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 Digital transformation in the banking sector creates a lot of demand for 

application development, either new development or application 

enhancement. Continuous demand for reimagining, revamping, and running 

applications reliably needs to be supported by collaboration tools. Several 

big banks in Indonesia use Atlassian products, including Jira, Confluence, 

Bamboo, Bitbucket, and Crowd, to support strategic company projects. We 

need to measure the net impact of application development life-cycle 

management (ADLM) as a collaboration tool. Using the deLone and 

McLean model, process questionnaire data from banks in Indonesia that use 

ADLM. Processing data using structural equation modeling (SEM), multiple 

variables are analyzed statistically to establish, estimate, and test the 

causation model. The conclusions highlight that system quality strongly 

affected only User Satisfaction (p=0.049 and β=0.39). Information quality 

strongly affected use (p=0.001 and β=0.84) and strongly affected user 

satisfaction (p=0.169 and β=0.28). Service quality strongly affected only use 

(p=0.127 and β=0.31). Conclusion research verifies the information system's 

achievement approach described by DeLone and McLean. Importantly, it 

was discovered that system usability and quality were key indicators of 

ADLM success. To fulfill their objective, ADLM must be developed in a 

way that is simple to use, adaptable, and functional. 
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1. INTRODUCTION 

A title of article should be the fewest possible words that accurately describe the content of the 

paper An extensive management strategy based on the holistic principle is necessary to address the 

transformation of organizations towards the use of digital technology and the vast usage of data [1]. 

Interdependence and coordination are significant themes in organizational studies, according to Crowston 

(2003). The use of information technologies (IT) has become widespread, creating a dynamic environment 

full of opportunities and difficulties [2]. In enterprises, achieving IT/business alignment is still more crucial 

[3]–[9], it serves as one of information technology governance's primary objectives [1]. The capacity to 

establish a management system where the processes are connected and support one another is crucial for 

creating value. It is established that processes are impacted by IT and vice versa [10]–[13]. 

The goal of software engineering is to apply the top techniques for creating reliable software  

systems [14]. The various applications you come across could be in the business, engineering, or even 

scientific fields. Software systems are now used in a wide range of applications. It is crucial to carefully 

monitor and analyze the development progress of any software solutions that will last for a long time. 

https://creativecommons.org/licenses/by-sa/4.0/
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According to the engineering approach, software development must follow a clearly defined, methodical 

strategy to have a very high possibility of success [15], [16]. The software development life cycle (SDLC), as 

a well-defined, systematic process is the major advantage of the engineering approach, is a vital technique for 

the development of software and includes designing a sequence of various activities and phases [14]. They 

are requirements gathering, designing, programming, testing, and servicing [14], [17]. Additionally, this 

method is thought to be particularly documentation-heavy; as a result, numerous documents in a standard 

style and in contractual duties are prepared as a starting point for later use. To keep towards the authorized 

plan in terms of scope, timetable, and scope, the development team plans for and manages risks throughout 

the project lifetime [18]–[20].One of the most common projected life cycles is the waterfall model, which 

calls for fully predicting and documenting a sound set of requirements at the beginning of a project [14]. 

Almost all banking activities and products are today dependent on information technology due to the 

banking sector's very strong relationship with technology (IT) [21], [22]. In the process of developing an IT 

application system, the company carries out the process in accordance with the SDLC governance procedure 

document that has been determined, which is in addition to the provisions. The application system 

development process involves many parties in accordance with the responsibility, accountability, control, and 

inform (RACI) matrix, starting from the user team, product owner, IT business partner, system analyst, 

programmer, quality assurance tester, operation, security engineer, infrastructure engineers, and other parties. 

To support the development of both new and current applications within the organization, as well as the 

powerful party involved in the projects, businesses need an application development life-cycle management 

(ADLM). 

