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ABSTRACT OF THE THESIS 

An Analysis of End-User Satisfaction and Its Influential Factors:  

A Case Study on Principal Permit Application of  

National Single Window for Investment in Indonesia 

by 

Purwo Wiyatmanto 

Master of Arts in Public Management 

International University of Japan, 2015 

Professor Hun Myoung Park, Supervisor 

 

The purpose of this study is to analyze factors that determine users’ satisfaction with 

principal permit application and its implication on individual performance. This study 

employs structural equation model (SEM) by applying modified DeLone and McLean 

(1992, 2003) model. This study tests the validity and reliability of measurements by 

using confirmatory factor analysis (CFA). This study analyzes data from 

questionnaires obtained from 102 respondents who use the application. Result of this 

study shows that information system quality and service quality have significant 

positive influence on user satisfaction. Information quality has positive but no 

significance effects on user satisfaction. This study also finds that users’ satisfaction 

significantly influences individual performance.  

 

Keywords: information quality, information system quality, service quality, user 

satisfaction, individual performance. 

` 

IU
J I

NTERNAL U
SE O

NLY



iv 
 

ACKNOWLEDGEMENT 

 

First and foremost, I would like to thank God, the almighty, whose every 

blessing has made everything possible for me to complete the research successfully 

and finish my study at IUJ punctually.  

My deepest gratitude and respect to my supervisor, Professor Hun Myoung Park, 

for his very valuable knowledge and expertise, guidance, critique, and patience 

throughout this research as well as during my study at IUJ. I would also like to 

express my gratitude to my examiner, Professor Kyohei Yamada, for his precious and 

constructive suggestion so that this rese could be improved.  

I would like to express my appreciation to all faculty members for every 

valuable lecture which have broadened my knowledge. My sincere thanks also go to 

all staff at IUJ for their excellent support to students.  

I would like to express my grateful to the Investment Coordinating Board who 

give me the opportunities to get higher level of education, and Ministry of National 

Development Planning who awarded me a prestigious scholarship.  

Many thanks go to all my fellows at IUJ for wonderful time and friendship, at 

my office for their selfless assistance, and to all people who have supported me to 

complete the research and study directly or indirectly. 

Finally, thanks you so much to my beloved parents, family, brother, and sister 

who always pray and give me courage and continuous support so that I can 

accomplish my study here. 

 

 

` 

IU
J I

NTERNAL U
SE O

NLY



v 
 

TABLE OF CONTENTS 

 

ABSTRACT OF THE THESIS iii 

ACKNOWLEDGEMENTS iv 

TABLE OF CONTENTS v 

LIST OF TABLES AND FIGURES vii 

CHAPTER ONE: INTRODUCTION  1 

CHAPTER TWO: LITERATURE REVIEW 4  

2.1 User Satisfaction 5 

2.2 Information Quality 5 

2.3 Information System Quality 6 

2.4 Service Quality 7 

2.5 Individual performance 8 

CHAPTER THREE: BACKGROUND 10 

3.1 Investment Procedure in Indonesia 11 

3.2 Principal Permit 12 

3.3 Business Permit 14 

3.4 National Single for Investment (NSWi) 14 

3.5 Users’ Complaint Observation 15 

CHAPTER FOUR: DATA AND METHODS 19 

4.1 Population and Sample 19 

4.2 Online Survey Question Administration 20 

4.3 Dependent Variables 21 

4.4 Independent Variables 22 

4.4.1 Information Quality 22 

` 

IU
J I

NTERNAL U
SE O

NLY



vi 
 

4.4.2 Information System Quality 23 

4.4.3 Service Quality 23 

4.5 Method 24 

CHAPTER FIVE: FINDINGS 27 

5.1 Descriptive Statistic 27 

5.2 Validity and Reliability Instrument Testing 28 

5.3 Estimates of Structural Equation Model 29 

5.4 Result of Measurement Model 30 

5.5 Result of Structural Model 31 

CHAPTER SIX: DISCUSSION  34 

6.1 Hypothesis Analysis 34 

6.2  Gap among User Opinion, The Prediction, and Users’ Complaint Data 35 

6.3 The Policy Implication 35 

CHAPTER SEVEN: CONCLUSION  37 

REFERENCES  39 

APPENDIX 45 

 

 

 

 

 

 

 

 

` 

IU
J I

NTERNAL U
SE O

NLY



vii 
 

LIST OF TABLES 

4.1 Description of demographic variables 20 

5.1 Descriptive statistical of manifest variables used 27 

5.2 Factor loading for five latent variables 28 

5.3 Goodness-of-fit criteria 29 

5.4 Parameter estimates of measurement model 31 

5.5 Parameter estimates of structural model 32 

   

LIST OF FIGURES 

3.1 The number of complaints from January 2011 to December 2013 16 

3.2 The number of complaints of Principal Permit categorized by system         

quality and information/data quality 17 

3.3 The number of complaints of Business Permit categorized by system           

quality and information/data quality 17 

3.4 Investment Realization compared to Investment Target 18 

5.1 Path diagram of structural equation model 33 

 

 

 

 

 

 

` 

IU
J I

NTERNAL U
SE O

NLY



1 
 

CHAPTER ONE 

INTRODUCTION 

 

Clarity and easiness of investing is one focus to improve investment climate in 

Indonesia. Development of one stop services (OSS), investment service integration, 

has become the government's agenda for the registration and establishment of 

business fields. However, large variations of regional licenses, involvement of various 

ministries, and lack of integrated information still remain obstacles. 

The Indonesia Investment Coordinating Board (BKPM) makes mandatory the 

development of National Single Window for Investment (NSWi) portal. This portal is 

aimed at supporting the implementation of OSS by providing easy access to 

information and accelerating the process of licensing investment. NSWi portal is 

supposed to assist public officers to serve investors who want to obtain their 

investment permits fast and easily. The success of information system that improves 

productivity depends on how information system is utilized, and how it satisfies users 

need (Goodhue &Thompson, 1995). 

End-user satisfaction with information systems can be used as one measure of 

the success of an information system (Doll &Torkzadeh, 1988). However, since 

NSWi portal was launched in January 2010, studies about the user satisfaction with 

the system have not been conducted yet. Consequently, it is difficult for organization 

to decide which parts of the portal need to be improved. 

Principal permit application, one of the NSWi portal sub system, is main focus 

in this research because this application generates the basic permit that investors must 

have, and this application was first developed and has simple business process 

` 

IU
J I

NTERNAL U
SE O

NLY



2 
 

compared to business permit application. Therefore, it is important to assess how far 

this application meets users' satisfaction. 

One way to measure the satisfaction level is to know how many complaints are 

received by the organization (Stone, 2011).  When the number of complaints 

decreases, the level of end-user satisfaction should be increased. An IT manager, who 

is responsible for the development of principal permit application, says that the 

number of complaints is decreasing over time along with the development of principal 

permit application with average 0.27 complaints per users. However, he predicts that 

75 percent of users were not satisfied with current information system because they 

often encountered some problems in the system when they served the investors. It 

shows that the number of complaints that IT management received could be 

misleading if the level of end-user satisfaction was low. 

If many users were not satisfied with an application then what factors 

influenced user satisfaction? Which dimension of the application need to be improved 

to meet users' satisfaction? What policy had been made to improve user satisfaction? 

Does user satisfaction have positively effect to user performance? This research 

captures overall picture of end-user satisfaction by analyzing end-user responses 

about principal permit application. The result can be valuable input for the 

organization to decide which parts of the application need to be improved.  

This paper consists of seven chapters.  Chapter two reviews literature on user 

satisfaction with information system theories and empirical studies. The background 

of investment procedure and National Single Windows for Investment (NSWi) are 

explained in chapter three. Data and Method used in this paper are described in 

chapter four. Chapter five summarizes findings, and Chapter six discuses findings and 
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their implications. Finally, conclusion, research limitation, and recommendation are 

described in chapter seven. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

` 

IU
J I

NTERNAL U
SE O

NLY



4 
 

CHAPTER TWO 

LITERATURE REVIEW 

 

It is believed that information system (IS) offers competitive advantages to 

organizations: supporting decision making, creating value for customers, increasing 

profits, and improving services (Thong, J. Y., & Yap, C. S., 1996; McFarlane, F. W., 

1984).   However, when they implement it, organization faces condition whether it is 

successful or failed (Montazemi, 1988); thus, it is important to measure IS success 

(Myers et al., 1997). In order to evaluate information system, the concept of IS 

success is the main standard that is considerably accepted throughout IS research (Rai 

et al, 2002). Furthermore, Doll and Torkzadeh (1998) state that end-user satisfaction 

with information system can be used to measure IS success. The end-user satisfaction 

then becomes integral part in the development of the IS success model. 

There are several IS success models that have been developed. DeLone and 

McLean (1992) developed IS success model that describes six basic criteria to 

measure the IS success: information quality, system quality, system use, end user 

satisfaction, individual impact, and organizational impact. In 2003, they updated their 

model by adding service quality as criteria of IS success model. Doll and Torkzadeh 

(1988) constructed the End-User Computing Satisfaction model that has five criteria 

as dependent variables (satisfaction): content, accuracy, format, ease of use, and 

timeliness. Baroudi and Orlikowski (1988) introduced the model that has three criteria 

to measure IS success: EDP staff attitude, responsiveness, and quality of relationship 

with user; output quality; and user training and involvement.  
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2.1 User Satisfaction 

The definition of user satisfaction is the degree of users' confidence in the 

information system to satisfy their information need. (Guimaraes, Staples, and 

McKeen, 2003). In the research literature and in practice, user satisfaction is often 

used as a surrogate measure of the effectiveness of information systems (Melone, 

1990). Furthermore, Doll and Torkzadeh (1988) define the end-user satisfaction as 

user feeling or emotion toward application they use directly. Doll and Torkzadeh 

(1988) used traditional survey of 618 respondents to research user satisfaction by 

modifying the instrument. Their research resulted in 12 item instruments measuring 

user satisfaction with the systems and information quality that was obtained from end 

users information systems. 12 item instruments were divided into five components: 

content, accuracy, format, ease of use, and timeliness. Doll and Torkzadeh (1988) 

established the validity and reliability of these instruments. 

