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Abstract

Delone & Mclean model has been used to conduct a substantial amount of research
regarding information success systems. The Delone and Mclean IS Model includes the
following six dimensions: Information quality, system quality, service quality, use, user
quality and perceived net benefits. This study provides an empirical test with
modifications to the IS model consisting of complementary technology quality and self-
efficacy as constructs. This research paper focuses on the eight altered dimensions in
order to prove ascertain the success of the Quality Management System at the
International Merchant Marine Registry of Belize. QMS is a system in charge of
documenting all processes, responsibilities, and procedures for achieving quality
objectives and policies at IMMARBE. Structural equation modeling techniques was
applied to the data collected by questionnaire from 30 employees. While there are many
information systems around the world and continuous research is being conducted on
them, this research shows that the employees find the QMS to be successful and effective.

Keywords: Information System, Success Model, Quality Management System, Perceived Net
Benefits

Introduction

Over the past few years, companies have invested heavily in information and communication technologies
to improve various functions of the business. The organizations’ Quality Management System (QMS)
responsibilities are no exception. The purpose of quality systems has evolved in recent years. The Quality
Management System (QMS) is a formalized system documenting processes, procedures, and
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responsibilities to achieve quality policies and goals. It can also be defined as a set of business processes
which are implemented to help an organization deliver products which consistently achieve customer
satisfaction. This system helps coordinate and direct the activities of an organization in order to meet
customer and regulatory requirements and continuously improve their efficiency and effectiveness. It
captures raw data from organizational or external environments and converts it into a meaningful form
which is then transferred in the form of information to people or wherever it is needed.

Quality is the standard something holds when compared to something else of the same nature. (Munich,
2006) The precise definition of business language quality can vary from one industry to another. (Cooper,
2002) Quality is exceptional, consistency, fitness for purpose, value for money, and transformative. (Becket
, et al., 2007) In a small engineering company, the methods and metrics used for quality assurance are
completely different from highly regulated industries.

Quality is a complex singularity described by the desires and satisfaction of the consumer. By understanding
the preferences and needs of the customer, QMS is designed to provide a framework for organizations to
create and maintain customer relationships. Customer satisfaction is accomplished with QMS by lifecycle
integration with individuals, procedures, and technologies.

However, other than just stating it improves quality, QMS can be broken down into several other purposes,
ranging from improving processes, reducing waste, lowering costs, facilitating and identifying training
opportunities, and engaging staff. Implementing a quality management system has an impact on every
aspect of the performance of an organization. The benefits of a documented quality management system
include: meeting the requirements of the customer, which in turn increases the level of trust that customers
place in the organization, resulting in an overall increase of customers, increase in sales and increase in
customers who come to the business. It ensures compliance with regulations and the delivery of products
and services in the most profitable and resource-efficient way, creating space for advancement, growth and
profit, while also meeting the requirements of the organization.

For the purpose of this paper, we will be focusing on the following business objectives that entails the use
of QMS. They are improving operational excellence, ability to offer new products, services and business
models, supplier and customer intimacy, improved decision making, have a competitive advantage (Priede,
2012), and survival of the business (if applicable.) The QMS is designed to improve the efficiency of the
business thus reducing costs and in turn makes for higher profit. It delivers a better performance than other
business who do not invest in technologies such as these.

The system focuses on quality principles which are reflected in other QMS standards: being customer
focused, being leaders, engagement of people, process approach, continuous improvement, evidence-based
decision making and relationship management.

The QMS have nine core elements which make up the system. These elements include quality objectives,
quality manual, organizational structure and responsibilities, data management, processes, customer
satisfaction with product quality, continuous improvement, quality instruments, and document control.
The QMS literature suggests that, ultimately, each element of a quality management system helps achieve
the overall goals of meeting the customers’ and organization’s requirements. Quality management systems
should address an organization’s unique needs. The elements all systems have in common include: the
organization’s quality policy and quality objectives, quality manual, procedures, instructions, records, data
management, internal processes, customer satisfaction (from product quality, improvement opportunities),
and quality analysis.

