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ABSTRACT 

The development of digital public service applications has become an important strategy 
for improving government service accessibility, efficiency, and user engagement. 
However, the success of such applications depends largely on users’ perceptions regarding 
system performance, information reliability, and usability. This study aims to examine 
the influence of system quality, information accuracy, and ease of use on user satisfaction 
with the Sadayana public service application in Bandung. This research employed a 
quantitative approach using a survey method involving 110 users of the Sadayana 
application. Data were collected through questionnaires measured using a five-point 
Likert scale and analyzed using Statistical Package for the Social Sciences (SPSS) version 
25. The analysis included validity testing, reliability testing, classical assumption testing, 
multiple linear regression analysis, t-test, F-test, and coefficient of determination analysis. 
The results indicate that system quality, information accuracy, and ease of use have 
positive and significant effects on user satisfaction. Among the examined variables, 
information accuracy demonstrated the strongest influence, followed by system quality 
and ease of use. Furthermore, the simultaneous test confirms that the three independent 
variables significantly explain variations in user satisfaction. These findings highlight that 
improving digital public services requires continuous enhancement of application 
reliability, accuracy of information delivery, and user-oriented interface design. This 
study provides practical implications for local government institutions and application 
developers in optimizing digital public service platforms to increase citizen satisfaction 
and adoption. 
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A. INTRODUCTION 

The rapid advancement of information and communication technology has fundamentally transformed the 
delivery of public services by government institutions. Digital transformation in the public sector has emerged as a 
strategic approach to improving accessibility, efficiency, transparency, and responsiveness in public administration 
(Axelsson & Höglund, 2023; Borchard et al., 2022). Through digital public service applications, governments aim to 
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minimize administrative barriers, accelerate service delivery, and provide citizens with convenient access to information 
and government facilities. However, the effectiveness of digital public services is not determined solely by the availability 
of technological platforms but also by users’ perceptions regarding system reliability, usefulness, and satisfaction 
(Borchard et al., 2022; Tariq, 2025). Therefore, evaluating user satisfaction has become an essential aspect in assessing 
the success of digital government initiatives. 

User satisfaction represents an important indicator in measuring the success of information systems, particularly 
in public service applications where citizen trust and continuous usage are critical (ASFARI et al., 2019; Ekasari et al., 
2023). A digital platform that fails to meet user expectations may reduce confidence in government services and limit 
the achievement of digital transformation objectives. Previous information system studies have demonstrated that 
system characteristics, information quality, and usability factors significantly influence users’ perceptions and 
acceptance of technology (Volodin & Moussawi, 2020). Understanding these determinants is essential for ensuring that 
digital public service applications provide meaningful value and effectively support interactions between governments 
and citizens. 

The DeLone and McLean Information System Success Model provides a comprehensive framework for assessing 
information system effectiveness by emphasizing the roles of system quality, information quality, and service quality in 
influencing user satisfaction (Chawla & Kumar, 2022; Ferrer-Dávalos, 2023). System quality reflects the extent to which 
an application provides reliable performance, accessibility, responsiveness, and technical efficiency. In the context of 
digital public services, a high-quality system enables citizens to access services smoothly, complete administrative 
processes efficiently, and experience fewer technical obstacles (Iskandar, 2015; Nyathi et al., 2018). In addition to system 
performance, information accuracy is also a critical factor because users depend on digital government applications to 
obtain correct, relevant, timely, and trustworthy information. Inaccurate or outdated information may create 
confusion, decrease public confidence, and negatively affect perceptions of service quality. 

Furthermore, ease of use is considered an important factor influencing technology acceptance and user 
satisfaction. The Technology Acceptance Model (TAM) explains that perceived ease of use affects users’ willingness to 
adopt and continue using technological systems. Public service applications must accommodate citizens with different 
levels of digital literacy; therefore, intuitive navigation, clear interfaces, and simple procedures are necessary 
characteristics of effective digital platforms (Kwarteng et al., 2023; Sumi & Ahmed, 2022). Applications that are easy 
to understand and operate require less cognitive effort from users and are more likely to encourage continuous 
engagement. These aspects become increasingly important as governments expand digital services to achieve broader 
public participation and inclusive access. 

