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ABSTRACT

The Ministry of Communication and Informatics (KOMINFO) is an institution that plays an important role
in assisting the Indonesian government in carrying out government affairs in the field of communication and
informatics. SIMAYA is a cloud-based e-government system that is used as a daily operational system to
support the mail handling process in order to facilitate the process of sending, receiving and disposition of
letters. In practice, the SIMAYA system is expected to improve the correspondence process to be more
effective and efficient. At present, the SIMAYA system is experiencing several problems, such as an error
system and unable to carry out a disposition, which it’s hinders the operational activities. For this reason, it
is necessary to evaluate the SIMAY A system, so that employees do not experience difficulties in its use. The
main objective of this research is to analyze how successful the implementation of the SIMAYA system in
the Ministry of Communication and Informatics from the perspective of employees. Structural equation
modeling-Partial Least Squares (SEM-PLS) technique are applied. Data were collected using a questionnaire
from 140 employees. The questionnaires were distributed via google form and paper. Empirically, this study
evaluates a model to measure the success of the SIMAYA system which refers to the updated Delone and
Mclean IS Success Model theory with an extended variable performance expectancy from UTAUT. Seven
out of ten were hypothesized to be successful and significantly supported and the other three variables were
found to be rejected. These results can provide new insights for government agencies in making
improvements to information systems used in the future.
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1. INTRODUCTION government for the government itself and also the
employees such as reduction in response time, paper

The Ministry of Communication and work, and reduction in error rate [3] [10]. E-

Informatics (KOMINFO) is an institution that plays
an important role in assisting the Indonesian
government in carrying out government affairs in the
field of communication and information technology
and also assisting the President in carry out state
governance, especially in the field of information
and public communication. The development of e-
government is a step in digitizing conventional
office activities that utilize information and
communication technology within government
institutions, both central and regional governments
in order to improve the quality of services to be
effective, efficient and transparent. IT has several
operational benefits obtained in implementing e-

government system play a role as a key strategy that
can lead government to create a new public value [1].
E-government system provide a service that allow
organization to manage their internal information
effectively and also improving their efficiency and
performance [2].

One example of e-government
development in context of government to employee
(G2E) category carried out by KOMINFO is the
development of Virtual Office Administration
System (SIMAYA). SIMAYA is a cloud-based
office administration that supports correspondence
management to facilitate the process of searching
and archiving letters [13]. At present, there are 92
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support requests were successfully recorded. Several
complaints were filed such as the system was
inaccessible (error) and user was unable to make a
disposition. Based on these problems, an evaluation
of'is very important to do. Currently, no research has
been done to determine the factors affect the
successful implementation of SIMAYA system.
Based on this evaluation, it can be seen which parts
of the SIMAYA system need to be improved,
repaired and maintained.

According to Floropoulus et al., (2010)
evaluation can help governments to ascertain
whether they can do their job in providing services
as expected [10]. At present, research related to the
assessment of the success of e-government systems
with the IS Success Model approach which is carried
out based on the perspective of the government
employees as the main users has not been widely
carried out [3].

In several previous studies, the most
research that investigate an e-government system is
more focused on the citizen perspective as the main
user in context to improve the relation between
government to citizen (G2C) or the interaction
between government and citizens [3]. Based on this,
the author will conduct research on evaluating the
successful implementation of the SiIMAYA
KOMINFO mail handling system based on
employee’s perspective as the main users with
Delone and Mclean Information success approach.
In evaluation, the Delone and Mclean Model is the
model most commonly used in measuring the
success of implementing a simple and fairly valid
information system [2]. E-government is part of IS,
so the Delone and Mcelan IS Success Model can be
used to measure the success rate of an e-government
system [3]. The measurement refers to 6 (six)
variables measuring success by Delone and Mclean
such as information quality, system quality, service
quality, intention to use/use, user satisfaction, and
net benefits [10]. In addition, one extends variable
from UTAUT is used, namely performance
expectancy. In several studies, the variable
performance expectancy has been shown to be the
strongest predictor for measuring the intention to use
of e-government system [6] [15]. The purpose of this
study is to analyze and identify the factors that
influence the successful implementation of
SIMAYA system from employee prespective based
on the Delone and McLean is success model [13].

