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Abstrak 
Kepuasan penggunaan sistem e-filing dapat dijadikan dasar 

pengguna untuk memiliki niat kelanjutan dalam menggunakan sistem. 
Karena jika pengguna merasa puas dengan adanya sistem e-Filing maka 
kemungkinan besar mereka untuk lanjut dalam menggunakan sistem 
menjadi kuat. Tujuan penelitian ini adalah untuk menguji peran kualitas 
informasi, sistem dan layanan dalam mempengaruhi niat kelanjutan 
penggunaan e-Filing. Selain itu, penelitian ini juga bertujuan untuk menguji 
peran kepuasan sebagai mediasi antara faktor – faktor tersebut terhadap 
niat kelanjutan penggunaan e-Filing. Populasi penelitian ini adalah Pengguna 
sistem E-Filing pada wajib pajak orang pribadi di Kantor Pelayanan Pajak 
Pratama Purwokerto dengan sample 200 responden. Analisis penelitian yang 
dilakukan menggunakan structural equation modelling (SEM) dengan 
pendekatan Partial Least Square (PLS). Hasil penelitian ini menunjukkan 
bahwa variabel kualitas informasi, sistem, layanan berpengaruh positif 
terhadap niat kelanjutan. Penelitian ini juga menunjukan bahwa variabel 
kepuasan memediasi hubungan kualitas informasi, sistem, dan layanan 
terhadap niat kelanjutan. 
Kata Kunci: Kualitas Informasi, Kualitas Sistem, Kualitas Layanan, Niat 

Kelanjutan 

 

Abstract 
Satisfaction with the use of the e-filing system can be used as a basis for 
users to continue to have the intention to use the system. Because if users 
are satisfied with the e-filing system, there is a strong possibility that they 
will continue to use the system. The aim of this research is to examine the 
role of information, system and service quality in influencing continued 
intention to use e-filing. Apart from that, this research also aims to test the 
role of satisfaction as a mediator between these factors on the intention to 
continue using e-filing. The population of this research is users of the E-Filing 
system for individual taxpayers at the Purwokerto Pratama Tax Service Office 
with a sample of 200 respondents. Research analysis was carried out using 
structural equation modeling (SEM) with a Partial Least Square (PLS) 
approach. The results of this research show that the variables of 
information, system, and service quality have a positive effect on 
continuance intention. This research also shows that the satisfaction variable 
mediates the relationship between information, system and service quality 
on continuance intention 
Keywords:  information quality, system quality, service quality, and 

continuance intention 
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INTRODUCTION       
Taxes are the main source of income for the Republic of Indonesia (RI), which comes directly 

from its citizens. To boost the tax sector's income, the Directorate General of Taxes (DJP) has carried 
out various reforms to the tax administration system in Indonesia (Nurlaela, 2017). One form of 
reform carried out is by adopting an e-filing system. E-filing is a system that regulates the submission 
of annual notification letters electronically (Noviandini, 2012). This e-filing system's primary goal is 
to enhance public services by making it easier for taxpayers to electronically report information from 
the Annual Notification System. So to see whether the e-filing system service has improved, it can be 
seen from user satisfaction. This user satisfaction will then influence the continuance intention use 
the e-filing system. 

Results of a user satisfaction survey of e-filing services conducted by DJP over the last five 
years. 

 

Figure 1. Service User Satisfaction Index 
Source: Ministry of Finance – DJP Service User Satisfaction Survey (SKPL) Report for 2021, 2020, 
2019 and 2018. 

Based on Figure 1, it can be seen that the user satisfaction index for DJP services in 2022 has 
increased compared to 2021. However, this value is lower than in 2018 and 2019. This can happen 
because there are still e-filing users who often complain about the e-filing system being always down 
towards the end of the annual tax return reporting. E-filing can also only be filled in directly on the 
website if connected to the internet and cannot be filled in offline. In addition, SPT submitted via e-
filing must be accompanied by documents that must be scanned and uploaded (except Annual 
Income Tax Returns 1770S and 1770SS which are nil or underpaid). Therefore, the e-filing system 
must be improved to increase user satisfaction after using the system and increase user intention to 
use it in the future. 

According to Bhattacherjee, (2001) Continuing use is one of the focuses of successful use of 
an information system or technology. So the intention to continue using is important because it will 
influence someone to continuance intention use the e-filing system. Several factors influence the 
continuance intention of use such as satisfaction, information quality, system quality, and service 
quality (Veeramootoo et al., 2018). 

The first factor that influences continuance intention is the quality of information. 
Information quality is the standard of the output, or information, be produced by an information 
system (DeLone & McLean, 2003). Information quality can influence continuance intention because 
information quality refers to the evaluation of information system users after using the system 
(Zheng et al., 2013). Therefore, the more complete the information presented, the greater the 
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intention to continue use. Ayuni et al., (2021); Lie & Sadjiarto, (2013); Wang & Liao, (2008); Yang et 
al., (2017); Zheng et al., (2013) concluded that information quality has a positive relationship on 
continuance intention. On the contrary (Husin et al., 2021) proves that information quality has a 
negative relationship on continuation intentions. However Palullungan, (2022); Sienatra et al., 
(2021); Veeramootoo et al., (2018) actually proves that the quality of information has no 
relationship on continuation intentions. 

The second factor that influences continuance intention is system quality. System quality is 
the technical nature of a system which then represents system performance in terms of usability, 
friendliness, and ease of usage (DeLone & McLean, 2003; Wang & Liao, 2008). The Delone & McLean 
IS Success Model states that a system can be evaluated in terms of system quality and these 
characteristics will influence subsequent use of the system (DeLone & McLean, 2003). So when users 
feel that the system is fully functional, then their intention to continue participating in the system 
will be positively influenced Pratama et al., (2019); Saeed et al., (2003); Veeramootoo et al., (2018); 
Yang et al., (2017) suggests that system quality has a positive effect on continuance intentions. On 
the contrary (Arista & Kuswanto, 2018) proves that system quality has no effect on continuance 
intention. 

The third factor that influences continuance intention is service quality. Delone & McLean IS 
Success Model explains that one of the strong dimensions to explain continuance intention is service 
quality. The level of assistance that users of information systems receive is known as service quality. 
(Petter et al., 2013). So that the better the user perceives the quality of the service, the higher the 
likelihood that the user will continue to make future use of the information system (Zeithaml et al., 
1996). Previous research by Ayuni et al., (2021); Chiu et al., (2005); Hu et al., (2009); Wang & Liao, 
(2008); Zhou, (2013) shows that service quality has a positive effect on continuance intention. 
Instead research Petter & McLean, (2009); Wei et al., (2017) actually proves that service quality has 
no relathionship on continuation intention. 

