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This study analyzed user behavior in mandatory information systems and 
their effect on user satisfaction and individual performance within the 
organization. The method used was quantitative causality. The sampling 
technique was convenience sampling. The population was 3,336 employees 
of the Ministry of Foreign Affairs of the Republic of Indonesia and the 
representative offices abroad. A total of 345 samples were selected based 
on certain criteria. The data was analyzed using SEM AMOS. The study's 
findings show that the system's quality can affect user satisfaction and 
individual performance. The quality of the information presented cannot 
affect the individual performance; it only affects user satisfaction in 
decision-making. The influence of digital skills on user satisfaction is 
relatively low and insignificant. The digital skill of using the mandatory 
information system is an operational skill but can affect individual 
performance. In conclusion, a mandatory information system can enhance 
user satisfaction and individual performance if the organization improve 
the system's quality through technological updates.     

INTRODUCTION 

Information and communication technology has led to technology integration into aspects of human 
life. The use of technology aims to make human work more effective and efficient (Zhong & 
Appelman, 2014). Technology without digital skills is nothing. Individuals with digital skills 
determine job success (Bilan et al., 2023; van Laar, Ester, van Deursen, Alexander J.A.M; van Dijk, Jan 
A.G.M; de Haan, 2020). Organizations need employees who can work quickly, efficiently, and 
effectively (Lyle M. Spencer & Spencer, 2012). Therefore, the use of technology must meet certain 
requirements or qualifications. Accountants must be good at accounting information systems, and 
bank tellers must be good at banking transaction systems.  

The success of information systems depends on how individuals use and obtain satisfaction. The use 
of information systems can affect individual behavior and perception. Some literature states that 
factors such as ease of use, reliability, and technical support can affect individuals' use of information 
systems (Petter et al., 2008; Venkatesh et al., 2003). Individual acceptance can lead to satisfaction, 
performance, and organizational productivity (Yusof et al., 2008). Individual freedom to choose and 
adopt information systems is influenced by social factors (Venkatesh et al., 2003). On the other hand, 
individuals are no longer free to choose when using a particular information system (Bhattacherjee 
et al., 2018); it is a mandatory information system. The use of information systems is a challenge for 
organizations to increase productivity and satisfaction.   
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System quality and information quality are measures of the quality of the information system itself 
(Gorla et al., 2010). System quality represents the quality of information processing, modern 
technologies, and easy features. According to another perspective, system quality is the characteristic 
of an information system service that focuses on the usability and performance aspects of the system 
itself (DeLone & McLean, 2003; Urbach & Müller, 2012). Based on this research, the system's quality 
consists of complexity, flexibility, navigation, and usability (Laumer et al., 2017).  

The information quality is an important factor in organizational success (Al-Mamary et al., 2018). 
The better the information quality obtained, the more accurate the decision will be. Information 
quality can be used to measure the quality of information systems and meet user specifications. The 
quality of information significantly affects satisfaction of decision-making (Gorla et al., 2010). In line 
with this perspective, DeLone and McLean stated that the quality of information can affect user 
satisfaction and individual and organizational performance (Petter et al., 2008). This study measures 
information quality through completeness, relevance, timeliness, usefulness, format, consistency, 
and understandability (Laumer et al., 2017). 

Individuals who gain access to training and experience using information systems can affect the ease 
of use of information systems (Maillet et al., 2015; Venkatesh et al., 2003). Digital skills determine an 
individual's intention to accept a particular information system (Izuagbe et al., 2019). Laudon 
emphasized that users need to understand the organization's information systems. If users have 
digital skills and understand how to use information systems, they will feel they own and use them 
well (Laudon, 2018).  

In a simple concept, digital skills are defined as a person's ability to use computers and the internet 
efficiently and effectively (Izuagbe et al., 2019; Maji & Laha, 2020). Digital skills generally include two 
components: computer skills and internet skills. Van Deursen further proposes a conceptualization 
of digital skills that takes into technical or media aspects (intermediate skills), substantial or content 
aspects (content skills), formal, information, and communication aspects (operational skills) and 
strategic skills (Helsper & van Deursen, 2015; Van Deursen et al., 2014; van Laar, Ester, van Deursen, 
Alexander JAM; van Dijk, Jan AGM; de Haan, 2020). This study measures operational, information 
navigation, social, and creative skills (Van Deursen et al., 2014). 