In addition, Somers, Nelson, and Karimi (2003) findings indicate that all the 

instruments of user satisfaction have assured validity and reliability to measure the 

success of an information system. McGill, Hobbs, and Klobas (2003) conducted the 

empirical study in the overall dimensions of the information systems success model of 

DeLone and McLean (1992). Their research involved end-users who act as system 

developers as well at the same time. The results show that the end-user satisfaction 

with information system plays a significant role in determining the use of the 

application system. 

2.2 Information Quality 

Information quality is quality of output in the form of information produced by 

the information system (Rai et al., 2002). There are some dimensions to assess the 
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quality of information: authenticity, accuracy, completeness, uniqueness (no 

redundancy), timeliness, relevance, comprehensibility, precision, conciseness, and 

informativeness (Weber, 1999). The better quality of information, the more precise 

decisions will be reached. If the information generated is not qualified, it will have 

negative effect on user satisfaction. Seddon and Kiew (1996) conducted tests on the 

influence of the quality of this information on the user satisfaction with information 

systems. The test results showed that the quality of information positively related to 

end-users satisfaction with information systems. 

By using the system, the users expect that they will get the information they 

need. Characteristics of the information generated in a particular information system 

may differ from the information from other information systems. Information system 

which is able to generate information timely, accurately, appropriately, relevant will 

affect the user satisfaction. The higher quality of information produced by information 

system will improve end-user satisfaction with information system; therefore, the first 

hypothesis is that information quality of principal permit application positively affects 

user satisfaction. 

2.3 Information System Quality 

Information system quality is the characteristics of the information system that 

are required to produce desired information. (DeLone & McLean, 1992). Davis et al. 

(1989) and Chin and Todd (1995) defined the quality of the information system as 

perceived ease of use; that is, the level of how much user s perceive that computer 

technology is relatively easy to understand and use. It is shown that if the users feel 

that the system is easy to use, they do not require much effort to use it, and they will 

have more time to do other things that improve their performance. According to 
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Seddon and Kiew (1996) findings, it shows that there is a positive relationship 

between the information system quality and user satisfaction. 

McGill et al. (2003) conducted empirical study of the relationship between the 

quality of information systems and user satisfaction. This research involved the end-

user who also acted as system developer. The finding concluded that there is a 

positive relationship between user satisfactions with the quality system if the end-

users of the information system do not act as system developers. Meanwhile, there is 

no significant relationship between user satisfactions with the quality system if the 

end-user also acts as system developers. 

The level of user satisfaction on the computer system is reflected by the quality 

of their owned information system (Guimaraes, Igbaria, & Lu 1992; Yoon, Guimaraes, 

& O'Neal, 1995). If according to the perception of the users, the quality of 

information system is acceptable, then they will tend to feel satisfied using the system. 

The higher quality of the information system is predicted the higher level of 

satisfaction of the end users of the information system; thus, the second hypothesis is 

that information system quality of principal permit application positively affects user 

satisfaction. 

2.4 Service Quality 

Quality of service is the user's perception on the services offered by application 

provider. Originally, Parasuraman, Zeithaml, and Berry (1985) designed the service 

quality instrument to measure customer satisfaction. They defined the quality of 

service as the ratio between customer expectations and their perceptions of the quality 

of customer service provided. Watson, Pitt, and Kavan (1998) were the first 

researchers who applied the service quality to information systems research. 
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Ketingger and Lee (1994) conducted study by comparing the validity and 

reliability of the instrument of service quality and user satisfaction. The finding 

showed that between these two variables generally are mutually exclusive and 

complementary. On the basis of this in a model of information system success is built, 

Myers (1997) suggests that it is necessary to add the variable quality of service in 

measuring the success of an information system. 

By using the service quality measurement instrument developed by Parasuraman 

et al. (1985), Jiang, Klein, and Crampton (2000) analyzed the relationship between 

service quality and end-users satisfaction of information systems. Their results 

showed that the measurement instruments of service quality were valid for 

information system research. 

Myers et al. (1997) stated that the quality of service as well as the quality of 

systems and the quality of information influence user satisfaction. This statement is 

supported by DeLone and McLean (2003), and they suggest that service quality 

should be included as one influential criteria of IS Success.  If the users feel that the 

quality of services provided by the application provider is satisfactory, then they tend 

to be satisfied using the system. The higher service quality provided, the more 

satisfied the user toward the system; therefore, the third hypothesis is that service 

quality positively affects user satisfaction. 

2.5 Individual Performance 

The impact of the use of an information system on individual users is defined as 

the degree to which a person believes that using a particular system can improve 

his/her performance (Davis et al., 1989). Seddon (1997) defines the individual's 

performance as users' opinion of specific application systems is how it can be used to 
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improve their performance in the organization. Davis et al. (1989) also conducted a 

study that aims to develop a valid measurement scale for measuring the impact of 

individual performance on individuals who use information system. 

DeLone and McLean (1992) tested the relationship between the end-user 

satisfaction and the individual's performance. They stated that the impact of 

information systems on individual performance and the degree of user satisfaction 

have a reciprocal relationship. However, the information system success model 

proposed by Seddon (1997) as opposed to a well-established model of DeLone and 

McLean (1992) does not mention that both of these related variables are reciprocal. 

He stated that the impact of the use of information systems on the form of individual's 

performance improvement will affect the level of user satisfaction.  

Rai et al. (2002) analyzed the relationship between the increase of end-user 

performance and user satisfaction with information systems. The results showed that 

the benefits or effects of the use of information system affect the user satisfaction. 

Moreover, Livari (2005) conducted research on the success of applying the new 

information system to the users of information systems in an organization. The results 

showed that there is positive relationship between individual impact variable and user 

satisfaction variable; therefore, the fourth hypothesis is that user satisfaction 

positively affects individual performance. 
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CHAPTER THREE 

BACKGROUND 

 

Investment is vital for the growth and acceleration of economic in a country 

especially in Indonesia, which still needs investment for developing. The capital can 

be used as a tool to restore the economy, create jobs, and reduce poverty. Since the 

decentralization policy was introduced in 1999, many local governments have 

developed a range of licensing services and investment patterns. However, there are 

still many obstacles to obtain the investor's capital. The Second Book of National 

Medium-Term Development Plan (RPJMN) 2010 points out six problems in 

investment. One of the problems is still complex, time consuming, and unclear 

procedure of investment permit that lead to poor investment services compared to 

investment licensing services in competitive countries (Prianti, 2010). 

Indonesia Government through Investment Coordinating Board (BKPM) 

initiated One Stop Service (OSS) to attract investors.  The OSS is defined as the 

implementation of licensing activities in investment board to manage investment 

process starting from the proposal stage to the issuance of permits stage. 

The OSS policy organizes ministries which have authorities in issuance of 

particular permits related to investment to delegate their authorities to investment 

board: BKPM at the central government level, the Regional Investment Board 

(PDPPM) at the provincial level, and the District/City Investment Board (PDKPM) at 

the municipal level. Depending on their investment location, investors only need to go 

to one place, investment board, instead of going to every ministry to handle their 

` 

IU
J I

NTERNAL U
SE O

NLY



11 
 

permits; therefore, it can give them time and cost efficiency. 

The policy orders investment board to simplify the investment procedure and 

give transparent, detailed, up-to-date, and clear information about investment 

regulation so that investors will not get confused and they have legal certainty. The 

policy also regulates how information technology supports business process of 

investment approval in investment board; thus, the process can be easily monitored by 

investors. 

The Law No. 25 in 2007 is to assist investors in obtaining ease of services, 

fiscal facilities, and investments information. However, the law regulates only one 

stop service in general way. In order to regulate procedure and implementation of 

OSS, government introduced the Government Regulation No. 27 in 2009, the 

Chairman of BKPM Regulation No. 12 in 2009 (guideline and procedure investment 

application), the Chairman of BKPM Regulation No. 14 in 2009 (electronic 

investment licensing information and service system (SPIPISE)), and the Chairman of 

BKPM Regulation No. 6 in 2011 (procedures for implementation, training, and 

reporting one stop service in investment). 

According to the Chairman of BKPM Regulation No. 14 in 2009 about the 

SPIPISE, all users can access the system through the National Single Window for 

Investment (NSWi) portal. This portal is divided into two main modules: investment 

information and services modules, and principal permit application constitutes service 

modules. The users of this system are investors who want to get the permit and public 

officers who process the permit. 

3.1 Investment Procedure in Indonesia 

In order to invest in Indonesia, first stage that investors must follow is 
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preparation. In this stage, investors have to obtain principal permits from BKPM, 

establish limited liability company from the Ministry of Law and Human Right with 

the help of notary, and research the open sectors for investment under the Negative 

Investment List. 

The second stage is pre-operation. In this stage, foreign investors must obtain 

facilities and necessary permits such as obtaining import identification number for 

manufacturing companies from BKPM and submitting investment  activities report 

every 3 months to BKPM; obtaining facilities such as machinery import duty 

exemption and approval of tax facilities from the Directorate General of Tax Ministry 

of Finance; obtaining permits such as building permit, and domicile certificate from 

local government; and obtaining permits from relevant ministries, such as plantation 

permits. 