The fourth factor that influences continuance intention is satisfaction. Satisfaction can be 
describe as a user's general assessment of an information system (Wang & Liao, 2008). Apart from 
that, according to Iivari, (2005) Satisfaction is when a user successfully fulfills his needs with an 
information system. Satisfaction is very important as a basis for making decisions about continuation 
intentions (Bhattacherjee, 2001). So users who are satisfied will tend to show interest in continuing 
(Deng et al., 2010). This is in line with Franque et al., (2021); Roca et al., (2006); Zheng et al., (2013) 
which shows that satisfaction has a positive effect on continuation intentions. On the contrary (Cruz-
Jesus et al., 2023) proves that satisfaction has no effect on continuation intentions. 

According to the Delone & McLean IS Success Model, continued use intention is influenced 
by the quality of information, systems, services and satisfaction. So that with complete information, 
a fully functional system and perfect service, users can feel satisfied and hopefully be able to 
improve the user's continued intention to continue using the electronic filing system in reporting the 
Annual SPT. Therefore, the main focus of this research is to analyze how the interaction between 
information quality, system quality, and service quality impacts users' continuance intentions 
towards the e-filing system. Apart from that, it is also to determine the role of satisfaction in 
mediating these factors. 

This study utilizes the Delone & McLean IS Success Model introduced by DeLone & McLean, 
(2003) excluding the net benefit variable. Because the continuance intention using the e-filing 
system only impacts individuals, not individuals and organizations. The testing model applied 
involves testing elements such as information quality, system quality, service quality, satisfaction 
and continuance intention use the e-filing system at KPP Pratama Purwokerto. 
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LITERATURE REVIEW  
Grand Theory : Delone & McLean IS Success Model 

One of the most often used IS success models is the Delone & McLean model. According to 
this concept, information and system quality effect use and satisfaction. However, due to the 
internet-based applications' rapid expansion. So DeLone & McLean, (2003) modified the IS success 
model and assessed its applicability to e-commerce. Six factors are included this revised IS success 
model: net benefit, use, user satisfaction, system quality, information quality, service quality. 

User satisfaction is influenced by three qualities, namely the quality of information, systems 
and services. Information quality can influence continuance intention because information quality 
refers to the evaluation of information system users after using the system (DeLone & McLean, 
2003). A system will be declared successful if the system quality can be esed to evaluate a system so 
that it can influence reuse intentions (DeLone & McLean, 2003). Service quality is one of the main 
factors of continuance intention. A user's perception of service quality plays a crucial role, as a 
positive perception increases the chances that the user will persist in utilizing the information 
system over time. 

E-Filing 
E-filing is a tax modernization program which aims to make it easier to send Tax Returns 

(SPT) (Maulana & Marismiati, 2021). Where regulated in the Director General of Taxes Regulation 
Number PER-02/PJ/2019 e-filing is a method of submitting SPT through certain channels determined 
by the Director General of Taxes. E-filing is used for direct filling, namely for Annual Personal Income 
Tax Returns 1770S and 1770SS. So, by using e-filing, individual taxpayers can report their annual 
taxes anytime and anywhere. 

Continuance Intention 
Sustaining a user's continuance intention is their desire to keep utilizing a piece of 

technology and information system after the user uses the technology or system (Bhattacherjee, 
2001). Sustained Interest reflects the post-adoption stage where use of the system continues to 
grow (Roca et al., 2006). According to Bhattacherjee, (2001) the measurement indicators used are 
reuse rather than stop, reuse and stop using the system. 

Information Quality 
Information quality is determined by clarity, accuracy, completeness, and adequacy of 

information systems and data (DeLone & McLean, 2003). According to Stefanovic et al., (2016) 
information quality is describe as the user's perception obtained through the use of information. 
indicators that can be utilized to assess the level of information: timely, accurate, adequate, reliable 
and relevant (Stefanovic et al., 2016) . 

System Quality 
 The quality of a system is determined by the configuration of both hardware and software 
utilized (DeLone & McLean, 2003). Furthermore, system quality refers to the user's response of the 
desired quality or performance characteristics of a system (Stefanovic et al., 2016). According to 
Stefanovic et al., (2016) Indicators for measuring the quality of the system used are user friendly, 
easy to use, usability.  

Service Quality 
Service Quality includes the level of service that developers provide to users (DeLone & 

McLean, 2003). This refers to users' perceptions of the service quality of the information systems 
they receive (Stefanovic et al., 2016). According to Stefanovic et al., (2016) the service quality 
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measurement indicators used are service readiness, security, availability, attention to users, special 
attention. 

User Satisfaction 
 Satisfaction is a response or feeling that arises in users after using an information 

system (Stefanovic et al., 2016). An alternative definition of satisfaction is an overall assessment of a 
user's interaction with an information system and its potential impact (DeLone & McLean, 2003). 
According to Stefanovic et al., (2016) indicators for measuring service quality are the level of user 
satisfaction regarding convenience, usability and expectations. 

The Effect of Information Quality on Continuance Intention  
The quality of information is the results of an information system and information that is 

clear to understand, accurate, complete and precise (DeLone & McLean, 2003). Because information 
quality relates to the user's evaluation of an information system's performance following use, it has 
a significant impact on both the success of the system and the user's intention to use it again. 
(Rakhmadian et al., 2017). So when a system provides complete information it will influence the 
user's intention to continue using the system (Zheng et al., 2013). Results of previous analysis by 
Ayuni et al., (2021); Li et al., (2012); Yang et al., (2017); Zheng et al., (2013) proves that information 
quality has a positive influence on continuation intention. Therefore, the resulting hypothesis: 
H1: Information quality has a positive effect on continuance intention 

The Effect of Information Quality on Continuance Intention and User Satisfaction as Mediator 
Information quality refers to how users perceive the excellence of the output generated 

through the utilization of an information system (Stefanovic et al., 2016). Complete and accurate 
information will influence the user's enjoyment and desire to continue using the system. The reason 
is, users will desire to keep utilizing the system if they are confident and satisfied that the 
information provided is sufficient and of high quality. (Cheng, 2020). The results of previous research 
conducted by Cheng, (2020); Daʇhan & Akkoyunlu, (2016); Roca et al., (2006); Zheng et al., (2013) 
stated that user satisfaction mediates the positive influence of information quality on continuance 
intention. This a hypothesis is generated: 
H2: User satisfaction mediates the positive influence of information quality on continuance 
intention. 

The Influence of System Quality on Continuance Intention  
System quality refers to the hardware and software standards of an information system 

(DeLone & McLean, 2003). Delone & McLean IS Success Model explains that the success of a system 
can be assessed through evaluation of system quality, which can then influence reuse intentions 
(DeLone & McLean, 2003). When users feel that an information system is fully functional, their 
intention to continue participating in the system will be positively influenced (Yang et al., 2017). 
Users will increasingly feel the quality of a system the better it is, and as a result, they will be more 
likely to have continuance intentions to use it in the future (Zagita et al., 2019). Study Guo & Poole, 
(2009); Saeed et al., (2003); Zagita et al., (2019) states that system quality has a positive effect on 
continuance intention and user satisfaction mediates the positive effect of system quality on 
continuance intention. Thus the resulting hypothesis: 
H3: System quality has a positive effect on continuance intention. 

