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ABSTRACT

This study investigates the factors that influence user satisfaction of Khedmah's system in Oman. The
Information Systems Success Model (ISSM), Technology Acceptance Model (TAM), and Theory of Planned
Behavior model (TPB) are integrated to form the theoretical framework for this study. This study investigates
the impact of the individual's computer skills, perceived ease of use, and perceived usefulness have on the
user satisfaction of Khedmah's system. These constructs were derived from the three models. Data were
collected from the users of Khedmah system through a self-administered questionnaire. The researchers relied
on the judgmental technique to identify the research sample. Using SPSS v25 and SmartPLS 3, a total of 164
questionnaires were analyzed. The findings revealed that generally the users are satisfied with the Khedmah’s
performance. The findings also illustrated that the individual's computer skills, the perceived ease of use, and
the perceived usefulness positively and significantly affect the level of user satisfaction of the system. The
findings of the study would enhance the performance of Khedmah system, which will reflect positively on
the level of user satisfaction. It would enrich the knowledge of the managers and system developers to further
develop the system in order to achieve high levels of users’ satisfaction. Also, the findings of this study
provide insight for the developers of similar systems in other institutions. The study findings confirm that
combining ISSM, TAM, and TPB models is applicable to CRM. The findings of the study would enrich the
CRM literature. Based on the researchers’ knowledge, this study is the first of its kind in CRM literature that
combines these three models.

Keywords: Information Systems Success Model (ISSM), Technology Acceptance Model (TAM), Theory of
Planned Behavior model (TPB), Customer Relationship Management (CRM), Khedmah’s

System
1. INTRODUCTION technology with a broad customer focus, to start,
maintain and optimize relationships and to make
Customer  Relationship =~ Management customers more loyal/profitable”. Moreover, CRM

(CRM) is the most effective way to provide
integrated and high-quality services and build
personal relationships with customers. This
approach increases the organization's ability to
provide better services to its clients and meet their
needs. The prosperity of an organization depends on
its ability to satisfy its customers. CRM is defined by
[1] as “a holistic management approach, enabled by

is a process responsible for managing customer
interactions [2]. They pointed out that investing in
CRM projects has become popular worldwide as
organizations seek to increase their efficiency and
performance, reduce costs, improve profitability and
increase  customer  satisfaction. Customer
satisfaction and loyalty are achieved by providing
personalized and value-added services [3]. CRM
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activities aim to meet customer expectations [4]. The
customer satisfaction is a criterion for the CRM
performance [2]. Therefore, customer satisfaction
used to evaluate CRM projects [5]. Moreover,
assessing user satisfaction, especially for emerging
online services systems, is an important issue [6].

In addition to the above, customer
satisfaction is an essential goal of CRM as it has a
positive impact on customer loyalty and
organizational profitability. In line with this,
reducing complaints and maximizing customer
satisfaction are key outcomes for CRM success [7].
Moreover, [8] pointed out that customer satisfaction
negatively affects customer complaints and
positively impact usage behavior and customer
loyalty. [7], [8], [9], [10], [11], [12], and [13] found
that there is a positive relationship between CRM
system and customer satisfaction.

Khedmah is one of CRM systems in Oman
developed by Oman Investment & Finance Co.
(OIFC) aims to provide integrated services for phone
recharge and bill payment for 10 electricity, water
and telecommunications companies. Those services
are provided through a single platform. The system
allows customers to create and manage their own
accounts. This system provides multiple
communication channels for customers to pay all the
bills or to recharge the phone, namely branches of
Khedmah outlets, Khedmah Kiosks, bill payment
machines, OIFC website, and mobile App. The
payment can be made electronically using the bank
card from anywhere in the world [14]. The Khedmah
system framework is compatible with the CRM
framework, which consists of a set of integrated
elements: communication channels, front offices,
back offices, data warehouses, and related entities

(1], [15].

Knowing customer satisfaction factors is a
significant  step  towards the  successful
implementation of CRM. Despite the considerable
investment in CRM systems [8], there is a scarcity
of studies that have investigated the factors
associated with customer satisfaction. Generally,
there is a lack of CRM studies in developing
countries in general and Oman in particular.
Therefore, this study comes to reveals the level of
customer satisfaction about Khedmah system. In
addition, the objective of this study is to examine and
identify the factors that influencing the user
satisfaction. Overall, this study seeks to answer the
following research question “What are the factors
that affect user satisfaction of Khedmah system?”.

