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Abstract— The quality of information systems is the key 

to user satisfaction with an information system application. 

This study uses the information system success model as a 

theoretical basis for discussing the influence of information 

system quality on the sustainability of using Information 

System applications. Qlue is used as a case study as one of 

the complaint service applications. This study uses a 

questionnaire with 299 data collected using Google Forms 

which are distributed through various social media. Then 

to test the hypothesis, the data is processed by Partial Least 

Square (PLS) using SmartPLS application. The results of 

this study explain that the factors influencing the intention 

to continue using Qlue are satisfaction with system quality 

and information quality, including design aesthetic, 

immediacy, and customization. 

Keywords— Qlue, e-Participation, Continuance Intention, 

System Quality, Information Quality, User Satisfaction 

I. INTRODUCTION  

E-Participation is defined as the use of means of 
information and communication technology (ICT) to support 
democratic decision making [1] [2]. The United Nations (UN) 
e-Government Survey 2020 has placed Indonesia at 53rd in the 
e-Participation Index in 2020. By looking at the low ranking of 
Indonesia's e-participation index, it proves that building 
community participation is not an easy thing. The complexity 
of problems in urban areas requires innovative solutions. 
Therefore, improving the quality of life of urban communities 
is one of the main goals. Thus, the issue of intention to 
participate has attracted the attention of researchers in various 
countries.  

Qlue is a Smart City application in Indonesia which is a 
form of e-participation. Based on Jakarta Smart City data, the 
number of public complaints using Qlue in November 2016 
was 36,058; in December 2016, there were 28,901 reports. 
Then in 2017, there was a decrease in the number of reports; 
namely, in November 2017, there were 12,405, and in 
December 2017, there were 10,750 [3] [4] [5].  

Several studies can be used as references, [6]; 
Understanding the Impacts of Information Quality, System 

Quality, and Service Quality on Customers' Satisfaction and 
Continuance Intention [7]; and Smart Governance as Smart 
CityInnovative Critical Success Factor (Case in 15 Cities in 
Indonesia) [8]. Wandering Detection Methods in Smart Cities: 
Current and New Approaches provides a brief overview of the 
current state of wandering detection. Researchers have 
demonstrated the main problems of placing people outdoors 
and the benefits that can be supplied in solving these problems. 
The study entitled Understanding the Impacts of Information 
Quality, System Quality and Service Quality on Customers' 
Satisfaction and Continuance Intention this study uses 
integrated expectation-confirmation theory (ECT) and IS 
success models to examine how consumer expectations, 
perceptions and confirmations, and satisfaction with quality 
information, system quality and service quality that affect the 
desire to continue to use online shopping. The results of this 
study indicate that confirmation and satisfaction are strongly 
influenced by perceived quality but not expectations. Finally, 
[8] has proven that an essential factor in the success of smart 
city implementation is intelligent city governance. 

Based on the state of art that has been explained, Table 1 
below is a research gap found by the author. 

TABLE I.  RESEARCH GAP ANALYSIS 

Research Gap Author Title 

Wandering 

Detection Method in 

Smart City. 

Edgar Batista, 

Fran Casino and 

Agusti Solanas 

Wandering Detection 

Methods in Smart Cities: 

Current and New 

Approaches [6] 

Confirmation and 

satisfaction are 

strongly influenced 

by perceived quality 

but not expectations. 

Yu Wen Hung 

and Shih-Chieh 

Hsu 

Understanding the Impacts 

of Information Quality, 

System Quality, and 

Service Quality on 

Consumers’ Satisfaction 

and Continuance Intention 

[7] 

Innovative 

governance 

activities are 

assessed from the 

implementation of 

the e-government 

system. 

Firman Anindra, 

Suhono H. 

Supangkat, and 

Raymondus 

Raumond Kosala 

Smart Governance as Smart 

City Critical Success Factor 

(Case in 15 Cities in 

Indonesia) [8] 
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This study aims to determine what factors influencing 
continuance intention of the complaint service from Qlue and 
provide consideration for improving service quality in terms of 
application development 

II. LITERATURE REVIEW 

A. IS Success Model 

DeLone and McLean [9] modeled the factors that support 
the success of an information system and produced a model to 
measure the multidimensional and interdependent complex 
variables that support it. This model has six dimensions: 
System Quality, Information Quality, Use, User Satisfaction, 
Individual Impact, and Organizational Impact. System and 
information quality have been identified as essential in 
increasing system usage and user satisfaction. In addition, user 
use and happiness will have a personal impact, and the 
individual impact will ultimately affect the organizational 
impimplications 

DeLone and McLean [10] revised several indicators, which 
can be seen in Fig. 1. Quality has three main dimensions: 
system quality, information, and service quality. All three affect 
the use and user satisfaction. The net benefits indicator was 
added, and the individual and organizational impact indicators 
were removed. The arrows show the relationship between the 
indicators but show no positive or negative signs for the 
association in a causal sense. This study uses three indicators 
from the DeLone and McLean updated IS success model: 
information quality, system quality, and user satisfaction [10]. 