The Influence of System Quality on Continuance Intention and User Satisfaction as mediation 
One of the main elements impacting user perception and subsequent behavior is system 

quality (Saeed et al., 2003). The user's evaluation of the qualities or performance that a system 
should have, such as usability, friendliness, and simplicity of use, is known as system quality. 
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(Stefanovic et al., 2016). System quality will reflect the level of user satisfaction with an information 
system. When the system is quality, users will feel satisfied when using it and in the end will have 
the intention to continue using the system (Daʇhan & Akkoyunlu, 2016; Oktrivina et al., 2021). The 
results of the analysis by Daʇhan & Akkoyunlu, (2016); Roca et al., (2006) Zheng et al., (2013) prove 
that user satisfaction mediates the positive influence of system quality on continuation intentions. 
Based on the explanation above, the resulting hypothesis is: 
H4: User satisfaction mediates the positive influence of system quality on continuance intention. 

The Effect of Service Quality on Continuance Intention  
Delone & McLean IS Success Model plained that one of the strong dimensions to explain the 

intention to continue use is service quality. The quality of the service affects the continuance 
intention because it is a major factor in system success and its influence on continuance use 
intention (DeLone & McLean, 2003). Service quality is the user's perception of the quality of the 
information system services received by the user (Stefanovic et al., 2016). When users feel that the 
system provides excellent service, the user will have the intention to reuse the system in the future 
(Roca et al., 2006). Research Chiu et al., (2005); Hu et al., (2009); Zhou, (2013) explains that service 
quality has a positive effect on continuance intention. This the resulting hypothesis: 
H5: Service quality has a positive effect on continuance intention. 

The Effect of Service Quality on Continuance Intention and User Satisfaction as Mediation 
Service quality reflects responsiveness, assurance, reliability and personalization (Lee et al., 

2007). Providing quality services indicates the capability and well-being of the service provider. 
Service quality has influenced user satisfaction. The user may discontinue using the service if they 
are dissatisfied with it (Zhou, 2013). So that the existence of appropriate and fully functional service 
quality will make users satisfied and will further influence the user's continued intention to use the 
system in the future (Daʇhan & Akkoyunlu, 2016). Research by Adjie et al., (2021); Daʇhan & 
Akkoyunlu, (2016); Roca et al., (2006) proves that satisfaction mediates the positive influence of 
service quality on continuance intention. Therefore, the resulting hypothesis: 
H6: User satisfaction mediates the positive influence of service quality on continuance intention. 

The Effect of User Satisfaction on Continuance Intention 
User satisfaction is describe as a general assessment of the user's interaction with the 

information system and its possible effects (DeLone & McLean, 2003). A user continued intention to 
use an system in the future may be supported by the satisfaction of their previous use 
(Bhattacherjee, 2001). User satisfaction strengthens the intention to maintain continued use. So 
continuance intention behavior will tend to be shown when the user is satisfied with the system 
(Deng et al., 2010). When users are satisfied with a system's services, long-term relationships 
become stronger (Chen et al., 2012). Furthermore, a key factor in determining sustainable behavior 
is satisfaction (Liu et al., 2011). In research Cao et al., (2018); Chen et al., (2012); Franque et al., 
(2021); Roca et al., (2006) states that Satisfaction has a positive effect on Continuance Intention. 
Thus the resulting hypothesis: 
H7: User satisfaction has a positive effect on Continuance Intention. 
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The conceptual framework of this research is presented in Figure 2. 

 

 

              H1 

 

            H2 H4 H6  

        H7 

          

 H3 

 

 

 

    H5 

Information Quality 

System Quality 

Service Quality 

User Satisfaction 

Continuance 

Intention 

 

Figure 2. Conceptual Framework 

RESEARCH METODS  
This research is a type of quantitative research using primary data. This research data was 

obtained through a questionnaire instrument. This questionnaire was distributed using a Google 
Form which was distributed to respondents who were non-Entrepreneur Individual Taxpayers using 
e-filing with an average income above and below IDR 60 million a year. Where this research uses a 1-
5 Likert scale to determine the level of respondents' answers. The population used was 55,942 e-
filing users at KPP Pratama Purwokerto. To determine the sample, accidental sampling was used. 
Accidental sampling is a data collection method where samples are chosen randomly based on 
chance (Sugiyono, 2016). As a result, taxpayers who use the e-filing system comprise the sample for 
this study, which is determined by applying the "10-times rule" mechanism (Hair et al., 2011; Peng & 
Lai, 2012). 

The partial least squares (PLS) method of data analysis was used in this study. PLS 
underwent two phases of analysis. Test the structural model (inner model) after testing the 
measurement model (outer model). Convergent validity, discriminant validity, and composite 
reliability were all tested using the Outer Model. The R-square and f-square tests were tested using 
the inner model. 

The operational definition and measurement of variables related to e-Filing in this research 
are presented in table 1. 

Table 1. Operational Definition and Measurement of Variables Related to e-Filing 

NO Definition Indicators 

1 
 
 
 
 

Information Quality (X1) 
 
Information quality is User 
perceptions regarding the 
quality of information produced 
by the e-filing system (DeLone & 
McLean, 2003; Stefanovic et al., 
2016) 

Ontime 

Accurate 

Enough 

Reliable 

Relevant 
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NO Definition Indicators 

2 System quality (X2) 
 
System quality is the user's 
perception of the system quality 
desired by the e-filing system 
(DeLone & McLean, 2003; 
Stefanovic et al., 2016) 

User Friendly 

Ease to use 

Utility 

3 Service quality (X3) 
 
Service quality is the user's 
perception of the quality of the 
e-filing system service that the 
user receives (DeLone & 
McLean, 2003; Stefanovic et al., 
2016) 

Service Readiness 

Security 

Avilability 

Attention to users 

Special Attention 

4 User Satisfaction (M) 
 
Satisfaction is the user's 
response or feeling after using 
the e-filing system (DeLone & 
McLean, 2003; Stefanovic et al., 
2016) 
 

Level of user satisfaction with convenience 

User satisfaction level regarding usability 

The level of user satisfaction with expectations 

5 Continuance Intention (Y) 
 
Continuation Intention is 
defined as the continuation of 
the intention to use the e-filing 
system after first using it 
(Bhattacherjee, 2001) 

Reuse the system rather than quiting 

Reuse 

Stop using 

Source : (Bhattacherjee, 2001; DeLone & McLean, 2003; Stefanovic et al., 2016) 

RESULT  
Individual taxpayers who use E-filing at KPP Pratama Purwokerto are the respondents in this 

research. The questionnaire has collected a total of 200 non entrepreneur individual taxpayer 
respondents. 

