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Abstract

Proposing and developing the right model is necessary to increase the
effectiveness and success of e-government service implementation.
Combining models that highlight technological aspects and psychological
issues can generate satisfaction and improve service quality. This research
develops and tests a combination of the Information System Success Model
(ISSM), Technology Acceptance Model (TAM), and Social Cognitive Theory
(SCT). This research aims to determine the results of the fit model test for the
proposed model and empirically test the factors that significantly affect the
success of e-government through satisfaction. To validate the conceptual
model, PLS-SEM is used. The type of research conducted is quantitative. The
sample used to test the model consisted of SiKeren service users in the
Jember Regency Government, totaling 260 samples, determined using Hair's
theory and probability sampling techniques, particularly simple random
sampling. The results of this study indicate that the proposed model is suitable.
The Standardized Root Mean Square Residual (SRMR) value of 0.070 or <
0.08 indicates that the model is considered to be supported by the measured
data. The Goodness of Fit (GoF) value is 0.686, indicating a strong match

beny.pssi@unej.ac.id between the observed data and the developed model. The model effectively

captures the R-Square value for Perceived Ease of Use, Perceived
Usefulness, and Satisfaction, which have medium criteria with values of 0.595,
0.724, and 0.606, respectively. Of the 16 hypotheses proposed, 12 were
accepted, and 4 were rejected. This study found that Perceived Ease of Use
and Perceived Usefulness are influenced by the constructs of the IS success
model, except that the system quality variable on Perceived Usefulness is not
significant. This study also found that TAM factors significantly influence
computer self-efficacy and satisfaction. The anxiety variable is not significant
to the TAM factor and the cognitive theory of Computer Self-Efficacy. The
overall relationship between the analyzed variables has a small effect size.

1. Introduction

In the application of information technology, the government provides online facilities to deliver services and
information to citizens and stakeholders [11]. E-government was developed to improve the quality of public services
and increase transparency and user participation [11] [29]. E-government services include a wide variety of digital
platforms and applications that can be used to access government, administrative, and service information [36]. In its
implementation, increasing the number of users who utilize e-government is crucial for assessing its success [1] [23].
In the context of mandatory e-government, frequent use of services does not necessarily indicate successful e-
government services; rather, satisfaction can be a better measure of the success of e-government implementation. If
satisfaction is low, then e-government implementation is considered unsuccessful [1]. Therefore, a model is needed
that integrates technological aspects and psychological issues to produce decisions in the form of satisfaction [2].
Models that understand the relationship between the use of e-government services and satisfaction can improve service
quality [1].

Various previous studies on e-government have been conducted in different contexts. Research discussing the
success of e-government is still limited, and further studies are needed to propose and validate the appropriate model
for describing the success of e-government services [10]. In the literature regarding the adoption of e-government
services, the development and validation of integrated models from the Information System (IS) success and the
Technology Acceptance Model (TAM) have been used to analyze user satisfaction with e-government services [1] [10]
[23]. Evidence from the IS literature shows that the Information System Success Model (ISSM) and the Technology
Acceptance Model (TAM) are the most validated and cited models [1] [10] [11]. Some studies employ the ISSM, using
three dimensions, namely system quality, service quality, and information quality, to measure the quality of e-
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government services [4] [27]. The structure that supports the ISSM greatly influences user satisfaction when using e-
government services [10] [28]. Despite extensive research on the ISSM, there is still ongoing debate regarding the most
appropriate construct for measuring IS success [10]. The Technology Acceptance Model is a widely applied theoretical
framework that validates the field of information systems by proposing perceived ease of use and perceived usefulness
[5]. In the context of e-government, previous studies have investigated perceived ease of use and perceived usefulness
as determinants of e-government service adoption [1] [10] [23]. Moreover, the actual success of e-government
development is more complex than simply assessing technology acceptance [27]. In the psychology domain, cognitive
theory is the most cited in describing user satisfaction with e-government services [2] [6]. The literature suggests that
views on self-efficacy, mental states, and certain behaviors related to satisfaction impact the sustainability of using the
implemented technology [2] [6] [19]. Satisfaction measures psychological feelings derived from cognitive assessments
of the use of e-government services [1] [2] [23].

The main objective of this research is to develop and test a combination of IS success models namely the
Information System Success Model (ISSM) [4] and the Technology Acceptance Model (TAM) [5], as well as cognitive
theory [6], in the context of e-government services to improve performance, user engagement, and quality in e-
government services. Researchers construct models by combining the ISSM using System Quality, Information Quality,
Service Quality, and Satisfaction variables [1] [2] [4] [11]. The Technology Acceptance Model (TAM) is added with
variables of Perceived Ease of Use and Perceived Usefulness [1] [5] [10] [23], and Social Cognitive Theory includes
variables of Computer Self-Efficacy [2] [6] [19] [27] and Anxiety [3] [6]. This research focused on understanding the
constructs that affect user satisfaction with e-government services [1] [10] [23]. This study uses user satisfaction as the
dependent variable to assess the success of e-government service implementation [1] [23]. Research data were
collected through questionnaires distributed to SiKeren service users in the Jember Regency Government. The data
analysis process uses PLS-SEM. This research is expected to reveal the results of the fit model test of the developed
model and empirically test the factors that significantly effect on the success of e-government through satisfaction
factors.