The companies have implemented the Atlassian product as an ADLM. Atlassian products 

implemented include Jira, Confluence, Bitbucket, Bamboo, and Crowd [23], [24], which function as project 

management, documentation tools, source code repository, implementation tools (including CI/CD support) 

and user management. The implementation of project management is expected to expand the use of ADLM 

not only in the IT team but also with users and product owners. In addition, to support the number of projects 

or requirements to support business, including strategic initiatives, the number of which is increasing every 

year. Atlassian's ADLM is expected to be a solution in the management of the application system 

development process, starting from project management, source code repositories to implementation in 

massive software development in the company. 

The current research, which is concerned with the banking sector, aims to answer concerns raised 

both the organizational and scientific areas. Therefore, the purpose of this article is to operationalize the 

DeLone and McLean (1992, 2003, and 2016) net impacts design in the banking industry, with IT and product 

owner users using ADLM as collaboration tools to manage project software development. Indeed, it is very 

important for companies to know how the performance of workers perceives SI impact. ADLM system is 

considered a key strategic element in value creation and competitiveness for the acceleration and quality of 

the company's business development with system development and system enhancement application. 

In other perspective, aim responds to performance talent, according to Herzberg's concept, hygienic 

factors, or extrinsic rewards impact job unhappiness while motivators or intrinsic rewards affect job 

contentment [25]. Achievement, praise for achievement, the task itself, responsibility, and progress or 

advancement are the motivators (intrinsic). Employer regulation and administration, supervision, human 

relationships, the workplace culture, income, position, and protection are examples of extrinsic factors that 

influence workplace hygiene or the prevention of discontent [25]. 

 

 

2. METHODS  

The purpose of this subtitle is to clarify the conceptual basis of the research and to explain the main 

views on implementing and assessing information systems. Various inherent theories in evaluating IT 

adoption and analyzing numerous underlying methods and concepts are also developed. The following is an 

explanation of the concepts, models, research instruments, data collection, data processing carried out in this 

study. 

 

2.1.  The concept of net impacts 

DeLone and McLean (1992) provided a synthesis of the current studies in the form of a general 

model unifying the literature based on the heterogeneity of research [26]. They introduced the information 

system success model (ISSM), which is currently regarded as one of the key models for IS evaluation by the 

scientific community. However, businesses rarely use it [27]. Instead, they mention guidelines like ITIL, 

COBIT, or CMMI to guarantee the quality of IS, the monitoring of practices or the level of IS maturity, and 

even its governance [27]. ISSM, initially made up of five factors, is multidimensional, recognizing that both 

temporal and causal influences are necessary for IS to succeed as a built process [27]. More specifically, this 
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model shows that information and system quality influence user happiness and IS use, which in turn effect 

individual impact. Utilization can influence user pleasure, but vice versa is also true. Organizational effects 

result from individual effects [27]. DeLone and McLean defined the individual and organizational levels of 

effect in their 1992 model using a taxonomic method. These authors proposed an updated version of their 

model to address several objections [28], such to the absence of empirical studies and the non-

operationalization of variables Additionally, they addressed concerns of the model's process- and/or causal 

nature as well as the variables' selection and relationships with one another (dependent or independent 

variables). Consequently, their new model has three key adjustments [24]. 

More recently, DeLone and McLean took stock of current developments in IS evaluation in their 

2016 book and recalled the origins of their multidimensional approach, as displayed in Figure 1 [29]. These 

two writers suggest two significant modifications to the 2003 model [26]. First, net benefits is changed to net 

impacts for the variable. The researchers use the beneficial element of the idea of profit to support this shift. 

An IS, however, can provide outcomes that have an impact on user satisfaction as well as use intention, either 

positively or negatively. Second, they add fresh feedback to their model [27]. This assumes that users will 

have identified issues and opportunities for improvement because of their experience with IS. As a result, 

there are maintenance needs that affect the quality of the IS, data, and capabilities [27]. 

 

 

 
 

Figure 1. Requires effective DeLone and McLean's (modified) (2016) [26] 

 

 

2.2.  Net impact 

The modified DeLone and McLean model serves as the foundation this research [30]. The model 

provides six interrelated quality factors (information, system, and service quality) that may impact future 

usage or intention to use as well as user satisfaction. These constructs are used to quantify the success of 

information systems. It is additionally indicated that even some benefits identified as net benefit would be 

obtained as result of use and/or user satisfaction. Therefore, user happiness and system usage could be 

impacted by these net benefits. Following are more explanations of the conceptualization of the constructs in 

this research. 