Table 2. Characteristics of Respondents 

No Characteristics Number of people) Percentage 

1 Age range 

 a. 17 – 25 years 30 15% 

 b. 26 – 41 years 78 39% 

 c. 42 – 57 years old 75 37.5% 

 d. > 57 years old 17 24% 

2 Last education 

 a. SMA/SMK/D3 44 22% 

 b. S1 150 75% 



Maharani, Pratama, Fitriati dan Azizah 
Continuance Intention Use E-Filing : The Influence Quality Information, System, Service and Satisfaction as a 

Mediator 

 

Fakultas Ekonomi, Universitas Muhammadiyah Cirebon | 689 

 c. S2 6 3% 

3 Type Of Work 

 a. Privat Sector Employee 139 69.5% 

 b. Civil Servant 53 26.5% 

 c. TNI/POLRI 3 1.5% 

 d. Teacher 5 2.5% 

4 Annual Income Range 

 a. Rp 0 – Rp 60.000.000 149 74.5% 

 b. > Rp 60.000.000 51 25.5% 

Source : Result of distributing questionnaires 

Based on table 2, it can be concluded that the sample in this study is dominated by 
taxpayers in the age group 26 - 57 years who are generation X and Millennials. In addition, most of 
the respondents have a bachelor's degree (S1), so it can be assumed that the respondents have fairly 
good knowledge of the e-Filing system.  

Descriptive statistics is an analysis technique that uses sample data to describe or provide an 

overview and explain the variables in research. This research uses the variables information, system, 

service quality, user satisfaction and continuance intention. The results of the average values of the 

variables quality of information, system, service, user satisfaction and continuance intention are 

presented in table 3: 

Table 3. Average value of variables 

Variable Average 

Information Quality 4,327 

System Quality 4,367 

Service Quality 4,304 

User Satisfaction 4,472 

Continuance Intention 4,092 

Source: SEM-PLS data processing results (2023) 

Based on table 3, the average score produced on the continuance intention, information, 

system, service quality and user satisfaction variables shows a score in the high and very high 

category. This shows that the e-Filing system provides information according to the user's wishes 

where the information presented is precise, accurate, sufficient and reliable. They also consider that 

e-filing is user friendly, easy to use and provides usability according to user desires. Apart from that, 

e-filing can make users feel that the e-filing system has service readiness for use and can protect 

user privacy and make users feel satisfied and helped by the e-filing system in terms of convenience, 

usability, and expectations. This, taxpayers have a high intention to continue using the e-filing 

system. 

 The measurement model tests used are loading factor, AVE, and composite reliability. All 

indicators can be said to be valid if the loading factor value is above 0.7. This model can be said to be 

reliable if the composite reliability value is more than 0.6. In table 4, it can be seen that all variables 

meet the valid and reliable criteria. Table 4 also presents the AVE values for all indicators and the 

results meet the requirements with values above 0.5. The loading factor, AVE, and composite 

reliability values are presented in table 4. 
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Table 4. Loading factor, AVE, and composite reliability values 

Variable Indicator Loading Factor AVE Composite Reliability 

Information Quality 

IQ1 0.706 

0.688 
 

0.894 

IQ2 0.814 

IQ3 0.853 

IQ4 0.843 

IQ5 0.741 

System Quality 

SQ1 0.711 

0.799 0.840 SQ2 0.829 

SQ3 0.849 

Service Quality 

SeQ1 0.785 

0.630 0.887 

SeQ2 0.783 

SeQ3 0.806 

SeQ4 0.768 

SeQ5 0.769 

User Satisfaction 

US1 0.881 

0.612 0.923 US2 0.878 

US3 0.923 

Continuance 
Intention 

CI1 0.879 

0.638 0.868 CI2 0.883 

CI3 0.716 

Source: SEM-PLS data processing results (2023) 

The results of convergent validity and inner model evaluation in the research are presented in Figure 

3 and figure 4. 

  

Source : SEM-PLS data processing results (2023) Source : SEM-PLS data processing results (2023) 

Figure 3. Convergent Validity Figure 4. Inner Model Evaluation 

 

The structural model tests used are R-Square and f-Square. The R-Square test results are presented 

in table 5. 
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Table 5. R-Square Value 

 R – Square Adjusted R – Square 

Continuance Intention (Y) 0.707 0.701 

User Satisfaction (M) 0.544 0.537 

Source: SEM-PLS data processing results (2023) 

Table 5 shows that the Adjusted R-Square values for the Satisfaction and Continuation 
Intention variables are, respectively, 0.537 and 0.701. These findings indicate that Continuance 
Intention is influenced by 0.701, or 70.1%, by information, system, service quality, and user 
satisfaction, while 29.9% is influenced by variables not included in this study. Apart from that, these 
results also show that the user satisfaction variable is influenced by 0.537 or 53.7% by the variables 
information quality, system quality, service quality. 

The results of the f-square structural model test are presented in table 6. 

Table 6. F-square value 

 Continuance Intention (Y) User Satisfaction (M) 

Information Quality (X1) 0.033 0.021 

System Quality (X2) 0.037 0.030 

Service Quality (X3) 0.047 0.227 

User Satisfaction (M) 0.320  

Source: SEM-PLS data processing results (2023) 

According to Cohen (1988), states that the f-square has f2 value criterion of 0.02 for tiny 
influences, 0.15 for medium influences, and 0.35 for big influences. Based on table 6, the 
information and system quality variables have a small influence on user satisfaction at 0.021 and 
0.030. Meanwhile, the service quality variable has a large influence on user satisfaction of 0.227. 
Apart from that, table 6 also shows that the information, system and service quality variables have a 
small influence on continuation intentions, while the user satisfaction variable has a large influence 
on continuance intentions. 

The results of acceptance and rejection of the hypothesis will be presented in table 7. 

Table 7. Results of Hypothesis Acceptance and Rejection 

 
 
 

Original 
sample 
(O) 

TStatistic 
(│O/STDEV│) 
 

P Values Information 
 

Information Quality⟶Continuance Intention 0.156 
 

2,367 0.018 H1 is accepted 

Information Quality⟶User 
Satisfaction⟶Continuance Intention 

0.070 2,001 0.046 H2 is accepted 

System Quality⟶Continuance Intention 0.152 2,475 0.014 H3 is accepted 

System Quality⟶User 
Satisfaction⟶Continuance Intention 

0.076 2,072 0.039 H4 is accepted 

Service Quality⟶Continuance Intention 0.199 2,901 0.004 H5 accepted 

Service Quality⟶User 
Satisfaction⟶Continuance Intention 

0.223 4,817 0,000 H6 accepted 

User Satisfaction⟶Continuance Intention 0.454 6,989 0,000 H7 accepted 
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Source: SEM-PLS data processing results (2023) 

Table 7 indicates that continuing intention is positively impacted by the variables of 
information quality, system, service, and user satisfaction. The hypothesis testing results further 
demonstrate that the positive relationship between information, system, and service quality and 
continuing intention can be mediated by user satisfaction. 

