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User satisfaction is the impact of a good information system. Here, user satisfaction can be influenced by several 

factors such as system quality, information quality, and user intensity. Thus, in this study aims to test and provide 

the empirical evidence also analyze the effect of system information quality and user intensity at user 

satisfaction. Here, we used a SEM model and used AMOS 23 to obtain the results. The result shows system 

quality has no effect on user intensity while information quality affects user intensity. Here, user intensity has no 

effect on user satisfaction due to system quality has no effect on user satisfaction. In addition, information 

quality has no effect on user satisfaction.  
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1. INTRODUCTION 

The technology advances in digital era have penetrated all 

of the fields as well as a pattern of community life which 

is already relatively advanced. Web-based information 

systems can be used as a digital media to increasing 

information. This utilization will facilitate a job such as 

processing data faster, making decisions more precisely, 

saving costs and time. Several studies related to the 

quality of information systems were carried out on the 

intensity of using the performance of the system which 

refers to how well the capabilities of the hardware, 

software, policies, procedures of the information system 

can provide information on the needs [1]. System quality 

is also defined as a perceived ease of use which is how 

much information system technology is felt to be 

relatively easy to understand and use [2, 3]. The 

improving system quality that needs attention is the ease-

of-use factor [4]. The poor quality of the system can 

reduce the user's a desire to access the information system 

which results in reduced frequency of access to the 

information system [5]. The Previous research shows that 

system quality has no significant effect on system use [6, 

7, 8]. One of the research factors of Information Quality 

on Intensity of Use is a quality of information in an 

information system shows as semantic success. This 

semantic level is the success of information in conveying 

the expected meaning or meaning. Here, a significant 

association between information quality (information  
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quality) and intensity of use [9]. The user is satisfied with 

the quality of information from a system it will encourage 

users to use the information system and there will be 

repeated use of the system in the future so that it can be 

increase the intensity of use of the system [10]. A quality 

of information has a positive and significant effect on the 

intensity of use [11, 12, 13]. Here, the quality of 

information does not have a significant effect on the 

intensity of use [14]. System Quality on User Satisfaction 

can be measure using the information processing on 

system itself [15]. The focus is on the performance of the 

system, which refers to how well the capabilities of the 

hardware, software, policies, procedures of the 

information system can provide information on user 

needs [16]. The quality of the information system can be 

seen from the software's ability to produce information in 

accordance with the wishes of its users. Therefore, the 

quality of the information system is the main signal in 

measuring the level of satisfaction of the end users of an 

application [17]. A system quality has a positive and 

significant effect on User Satisfaction does not have a 

significant effect on User Satisfaction. Here, the 

Information Quality on User Satisfaction Information 

quality is the quality of output in the form of information 

generated by the information system used information 

quality and can be defined as measuring the quality of the 

content of an information system [18, 19]. Information 

quality is the level at which information has content, 

form, and time characteristics, which give it value for 
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certain end users [20]. The better the quality of 

information, would be more appropriate decisions. If the 

information produced don’t have a high information 

quality, it will have a negative effect on user satisfaction 

of information systems. The Information Quality has a 

significant effect on User Satisfaction. Thus, information 

Quality has no significant effect on User Satisfaction [21, 

22, 23]. Here, Intensity of Use to User Satisfaction should 

precede user satisfaction in terms of the process, but a 

positive experience with using the system will encourage 

greater user satisfaction in terms of causality [24]. 

Likewise, an increase in user satisfaction will encourage 

to increase the intensity of use of information systems. 

The use of the system is related to who uses it (who use 

it), the level of use, the attitude of accepting and rejecting 

an information system. The use of the system cannot meet 

user needs, user satisfaction will not increase and future 

use will not be realized [25]. Thus, the intensity of Use 

has a significant effect on User Satisfaction due to 

Intensity of Use does not have a significant effect on User 

Satisfaction. 

Furthermore, system is a group of components which 

is have mutually related work together to shortly achieve 

a common goal by accepting inputs and produce outputs 

over transformation process [26]. In another definition, 

the group system is a integrated elements with the same 

intention to achieve a goal [27]. The system has 3 (three) 

components of the base are mutually namely catch input 

and gather elements that enter the system to be processed. 

The change process can be converts input into output 

includes the displacement of elements produced by the 

change process into the final destination. Furthermore, the 

information system is a basic need that must be met by an 

organization to maintain its survival. Here, information 

system is a series of formal procedures where data 

collected, processed into information, and distributed to 

users. The criteria of the information system (among 

others user) are flexible, effective and efficient. Thus, the 

application of system information (SI), the organization 

will be more competitive because it will get many 

benefits from the sophistication of SI. 

