satisfaction and Use. When users receive accurate, complete, timely, and relevant information 

through the AIS, they experience higher satisfaction because the system effectively fulfills their 

informational needs. Conversely, inaccurate, incomplete, or outdated information leads to significant 

dissatisfaction and can undermine user trust in the system. Research at Hasanuddin University found 

that Information Quality has a significant positive influence on AIS User Satisfaction [11]. Studies by 

Sultono et al. (2016) at the Indonesia University of Education and Suaryana et al. (2016) at Udayana 

University yielded similar results, where Information Quality, alongside System Quality and Service 

Quality, exerted a significant effect on User Satisfaction [31], [32]. Although direct data regarding the 

accuracy and completeness of SIAKAD-UTama  information is not explicitly available, usability 

research by Achmad et al. (2022) noted that users agreed the AIS "met user expectations and needs by 

displaying the latest data and information" [30]. This statement serves as a positive indicator of 

timeliness, a critical component of Information Quality. Based on these theoretical arguments and 

empirical evidence from previous studies, as well as preliminary indications from SIAKAD-UTama, 

the following hypothesis is formulated: 

 

Hypothesis 2: Information Quality has a positive and significant effect on User Satisfaction. 

 

Similar to System Quality, superior Information Quality is expected to drive system Use. Users are 

more likely to access and rely on the AIS if they perceive the provided information to be reliable, 

accurate, comprehensive, and up-to-date. If students know that exam schedules or the latest grades are 

consistently available quickly and correctly on the AIS, they will be more motivated to check it 

routinely. The relationship between Information Quality and Use is supported by the logic that high 

information value increases user dependence on the system as a primary information source. While 

research by Rachmat et al. (2022) did not find a significant effect of Information Quality on Actual 

Use, potentially due to the mandatory nature of system use, theoretically, robust Information Quality 

remains a vital driver for meaningful utilization, particularly when users have the option to seek 

alternative information sources. Consequently, the following hypothesis is proposed: 

 

Hypothesis 4: Information Quality has a positive and significant effect on Use. 

 

The Relationship of Service Quality with Use 

Service Quality was added to the DMM during its 2003 update to reflect the critical importance of the 

support provided by IS service providers, particularly in environments where systems have become 

increasingly complex and users require technical assistance [13]. This dimension encompasses 

responsiveness (speed of response), service reliability (the ability to provide accurate assistance), 

assurance (staff competence and courtesy), and empathy (individualized attention). For SIAKAD-

UTama, Service Quality can be assessed through the availability and performance of the helpdesk 

provided by the Information Technology Bureau and the Academic Bureau. Information available on 

the AIS login page indicates the existence of various support channels, including telephone, email, 

and WhatsApp services for both units [3]. The availability of easily accessible communication 

channels, particularly WhatsApp, which is highly popular in Indonesia, serves as a strong preliminary 

indicator of efforts to provide responsive service. The DMM posits that high Service Quality 

contributes to system Use. When users encounter issues or have inquiries regarding the AIS, they 

experience greater satisfaction if they can easily obtain prompt, effective, and solution-oriented 

assistance. Conversely, service that is sluggish, unhelpful, or difficult to access increases user 

frustration and diminishes overall Use, even if the system and the information themselves are of high 
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quality. A study by Suaryana et al. (2016) at Udayana University found that Service Quality, along 

with System Quality and Information Quality, has a significant influence on the use of web-based AIS 

[31]. Consequently, the following hypothesis is formulated: 

 

Hypothesis 8: Service Quality has a positive and significant effect on Use. 

 

The Relationship of Use and User Satisfaction 

he DMM recognizes a reciprocal relationship between User Satisfaction and Use [5], [33], [34]. ser 

Satisfaction is expected to positively influence Use. The logic underlying this hypothesis is that users 

who are satisfied with the AIS, due to its ease of use, high-quality information, and adequate support, 

will be more motivated to utilize the system more frequently and intensively. Satisfied users may be 

more willing to explore advanced features and establish the AIS as their primary tool for academic 

activities. Conversely, Use also positively influences User Satisfaction. Users who frequently interact 

with the AIS tend to become more familiar with its functionalities, more proficient in navigation, and 

better equipped to leverage the system's full potential. Repeated and successful usage experiences, in 

turn, enhance User Satisfaction with the system. This cyclical relationship indicates that satisfaction 

and usage are mutually reinforcing, creating a virtuous cycle that can lead to optimal system 

utilization and maximum benefits. Acknowledging this reciprocal link is one of the DMM’s strengths 

in capturing the dynamics of information system user behavior. Consequently, the following 

hypothesis is proposed: 

 

Hypothesis 5: Use has a positive and significant effect on User Satisfaction. 