DISSCUSSION  
First Hypothesis Testing Results 

Table 7 shows that continuing intention is positively impacted by the quality of the 

information. These findings are consistent with the IS Success Model developed by Delone and 

McLean, which holds that information quality influences continuation intention. In other words, 

quality information that is precise, accurate and trustworthy is very necessary for taxpayers to be 

more confident about using electronic filing system again in the future. So that DJP can add boarder 

information, easy to learn and easy to understand for e-filing users. Because this research sample 

shows that most of the respondents belong to Generation X and Millennials, where they are highly 

educated and tend to want to know why the system is used (Kumala et al., 2020). These results are 

in accordance with Ayuni et al., (2021); Li et al., (2012); Wang & Liao, (2008); Yang et al., (2017); 

Zheng et al., (2013) which shows that information quality has a positive relationship on continuance 

intention. However, these results are not in accordance with research Palullungan, (2022); Rahayu et 

al., (2018); Saluza & Sartika, (2019); Sienatra et al., (2021) which shows that the quality of 

information has no effect on continuance intention. 

Second Hypothesis Testing Results 

The results of testing the second hypothesis show that user satisfaction mediates the 

positive influence of information quality on continuance intention. This can happen because 

taxpayers need sufficient information to feel satisfied and have the intention to continue using the 

electronic filing system after using it. So what the DJP must do is focus more on what information 

will allow taxpayers to be content with electronic filing. Because the respondents were dominated 

by generation X and millennials, where they generally focused more on the information presented 

(Rafki et al., 2023). These results support the research Cheng, (2020); Daʇhan & Akkoyunlu, (2016); 

Roca et al., (2006); Zheng et al., (2013) which states that user satisfaction mediates the positive 

influence of information quality on continuance intention. 

Third Hypothesis Testing Results 

System quality has a positive effect on intention to continue. This shows that the quality of 

the system in the e-filing system is very much considered by taxpayers. So the DGT must pay 

attention to ensuring the quality of the e-filing system is fully functional. In that taxpayers believe 

that a system that is easy to access, user friendly, and provides complete features will tend to make 

them have intended to make use of the system again in the future. These results are in accordance 

with research by Guo & Poole, (2009); Saeed et al., (2003); Veeramootoo et al., (2018); Yang et al., 

(2017); Zagita et al., (2019) prove that system quality has a positive effect on intention to continue. 

This result is different from research by Hatta Hambali, (2020); Rahayu et al., (2018) conducted 

where system quality had no effect on intention to continue because taxpayers already felt that 

having the continuance intention using e-filing was part of their obligation. 
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Fourth Hypothesis Testing Results 

User satisfaction and continuance intention to continue using the e-filing system are 

positively correlated with the quality of the system being fully functional, easy to use, and easy to 

access. When taxpayers view the e-filing system as user-friendly, they will feel satisfaction and 

intend to use it in the future. Therefore, the DJP's task is to make the electronic filing system more 

user-friendly and convenient. The results of this research are in accordance with research Daʇhan & 

Akkoyunlu, (2016); Putri & Tambun, (2018); Rahayu et al., (2018); Roca et al., (2006); Zheng et al., 

(2013) which proves that user satisfaction mediates the positive influence of system quality on 

continuance intention.  

Fifth Hypothesis Testing Results 

Table 7 indicates that continuing intention is positively impacted by the service quality 

variable. This occurs as a result of users believing that the e-filing system fulfills their requests for 

services. Apart from that, it is also supported by respondents who are dominated by the millennial 

generation, where they prefer to use technology and tend to be less interested in doing things in 

conventional ways (Theresia & Wardana, 2019). Therefore, they feel that online services in the e-

filing system must can be accessed and used anywhere. If the service functions optimally, users will 

tend to have the continuance intention using the e-filing system in reporting their annual SPT. The 

findings of this are consistent with earlier studies carried out by Ayuni et al., (2021); Chiu et al., 

(2005); Hu et al., (2009); Zhou, (2013) stated that service quality has a positive effect on continuance 

intention. However, the results of this study contradict research by Hambali, (2020); Petter & 

McLean, (2009); Rahayu et al., (2018); Wei et al., (2017) which states that service quality has no 

effect on continuance intention. 

Sixth Hypothesis Testing Results 

Table 7 shows that the positive relationship between service quality and intention to 

continue is mediated by the user satisfaction variable. This is supported by respondents who are 

dominated by the millennial generation who rely heavily on speed (Iqbal, 2022). Therefore, they feel 

that e-filing services must be fast and ready when needed. This speed will increase their satisfaction 

with the e-filing system. Because when they feel satisfied with the services provided, they will intend 

to continue using the e-filing system. The findings of this are consistent with earlier studies carried 

out by Adjie et al., (2021); Daʇhan & Akkoyunlu, (2016); Roca et al., (2006) which states that 

satisfaction mediates the positive influence of service quality on continuance intention. 

Seventh Hypothesis Testing Results 

Satisfaction has a close relationship with continuation intention. Where the continuance 
intention using e-filing increases when users feel satisfied when reporting their annual tax return. 
Therefore, DJP must improve the quality of e-filing, both in terms of information, systems and 
services, as seen from the research sample which is dominated by generation X and millennial 
respondents, where they prioritize personal experience over advertising (Iqbal, 2022). So, they 
should feel satisfied after using the e-filing system. Users may be more likely to use the e-filing 
system going forward if they are satisfied. Consequently, the analysis's findings demonstrate that 
user satisfaction influences continuation intention favorably. These results are supported by 
previous research by Cao et al., (2018); Chen et al., (2012); Franque et al., (2021); Roca et al., (2006); 
Zheng et al., (2013) which proves that user satisfaction has a positive effect on intention to continue. 
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However, this research Cruz-Jesus et al., (2023) is not in line with the statement that user 
satisfaction has no effect on continuance intention. This can happen to taxpayers who have routinely 
used the e-filing system in previous years where they no longer pay attention to satisfaction. 

 

CONCLUSIONS  
Research findings show that taxpayers continuance intention using the e-filing system is 

influenced by the quality of information, systems and services. This is because taxpayers feel they 

need complete information, a functioning system and services that suit their wishes and can be 

accessed anywhere to assist taxpayers in reporting their Annual SPT. In addition, the mediating 

variable, namely user satisfaction, is proven to mediate the positive influence between the quality of 

information, systems and services on the intention to continue using the e-filing system. So it is 

important to improve quality and also user satisfaction so that users continue to use e-filing. 