Literature Review

The main purpose of this literature review is to evaluate the level of success in the implementation of Quality
Management. The evaluation will focus on how the information system within the organization is
compatible with the constructs developed by DeLone and McLean (2003) and other researchers. The
Quality Management System (QMS) is a special type of information system that is used in the core business
area of an organization, its main purpose is to document the structure, procedures, responsibilities and
processes needed for effective quality management. Therefore, in this section we establish the theoretical
foundation and conceptualization of QMS success in the business based on prior information system
success studies.
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A quantitative study was conducted using a questionnaire to gather the data needed to structure the
variables associated with the diversity of the information system success. Research surveying the
accomplishment of Information Systems (IS) has been continuous for about three decades and its
determinants have long been considered a critical field of information system (Bailey and Pearson, 1983).
The data collection was analyzed and 30 empirical papers containing information system success measured
in the year 2019; which used the six (6) major factors that DeLone and McLean created. They argued that
there was little relevance in calculating input variables like user’s participation or IT investment with
respect to information system, if the dependent or output variable, IS success or IS effectiveness, could not
be evaluated with similar accuracy (DeLone & McLean, 1992). These six major factors used are: 1. System
Quality - the quality characteristics of the IS itself, 2. Information Quality - the quality of the output of the
IS, 3. Use - consumption of the output of the IS, 4. User Satisfaction - the IS user's response to the IS, 5.
Individual Impact - the effect of the IS on the behavior of the user and 6. Organizational Impact - the effect
of the IS on organizational performance.

Over the years the business sectors in Belize has encouraged more stakeholders to ask more questions about
decisions made in the business sector (Moses, 2000) and this has contributed to the increased demand for
information systems and greater transparency in the decision-making process. Information Systems such
as QMS has facilitated work processes and expanded the provision of information in IMMARBE. According
to DeLone and McLean (2003) in a ten-year update from their original publication, proposed the addition
of another construct- Net Benefits that assesses other important factors that influence information system
success. These other factors include work group impacts, inter-organizational and industry impacts,
consumer impacts, and social impacts. The degree to which these constructs are analyzed is dependent on
the nature of the information system being studied (DeLone, McLean, 2003). In addition, a core
characteristic of the DeLone and Mclean model is that user satisfaction is considered as an IS
success variable andis incorporated in their IS success model as an antecedent of Individual
Impact. DeLone and Mclean (1992) made many important contributions to our understanding of the QMS
success in the organization.

The QMS used at the firm is successful because of many factors including computer that enhances the
business service; it is the entire information sharing system with all elements of networking, software,
hardware elements, data entry and application used in the process that creates a success for the flow of
operations in the business system. QMS allow uses to make better decision can be used to facilitate the
storing of and access to accurate, timely and reliable data/information for effective management, policy
formulation and decision-making process in the business sector. The use of QMS in the organization has
assisted users from the in accomplishing their administrative task. According to Zain, Atan and Idrus,
studies done in Malaysia on the use of IS at the business management level revealed positive changes
including better accessibility to information, more effective administration and higher utilization of
organizational; resources both human and financial. The implementation of QMS has made management
processes more efficient and gave users more time to concentrate on business processes and procedures for
customers.

Methodology

Research Model and Hypotheses

This research is intended to understand how effective the Quality Management System with the
commitment to creating products and services in accordance with pre-defined standards that is
implemented in the International Merchant Marine Registry of Belize. The IS Success Model was developed
by William H. DeLone and Ephraim R. McLean and it will be used to evaluate the effectiveness of the
current QMS. In this research a model of the QMS will show if the information quality, system quality,
service quality, use, user satisfaction, complimentary technology, computer self-efficacy and the perceived
net benefit are well structure in the cloud base application.