 

The Relationship of User Satisfaction and Use with Net Benefits 

Net Benefits represents the pinnacle dimension of the DMM, reflecting the overall positive impact of 

information system use on both individuals and the organization [5]. In the context of an AIS, benefits 

for individual students may include improved time efficiency, such as during course registration 

(Kartu Rencana Studi), easier access to academic information, better decision-making regarding study 

plans, and enhanced learning productivity. For faculty, benefits may manifest as increased efficiency 

in classroom management and grade entry. For the university as an organization, these benefits 

include operational and administrative efficiency, enhanced transparency, and ultimately, an 

improvement in academic service quality and institutional reputation. The DMM positions User 

Satisfaction and Use as direct predictors of Net Benefits. User Satisfaction is expected to positively 

influence Net Benefits. When users are satisfied with the AIS, they are more likely to enthusiastically 

utilize the system to achieve their academic goals, thereby maximizing the benefits derived. 

Furthermore, satisfaction itself can be considered a psychological benefit. Similarly, Use positively 

influences Net Benefits. The more frequently and deeply the AIS is utilized, the greater the potential 

benefits for the user. Intensive use allows users to fully exploit system capabilities to support their 

activities. Research at Hasanuddin University found that both User Satisfaction and Actual Use have a 

significant positive influence on Individual Impact, which is a component of Net Benefits [11]. A 

study by Meilani et al. (2020) at Sultan Ageng Tirtayasa University also found that Use and User 

Satisfaction significantly and positively affect the Net Benefits of an AIS [35]. Consequently, the final 

two hypotheses are proposed: 

 

Hypothesis 6: User Satisfaction has a positive and significant effect on Net Benefits. 

Hypothesis 7: Use has a positive and significant effect on Net Benefits. 

 

METHODOLOGY 

This study employs both explanatory and confirmatory research designs, which aim to establish and 

analyze the relationships between variables and determine how one variable influences another [36]. 

The research population consists of all active users of SIAKAD-UTama, including students, faculty, 

and administrative staff. The minimum sample size was set at 200 respondents, adhering to general 

guidelines for covariance-based Structural Equation Modeling (SEM), which require a sample-to-

estimated-parameter ratio of 5:1 to 10:1 [36] The sampling criteria include students, faculty, and 



DOI: https://doi.org/10.33197/justinfo.v3i1.3412                                                                                                ISSN: 3031-3449 
  

196 
JUSTINFO | Jurnal Sistem Informasi dan Teknologi Informasi 
Volume 3, No. 1, December 2025 

administrative staff who have utilized SIAKAD-UTama  for at least one active semester to ensure that 

respondents possess sufficient experience with the system. Data collection was conducted using an 

online questionnaire distributed via the Google Forms platform. The sampling method utilized 

purposive sampling combined with stratification based on user roles (students, faculty, and 

administrative staff) to ensure proportional representation from each SIAKAD-UTama  user group 

[36]. This study utilizes SEM with a covariance-based approach; however, hypothesis development 

and testing were conducted using SmartPLS 4.0 software. The analytical technique adopts 

Confirmatory Factor Analysis (CFA) to assess the validity and reliability of the measurement 

instruments (measurement model), along with Regression Weight analysis to test the causal 

relationships between constructs within the structural model. The constructs in this study consist of 

exogenous constructs and endogenous constructs. 

 

RESULTS  

Structural Equation Modeling Analysis 

The results of the Structural Equation Modeling (SEM) analysis, which examines the influence of 

System Quality (X1), Information Quality (X2), and Service Quality (X3) on Use (Y1), User 

Satisfaction (Y2), and Net Benefits (Y3), are presented in Figure 1 below. 