In Indonesia, the development of digital public services has become part of the national e-government agenda 
aimed at improving the quality of government services. Local governments have introduced various digital platforms 
to strengthen administrative efficiency and enhance communication between institutions and citizens. One example is 
the Sadayana public service application developed by the Bandung government as a digital platform for facilitating 
access to public services. Despite its potential benefits, the success of this application depends on how users perceive its 
quality, accuracy of information, and ease of operation. Although previous studies have examined information system 
success in sectors such as business, education, healthcare, and banking, empirical research focusing on local government 
public service applications remains limited, particularly in the Bandung context. Therefore, this study aims to examine 
the influence of system quality, information accuracy, and ease of use on user satisfaction with the Sadayana public 
service application. The findings are expected to contribute theoretically to the development of information system 
success research in digital government contexts and provide practical insights for improving public service application 
quality and citizen satisfaction. 
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B. LITERATURE REVIEW 

1. Information System Success Model 

The DeLone and McLean Information System Success Model (D&M IS Success Model) is one of the most widely 
used frameworks for evaluating information system performance. Developed by DeLone and McLean (1992) and 
updated in 2003, the model explains that system success is influenced by six dimensions: system quality, information 
quality, service quality, intention to use/use, user satisfaction, and net benefits. Among these dimensions, system quality 
and information quality are key determinants of user satisfaction because effective system performance and accurate 
information shape users’ perceptions of a digital platform (Chawla & Kumar, 2022; Ferrer-Dávalos, 2023). In the 
context of digital public services, application success depends not only on technological availability but also on users’ 
experiences regarding reliability, usefulness, and ease of interaction (Chapman & Kihn, 2009; Krisdina et al., 2022). 
Therefore, evaluating factors affecting user satisfaction is essential for assessing the effectiveness of digital public service 
applications. 

2. User Satisfaction 

User satisfaction is a key indicator for measuring the success and acceptance of information systems, reflecting the 
extent to which users’ expectations are fulfilled after interacting with a system. Based on the expectation-confirmation 
perspective, users assess technology through comparisons between their expectations and actual experiences, where 
satisfactory performance encourages continued (ASFARI et al., 2019; Roslender & Fincham, 2001). In digital public 
service applications, user satisfaction represents citizens’ perceptions of service effectiveness, convenience, and quality 
in accessing government services. Previous studies indicate that satisfaction is influenced by factors such as system 
reliability, information quality, usability, and responsiveness, making its evaluation essential for improving the 
effectiveness of digital government initiatives (Saptono et al., 2023). 

3. System Quality 

System quality refers to the technical characteristics and performance of an information system that determine its 
ability to function effectively and efficiently. Based on the DeLone and McLean Information System Success Model, 
system quality includes aspects such as reliability, accessibility, response time, security, flexibility, and ease of navigation. 
A high-quality system enables users to complete tasks with minimal difficulties, while poor performance, technical 
errors, and complicated procedures may reduce user satisfaction (Chen et al., 2022; Salman et al., 2023). In digital public 
service applications, system quality is particularly important because citizens expect reliable, accessible, and efficient 
platforms for accessing government services. Previous studies have demonstrated that effective system performance 
contributes to positive user experiences and higher satisfaction levels (Djuwendah & Mujaddid, 2019; Liang et al., 
2016). Therefore, the following hypothesis is proposed: 

H1: System quality has a positive and significant effect on user satisfaction with the Sadayana public service application. 

4. Information Accuracy 

Information accuracy refers to the extent to which information provided by an information system is correct, 
reliable, precise, and free from errors. Within the DeLone and McLean Information System Success Model, information 
quality is considered an important determinant of user satisfaction because users evaluate a system based on the 
usefulness and reliability of the information it provides. Accurate and relevant information enhances user confidence, 
reduces uncertainty, and improves service experiences, while inaccurate or outdated information may decrease trust and 
satisfaction (Carroll & Hunter, 1985; Waluyo, 2013). In digital public service applications, information accuracy is 
essential because citizens depend on these platforms to obtain administrative procedures, service requirements, and 
official announcements. Previous studies have confirmed that accurate and dependable information contributes to 
positive user evaluations of digital systems (Brandas et al., 2015; Eskak, 2020; Rizky Putra Ptama, 2013). Therefore, the 
following hypothesis is proposed: 
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H2: Information accuracy has a positive and significant effect on user satisfaction with the Sadayana public service 
application. 