The research meticulously examines the previous D & M IS success with the properties of the QMS. They
are examined as follows:

e Information Quality: this was in order to check if the Quality Management System is providing the
right excellence needed. It was conformed that yes, the Information Quality is a very important
feature used to examine the effectiveness of the IS.
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e System Quality: this was to check if the Quality Management System was a very reliable platform
in measuring every aspect of the business operations. It was seen that yes it was a very user-friendly,
high-speed information access and has a very good usability among on the system and the users.

¢ Complementary Technology Quality: is one that was used in order to measure if it was an adequate
measure to use. It was seen that yes it helps in the development of the QMS and it is more than
adequate measure to use.

e Computer Self-Efficacy Measure: This was to check if people have the ability to use their capabilities
and skills to perform a computer task. This would demonstrate if they could use it if no one was
around or with past experience they have gotten.

e Service Quality: This would help check if they could improve the service and how the QMS is being
supported by different situations. It was to measure the dependency of the staff members,
responsibility and the compassion for the service provided.

e User Satisfaction: is to measure how employees feel towards the Quality Management System. In
order, they have the satisfaction needed which is the overall determinant of the effectiveness of the
IS.

e  Use: This is to measure how well the Quality Management System works and how effective the users
use it.

e Perceived Net Benefits: This will overall measure the objectives and achievements the employees
have with the Quality Management System. This will help to determine the organizational goals
achievements, trainings, productivity, performance but overall the organizational cost. This is the
one that will help to determine how effective and efficient they are using it when it comes to the
reduction of cost and the competence of the job within the schools.

Below the research model of the eight updated IS would be display according to the perspective of the
employees and the use of the Quality Management System. This includes the information quality, system
quality, complimentary technology quality, computer self-efficacy, service quality user satisfaction, use, and
perceived net benefits.

Information

Quality H5

User
Satisfaction

System
Quality

H11

Perceived
Net Benefits

Service
Quality

H12

Figure 1. The six constructs of the Delone and Mclean Model including the Additional
Measurements used to Authenticate this Study.
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Hypothesis

The hypothesize relationship between the Quality Management System would be evaluating their success
through the theoretical and empirical work reported by DeLone and McLean (2003). They suggest that the
success model needs more development and validation in order it could be stated as an effective IS
measured. The following hypothesized are being tested:

Hi1. Complementary technology quality will positively impact user satisfaction.
H2. Complementary technology quality will positively impact system use.
H3. Computer self-efficacy will positively impact system use.

Hg4. System quality will positively impact user satisfaction.

Hs. Information quality will positively impact user satisfaction.

H6. Service quality will positively impact user satisfaction.

H7. Use will positively impact user satisfaction.

H8. Information quality will positively impact use.

Hog. System quality will positively impact use.

Hi1o. Service quality will positively impact use.

H11.User satisfaction will positively impact perceived net benefit.
H12.Use will positively impact perceived net benefit.

Description of Participants

This research will be using the staff members at the International Merchant Marine Registry of Belize
(IMMARBE). The research data will be collected among thirty (30) employees at the organization. The
thirty staff members will be participants in the evaluation of the effectiveness of the Quality Management
System.

Construct Measurement

In order to get valid information, we used surveys in order to study the eight-dimension focusing on the IS
success model developed by DeLone and McLean (2003). To ensure the content validity of the scales,
measurement scales for the quantitative data collection were mainly elicited from previously verified
instruments.

Firstly, the information quality construct was measured by a seven -item scale from Bailey and Pearson
(1983), in which it was modifies in order to focus on the context of Quality Management System. The Bailey
and Pearson’s instrument is widely accepted, has been tested for reliability and validity by several
researchers, and has become a standard instrument in the IS field. Secondly, the four-item scale instrument
used by Alshibly (2011) was modified to measure the system quality construct, thirdly, the complementary
technology quality was measured with a four-item scale. Fourthly, the computer self-efficacy measure
construct of a ten-item scale.