 

Figure 1. SEM Test Results 

1) Goodness of Fit Test 

Validity was assessed using the Average Variance Extracted (AVE). A construct is considered to 

possess adequate validity if its AVE value is ≥ 0.500. Based on the results of the Partial Least Squares 

(PLS) Algorithm analysis presented in Table 1, all constructs in this study yielded AVE values 

exceeding 0.500. This indicates that each construct sufficiently accounts for the variance of its 

respective indicators.  
Table 1. Convergent Validity Results (AVE) 

Variable AVE Information 

System Quality (X1) 0.682 Valid 

Information Quality (X2) 0.712 Valid 

Service Quality (X3) 0.645 Valid 

Use (Y1) 0.755 Valid 

User Satisfaction (Y2) 0.701 Valid 

Net Benefits (Y3) 0.668 Valid 

Reliability was evaluated through Composite Reliability (CR) and Cronbach’s Alpha. A construct is 

deemed reliable if the CR value is ≥ 0.700 and the Cronbach’s Alpha is ≥ 0.600. As demonstrated in 

Table 2, all constructs exceeded the recommended thresholds for both CR and Cronbach’s Alpha, 

thereby indicating robust internal consistency among the indicators. 
Table 2. Reliability Test Results 

Variable Cronbach's alpha CR Information 

System Quality (X1) 0.845 0.891 Reliable 

Information Quality (X2) 0.871 0.902 Reliable 

Service Quality (X3) 0.823 0.876 Reliable 

Use (Y1) 0.889 0.921 Reliable 

User Satisfaction (Y2) 0.861 0.895 Reliable 

Net Benefits (Y3) 0.834 0.882 Reliable 
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The assessment of model fit indicates that the majority of the criteria used to evaluate the model's 

viability have been satisfied. Consequently, the model is considered acceptable, demonstrating a 

favorable fit between the theoretical model and the empirical data. 

 

2) Causality Testing 

Causality testing was conducted to examine the hypothesized relationships between latent variables. 

The path coefficients and statistical significance (p-values) were obtained through a bootstrapping 

procedure with 5,000 resamples. A summary of the hypothesis testing results is presented in Table 3. 
Table 3. Summary of Hypothesis Testing Results 

Hypothesis Causal Relationship Path coefficient (β) T-statistic P-value Information 

H1 X1 → Y2 0.215 2.456 0.014 Significant 
H2 X2 → Y2 0.387 4.781 0.000 Significant 
H3 X1 → Y1 0.156 1.823 0.069 Not Significant 

H4 X2 → Y1 0.298 3.112 0.002 Significant 
H5 Y1 → Y2 0.189 2.201 0.028 Significant 
H6 Y2 → Y3 0.356 3.890 0.000 Significant 
H7 Y1 → Y3 0.289 3.245 0.001 Significant 
H8 X3 → Y2 0.178 2.011 0.045 Significant 

 

DISCUSSION 

The Influence of System Quality (X1) on User Satisfaction (Y2) and Use (Y1) 

Analysis results indicate that System Quality (X1) has a significant positive influence on User 

Satisfaction (Y2) (β = 0.215, p = 0.014). This implies that higher perceived quality of SIAKAD-

UTama, in terms of ease of use, reliability, access speed, availability, and learnability, corresponds to 

increased levels of user satisfaction. This finding supports hypothesis H1 and is consistent with 

previous research utilizing the Information Systems Success Model (ISSM/DMM), including studies 

conducted at Hasanuddin University [11] and Udayana University [31]. Furthermore, these results are 

supported by usability research from Achmad et al. (2022), which found that SIAKAD-UTama users 

agree the system is easy to learn, efficient, and maintains a low error rate, all of which are critical 

components of System Quality (X1) [30]. However, the influence of System Quality (X1) on User 

Satisfaction (Y2) in this study (β = 0.215) is lower than that of Information Quality (X2) (β = 0.387). 

This suggests that for SIAKAD-UTama users, the quality of information generated by the system is a 

more dominant determinant of satisfaction, even though System Quality remains a vital factor.In 

contrast, System Quality (X1) does not exert a significant influence on Use (Y1) (β = 0.156, p = 

0.069); consequently, hypothesis H3 is rejected. Although the relationship direction is positive, the 

significance level fails to meet the required threshold of p < 0.05. This finding aligns with prior 

research at Hasanuddin University, which similarly found no significant impact of System Quality 

(X1) on Use (Y1) [11]. A plausible explanation for this result is that the use of SIAKAD-UTama is 

mandatory for students, faculty, and administrative staff to fulfill academic and administrative 

obligations. Therefore, system usage occurs regardless of the perceived System Quality (X1), 

provided the system remains accessible and functional. Users may lack the alternative to opt-out, 

meaning perceptions of system quality do not directly translate into higher usage intensity. 