RECOMMENDATIONS 
1. Practical advice : This research also has implications for the government, especially the 

Directorate General of Taxes, to pay attention to user satisfaction by improving the quality 
of information, systems and services in the e-filing system. An example is by fixing 
connection problems that cause taxpayers to be unable to access the e-filing system at the 
end of the annual SPT reporting period. Because these factors influence user satisfaction and 
continued intention to use the e-filing system. 

2. Theoritical advice : This research has limitations, namely that the scope of respondents is 
only taxpayers at KPP Pratama Purwokerto due to time constraints and also because the 
researcher used accidental sampling techniques for data collection. So the suggestion for 
further research is to expand or change the taxpayer area so that the results are more 
representative. Apart from that, it can also add or replace other variables such as trust, 
confidentiality, and computer anxiety. 

REFERENCE 
Adjie, M., Mt, P., & Sukresna, M. (2021). DENGAN KEPUASAN KONSUMEN SEBAGAI VARIABEL Adjie, 

M., Mt, P., & Sukresna, M. (2021). DENGAN KEPUASAN KONSUMEN SEBAGAI VARIABEL 
INTERVENING (Studi Pada Pengguna Dompet Digital (e-Wallet) OVO di Kota Semarang). 
DIPONEGORO JOURNAL OF MANAGEMENT, 10(1), 1–11. http://ejournal-
s1.undip.ac.id/index.php/dbr 

Arista, F. S., & Kuswanto, H. (2018). Virtual physics laboratory application based on the android 
smartphone to improve learning independence and conceptual understanding. International 
Journal of Instruction, 11(1), 1–16. https://doi.org/10.12973/iji.2018.1111a 

Ayuni, A., Amanda, S. N. S., & Yusuf, A. (2021). Pengaruh E-Service Quality dan Brand Image 
Terhadap Continuance Usage Intention Platform DANA Dompet Digital oleh Generasi Y dan Z. 
Jurnal Sains Pemasaran Indonesia (Indonesian Journal of Marketing Science), 20(3), 196–211. 
https://doi.org/10.14710/jspi.v20i3.196-211  

Bhattacherjee, A. (2001). Understanding Information Systems Continuance: An Expectation-
Confirmation Model. MIS Quarterly, 25(3), 351. https://doi.org/10.2307/3250921 

Cao, X., Yu, L., Liu, Z., Gong, M., & Adeel, L. (2018). Understanding mobile payment users’ 
continuance intention: a trust transfer perspective. Internet Research, 28(2), 456–476. 
https://doi.org/10.1108/IntR-11-2016-0359 

 
 

http://ejournal-s1.undip.ac.id/index.php/dbr
http://ejournal-s1.undip.ac.id/index.php/dbr
https://doi.org/10.12973/iji.2018.1111a
https://doi.org/10.14710/jspi.v20i3.196-211
https://doi.org/10.2307/3250921
https://doi.org/10.1108/IntR-11-2016-0359


Maharani, Pratama, Fitriati dan Azizah 
Continuance Intention Use E-Filing : The Influence Quality Information, System, Service and Satisfaction as a 

Mediator 

 

Fakultas Ekonomi, Universitas Muhammadiyah Cirebon | 695 

Chen, S. C., Yen, D. C., & Hwang, M. I. (2012). Factors influencing the continuance intention to the 
usage of Web 2.0: An empirical study. Computers in Human Behavior, 28(3), 933–941. 
https://doi.org/10.1016/j.chb.2011.12.014 

Cheng, Y. M. (2020). Quality antecedents and performance outcome of cloud-based hospital 
information system continuance intention. Journal of Enterprise Information Management, 
33(3), 654–683. https://doi.org/10.1108/JEIM-04-2019-0107 

Chiu, C. M., Hsu, M. H., Sun, S. Y., Lin, T. C., & Sun, P. C. (2005). Usability, quality, value and e-
learning continuance decisions. Computers and Education, 45(4), 399–416. 
https://doi.org/10.1016/j.compedu.2004.06.001 

Cruz-Jesus, F., Figueira-Alves, H., Tam, C., Pinto, D. C., Oliveira, T., & Venkatesh, V. (2023). Pragmatic 
and idealistic reasons: What drives electric vehicle drivers’ satisfaction and continuance 
intention? Transportation Research Part A: Policy and Practice, 170, 103626. 
https://doi.org/10.1016/j.tra.2023.103626 

Daʇhan, G., & Akkoyunlu, B. (2016). Modeling the continuance usage intention of online learning 
environments. Computers in Human Behavior, 60, 198–211. 
https://doi.org/10.1016/j.chb.2016.02.066 

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. 

Deng, Z., Lu, Y., Wei, K. K., & Zhang, J. (2010). Understanding customer satisfaction and loyalty: An 
empirical study of mobile instant messages in China. International Journal of Information 
Management, 30(4), 289–300. https://doi.org/10.1016/j.ijinfomgt.2009.10.001 

Franque, F. B., Oliveira, T., & Tam, C. (2021). Understanding the factors of mobile payment 
continuance intention: empirical test in an African context. Heliyon, 7(8), e07807. 
https://doi.org/10.1016/j.heliyon.2021.e07807 

Guo, Y. M., & Poole, M. S. (2009). Antecedents of flow in online shopping: a test of alternative 
models. Information Systems Journal, 19(4), 369–390. https://doi.org/10.1111/j.1365-
2575.2007.00292.x 

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2011). PLS-SEM: Indeed a Silver Bullet. Journal of Marketing 
Theory and Practice, 19(2), 139–152. https://doi.org/10.2753/MTP1069-6679190202 

Hatta Hambali, A. J. (2020). The Success of E-Filing Adoption during COVID 19 Pandemic: The Role of 
Collaborative Quality, User Intention, and User Satisfaction. Journal of Economics, Business, & 
Accountancy Ventura, 23(1). https://doi.org/10.14414/jebav.v23i1.2233 

Hu, H.-H. (Sunny), Kandampully, J., & Juwaheer, T. D. (2009). Relationships and impacts of service 
quality, perceived value, customer satisfaction, and image: an empirical study. The Service 
Industries Journal, 29(2), 111–125. https://doi.org/10.1080/02642060802292932 

Husin, H., Iqbal Jurusan Kesehatan Politeknik Negeri Jember Jember, M., & Balafif, S. (2021). Analisis 
Pengaruh Kualitas Website Ahligizi.id Menggunakan Webqual 4.0 dan Dampaknya Terhadap 
Continuance Intention Pengguna. In Jurnal Teknologi Informasi dan Terapan (J-TIT (Vol. 8, Issue 
2). https://doi.org/10/25047/jtit.v8i2.243 