Meanwhile, in the context of information systems, user satisfaction is the user's emotion to accept 
the quality of the information system related to the user's needs or expectations (Isaac et al., 2018; 
Vaezi et al., 2016). This satisfaction is usually measured from various aspects, such as system 
usability, information quality output, efficiency, user-friendly features, and technical support 
(Urbach & Müller, 2012; Wixom & Todd, 2005). In addition, user satisfaction is the level of 
satisfaction in experiencing the information system and the benefits individuals and organizations 
feel (DeLone & McLean, 1992, 2003; Isaac et al., 2017; Laumer et al., 2017; Petter et al., 2008; Tam & 
Oliveira, 2017; Yusof et al., 2008). In this study, user satisfaction consists of satisfaction with the 
decision, meet the expectations, effectiveness satisfaction, efficiency satisfaction, and overall 
satisfaction (Isaac et al., 2017; Tam & Oliveira, 2017). 

Organizations focus on improving performance and productivity (Rahayu & Chadhiq, 2021). Three 
elements influence organizational productivity: human resources, business processes, and 
information technology (Abubakar & Palisuri, 2019; Hrabal et al., 2021). Several studies show that 
information technology influences performance (Khin & Ho, 2019; Pradhan & Jena, 2017). Robbins 
and Judge (2020) state that individual performance is assessed based on six elements: quality, 
quantity, timeliness, effectiveness, independence, and work commitment (Rahayu & Chadhiq, 2021; 
Robbins & Judge, 2020). In this study, individual performance is grouped into three elements: task 
performance, adaptive performance, and contextual performance (Pradhan & Jena, 2017). 

Based on the description, research on the effect of system quality, information quality, and digital 
skills on user satisfaction and individual performance in mandatory information systems is very 
interesting to discuss. There are two questions to answer: can mandatory information systems 
enhance user satisfaction and individual performance within the organization? what factors can 
affect it? 
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MATERIALS AND METHODS 

Research framework 

 

Figure 1: Research framework model 

The IS Success Model DeLone & McLean inspires the research framework model above. This model 
measures the influence of information systems on individuals and organizations. DeLone and McLean 
identified six elements of information system success: system quality, information quality, usage, 
user satisfaction, individual impact, and organizational impact. (DeLone & McLean, 1992). The 
involvement digital skills using the Marsh model, emphasizes the importance of digital skills in digital 
work (Marsh, 2018; Van Deursen et al., 2014). 

Hypothesis 

To answer the research questions, the hypothesizes are as follows: 

H1 : System Quality has a significant positive effect on User Satisfaction 

H2 : Information Quality has a significant positive effect on User Satisfaction 

H3 : Digital Skills have a significant positive effect on User Satisfaction 

H4 : System Quality has a significant positive effect on Individual Performance 

H5 : Information Quality has a significant positive effect on Individual Performance 

H6 : Digital Skills have a significant positive effect on Individual Performance 

H7 : User Satisfaction has a significant positive effect on Individual Performance 

Population and sample 

This study involved employees at the Ministry of Foreign Affairs of the Republic of Indonesia who 
work at the head office in Jakarta, Indonesia, and the representative offices abroad (mission abroad). 
The population was 3,336 employees, and the sample was 345 employees. They were selected based 
on the following criteria: at least one year of work experience and having applied to the e-office 
information system for at least three months. 

Procedure and instrument  

The method used was quantitative causality research. The sampling technique was convenience 
sampling. The questionnaire was distributed online using the organization's e-mail. The study was 
conducted for 15 months, from September 2022 to December 2023. 

The research instrument uses a Likert scale of 1 to 5 to measure user attitudes, opinions, and 
perceptions. The research instrument, known for its reliability, consists of 5 variables with 7 
statement items. The total questionnaire is 35 items.  

Data analysis  

This study's analysis uses Structural Equation Modelling (SEM). The data was calculated using the 
SPSS and SEM AMOS software. 
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RESULTS 

Sample 

Table 1: Sample description (n=345) 

 

Based on the table above, there are more male samples (205 employees) than females (140 
employees). The most participating sample was 122 employees (35%) aged 36 < 45 years. 
Meanwhile, the most working period is 11 < 20 years with 123 employees (36%). The highest level 
of education is a Bachelor's, with 208 employees (60%). The second is Master's, which has 105 
employees (30%). This condition shows that employees at the Ministry of Foreign Affairs of the 
Republic of Indonesia and Representative Offices of the Republic of Indonesia abroad have high 
educational standards. 

 

Figure 2: Work area 

The distribution of the sample who work at the Ministry in Jakarta, Indonesia (head office) is 209 
employees (61%). Meanwhile, the sample who work at the representative office of the Republic of 
Indonesia abroad (mission abroad) is 136 employees (39%). 