The third stage is commercial operation. In this stage, foreign investors must 

obtain business permit before starting commercial operation, the General Import 

Identification Number (API-U), and the Material Import Duty Exemption from 

BKPM. They have to submit the Investment Activities Report (LKPM) every 6 

months to BKPM and obtain periodic operation permits, such as construction service 

permits from relevant ministries. 

3.2 Principal Permit 

This principal permit is basic permit to implement investment planning and the 

requirement to obtain the other permits in accordance with their business area. 

In order to obtain principal permit, foreign investors must propose investment 

planning to BKPM that consists of information about the business, the amount of 

money they want to invest, production planning, projected turnover,  the amount of 
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labor, and the list of shareholders. 

There are several types of principal permits: new principal investment permit, 

principal permit for expansion, principal permit for changes in investment, and 

principal permit for merger. 

New principal investment permit is initial government approval before 

investing. This permit is required when investors want to start a new business, change 

capital structure from domestic-owned into partially or fully foreign-owned, and 

produce new products. It takes three working days to obtain this permit. 

Principal permit for expansion is initial government approval before business 

expansion. This permit is required for manufacturing when there is expansion of 

production facility of the same product class by more than 30 percent in the same 

location and for non-manufacturing when there is additional business activity or 

expansion of production capacity. It takes three working days to obtain this permit. 

Principal permit for changes in investment is initial government approval 

before changes in investment plan or realization. This permit is required when there 

are changes in company name, company address, taxpayer's number (NPWP), 

business activity, including production capacity, estimation of yearly sales and export, 

investment plan, capitalization and its sources, land area, Indonesia worker employed, 

project completion time, and project location from what initially stated in principal 

permit. It takes five working days to obtain this permit. 

Principal permit for merger is for two or more merged companies that all have 

obtained business permit and have or have not obtained principal permit. It takes 10 

working days to obtain this permit. 
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3.3 Business Permit 

Investors require this business permit in order to carry out their production 

activities or commercial operation on either goods or services as implementation of 

principal permit.  Business permit consists of four types of permits: new business 

permit, business permit for expansion, business permit for changes in investment, and 

business permit for merger. 

New business permit is needed when investors start operation or production; 

that is, when 80 percent of machinery has been installed for manufacturing and when 

all infrastructure is ready for other companies. It takes seven working days to obtain 

this permit. 

Business permit for expansion is required when investors, after principal permit 

for expansion is approved, start operation in business expansion; that is, when 80 

percent of machinery has been installed for manufacturing and when all 

infrastructures is ready for other companies. It takes seven working days to obtain this 

permit. 

Business permit for changes in investment is needed when there are changes in 

business activities after initial business permit is obtained; that is, when there is 

diversification of production activities without additional investment or changes in 

capacity, when the previous business permit expires, and when location changes to 

another available location. It takes five working days to obtain this permit. 

Business permit for merger is required for merged companies when they start 

operation. It takes seven working days to obtain this permit. 

3.4 National Single Window for Investment (NSWi) 

The system provides online solution for applying for permits such as principal 
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permit and business permit issuance in Indonesia. The objective of this system is to 

bring efficiency in permit processing mechanism; thus, facilitate applicant in 

obtaining permits. By using this system, investors can apply for investment permits 

and obtain information regarding the process. Applicants can start using this system 

after applying for access rights, except for investment registration application. 

3.5 Users’ Complaint Observation 

Since NSWi was launched in January 2010, Data Processing and Information 

Center has received many complaints from the users. The users encountered many 

problems to operate the application. The output of the application does not meet their 

need, and they have to contact the IT staff member to adjust the output. Not only does 

it take long time to adjust it, but also it often creates some errors that trigger another 

complaint. Only few number of IT staff members and vendors know the developing 

tools. It is very expensive to hire IT experts.  

During 2011 to 2013, the organization added the number of IT personnel by 11 

people, replaced some application module from proprietary application to open source 

application, recruited IT expert to educate IT personnel to overcome the problem and 

reduce the number of complaints.  

Figure 3.1 shows that the number of complaint for principal permit application 

and business permit application is decreasing overtime, however the difference is not 

significant. Compared to business permit application, principal permit application has 

few number of complaints because it is first developed therefore it is long enough to 

make improvements. Network and hardware/software has a stable number of 

complaints. Most of the complaint is about maintenance problem such as hardware 

error, hardware replacement, re-installation of the application and software, and 
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electricity maintenance. The graph shows the number of complaints per total users. 

Principle permit application has 272 users, Business permit application has 279 users, 

Network has 873 users, and HW/SW has 423 users. 

If it is drilled down into system quality and information/data quality, Figure 3.2 

and Figure 3.3 show that the many users complaint about information/data quality 

generated by the application compared to system quality.  

Figure 3.1 The number of complaints from January 2011 to December 2013. 

 

 

 

 

 

 

 

 

 

 

Source: Indonesia Investment Coordinating Board, 2015 

 
 
 
 
 
 
 
 
 
 
 

 

` 

IU
J I

NTERNAL U
SE O

NLY



17 
 

 

 

Figure 3.2 The number of complaints of Principal Permit categorized by system 
quality and information/data quality. 
 

 

 

 

 

 

 

 

Source: Indonesia Investment Coordinating Board, 2015 

Figure 3.3 The number of complaints of Business Permit categorized by system 
quality and information/data quality. 
 

 

 

 

 

 

 

 

 

Source: Indonesia Investment Coordinating Board, 2015 

 

The organization made policies that affect its performance as it is shown in 

Figure 3.4 that the organization has achieved its target from 2011 to 2013.  

 

` 

IU
J I

NTERNAL U
SE O

NLY



18 
 

 

Figure 3.4 Investment Realization compared to Investment Target. 

 

 

 

 

 

 

 

 

 

Source: Indonesia Investment Coordinating Board, 2015 
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CHAPTER FOUR 

DATA AND METHODOLOGY 

 

This chapter describes data and method used to measure user satisfaction with 

principal permit application. 

4.1 Population and Sample 

The population is 271 users who are eligible to use principal permit application. 

They are divided into 3 parts: 10 users at BKPM office, 31 users at the Regional 

Investment Board (PDPPM), and 230 users at The District/City Investment Board 

(PDKPM). 

Sample size is 185 users including 10 in BKPM Office, 29 in the Regional 

Investment Board (PDPPM), and 146 in the District/City Investment Board 

(PDKPM)1. Simple random sampling was conducted for users at PDPPM and in 

PDKPM based on region. There is one user in every region for PDPPM. There are 

two users in every region for PDKPM; therefore, there are 29 of 31 region for 

PDPPM and 73 of 115 regions for PDKPM. Each region is given a random number 

between bottom value and top value is generated until the sample size is achieved. 

As of November 21st , 2004, the total number of responses was 116 (63.7 

percent response rate). 14 of 116 responses were discarded due to an inappropriate 

answer; therefore, the final number of responses is 102 (55 percent of the sample). 

After importing data from MySQL database server to Excel format, sorting 

back the random question, and cleaning process, the data was inserted to stata for 

further statistical analysis. 

1Slovin's Formula n = N/(N*(e^2)+1) where n=sample, N=population, e=error tolerance (0.05) 
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Table 4.1 shows that most of the respondents are male and only 37.25 percent 

are female. The main groups of respondents are aged 26-35 (55 percent). 77.45 

percent of respondents hold bachelor's degrees. Many respondents are from district 

with 68.63 percent. The percentage of respondents who use the application between 1-

2 years and more than 2 years has a very slight difference with 41.18 and 42.16 

percent respectively. 

 

 

 

 

 

 

 

 

 

 

 

 

4.2 Online Survey Question Administration 

Data in this study was collected through survey that was conducted from 

September 25th to November 21st  2004. Online survey was chosen in order for cost 

and time saving and data processing efficiency. It is also because respondents are 

distributed across large geographic areas. The respondents were assumed to be 

familiar with the computer because they use computers to access the principal permit 

application in their daily jobs. The respondents can use their PC, laptops, or smart 

 

Table 4.1 Description of demographic variables. 
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phones to access the questionnaire online anywhere and anytime even with low 

bandwidth. The author developed his own online survey application in September 

2004, on the server of PT. Master Web Network (www.masterweb.com). 

Pretest was conducted in advanced to ensure that the questions are 

understandable for the respondent to minimize bias.  The information about the online 

surveys were disseminated to every respondent using phone, fax, and email or in the 

training session conducted by data processing and information center.  

In order to increase the response rate, supporting letter from the head of data 

processing and information center was attached in the questionnaire form online, 

respondents were reminded to fill out a questionnaire, and the online survey 

application was developed in simple, plain design, and easy to use. 

The interviews were conducted to gather data and information from four 

officials who involve and fully understand about the research area. They are the 

section heads of network infrastructure and hardware, the section head of data 

realization, the section head of principal data, and staff members of the information 

system management sub division.  

4.3 Dependent Variables 

The first dependent variable is user satisfaction (USAT) with the principal 

permit application. This variable is to measure the level of user satisfaction with 

principal permit application based on their perception by using six Likert scale from 

one (strongly disagree) to six (strongly agree). The highest number means that the 

user is satisfied with principal permit application. The questions to measure this 

variable are whether principal permit application provides accurate Information (v8), 

principal permit application provides information when it is needed (v10), principal 
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permit application provides Information that meets users’ need (v11), principal permit 

application is easy to use (v12), performance of principal permit application is fast 

enough (v14).  