 
Fig. 1. Updated DeLone & McLean IS Success Model 

B. IS Continuance 

Several studies have investigated the variables that 
influence individuals to accept and use an information system, 
such as the innovation diffusion theory [11], the technology 
acceptance model [12], and the theory of planned behavior [13]. 
A person's first acceptance of an information system is 
essential, but the long-term survival and success of an 
information system depend on its continued use. This concept 
is an adoption of the expectation-confirmation model used in 
consumer satisfaction, post-purchase behavior, and marketing 
services in general [14] [15] [16] [17] [18] [19]. 

Post-acceptance model in the context of IS continuance 
refers to the Expectation–Confirmation Theory developed in 
consumer behavior [15]. Four main variables are the perception 
of use, confirmation, satisfaction and IS continuance intention. 

The primary constructs and relationships between variables 
developed by [20] can be seen in Fig. 2. The post-acceptance 
model by [20] explains the intention of information system 
users to continue (eventually discontinue) using the information 
system. This model is built on the assumption that users, after 
the first-time acceptance and initial use period, form an opinion 
on the extent to which their pre-acceptance expectations are 
confirmed. Simultaneously, they construct views about the 
benefits of using SI (perceived usefulness). After a certain 
period, the level of confirmation and perceived usefulness is the 
basis for user satisfaction with information systems. Finally, 
perceived usefulness and happiness affect users' willingness to 
continue using the information system. 

 
Fig. 2. Post-acceptance Model of IS Continuance 

C. Technology Acceptance Model 

There is an information systems theory that explains user 
behavioral intentions. This theory is called the technology 
acceptance model (TAM), which has the potential to use 
technological innovations that adapt the Theory of Reasoned 
Action (TRA), a psychological theory of behavior, in the field 
of information systems [21]. TAM involves two leading 
indicators, namely perceived ease of use (UE) and perceived 
usefulness (U), and the dependent variable is behavioral 
intention (BI). This model states that perceived effectiveness 
and ease of use affect the choice to receive and use an 
information system. The easy-to-understand and 
straightforward TAM model has been widely implemented in 
the field of information systems. This theory has also been 
tested empirically in different cellular settings [22] [23] 

D. Information Adoption Model  

An information adoption model (IAM) develops oped by 
[22] explains how individuals adopt information and change 
their intentions and behavior in computer-mediated 
communication platforms. This model highlights the use of 
information as a mediator between information adoption and 
influencing processes. The source's credibility and the 
argument's quality are considered two distinct processes that 
affect the user's perception of the use of information. 
Information adoption models have recently been further 
examined in one community [24] [25]. However, there is a lack 
of research in understanding the adoption of contextually 
relevant information in different environments. Unlike 
information from websites, optimal information can be sent to 
users based on their spatial, temporal, and personal context 
through differotheres [26]. 

To examine the factors influencing the adoption of online 
opinions for online communities [27] use IAM. Four aspects 
are used as variables. These aspects include argument quality 
(completeness, relevance, timeliness, accuracy), source 
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credibility (skills and trustworthiness of sources), information 
adoption, and f information usefulness. This study concludes 
that only a comprehensive argument's relevance and quality 
significantly affect the effectiveness of information, which in 
turn influences individual decisions to adopt information in 
online communities. 

III. THEORETICAL FRAMEWORK 

The research model used in this study was built based on 
the IS success model, Post-acceptance model from IS 
continuance, technology acceptance model, information 
adoption model, and various related literatures which are 
illustrated in Fig. 3. 

Network 

Speed
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Quality

Customization

Immediacy

Design 

Aesthetics

System 

Quality

Continuance 

Intention
Satisfaction
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H5
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H3
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Fig. 3. Research Model 

A. System Quality and Customer Satisfaction 

Qlue is a social media application for reporting mobile-based 

problems. The existing mobile system involves various 

vendors, such as wireless network service providers, mobile 

device manufacturers, and content service providers. Network 

speed reflects the quality of a wireless network, while design 

aesthetics is used to assess the quality of mobile applications. 

The quality of a system is related to the perceived stability 

and eff system [9]. Network speed is equally important in 

determining mobile Internet user satisfaction, so the quality 

of a mobile Internet service system can significantly 

influence adoption and continued use [28] Therefore, the 

authors propose the following hypothesis: 
H1: The network speed of the Qlue application has a 

positive impact on the user's perception of the quality of the 
Qlue application system. 