 

Figure 3: Subregion area 
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Based on the subregion area, the largest samples were in Southeast Asia (22 employees) and West 
Asia (22 employees). The fewest samples were in Northern Europe (2 employees) and West Africa 
(2 employees). 

Validity and reliability 

The validity test was measured using the Product Moment formula. The item is declared valid if the 
r-count value > r-table and the significance value is < α (0.05). The r-table value is determined by df 
= N-2 with a significance level of 5%, so df is 345-2=343, and the r-table is 0.105. Cronbach's Alpha 
value > 0.6 is said to be reliable. The results of the validity and reliability test of all research 
instruments were declared valid and reliable. 

Table 2: Validity and reliability 
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Goodness of Fit 

The research model's feasibility is measured by evaluating the output loading factor based on the 
Goodness of Fit (GoF) criteria. The modified structural model met the parameters and measurement 
criteria of Goodness of Fit (GoF). The following is a modified model.   

 

Figure 4: Model modification results 

The table of fit summary shows that all criteria achieved a good fit. Here is the resume: CMIN/DF = 
1.219; IFI = 0.991; TLI/NNFI = 0.988; CFI = 0.991; NFI = 0.952; RFI = 0.939; GFI = 0.961; AGFI = 0.944; 
and RMSEA = 0.025. 

Table 3: Goodness of Fit (GoF) summary 

 

 

Construct reliability and variance extracted 

The research construct is declared valid and reliable in the SEM model if the construct reliability (CR) 
value is > 0.7 and the variance extracted (AVE) value is > 0.5. In this calculation, all indicators and 
variables of this research are declared valid and reliable. 
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Table 4: Construct reliability and variance extracted 

 

Hypothesis Test 

Hypothesis testing on the structural model was carried out by conducting p-value significance test. 
The hypothesis is acceptable if the p-value < 0.05 and the t-value ≥ 1.96. 

Table 5: Hypothesis testing results 

 

DISCUSSION AND CONCLUSION 

Discussion 

The effect of system quality on user satisfaction (hypothesis 1) 

Previous research has shown a large and significant positive influence of system quality on user 
satisfaction (Bandiyono & Naufal, 2020; Tam & Oliveira, 2017). Nurbani et al. stated that system 
quality has a significant positive effect on user satisfaction, which in turn has a significant positive 
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influence on individual performance (Nurbani et al., 2019). Other studies have found that system 
quality has a positive but insignificant effect on user satisfaction (Rahayu & Chadhiq, 2021). 

The results of the hypothesis test show that system quality has a significant positive effect on user 
satisfaction. Hypothesis 1 is accepted. The p-value = 0.000 < 0.05 and t-value = 4.946 > 1.96. The e-
office information system is easy to navigate despite its complex features. Users feel satisfied because 
the performance of the e-office is effective. The high quality of the system causes users to feel satisfied 
with their experience using the information system. This study's results support the research of 
Bandiyono & Naufal (2020), Nurbani et al. (2019), and Tam & Oliveira (2017). 

The effect of information quality on user satisfaction (hypothesis 2) 

Based on previous research, information quality positively and significantly influences user 
satisfaction (Tam & Oliveira, 2017). Rahayu and Chadhiq stated that the information quality and the 
quality of information system positively and significantly affect user satisfaction (Rahayu & Chadhiq, 
2021). Information quality determines user satisfaction and influences the manifestation of solutions 
(Erlirianto et al., 2015; Laumer et al., 2017). 

The results of the hypothesis test show that the information quality has a significant positive effect 
on user satisfaction. Hypothesis 2 is accepted. The p-value = 0.000 < 0.05 and t-value = 4.589 > 1.96. 
The information presented by the e-office information system is complete and provides user 
satisfaction, especially in information processing and decision-making. High-quality information 
leads to user satisfaction. The results of this study support the research study conducted by Tam and 
Oliveira (2017) and Rahayu and Chadhiq (2021). 

The effect of digital skills on user satisfaction (hypothesis 3) 

Based on previous research, digital skills affect user satisfaction with information systems 
(Holiawati, 2019). Education and training factors also affect a person's satisfaction (Mohd Aznan et 
al., 2019). 

The results of the hypothesis test show that digital skills do not have a significant positive effect on 
user satisfaction. Hypothesis 3 was rejected. The p-value = 0.276 > 0.05 and t-value 1.089 < 1.96. 
Most employees have the basic skills to manage documents within the mandatory information 
system. Users do not need to install and configure e-office to operate it. Users have no choice but to 
use them regardless of their level of digital skills and the satisfaction received. Information systems 
are designed for all skill levels. In these situations, users with basic or advanced digital skills can feel 
the same satisfaction when using information systems. In this study, user satisfaction is more 
influenced by other factors, such as the quality of the information provided and the system's 
performance to support its needs. The results of this study do not support Holiawati's research 
(2019). 