Fifthly, the service quality construct was evaluated using a modified four—item adopted and refined from

the Chang et al (2009) instruments. Sixthly, in the research, the user satisfaction was evaluating judgment
and affective attitude towards the use of Quality Management System. It was measured with a four-item
scale from Seddon and Yip (1992). Then, the use was measured through eight-item scale adapted from
previous studies (Balaban et al., 2013; Rai et al., 2002).

Lastly, the perceived benefits were defined as an achievement of a firm’s objectives and the end-user related

objectives. These elements were evaluated using a six-item scale adopted from (Alshibly, 2011; Tansley et
al, 2007). Each segment was computed using a 5- point Likert Scale with numbers ranging from strongly
agree (5) to strongly disagree (1).

However, after the measurement variables were developed, the face validity of these variables was tested.
The Management Information System lecture reviewed the measurement variables and feedback was
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given in regard to each segment. After this was being approved a total of thirty survey questionnaires were
given out at the organization. All of the questionnaires were delivered back with a 100% respondent rate.
Table 1 shows the research constructs and related survey items used for measurement of the survey
questionnaire as it relates to the Quality Management System.

Table 1. Measurement Items for the Questionnaire

Construct

Survey Questions

Source

Information
Quality

IQ1: The QMS system provides information that is exactly
what you need.

IQ2: The QMS system provides information you need at the
right time

IQ3: The QMS system provides information that is relevant to
your job.

IQ4: The QMS system provides sufficient information.

IQ5: The QMS system provides information that is easy to
understand.

IQ6: The QMS system provides up-to-date Information.
IQ7: The QMS system provides sufficient information.

Bailey and Person
(1983)

System Quality

SQ1: The QMS system is easy to use.
SQ2: The QMS system is user-friendly.

SQ3: The QMS system provides high-speed information
access.

SQ4: The QMS system provides interactive features
between users and system.

Alshibly (2011)

Complementary
Technology
Quality

CTQ1: The software on the device (desktop computer, laptop,
mobile device) used to access the QMS is adequate?

CTQz2: The device hardware (desktop computer, laptop,
mobile device) used to access the QMS is adequate?

CTQ3: The speed of the Internet connection used to access
the QMS is adequate?

CTQ4: The reliability of the Internet connection used to
access the QMS is adequate?

Computer Self-
Efficacy Measure

I could complete the job using the Quality Management System:

CSEz1: if there was no one around to tell me what to do as I
go.

CSE2: If I had never used an information system like it
before.

CSE3: If T had only the information system manuals for
reference.

CSE4: If T had seen someone else using the information
system before trying it myself.

CSEs: If I could call someone for help if I got stuck.
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CSE6: If someone else had helped me get started.

CSE7: If ] had a lot of time to complete the job for which the
information system was provided.

CSES: If I had just the built-in help facility for assistance.
CSE9: If someone showed me how to do it first.

CSE1o0: If I had used similar information systems before this
one to do the same job.

Service Quality

SV1: The support staff keep the QMS up to date?

SV2: The QMS support staff show a sincere interest in
solving problems.

SV3: The QMS support staff respond promptly when users
have a problem.

SV4: The QMS support staff tell users exactly when services
will be performed

Chang et al., (2009)

User Satisfaction

US1: Most of the users bring a positive attitude or evaluation
towards the QMS.

US2: You think that the perceived utility about the QMS high.

US3: The QMS has met your expectations.
US4: You are satisfied with the QMS.

Seddon and Yip
(1992)

Usage

U1: You frequently use the QMS.

U2: You depend on the QMS to do your job.

U3: The QMS is accurately preparing reports.

U4: You have the necessary knowledge to use the QMS.
Us: The QMS helps you prepare timely reports.

U6: The users of the reports satisfied with results of the QMS.

U7: You are able to complete a task using the QMS even if
there was no one around to tell you what to do as you go
forward?