The second dependent variable is individual performance (PERFORM). This 

variable is to measure user perception on how the principal permit application 

improve their performance by using six Likert scale from one (strongly disagree) to 

six (strongly agree). The highest number means that the user is satisfied because the 

application improves their performance. The questions to measure this variable are 

whether the respondent use the principal permit application more often (v35), the use 

of  principal permit application in my jobs enables me to accomplish my task more 

quickly (v36), the use of principal permit application in my jobs increases my 

productivity (v37), the use of principal permit application enhances effectiveness in 

my jobs (v38), the use of principal permit application makes my jobs more efficient 

(v39), it is easy to do my jobs by using principal permit application (v40), the use of 

principal permit application is useful to me to do my job (v41). 

4.4 Independent Variables 

Independent variables are information quality (INQUA), system information 

quality (SYSQUA), service quality (SERQUA). Satisfaction (USAT) serves as both 

an independent and a dependent variable (mediatory variable). 

4.4.1 Information Quality 

The variable of information quality is to measure user perception on information 

quality of principal permit application by using six Likert scale from one (strongly 

disagree) to six (strongly agree). The highest number means that the user is satisfied 

with information quality of principal permit application. The questions to measure this 
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variable are whether principal permit application provide sufficient information (v6), 

principal permit application provides clear information and easy to understand (v7), 

principal permit application provides up to date information (v9), principal permit 

application is often frustrating(v18). 

4.4.2 Information System Quality  

The variable of information system quality is to measure user perception on 

quality of principal permit application by using six Likert scale from one (strongly 

disagree) to six (strongly agree). The highest number means that the user is satisfied 

with quality of principal permit application. The questions to measure this variable are 

principal permit application is easy to learn (v13), principal permit application can be 

accessed anywhere and anytime when it is needed (v15), I do not find significant error 

in the principal permit application that hamper my jobs (v16), I believe that principal 

permit application is cumbersome to use (v17). 

4.4.3 Service Quality  

The variable of service quality is to measure user perception on service quality 

of IT support by using six Likert scale from one (strongly disagree) to six (strongly 

agree). The highest number means that the user is satisfied with service quality of IT 

support. The questions to measure this variable are whether I have a good working 

relationship with personnel of data processing and information center (v19); attitude 

of personnel of data processing and information center in providing services to the 

users is friendly and cooperative (v20); personnel of data processing and information 

center give fast response to users complaint (v21); personnel of data processing and 

information center can be reliable to solve user's problem or difficulty (v22); 

personnel of Data Processing and Information Center BKPM have good knowledge, 

` 

IU
J I

NTERNAL U
SE O

NLY



24 
 

experience, and skill to answer user questions, to give suggestion and solution (v23); 

personnel of data processing and information center is willing to receive feedback or 

suggestions  from the users (v24); personnel of data processing and information center 

is aware of and understand what the users need (v25); if I need assistance regarding 

principal permit application, personnel of data processing and information center is 

willing to help (v26). 

4.5 Method 

This research employs descriptive statistical analysis and structural equation 

model (SEM). Descriptive statistical analysis is used to extract and describe the data.  

SEM is used to describe relationship among observed variables and determine 

the extent to which the proposed or theoretical model is supported by survey data 

(Byrne, 2012). SEM emphasizes the analysis of a measurement model followed by a 

structural model. A measurement model specifies the relationships among observed 

variables underlying the latent variables. The observed variables and the latent 

variables are linked by a pair of factor equations:  

𝐱𝐱 =  𝚲𝚲𝐱𝐱 𝛏𝛏 + 𝛅𝛅  

𝐲𝐲 =  𝚲𝚲𝐲𝐲 𝛈𝛈 + 𝛆𝛆  

where 𝛏𝛏 (ksi) is exogenous variables or a m × 1 random vector of latent dependent 

variables. 𝛈𝛈 (eta) is endogenous variables or a n × 1 random vector of latent 

independent variables. x is a q × 1 vector of observed (exogenous) indicators of the 

independent latent variables 𝛏𝛏. y is a p × 1 vector of observed (endogenous) indicators 

of the dependent latent variables 𝛈𝛈. 𝛅𝛅 (delta) is a q × 1 vector of measurement errors 

in an observed exogenous variable x.  𝛆𝛆 (epsilon) is a p × 1 vector of measurement 

errors in an observed endogenous variable y. 𝚲𝚲𝐱𝐱 (lamda x) is a q × n coefficients 
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matrix of the regression of x on 𝛏𝛏. 𝚲𝚲𝐲𝐲 (lamda y) is a p × m coefficients matrix of the 

regression of y on 𝛈𝛈.  

A structural model specifies relationship among the latent variables including 

the directional their relationship.  The model assumes that variables are related by a 

system of linear structural equations.  

𝛈𝛈 =  𝑩𝑩𝛈𝛈 +  𝚪𝚪𝛏𝛏 + 𝛇𝛇  

where 𝑩𝑩 (beta) is a m × m coefficients matrix of the 𝛈𝛈 in the structural relationship (B 

has zeros in the diagonal elements). 𝚪𝚪 (gamma) is a m x n coefficients matrix of the 𝛏𝛏 

in the structural relationship. 𝛇𝛇 (zeta) is a m × 1 vector of equation errors (residual) in 

the structural relationship between 𝛈𝛈 and 𝛏𝛏.  

Within the framework of SEM, second-order confirmatory factor analysis 

(CFA) is used as initial step to assess the validity and reliability of the measurement 

model. CFA is commonly displayed as path diagram in which the observed variables 

and the latent variables are represented as square and circle consecutively. 

Analyzing structural model relate to correlation relationships among latent 

variables and among latent and observed variables. The focus in structural models is 

on testing the strength and direction of substantive relationships among variables 

based on theoretical model. A single headed arrow that represents the direction 

between two latent variables indicates a hypothesized. SEM provides simultaneous 

regression equations where one variable can serve as both an independent and a 

dependent variable.  

After measurement and structural model are defined based on theoretical model, 

the next step is to use the observed data to estimate the parameter specified and 

evaluating goodness-of-fit. The goodness-of-fit evaluation is to find out whether the 
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model fits the observed data or not. This test includes 𝛘𝛘𝟐𝟐, Root Mean Square Error of 

Approximation (RMSEA), and Comparative fit index (CFI)/Tucker-Lewis index 

(TLI).  𝛘𝛘𝟐𝟐 is classic goodness-of-fit indicator which relied on a very firm hypothesis 

of Σ=S (Brown, 2006:81); however, researchers typically do not rely only on this 

indicator because it is problematic (Jöreskog, 1969 in Albright & Park, 2009, p. 6). 

The model does not match the data well if 𝛘𝛘𝟐𝟐 is large, and the null hypothesis is 

rejected, but it is a good model fit if 𝛘𝛘𝟐𝟐 is small, and the null hypothesis is not rejected. 

In addition to 𝛘𝛘𝟐𝟐, the best practice to indicate that the model is likely to have a good 

fit, Hu and Bentler (1999) suggests that RMSEA values are less than or close to .06 

and CFI/TLI values are greater than or close to .95.  

There are five stages in SEM: model specification, identification, estimation, 

testing fit, and re-specification (Kelloway, 2015). Model specification is 

representation of theoretical model. Model specification is presented in path diagram, 

and equation. Specified model can be identified by determining the value of degree of 

freedom. Degree of freedom (df) is the difference between the number of observations 

and the number of its parameter. It is suggested to have df greater than zero in order to 

have an infinite number of potential solutions (Byrne, 2012). It can be said that the 

model is over-identified. If df is less than zero, it means that the model is under-

identified. If df is equal to zero, it said that the model is just-identified. Once model is 

identified, the next stage is to estimate parameters and testing-fit model. The method 

that is used to estimate parameters is maximum likelihood estimation because the 

observed data has four or more categories (Byrne, 2012). Re-specification is needed 

to improve the fit of the model as long as it can be theoretically justified and does not 

cause significant changes in other model indicator (Byrne, 2012).  
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CHAPTER FIVE 

FINDINGS 

 

This chapter provides the result of descriptive statistic, instrument validation and 

reliability testing, estimates of structural equation model, and result of measurement 

model and structural model. 

5.1 Descriptive Statistic 

Table 5.1 shows that the respondents’ answers have the mean ranging from 3.93 

to 4.77 with standard deviation between .74 and 1.20.  

 

 

 

 

 

 

 

 

 

 

 

The 85.7 percent of the users are satisfied with the application regarding 

timeliness, accuracy, ease of use, speed, and its format (user satisfaction). The 77.8 

percent satisfies with information quality or the output of the application (information 

quality). The 78.4 percent satisfies with information system quality. The 88.9 percent 

 

Table 5.1 Descriptive statistics of manifest variables used 
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satisfies with service quality that provided by the application provider. The 90.2 

percent of the users believe that the application provides benefits to them (individual 

performance). 

5.2 Validity and Reliability Instrument Testing 

Factor analysis is used to eliminate observed variables that did not load on an 

appropriate high-level construct. Observed variables that have less than .5 factor 

loading were deleted. Table 5.2 shows factor loadings of five user satisfaction 

observed variables, three information quality observed variables, three information 

system quality observed variables, three service quality observed variables, and three 

individual performance observed variables. They have standardized loading factors 

larger than .5, indicating high construct validity; thus, those variables can be used for 

reliability testing.   

Table 5.2 Factor loadings for five latent variables. 
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Cronbach's alpha coefficient is used to assess the reliability of the model. 

Nunnaly and Bernstein (1994) recommend above .70 of Cronbach's Alpha for better 

internal consistency of the items representing each instruments. However, Truconi et 

al. and Metcalf et al. (2003) argued that Corbach's Alpha above .55 is considered 

acceptable (as cited in Jung, 2008, p. 43).The result of reliability testing shows that 

Cronbach's Alpha coefficients of user satisfaction, information quality, information 

system quality, service quality and individual performance 

are .8199, .6910, .6829, .7851, and .7906, respectively. It means that all observed 

variables are reliable.  