2. THEORETICAL CONSTRUCTS

To explain the customer satisfaction
factors, this study incorporates constructs from three
different frameworks, the ISSM) [16], [17], TAM
[18], and TPB [19] (see Figure 1). These frameworks
have been widely used in IS studies and have
demonstrated their ability to understand and predict
the social behavior of individuals. In the following
subheadings those frameworks will be explained:

External
Vanables

I155M

 Net Banest

Figure 1. An overview of ISSM, TAM and TPB

2.1. Information Systems Success Model (ISSM)

In 1992, DeLone and McLean developed
the ISSM framework as a means of measuring IS
success or effectiveness. In 2003, they updated the
framework by incorporating a measure of service
quality [16], [17]. This framework consists of six
dimensions, three of which are independent
variables namely system quality (functionality,
reliability, portability, usability, integration, and
flexibility), information quality (relevance,
completeness, accuracy, consistency, timeliness, and
personalization), service quality, which affects three
dependent variables namely usage intention/system
use, user satisfaction, and net benefits [17]. Based on
this framework, the development of information
systems (IS) has some features that result in different
degrees of information and system quality. The IS
features are recognized by users when using the
system and they reflect on their level of satisfaction
with the information and system quality [20]. The
user's intention/actual use of the system and user
satisfaction increases as the quality of the system, the
information, and the service of IS increase. So, [17]
suggest that there are causal relationships between
ISSM dimensions with the user's intention/actual use
of the system and user satisfaction. Measures for
system quality are incorporated in this study to
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assess the technical success. The effectiveness of the
system is captured through wuse's and user
satisfaction's constructs. So, this study intends to
examine the impact of system quality measures on
the user's satisfaction of Khedmah system.

2.2. Technology Acceptance Theory (TAM)

TAM is one of the most widely cited
models in IS research developed by [18]. TAM has
been used, modified and proven by numerous studies
as a reliable predictor of information technology (IT)
acceptance by an individual [20]-[25]. This model
encompasses two fundamental determinants of
system usage: perceived ease of use (PEU), and
perceived usefulness (PU) [18]. These two
constructs affect an individual's attitudes, beliefs,
and intentions towards the actual use of technology
[26]. PEU refers to "the degree to which an
individual believes using a system would be free
from effort". PU, in contrast, defined as "the degree
to which a person believes that using a particular
system would enhance his or her job performance”
[18]. PEU and PU constructs are a part of this study
to explain their impact on customer satisfaction as
one of the ISSM theory constructs. In contrast, TAM
does not take human factors into account. Therefore,
to improve the predictive power of TAM, human
factors can be incorporated with it [27].
Consequently, this study will integrate the
individual's computer skills factor with TAM as a
factor of the TPB theory.

2.3. Theory of Planned Behavior model (TPB)

TPB is a framework used to understand and
predict human social behavior [19] and it is an
extension of reasoned action theory which
developed by [28]. According to the TPB theory, the
intentions of individuals is a direct consequence of
several constructs: perceived behavioral control,
subjective norms, and behavioral attitude. Moreover,
human behavior is directly influenced by their
intentions [19]. IS research refers to the construct of
perceived behavioral control as “self-efficacy” or the
ability of an individual to use computer technology
[29]. There is a positive relationship between
experience with computer technology and perceived
outcome and use [30]. Other studies have shown that
computer self-efficacy has a strong effect on user
responses to IT [20], [23], [31], [32]. Computer
skills are used in this study as an alternative measure
of perceived behavioral control construct.
Individuals may intend to use the Khedmah system

but they may lack the required skills which may
hinder the actual behavior.

3. RESEARCH MODEL AND HYPOTHESES

The proposed integrated model of this
study consists of four constructs drawn from the
three above explained frameworks ISSM, TAM, and
TPB, which seek to provide an explanation of four
causal relationships between the chosen constructs.
The proposed model used to explain the user
satisfaction with Khedmabh electronic services. Table
1 summarizes the theoretical constructs of ISSM,
TAM, and TPB frameworks and constructs used in
the present study model. Figure 2 represents the
theoretical framework of this study, followed by the
hypotheses' formulation in the next subheadings in
light of the finding of previous studies.