Iivari, J. (2005). An empirical test of the DeLone-McLean model of information system success. ACM 
SIGMIS Database: The DATABASE for Advances in Information Systems, 36(2), 8–27. 
https://doi.org/10.1145/1066149.1066152 

Iqbal, M. I. S. (2022). Pendidikan Karakter di Era Millenial. Al-Ikhtibar: Jurnal Ilmu Pendidikan, 9(2), 

68–81. https://doi.org/10.32505/ikhtibar.v9i2.638 
Kumala, D. C., Pranata, J. W., & Thio, S. (2020). PENGARUH PERCEIVED USEFULNESS, PERCEIVED 

EASE OF USE, TRUST, DAN SECURITY TERHADAP MINAT PENGGUNAAN GOPAY PADA GENERASI 
X DI SURABAYA. Jurnal Manajemen Perhotelan, 6(1), 19–29. 
https://doi.org/10.9744/jmp.6.1.19-29 

https://doi.org/10.1016/j.chb.2011.12.014
https://doi.org/10.1108/JEIM-04-2019-0107
https://doi.org/10.1016/j.compedu.2004.06.001
https://doi.org/10.1016/j.tra.2023.103626
https://doi.org/10.1016/j.chb.2016.02.066
https://doi.org/10.1016/j.ijinfomgt.2009.10.001
https://doi.org/10.1016/j.heliyon.2021.e07807
https://doi.org/10.1111/j.1365-2575.2007.00292.x
https://doi.org/10.1111/j.1365-2575.2007.00292.x
https://doi.org/10.2753/MTP1069-6679190202
https://doi.org/10.14414/jebav.v23i1.2233
https://doi.org/10.1080/02642060802292932
https://doi.org/10/25047/jtit.v8i2.243
https://doi.org/10.1145/1066149.1066152
https://doi.org/10.32505/ikhtibar.v9i2.638
https://doi.org/10.9744/jmp.6.1.19-29


Maharani, Pratama, Fitriati dan Azizah 
Continuance Intention Use E-Filing : The Influence Quality Information, System, Service and Satisfaction as a 

Mediator 

 

Fakultas Ekonomi, Universitas Muhammadiyah Cirebon | 696 

Lee, K. C., Kang, I., & McKnight, D. H. (2007). Transfer from offline trust to key online perceptions: An 
empirical study. IEEE Transactions on Engineering Management, 54(4), 729–741. 
https://doi.org/10.1109/TEM.2007.906851 

Li, Y., Duan, Y., Fu, Z., & Alford, P. (2012). An empirical study on behavioural intention to reuse e-
learning systems in rural China. British Journal of Educational Technology, 43(6), 933–948. 
https://doi.org/10.1111/j.1467-8535.2011.01261.x 

Lie, I., & Sadjiarto, A. (2013). FAKTOR-FAKTOR YANG MEMPENGARUHI MINAT PERILAKU WAJIB 
PAJAK UNTUK MENGGUNAKAN E-FILING. In TAX & ACCOUNTING REVIEW (Vol. 3, Issue 2). 

Lina Nurlaela. (2017). PENGARUH PENERAPAN E-FILING TERHADAP KEPATUHAN WAJIB PAJAK DI KPP 
PRATAMA GARUT. Jurnal Wahana Akuntansi, 02(02), 001–008. 

Liu, C.-T., Guo, Y. M., & Lee, C.-H. (2011). The effects of relationship quality and switching barriers on 
customer loyalty. International Journal of Information Management, 31(1), 71–79. 
https://doi.org/10.1016/j.ijinfomgt.2010.05.008 

Maulana, J., & Marismiati, M. (2021). Pengaruh Penerapan Sistem E-Filling Terhadap Kepatuhan 
Wajib Pajak Orang Pribadi. Jurnal Revenue : Jurnal Ilmiah Akuntansi, 1(2), 217–226. 
https://doi.org/10.46306/rev.v1i2.26 

Noviandini, N. C. (2012). PENGARUH PERSEPSI KEBERMANFAATAN, PERSEPSI KEMUDAHAN 
PENGGUNAAN, DAN KEPUASAN WAJIB PAJAK TERHADAP PENGGUNAAN E-FILING BAGI WAJIB 
PAJAK DI YOGYAKARTA. Nominal, Barometer Riset Akuntansi Dan Manajemen, 1(1). 
https://doi.org/10.21831/nominal.v1i1.988 

Oktrivina, A., Tinggi Ilmu Ekonomi Tunas Nusantara Jakarta, S., & Ekonomi dan Bisnis Universitas 
Jakarta, F. (2021). The Effect of System Quality, Information Quality and Service Quality on User 
Satisfaction of E-Learning System. In THE INTERNATIONAL JOURNAL OF BUSINESS REVIEW (THE 
JOBS REVIEW (Vol. 4, Issue 2). 

Palullungan, D. (2022). PEMODELAN CONTINUANCE INTENTION DALAM KASUS PENGGUNAAN 
DOMPET DIGITAL DI KALANGAN MAHASISWA. JIEMS (Journal of Industrial Engineering and 
Management Systems), 15(2). 

Peng, D. X., & Lai, F. (2012). Using partial least squares in operations management research: A 
practical guideline and summary of past research. Journal of Operations Management, 30(6), 
467–480. https://doi.org/10.1016/j.jom.2012.06.002 

PETTER, S., DeLONE, W., & McLEAN, E. R. (2013). Information Systems Success: The Quest for the 
Independent Variables. Journal of Management Information Systems, 29(4), 7–61. 
http://www.jstor.org/stable/43590100 

Petter, S., & McLean, E. R. (2009). A meta-analytic assessment of the DeLone and McLean IS success 
model: An examination of IS success at the individual level. Information and Management, 
46(3), 159–166. https://doi.org/10.1016/j.im.2008.12.006 

Pratama, B. C., Wibowo, H., & Innayah, M. N. (2019). Intellectual Capital and Firm Performance in 
ASEAN: The Role of Research and Development. Journal of Accounting and Investment, 20(3). 
https://doi.org/10.18196/jai.2003126 

Putri, N. A., & Tambun, S. (2018). Pengaruh Kualitas Sistem Perpajakan dan Sosialisasi Perpajakan 
Terhadap Kepuasan Pengguna E-Filing dengan Kepercayaan Terhadap Otoritas Perpajakan 
sebagai Variabel Moderating. Media Studi Ekonomi, 21(1). 

Rafki, R., Lestari, R., Nofriadi, N., Oktarina, Y., & Mustika, N. (2023). FAKTOR YANG MEMPENGARUHI 
NIAT MENGGUNAKAN APLIKASI BELANJA SELULER DI KALANGAN GENERASI X: PENDEKATAN 
DENGAN APLIKASI UTAUT. Jurnal Akuntansi, Ekonomi Dan Manajemen Bisnis, 3(1), 122–129. 