2. LITERATURE REVIEW
2.1 Delone and Mclean IS Success Model

Delone and Mclean IS Success Model is one of the
most widely model that used to measure the level of
success of an information system in an organization
[2][4]. The Updated D&M models have been proven
to be used in several contexts such as e-commerce,
e-learning, e-health, and also e-government
[11[21[5][8][9][14]. One of them is related to this
research in the field of government context. E-
government system has proven to be a part of IS and
its success can be measured using the updated
Delone and Mclean success model [2][10][14]. The
original model of D&M was first introduced in 1992
[4][10][14]. This model consists of six constructs
such as information quality, system suality, use, user
satisfaction, individual impact and organizational
impact [2][4]. In 2003, after ten years D&M released
a new revised model to respond the identification of
other researchers regarding the weaknesses of D&M
model 1992. The updated Delone and Mclean model
consists of six constructs such as information
quality, system suality, service quality as three
quality factors that will positively affect user usage
and satisfaction [4]. Use and user satisfaction are
related and will causally affected one another, and
the last one is net benefit [4]. Net benefit is
dependent variable from the combination of
individual impact and organizational impact
[1][2][10][14].

There are three differences between revised D&M
model and the original model [4].

1. The additional of service quality. This variable
reflects the importance of the services given by
IT staff or IT department to users in supporting
the success of an information system.

2. The addition of intention to use as an
alternative of use. It’s measures the user's
attitude in utilizing an information system.
Intention to use is usually used in several
contexts and is more suitable for mandatory
systems.

3. The last one is, the combination of the
individual impact and organizational impact
constructs into the dependent net benefit
variable.

2.2 Information Quality

This variable measure quality of the output of an
information system [2][4]. In several studies it has
been proven that information quality is one of any
factors that affect intention to use/use and user

2596



Journal of Theoretical and Applied Information Technology
15™ June 2021. Vol.99. No 11

B

© 2021 Little Lion Scientific ‘

-
E Y]

ISSN: 1992-8645

www jatit.org

E-ISSN: 1817-3195

satisfaction [14]. The high quality of information
will directly increase the user's intention to use/use
and user satisfaction [2][14]. Information quality has
four measurement indicators such as completeness,
reliability, security, and accuracy [14].

2.3 System Quality

This variable measures the technical quality of the
system [2][4]. In several previous studies it has been
proven that system quality affects intention to
use/use and user satisfaction [14]. System quality is
measured based on several indicators such as ease of
use, user friendly, ease of access, and reliability
[2][10][14]

2.4 Service Quality

This construct measures the level of service quality
provided by IT staff to users [4][10][14]. It’s
measured by several measurement indicators such as
assurance, responsiveness, tangible, and service
reliability [14].

2.5 Intention to Use/Use

This construct measures the user's attitude and
behavior in utilizing an information system [14].
These are several measurement indicators of
intention to use/use such as dependency, frequency
of system use, tendency to use, duration of future use
[14]. In this study, intention to use/use refers to
Delone and Mclean 2003 which states that the use
variable is an alternative variable in their model and
used in several contexts [4]. Based on this statement,
the researcher assumed that the intention to use and
use were the same construct in this study [14].

2.6 User Satisfaction

This construct evaluates the overall user experience
in using the information system [10]. This construct
is measured based on several measurement
indicators such as effectiveness, enjoyment,
information satisfaction, system satisfaction, and
overall satisfaction. In a study conducted by [14] it
was found that user satisfaction directly affects
intention to use [10].

2.7 Net Benefit

This construct measures the impact produced by an
information system both individually and
organizational [2][10][14]. This construct is proven
to be influenced by intention to use/use and user
satisfaction [2][14]. High usage and user satisfaction

will directly impact the net benefits [4]. These are
several measurement indicators that’s measure net
benefit such as makes job easier, job performance,
time saving, speed of accomplishing task, and useful
[14].

2.8 Extend variable performance expectancy

Performance Expectancy is one of UTAUT
variables that used to measure the level of user
confidence that the information system they use can
help them improve their job performance [8].
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Figure 4: Relationship between Delone and Mclean and
UTAUT

Sources: Delone and Mclean, UTAUT, TAM [12]

Based on several literature reviews, it is found that
the integration of the Delone and Mclean IS success
model with UTAUT is needed to provide the
appropriate antecedents to predict behavioral
intention (Bl/intention to use) [12]. In this study,
performance expectancy is used to measure their
level of confidence that using the SIMAYA system
can improve their job performance [8][20]. In
several study this construct has proven to be the one
of most influence variables that affect intention to
use e-Syariah portal [20]. Performance expectancy is
measured by three indicators such as increase
performance, inhance motivation, and improve
result of work [8].