Table 1. Theories contributing to the study model

Independent Dependent
Theories ] ] Constructs
variables variables
system
usage
quality, o
ISSM ) ) intention/system | User
information
[16], use, user satisfaction
quality, and . )
[17] ) satisfaction, and | (USAT)
service
net benefits
quality
perceived perceived
ease of use ) ease of use
Behavioral
TAM (PEU), and ) (PEU), and
Intention to Use;
[18] perceived perceived
System Usage
usefulness usefulness
(PU) (PU)
perceived
behavioral
control, .
o Intention and Computer
TPB [19] | subjective ) .
behavior skills (CS)
norms, and
behavioral
attitude

3.1. Computer skills (CS) influence perceived
ease of use (PEU)
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Electronic skills or CS of customers are
often referred to as self-efficacy [33], [34]. CS affect
the ability of an individual to handle IS. These skills
have an impact on individual perceptions of the ease
of use of the system [32]. The outcome of the online
service experience depends on the customer's skill in
dealing with mainstream technology. It differs from
the traditional service as the customer becomes a
partner in providing online services [35], [36].
Moreover, [37] pointed out that customer skills are
more important than just providing good e-services
design and clear instructions and navigation.
Whereas, raising customer skills and knowledge
through the implementation of learning processes is
of strategic importance for the organization to
manage customer satisfaction. In line with this, [38]
argues that differences in the level of customer
satisfaction and perceived quality of service are
related to differences in individual experience. A
number of previous empirical studies have revealed
a positive relationship between CS and easy to use
the technology [20], [23], [32], [39]. Accordingly,
the relevant hypothesis to be tested is as follows:

HI: CS positively influence the PEU of the
electronic services provided by the Khedmah system
(CS — PEU).

3.2. Perceived ease of use (PEU) influence

perceived usefulness (PU)

The relationship between PEU and PU is
one of the TAM model relationships defined by [18].
Moreover, [26] revealed that there are many studies
have shown a positive relationship between PEU and
PU. This means that the PU of the IS is higher when
the user finds the system easy to use. In IS literature,
there are several empirical studies that have
investigated the relationship between these two
constructs (i.e. PEU and PU) and proved a positive
relationship between them [18], [20], [23], [32],
[40]-[45]. For this study, PEU is the users'
perception that Khedmah’s electronic services can
be used with minimal effort. This reflects positively
on their perception that this system is useful.
Consequently, the following hypothesis is proposed:

H2: PEU positively influence the PU of the
electronic services provided by the Khedmah system
(PEU — PU).

3.3. Perceived ease of use (PEU) and perceived

usefulness (PU) influence wuser satisfaction

(USAT)

Based on TAM framework PEU and PU
affect behavioral intention (BI) [18], and BI affects
USAT according to ISSM model of [17]. Then,
through combining TAM and ISSM frameworks,
PEU and PU affect USAT [17], [18]. In addition,
previous studies have revealed that there is a
significant positive relationship between PEU and
PU with USAT [32], [46], [47]. These studies
explain that USAT increases by increasing PEU and
PU. In this study, the researchers believe that USAT
can be higher when the users find the electronic
services of the Khedmah system is easy to use and
beneficial. Consequently, the following hypotheses
are proposed:

H3: PEU positively influence the US of the
electronic services provided by the Khedmah system
(PEU — USAT).

H4: PU positively influence the US of the

electronic services provided by the Khedmah system
(PU — USAT).

H2

. P \\

User ‘
Satisfaction )

Computer ‘
skills )

Figure 2. The Theoretical Framework

4. RESEARCH METHODOLOGY

In line with [48]'s research model, the
researchers have chosen the positivism philosophy
to study the current phenomenon. It follows the
deductive approach to conduct the study. In addition,
this study relies on the survey methodology using a
questionnaire as a research tool to collect data from
the users of the electronic services provided by
Khedmah system. The data were analyzed using
Structural Equation Modeling (SEM) by using the
Partial Least Squares (PLS) technique via
SmartPLS3 software. In the subheadings below,
details about the research sample and method of
analysis will be provided.

4.1 The study model and variables

As detailed above, the study theoretical
model shown in Figure 2 combines three
frameworks widely used in the technology literature:
ISSM, TAM, and TPB [17]-[19]. The study model
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includes four constructs, three of which are
independent: CS, PEU, and PU, and USAT is a
dependent variable. To measure these variables
using a questionnaire, measurement items have been
adopted from a number of previous studies in the
technology literature [20], [23], [32], and adapted
the items to suit the context of this study as shown in
Table 2.