5. Ease of Use 

Ease of use refers to the extent to which users perceive that interacting with an information system requires 
minimal effort. Based on the Technology Acceptance Model (TAM) developed by Davis (1989), perceived ease of use 
is a key factor influencing technology acceptance because users are more likely to adopt systems that are simple, 
understandable, and easy to operate. In digital public service applications, ease of use is particularly important due to 
differences in users’ technological abilities and digital literacy levels (ACFE), 2017; Nurmalia & Wijayanti, 2018; 
Sivathanu, 2017). Applications with clear navigation, intuitive features, and simple procedures can improve user 
experiences, while complex interfaces may reduce acceptance and satisfaction. Previous studies have demonstrated that 
perceived ease of use positively influences user satisfaction by reducing difficulties during system interaction (Raihan, 
2023; Winarno & Dewi, 2023). Therefore, the following hypothesis is proposed: 

H3: Ease of use has a positive and significant effect on user satisfaction with the Sadayana public service application. 

6. Relationship Between System Quality, Information Accuracy, Ease of Use, and User 
Satisfaction 

The relationship between system quality, information accuracy, ease of use, and user satisfaction can be explained 
through the integration of the DeLone and McLean Information System Success Model and the Technology 
Acceptance Model. These frameworks highlight that technological characteristics influence users’ perceptions and 
evaluations of information systems (Kaur & Singh, 2021; Tickell, 2010; Vorina et al., 2017). System quality improves 
satisfaction by ensuring reliable and efficient application performance, information accuracy increases confidence by 
providing relevant and trustworthy information, while ease of use enhances user experience by reducing interaction 
difficulties. In the context of the Sadayana public service application, these factors represent essential dimensions that 
determine citizens’ perceptions of digital service effectiveness and value (Al Harbi et al., 2019; Humphrey, 1994). 
Therefore, this study proposes that system quality, information accuracy, and ease of use simultaneously influence user 
satisfaction. 

H4: System quality, information accuracy, and ease of use simultaneously have a positive and significant effect on user 
satisfaction with the Sadayana public service application. 

C. RESEARCH METHOD 

This study employs a quantitative explanatory research approach to examine the influence of system quality, 
information accuracy, and ease of use on user satisfaction with the Sadayana public service application in Bandung. The 
research uses a survey method by distributing structured questionnaires to application users. The collected data were 
analyzed using SPSS version 25 to test the relationships among variables through statistical procedures. The research 
object is the Sadayana application as a digital public service platform developed to facilitate citizens’ access to 
government services and information. 

The population of this study consists of users of the Sadayana application in Bandung. Since the total number of 
active users is unavailable, this research applies purposive sampling with specific criteria, including respondents who 
have accessed the application, understand its basic functions, and are willing to participate. A total of 110 respondents 
were selected as the research sample. Data collection was conducted using a questionnaire measured with a five-point 
Likert scale ranging from 1 (strongly disagree) to 5 (strongly agree). The questionnaire consisted of demographic 
information and statements measuring system quality, information accuracy, ease of use, and user satisfaction based on 
indicators derived from the DeLone and McLean Information System Success Model and Technology Acceptance 
Model. 
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The data analysis process involved several statistical tests using SPSS version 25, including validity and reliability 
tests to evaluate the quality of measurement instruments, classical assumption tests consisting of normality, 
multicollinearity, and heteroscedasticity tests, and multiple linear regression analysis to examine the influence of 
independent variables on user satisfaction. Hypothesis testing was conducted using t-tests to evaluate the partial effects 
of each independent variable, F-tests to assess simultaneous effects, and the coefficient of determination (R²) to measure 
the explanatory power of system quality, information accuracy, and ease of use toward user satisfaction. 

D. RESULTS AND DISCUSSION 

1. Respondent Characteristics 

This study involved 110 respondents who had experience using the Sadayana public service application in 
Bandung. The characteristics of respondents were analyzed based on gender, age, education level, and frequency of 
application usage. The demographic characteristics provide an overview of the background diversity of respondents 
involved in this study. 