The mobile application quality is essential in determining 
the system's overall quality. Interface design is an important 
issue addressed by information systems researchers [29] [30]. 
Interface design more specifically refers to the beauty of the 
design of a mobile application. The beauty of the design 
significantly affects the perception of usability, ease of use, and 
enjoyment, all of which ultimately affect the user's honorable 
intentions toward cellular services [31]. This research includes 
aspects of the Qlue application design's beauty in assessing the 
system's quality. A well-designed application design will 
improve the usability and overall performance of the system. 
Therefore, the authors propose the following hypothesis: 

H2: The beauty of the Qlue application design positively 
impacts the user's perception of the quality of the Qlue 
application system. 

Three indicators influence the successful implementation of 
information systems, namely system quality, information 
quality, and service quality, where the three indicators relate to 
user satisfaction [10]. User satisfaction is the primary goal of 
developing an information system that can meet users' needs. 
Satisfaction is a person's liking or disliking of a product after 
comparing the quality of the product with his expectations [32]. 
Perception of system quality is one of the predictors that 
significantly affect user satisfaction [33]. Therefore, the authors 
propose the following hypothesis: 

H3: The quality of the Qlue application system positively 
impacts user satisfaction with the Qlue application. 

B. Information Quality and Customer Satisfaction 

Information quality is measured in terms of accuracy, 
timeliness, completeness, relevance, and consistency [10]. The 
information quality of mobile applications such as Qlue has 
several dimensions, namely immediacy and customization. 
Closeness describes the user's perception of the degree to which 
information is updated in real-time and is time-sensitive. 
Customization is the user's perception of how well the 
information is tailored based on their real identity and profile. 
Direct knowledge is closely related to the "anytime" feature of 
mobile commerce and ensures the provision of real-time 
information [34] [35]. In addition, custom information, i.e., 
specifically designed for individuals, will allow users to get the 
information they want quickly. Thus, the proposed hypothesis 
is the immediacy and customization of information in the Qlue 
application will have a positive impact on the overall quality of 
information: 

H4: The immediacy of the Qlue application information 
has a positive impact on user perceptions of the quality of the 
Qlue application information.  

H5: Customization of Qlue application information 
positively impacts users' perceptions of the quality of Qlue 
application information.  

Based on the [10] IS success model, the quality of 
information is one of the main factors that affect user 
satisfaction. The quality of the information in cyberspace is 
defined as the user's perception of the quality of the information 
presented on the website [36]. Good quality information will 
help users find and compare products and services online to 
make better decisions. Therefore, quality information increases 
user satisfaction and can make websites more helpful in 
completing their tasks [37]. Therefore, the authors propose the 
following hypothesis: 

H6: The quality of the Qlue application information has a 
positive impact on user satisfaction with the Qlue application 

C. Customer Satisfaction and Continuance Intention 

Continuance Intention is defined as the user's plan to 
continue using the system that has been adopted [20]. Based on 
the Post-acceptance model, perceived satisfaction affects the 
user's willingness to continue to use the information system. 
High satisfaction can make users repeat their consumption in 
the future [38] [28]. Therefore, the authors propose the 
following hypothesis: 
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H7: Customer satisfaction with Qlue positively impacts 
user intentions to continue using the Qlue application. 

IV. METHODOLOGY 

A. Research Instrument 

This study used a research instrument in the form of a 
questionnaire made with an online form. The questionnaire was 
distributed to the users of the Qlue application. The 
questionnaire was prepared based on a research model built on 
the IS success model, technology acceptance, information 
adoption, and human-computer interaction literature. The type 
of question used is a closed question. The questionnaire will 
consist of statements measured by numbers 1 to 5 to represent 
the respondent's condition. The reason the author uses a 
questionnaire is to be able to obtain a large amount of data in a 
fast time. The hypothesis is tested through survey data obtained 
based on the indicators that have been determined in the 
questionnaire presented in Table 2. 

TABLE II.  RESEARCH INSTRUMENT 

Variable Indicator Item 
Network Speed NET1 I think the Qlue network is fast 

NET2 Qlue network speed makes me feel 

comfortable. 
Design 

Aesthetics 
DSG1 The Qlue design display (colors, 

menus, icons, boxes, etc.) is attractive. 
DSG2 The Qlue interface looks professionally 

designed. 
DSG3 Overall, Qlue's appearance is visually 

appealing.  
Immediacy IMM1 Qlue provides real-time information 

and services. 
IMM2 Qlue delivered the information 

package to me quickly. 