2. Research Method
2.1 Previous Research
Previous research on e-government adoption relates to technology and additional factors to consider. Table 1
shows previous research on e-government adoption. Most of the concepts are taken from the TAM [5], ISSM [4], and
SCT [6].
Table 1. Previous Research in E-Government

Author Main Model Antecedents Mediating Moderating Consequence
Perceived System Perceived Ease of Use, Perceived
(2A0|£(68)IJ[I1] lSS.'I\./Ir’u;A‘ M. Quality, Perceived Perceived Usefulness, - Citizen
Information Quality Trust E-Government Satisfaction
| Issm, scT,  Information Quality, g0 etcacy Personal |
Alruwaie et Prior Experience, ; Continuance
ECT, E- ; . Outcome Expectation, - )
al. (2020) [2] Service Quality, : ; Intention
Servqual : Satisfaction
Social Influence
Perceived Usefulness,
Service Quality, Perceived Ease of Use,
Alrahmi et al ISSM, TAM’ Information Quality, Behavior Intention to Use . Usgr .
Perceived . . - Satisfaction with
(2022) [10] System Quality, E-Government, Attitude
Trust . E-Government
Perceived Trust Towards Use E-
Government
ISSM, TAM,
ISSM, TAM, Information Quality,
Rehman Ur Perceived System Quality, Use OT E-Government, Perceived Perceived Net
Hidayat et al. . . Perceived Usefulness, )
Trust, Service Quality, . . Awareness Benefits
(2023) [11] . : User Satisfaction
Perceived Perceived Trust
Awareness
Perceived System
Quality, Perceived "
Alkraiji g . . Citizen
(2020) [23] ISSM, TAM Information Quality, Perceived Usefulness - Satisfaction

Perceived Ease of
Use
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Kaushik & Perceived Adoption of E-
) ISSM, TAM, . . Performance Expectancy,
Mishra SCT, UTAUT Information Quality, - Government

(2019) [3] Technology Anxiety Effort Expectancy Websites

Several empirical and conceptual studies have focused on research regarding e-government adoption [3]. The
Technology Acceptance Model (TAM) and Information System Success Model (ISSM) are the theoretical models that
have been validated by previous research on the adoption of e-government services [1] [10] [23]. Most research focuses
only on technological aspects, while research on user-related factors is still limited [19]. Social Cognitive Theory (SCT)
has been validated as a theory that can assess personal factors in service users [2].

2.2 Information System Success Model (ISSM)

In utilizing information technology to improve work efficiency, DeLone & McLean proposed the concept and
developed the Information System Success Model (ISSM), which consists of three dimensions, namely System Quality,
Service Quality, and Information Quality [4]. Many previous studies have employed the ISSM to evaluate the success
of e-government implementation and make further investments [10] [11]. In addition, IS success is suitable for
enhancing newly implemented or frequently used e-government services [11]. The ISSM provides a more
comprehensive framework for assessing the success of information system implementations by considering both users
and systems [35].

2.3 Social Cognitive Theory (TAM)

This learning is about individual behavior models [2]. This theory considers behavior and social conditions [19].
There is still further scope to identify other constructs to explain the phenomenon of e-government adoption, such as
anxiety, which has received less attention [3]. Computer Self-Efficacy refers to the belief in the user's ability to perform
tasks using technology [2]. Studies include cognitive theories to test satisfaction, which is useful for understanding
actual system users [33].

2.4 Technology Acceptance Model (TAM)

The Technology Acceptance Model (TAM) is used to describe user behavior and attitudes in the acceptance and
utilization of new technology [5]. This model is a straightforward framework that can trace the influence of external
variables on internal variables [1] [23]. In previous research, the Perceived Ease of Use and Perceived Usefulness
variables strongly influence users in adopting e-government services [1] [11]. TAM was developed to improve accuracy,
with Perceived Ease of Use and Perceived Usefulness identified as factors that influence technology acceptance [10].

2.5 Conceptual Model and Hypothesis

Conceptual modeling of validated and significant variables with similar contexts is essential. System Quality
variables show the strongest direct influence on building satisfaction and contribute to e-government services [1] [23].
Information Quality variables are an important factor for the success of e-government [3]. Information quality variables
influence people's ability and determine their overall decisions [2]. Service quality variables play an important role
because they have the most significant influence on satisfaction [2]. For user satisfaction and acceptance of e-
government services, System Quality, Information Quality, and Service Quality variables are significant [11]. The anxiety
variable is a key factor for understanding user attitudes towards technology [3]. The variables perceived ease of use
and perceived usefulness significantly mediate the relationship between the variables that influence the Information
System Success Model (ISSM) and satisfaction in the context of e-government [1] [10]. The Computer Self-Efficacy
variable is a self-assessment factor that influences decisions [2]. The satisfaction variable is the appropriate dependent
variable for measuring the success of e-government service studies [2]. In the context of mandatory users, satisfaction
is the relevant variable [1] [23].

This research develops a conceptual model by combining the Information System Success Model (ISSM), which
consists of constructs of Service Quality, Information Quality, System Quality, and Satisfaction [1] [2] [4] [11], with the
Technology Acceptance Model (TAM), which includes constructs of Perceived Ease of Use and Perceived Usefulness
[1]1[5] [10] [23], and Social Cognitive Theory (SCT), which comprises constructs of Computer Self-Efficacy [2] [6] [19]
[27] and anxiety [3] [6]. The developed research model includes 8 variables and 26 indicators. Figure 1 shows the
results of the conceptual model.
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Figure 1. The Proposed Conceptual Model

2.5.1 System Quality (SIQ)

System Quality is used to measure the effectiveness of technology [4]. Previous research validates the significant
correlation of System Quality variables with Perceived Ease of Use and Perceived Usefulness. The quality of the e-
government system correlates with user convenience, providing fast and reliable access and positive and significant
support [1] [10] [16]. When using e-government services, perceived usefulness will increase if the service provider offers
a good system of quality [11] [17]. The proposed hypotheses are:

H1a: System Quality (SIQ) has a positive and significant effect on Perceived Ease of Use (PEOU)
H1b: System Quality (SIQ) has a positive and significant impact on Perceived Usefulness (PU)

2.5.2 Information Quality (1Q)

Information Quality is used to measure the success of information delivery [4]. Previous research validated the
correlation of Information Quality variables with Perceived Ease of Use, Perceived Usefulness, and Computer self-
efficacy, and the results were significant. E-government services become more interactive, increasing user convenience
[10][11] [18]. Information quality corresponds to the assessment of citizens regarding whether the information provided
is accurate, complete, clear, and timely, thereby providing positive and significant support in task completion [1] [11]
[17]. Information quality influences people's ability to access and read information and determines their overall decisions
[5] [22]. The proposed hypotheses are:

H2a: Information Quality (1Q) has a positive and significant effect on Perceived Ease of Use (PEOU)
H2b: Information Quality (IQ) has a positive and significant effect on Perceived Usefulness (PU)
H2c: Information Quality (IQ) has a positive and significant effect on Computer Self-Efficacy (CSE)

2.5.3 Service Quality (SQ)

Service Quality is essential for improving the efficiency of public services [4]. Previous research has validated the
correlation between Service Quality and Perceived Ease of Use, Perceived Usefulness, and Computer-Self Efficacy,
with significant results. Quality services can optimize the e-government process, creating a significantly positive
relationship between service quality and perceived ease of use [11] [18]. A high level of Service Quality provides users
with more comfortable access, thus significantly impacting Perceived Usefulness from the perspective of e-government
adoption [10] [11]. Service Quality can also act as a motivation or an external stimulus for self-efficacy [2] [24]. The
proposed hypotheses are:

H3a: Service Quality (SQ) has a positive and significant effect on Perceived Ease of Use (PEOU)
H3b: Service Quality (SQ) has a positive and significant effect on Perceived Usefulness (PU)
H3c: Service Quality (SQ) has a positive and significant effect on Computer Self-Efficacy (CSE)
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2.5.4 Anxiety (ANX)

Anxiety is the body's natural reaction to stress, characterized by feelings of fear or worry experienced by users
when using technology [3]. Previous research has validated a significant correlation between Anxiety and Perceived
Ease of Use, Perceived Usefulness, and Computer Self-Efficacy. In this study, Anxiety emerged as a major issue
affecting technology use among adults, particularly the elderly, highlighting a negative relationship with perceived ease
of use [12] [13]. Anxiety also has a negative relationship with perceived usefulness, as supported by the results [13]
[22] [25]. Furthermore, anxiety has a negative and significant effect on computer self-efficacy [14][15]. The proposed
hypotheses are:

H4a: Anxiety (ANX) has a negative and significant effect on Perceived Ease of Use (PEOU)
H4b: Anxiety (ANX) has a negative and significant effect on Perceived Usefulness (PU)
H4c: Anxiety (ANX) has a negative and significant effect on Computer Self-Efficacy (CSE)

2.5.5 Perceived Ease of Use (PEOU)

Perceived Ease of Use measures the extent to which a person believes that using a particular system does not
require effort [5]. Previous research validates the significant correlation between Perceived Ease of Use (PEOU) and
Perceived Usefulness (PU), and Satisfaction. In the context of e-government, the impact of PEOU on PU makes sense
from a conceptual point of view because user ease results in less effort required to use online services for completing
tasks [1] [16] [17] and provides positive and significant support for the relationship between PEOU and PU [16] [17].
Perceived Ease of Use has a positive relationship with Satisfaction [10]. The proposed hypotheses are:

Hb5a: Perceived Ease of Use (PEOU) has a positive and significant effect on Perceived Usefulness (PU)
H5b: Perceived Ease of Use (PEOU) has a positive and significant effect on Computer Self-Efficacy (CSE)

2.5.6 Perceived Usefulness (PU)

Perceived Usefulness measures the extent to which a person believes that using a particular system increases
job performance [5]. Previous research has validated a significant correlation between Perceived Usefulness and
Satisfaction. There is a causal relationship between Perceived Usefulness and Satisfaction factors regarding the
required e-government services [1] [26]. The proposed hypothesis is:

H6: Perceived Usefulness (PU) has a positive and significant effect on Satisfaction (SA)

2.5.7 Computer Self-Efficacy (CSE)

Computer Self-Efficacy is the user's perception of their ability to perform certain computer activities [6]. Previous
research validates the significant correlation of Computer Self-Efficacy variables with Perceived Usefulness and
Satisfaction. Self-Efficacy positively affects Perceived Usefulness [13] [20]. Self-Efficacy has a positive and significant
influence on Satisfaction [2] [19] [21]. The proposed hypotheses are:

H7a: Computer Self-Efficacy has a positive and significant effect on Perceived Usefulness (PU)
H7b: Computer Self-Efficacy has a positive and significant effect on Satisfaction (SA)

2.6 Sample

The research respondents were SiKeren service users within the Jember Regency Government. The number of
samples was determined using Hair's theory [7]. To determine the sample size, it is better to have a required sample
size that is 10 times the number of indicators [7]. In this study, 26 indicators were used, so the number of samples is
260. This study uses probability sampling, specifically simple random sampling [8], because the number of each
category and the total population is unknown.

2.7 Research Instrument

The instrument was developed from a review of the literature and previous research that has been adapted to
the object of study. The instrument used in this study consisted of 26 questions, utilizing a four-point Likert scale
representing the values: strongly disagree, disagree, agree, and strongly agree. Variables with negatively keyed items,
such as anxiety, were reverse-scored [32].

2.8 Validity Testing

The validity test is used to understand how well the indicator represents the measured variable. Validity is tested
by checking convergent validity, specifically the outer loading value, which should be > 0.7, and the Average Variance
Extracted (AVE) value, which should be > 0.5 [7]. Furthermore, discriminant validity is checked by ensuring that the
Cross-Loading value for each item has a higher correlation with the variable it measures and lower correlation with
other variables, with a critical value > 0.7. The square root value of the AVE must also be higher than the correlation of
other constructs using Fornell-Larker [7].
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2.9 Reliability Testing

A reliability test assesses the consistency of a measurement instrument. It is conducted by evaluating Composite
Reliability (CR) > 0.7 and Cronbach’s Alpha (CA) > 0.7 [7].

2.10 Data Analysis
2.10.1 Model Fit Test

The model fit test is used to assess the level of conformity between the developed model and the research data
[7]. The model fit test evaluates the Standardized Root Mean Square (SRMR), which should be < 0.08, and the
Goodness-of-fit (GoF) with value criteria (0.36 high; 0.25 medium; and 0.1 low) [7].