Nevertheless, poor System Quality (X1) may still adversely affect user satisfaction and the long-term 

intention to continue utilizing the system. 

 

The Influence of Information Quality (X2) on User Satisfaction (Y2) and Use (Y1) 

The results of the analysis demonstrate that Information Quality (X2) exerts a significant positive 

influence on User Satisfaction (Y2) (β = 0.387, p = 0.000) and a significant positive influence on Use 

(Y1) (β = 0.298, p = 0.002); thus, hypotheses H2 and H4 are accepted. Notably, the impact of 

Information Quality (X2) on User Satisfaction (Y2) yielded the largest path coefficient among all 

predictor variables for satisfaction. This indicates that the accuracy, completeness, timeliness, 

relevance, clarity, and security of the information provided by SIAKAD-UTama are paramount 

factors in determining user satisfaction. When users, specifically students and faculty, receive 

academic information that is accurate (such as grades and course schedules), comprehensive, and up-

to-date through SIAKAD-UTama, their trust and satisfaction with the system increase significantly. 

This finding aligns with the research by Achmad et al. (2022), which revealed that users agree 

SIAKAD-UTama displays the latest data and information, a key indicator of Information Quality [30]. 
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The consistency of these results with studies at Hasanuddin University, UPI, and Udayana University 

[11], [31], [32] further strengthens the position of Information Quality as a primary pillar of 

SIAKAD-UTama success. Furthermore, the significant influence of Information Quality (X2) on Use 

(Y1) suggests that superior information quality provided by SIAKAD-UTama leads to more intensive 

system utilization. Although the use of SIAKAD-UTama is mandatory, the availability of high-quality 

information encourages users to access and rely on the system more frequently as a primary 

information source. Users may become more proactive in verifying information and utilizing various 

features to obtain comprehensive details, thereby making SIAKAD-UTama an integral part of their 

academic routine. This indicates that Information Quality (X2) not only fosters user satisfaction but 

also drives deeper and more meaningful system engagement. 

 

The Influence of Service Quality (X3) on User Satisfaction (Y2) 

The results of the analysis indicate that Service Quality (X3) has a significant positive influence on 

User Satisfaction (Y2) (β = 0.178, p = 0.045). Consequently, hypothesis H8 is accepted. Although the 

path coefficient is not as substantial as those for Information Quality (X2) or System Quality (X1), the 

influence remains statistically significant. This finding demonstrates that the quality of support 

provided by the SIAKAD-UTama service providers, specifically the Academic Bureau and the 

Information Technology Bureau of Widyatama University, contributes to overall user satisfaction. 

Factors such as responsiveness, reliability, empathy, and the accessibility of helpdesk services [3] 

serve as critical determinants. When users encounter technical difficulties or have inquiries regarding 

SIAKAD-UTama, the ability to obtain prompt, effective, and professional assistance significantly 

enhances their positive perception of the system as a whole. This finding aligns with the study by [31] 

at Udayana University, which also identified a significant impact of service quality on user 

satisfaction within web-based Academic Information Systems (AIS). In an increasingly complex 

information systems environment, the role of support services has become vital in ensuring an optimal 

user experience. 

 

The Influence of Use (Y1) on User Satisfaction (Y2) 

The results of the analysis demonstrate a significant relationship between Use (Y1) and User 

Satisfaction (Y2). Specifically, Use (Y1) exerts a significant positive influence on User Satisfaction 

(Y2) (β = 0.189, p = 0.028); thus, hypothesis H5 is accepted. This finding indicates that more frequent 

and intensive utilization of SIAKAD-UTama corresponds to higher levels of perceived user 

satisfaction. Repeated interaction with the system allows users to become increasingly familiar with 

its features, more proficient in navigation, and better equipped to leverage the full potential of 

SIAKAD-UTama to fulfill their academic requirements. Positive experiences derived from consistent 

usage foster satisfaction and enhance the overall perception of the system. This relationship highlights 

the importance of encouraging active and exploratory usage among SIAKAD-UTama users to 

improve collective satisfaction levels. 