5.3 Estimates of Structural Equation Model  

The SEM fits the data well (Table 5.3). χ2, RMSEA, CFI, and TLI are 

commonly used to evaluate the acceptability of the model (Albright &Park, 2009).  χ2 

(132.238) with 112 degree of freedom is small, and P-value is 0.09. The RMSEA is 

below or close to .6 (RMSEA = .000), CLI/TLI values are greater than or close to .95 

(CLI=0.959 and TLI=0.951).  Therefore, the null hypothesis is not rejected that 

information quality of principal permit application positively affects user satisfaction, 

information system quality of principal permit application positively affects user 

satisfaction, service quality positively affects user satisfaction, and user satisfaction 

positively affects individual performance. 

Table 5.3 Goodness-of-fit criteria. 
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5.4 Result of Measurement Model  

Table 5.4 lists parameter estimates of standardized factor loadings. All of them 

are statistically significant at .01 levels. The arrow from the latent variable to 

observed variables represents standardized factor loadings or correlation between an 

observed variable and its variables. An Information quality can explains about 37 

percent (.612) of variance in v6 and the remaining 63 (=100-37) percent of the 

variance is explained by measurement error. Similarly, the 58 percent (.762) of 

variance in v7 and 36 percent (.602) of variance in v9 are explained by the latent 

variable information quality.  

Information system quality can explains about 52 percent (.722) of variance in 

v13, 42 percent (.652) of variance in v15, and 32 percent (.572) of variance in v16.  

Service quality can explain about 58 percent (.762) of variance in v24, 59 

percent (.772) of variance in v25, and 49 percent (.702) of variance in v26.  

User satisfaction can explain about 38 percent (.622) of variance in v8, 47 

percent (.682) of variance in v10, 55 percent (.752) of variance in v11, 51 percent 

(.722) of variance in v12, and 44 percent (.672) of variance in v14.  
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Individual performance can explain about 45 percent (.672) of variance in v36, 

77 percent (.882) of variance in v37, and 50 percent (.712) of variance in v50. 

5.5 Result of Structural Model  

Table 5.5 displays parameter estimates of structural model. System quality and 

service quality positively and significantly affect user satisfaction at the .01 

significance level, while information quality has no significant effect on user 

satisfaction.   

The regress coefficients ɣ12 (.371) indicates that for a unit change in the 

 

Table 5.4 Parameter estimates of measurement model  
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information system quality results in a change in user satisfaction of .371 units, 

holding all other variables constant. Similarly, the regress coefficients ɣ13 (.417) 

indicates that for a unit change in the service quality results in a change in user 

satisfaction of .427 units, holding all other variables constant.  

User satisfaction positively affects individual performance at the .01 

significance level. The regress coefficient β11 (.363) indicates that for a unit change in 

the user satisfaction, individual performance is expected to increase by .363, holding 

all other variables constant. 

Figure 5.1 depicts the path diagram of the structural equation model. The arrow 

that represents the direction between two latent variables can be interpreted as direct 

effect on the endogenous variables.  It can be interpreted as 45 percent of variance in 

user satisfaction can be explained by information quality, information system quality, 

and service quality while the remaining 55 percent variance is explained by error term. 

13 percent of variance in individual performance can be explained by user satisfaction 

while the remaining 87 percent of variance is explained by error term. 

 

 

 

 

 

 

 

 

 

 

Table 5.5 Parameter estimates of structural model 
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Figure 5.1 Path diagram of structural equation model 
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CHAPTER SIX 

DISCUSSION 

 

This chapter discusses the hypothesis analysis, the gap among user opinion, the 

predication, and user’s complaint data, and the policy implication. 

6.1 Hypothesis Analysis 

The result of the study indicates that information quality of principal permit 

application has positive but no significance effects on user satisfaction as the first 

hypothesis where the higher level of information produced by the application 

improves the level of user satisfaction. The finding is not consistent with the previous 

researches conducted by Seddon and Kiew (1996) and Rai et al. (2002). 

The second hypothesis that the quality of information system of principal permit 

application positively and significantly affects user satisfaction is also supported. The 

higher level of information system quality improves the level of user satisfaction. This 

is consistent with previous researches finding carried out by DeLone and McLean 

(1992), Davis et al. (1989), Chin and Todd (1995), Guimaraes et al. (1992), Yoon et 

al. (1995), Seddon and Kiew (1996), and McGill et al. (2003). 

It has been identified that the service quality of the application provider 

positively and significantly affects user satisfaction. This finding is consistent with 

previous researches conducted by DeLone and McLean (2003) and Myers (1997). It 

implies that the higher level of service quality of the application provider improves 

the level of user satisfaction.  
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The user satisfaction of the principal permit application positively and 

significantly affects individual performance. It means that the users feel satisfied with 

the system; as a result, they believe that the system is beneficial to them to improve 

their performance. This finding is consistent with previous researches conducted by 

DeLone and McLean (1992) and Livari (2005). 

6.2 Gap among User Opinion, The Prediction, and Users’ Complaint Data.  

There are contradicted results between user opinion and the IT manager 

prediction. According to user opinion, 83.93 percent users in average are satisfied 

with the application while his prediction is 75 percent of the users are not satisfied.  

The difference can be explained that the prediction is based on his field 

observation. Secondly, the users who participate in the survey, who complaint, and 

whom the IT manager observed might be different person; consequently, it causes 

difference in the results. Another possible reason is that the respondent might hesitate 

to answer the real answer.  

According the complaint data, the number of complaints about the output of the 

application or its information quality is higher than information system quality, with 

55 complaints in average per month for information quality and 27 complaints in 

average per month for information system quality. That is consistent with the survey 

result, even though the difference is very slight. 78.4 percent of the users are satisfied 

with information system quality, while 77.8 percent of the users are satisfied with 

information quality. 

6.3 The Policy Implication 

In order to reduce the number of complaints, from 2011 to 2013 the organization 

made some policies: the adding the number of IT personnel by 11 people, replacing 
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some application modules from proprietary application to open source application, 

recruiting IT experts to educate IT personnel and develop application using open 

source application. However, the result of the study shows that the policies do not 

only successfully reduce the number of complaints but also increase the level of user 

satisfaction with the application that affects their performance; as a result, the 

organization can achieve their goal.  
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CHAPTER SEVEN 

CONCLUSION 

 

The objective of this study is to find out what factors influence user satisfaction, 

which dimension of the application need to be improved to meet users' satisfaction, 

what policies had been made to improve user satisfaction, whether user satisfaction is 

positively related to user performance.  

The empirical analysis shows that information system quality and service 

quality positively and significantly influence user satisfaction. This finding is 

consistence with previous studies (DeLone and McLean 1992, 2003; Myers 1997; Rai 

et al. 2002). Second, all the dimensions of the application have slightly different 

number of user satisfaction. However, information quality with the lowest number of 

user satisfaction is the dimension of the application that needs to be improved. Third, 

the policies that effectively improve user satisfaction were recruitment of technical 

staff and existing application training, and use open source development tools. These 

policies should be maintained to keep the level of user satisfaction high. Fourth, users’ 

satisfaction has a positive effect on user performance. The users are satisfied with 

principal permit application in their daily jobs. They believe that the application 

improves their performance that positively affects the organization performance; as a 

result, the organization achieves its target. This finding is consistent with DeLone and 

McLean (1992) and Livari (2005). 
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This study does not represent the whole user opinion about principal permit 

application due to sample limitation, time and cost constraint. However, this study is 

the initial step to have a brief picture about current condition for the future application 

evaluation.  Therefore, the involvement of all users in the future researches is needed 

to capture the whole user perception about the application.  

This study only focuses on principal permit application. In order to have 

comprehensive evaluation of user satisfaction as one of information system success 

criterion, it is recommended that the future studies should cover other applications of 

National Single Window for Investment (NSWi).  

In order to avoid hesitation answer from the users, it is suggested that the future 

studies could be conducted by independent third party.  

Organizational structure change such as personnel transfer or promotion may 

influence the result of this study. Therefore, periodic evaluation is advised to have 

current expectations and needs of the users. 

 

 

 

 

 

 

 

 

 

` 

IU
J I

NTERNAL U
SE O

NLY



39 
 

 

 

REFERENCES 

 

Albright, J. J., & Park, H. M. (2009). Confirmatory factor analysis using Amos, 

LISREL, Mplus, and SAS/STAT CALIS. The Trustees of Indiana University, 1, 

1-85. 

Au, N., Ngai, E. W., & Cheng, T. E. (2008). Extending the understanding of end user 

information systems satisfaction formation: An equitable needs fulfillment 

model approach, MIS quarterly, 32(1), 43-66. 

BKPM.(2009). The Chairman of BKPM Regulation No. 12 of  2009 concerning 

Guideline and Procedure for Investment Application. Jakarta. 

BKPM.(2009). Chairman of BKPM Regulation No. 14 of 2009 concerning The 

Electronic Investment Licensing Service System (SPIPISE). Jakarta 

BKPM.(2011). The Chairman of BKPM Regulation No. 6 of 2011 concerning 

Procedures for Implementation, Training, and Reporting One Stop Service in 

Investment. Jakarta. 

Baroudi, J. J., & Orlikowski, W. J. (1988). A Short-From Measure of User 

Information Satisfaction: A Psychometric Evaluation and Notes on Use. 

Journal Of Management Information Systems, 4(4), 44-59. 