− System quality: Done to assess desired properties of an information system. In this situation quantified 

by numerous IS research utilizing factors like perceived usability, adaptability, speed of response, and 

features of the system [31]. The efficiency of use connected with ADLM, but to assess system quality, 

this study looked at functionality and flexibility as well. 

− Information quality: This concern with content problems and information system content 

characteristics. The result of an information system was already assessed in terms of its consistency, 

responsiveness, correctness, and authenticity [31]. The accuracy, usability, and timeliness of the 

information produced by the ADLM in use were operationalized in this study. 

− Service quality: The developer of the information system's level of support is used to evaluate this. 

Research has evaluated this by using the service quality criteria, such as the availability of user training 

and the software supports council's response [31]. In this study, network infrastructure, system 

dependability, and technical assistance for ADLM customers were all examined as indicators of service 

quality. 

− Intention to use/use: This focuses on evaluating the way that an information system is used. This has 

been measured in several studies by looking at actual usage or, occasionally, usage frequency [31]. 
Depending on the information system, the intention to use is also referred to as a replacement indicator 
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to use in other situations [30]. ADLM, this research evaluated use from perspective of perceptions 

because previous research has shown that evaluating real use for this context could be meaningless. In 

addition, expect and need their staff to utilize the system [32]. 

− User satisfaction: Some of the most crucial indicators of an organization's achievement is usually 

evaluated by assessing entire user satisfaction [30], [31]. By measuring total user satisfaction with 

ADLM, it was evaluated in the study. 

− Net benefits: The scope of an IS's effects, either positively or negatively, to the success of key parties, 

is one of the most crucial indicators of an IS's success. It has occasionally been quantified by evaluating 

the influence on either the individual or the organization [31]. However, because key users of ADLM 
were polled for this study, net benefits were assessed as perceived net benefits. 

The model that drives this research is shown in Figure 2. As a result, the following theories were proposed 

and examined: 

H1: Use will gain from system quality. 

H2: User satisfaction will gain from system quality. 

H3: Use will gain from Information quality. 

H4: User satisfaction will gain from information quality. 

H5: Use gain from service quality. 

H6: User satisfaction will gain from service quality. 

H7: User satisfaction will gain from use. 

H8: Perceived net benefit will gain from use. 

H9: Perceived net benefit will gain from user satisfaction.  

 
 

 
 

Figure 2. Research model using DeLone and McLean [28] 
 

 

2.3.  Approaches to measuring net impacts 

In previous research, the measurement of net impact has been carried out by measuring instrument 

dimensions. Four previous researches are listed, along with an explanation of each measuring intrument 

dimensions. A review of the research on IS's net impacts is conducted in Table 2. 

 

2.4.  Structural equation modeling 

A type of linearity modeling tool that uses statistical data is called a structural equation model 

(SEM), and it is particularly useful for problems involving unobservable variables [33] It is a method of 

multivariate statistical analysis that is used to build, estimate, and test causality models. A hypothesis that 

serves as the basis for SEM must be tested to validate the validity of the hypothesis. These are the test 

indexes and relative criteria [34]–[36]. 
 

 

Table 2. A review of the research on IS's net impacts is conducted 
No Evaluation of net iImpacts Authors and year Measuring instrument dimensions 

1 Evaluation of the organizational impacts of IS projects Mirani and Lenderer (1998) Strategic benefits 
Informational benefits 

transactional benefit 
2 Perceived impact of information technology on the 

work of end users. 

Torkzadeh and Doll (1999) customer satisfaction  

task productivity 
management control 

task innovation 
3 Balanced Scorecard model applied to IS (untested 

model) 

Martinsons et al. (1999) business value perspective 

user orientation perspective 
internal process perspective 

future readiness perspective 
4 Evaluating the performance of IS through a functional 

BSC 

Chang and King (2005) System performance 

information effectiveness 
service performance 
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2.5.  Data collection 

Two methods were used to collect the data for this research. The first method is interviews with 

project owners, IT project leaders, and end users who were involved in the early implementation of ADLM. 