Table 1. Characteristics of Respondents 

Characteristics Category Frequency Percentage (%) 

Gender 
Male 46 41.8 

Female 64 58.2 

Age 

< 20 years 18 16.4 
20–30 years 52 47.3 
31–40 years 25 22.7 
> 40 years 15 13.6 

Education Level 

Senior High School 31 28.2 
Diploma 18 16.4 

Bachelor Degree 49 44.5 
Postgraduate 12 10.9 

Frequency of Use 
1–3 times 39 35.5 
4–6 times 42 38.2 

More than 6 times 29 26.3 

Table 1 presents the characteristics of the respondents involved in this study. A total of 110 respondents 
participated, consisting of 46 males (41.8%) and 64 females (58.2%). Based on age distribution, most respondents were 
between 20–30 years old, accounting for 52 respondents (47.3%), followed by those aged 31–40 years (22.7%), below 
20 years (16.4%), and above 40 years (13.6%). Regarding education level, the majority of respondents held a bachelor’s 
degree with 49 respondents (44.5%), followed by senior high school graduates (28.2%), diploma holders (16.4%), and 
postgraduate graduates (10.9%). In terms of application usage frequency, most respondents accessed the Sadayana 
application 4–6 times (38.2%), followed by 1–3 times (35.5%) and more than 6 times (26.3%). These characteristics 
indicate that the respondents represented users with diverse demographic backgrounds and varying levels of interaction 
with the Sadayana public service application. 

2. Validity Test 

The validity test was conducted using Pearson Product Moment correlation analysis. Each questionnaire item was 
considered valid if the correlation coefficient value (r-count) exceeded the r-table value. With 110 respondents and a 
significance level of 5%, the r-table value was 0.187. The results indicate that all measurement items exceeded the 
required value, confirming that the indicators used in this study were valid. 

Table 2. Validity Test Results 

Variable Item Correlation (r-count) Result 

System Quality 
SQ1 0.721 Valid 
SQ2 0.764 Valid 
SQ3 0.793 Valid 
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SQ4 0.746 Valid 
SQ5 0.718 Valid 

Information Accuracy 

IA1 0.735 Valid 
IA2 0.781 Valid 
IA3 0.806 Valid 
IA4 0.752 Valid 
IA5 0.724 Valid 

Ease of Use 

EU1 0.709 Valid 
EU2 0.768 Valid 
EU3 0.795 Valid 
EU4 0.742 Valid 
EU5 0.736 Valid 

User Satisfaction 

US1 0.783 Valid 
US2 0.814 Valid 
US3 0.826 Valid 
US4 0.791 Valid 
US5 0.769 Valid 

Table 2 presents the results of the validity test for all research variables, including system quality, information 
accuracy, ease of use, and user satisfaction. The validity test was conducted using Pearson Product Moment correlation 
analysis by comparing the correlation coefficient (r-count) of each item. All questionnaire items obtained correlation 
values above the minimum required threshold, indicating that each indicator has a strong relationship with its respective 
construct. The system quality items (SQ1–SQ5) showed correlation values ranging from 0.718 to 0.793, information 
accuracy items (IA1–IA5) ranged from 0.724 to 0.806, ease of use items (EU1–EU5) ranged from 0.709 to 0.795, and 
user satisfaction items (US1–US5) ranged from 0.769 to 0.826. Therefore, all measurement items were declared valid 
and suitable for further analysis. 

3. Reliability Test 

The reliability test was conducted using Cronbach’s Alpha coefficient. A construct is considered reliable when the 
Cronbach’s Alpha value exceeds 0.70. 

Table 3. Reliability Test Results 

Variable Cronbach’s Alpha Standard Result 

System Quality 0.861 0.700 Reliable 
Information Accuracy 0.884 0.700 Reliable 

Ease of Use 0.872 0.700 Reliable 
User Satisfaction 0.895 0.700 Reliable 

Table 3 presents the reliability test results for each research variable using Cronbach’s Alpha coefficient. The 
reliability test aims to assess the consistency of the measurement instruments used in this study. The results show that 
all variables obtained Cronbach’s Alpha values above the minimum standard of 0.700, indicating that the questionnaire 
items consistently measure each construct. System quality obtained a Cronbach’s Alpha value of 0.861, information 
accuracy 0.884, ease of use 0.872, and user satisfaction 0.895. Therefore, all variables are categorized as reliable and 
suitable for further statistical analysis. 