Table 1: Indicator Variables and Sources

Information Quality
Information quality refers to the output of
information produced by the information system
[2].
Information Quality [2].

Information Quality [10]
Information Quality [14]
System Quality
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The quality of the features available on the
system [2].
System Quality

| [2]
Service Quality
Service quality defines the user's judgment that
the service they receive is the service they expect

[2].

Service Quality [2].

Service Quality [14]
Use/Intention to Use

Utilization of information systems by users [14].

Intention to Use/Use [14].

Intention to Use (INT) [10].

User Satisfaction
User satisfaction level in using information
systems [14].

User Satisfaction [10].

Citizen Satisfaction [5].

Satisfaction [14]
Net Benefit

The overall impact generated by the information

system on system users [10].

Net Benefit | [10][2][14].
Performance Expectancy

A person's level of confidence that using

information technology can help solve problems

[10].

Performance Expectancy [8].

[20].

Performance Expectancy

3. RESEARCH METHODOLOGY

This study used quantitative method. Simple random
sampling used as the sampling technique. The data
collection methods in this study using online and
offline questionnaires. The respondents were all the
internal staff of KOMINFQO’s that spread over seven
work units. The population of this study were 200
users. There were 140 respondents successfully
collected and 10 hypotheses are formulated. SEM-
PLS used as the data analysis technique with several
basic reasons [12][10]:

1. Can be used to measure the relationship
between variables that have more than one
independent and dependent variable in the
research model.

2. Can measure the relationship between
variables that have multiple relationships.

3. SEM-PLS can solve data distribution problems
and data normality by eliminating OLS
(Ordinary Least Squares) assumptions.

4. Can test data with weak theory and a small
sample.

SmartPLS 3.0 software are used as tools of data
analysis. There are two stages in conducting the
evaluation Outer model (measurement model) and
the Inner Model (structural model) [10][12].

3.1 Research Model and Hypotheses

Performance

Expectancy
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Figure 5: Research Model and Hypotheses

This study consists of 10 hypotheses. These are the
formulation of the hypothesis that will be used in this
study:

H1: Does the information quality have an influence
on intention to use/use?

H2: Does the information quality have an influence
on user satisfaction?

H3: Does the system quality have an influence on the
intention to use/use?
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H4: Does system quality have an influence on user
satisfaction?

HS5: Does the service quality have an influence on the
intention to use/use?

H6: Does service quality have an influence on user
satisfaction?

H7: Does user satisfaction have an influence on
intention to use/use?

H8: Does intention to use/use have an effect on net
benefits?

H9: Does user satisfaction have an effect on (net
benefits)?

H10: Does performance expectancy have an
influence on intention to use/use?

4. RESULT AND DISCUSSION

4.1 Respondent Demography

Demograti Resporden SAMAYA KOMINFO

6.4%

8T% oo

Figure 6: Respondents Demographyc

According to respondent demographics that refers to
7 work units such as Sekretariat Jendral with 37
respondents (26.4%), Direktorat Jendral
Penyelenggara Pos Informatika with 36 respondents
(25.7%), Dirjen APTIKA with 25 respondents
(17.9%), Dirjen SDPPI with 13 respondents (9.3%),
Inspektorat Jendral with 13 respondents (9.3%),
Dirjen IKP with 12 respondents (8.6%), and the last
one is BALITBANG with 4 respondents (2.9%).