2.7.2 Structural Model Analysis

Structural model analysis is used to check the relationships between the variables of the proposed model [7].
Path Coefficient testing employs the bootstrapping method with a significant level of 5% (0.05). The Original Sample
value (O) indicates whether the correlation between variables is positive or negative. A t-value > 1.96 and a p-value <
0.05 are required, along with R-Square criteria values (0.75 strong; 0.50 medium; and 0.25 weak) [7]. The effect size
value is assessed with criterion value (f2 2 0.8 large, 0.5 < 2 < 0.7 medium, and f2< 0.2 or 0.2 f2< 0.4 small) [9].

3. Results and Discussion
3.1 Data Collection

In this study, 260 respondents were SiKeren service users. Data were collected through both online and offline
distribution. The demographic characteristics of the respondents are shown in Table 2.

Table 2. Demographic Characteristics of Respondents

ltem Characteristics Frequency ltem Characteristics Frequency
Gender Female 136 Education Undergraduate 207
Male 124 Graduate 24

20-30 23 Ph.D. -

Age 31-40 55 Agency of Origin Elementary School 110
41 - 50 92 Junior High School 26
> 50 90 Community Health Center 29
Education Diploma 29 Regional Government Office 95

Table 2 shows that the majority of respondents were female, with an average age range of 41 to 50. Most
respondents were undergraduate graduates, and the majority of respondents' agency of origin was ASN in Public
Elementary Schools in Jember Regency.

3.2 Validity Testing
3.2.1 Convergent Validity

Convergent Validity was tested by ensuring the Outer Loading value was > 0.7 and the Average Variance
Extracted (AVE) value was > 0.5 [7]. The result of convergent validity test results is shown in Table 3.

Table 3. Convergent Validity Test results

Variable ltem Outer AVE Variable ltem Outer Loading ~ AVE
Loading
System SiQ1 0.827 Computer Sef- CSE1 0.826
Quality SIQ2 0.912 0.809 Efficacy CSE2 0.908 0.782
SIQ3 0.955 CSE3 0.916
Q1 0.917 PEOU1 0.883
Information 1Q2 0.897 Perceived Ease PEOU2 0.892 0.782
Quality IQ3 0.745 0.715 of Use PEOU3 0.886
1Q4 0.811 PEOU4 0.877
Service SQ1 0.980 0.966 Anxiety ANX1 0.853 0.795
Quality SQ2 0.986 ) ANX2 0.929
PU1 0.837 Satisfaction SA1 0.862 0.809
Perceived PU2 0.937 SA2 0.932
Usefulness PU3 0.888 0.776
PU4 0.946
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PU5 0.923
PUG 0.738

Table 3 shows that the Outer Loading values for all indicators are > 0.7. This indicates that each latent variable
has been successfully explained by its indicator. The Average Variance Extracted (AVE) value for all variables is > 0.5,
indicating that each indicator strongly correlates with the latent variable. The construct explains more than 50% of the
variance of its indicators, suggesting that convergent validity has been achieved.

3.2.2 Discriminant Validity
Discriminant validity is assessed by analyzing the cross-loading value with a critical value > 0.70 and the square
root value of the AVE [7]. The test results of each item's cross-loading value have met the critical value of > 0.70, being
higher with the variable it measures and lower with other variables. The square root of the AVE value using Fornell-
Larcker is shown in Table 4.
Table 4. Square Roots of AVE

Variable SIQ IQ SQ PEOU PU CSE ANX SA
SIQ 0.900

1Q 0.437 0.845

SQ -0,002  0.144 0.983

PEOU 0.497 0.788 0.302 0.884

PU 0.130 0.438 0411 0.788 0.881

CSE 0.448 0.446 0.495 0.630 0.292 0.884

ANX -0.076 -0.019 0.573 0.293 0.380 0.233 0.891

SA 0.644 0.618 0.105 0.578 -0.001  0.408 0.098 0.898

Based on Table 4, each variable exhibits a higher correlation with itself than the correlation value with other
variables.

3.3 Reliability Testing
The reliability test is conducted by assessing Composite Reliability (CR) and Cronbach’s Alpha (CA) > 0.7 [7].
The results of the reliability testing for each variable used in the research instrument are shown in Table 5.

Table 5. Reliability Testing Results

Variable Composite Reliability (CR) Cronbach's Alpha (CA)
System Quality 0.927 0.904
Information Quality 0.909 0.865
Service Quality 0.983 0.965
Perceived Ease of Use 0.935 0.907
Perceived Usefulness 0.954 0.941
Computer Self-Efficacy 0.915 0.860
Anxiety 0.885 0.749
Satisfaction 0.892 0.765

According to Table 5, all variables have a Composite Reliability (CR) and Cronbach’s Alpha (CA) value > 0.7,
indicating that they are reliable. These variables will yield consistent results when repeated assessments use the same
instrument.

3.4 Model Fit Test

The model fit test results are used to determine how the model is applied. Model fit can be assessed from the
Standardized Root Mean Square Residual (SRMR) value, which should be < 0.08. The SRMR value obtained is 0.070
or < 0.08, indicating that the model fits the measured data well.

The Goodness of Fit (GoF) value is calculated by multiplying the average AVE root value by the average R-
squared value. The formula for calculating the GoF value is shown in Equation 1.

GoF = VAVE x R?

1
=+/0.804 x 0.586=0.686 ()

Cite: B. Prasetyo, R. Ayuningtiyas, and F. Adnan, “Integrating ISSM and SCT into the TAM Framework: A Conceptual Model and Empirical
Study on E-Government Services”, KINETIK, vol. 10, no. 3, Aug. 2025. https.//doi.org/10.22219/kinetik.v10i3.2221


https://doi.org/10.22219/kinetik.v10i3.2221

314 Kinetik: Game Technology, Information System, Computer Network, Computing, Electronics, and Control

From the calculation of the GoF value, the result is 0.686, which indicates that the model has a high match
between the observed data and the developed model.