Theory of Reasoned Action (TRA) was developed by 

to deals with the attitudes and behavior of individuals in 

carrying out activities or actions that are reasoned in the 

context of using SI [28]. The advantage of SI on the 

grounds that the technology will produce benefits for 

user. In addition, the Technology Acceptance Model 

(TAM) was developed due to offers a basis for obtaining 

a better understanding of user behavior in acceptance and 

use of SI [29]. TAM believes that use SI will increase the 

performance or effectiveness of individuals or 

organizations, in addition to the use of SI is easy and does 

not needs effort from users. A power that supports an 

opinion or an attitude while the meaning of intensity in 

English is intensity which means the quantitative aspect  

 

 

of feelings in which interest and attention are involved 

along with awareness that accompanies an activity or 

someone's experience [30]. Here, intensity is the strength 

or depth of an attitude towards something. Intensity can 

be said as a form of one's attention and interest based on 

the quality and quantity designated by the individual [31]. 

Furthermore, the intensity or the number of activities 

carried out can be seen from the frequency [32]. Thus, 

user satisfaction is the response and feedback generated 

by the user after using the information system. The user's 

attitude towards information systems is a subjective 

criterion regarding how much the user likes the system 

used. The noise forming satisfaction namely Match 

expectations is a level of conformity between product 

performance expected by consumers and perceived by 

consumers while Interest in returning to visit is a 

consumer's willingness to visit again or make a re-

purchase of a product or service. Thus, a willingness is 

Recommend for products they have felt to friends or 

family. 

 

2. METHODOLOGY 

A. Relationship of System Quality to Intensity of Use 

The improvement in system quality that needs to be 

considered is the ease-of-use factor [33]. The poor quality 

of the system can reduce the user's desire to access the 

information system which results in reduced frequency of 

access to the information system. Here, a system quality 

has no significant effect on system use [34, 35]. 

 

H1: A good quality system will increase the intensity of   

  use. 

 

B. Relationship between System Quality and User 

Satisfaction 

The quality of the information system can be seen from 

the software's ability to produce information in 

accordance with the wishes of its users. Therefore, the 

quality of the information system is the main signal in 

measuring the level of end user satisfaction of an 

application [36]. Thus, a system quality has a positive and 

significant effect on customer satisfaction. 

 

H2: Good system quality will increase user 

satisfaction. 

 

C. Relationship of Information Quality to Intensity of Use 

There is a significant association between information 

quality and intensity of use. The increasing the trust of 

users of information systems is expected to further 

improve their performance. Here, a quality of information 

has a positive and significant effect on the intensity of use 

while a quality of information does not have a significant 

effect on the intensity of use. 

 

 

 



 

Journal of Multidisciplinary Academic                                     RESEARCH ARTICLE 
 

418 

H3: Good quality information will increase the 

intensity of use. 

 

D. Relationship of Information Quality to User 

Satisfaction 

The better the quality of information, would be more 

appropriate decisions anyway. If the information 

produced is not of high quality, it will have a negative 

effect on user satisfaction of information systems. Here, 

the information quality has a significant effect on 

customer satisfaction [37, 38]. 

 

H4: Good quality information will increase user 

satisfaction. 

 

E. Relationship between Usage Intensity and Usage 

Satisfaction 

The easy use of a system related to who uses it level in 

the attitude of accepting and rejecting an information 

system cannot meet user needs [39]. Here, user 

satisfaction will not increase and future use will not be 

realized. Thus, the usage Intensity has a significant effect 

on Customer Satisfaction on User Satisfaction [40]. 

 

H5: Good use intensity will increase user satisfaction. 

 

3. RESULT AND DISCUSSION 

In order to achieve the result, we proposed a new causal 

design. Here, causal design is a research that is useful for 

analyzing the relationship between one variable and 

another. Furthermore, this design is use a quantitative 

approach based on primary data collection from a survey 

method by distributing questionnaires to 140 respondents. 

This study we use Structural Equation Modeling (SEM) to 

determine the relationship and influence between variables. 

The Structural Equation Modeling (SEM) is an analytical 

technique that allows testing a series of relationships 

simultaneously over conceptual framework model (see 

Figure 1). 

 

 
 

Figure 1. Conceptual Framework Model 

 

A. Research variable 

The variables involved in this study are system quality, 

information quality, user intensity as the dependent 

variable and user satisfaction as the independent variable 

(see Figure 2). 

 

 
Figure 2. Structural Equation Model (SEM) 

 

Hypothesis testing shows the influence and significance 

level between the test variables. The level of significance 

is seen through the P Value with the assumption that if the 

P Value <0.05, it is said to be significant and said to be 

insignificant if the P Value is ≥ 0.05 and the value of the 

construct reliability (CR) > 1.96 then the hypothesis can 

be accepted. After testing the hypothesis, it is known that 1 

in 5 hypotheses have a significant positive relationship 

while 4 hypotheses are proven insignificant. This research 

refers to previous research and existing theories (see Table 

I). 