The second data collection method is through a questionnaire with the respondents as direct users of the 

ADLM. The DeLone and McLean concept [28], which uses a scale ranging from one for absolutely disagree 

to five for absolutely agree, instructs respondents to select the most appropriate answer from a set of 24 

statements that are related to questionnaire characteristics. 

 

2.6.  Interview net impact using DeLone and McLean model 

After identifying the concept of net impact, we conducted an interview to validate the relevant 

factors in the company’s impact implementation of ADLM. We interviewed 3 team leaders, they are project 

owners, IT project leaders, and end users who were involved in the early implementation of ADLM. From 

the interviews, we identified there are 5 variables for validated DeLone and McLean model related with 

implementation of ADLM, the factors are intention to use/use, system quality, and user satisfaction, in 

quality domains are information quality and service quality [37]. 

 

2.7.  Research instrument questionnaires 

The previous research, the list of questions has been defined and then adapted to the application that 

will be researched this time. Question list in Table 1. We distributed questionnaires to several banks in 

Indonesia that use ADLM, 2 BUMN banks and 2 public banks have filled out the questionnaire, which 

consists of several roles including product owner/user, programmer, system analyst, business analyst, and 

tester. Consists of several levels of positions ranging from officer, assistant manager, manager, SN manager, 

AVP, VP, and EVP. These users consist of work units at head office bank, both IT and users or product 

owners. The questions given in the questionnaire are 24 questions based on Table 1 question list of DeLone and 

McLean [37] plus one question in the form of a description in Appendix. One additional question in the 

description is about criticism and suggestions for the ADLM system. The hope of this additional question is 

to strengthen the value that will be obtained from ADLM. 

 

 

Table 1. Question list questionnaire 
Variable No Item 

System quality 1 I find the ADLM easy to use 

2 I find it easy to get the ADLM do what I want 

3 The ADLM is flexible to interact with 

4 Learning to operate the ADLM was easy for me 
Information quality 5 The information generated by the ADLM is correct 

6 The information generated by the ADLM is useful for its purpose 

7 The ADLM generates information in a timely manner 

8 I trust the information output of the ADLM 

Service quality 9 There is adequate technical support from the system’s provider 
10 The overall infrastructure in place is adequate to support the ADLM 

11 The ADLM can be relied on to provide information as when needed 

12 The output of the ADLM is complete for work processes 

Use 13 Using the ADLM enables me accomplish tasks more quickly 

14 Using the ADLM has improved my job performance 
15 Using the ADLM has made my job easier 

16 I find the ADLM useful in my job 

User satisfaction 17 I am satisfied with the functions of the ADLM 

18 The ADLM has eased work processes 

19 I am generally satisfied using the ADLM 
Perceived net benefits 20 The ADLM will help overcome the limitations of the paper-based system 

21 Using the ADLM will cause an improvement in development process 

22 The ADLM facilitates easy access to project information 

23 The ADLM will enhance communication among workers 

24 ADLM use will cause improved decision making 

 

 

2.8.  Data processing 

The strength of connections between the model's constructs was investigated using the SEM  

technique [37]. With the AMOS software ver. 26.0, this was accomplished (IBM, Armonk, NY, USA). To 

evaluate the model's accuracy, an initial validating factor analysis was performed out. The model's 

psychometric qualities were then assessed according to internal consistency and composite reliability [37]. 

The model's pathways coefficients were then looked at Figure 3. 
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Figure 3. Representation of SEM that was developed using AMOS 

 
 

3. RESULTS AND DISCUSSION 

The following is an explanation of the results and discussion. In this study which includes interview 

reports and questionnaire reports conducted by researchers. Subsection 3.1 to 3.3 are specifics of the 

questionnaire and interview results. 