 

The Influence of User Satisfaction (Y2) and Use (Y1) on Net Benefits (Y3) 

The results of the analysis demonstrate that both User Satisfaction (Y2) (β = 0.356, p = 0.000) and 

Use (Y1) (β = 0.289, p = 0.001) exert a significant positive influence on Net Benefits (Y3). 

Consequently, hypotheses H6 and H7 are accepted. Together, these two mediating variables explain 

approximately 59.8% of the variance in Net Benefits (R² = 0.59), indicating a substantial impact. The 

influence of User Satisfaction on Net Benefits is slightly more pronounced than that of Use. This 

suggests that when users are satisfied with SIAKAD-UTama, they derive significant positive 

outcomes, such as time efficiency, ease of access to information, and improved decision-making in 

academic activities. High satisfaction levels encourage users to fully integrate the system into their 

routines, utilizing it to achieve academic objectives optimally.Similarly, intensive and in-depth usage 

directly contributes to Net Benefits. The more frequently and extensively the features of SIAKAD-

UTama are utilized, the greater the potential benefits obtained. Students who engage with SIAKAD-

UTama not only to view grades but also to access syllabi, communicate with faculty, or perform 

academic planning will experience greater benefits than those who only utilize standard features. 

These findings align with research by Rachmat et al. (2022) at Hasanuddin University and Meilani et 
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al. (2020) at Sultan Ageng Tirtayasa University, which found that both User Satisfaction and system 

Use significantly affect individual impact and Net Benefits Benefits [11], [35]. 

 

Overall, the findings of this study indicate that the Information Systems Success Model (ISSM/DMM) 

is generally valid within the context of the SIAKAD-UTama evaluation. Information Quality emerges 

as the most dominant factor influencing both satisfaction and Use, which subsequently contribute to 

the Net Benefits perceived by users. System Quality and Service Quality were also proven to be 

influential, particularly regarding User Satisfaction. These findings serve as a foundation for 

Widyatama University in formulating strategies to continuously enhance the quality of SIAKAD-

UTama. 

 

CONCLUSION 
Based on the results of the analysis and the subsequent discussion, several conclusions can be drawn 

regarding the evaluation of SIAKAD-UTama using the DeLone & McLean Information Systems 

Success Model. The findings demonstrate that Information Quality is the most dominant factor 

influencing both User Satisfaction and Use. This indicates that the accuracy, completeness, timeliness, 

relevance, clarity, and security of the information provided by SIAKAD-UTama are the primary 

considerations for users. This discovery aligns with previous research emphasizing the critical 

importance of high-quality information output within an Academic Information System (AIS). 

Consequently, future enhancement and development efforts for SIAKAD-UTama must prioritize 

Information Quality, ensuring that presented data remains consistently accurate, comprehensive, up-

to-date, and relevant to user needs. Although their influence is not as substantial as that of Information 

Quality, System Quality and Service Quality were proven to have a significant impact on User 

Satisfaction. This shows that ease of use, reliability, system access speed, and the quality of support 

provided by the helpdesk remain essential factors in forming positive user perceptions. Widyatama 

University must continue to maintain and improve system performance while ensuring that user 

support services remain responsive and effective. The non-significant influence of System Quality on 

Use can be interpreted as a characteristic of SIAKAD-UTama mandatory usage for students and 

faculty in fulfilling their academic obligations. Nevertheless, maintaining high System Quality 

remains vital to prevent user frustration and ensure the satisfaction levels that influence the intention 

to utilize the system proactively. The significant relationship between User Satisfaction and Use 

reinforces the premise that these two constructs are mutually reinforcing. Satisfied users tend to utilize 

SIAKAD-UTama more intensively, while successful and intensive usage, in turn, enhances 

satisfaction. Together, User Satisfaction and Use contribute significantly to Net Benefits. This 

demonstrates that investments in quality improvements for SIAKAD-UTama yield tangible results for 

users, specifically regarding time efficiency and ease of information access, as well as for the 

institution in terms of operational efficiency and transparency. 
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