Figure 7: PLS Algorithm

4.2 Outer Model

The first step is to test the outer model. It defines the
relationship between latent variables and the
indicators. The measurement model is done by
testing the convergent validity and reliability.
Convergent validity is assessed by loading factors
value of each indicators. The indicators are said to
be “valid” if the value of loading factor is greater or
equal to 0.7 [10][12]. These table below shows the
result of the convergent validity test of this study:

Table 2: Loading Factors

Variabel Indi- | Loadi- | Descrip-
cator g tion
Factor

1Q1 0.801 Valid

Information | 1Q2 0.761 Valid
Quality 1Q3 0.721 Valid
1Q4 0.856 Valid

SQ1 0.758 Valid

System SQ2 0.785 Valid
Quality SQ3 0.815 Valid
SQ4 0.724 Valid

SEQI 0.814 Valid

Service SEQ2 0.846 Valid
Quality SEQ3 0.824 Valid
SEQ4 0.776 Valid

Ul 0.808 Valid

Intention to | U2 0.828 Valid
Use/Use U3 0.752 Valid
U4 0.744 Valid

US1 0.859 Valid

User US2 0.825 Valid
Satisfaction | US3 0.766 Valid
US4 0.854 Valid
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US5 0.819 Valid
NB1 0.790 Valid
NB2 0.761 Valid
Net Benefit | NB3 0.857 Valid
NB4 0.853 Valid
NB5 0.848 Valid
Performance PEL 0.783 Val%d
Expectancy PE2 0.870 Val%d
PE3 0.890 Valid

Based on the result of table 2, it shown that all the
indicators used in this study are declared to be valid.

The convergent validity is said to be good if the AVE
value is greater than 0.5 [10]. Based on the result on
table 3, it shown that all the Average Variance
Extract (AVE) value has been fulfilled the criteria.

Table 3: Average Variance Extract

Average
Variabel Variance
Extracted (AVE)

Information Quality 0.618
System Quality 0.595
Service Quality 0.665
Intention to Use/Use 0.615
User Satisfaction 0.681
Performance Expectancy 0.723
Net Benefit 0.677

The reliability testing is done to see the internal
consistency of each latent variable. The construct is
declared reliable if the value of composite reliability
and cronbach’s alpha is greater than 0.7.

Table 4: Composite Reliability and Cronbach’s Alpha

composite reliability and Cronbach’s alpha value are
greater than 0.7.

2 . . 4

Figure 8: Bootstrapping
4.3 Inner Model

The evaluation of structural models is done by
calculating t-statistics of path coefficient and R-
square values. p-value must be below 0.05 are
declared to be significant and if t-statistics are
greater than t-table (t-statistics > t-table) it means
that the latent variable have significant effect on
other latent variables.

T-statistics result shows that 1Q to US, SQ to US,
SEQ to US, US to U, PE to U, U to NB and US to
NB are said to be related because it has p-value
below 0.05 and t-statistics are greater than t-table. IQ
to U, SQ to U, and SEQ to U is said to be unrelated
because it has it has p-value above 0.05 and t-
statistics are lower than t-table.

Table 5: R-Square Value

Based on the result above, all the value of latent
variable in PLS can be said reliable because all the

Composite | Cronbach’s | Description
Reliability Alpha Variable R Square
IQ 0.866 0.793 Reliable NB 0.633
SQ 0.854 0.773 Reliable U 0.534
SEQ 0.888 0.832 Reliable US 0556
0] 0.864 0.790 Reliable
UsS 0914 0.882 Reliable This study has three endogenous variables such as
PE 0.886 0.807 Reliable net benefit (NB), intention to use/use (U), and user
NB 0.913 0.880 Reliable satisfaction (US). The r-square result on table 5 show

the value for NB is 0.633, which means that the
influence of the intention to use/use and user
satisfaction on the net benefit is 63.3% and also
influenced by 36.7% by other variables that need
further investigation. The influence of information
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quality, system quality, service quality, user 2. (H2): Information Quality affects User

satisfaction and performance expectancy variables
on intention to use/use (U) is 0.534 or 53.4% and
also influenced by 46.6% by other variables that
need further investigation. The influence of
information quality, system quality, service quality
on user satisfaction is 0.556 or 55.6% and also
influenced by 44.4% by other variables that need
further investigation.

4.4 Result of Hipothesis testing

Hypothesis testing is conducted to determine
whether or not there is a significant effect of
exogenous variables on endogenous variables. There
are two criteria that are determined in conducting
hypothesis testing. Following are the levels of the
significant influence of the relationship between
variables:

1. If t-statistics > t-table then HO is rejected or Ha is
accepted;

2. If t-statistics < t-table then HO is accepted or Ha
is rejected.

The null hypothesis (Ho) is formulated if there is no
significant influence between variables. (Ho)
represents that the hypothesis is expected to be
rejected. An alternative hypothesis (Ha), is
formulated if it is found that there is a hypothesis that
is expected to be accepted. Based on the test result
of the structural model with significant level 0.05
using two tailed test 7 hypothesis were proposed to
be accepted and 3 other hypotheses are declared to
be rejected.