3.5 Structural Model Analysis

Structural model analysis begins by examining the R-squared value. R-squared refers to the proportion of
variance in the dependent variable predicted by the independent variable [1]. The R-Square results on four variables
consist of Perceived Ease of Use at 0.595 (59.5%, medium), Perceived Usefulness at 0.724 (72.4%, medium),
Computer Self-Efficacy at 0.422 (42.2%, weak), and Satisfaction at 0.606 (60.6%, medium). The Perceived Ease of
Use, Perceived Usefulness, and Satisfaction variables are well captured by the model, with R-Square values of 0.595,
0.724, and 0.606. This indicates that most of the variance in assessing Perceived Ease of Use, Perceived Usefulness,
and Satisfaction can be explained by certain factors that act as predictors.

Furthermore, the Path Coefficient was tested using the bootstrapping method at a significant level of 5% (0.05).
The hypothesis is significant if the T-statistic value > 1.96 and the P-value < 0.05. For variables that have a positive
influence on other variables, the original sample value is positive; if they have a negative impact, the original sample
value is negative [7]. Furthermore, in the structural model analysis, the effect size is examined. Effect size determines
the magnitude of a variable's correlation or influence on another variable. The hypothesis testing and effect size values
are presented in Table 6.

Table 6. Hypothesis Testing Results

Hypothesis Path Original Sample T-statistics P-value Decision
H1a SIQ > PEOU 0.308 3.989 0.000 Accepted
H1b SIQ > PU 0.086 1.512 0.131 Rejected
H2a IQ > PEOU 0.416 6.413 0.000 Accepted
H2b IQ > PU 0.118 1.974 0.049 Accepted
H2c IQ > CSE 0.484 7.812 0.000 Accepted
H3a SQ > PEOU 0.156 2.243 0.025 Accepted
H3b SQ > PU 0.297 4.810 0.000 Accepted
H3c SQ - CSE 0.218 3.510 0.002 Accepted
H4a ANX > PEOU 0.015 0.351 0.726 Rejected
H4b ANX > PU 0.017 0.471 0.638 Rejected
H4c ANX > CSE 0.049 0.967 0.334 Rejected
H5a PEOU > PU 0.367 4.548 0.000 Accepted
H5b PEOU > SA 0.233 2.258 0.024 Accepted
H6 PU > SA 0.403 3.510 0.002 Accepted
H7a CSE > PU 0.128 2.180 0.030 Accepted
H7b CSE > SA 0.217 3.057 0.002 Accepted

Based on Table 6, in testing the 16 proposed hypotheses, 12 were accepted, and 4 were rejected. As shown in
Table 6, Hypothesis H1a proposed a positive and significant influence between System Quality and Perceived Ease of
Use, with the results supporting this hypothesis (t-statistic = 3.989 > 1.96, p-value = 0.000 < 0.05). Empirical evidence
supports these findings [1] [23], indicating that a high-quality e-government system can make it easier for users to utilize
e-government services. System quality in e-government services is easy to use and useful [10]. Hypothesis H2b
proposes a positive and insignificant influence of System Quality on Perceived Ease of use, with the results not
supporting the hypothesis (t-statistic = 1.152 < 1.96, p-value 0.131 > 0.05). Although the system's quality is good,
perceived ease of use can be determined more by other factors.

Hypotheses H2a and H3a propose a positive and significant influence between Information Quality and Service
Quality on Perceived Ease of Use, with research results supporting this hypothesis (t-statistic = 6.413 > 1.96, p-value
= 0.000 < 0.05) and (t-statistic = 2.243 > 1.96, p-value = 0.025 < 0.05). H2a and H3a are consistent with the literature
findings, namely that information quality and service quality make e-government services more interactive and optimized
to increase user convenience [10] [18]. Service quality and information quality of e-government services determine the
extent to which users find e-government services easy to use [10].

Hypotheses H2b and H3b propose a positive and significant influence between Information Quality and Service
Quality on Perceived Usefulness, with research results supporting these hypotheses (t-statistic = 1.974 > 1.96, p-value
= 0.049 < 0.05) and (t-statistic = 4.810 > 1.96, p-value = 0.000 < 0.05). H2b and H3b align with the literature, indicating
that accurate information quality can support task completion [1] [11] [16], and high system quality provides convenient
access to complete tasks [10] [11]. Service quality and information quality of e-government services influence the extent
to which users find e-government services useful [10].
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Hypotheses H2c and H3c propose a positive and significant influence between Information Quality and Service
Quality on Computer Self-Efficacy, with results supporting these hypotheses (t-statistic = 7.812 > 1.96, p-value = 0.000
< 0.05) and (t-statistic = 3.510 > 1.96, p-value = 0.002 < 0.05). H2c and H3c are consistent with the literature, indicating
that information quality affects people's ability to access e-government services and that users rely on information based
on their own experience [2] [19] Additionally, system quality acts as a motivation for self-efficacy [2] [30].

Hypotheses H4a, H4b, and H4c propose a negative and significant influence of Anxiety on Perceived Ease of
Use, Perceived Usefulness and Computer Self-Efficacy. However, the results do not support these hypotheses (t-
statistic = 0. 351 < 1.96, p-value = 0.726 > 0.05), (t-statistic = 0.471 < 1.96, p-value = 0.638 > 0.05), and (t-statistic =
0.967 < 1.96, p-value = 0.334 > 0.05). The results show that anxiety has no impact on Perceived Ease of Use and
Perceived Usefulness, as noted in [31]. This finding implies that the fear of using the application does not affect users.
If some respondents are accustomed to using technology in their daily activities, their anxiety levels are low, or they do
not allow anxiety to inhibit their perceptions of usability and convenience. Thus, anxiety does not affect users' perceived
ease, usability, and ability.