Brown, T. A. (2006). Confirmatory Factor Analysis for Applied Research. New York: 

Guilford Press. 

` 

IU
J I

NTERNAL U
SE O

NLY



40 
 

Byrne, B. M. (2010). Structural Equation Modeling with AMOS, 2nd Edition. New 

York: Routledge. 

Chin, W. W., & Todd, P. A. (1995). On the use, usefulness, and ease of use of 

structural equation modeling in MIS research: a note of caution, MIS 

quarterly, 19(2), 237-246. 

Couper, M. P., Traugott, M. W., & Lamias, M. J. (2001). Web survey design and 

administration. Public opinion quarterly, 65(2), 230-253. 

Crawford, S. D., Couper, M. P. & Lamias, M. J. (2001). Web surveys. Perceptions of 

burden. Social Science Computer Review, 19(2), 146–162. 

Davis, F. D., Bagozzi, R. P., & Warshaw, P. R. (1989). User acceptance of computer 

technology: a comparison of two theoretical models. Management science, 

35(8), 982-1003. 

DeLone, W. H., & McLean, E. R. (1992). Information systems success: The quest for 

the dependent variable. Information systems research, 3(1), 60-95. 

Delone, 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. 

Doll, W. J., & Torkzadeh, G. (1988). The measurement of end-user computing 

satisfaction. MIS quarterly, 12(2), 259-274. 

Guimaraes, T., M. Igbaria, and M. Lu. (1992). The determinants of DSS success: An 

integrated model. Decision Sciences, 23(2), 409-430. 

Guimaraes, T., Staples, D. S., & Mckeen, J. D. (2003). Empirically Testing Some 

Main User-Related Factor for Systems Development Quality. Quality 

Management Journal, 10(4), 39- 54. 

` 

IU
J I

NTERNAL U
SE O

NLY



41 
 

Goodhue, D.L., and Thompson, R.L. (1995). Task-Technology Fit and Individual 

Performance. MIS Quarterly, 19(2), 213-236. 

Hu, L. T., & Bentler, P. M. (1999). Cutoff criteria for fit indexes in covariance 

structure analysis: Conventional criteria versus new alternatives. Structural 

equation modeling: a multidisciplinary journal, 6(1), 1-55. 

Jiang, J. J., Klein, G., Crampton, S. M. (2000). A note on SERVQUAL reliability and 

validity in information system service quality Measurement. Decision Sciences, 

31(3), 725-744. 

Jung, S. E. (2008). Comparison of factors influencing body weight among diverse 

individuals receiving food stamps. ProQuest. 

Kettinger, W. J., & Lee, C. C. (1994). Perceived service quality and user satisfaction 

with the information services function*. Decision sciences, 25(5‐6), 737-766. 

Kelloway, E. K. (2015). Using Mplus for Structural Equation Modeling: A 

Researcher’s Guide. Thousand Oaks, CA:Sage. 

Livari, J. (2005). An empirical test of the DeLone-McLean model of information 

system success. ACM Sigmis Database, 36(2), 8-27. 

Melone N.P. (1990). A Theoretical Assessment of The User Satisfaction Construct in 

Information System Research. Management Science, 36(1), 76-91. 

McFarlane, F. W. (1984). Information technology changes the way you compete (pp. 

98-109). Harvard Business Review, Reprint Service. 

McGill, T., Hobbs, V., & Klobas, J. (2003). User developed applications and 

information systems success: A test of DeLone and McLean's model. 

Information Resources Management Journal (IRMJ), 16(1), 24-45. 

` 

IU
J I

NTERNAL U
SE O

NLY



42 
 

Montazemi, A.R., (1988). Factor affecting information satisfaction in the context of 

thesmall business environment. MIS Quarterly, 12 (2), 239 – 256. 

Myers, Barry L, Kappelman,Leon A. & Prybutok, Victor.R. (2007). A Comprehensive 

Model for Assessing the Quality of the Information System Function: Toward 

a Theory for Information System Assessment. Information Resource 

Management Journal, 10(1), 6-25. 

Nasional, B. P. (2010). Buku I RPJMN 2010-2014: Prioritas Nasional. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A Conceptual Model Of 

Service Quality and Its Implications for Future Reseach. Journal of Marketing, 

49 (4), 41-50. 

Prianti, M. (2010). SixBarriers to Investment in Indonesia. Retrieved January 30, 

2014, from http://nasional.kontan.co.id/news/enam-hambatan-investasi-di-

indonesia/ 

Rai, A., Lang, S. S., & Welker, R. B. (2002). Assessing the validity of IS success 

models: An empirical test and theoretical analysis. Information systems 

research, 13(1), 50-69. 

Seddon.P.B. (1997). A Respecification and Extension of The DeLone and McLean’s 

Model of IS Success. Information System Research, 8(3), 240-253. 

Seddon, P., & Kiew, M. Y. (1996). A partial test and development of DeLone and 

McLean's model of IS success. Australasian Journal of Information 

Systems, 4(1), 90-109. 

Sills, S. J. & Song, C. (2002). Innovations in Survey Research: An application of 

Web-basedsurveys. Social Science Computer Review, 20(1), 22–30. 

` 

IU
J I

NTERNAL U
SE O

NLY



43 
 

Schaefer, D. R. & Dillman, D. A. (1998). Development of a standard e-mail 

methodology. Public Opinion Quarterly, 62(3), 378–397. 

Sheehan, K. B. & McMillan, S. J. (1999). Response variation in e-mail surveys: An 

exploration. Journal of Advertising Research, 39(4), 45–54. 

Smith, C. B. (1997). Casting the Net: surveying an Internet population. Journal of 

Computer-Mediated Communication, 3(1), 0 

http://www.ascusc.org/jcmc/vol3/issue1/smith.html 

Somers, T. M., Nelson, K., & Karimi, J. (2003). Confirmatory Factor Analysis of the 

End‐User Computing Satisfaction Instrument: Replication within an ERP 

Domain*. Decision Sciences, 34(3), 595-621. 

Stone, M. (2011). Literature review on complaints management. Journal of Database 

Marketing & Customer Strategy Management, 18(2), 108-122. 

The President of the Republic of Indonesia. (2007).  Law of The Republic of 

Indonesia Number 25 of 2007 on Investment. Jakarta 

The President of the Republic of Indonesia. (2009).  Presidential Regulation of The 

Republic of Indonesia Number 27 of 2009 on One Stop Service (OSS) in 

Investment. Jakarta 

Thong, J. Y., & Yap, C. S. (1996). Information systems effectiveness: A user 

satisfaction approach. Information Processing & Management, 32(5), 601-610. 

Van Selm, M., & Jankowski, N. W. (2006). Conducting online surveys. Quality and 

Quantity, 40(3), 435-456. 

Watson, R. T., Pitt, L.F., & Kavan, C. B. (1998). Measuring Information System 

Service Quality: Lessons from Two Longitudinal Case Studies. MIS Quarterly, 

22(1), 61-79. 

` 

IU
J I

NTERNAL U
SE O

NLY



44 
 

Weber, Ron. (1999). Information System Control and Audit, First Edition, Prentice 

Hall Inc, New Jersey. 

Yoon, Y., Guimaraes, T., & O'Neal, Q. (1995). Exploring the factors associated with 

expert systems success. MIS quarterly, 19(1), 83-106. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

` 

IU
J I

NTERNAL U
SE O

NLY



45 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Appendix 1. Questionnaire (continued)  
 

` 

IU
J I

NTERNAL U
SE O

NLY



46 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Appendix 1. Questionnaire (continued) 
 

` 

IU
J I

NTERNAL U
SE O

NLY



47 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Appendix 1. Questionnaire (continued) 
 

` 

IU
J I

NTERNAL U
SE O

NLY



48 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Appendix 1. Questionnaire (continued) 
 

` 

IU
J I

NTERNAL U
SE O

NLY



49 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Appendix 1. Questionnaire (continued) 
 

` 

IU
J I

NTERNAL U
SE O

NLY



50 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

Appendix 1. Questionnaire (continued) 
 

` 

IU
J I

NTERNAL U
SE O

NLY



51 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Appendix 1. Questionnaire (continued) 
 

` 

IU
J I

NTERNAL U
SE O

NLY



52 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Appendix 1. Questionnaire (continued) 
 

` 

IU
J I

NTERNAL U
SE O

NLY



53 
 

 

 

Appendix 1. Questionnaire (continued) 
 