Balaban et al.,
(2013) Rai et al.,
(2002)

Perceived Net
Benefits

NB1: The QMS help you improve your job performance.
NB2: The QMS helps your organization achieve its goal.
NB3: Using the QMS improve the assessment and training.
NB4: Using the QMS increases your productivity.

NBs5: Overall, using the QMS enhances recruitment and
performance management.

NB6: The QMS help the organization on costs.

Alshibly (2011);
Tansley et al., (2001)

Table 1. Measurement Items for Questionnaire
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Sampling and Data Collection

The data required for this study were collected from a sample of thirty staff members at the organization,
IMMARBE. This research used the “purposive sampling” which gives the researchers to use their own
judgment to select suitable people for the sample. Out of the 30 questionnaires distributed to the
organization’s staff members, all questionnaires were returned, yielding a response rate of 100 percent,
which is considered acceptable.

The respondents’ characteristics are presented in Table 2. Female participants represented a slightly higher

percentage of the completed sample (approximately 53%) compared to male participants (approximately
47%). The participants stated their age range. Additionally, the completed sample was composed of well-
educated individuals, approximately 94% of whom were postgraduate students. The others 6% were all
undergraduates. The participants in this survey questionnaire had a very pretty idea on how to use
computers and the QMS. They had some that had fifteen years of experience and the lowest was of less than
one year.

Table 2. Characteristics of the respondents

Number of Respondents by sex

Sex No. of respondents

Male 14

Female 16

Number of respondents by level of education

Highest level of education completed No. of respondents| Percentages
High school or less 0 0%
Associates 2 6%
Bachelors 17 57%
Masters or greater 11 37%

Table 2. Characteristics of the respondents
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Data Analysis

The following section is the start of applied research of the organization, IMMARBE. A total of thirty
questionnaires were distributed among the employees at IMMARBE. The study received a one hundred
percent response rate. The average respondent age was that of 25 years. 53 percent of respondents
were female, and 46 percent were male. 94 percent of respondents had a bachelor's degree or higher. The
respondents have, on average, five years working experience with the QMS.

The histogram reflecting the average response rating for information quality is skewed to the left. The
average response for this category was 4.96 and the median was 4.80. Moreover, the results are above the
average frequency distribution which indicates the vast amount of respondents are satisfied with the
information quality on the Quality Management System (QMS). Since the diagram do not demonstrate a
wide variance the satisfactory level of the users on the QMS information quality is at a high rank.

Histogram of Information Quality
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The histogram depicting the average response rating for system quality is skewed to the left. The average
response for this category was 4.98 and the median was 4.90. Moreover, the results are above the average
frequency distribution which specifies the vast amount of respondents are satisfied with the system quality
on the Quality Management System (QMS). Since the diagram do not demonstrate a wide variance the
satisfactory level of the users on the QMS system quality is at a high rank.

Histogram of System Quality
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The histogram depicting the average response rating for complementary technology quality is skewed to
the left. The average response rating for this category was 4.97 and the median was 4.90. Additionally, the
results are above the average frequency distribution which means the vast majority of respondents are
satisfied with the complementary technology on the Quality Management System (QMS). Since the diagram
do not demonstrate a wide variance the satisfactory level of the users on the QMS complementary
technology is at a high rank.

Histogram of Complementary Technology
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Complementary Technology Quality

The histogram depicting the average response rating for self-efficacy is skewed to the left. The average
response rating for this category was 4.98 and the median was 4.90. Additionally, the results are above the
average frequency distribution which means the vast majority of respondents are satisfied with the
computer self-efficacy on the Quality Management System (QMS). Since the diagram do not reveal a wide
variance the satisfactory level of the users on the QMS computer self-efficacy is at a high rank.