Table 2. The Questionnaire Measurement Items

Code |
Computer skills (CS):
CS1 Rate your skill in Microsoft Word
CS2 Rate your skill in Microsoft Excel
CS3 Rate your skill in Microsoft Power Point
CS4 Rate your skill in using the Internet
CS5 Rate your skill in Microsoft Access
Perceived ease of use (PEU):
It is easy to navigate the electronic services of

Items

PEUI "Khedmah"

PEU2 | Itis easy to find what you are looking for
It is easy to use the electronic services of

PEU3 "Khedmah"

PEUA The language to me is clear and easy to
understand

Perceived usefulness (PU):
The information about services on the

PUI "Khedmah" system for you was sufficient

PU2 The contents of the "Khedmah" system is useful
for my purpose
The "Khedmah" system offer adequate user

PU3 S
guidelines to help me

PU4 My needs/queries are adequately addressed by the

"Khedmah" system
User Satisfaction (USAT):
I am satisfied with my previous online

USAT! | Payment/Recharge experience through
"Khedmah" system

USAT?2 Onlm; Payment/Recharge is a pleasant
experience

USAT3 Overall, I am satisfied with my e-services

experience through "Khedmah" system

Based on the theoretical framework of this
study (Figure 2) and the measurement items (Table
2), Figure 3 combines the study variables (latent
variables) with its associated measurement items
(observable variables). This theoretical model uses
to test the four hypotheses of the study using SEM-
PLS.

PEOU P
pEOL2 :__‘_‘_\_‘_ , /_._.-—: R
—— ——

FEOU3 :"/ \": U3
FEOU4 Perceivefl Ease of Percived PU4

e Usefiiness
=+
cs3 '& o SATI
- — . H\i -
55 / SAT3
Computer Skills User Satisfaction

Figure 3. The Study Theoretical Model

4.2 The study population and sample

This study investigates the effect of three
factors on the satisfaction of users of e-services
offered by the Khedmah system using the data
collected from the users of such services in Oman.
Given the lack of a framework for determining the
study sample, the researchers relied on the
judgmental technique to identify the sample that fits
with the requirements of this study [48]-[50]. This
technique is best suited to determine the
representative sample of e-services users provided
by the Khedmah system. The respondents are
identified by two prevalent characteristics among the
respondents: their use of the e-services, and the
beginning of using the e-services should be one year
or more. These characteristics were determined by
two questions that were asked to respondents at the
beginning of the distributed questionnaire.

Determining the sample size depends on
the method of data analysis. In this study, SEM-PLS
was used to analyze data and test the proposed
model. Accordingly, based on [51], the guideline for
determining the sample size of this study was to be
ten times the number of measurement items in the
questionnaire. Since the research tool of this study
(questionnaire) contains 16 items to measure the four
constructs of this study, therefore the minimum
sample size should be at least 160 subjects.
Participants were asked to determine their extent of
agreement with the measurement items that measure
each construct using the five-point Likert scale,
where 1 is strongly disagree (low) and 5 is strongly
agree (high). The data were collected using self-
administrated questionnaire. In Table 3, the
researcher analyzed the demographic data of those
who meet the criteria for selecting the participants in
this study. The results in Table 3 shows that males
participants are higher than females, with most
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participants aged between 26 and 35. The
educational level of most participants is a bachelor.

Table 3. The Demographic Data

=7
o e =~
=g E 7 g
=58 3 2 8
Sz s g | §
8E 2 2 | %
o
Male 143 87.2
Gender
Female 21 12.8
Less than 24 years 5 3
Between 25 to 35 50 305
years
Age
Between 36 to 45 79 482
years
More than 46 years 30 18.3
General Education
Diploma and below a4 268
Educational University Diploma 24 14.6
Level Bachelor 48 29.3
Master 38 23.2
PhD 10 6.1
Total 164
responses

5. DATA ANALYSIS AND RESULTS

As can be seen from Figure 3, the
theoretical model (path model) of this study consists
of four constructs and sixteen items. This model was
built on three frameworks, and the researchers
adapted items from the previous studies to measure
each construct. To verify the validity of this model
or the so-called construct validity, quantitative data
were collected from the study sample using an
electronic questionnaire (self-administered
questionnaire). SEM-PLS was used to test the model
and verify the study hypotheses. The construct
validity was verified according to two assessments
that are conducted sequentially, namely, the outer
model assessment (measurement model assessment)
and inner-model assessment (structural model
assessment) [48], [52], [53]. Prior to verifying the
construct validity, a preliminary data examination
was conducted to verify that it was free of errors.
This step is essential for any multivariate analysis
[51], [52]. Therefore, the results of these analyses
will be presented in the three subheadings below.