Hypotheses H5a and H7a propose a positive and significant influence of Perceived Ease of Use and Computer
Self-Efficacy on Perceived Usefulness, with results supporting these hypotheses (t-statistic = 4.548 > 1.96, p-value =
0.000 < 0.05) and (t-statistic = 2.180 > 1.96, p-value = 0.030 < 0.05). H5a and H7a are consistent with the literature
findings that user-friendliness result in less effort in completing tasks [1] [16] [17], and Self-Efficacy refers to the belief
in completing a specific task [12] [13] [20].

Hypotheses H5b, H6, and H7b which propose a positive and significant influence between Perceived Ease of
Use, Perceived Usefulness, Computer Self-Efficacy on Satisfaction, with the results supporting these hypotheses: (t-
statistic = 2. 258 > 1.96, p-value 0.024 = < 0.05), (t-statistic = 3.510 > 1.96, p-value = 0.002 < 0.05), and (t-statistic =
3.057 > 1.96, p-value 0.002 = < 0.05). H5b, H6, and H7b are consistent with previous research supporting the causality
between these three variables and satisfaction. The perceived usefulness variable is a determining factor for perceived
satisfaction. The ability and confidence regarding the user's capacity to perform certain tasks are related to satisfaction
(11121 [19].

In the structural model analysis, the effect size (f2) value is used to determine the magnitude of the effect of an
exogenous variable on endogenous variables [34]. Effect Size () criteria are as follows: a value of 22 0.8 is considered
large, 0.5 < 2 < 0.7 is considered medium, and 7 < 0.2 or 0.2 2 < 0.4 is considered small [9]. The following Table 7 is
the Effect Size () table.

Table 7. Effect Size

Hypothesis Value Description Hypothesis Value Description
SIQ - PEOU 0.126 Small ANX > PEOU 0.001 Small
SIQ > PU 0.012 Small ANX => PU 0.001 Small
IQ > PEOU 0.218 Small ANX > CSE 0.004 Small
1IQ > PU 0.021 Small PEOU > PU 0.154 Small
IQ > CSE 0.254 Small PEOU > SA 0.042 Small
SQ - PEOU 0.034 Small PU > SA 0.152 Small
SQ > PU 0.171 Small CSE > PU 0.024 Small
SQ > CSE 0.051 Small CSE 2> SA 0.049 Small

From the results of Table 7, there are 16 variable relationships that have a small effect. The small effect size
value shows a direct correlation with a small magnitude, meaning that changes in one variable have little impact. Effect
Size (f?) can be used to identify variables that warrant further study. The selection of variables does not need to have a
large or moderate effect size; they can also have a small effect size [35].

4. Conclusion

This research develops and validates the integration of the Information System Success Model (ISSM),
Technology Acceptance Model (TAM), and Social Cognitive Theory (SCT). The results show the proposed model is
suitable. Based on the results of the structural model analysis, the fit model test of the developed model has a
Standardized Root Mean Square Residual (SRMR) value of 0.070, which is less than 0.08, indicating that the model is
considered adequate by the measured data. The Goodness of Fit (GoF) value is 0.686, indicating a high match between
the observed data and the developed model. In addition, Perceived Ease of Use, Perceived Usefulness, and
Satisfaction are captured well by the model. The R-Square values of 0.595, 0.724, and 0.606, respectively, indicate that
most of the variance in assessing Perceived Ease of Use, Perceived Usefulness, and Satisfaction can be explained by
certain factors acting as predictors. Of the 16 proposed hypotheses, 12 were accepted and 4 were rejected. According
to the research findings, variables with a significant effect, namely System Quality, Service Quality, Information System,
Perceived Ease of Use, Perceived Usefulness, and Computer Self-Efficacy, show increased Satisfaction with e-
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government services. The 16 relationships between the analyzed variables have little effect, meaning that changes in
one variable have little impact. Future research can be conducted using similar models developed in different mandatory
e-government contexts. Additionally, future research can consider other variables and increase sample coverage.

5. Implications
5.1 Theoretical Implications

This research aims to combine the Information System Success Model (ISSM), Technology Acceptance Model
(TAM), and Social Cognitive Theory (SCT) into a conceptual model of mandatory e-government service user
satisfaction. The integration of Information System Success Model (ISSM), Technology Acceptance Model (TAM), and
Social Cognitive Theory (SCT) expands the theoretical understanding of the factors that influence success in service
implementation from technical, individual, social and psychological aspects. Empirical studies incorporating
psychological concepts are still limited, and new constructs, especially anxiety constructs, have received less attention.
This research extends the IS success model by integrating the main variables from the Information System Success
Model (ISSM) with variables of System Quality, Service Quality Information Quality and Technology Acceptance Model
(TAM) with variables of Perceived Ease of Use and Perceived Usefulness, along with variables from Social Cognitive
Theory (SCT), namely Anxiety and Computer Self-Efficacy, to provide an understanding of the success of mandatory
e-government services.

This research advances the theory of mandatory e-government adoption in the field of local government services,
which has been little researched. The proposed model can be used to integrate other models by expanding and
deepening research on the success of e-government services.

5.2 Practical Implications

Practical implications based on the results of the analysis model are derived from the significant and insignificant
relationships found within the model. The system quality variable has a significant effect on Perceived Ease of use but
not on Perceived Usefulness, indicating that a good money system is not necessarily considered useful directly by
users. Perceived Usefulness may be more determined by the context of use. The Information quality and Service Quality
variables have a significant effect on Perceived Ease of Use, Perceived Usefulness, and Computer Self-Efficacy,
suggesting that a well-designed system and accurate, relevant information are easier to understand and are perceived
as useful by users. The variables Perceived Ease of Use and Computer Self-Efficacy significantly affect Perceived
Usefulness, indicating that the development of information systems should focus on user experience to be perceived
as optimally useful. The variables Perceived Ease of Use, Perceived Usefulness, and Computer Self-Efficacy are all
significant to Satisfaction. This shows that satisfaction is not only related to the system but can also be influenced by
personal perceptions and user confidence. Strengthening user abilities through training for users aged 41-50 years can
lead to higher levels of satisfaction. The insignificant anxiety variable concerning Perceived Ease of Use, Perceived
Usefulness, and Computer Self-Efficacy shows that, within the context of this study's respondents, anxiety about
technology is not the main factor influencing attitudes toward the system.