1. (H1): Information quality affects intention to
use/use

Based on the results that can be seen in the table
above, it is known that the information quality and
use variables have a path coefficient of 0.059 with a
t-statistics value of 0.601. The value of t-statistics
(0.601) <t-table (1.96) then H1 is rejected. This
shows that the quality of information from the
SIMAYA system has no influence on the use of the
SIMAYA system. The path coefficient of HI is
0.059 and has a positive sign, this means that the
quality of information increase, so the use of the
system also increases. These results are in line with
research conducted by [15]

Satisfaction

Based on the results that can be seen in the table
above, it is known that the variable information
quality and user satisfaction has a path coefficient of
0.279 with a t-statistics value of 2.758. The value of
t-statistics (2.758)> t-table (1.96) then H2 is
accepted. This shows that the quality of information
from the SIMAYA system has an influence on user
satisfaction of the SiMAYA system. The path
coefficient of H2 is 0.279 and has positive sign, this
means that the quality of information increases, so
user satisfaction from the SIMAYA system also
increases. These results are in line with research
conducted by [2][11][14].

3. (H3): System Quality affects intention to
use/use

Based on the results that can be seen in the table
above, it is known that the variable system quality
and intention to use/use has a path coefficient of
0.163 with a t-statistics value of 1.573. The value of
t-statistics (1.573) <t-table (1.96) then H3 is rejected.
This shows that the quality of the system has no
influence on the use of the SIMAYA system. The
path coefficient of H3 is 0.163 and it is positive, this
means that the quality of the system increases, so the
use of the system also increases. These results are in
line with research conducted by [15].

4. (H4): System Quality affects User Satisfaction
Based on the results that can be seen in the table
above, it is known that the variable system quality
and user satisfaction has a path coefficient of 0.339
with a t-statistics value of 3.639. The value of t-
statistics (3.639)> t-table (1.96) then H4 is accepted.
This shows that the quality of the system has an
influence on user satisfaction of the SIMAYA
system. The path coefficient of the H4 is valued at
0.339 and has a positive sign, this means that the
quality of the system increases, the user satisfaction
of the SIMAY A system also increases. These results
are in line with research conducted by [2][14].

5. (HS): Service Quality affects intention to
use/use

Based on the results that can be seen in the table

above, it is known that the service quality and use
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variables have a path coefficient of 0.034 with a t-
statistics value of 0.410. The value of t-statistics
(0.410) <t-table (1.96) then H5 is rejected. This
shows that service quality has no influence on the
use of the SIMAYA system. The path coefficient of
the H5 is 0.034 and has appositive sign, this means
that the quality of service increase, so the use of the
SIMAYA system also increase. These results are in
line with research conducted by [15].

6. (H6): Service Quality affects User Satisfaction
Based on the results that can be seen in the table
above, it is known that the variable service quality
and user satisfaction has a path coefficient of 0.225
with a t-statistics value of 2.619. The value of t-
statistics (2.619)> t-table (1.96) then H6 is accepted.
This shows that service quality has an influence on
user satisfaction of the SIMAYA system. The path
coefficient of H6 is valued at 0.225 and is positive,
this means that the quality of service increases, so
user satisfaction from the SIMAYA system also
increases. These results are in line with research
conducted by [2][10][14].

(H7): User Satisfaction affects intention to
use/use

Based on the results that can be seen in the table
above, it is known that the user satisfaction and use
variables have a path coefficient of 0.329 with a t-
statistics value of 3.918. The value of t-statistics
(3.918) <t-table (1.96) then H7 is accepted. This
shows that user satisfaction has influence on the use
of the SIMAYA system. The path coefficient of H7
is worth 0.329 and is positive, this means that user
satisfaction increases, so the use of the system also
increases. These results are in line with research
conducted by [10].

