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Abstract The objective of this study is to investigate the effect of ERP system quality
factors on the system use satisfaction and on personal and organizational performances. For
achieving this objective, we investigated the interrelationship among quality factors, use
satisfaction and business performance in the companies which operate the ERP system using
questionnaires, whereas many previous studies focused on general quality factors such as the
relationship between system quality and use satisfaction on organizational performance. The
difference between our study and previous studies is that we classified the information system
quality into three categories (system quality, information quality, and service quality) before
analyzing the respective relationship among three identified variables (use satisfaction, individual
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performance and organization performance). The result of this study proved that the system
quality, information quality, and service quality considered as the ERP system quality factors
have a positive effect on user satisfaction level, respectively.
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Table 1 Measured Analysis Method

) Analysis
Measured Variables Method
Exogenous and endogenous | Skewness,
Normality | variables are tested for | kurtosis
normality (Table 2)
Validation of exogenous | Exploratory
. 1 variables and endogenous factor
Validity variables Exploratory factor analysis
analysis (Table 34)
Reliability  analysis  of | Reliability
Reliability | exogenous variables and test
endogenous variables (Table 34)
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Correlation factors analysis
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Table 2 Descriptive Statistics Quantity

. Skewness Kurtosis

Variable Mean SD ISitistic| S. E. |Statistic] S. E,
ERP System Qualityl 4.02 813 =742 131 505 .260
ERP System Quality2 4.05 .853 -.826 131 415 .260
ERP System Quality3 3.97 867 =716 131 149 .260
ERP System Quality4 4.22 .869 =794 131 -.246 .260
ERP System Qualityb 4.20 810 -.811 131 276 .260
ERP Information Qualityl 3.96 749 -.388 131 135 .260
ERP Information Quality2 3.87 792 -.329 131 -.129 .260
ERP Information Quality3 3.71 361 -.058 131 -744 .260
ERP Information Quality4 3.79 .833 -.340 131 -.240 .260
ERP Information Quality5 3.85 333 -.290 131 -.380 .260
ERP Service Qualityl 4.02 902 -.584 131 -.184 .260
ERP Service Quality2 4.05 851 -.459 131 -.663 .260
ERP Service Quality3 3.70 1.058 -.334 131 -.871 .260
ERP Service Quality4 3.79 984 -.413 131 -.606 .260
ERP Service Quality5 3.72 1.024 -.362 131 -724 .260
Use Satisfactionl 3.58 856 -.058 131 -.494 .260
Use Satisfaction?2 3.53 866 -.169 131 -.133 .260
Use Satisfaction3 3.44 795 270 131 -.373 .260
Use Satisfaction4 3.51 870 -.005 131 -.299 .260
Personal Performancel 3.78 790 -.259 131 -.145 .260
Personal Performance?2 3.71 805 -.233 131 -.206 .260
Personal Performance3 3.71 338 -.173 131 -.264 .260
Personal Performance4 3.64 8325 -.132 131 -.353 .260
Organizational Performancel 351 933 -.264 131 -.297 .260
Organizational Performance2 3.50 .909 -.305 131 -.167 .260
Organizational Performance3 3.65 870 -.407 131 142 .260
Organizational Performance4 3.55 .953 -474 131 .103 .260
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Table 3 Results of Factor and Reliability Analyses on Independent Variables

Factor
Variable Cronbach’s Alpha
Factor 1 Factor 2 Factor 3
ERP Service Quality3 909 148 .009
ERP Service Quality4 897 168 101
ERP Service Qualityl 366 076 172 935
ERP Service Qualityb 357 182 152
ERP Service Quality?2 32 262 072
ERP Information Quality5 207 338 102
ERP Information Quality4 .149 761 .136
ERP Information Quality2 028 757 113 845
ERP Information Quality3 155 737 244
ERP Information Qualityl 247 7701 -.042
ERP System Qualityl 126 .019 822
ERP System Qualityb .058 .050 809
ERP System Quality2 .019 233 744 333
ERP System Quality4 159 .012 735
ERP System Quality3 .064 236 695
Kaiser-Meyer-0lkin 368
, . Chi-Square | 3088.159
Barlett’ Test of Sphericity &P 105(000)

Table 4 Results of Factor and Reliability Analyses on Dependent Variables

Factor
Variable Cronbach’s Alpha
Factor 1 Factor 2 Factor 3
Organizational Performance?2 .350) .266 .348
Organizational Performance4 337 310 324 959
Organizational Performancel 301 .307 .383
Organizational Performance3 76 .355 405
Use Satisfactionl 315 866 249
Use Satisfaction2 .339 847 229 959
Use Satisfaction3 198 813 369
Use Satisfaction4 283 750 371
Personal Performancel 373 335 798
Personal Performance?2 376 357 793 o6
Personal Performance3 421 .368 756
Personal Performance4 446 .329 682
Kaiser-Meyer-0Olkin 934
, .. Chi-Square | 5082.167
Barlett’ Test of Sphericity &P 65L000)
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Table 5 Correlation Coefficient