6. Limitations and future research directions

This study has several limitations. First, the research is limited to model analysis. Second, it does not provide
recommendations for service providers. Third, the data was obtained from users of the SiKeren application in the
Jember District Government, which means the findings may differ from those of other services.

Future research directions include conducting similar studies using models developed in different mandatory e-
government contexts. Future research should also consider and develop additional variables that affect satisfaction.
Furthermore, increasing the sample coverage will help obtain more representative results.

Notation
AVE  :Average AVE
R? : Average R-Square

References

[1]  Alkraiji, A. I. (2020). Citizen Satisfaction with Mandatory E-Government Services: A Conceptual Framework and an Empirical Validation. IEEE
Access, 8, 117253-117265. https://doi.org/10.1109/ACCESS.2020.3004541

[2] Alruwaie, M., El-Haddadeh, R., & Weerakkody, V. (2020). Citizens’ continuous use of eGovernment services: The role of self-efficacy, outcome
expectations, and satisfaction. Government Information Quarterly, 37(3), 101485. https://doi.org/10.1016/j.9iq.2020.101485

[3] Kaushik, K., & Mishra, R. (2019). Predictors of E-government adoption in India: Direct and indirect effects of technology anxiety and information
quality. International Journal of Business Information Systems, 31(3), 305-321. https://doi.org/10.1504/IJBI1S.2019.101109

[4] DelLone, W. H., & McLean, E. R. (2003). The DeLone and McLean model of information systems success: A ten-year update. Journal of
Management Information Systems, 19(4), 9-30. https://doi.org/10.1080/07421222.2003.11045748

[5] Davis, F. D. (1989). Perceived Usefulness, Perceived Ease of Use, and User Acceptance of Information Technology. MIS Quarterly, 13(3), 319.

© 2025 The Authors. Published by Universitas Muhammadiyah Malang
This is an open access article under the CC BY NC SA license (https://creativecommons.org/licenses/by-nc-sa/4.0/)



https://creativecommons.org/licenses/by-nc-sa/4.0/

Kinetik: Game Technology, Information System, Computer Network, Computing, Electronics, and Control 317

https://doi.org/10.2307/249008

[6] Compeau, D. R., & Higgins, C. A. (1995). Computer Self-Efficacy: Measure And Initial Development Of A Test. MIS Quarterly, 19(2), 189-211.

[7] Hair, J. F., Hult, G. T. M., M.Ringle, C., & Sarstedt, M. (2017). A Primer on Partial Least Squares Structural Equation Modeling. In Long Range
Planning. https://doi.org/10.1016/j.Irp.2013.01.002

[8] Sugiyono. (2013). Metode Penelitian Kuantitatif, Kualitatif Dan R & D. CV Alfabeta.

[9] Cohen, J. (1988). Statistical power analysis for the behavioral sciences (2nd ed.). Hillsdale, NJ: Lawrence Earlbaum Associates

[10] Al-Rahmi, W. M., Uddin, M., Alkhalaf, S., Al-Dhlan, K. A., Cifuentes-Faura, J., Al-Rahmi, A. M., & Al-Adwan, A. S. (2022). Validation of an
Integrated IS Success Model in the Study of E-Government. Mobile Information Systems, 2022. https://doi.org/10.1155/2022/8909724

[11] Hidayat Ur Rehman, I., Ali Turi, J., Rosak-Szyrocka, J., Alam, M. N., & PilaF, L. (2023). The role of awareness in appraising the success of E-
government systems. Cogent Business and Management, 10(1). https://doi.org/10.1080/23311975.2023.2186739

[12] Zhu, X., & Cheng, X. (2022). Staying connected: smartphone acceptance and use level differences of older adults in China. Universal Access
in the Information Society, 23(1), 203—212. https://doi.org/10.1007/s10209-022-00933-4

[13] Liu, N., & Pu, Q. (2020). Factors influencing learners’ continuance intention toward one-to-one online learning. Interactive Learning
Environments, 0(0), 1-22. https://doi.org/10.1080/10494820.2020.1857785

[14] Albashrawi, M., & Alashoor, T. (2020). Entrepreneurial intention: The impact of general computer self-efficacy and computer anxiety. Interacting
with Computers, 32(2), 118-131. https://doi.org/10.1093/iwc/iwaa009

[15] Almaiah, M. A, Alfaisal, R., Salloum, S. A., Hajjej, F., Thabit, S., EI-Qirem, F. A., Lutfi, A., Alrawad, M., Al Mulhem, A., Alkhdour, T., Awad, A.
B., & Al-Maroof, R. S. (2022). Examining the Impact of Atrtificial Intelligence and Social and Computer Anxiety in E-Learning Settings: Students’
Perceptions at the University Level. Electronics (Switzerland), 11(22), 1-22. https://doi.org/10.3390/electronics 11223662

[16] Prasetyo, Y. T., Ong, A. K. S., Concepcion, G. K. F., Navata, F. M. B., Robles, R. A. V., Tomagos, |. J. T., Young, M. N., Diaz, J. F. T., Nadlifatin,
R., & Redi, A. A. N. P. (2021). Determining factors affecting acceptance of e-learning platforms during the COVID-19 pandemic: Integrating
extended technology acceptance model and Delone & Mclean is a success model. Sustainability (Switzerland), 13(15), 1-16.
https://doi.org/10.3390/su13158365

[17] Salloum, S. A., Qasim Mohammad Alhamad, A., Al-Emran, M., Abdel Monem, A., & Shaalan, K. (2019). Exploring students’ acceptance of e-
learning through the development of a comprehensive technology acceptance model./[EEE Access, 7, 128445-128462.
https://doi.org/10.1109/ACCESS.2019.2939467