` 

IU
J I

NTERNAL U
SE O

NLY


	First and foremost, I would like to thank God, the almighty, whose every blessing has made everything possible for me to complete the research successfully and finish my study at IUJ punctually.
	My deepest gratitude and respect to my supervisor, Professor Hun Myoung Park, for his very valuable knowledge and expertise, guidance, critique, and patience throughout this research as well as during my study at IUJ. I would also like to express my g...
	I would like to express my appreciation to all faculty members for every valuable lecture which have broadened my knowledge. My sincere thanks also go to all staff at IUJ for their excellent support to students.
	I would like to express my grateful to the Investment Coordinating Board who give me the opportunities to get higher level of education, and Ministry of National Development Planning who awarded me a prestigious scholarship.
	Many thanks go to all my fellows at IUJ for wonderful time and friendship, at my office for their selfless assistance, and to all people who have supported me to complete the research and study directly or indirectly.
	Finally, thanks you so much to my beloved parents, family, brother, and sister who always pray and give me courage and continuous support so that I can accomplish my study here.
	Clarity and easiness of investing is one focus to improve investment climate in Indonesia. Development of one stop services (OSS), investment service integration, has become the government's agenda for the registration and establishment of business fi...
	The Indonesia Investment Coordinating Board (BKPM) makes mandatory the development of National Single Window for Investment (NSWi) portal. This portal is aimed at supporting the implementation of OSS by providing easy access to information and acceler...
	End-user satisfaction with information systems can be used as one measure of the success of an information system (Doll &Torkzadeh, 1988). However, since NSWi portal was launched in January 2010, studies about the user satisfaction with the system hav...
	Principal permit application, one of the NSWi portal sub system, is main focus in this research because this application generates the basic permit that investors must have, and this application was first developed and has simple business process comp...
	One way to measure the satisfaction level is to know how many complaints are received by the organization (Stone, 2011).  When the number of complaints decreases, the level of end-user satisfaction should be increased. An IT manager, who is responsibl...
	If many users were not satisfied with an application then what factors influenced user satisfaction? Which dimension of the application need to be improved to meet users' satisfaction? What policy had been made to improve user satisfaction? Does user ...
	This paper consists of seven chapters.  Chapter two reviews literature on user satisfaction with information system theories and empirical studies. The background of investment procedure and National Single Windows for Investment (NSWi) are explained ...
	It is believed that information system (IS) offers competitive advantages to organizations: supporting decision making, creating value for customers, increasing profits, and improving services (Thong, J. Y., & Yap, C. S., 1996; McFarlane, F. W., 1984)...
	There are several IS success models that have been developed. DeLone and McLean (1992) developed IS success model that describes six basic criteria to measure the IS success: information quality, system quality, system use, end user satisfaction, indi...
	2.1 User Satisfaction
	The definition of user satisfaction is the degree of users' confidence in the information system to satisfy their information need. (Guimaraes, Staples, and McKeen, 2003). In the research literature and in practice, user satisfaction is often used as ...
	In addition, Somers, Nelson, and Karimi (2003) findings indicate that all the instruments of user satisfaction have assured validity and reliability to measure the success of an information system. McGill, Hobbs, and Klobas (2003) conducted the empiri...
	2.2 Information Quality
	Information quality is quality of output in the form of information produced by the information system (Rai et al., 2002). There are some dimensions to assess the quality of information: authenticity, accuracy, completeness, uniqueness (no redundancy)...
	By using the system, the users expect that they will get the information they need. Characteristics of the information generated in a particular information system may differ from the information from other information systems. Information system whic...
	2.3 Information System Quality
	Information system quality is the characteristics of the information system that are required to produce desired information. (DeLone & McLean, 1992). Davis et al. (1989) and Chin and Todd (1995) defined the quality of the information system as percei...
	McGill et al. (2003) conducted empirical study of the relationship between the quality of information systems and user satisfaction. This research involved the end-user who also acted as system developer. The finding concluded that there is a positive...
	The level of user satisfaction on the computer system is reflected by the quality of their owned information system (Guimaraes, Igbaria, & Lu 1992; Yoon, Guimaraes, & O'Neal, 1995). If according to the perception of the users, the quality of informati...
	2.4 Service Quality
	Quality of service is the user's perception on the services offered by application provider. Originally, Parasuraman, Zeithaml, and Berry (1985) designed the service quality instrument to measure customer satisfaction. They defined the quality of serv...
	Ketingger and Lee (1994) conducted study by comparing the validity and reliability of the instrument of service quality and user satisfaction. The finding showed that between these two variables generally are mutually exclusive and complementary. On t...
	By using the service quality measurement instrument developed by Parasuraman et al. (1985), Jiang, Klein, and Crampton (2000) analyzed the relationship between service quality and end-users satisfaction of information systems. Their results showed tha...
	Myers et al. (1997) stated that the quality of service as well as the quality of systems and the quality of information influence user satisfaction. This statement is supported by DeLone and McLean (2003), and they suggest that service quality should ...
	2.5 Individual Performance
	The impact of the use of an information system on individual users is defined as the degree to which a person believes that using a particular system can improve his/her performance (Davis et al., 1989). Seddon (1997) defines the individual's performa...
	DeLone and McLean (1992) tested the relationship between the end-user satisfaction and the individual's performance. They stated that the impact of information systems on individual performance and the degree of user satisfaction have a reciprocal rel...
	Rai et al. (2002) analyzed the relationship between the increase of end-user performance and user satisfaction with information systems. The results showed that the benefits or effects of the use of information system affect the user satisfaction. Mor...
	Investment is vital for the growth and acceleration of economic in a country especially in Indonesia, which still needs investment for developing. The capital can be used as a tool to restore the economy, create jobs, and reduce poverty. Since the dec...
	Indonesia Government through Investment Coordinating Board (BKPM) initiated One Stop Service (OSS) to attract investors.  The OSS is defined as the implementation of licensing activities in investment board to manage investment process starting from t...
	The OSS policy organizes ministries which have authorities in issuance of particular permits related to investment to delegate their authorities to investment board: BKPM at the central government level, the Regional Investment Board (PDPPM) at the pr...
	The policy orders investment board to simplify the investment procedure and give transparent, detailed, up-to-date, and clear information about investment regulation so that investors will not get confused and they have legal certainty. The policy als...
	The Law No. 25 in 2007 is to assist investors in obtaining ease of services, fiscal facilities, and investments information. However, the law regulates only one stop service in general way. In order to regulate procedure and implementation of OSS, gov...
	According to the Chairman of BKPM Regulation No. 14 in 2009 about the SPIPISE, all users can access the system through the National Single Window for Investment (NSWi) portal. This portal is divided into two main modules: investment information and se...
	In order to invest in Indonesia, first stage that investors must follow is preparation. In this stage, investors have to obtain principal permits from BKPM, establish limited liability company from the Ministry of Law and Human Right with the help of ...
	The second stage is pre-operation. In this stage, foreign investors must obtain facilities and necessary permits such as obtaining import identification number for manufacturing companies from BKPM and submitting investment  activities report every 3 ...
	The third stage is commercial operation. In this stage, foreign investors must obtain business permit before starting commercial operation, the General Import Identification Number (API-U), and the Material Import Duty Exemption from BKPM. They have t...
	This principal permit is basic permit to implement investment planning and the requirement to obtain the other permits in accordance with their business area.
	In order to obtain principal permit, foreign investors must propose investment planning to BKPM that consists of information about the business, the amount of money they want to invest, production planning, projected turnover,  the amount of labor, an...
	There are several types of principal permits: new principal investment permit, principal permit for expansion, principal permit for changes in investment, and principal permit for merger.
	New principal investment permit is initial government approval before investing. This permit is required when investors want to start a new business, change capital structure from domestic-owned into partially or fully foreign-owned, and produce new p...
	Principal permit for expansion is initial government approval before business expansion. This permit is required for manufacturing when there is expansion of production facility of the same product class by more than 30 percent in the same location an...
	Principal permit for changes in investment is initial government approval before changes in investment plan or realization. This permit is required when there are changes in company name, company address, taxpayer's number (NPWP), business activity, i...
	Principal permit for merger is for two or more merged companies that all have obtained business permit and have or have not obtained principal permit. It takes 10 working days to obtain this permit.
	Investors require this business permit in order to carry out their production activities or commercial operation on either goods or services as implementation of principal permit.  Business permit consists of four types of permits: new business permit...
	New business permit is needed when investors start operation or production; that is, when 80 percent of machinery has been installed for manufacturing and when all infrastructure is ready for other companies. It takes seven working days to obtain this...
	Business permit for expansion is required when investors, after principal permit for expansion is approved, start operation in business expansion; that is, when 80 percent of machinery has been installed for manufacturing and when all infrastructures ...
	Business permit for changes in investment is needed when there are changes in business activities after initial business permit is obtained; that is, when there is diversification of production activities without additional investment or changes in ca...
	Business permit for merger is required for merged companies when they start operation. It takes seven working days to obtain this permit.
	The system provides online solution for applying for permits such as principal permit and business permit issuance in Indonesia. The objective of this system is to bring efficiency in permit processing mechanism; thus, facilitate applicant in obtainin...
	Since NSWi was launched in January 2010, Data Processing and Information Center has received many complaints from the users. The users encountered many problems to operate the application. The output of the application does not meet their need, and th...
	During 2011 to 2013, the organization added the number of IT personnel by 11 people, replaced some application module from proprietary application to open source application, recruited IT expert to educate IT personnel to overcome the problem and redu...
	Figure 3.1 shows that the number of complaint for principal permit application and business permit application is decreasing overtime, however the difference is not significant. Compared to business permit application, principal permit application has...
	If it is drilled down into system quality and information/data quality, Figure 3.2 and Figure 3.3 show that the many users complaint about information/data quality generated by the application compared to system quality.