5.1 The preliminary tests of the data

Using SPSS v25, the researchers tested that
data by performing three preliminary tests: 1)
missing data, 2) outliers, and 3) data distribution.
The data analysis results revealed that they are
complete and no data is missing. In addition, the Z-
score and Mahalanobis D2 measures are used to
determine the univariate outliers [54], [55] and
multivariate outliers [51], respectively. The results
of both measures revealed no extreme values.
Moreover, to verify the distribution of data, three
statistical tests were conducted: Skewness and
Kurtosis, and the Shapiro-Wilk test, and the
Kolmogorov-Smirnov test [51]. Thus, the results of
these tests have confirmed that the data are
distributed abnormally, which is a strong reason to
proceed with the verification of the model and the
research hypotheses using SEM-PLS [51].

5.2 Measurement model assessment

It measures the correlation between the
observable and latent variables [51]. It is a
prerequisite step for the structural model assessment
[56]. Convergent and discriminant validity are two
tests used to assess the construct validity and
reliability [52], [57], where the results of both will
be presented in the subheadings below.

5.2.1 Convergent Validity

Convergent validity is interested in the
relationship between the measurement items and
their associated constructs [58]. The degree of
correlation between them can be investigated using
three tests, namely Factor Loading (FL>0.5),
Average Variance Extracted (AVE>0.5), and
Composite Reliability (CR>0.7) [51]. Table 4
presents the results of these three tests, which are
above the minimum value. FL values range between
0.730 and 0.902, AVE values range between 0.659
and 0.760, and CR values range between 0.885 and
0.921. This confirms the convergent validity, content
validity, and reliability of all constructs.
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Table 4. The results of convergent validity tests

Construct Code *FL PAVE ‘CR
CS1 0.832
CS2 0.819
Computer
) CS3 0.829 0.671 0.891
skills (CS)
CS4 0.796
CS5 Deleted
PEUI 0.834
Perceived
PEU2 0.894
ease of use 0.746 0.921
PEU3 0.874
(PEU)
PEU4 0.853
PU1 0.827
Perceived
PU2 0.856
usefulness 0.659 0.885
PU3 0.828
(PU)
PU4 0.730
User USATI 0.857
Satisfaction | USAT2 0.855 0.760 0.904
(USAT) USAT3 0.902
* Factor Loading (FL)
® Average Variance Extracted (AVE)
¢ Composite Reliability (CR)

5.2.2 Discriminant Validity

The discriminant validity strives to verify
that each measurement item highly correlates with
the associated construct and not with others [52]. It
can be verified using three tests, namely Cross
Loading (CL), the square root of AVE which called
Fornell and Larcker Method (FLM), and a new test
called Heterotrait Monotrait Ratio of Correlations
(HTMT<1) [51]. Tables 5, 6 and 7 below
respectively presents the results of these three tests.

Table 5. The Cross-Loading Results

CS PEU PU USAT
CS1 0.832 0.241 0.212 0.216
CS2 0.819 0.255 0.181 0.162
CS3 0.829 0.262 0.254 0.174
Cs4 0.796 0.317 0.186 0.181
PEU1 0.275 0.834 0.537 0.561
PEU2 0.324 0.894 0.596 0.588
PEU3 0.245 0.874 0.570 0.593
PEU4 0.302 0.853 0.557 0.618

CS PEU PU USAT

PU1 0.266 0.605 0.827 0.53
PU2 0.233 0.595 0.856 0.586
PU3 0.121 0.489 0.828 0.451
PU4 0.185 0.402 0.730 0.446
USAT1 0.184 0.590 0.560 0.857
USAT2 0.178 0.539 0.516 0.855
USAT3 0.221 0.652 0.559 0.902

Table 6. The Fornell and Larcker Method Results

Constructs CS PEU PU USAT
CS 0.819
PEU 0.332 0.864
PU 0.253 0.654 0.812
USAT 0.224 0.684 0.626 0.872

Table 7. The Heterotrait_Monotrait Ratio of Correlations
(HTMT) Results

Constructs CS PEU PU USAT
CS
PEU 0.379
PU 0.299 0.751
USAT 0.265 0.788 0.742

Based on the results presented in Tables 5,
6, and 7 for the cross-loading, Fornell and Larcker,
and HTMT criterions respectively, to test the
discriminant ~ validity, have been satisfied.
Consequently, the discriminatory validity is
achieved for all the study constructs. Overall, the
results of the convergent validity and the
discriminant validity confirm that the validity and
reliability of the measurement model are achieved,
and thus a structural model evaluation can proceed.