 

3.1.  Interview report  

Interviews were conducted to obtain reliable information from sources who have a track record and 

are closely related to the initial process of implementing the ADLM system. The interview's goal is to 

determine general impact from the implementation of ADLM and validate the relevant factors in the 

company’s impact. In this case, 3 sources were collected with the criteria as key informants and main 

informants as conveyed by Rahimi et al. [11] that the sources were directly involved and knew and had a lot 

of important information needed in research. 

First interviewee is an important figure in the initiation and implementation of ADLM, namely as 

the project owner who is one of the policy makers for the use of the ADLM system. In 2018 discussions 

began with the IT work unit and several other work units to implement the ITSM system. Second interviewee 

is the IT project leader, and third interviewee is the user leader who during the implementation period of the 

ADLM system was closely related to the development process according to the SDLC. 

In this interview, first interviewee who was at the time in the IT strategic and governance division 

conveyed the background on the selection of the ADLM system and implementation companion vendors, as 

well as who were the figures involved from planning to system implementation and their interrelationships. 

With parties related to the SDLC outside the IT Strategic and governance division such as the application 

management and operation division, IT infrastructure division, IT security division, and business unit/product 

owner. It is hoped that with the ADLM system there will be a system that is integrated in the application 

system development process from the entry requirements to the live implementation process in the 

production environment. The ADLM system can provide a statistical dashboard of project progress that can 

be searched based on certain keywords, visualization of performance in project completion, and transparent 

team productivity. This ADLM dashboard also makes it easier for management, especially for the board of 

directors (BOD) to directly see the status of strategic projects from a helicopter view and can be drilled down 

in a detailed view as needed. Over time, first interviewee believes that the ADLM system that he initiated has 

reached a point of success although there is hope that the ADLM system will be used and be more beneficial 

for all parties in project management. First interviewee said that the successful implementation of the ADLM 

system was supported by data that stated the number of applications/projects that had been delivered with 
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project management using the ADLM reached 89% and will continue to grow in accordance with business 

needs and the vision of transformation that continues to be socialized by the company. 

What was explained by the first interviewee was not immediately refuted by the second interviewee. 

The second interviewee confirmed that the use of ITSM was indeed quite massive and so far, it has had a 

positive impact on project management completion. The second interviewee regretted that the involvement of 

business work units/product owners who have only recently used ADLM for project management resulted in 

not being optimal in the implementation of ADLM. However, the second interviewee did not deny that the 

successful implementation of ITSM is inseparable from the absence of other options for IT users or 

businesses that handle project management using the ADLM. The second interviewee also stated that the 

relevant parties are currently unable to prioritize the creation of a rival ADLM which is more user friendly 

and effective and efficient in handling the massive business banking project management. The second 

interviewee said there are still too many rooms for improvement which should be able to improve 

performance and performance in project completion. 

The same thing was also explained by the third interviewee who at that time served as an IT quality 

assurance application leader in one of the IT work units. In almost the same answer as the second 

interviewee, the third interviewee conveyed that the development process has become faster because of the 

lack of an ADLM system that makes SLA or service level agreement and the third interviewee feel that 

rollback deployments are rarely carried out because uploads have been made, source code to repository and 

developed CI/CD pipeline. The third interviewee was satisfied with the implementation of ADLM. 

From the results of interviews with 3 interviewees, we concluded that the variables for DeLone and 

McLean model that research of Adebowale I. Ojo, PhD with his paper validation of the DeLone and McLean 

information systems success model [37] is validated and can be implemented to measure the net impact of 

ADLM. Because it is in accordance with the variables, question items can be used in the questionnaire data 

collection stage. 

 

3.2.  Questionnare result 

After the questionnaire was distributed, we had 52 respondents participate in this research. The 

distribution of respondents from the questionnaire consists of several levels of positions and roles, including 

Officer, Asst. Manager, Manager, Sn Manager, AVP, VP, and EVP. Each of which has a different working 

time in Figures 4 and 5. 

 

 

 
 

 

Figure 4. The composition of respondents by position levels 

 

 

 

 
 

Figure 5. The responders' breakdown according to working years 
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3.3.  Processed output data 

From the questionnaire data obtained, it is then processed to the next stage. Processed output data 

consists of several concerns that become the focus of analysis, including model fit, validity and reliability, 

test of hypothesis. It is explained in detail as follows. 