IMM3 I received that information from Qlue 

very quickly. 
Customization CUS1 When using Qlue, my personal needs 

have been met. 

CUS2 Qlue provides information for me 

based on my preferences. 
CUS3 The information Qlue sent me was 

tailored to my situation. 
System Quality SYS1 Regarding the system’s quality, I will 

give high marks for the entire system in 

terms of network, privacy, and design. 
SYS2 The whole system is high quality, 

related to network, privacy, and design. 
Information 

Quality 
INF1 Qlue provides high-quality information 
INF2 I would give high marks to the 

information Qlue provides 
Satisfaction SAT1 I am generally satisfied with the Qlue 

system 
SAT2 I am generally satisfied with the 

information provided by Qlue. 
Continuance 

Intention 
CON1 I will continue to use the Qlue app 
CON2 I intend to continue using the Qlue app 

instead of other complaining apps. 

B. Data Collection Procedure 

This study uses primary data that has been collected based 
on the results of the questionnaire. Questionnaires were 
distributed to various social media and collected using Google 
Forms. The questionnaire contains questions that have been 

compiled in the previous section. In a period of 5 days, the 
researchers got 299 data with 278 valid and 21 invalid. 

C. Analysis Data Methods 

In this study, quantitative assessment is used. Data is 
processed by Partial Least Square (PLS) using SmartPLS 
application. PLS is a method that can measure the relationship 
of many variables to a particular variable using the regression 
method. The hypothesis was tested through the survey data 
obtained. 

V. RESULT 

The demographic data of respondents from this study are 
summarized in Table 3, the number of respondents is 299, and 
the valid ones are 278. The profiles received from the 
respondents are domicile, gender, and age. The gender of the 
total male respondents was 51% male and 49% female. The 
respondents' domicile was separated into three major 
categories: Jabodetabek 60%, Java Island and outside of 
Jabodetabek, 18%, and outside Java Island, as much as 22%. 
The age category in the range of 17-25 years is 73%. There are 
1% for age less than 17 years, 24% for 26 to 45 years, and 2% 
for over 45 years. 

TABLE III.  DEMOGRAPHIC DATA OF RESPONDENTS 

No Category Sub Category Total Frequency 

1 Domicile Jabodetabek 167 60% 

Java Island and outside of 

Jabodetabek  

50 18% 

Outside of Java Island 61 22% 

2 Gender Male 142 51% 

Female 136 49% 

3 Age <17 3 1% 

17-25 202 73% 

26 - 45 67 24% 

> 45 6 2% 

According to [39], PLS data processing includes two major 
stages, evaluation of measurement models and evaluation of 
structural models. 

A. Measurement model test 

This study uses a nonparametric approach with 
bootstrapping as an option to continue the analysis with 
abnormal data distribution conditions. 

The measurement model testing phase is a confirmatory 
factor analysis that tests the measurement model's validity and 
reliability. The loading factor, AVE, CR, and CA values for the 
measurement model of this study are presented in Table 4. It is 
known that there is no loading factor value < 0.6, and all 
variables have an AVE value > 0.5. In addition, all variables 
have CR and CA values > 0.7. To test discriminant validity, 
evaluate the cross-loading value between the construct and the 
indicators that build it and compare it with other existing 
indicators. From the results of the cross-loading evaluation, it 
is known that there is no measurement item whose value is 
lower than the other measurement items for the construct that 
was built. Thus, it can be concluded that the measurement 
model used has met the validity and reliability tests. 
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TABLE IV.  LOADING FACTOR VALUE, CRONBACH ALPHA 

(CA), AVERAGE VARIANCE EXTRACTED (AVE) & COMPOSITE 

RELIABILITY (CR) 

Indicator Loading 

Factor  

(> 0,6) 

Cronbach 

Alpha  

(>0,7) 

Composite 

Reliability 

(0,7) 

Average 

Variance 

Extracted 

(>0,5) 
NET1 0.865 0.808 0.907 0.830 
NET2 0.955 
DSG1 0.905 0.841 0.904 0.759 
DSG2 0.848 
DSG3 0.859 
IMM1 0.759 0.801 0.882 0.715 
IMM2 0.898 
IMM3 0.873 
CUS1 0.855 0.866 0.918 0.789 
CUS2 0.898 
CUS3 0.911 
SYS1 0.966 0.933 0.968 0.937 
SYS2 0.970 
INF1 0.900 0.793 0.906 0.828 
INF2 0.921 
SAT1 0.776 - - - 
SAT2 0.951 
CON1 0.930 0.828 0.921 0.853 
CON2 0.917 

B. Structural Model Test 

Hypothesis testing is done by comparing the p-value with a 
significance level of 5% (one-tailed) in the process that has 
been done previously by looking at the value of regression 
weights. Based on the results of the structural model test 
presented in Table 5, it is known that from the 7 hypotheses 
proposed, 6 hypotheses are accepted and 1 hypothesis is 
rejected. 