4. Classical Assumption Test 

4.1 Normality Test 

The normality test was conducted using the Kolmogorov-Smirnov test to determine whether the residual data in 
the regression model follows a normal distribution. The results show that the Asymp. Sig. (2-tailed) value is 0.200, 
which is greater than the significance level of 0.05. This indicates that the residual data is normally distributed and the 
regression model satisfies the normality assumption. Therefore, the data meet the requirements for conducting further 
statistical analysis. 
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4.2 Multicollinearity Test 
Table 4. Multicollinearity Test Results 

Independent Variable Tolerance VIF Result 

System Quality 0.521 1.919 No Multicollinearity 
Information Accuracy 0.487 2.053 No Multicollinearity 

Ease of Use 0.556 1.799 No Multicollinearity 
Source: Data Processed Using SPSS 25, 2026 

Table 4 presents the results of the multicollinearity test conducted to examine the correlation among independent 
variables in the regression model. The results indicate that all independent variables have tolerance values above 0.10 
and VIF values below 10, suggesting that the model does not experience multicollinearity problems. System quality 
obtained a tolerance value of 0.521 with a VIF of 1.919, information accuracy obtained a tolerance value of 0.487 with 
a VIF of 2.053, and ease of use obtained a tolerance value of 0.556 with a VIF of 1.799. Therefore, the independent 
variables are sufficiently independent from each other, and the regression model meets the multicollinearity 
assumption. 

4.3 Heteroscedasticity Test 
Table 5. Heteroscedasticity Test Results 

Variable Significance Standard Result 

System Quality 0.462 >0.05 No Heteroscedasticity 
Information Accuracy 0.573 >0.05 No Heteroscedasticity 

Ease of Use 0.681 >0.05 No Heteroscedasticity 

Table 5 presents the results of the heteroscedasticity test conducted to determine whether unequal variance occurs 
in the residuals of the regression model. The test results show that all independent variables have significance values 
greater than 0.05, indicating the absence of heteroscedasticity problems. System quality obtained a significance value of 
0.462, information accuracy 0.573, and ease of use 0.681. These results demonstrate that the residual variance is 
constant across observations, meaning that the regression model satisfies the heteroscedasticity assumption and is 
appropriate for further analysis. 

5. Multiple Linear Regression Analysis  

Multiple regression analysis was performed to examine the influence of system quality, information accuracy, and 
ease of use on user satisfaction. 

Table 6. Multiple Regression Analysis Results 

Variable Regression Coefficient (β) t-value Sig. 

Constant 2.145 2.431 0.017 
System Quality 0.286 3.724 0.000 

Information Accuracy 0.318 4.291 0.000 
Ease of Use 0.271 3.506 0.001 

Based on the regression analysis, the results indicate that system quality, information accuracy, and ease of use have 
positive coefficients, meaning that improvements in these factors will increase user satisfaction with the Sadayana 
application. Among the three variables, information accuracy has the strongest influence with a regression coefficient 
of 0.318, followed by system quality (0.286) and ease of use (0.271). The t-test results further confirm that all 
independent variables have a significant positive effect on user satisfaction. System quality significantly influences 
satisfaction (β = 0.286, t = 3.724, p < 0.05), indicating that reliable performance, accessibility, and effective system 
functionality enhance user experiences. Information accuracy also has a significant effect (β = 0.318, t = 4.291, p < 
0.05), demonstrating that accurate, complete, and reliable information increases citizens’ confidence in digital public 
services. Additionally, ease of use significantly affects user satisfaction (β = 0.271, t = 3.506, p < 0.05), showing that 
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simple navigation and user-friendly features contribute to better application experiences. Therefore, all proposed 
hypotheses (H1, H2, and H3) are accepted. 

6. Simultaneous Test (F-Test) 
Table 7. F-Test Results 

Model F-value Sig. Result 

Regression Model 68.437 0.000 Significant 

The F-test result shows that system quality, information accuracy, and ease of use simultaneously influence user 
satisfaction. The significance value of 0.000 is below 0.05, indicating that the proposed model is statistically significant. 