[18] Jo, H. (2022). Antecedents of Continuance Intention of Social Networking Services (SNS): Utilitarian, Hedonic, and Social Contexts. Mobile
Information Systems, 2022. https://doi.org/10.1155/2022/7904124

[19] Alzahrani, L., & Seth, K. P. (2021). Factors influencing students’ satisfaction with continuous use of learning management systems during the
COVID-19 pandemic: An empirical study. Education and Information Technologies, 26(6), 6787—6805. https://doi.org/10.1007/s10639-021-
10492-5

[20] Gurban, M. A., & Almogren, A. S. (2022). Students’ Actual Use of E-Learning in Higher Education During the COVID-19 Pandemic. SAGE Open,
12(2). https://doi.org/10.1177/21582440221091250

[21] Kao, C. P., Lin, K. Y., Chien, H. M., & Chen, Y. T. (2020). Enhancing volunteers’ intention to engage in citizen science: The roles of self-efficacy,
satisfaction and science trust. Journal of Baltic Science Education, 19(2), 234—246. https://doi.org/10.33225/jbse/20.19.234

[22] Zhu, X., & Cheng, X. (2022). Staying connected: smartphone acceptance and use level differences of older adults in China. Universal Access
in the Information Society, 23(1), 203—212. https://doi.org/10.1007/s10209-022- 00933-4

[23] Alkraiji, A. I. (2020). An examination of citizen satisfaction with mandatory e-government services : comparison of two information systems
success models. https://doi.org/10.1108/TG-01-2020-0015

[24] Alturki, U., & Aldraiweesh, A. (2023). An Empirical Investigation into Students’ Actual Use of MOOCs in Saudi Arabia Higher Education.
Sustainability (Switzerland), 15(8). https://doi.org/10.3390/su15086918

[25] Li, X., Wang, X., & Wei, C. (2022). Antecedents of continuance intention in online learning systems among vocational college students: The
moderating effect of gender. Frontiers in Psychology, 13(December), 1-17. https://doi.org/10.3389/fpsyg.2022.1088270

[26] Al-Fraihat, D., Joy, M., Masa'deh, R., & Sinclair, J. (2020). Evaluating E-learning systems success: An empirical study. Computers in Human
Behavior, 102(March 2019), 67—86. https://doi.org/10.1016/j.chb.2019.08.004

[27] Nookhao, S. and Kiattisin, S. (2023) ‘Achieving a successful e-government: Determinants of behavioral intention from Thai citizens’ perspective’,
Heliyon, 9(8), p. €18944. https://doi.org/10.1016/j.heliyon.2023.e18944

[28] DelLone, W. H., & McLean, E. R. (1992). Information systems success: The quest for the dependent variable. Information Systems Research,
3(1), 60-95. https://doi.org/10.1287/isre.3.1.60

[29] Tambuwun, V. M., N.Pangemanan, F., & Kumayas, N. (2019). Efektifitas Tenologi Informasi Pemerintahan Berbasis Elektronik di Dinas
Komunikasi Informatika Persandian dan statistik Provinsi Sulawesi Utara. Jurnal Governance, 2(2), 1-8.

[30] Alturki, U., & Aldraiweesh, A. (2023). An Empirical Investigation into Students’ Actual Use of MOOCs in Saudi Arabia Higher Education.
Sustainability (Switzerland), 15(8). https://doi.org/10.3390/su15086918

[31] Aditya Suryawirawan, O. (2021). BISMA (Bisnis dan Manajemen) The effect of college students’ technology acceptance on e-commerce
adoption. 14(1), 46—62. https://doi.org/10.26740/bisma.v12n1.p46-62

[32] Blut, M., & Wang, C. (2020). Technology readiness: a meta-analysis of conceptualizations of the construct and its impact on technology usage.
Journal of the Academy of Marketing Science, 48(4), 649—-669. https://doi.org/10.1007/s11747-019-00680-8

[33] Almogren, A. S., & Allammaz, N. A. (2022). The integrated social cognitive theory with the TAM model: The impact of M-learning in King Saud
University art education. Frontiers in Psychology, 13(November). https://doi.org/10.3389/fpsyg.2022.1050532

[34] Khaerunnisa, G., Mulyana, R., & Abdurrahman, L. (2023). Pengujian Pengaruh Tata Kelola Ti Terhadap Transformasi Digital Dan Kinerja
Asuransi a Menggunakan Structural Equation Modeling. JIPI (Jurnal limiah Penelitian Dan Pembelajaran Informatika), 8(2), 381-392.
https://doi.org/10.29100/jipi.v8i2.3469

[35] Santoso, A. (2010). Studi Deskriptif Effect Size Penelitian-Penelitian di Fakultas Psikologi. 1-17.

[36] Kala, D., Chaubey, D. S., Meet, R. K., & Al-Adwan, A. S. (2024). Impact of user satisfaction with e-government services on continuance use
intention and citizen trust using TAM-ISSM framework. Interdiscipli nary Journal of Information, Knowledge, and Management, 19, Article 1.
https://doi.org/10.28945/5248

Cite: B. Prasetyo, R. Ayuningtiyas, and F. Adnan, “Integrating ISSM and SCT into the TAM Framework: A Conceptual Model and Empirical
Study on E-Government Services”, KINETIK, vol. 10, no. 3, Aug. 2025. https.//doi.org/10.22219/kinetik.v10i3.2221


https://doi.org/10.22219/kinetik.v10i3.2221
https://www.astm.org/Standards/E2368.htm
https://doi.org/10.1016/j.heliyon.2023.e18944

318 Kinetik: Game Technology, Information System, Computer Network, Computing, Electronics, and Control

© 2025 The Authors. Published by Universitas Muhammadiyah Malang
This is an open access article under the CC BY NC SA license (https://creativecommons.org/licenses/by-nc-sa/4.0/)


https://creativecommons.org/licenses/by-nc-sa/4.0/