5.3. Structural model assessment

Before conducting the path coefficient
assessment, the researcher verified the collinearity
between the study constructs using the Variance
Inflation Factor (VIF) test [52]. The results showed
that there are no collinearity issues (VIF< 5).
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Therefore, PLS-SEM using SmartPLS 3 is
performed to test the study hypotheses. Figures 4 and
5 show the results of the hypothesis testing, which
are summarized in Table 7.
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Figure 4. The T-values results
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Figure 5. The Path Coefficients and P-values results

The results in Table 8 show that PEU is
positively and significantly (f= 0.332, t=4.978,
p<0.01) affected by the CS. Consequently, H1 is
supported. Moreover, PEU is positively and
significantly related to both PU (= 0.654, t=13.267,
p<0.01) and USAT (B= 0.479, t=6.354, p<0.01).
Therefore, H2 and H3 are supported. Also, H4 is
supported because PU is positively and significantly
(B=0.312, t=4.243, p<0.01) associated with USAT.
In general, all the study hypotheses are supported.

Table 8. The Results of The Hypotheses Testing

=]
. - ’t- - | 8
Hypothesis O @) value v:«ﬁue E:
g
H1: CS -> PEU 0332 | 4978 | 0000 | S
H2: PEU -> PU 0.654 | 13267 | 0.000 | S
H3: PEU -> USAT | 0479 | 6.354 | 0.000 | S
H4: PU > USAT 0312 | 4243 | 0.000 | S
* Original Sample
b T Statistic (10/ STDEV])
S: Supported
6. DISCUSSION

This study integrated three models, namely
TAM [18], ISSM [16], [17], and TPB [19] to
examine the factors affecting the satisfaction of the
Khedmah system’s users.

As shown above, all the study hypotheses
HI1, H2, H3, and H4 are supported. The result of the
hypothesis Hlconfirms that the more users have
computer skills, the more they will realize the ease
of using Khedmah system. This result is consistent
with the findings of several previous studies [20],
[23], [32], [39]. Furthermore, H2 came in line with
the findings of previous literature, which confirmed
that the user’s perceived ease of use of the
technology positively and significantly influences
the user’s perceived usefulness [18], [20], [23], [32],
[40]-[45].

In addition to the above, the result of this
study shows that the perceived ease of use and the
perceived usefulness are positively and significantly
correlated with users' of Khedmah system
satisfaction (the hypotheses H3 and H4). This result
is in line with the findings of previous empirical
studies [16]-[18], [32], [46], [47]. Overall, the users'
of Khedmah system satisfaction is affected by the
users’ computer skills, the perceived ease of use, and
the perceived usefulness.

7. THE RESEARCH CONTRIBUTION

This study offers several theoretical and
practical contributions. From theoretical standpoint,
based on the researchers’ knowledge, this study is
the first of its kind in CRM literature that combines
three models, namely TAM [18], ISSM [16], [17],
and TPB [19] to determine the factors that leading to
increase the users' satisfaction of CRM systems. This
study findings confirm that combining these three
models is applicable to CRM within the Arab
context, Oman in this study. Therefore, the findings
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of this study came to enhance the knowledge related
to the factors affecting users' satisfaction of CRM
systems. This study shows the importance of
individual's computer skills factor to increase the
level of user satisfaction. Also, this study shows the
important impact of this factor in the individual’s
perception of the ease of use of the system.
Furthermore, this study is an important starting point
for future CRM studies, whether in the Omani or
global context to reveal the factors related to users’
satisfaction of CRM systems. Satisfaction is the
ultimate goal that organizations seek to achieve by
implementing CRM systems. From practical
standpoint, the results of this study are useful to the
company that developed Khedmah system and its
managers to further develop the system in order to
achieve high levels of users’ satisfaction. Also, the
results of this study will benefit the developers of
similar systems in other companies.

8. LIMITATIONS AND FUTURE RESEARCH

This study, like other studies, includes
some limitations that must be identified and suggest
future research to overcome them. First, the
theoretical model of this study investigates a limited
number of constructs. Consequently, future studies
can extend the study model to address other
constructs related to user satisfaction. Second, this
study theoretical model investigated some constructs
from three different models related to the
acceptance, adoption and use of technology (TAM,
ISSM, and TPB), but there are other theoretical
models such as Unified Theory of Acceptance and
Use of Technology (UTAUT) that include a number
of constructs related to the acceptance and use of
technology. Therefore, it is important that future
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