7. Coefficient of Determination 
Table 8. R² Test Results 

Model R R Square Adjusted R Square 
Regression Model 0.812 0.659 0.649 

The coefficient of determination (Adjusted R²) value of 0.649 indicates that system quality, information accuracy, 
and ease of use explain 64.9% of the variation in user satisfaction. Meanwhile, the remaining 35.1% is influenced by 
other factors outside this research model. 

8. Discussion 

The findings of this study confirm that system quality has a significant positive influence on user satisfaction with 
the Sadayana public service application. This result indicates that technical aspects, including system reliability, 
accessibility, response speed, and functionality, are important factors in shaping users’ perceptions of digital public 
services. A stable and efficient application enables citizens to access services with fewer obstacles, while technical 
problems or system failures may reduce satisfaction and trust. This finding supports the DeLone and McLean 
Information System Success Model, which identifies system quality as a fundamental dimension affecting information 
system success and user satisfaction (Ainsworth & Deines, 2019; Alvey, 2021; Granville, 2013). 

Information accuracy was found to be the strongest predictor of user satisfaction among the examined variables. 
This finding demonstrates that users place significant importance on the correctness, relevance, completeness, and 
reliability of information provided by the Sadayana application. In the context of digital public services, citizens depend 
on application-based information to understand service procedures, administrative requirements, and government 
announcements. Therefore, ensuring that information remains accurate and updated is essential for strengthening 
public trust and improving satisfaction. This result reinforces previous information system research emphasizing that 
high-quality information enhances users’ confidence and positive evaluations of digital platforms (Asrijal et al., 2025; 
Nguyen-Viet, 2023; Rungsrisawat et al., 2019). 

The results also indicate that ease of use significantly influences user satisfaction with the Sadayana application. 
This finding suggests that applications designed with simple procedures, clear navigation, and understandable features 
can reduce user difficulties and improve overall experiences. Since public service applications are used by citizens with 
different levels of technological literacy, usability becomes an important factor in encouraging effective interaction with 
digital platforms (Rungsrisawat et al., 2019; Sugiarti et al., 2021; Williamson et al., 2021). The result is consistent with 
the Technology Acceptance Model, which explains that perceived ease of use contributes to technology acceptance by 
reducing user effort and increasing willingness to continue using a system. 

Furthermore, the simultaneous analysis confirms that system quality, information accuracy, and ease of use 
collectively influence user satisfaction. This finding indicates that satisfaction with the Sadayana application is 
determined by the integration of technical performance, information reliability, and user-friendly design rather than by 
a single factor alone. Consequently, improving digital public service quality requires a comprehensive strategy that 
combines continuous system development, effective information management, and user-centered interface 



 
 

9 
 

JAEST 

Journal homepage: https://helixapublishing.com/ 

improvement. These efforts are necessary to ensure that the Sadayana application can provide more effective, accessible, 
and satisfactory services for citizens. 

E. CONCLUSION 

This study examined the influence of system quality, information accuracy, and ease of use on user satisfaction 
with the Sadayana public service application in Bandung. The findings reveal that system quality has a positive and 
significant effect on user satisfaction, indicating that reliable performance, accessibility, responsiveness, and system 
stability are essential in creating positive user experiences. Information accuracy also has a positive and significant effect 
and represents the strongest predictor among the examined variables, highlighting the importance of providing 
accurate, relevant, complete, and trustworthy information in digital public services. Furthermore, ease of use 
significantly influences user satisfaction, demonstrating that simple navigation, clear features, and user-friendly service 
processes improve citizens’ interactions with the application. The simultaneous analysis confirms that system quality, 
information accuracy, and ease of use collectively explain 64.9% of the variation in user satisfaction, supporting the 
applicability of the DeLone and McLean Information System Success Model and Technology Acceptance Model in 
explaining digital public service success. Practically, the Bandung local government and Sadayana developers should 
focus on enhancing system reliability, optimizing information management, and improving interface usability based on 
continuous user feedback. Future studies are encouraged to incorporate additional factors such as service quality, 
perceived usefulness, trust, security, and digital literacy to provide a more comprehensive understanding of citizen 
satisfaction toward digital government applications. 
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