The effect of system quality on individual performance (hypothesis 4) 

Based on previous research, system and information quality directly affect user performance and can 
indirectly affect organizational performance (Mohamed Ali & Younes, 2013).  

The results of the hypothesis test show that system quality has a significant positive effect on 
individual performance. Hypothesis 4 is accepted. The p-value = 0.000 < 0.05 and t-value = 5.348 > 
1.96. Some features in the e-office are too complex. However, it is easy to use and helps complete 
work. High system quality has a significant positive impact on individual performance. System quality 
is a key factor in achieving individual performance. The speed in processing information and 
producing good output allows individuals to work faster and more efficiently. This study's results 
support the research of Mohamed Ali & Younes (2013). 

The effect of information quality on individual performance (hypothesis 5) 

Previous research shows that information quality has a large and significant positive effect on 
individual performance (Tam & Oliveira, 2017). In line with this research, the quality of information 
can directly affect user performance (Mohamed Ali & Younes, 2013). 
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The results of the hypothesis test show that the information quality does not have a significant 
positive effect on individual performance. Hypothesis 5 is rejected. The p-value = 0.330 > 0.05 and t-
value = -0.973 < 1.96. The complete information presented by the e-office information system does 
not affect individual performance. However, it only affects the decision-making process. Information 
provided through leader directives is only intended for certain employees. The process of searching 
for information quickly has not been optimally carried out by the information system. Individual 
performance may depend more on other factors, such as system quality, skills, experience, and 
motivation, than on the quality of the information itself. This study's results differ from those of the 
research conducted by Mohamed Ali & Younes (2013) and Tam & Oliveira (2017). 

The effect of digital skills on individual performance (hypothesis 6) 

Based on previous research, digital skills positively impact individual performance (Mohd Abas et al., 
2019; Pagani et al., 2016). In another study, digital skills positively influenced individual performance 
through moderating employee agility (Nadzim & Halim, 2022). 

The results of the hypothesis test show that digital skills have a significant positive effect on 
individual performance. Hypothesis 6 is accepted. P-value = 0.022 < 0.05 and t-value = 2.293 > 1.96. 
Digital skills can help employees work to manage documents and speed up work. High digital skills 
allow individuals to work more effectively and efficiently and innovate. The results of this study 
support the research of Mohd Abas et al. (2019) and Pagani et al. (2016). 

The effect of user satisfaction on individual performance (hypothesis 7) 

Based on previous research, user satisfaction has a direct positive and significant effect on individual 
performance (Ameen et al., 2020; Hou, 2012; Nurbani et al., 2019). Isaac et al. used the TAM 
(Technology Acceptance Model) and found that employee satisfaction positively affected 
performance (DeLone & McLean, 2016; Isaac et al., 2018). 

The results of the hypothesis test show that user satisfaction has a significant positive effect on 
individual performance. Hypothesis 7 is accepted. The p-value = 0.001 < 0.05 and t-value = 3.283 > 
1.96. The employees who feel the effectiveness of e-office performance feel satisfied to complete a lot 
of work, and employees can take action during emergencies. Satisfied employees tend to be more 
motivated and committed to their work. They will increase their performance and productivity. 
These findings are support to the research of Nurbani et al. (2019), DeLone & McLean (2016), and 
Isaac et al. (2018). 

CONCLUSION 

The mandatory information system in the organization is used as an obligation of the individual to 
do certain digital work, regardless of satisfaction or dissatisfaction. The quality of the system can 
affect user satisfaction and individual performance. Mandatory information systems are designed to 
provide ease of use and job effectiveness for all skill levels. Digital skills to use mandatory information 
systems are operational skills or basic skills. The influence of digital skills on user satisfaction is 
relatively low and insignificant. The quality of information presented by the mandatory information 
system cannot affect individual performance; it only affects user satisfaction in decision-making. 

Mandatory information systems can enhance user satisfaction and individual performance if 
organizations improve their quality through technological updates. However, mandatory 
information systems can reduce individual motivation and performance if the organization does not 
consider user satisfaction. 

This study has limited references from the aspects of the topic and variables studied. Research 
examining the influence of variables on mandatory information systems still needs to be completed. 
However, this study's findings are expected to positively contribute to academics' and practitioners' 
understanding of the benefits and effects of mandatory information systems in organizations. 

Future studies can include other variables, such as engagement, service quality, and user experience. 
To enrich the diversity of research, it is necessary to consider conducting voluntary information 
system research. 
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