 

Table I. Final Test Estimation Results 
Assessment Variable  Estimation S.E. C.R. P 

Intensity easy use <--- System quality ,113 ,180 ,627 ,531 

Intensity easy use <--- Information quality ,013 ,272 ,049 ,961 

Customer Satisfaction <--- System quality ,701 ,309 2,268 ,023 

Customer Satisfaction <--- Information quality ,440 ,365 1,204 ,228 

Customer Satisfaction <--- User intensity ,116 ,107 1,081 ,280 

 

 
B. Quality system doesn’t increase the intensity of use. 

Based on the results of testing at the above hypothesis, it 

was found that data analysis does not support the 

hypothesis H1 is the quality of the system affect the 

intensity. Based on this estimation result can be seen that 

the quality system can be applied over Esa Unggul 

University website but does not increase the intensity of 

use. 

 

C. System quality does not improve user satisfaction. 

The results of testing on this hypothesis, it found that the 

results of the analysis that support the H2 hypothesis, 

namely the quality of information has an effect on user 

satisfaction, meaning that the better the quality of the 

system provided by Esa Unggul University, the more 

satisfied the user will be, conversely the worse the quality 

of the system provided, the user does not feel satisfied. 

 

D. The quality of information that is either going to 

increase the intensity of use. 

Based on the results of the statistical research above, the 

intensity of use has an influence on the intensity of use. 

This means that the high and low intensity of use at Esa 

Unggul University will affect the intensity of use. Good 

information has a very good impact on users' desire to 

continue to visit the website to get information about Esa 

Unggul University. 
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E. Information quality does not increase user satisfaction. 

Based on the results of testing this hypothesis, it was 

found that the results of data analysis did not support the 

H4 hypothesis, namely the quality of information had no 

effect on user satisfaction, the conclusion was that the 

quality of information had no effect on user satisfaction. 

The quality of information available on the Esa Unggul 

University website does not provide satisfaction to website 

users. 

 

F. Intensity of use does not increase user satisfaction. 

Results of testing this hypothesis, it was found that the 

analysis results do not support the hypothesis H5 is 

intensity use of influence over customer satisfaction, 

meaning that quality systems have no effect on user 

satisfaction. Although the website is frequently visited, it 

does not increase user satisfaction. 

 

G. Managerial Implications 

The information can be said to be accurate if can be 

provide or say information in accordance with existing and 

appropriate facts. Information is data that has been 

processed into a form that has meaning for the recipient 

and has real value, so that it can be used as a basis for 

making decisions, and is felt for current decisions or future 

decisions. Accurate means thorough, precise, accurate. To 

get accurate information that needs to be considered are; (i) 

Ask the local security or security guard, not just anyone 

who is passing by; (ii) Conformity between information 

needs and the information we are looking for (obtained) It 

could be that the sources of the information we use are 

accurate (in the sense of reliable and accountable sources), 

but the information we get will be inaccurate; (iii) The 

process of transferring information from source to 

recipient. The process of transferring information can be 

through seeing, reading, listening, or feeling. To be able to 

get accurate information, each of these functions must 

work well. It could be that the source and suitability of 

information needs have been met properly, but the transfer 

process is not running according to standards. 

 

4. CONCLUSION 

The study of DeLone Model Assessment and McLean 

Information Success System Over Esa Unggul University 

Website has been successful. Here, we conclude that the 

five proposed hypotheses (four hypotheses that are 

rejected and one hypothesis that is accepted) namely the 

hypothesis (H3) the effect of service quality on customer 

satisfaction. The limitations of this study can be taken into 

consideration for further research. This study we used 140 

respondents while in the previous study using more 

respondents, in this study using AMOS 23 it is expected 

that in subsequent studies using more sophisticated 

analysis tools, namely LISREL, SMART PLS and others. 

  

 

 

The large number of questionnaires caused respondents to 

get bored of seeing so many questions, finally the 

respondents did not really answer the questions from the 

questionnaires that were given. The desired information 

cannot be extracted because respondents are not serious 

about filling out the questionnaire. The limitation of the 

writer in knowing the best time for the respondent to 

gather information is also a factor in the limited 

information obtained 

Based on the research that has been done. Some 

suggestions that can be taken into consideration and input 

for the management of the Esa Unggul University website, 

namely the lack of updated information, the management 

of the Esa Unggul University website should always 

update news or information about news. Esa Unggul 

University website users do not miss the latest 

information which is too long to be opened by visitors 

when they first enter the website and the lack of speed of 

transfer of access on the Esa Unggul University website 

page. Recommendations that can be given are that 

website managers must pay attention to server usage, and 

optimize existing resources on the server properly, 

because this can affect the speed of website access as well 

as in loading its pages. 
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