8. (HS): Intention to use/use affects Net Benefit

Based on the results that can be seen in the table
above, it is known that the intention to use/use and
net benefit have a path coefficient of 0.258 with a t-
statistics value of 3.717. The value of t-statistics
(3.717) > t-table (1.96) then H8 is accepted. This
shows that the use has an influence on the net
benefits of the SiMAYA system. The path
coefficient of H8 is 0.258 and has a positive sign,
this means that if usage increases, the net benefits of

the SIMAYA system will also increase. These
results are in line with research conducted by [2][10]
[14].

9. (H9): User Satisfaction affects Net Benefit
Based on the results that can be seen in the table
above, it is known that the user satisfaction and net
benefit have a path coefficient of 0.600 with a t-
statistics value of 9.116. The value of t-statistics
(9.116)> t-table (1.96) then H9 is accepted. This
shows that user satisfaction has an influence on the
net benefits of the SIMAYA system. The path
coefficient of H9 is valued at 0.600 and has a
positive sign, this means that if user satisfaction
increases, the net benefits from the SIMAY A system
will also increase. These results are in line with
research conducted by [2][10] [14].
10. (H10): Performance affects
intention to use/use
Based on the results that can be seen in the table
above, it is known that the variable performance
expectancy and use has a path coefficient of 0.257
with a t-statistics value of 2.804, the value of t-
statistics (2.804) > t-table (1.96) then HI10 is
accepted. This shows that performance expectations
have an influence on the use of the SIMAY A system.
The path coefficient of H10 is valued at 0.257 and is
positive, this means that if performance expectancy
increase, the use of the system will also increase.
These results are in line with research conducted by
[81[20].

Expectancy

Table 6: Hipotheses Testing Result

T
Origin T-
al Statistic Tabl P Desc
Sampl S R Values
e (0) (|O/STD
EV)

H1 0.059 0.601 1.96 0.548
H2 0.279 2.758 1.96 0.006 Accepted
H3 0.163 1.573 1.96 0.116
H4 0.339 3.639 1.96 0.000 Accepted
H5 0.034 0.410 1.96 0.682
Ho6 0.225 2.619 1.96 0.009 Accepted
H7 0.329 3918 1.96 0.000 Accepted
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HS 0.258 3717 | 196 | 0.000 | Accepted quality. Performance expectancy and user
HO 0.600 9.116 | 196 | 0.000 | Accepted satisfaction affect intention to use/use, use and user
satisfaction to net benefits. 3 hypothesis that were
H10 0.257 2.804 1.96 0.005 Accepted

4.6 Implication

The managerial implications that can be carried out
by the Ministry of Communication and Informatics
based on this research are expected to be used as a
reference in evaluating and being taken into
consideration in identifying the various constraints
and problems faced by KOMINFO's internal parties
at this time and are expected to be used as a reference
in making improvements to make performance
KOMINFO will be better in the future. Although
these three variables do not affect intention to
use/use, the three variables affect user satisfaction.
User satisfaction is proven to affect intention to use
/use. By improving the quality of information,
system quality and user quality, it will indirectly
increase the intention to use/use of the SIMAYA
system. the more optimal the quality of information,
the quality of the system, and the quality of users, the
more it will increase the intention to use / use. It
shows that the quality of information, quality of
system, and quality of service provided to users of
the SIMAY A system must be improved in order to
increase employee intentions in using the SIMAY A
system. The increased satisfaction of employees who
use the SIMAYA system is due to the increase in the
quality of information, quality of the systems and the
quality of the service available on the SIMAYA
system. In addition, the high level of user confidence
in the SIMAYA system that SIMAYA can facilitate
and improve their performance is a matter that
greatly affects the level of use. The more users feel
that the SIMAY A system can be relied on in helping
their work, the more usage it will be.

5. CONCLUSION

Based on the results of the research conducted to
analyze what factors influence the successful
implementation of the SIMAYA system, it can be
concluded that, there are 7 accepted hypotheses of
the 10 hypotheses tested, namely user satisfaction is
strongly influenced by three factors, namely
information quality, system quality, and service

rejected, information quality, system quality, service
quality to intention to use/use. The limitation of this
study is to build a research model based on the Is
Success Model and UTAUT approaches. In the
future, it is hoped that it can add research references
in terms of developing a system success model so
that it can be used as a reference in conducting
further research.
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