 

3.3.1. Model fit 

The model's goodness of fit was assessed using this output in Table 3 demonstrates that its research 

instrument reasonably corresponds to the given data [37]. Because the confirmatory factor values are greater 

than the levels of recommended acceptability [34], [35]. Consists of data fit indices, suggested value, and 

achieved value. 

 

Table 3. Model fit measurements 
Fit indices Suggested value Achieved value 

Chi-square ratio (X2/df) ≤ 3.00 1.69 

Goodness-of-fit index (GFI) ≥ 0.90 0.64 

Adjusted goodness-of-fit index (AGFI) ≥ 0.80 0.55 

Normalized fit index (NFI) ≥ 0.90 0.61 

Comparative fit index (CFI) ≥ 0.90 0.79 
Root mean square residual (RMSR) ≤ 0.10 0.04 

Root mean square error of approximation (RMSEA) ≤ 0.08 0.12 

 

 

3.3.2. Validity and reliability 

Examined were the model's internal consistency, construct accuracy, and individual item stability [37]. 

A common weight more than 0.7 was regarded sufficient for the individual item reliability [33]. All the items 

had common weight more than 0.7, according to the findings in Table 4 [37]. Calculating the average 

variance extracted (AVE) allowed for the evaluation of composite reliability [37], and as a measure of 

internal consistency, composite reliability (CR) was used to assess construct consistency. Nunnally and 

Bernstein advise that the CR and AVE should be above 0.7 and 0.5 [36]. The outcomes displayed in Table 4 

demonstrate also that model is trustworthy and has respectable composite reliability. 
 

 

Table 4. Result CR and AVE 
Factor Question number SD CR AVE 

System quality 1 0.53 0.73 0.41 

2 0.66   

3 0.68   
4 0.70   

Information quality 5 0.57 0.73 0.41 

6 0.72   

7 0.61   

8 0.66   
Service quality 9 0.80 0.82 0.54 

10 0.71   

11 0.59   

12 0.83   

Use 
 

13 0.66 0.77 0.46 
14 0.70   

15 0.74   

16 0.64   

User satisfaction 17 0.65 0.74 0.48 

18 0.70   
19 0.75   

Perceived net benefits 20 0.72 0.80 0.44 

21 0.59   

22 0.65   

23 0.77   
24 0.60   

*SD: Standard Loading 

 

 

3.3.3. Test of hypothesis 

The dependent variable's volatility, p-values, and normalized path coefficients were produced by  

the SEM analysis, and these were used to determine the strength of the correlations between the variables. 

Figure 6 and Table 5 of the structural model display the findings. The results indicate that system quality and 

information quality both substantial impact user satisfaction (p=0.049 and β=0.39 for system quality, 
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p=0.169 and β=0.28 for information quality). The other side, information quality and service quality were 

both substantial impact use (p=0.001 and β=0.84 for information quality, p=0.127 and β=0.31 for service 

quality). However, the hypotheses that stated system quality is positively influencing use was not supported 

(p=0.950 and β=-0.02). Also, the hypotheses that stated service quality is positively influencing user 

satisfaction was not supported (p=0.779 and β=0.0). Furthermore, the author found that user satisfaction 

substantial impact perceived net benefit (p=0.136 and β=0.54), but use is shown to not substantial impact 

perceived net benefit (p=0.0938 and β=-0.03). According to the structural model, use and user satisfaction 

combined account for around 41% of the total variance in perceived net benefits, with user satisfaction 

having a higher direct impact than use. Additionally, the defining qualities (system, information, and service 

quality) collectively explain roughly 96% given the difference in user satisfaction and around 61% given the 

difference in use. 
 