Rahayu, F. S., Apriliyanto, R., Putro, P. W., Yogyakarta, A. J., Babarsari, J., & 55281, J. (2018). Analisis 
Kesuksesan Sistem Informasi Kemahasiswaan (SIKMA) dengan Pendekatan Model DeLone dan 
McLean. In Indonesian Journal of Information Systems (IJIS) (Vol. 1, Issue 1). 

https://doi.org/10.1109/TEM.2007.906851
https://doi.org/10.1111/j.1467-8535.2011.01261.x
https://doi.org/10.1016/j.ijinfomgt.2010.05.008
https://doi.org/10.46306/rev.v1i2.26
https://doi.org/10.21831/nominal.v1i1.988
https://doi.org/10.1016/j.jom.2012.06.002
http://www.jstor.org/stable/43590100
https://doi.org/10.1016/j.im.2008.12.006
https://doi.org/10.18196/jai.2003126


Maharani, Pratama, Fitriati dan Azizah 
Continuance Intention Use E-Filing : The Influence Quality Information, System, Service and Satisfaction as a 

Mediator 

 

Fakultas Ekonomi, Universitas Muhammadiyah Cirebon | 697 

Rakhmadian, M., Hidayatullah, S., Respati, H., Budi, I., & Malang, U. (2017). ANALISIS KUALITAS 
SISTEM DAN KUALITAS INFORMASI TERHADAP KEPUASAN PEMAKAI SISTEM INFORMASI 
AKADEMIK DOSEN. In Seminar Nasional Sistem Informasi. 

Roca, J. C., Chiu, C. M., & Martínez, F. J. (2006). Understanding e-learning continuance intention: An 
extension of the Technology Acceptance Model. International Journal of Human Computer 
Studies, 64(8), 683–696. https://doi.org/10.1016/j.ijhcs.2006.01.003 

Saeed, K. A., Hwang, Y., & Yi, M. Y. (2003). Toward an Integrative Framework for Online Consumer 
Behavior Research. Journal of Organizational and End User Computing, 15(4), 1–26. 
https://doi.org/10.4018/joeuc.2003100101 

Saluza, I., & Sartika, D. (2019). Pengembangan Model Keberlanjutan e-filing di Palembang 
Menggunakan Partial Least Square Structural Equation Models (PLS-SEM). JURNAL SISTEM 
INFORMASI BISNIS, 9(1), 94. https://doi.org/10.21456/vol9iss1pp94-102 

Sienatra, K., Romauli Nainggolan, Deandra Vidyanata, Yuli Kartika Dewi, & I Gusti Bagus Yosia. 
(2021). PEMEDIASIAN PERSEPSI MANFAAT PADA KUALITAS KONTEN DAN DESAIN LEARNING 
MANAGEMENT SYSTEM TERHADAP INTENSI BELAJAR BERKELANJUTAN. E-Bisnis : Jurnal Ilmiah 
Ekonomi Dan Bisnis, 14(1), 18–25. https://doi.org/10.51903/e-bisnis.v14i1.329 

Stefanovic, D., Marjanovic, U., Delić, M., Culibrk, D., & Lalic, B. (2016). Assessing the success of e-
government systems: An employee perspective. Information and Management, 53(6), 717–
726. https://doi.org/10.1016/j.im.2016.02.007 

Sugiyono, P. (2016). Dr.(2016). metode penelitian kuantitatif, kualitatif, dan R&D. Alfabeta, Cv. 
Theresia, N. M. M. D. T., & Wardana, I. M. (2019). PENGARUH PENGALAMAN BELANJA ONLINE, 

KEPUASAN PELANGGAN, DAN ADJUSTED EXPECTION TERHADAP NIAT MEMBELI KEMBALI 
MELALUI TRAVELOKA. E-Jurnal Manajemen Universitas Udayana, 8(8), 4899. 
https://doi.org/10.24843/EJMUNUD.2019.v08.i08.p07 

Veeramootoo, N., Nunkoo, R., & Dwivedi, Y. K. (2018). What determines success of an e-government 
service? Validation of an integrative model of e-filing continuance usage. Government 
Information Quarterly, 35(2), 161–174. https://doi.org/10.1016/j.giq.2018.03.004 

Wang, Y. S., & Liao, Y. W. (2008). Assessing eGovernment systems success: A validation of the 
DeLone and McLean model of information systems success. Government Information 
Quarterly, 25(4), 717–733. https://doi.org/10.1016/j.giq.2007.06.002 

Wei, K.-M., Tang, Y.-T., Kao, Y.-C., Tseng, L.-C., & Wu, H.-H. (2017). Using an updated Delone and 
McLean model to assess the success of implementing the ward cleaning logistics system in a 
medical center. Journal of Statistics and Management Systems, 20(5), 965–976. 
https://doi.org/10.1080/09720510.2017.1338609 

Yang, M., Shao, Z., Liu, Q., & Liu, C. (2017). Understanding the quality factors that influence the 
continuance intention of students toward participation in MOOCs. Educational Technology 
Research and Development, 65(5), 1195–1214. https://doi.org/10.1007/s11423-017-9513-6 

Zagita, T. C., Handayani, P. W., & Budi, N. F. A. (2019). Analysis of Factors Affecting the Loyalty of 
Using Online Health Services : Case Study of Alodokter. 
http://jurnal.unmer.ac.id/index.php/jbm 

Zeithaml, V., Bitner, M. J., & Gremler, D. D. (1996). Services Marketing: Integrating Customer Focus 
Across the Firm. 

Zheng, Y., Zhao, K., & Stylianou, A. (2013). The impacts of information quality and system quality on 
users’ continuance intention in information-exchange virtual communities: An empirical 
investigation. Decision Support Systems, 56(1), 513–524. 
https://doi.org/10.1016/j.dss.2012.11.008 

Zhou, T. (2013). An empirical examination of continuance intention of mobile payment services. 
Decision Support Systems, 54(2), 1085–1091. https://doi.org/10.1016/j.dss.2012.10.034 

https://doi.org/10.1016/j.ijhcs.2006.01.003
https://doi.org/10.4018/joeuc.2003100101
https://doi.org/10.21456/vol9iss1pp94-102
https://doi.org/10.51903/e-bisnis.v14i1.329
https://doi.org/10.1016/j.im.2016.02.007
https://doi.org/10.24843/EJMUNUD.2019.v08.i08.p07
https://doi.org/10.1016/j.giq.2018.03.004
https://doi.org/10.1016/j.giq.2007.06.002
https://doi.org/10.1080/09720510.2017.1338609
https://doi.org/10.1007/s11423-017-9513-6
http://jurnal.unmer.ac.id/index.php/jbm
https://doi.org/10.1016/j.dss.2012.11.008
https://doi.org/10.1016/j.dss.2012.10.034