TABLE V.  PATH COEFFICIENT AND HYPOTHESIS TESTING 

RESULTS 

Hypothesis P-Values Decision 
H1 (NET  SYS) 0.064 Rejected 

H2 (DSG  SYS) 0.000 Approved 

H3 (SYS  SAT) 0.000 Approved 

H4 (IMM  INF) 0.021 Approved 

H5 (CUS  INF) 0.000 Approved 

H6 (INF  SAT) 0.000 Approved 

H7 (SAT  CON) 0.000 Approved 

The coefficient of determination is defined as how big the 
ability of all independent variables in explaining the variance 
of the dependent variable. Based on the value of the coefficient 
of determination presented in Table 6, it can be determined the 
strength of the structural model built. From the four structural 
models, it is known that there are three structural models which 
are strong models.  

TABLE VI.  DETERMINATION COEFFICIENT (R2) 

Variable Estimate Description 
CON 0.544 Strong 
SAT 0.757 Strong 
INF 0.660 Strong 
SYS 0.428 Middle 

VI. DISCUSSION 

By adopting DeLone and McLean's IS Success research 
model, this research has identified the models and factors that 
influence users' intentions to continue using the Qlue 
application, especially as a social media to report city problems 
to the government, private parties, or share information with 
fellow citizens in the neighborhood. Around users for the 
creation of a Smart City. The results of the analysis described 
previously prove that continuance intention for the Qlue 
application is influenced by several factors such as system 
quality, information quality, and user satisfaction. These results 
follow the IS success model of [10], which explains the 
system’s quality and information quality that affect user 
satisfaction. In addition, user satisfaction positively affects 
continuance intention, following Bhattacherjee's post-
acceptance model [20]. 

In contrast to the research results conducted by [28] this 
study has not proved that network speed has an essential effect 
on the quality of the Qlue application service system, which can 
affect user satisfaction. However, the design aesthetics of the 
Qlue application have been shown to positively influence the 
system's quality. These results follow the research on design 
beauty which significantly affects perceptions of usability, ease 
of use, and enjoyment, all of which ultimately affect user 
loyalty toward cellular services [31]. The aesthetic design in 
this study is the user interface design in the Qlue application. A 
well-designed Qlue application interface design will improve 
the usability and overall performance of the system. 

The results of this study prove that real-time and fast 
information will improve the quality of the information in the 
Qlue application. In addition, information customization 
tailored to each user in the Qlue application has also been 
shown to positively affect the quality of the Qlue application 
information. These results align with the theory [10], which 
explains that data quality is measured in terms of accuracy, 
timeliness, completeness, relevance, and consistency. 
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Fig. 4. Research result model 

There is one rejected hypothesis, namely hypothesis 
number H1: The network speed of the Qlue application has a 
positive impact on user perceptions of the quality of the Qlue 
application system. From the calculation of the research model, 
it can be seen in Fig. 4. 

From a theoretical point of view, this research contributes 
to the concept of the IS success model so that further research 
will be more helpful in selecting factors that affect system 
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quality and information quality from an information system. 
Then from a practical point of view, the implications of the 
results of this study are for Qlue to pay more attention to the 
aesthetic aspects of design, the immediacy of information, and 
customization because it has been proven that these three 
aspects affect the use of Qlue services on an ongoing basis. For 
the aesthetic aspect of the design, it is necessary to improve its 
beauty to make it easier for users to use and be more 
comfortable and enjoy the application design. For the 
immediate aspect of information (immediacy), improvements 
are needed in processing information more quickly so that the 
resulting data is accurate and real-time. Finally, for the 
customization aspect, technology assistance such as machine 
learning is needed to improve information processing that 
aligns with the user's original identity and profile. 

VII. CONCLUSION 

The research succeeded in building a model and identifying 
the factors driving the use of the Qlue complaint service in a 
sustainable manner using ECT. The analysis results prove that 
the community's continuity of using Qlue is influenced by 
aesthetic design factors, immediacy, and customization. Design 
aesthetic factors have a positive effect on determining the 
quality of the system. Likewise, immediacy and customization 
factors positively impact assessing the quality of information. 
The quality of the system and the quality of information directly 
affect the satisfaction of the user experience, which directly 
affects the use of the Qlue complaint service on an ongoing 
basis. 
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