	The organization made policies that affect its performance as it is shown in Figure 3.4 that the organization has achieved its target from 2011 to 2013.
	This chapter describes data and method used to measure user satisfaction with principal permit application.
	4.1 Population and Sample
	The population is 271 users who are eligible to use principal permit application. They are divided into 3 parts: 10 users at BKPM office, 31 users at the Regional Investment Board (PDPPM), and 230 users at The District/City Investment Board (PDKPM).
	Sample size is 185 users including 10 in BKPM Office, 29 in the Regional Investment Board (PDPPM), and 146 in the District/City Investment Board (PDKPM)0F . Simple random sampling was conducted for users at PDPPM and in PDKPM based on region. There is...
	As of November 21st , 2004, the total number of responses was 116 (63.7 percent response rate). 14 of 116 responses were discarded due to an inappropriate answer; therefore, the final number of responses is 102 (55 percent of the sample).
	After importing data from MySQL database server to Excel format, sorting back the random question, and cleaning process, the data was inserted to stata for further statistical analysis.
	Table 4.1 shows that most of the respondents are male and only 37.25 percent are female. The main groups of respondents are aged 26-35 (55 percent). 77.45 percent of respondents hold bachelor's degrees. Many respondents are from district with 68.63 pe...
	4.2 Online Survey Question Administration
	Data in this study was collected through survey that was conducted from September 25th to November 21st  2004. Online survey was chosen in order for cost and time saving and data processing efficiency. It is also because respondents are distributed ac...
	Pretest was conducted in advanced to ensure that the questions are understandable for the respondent to minimize bias.  The information about the online surveys were disseminated to every respondent using phone, fax, and email or in the training sessi...
	In order to increase the response rate, supporting letter from the head of data processing and information center was attached in the questionnaire form online, respondents were reminded to fill out a questionnaire, and the online survey application w...
	The interviews were conducted to gather data and information from four officials who involve and fully understand about the research area. They are the section heads of network infrastructure and hardware, the section head of data realization, the sec...
	4.3 Dependent Variables
	The first dependent variable is user satisfaction (USAT) with the principal permit application. This variable is to measure the level of user satisfaction with principal permit application based on their perception by using six Likert scale from one (...
	The second dependent variable is individual performance (PERFORM). This variable is to measure user perception on how the principal permit application improve their performance by using six Likert scale from one (strongly disagree) to six (strongly ag...
	4.4 Independent Variables
	Independent variables are information quality (INQUA), system information quality (SYSQUA), service quality (SERQUA). Satisfaction (USAT) serves as both an independent and a dependent variable (mediatory variable).
	3.3
	4.1
	4.2
	4.3
	4.4
	3.3
	4.3
	4.4.1 Information Quality
	The variable of information quality is to measure user perception on information quality of principal permit application by using six Likert scale from one (strongly disagree) to six (strongly agree). The highest number means that the user is satisfie...
	4.4.2 Information System Quality
	The variable of information system quality is to measure user perception on quality of principal permit application by using six Likert scale from one (strongly disagree) to six (strongly agree). The highest number means that the user is satisfied wit...
	4.4.3 Service Quality
	The variable of service quality is to measure user perception on service quality of IT support by using six Likert scale from one (strongly disagree) to six (strongly agree). The highest number means that the user is satisfied with service quality of ...
	4.5 Method
	This research employs descriptive statistical analysis and structural equation model (SEM). Descriptive statistical analysis is used to extract and describe the data.
	SEM is used to describe relationship among observed variables and determine the extent to which the proposed or theoretical model is supported by survey data (Byrne, 2012). SEM emphasizes the analysis of a measurement model followed by a structural mo...
	𝐱= ,𝚲-𝐱. 𝛏+𝛅  𝐲= ,𝚲-𝐲. 𝛈+𝛆
	where 𝛏 (ksi) is exogenous variables or a m × 1 random vector of latent dependent variables. 𝛈 (eta) is endogenous variables or a n × 1 random vector of latent independent variables. x is a q × 1 vector of observed (exogenous) indicators of the inde...
	A structural model specifies relationship among the latent variables including the directional their relationship.  The model assumes that variables are related by a system of linear structural equations.
	𝛈= 𝑩𝛈+ 𝚪𝛏+𝛇
	where 𝑩 (beta) is a m × m coefficients matrix of the 𝛈 in the structural relationship (B has zeros in the diagonal elements). 𝚪 (gamma) is a m x n coefficients matrix of the 𝛏 in the structural relationship. 𝛇 (zeta) is a m × 1 vector of equation...
	Within the framework of SEM, second-order confirmatory factor analysis (CFA) is used as initial step to assess the validity and reliability of the measurement model. CFA is commonly displayed as path diagram in which the observed variables and the lat...
	Analyzing structural model relate to correlation relationships among latent variables and among latent and observed variables. The focus in structural models is on testing the strength and direction of substantive relationships among variables based o...
	After measurement and structural model are defined based on theoretical model, the next step is to use the observed data to estimate the parameter specified and evaluating goodness-of-fit. The goodness-of-fit evaluation is to find out whether the mode...
	There are five stages in SEM: model specification, identification, estimation, testing fit, and re-specification (Kelloway, 2015). Model specification is representation of theoretical model. Model specification is presented in path diagram, and equati...
	This chapter provides the result of descriptive statistic, instrument validation and reliability testing, estimates of structural equation model, and result of measurement model and structural model.
	5.1 Descriptive Statistic
	Table 5.1 shows that the respondents’ answers have the mean ranging from 3.93 to 4.77 with standard deviation between .74 and 1.20.
	The 85.7 percent of the users are satisfied with the application regarding timeliness, accuracy, ease of use, speed, and its format (user satisfaction). The 77.8 percent satisfies with information quality or the output of the application (information ...
	5.2 Validity and Reliability Instrument Testing
	Factor analysis is used to eliminate observed variables that did not load on an appropriate high-level construct. Observed variables that have less than .5 factor loading were deleted. Table 5.2 shows factor loadings of five user satisfaction observed...
	Cronbach's alpha coefficient is used to assess the reliability of the model. Nunnaly and Bernstein (1994) recommend above .70 of Cronbach's Alpha for better internal consistency of the items representing each instruments. However, Truconi et al. and M...
	5.3 Estimates of Structural Equation Model
	The SEM fits the data well (Table 5.3). χ2, RMSEA, CFI, and TLI are commonly used to evaluate the acceptability of the model (Albright &Park, 2009).  χ2 (132.238) with 112 degree of freedom is small, and P-value is 0.09. The RMSEA is below or close to...
	5.4 Result of Measurement Model
	Table 5.4 lists parameter estimates of standardized factor loadings. All of them are statistically significant at .01 levels. The arrow from the latent variable to observed variables represents standardized factor loadings or correlation between an ob...
	Information system quality can explains about 52 percent (.722) of variance in v13, 42 percent (.652) of variance in v15, and 32 percent (.572) of variance in v16.
	Service quality can explain about 58 percent (.762) of variance in v24, 59 percent (.772) of variance in v25, and 49 percent (.702) of variance in v26.
	User satisfaction can explain about 38 percent (.622) of variance in v8, 47 percent (.682) of variance in v10, 55 percent (.752) of variance in v11, 51 percent (.722) of variance in v12, and 44 percent (.672) of variance in v14.
	Individual performance can explain about 45 percent (.672) of variance in v36, 77 percent (.882) of variance in v37, and 50 percent (.712) of variance in v50.
	5.5 Result of Structural Model
	Table 5.5 displays parameter estimates of structural model. System quality and service quality positively and significantly affect user satisfaction at the .01 significance level, while information quality has no significant effect on user satisfactio...
	The regress coefficients ɣ12 (.371) indicates that for a unit change in the information system quality results in a change in user satisfaction of .371 units, holding all other variables constant. Similarly, the regress coefficients ɣ13 (.417) indicat...
	User satisfaction positively affects individual performance at the .01 significance level. The regress coefficient β11 (.363) indicates that for a unit change in the user satisfaction, individual performance is expected to increase by .363, holding al...
	Figure 5.1 depicts the path diagram of the structural equation model. The arrow that represents the direction between two latent variables can be interpreted as direct effect on the endogenous variables.  It can be interpreted as 45 percent of varianc...
	This chapter discusses the hypothesis analysis, the gap among user opinion, the predication, and user’s complaint data, and the policy implication.
	6.1 Hypothesis Analysis
	The result of the study indicates that information quality of principal permit application has positive but no significance effects on user satisfaction as the first hypothesis where the higher level of information produced by the application improves...
	The second hypothesis that the quality of information system of principal permit application positively and significantly affects user satisfaction is also supported. The higher level of information system quality improves the level of user satisfacti...
	It has been identified that the service quality of the application provider positively and significantly affects user satisfaction. This finding is consistent with previous researches conducted by DeLone and McLean (2003) and Myers (1997). It implies ...
	The user satisfaction of the principal permit application positively and significantly affects individual performance. It means that the users feel satisfied with the system; as a result, they believe that the system is beneficial to them to improve t...
	6.2 Gap among User Opinion, The Prediction, and Users’ Complaint Data.
	There are contradicted results between user opinion and the IT manager prediction. According to user opinion, 83.93 percent users in average are satisfied with the application while his prediction is 75 percent of the users are not satisfied.
	The difference can be explained that the prediction is based on his field observation. Secondly, the users who participate in the survey, who complaint, and whom the IT manager observed might be different person; consequently, it causes difference in ...
	According the complaint data, the number of complaints about the output of the application or its information quality is higher than information system quality, with 55 complaints in average per month for information quality and 27 complaints in avera...
	6.3 The Policy Implication
	In order to reduce the number of complaints, from 2011 to 2013 the organization made some policies: the adding the number of IT personnel by 11 people, replacing some application modules from proprietary application to open source application, recruit...
	The objective of this study is to find out what factors influence user satisfaction, which dimension of the application need to be improved to meet users' satisfaction, what policies had been made to improve user satisfaction, whether user satisfactio...
	The empirical analysis shows that information system quality and service quality positively and significantly influence user satisfaction. This finding is consistence with previous studies (DeLone and McLean 1992, 2003; Myers 1997; Rai et al. 2002). S...
	This study does not represent the whole user opinion about principal permit application due to sample limitation, time and cost constraint. However, this study is the initial step to have a brief picture about current condition for the future applicat...
	This study only focuses on principal permit application. In order to have comprehensive evaluation of user satisfaction as one of information system success criterion, it is recommended that the future studies should cover other applications of Nation...
	In order to avoid hesitation answer from the users, it is suggested that the future studies could be conducted by independent third party.
	Organizational structure change such as personnel transfer or promotion may influence the result of this study. Therefore, periodic evaluation is advised to have current expectations and needs of the users.