 

 
 

Figure 6. SEM in this research 
 

 

Table 5. This research path coefficients 
Path β p-value Remarks 

Use will gain from system quality (H1) -0.02 0.950 Not supported 

User satisfaction will gain from system quality (H2) 0.39 0.049 Supported 
Use will gain from information quality (H3) 0.84 0.001 Supported 

User satisfaction will gain from information quality (H4) 0.28 0.169 Supported 

Use gain from service quality (H5) 0.31 0.127 Supported 

User satisfaction will gain from service quality (H6) 0.04 0.779 Not supported 
User satisfaction will gain from use (H7) 0.61 <0.001 Supported 

Perceived net benefit will gain from use (H8) -0.03 0.938 Not supported 

Perceived net benefit satisfaction will gain from user (H9) 0.54 0.136 Supported 

 

 

This research confirms the deLone and McLean approach in the perspective of ADLM utilized by 

several Indonesian banking companies. The model's structure and relationships were proved to be 

numerically important, except for the effect of use will gain from system quality (H1), user satisfaction will 

gain from service quality (H6), and perceived net benefit will gain from use (H8). However, notes need to be 

taken on the model's fit to the underlying data gathered from the available correspondents. Due to the 

limitations of data collection activity, the model fit indices show that there are several improvements that can 

be made on the fitness of the model compared to actual data collected in the context of ADLM adoption in 

the banking sector. However, as shown in the previous studies related to measuring net impact benefit, we 

can conclude that this model and its construct are good enough for measuring ADLM system success. 

In general, this research showed that there exists a relationship between quality constructs of ADLM 

(system quality, information quality, and service quality) with system use and user satisfaction. This 

relationship then further affects the perceived net benefit of the ADLM. However, when we inspect 

specifically on each individual quality construct, we didn't find any proof that System Quality had a big 

impact on how ADLM was used. This outcome is consistent with the findings of several earlier 

investigations [38]–[40]. The results of this study, however, do not support several other investigations  

[40]–[42], which determine the effect of use will gain from system quality. (H1) of information systems. 

Interestingly, this study provides clear evidence that quality of information does significantly affect the use 

(H3) of the ADLM system, which also have been proved in other similar studies in other system contexts of 
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use [38]–[43]. This is a particularly important result, because it showed that in system use can be improved 

by improving the quality of information in the system. It is also worth mentioning that use gain from service 

quality (H5) of ADLM. While several previous research reported similar result [32], [38], [40], and the others 

research result are not [38], [41], [43]. 

The findings from this study showed that each individual quality construct contributes to user 

satisfaction. This result showed that to improve user satisfaction, an improvement of system quality, 

information quality, and service quality needs to be addressed importantly with no regards. This is very 

important, considering that user satisfaction has a more major impact on perceived net benefits than user 

satisfaction. Also, the quality dimensions (system, information, and service quality) are all were seriously 

impacted by user satisfaction with ADLM. This finding is consistent with those of earlier research projects 

carried out in the same area [32], [40], [43]. As final word, the success of ADLM in supporting strategic 

company projects can be quantitatively measured through the perceived net benefits of the system. Using the 

DeLone and McLean model, it is shown that in relation to Indonesian banking companies, user satisfaction is 

the major driver of perceived benefits of the ADLM system. On the other hand, this study provides clear 

evidence that quality dimension (system, information, and service quality) all significantly affects user 

satisfaction. Therefore, it is of the utmost importance to provide full attention to the overall quality of the 

system. 
 

 

4. CONCLUSION 

In conclusion, this study has verified the model in the environment of the ADLM Banking industry 

in Indonesia, according to DeLone and McLean's directive to iteratively test and improve their theory in 

various situations. This study has illustrated that system use is crucial indicator perceived net benefits, which 

eventually determine success. Furthermore, system quality has the greatest impact compared to all quality 
dimensions predict system use. Therefore, system quality properties like usability, functionality, and 

adaptability should receive more attention from ADLM product owners and project managers. There was a 

limitation on the kind of respondents who were polled, yet this does not cast some doubt on the study's 

findings. Once ADLM has reached a steady state of use, further research needs to poll all its users. 

Additionally, using a mixed methods approach may help to uncover more details about the effectiveness of 

the ADLM system. Adopting methods other than SEM for data processing, or processing with mixed 

methods to find out about the success of the ADLM system. 
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