. . Use Personal Organizational
System Information Service Satisfaction Perf. Pert.
1
System
301 1
Information
.000
243" 388 1
Service
.000 .000
Use 276" 350 664 1
Satisfaction '000 OOO .000
224 332 726" 737 1
Personal Perf.
.000 .000 .000 .000
o . 179" 290" 675 685 8117 1
rganizational
Perf. 001 000 000 000 000
#x p<0.01
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of thgk 7H1d Tl 13 Aolgt= 714
of tg #HF Ay, EF2A(S.E) 0.037, CR.3:
2 1880822 1965 ol F+ W Alojol| <1}
DA EAetE Aoz UEhga, AZASFE
B=697c. 2 YAt wets  ERPAI~® A}
£
3

T

R
=1 O
J&S " Al

Jitb ERPAVE“OH rﬂf& AN = Fo
= Ao HFHA
ERPA]éEﬂJ A}%%%—E-E ERPA| 2= ¢

Table 6 Model Fit

Criteria X2 GFI  AGFI RMR  CFI NFI IFI  RMSEA
Unz:;iilﬁed (;ilg%?)z) 831 791 039 923 894 924 070

Modified — 902.222 845 806 033 934 904 934 055

model (p=0.000)

Basis P>005 P=090 =090 <005 =090 =090 =090 =005

Fitness Unfit Excellent Good Good Good Good Good Excellent
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Table 7 Hypothesis Results

H Path Estimate S.E. C.R. p-value Sig.

System Quality

H1-1 e 185 071 2628 009  Accepted

HI1-2 Information Quality 125 061 2061 039  Accepted
-Use Satisfaction

H1-3 Service Quality 550 049 11167 000  Accepted

-Use Satisfaction

Use Satisfacti
H2-1 oe s sEeron 697 037 18808 000  Accepted
-Personal Performance

Use Satisfacti
H2-2 'S¢ watstaction 749 046 16154 000  Accepted
-Organizational Performance

Service Quality

H3-1 Personal Performance 269 041 6624 000  Accepted
H3-2 Organsizz’ifr‘ff;igmame 209 056 3703 000  Accepted
of g A FFE wA Aeolgte A 5 24 &
of W AZF A3, EFLLAHS.E) 0046, CR.gt
& 161540 % 1.965 Hol F W5 Afole] <l BodAFo e 7ol A ERPA 28l 9] E 4o
A7 EAetE AR Yewda, AERATE AbeA wiEE 2 7] Aol ae 2Ry =
=749 % et webq ERPAZ~® AR el M= FFS dolr 1z vt ERPAI~
RHEE= ERPAIZFC o 229 froldt el m=9lo] gl Aol mAE
FEoA AdFS VA= Aom HAFHATY FEE A 1wt Wel o]l gon
H3: ERPA|Z® 9 XMH]AFHAL ERPAIZH ERPA| =)o) EA3} Algxte] gtEr 9 7]
A3 33H F¥FE WA Aon °] ERPAl28 =98 E3 7Aoo #74
H3-1%1 ERPA|Z=®I9] Au]~=FEde ERPAl 2 of et AFE= muEit B dAFo A= ERP
el gk A el dEgFS m A Folgt= Tt Al2~®e] EAo] ERP o] &5 wEL 9l 7]
**Oﬂ o 43 A9 2T AHSE) 0041, CR. gle) A9 2 =4 go] W& G 248
FS 662402 1965 Wo] T W Alold <l a7} F
JJri A7 EAekE Ao®m YESL, AEATE A 3 Al A ERPA| =S AlE5lo] ¥
B=269°.2 A=At uels ERPAZE 9] A kil 9l 400 EH*JP_E AMERZ v L}t
Hl*%él:z ERPA|Z=glo] tf gk 7R 3= -2 3635 3FEte 3FE R%on, 35E A
g FaoA dgs vAE Aer HATHA. A 5 SHol %*éélf& 19%-5 Adsta #HZ
H3-2%1 ERPAIZ&E1O] Muj2Ede ERPAIL 3498 §3AEAS BAEA 82 o] &3t
o gk xxgatel] FEFS wAH Folgd= Tt B oA £H¥E dolHE myiAe 7

Ao gigk H5 23, 2+ 22HS.E) 0.056, CR. ] IBM SPSS statistics version 23.0 for
e 370302 1.965 Hol F W Afolo] 13 windows ¢F AMOS 23.0% o] &3t 7 A

HAZE EAGE Ao YERA, AEAFE B & sy

=2090% A=At welxd  ERPAIZFS] A H12l ERPA2®9] FAL Ab&A ghEo]
Hl*%é‘e ERPA|2=gloll thdt =g 3= #9 ZAA S mA Aolgt: A Y A=
& FEolA dFS A= Ao HITHAY A7, ERPAI =89 A2l AR Au]~EA 7
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