Histogram of Computer Self-Efficacy
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Computer Self-Efficacy Measure
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The histogram depicting the average response rating for service quality is skewed to the left. The average
response rating for this category was 4.98 and the median was 4.90. Likewise, the results are above the
average frequency distribution which shows the vast amount of respondents are satisfied with the service
quality on the Quality Management System (QMS). Since the diagram do not demonstrate a wide variance
the satisfactory level of the users on the QMS service quality is at a high rank.

Histogram of Service Quality
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The histogram depicting the average response rating for user satisfaction is skewed to the left. The average
response rating for this category was 4.98 and the median was 4.90. Likewise, the results are above the
average frequency distribution which shows the vast amount of respondents are satisfied with the Quality
Management System (QMS). Since the diagram do not demonstrate a wide variance the satisfactory level
of the users on the QMS is at a high rank.

Histogram of User Satisfaction
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The histogram depicting the average response rating for usage is skewed to the left. The average response
rating for this category was 4.98 and the median was 4.90. Moreover, the results are above the average
frequency distribution which indicates the vast amount of respondents are satisfied with use on the Quality
Management System (QMS). Since the diagram do not demonstrate a wide variance the satisfactory level
of the users on the QMS use is at a high rank.

Histogram of Usage
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The histogram depicting the average response rating for perceived net benefits is skewed to the left. The
average response rating for this category was 4.99 and the median was 4.90. Moreover, the results are above
the average frequency distribution which indicates the vast amount of respondents are satisfied with the

Quality Management System (QMS). Since the diagram do not demonstrate a wide variance the satisfactory
level of the users on the is at a high rank.

Histogram of Perceived Net Benefits
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The response average demonstrates that majority of the staff members are more than satisfied with the
QMS. However, with a few improvements in certain areas such as Information Quality and Complementary
Technological Quality can drastically change the entire perception of QMS. For instance, IMMARBE can
provide more information to ensuring a good balance of relevant information, up-to-date information and
information that is easy to understand to help provide a clearer picture of information quality. In addition,
with more improvement in the area of Complementary Technology, IMMARBE should avoid inadequate
software and hardware devices, inadequate internet speed and reliability to get a better perspective of their
Complementary Technology Quality. Nevertheless, a vast majority of the users of the QMS are highly
satisfied with their experience with the IS system at IMMARBE to carry out their daily duties at the
organization.

Response Averages

Scores
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Constructs

Discussions and Implications, Limitations and Future Research

Discussion and Implications

The main aim of this research was to evaluate the Quality Management System at the International
Merchant Marine Registry of Belize, which resulted to be successful. Thus, in order to conduct a complete
evaluation, it was compared to DeLone—McLean model of information systems success. This model
of information success includes six main features which are, Information Quality, System Quality,
Service Quality, User Satisfaction, Use and Perceived Net benefits. However, the researchers felt that using
these six main features would narrow the research; therefore, two other components which are the
Complementary Technology Quality and Computer Self Efficacy were added. With the use of the eight
features, questionnaires were developed to conduct the research and obtain accurate information which
would prove the whether hypotheses are true.

The Quality Management System is the main information system used by IMMARBE. Therefore, it is of
utmost importance for the information system to be accurate and efficient. The business is very dependent
on this system in order to document processes, procedures, and responsibilities for achieving quality
policies and objectives.

In order to fully analyze the information system, some hypotheses were developed that eventually
guide the direction of the research. The following hypothesis:
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H1. Complementary technology quality will positively impact user satisfaction.
H2. Complementary technology quality will positively impact system use.
H3. Computer self-efficacy will positively impact system use.

H4. System quality will positively impact user satisfaction.

Hs. Information quality will positively impact user satisfaction.
H6. Service quality will positively impact user satisfaction.

H7. Use will positively impact user satisfaction.

HS8. Information quality will positively impact use.

Ho. System quality will positively impact use.

H1o. Service quality will positively impact use.

H11.User satisfaction will positively impact perceived net benefit.
H12.Use will positively impact perceived net benefit.

In order to test whether the hypotheses were true, a quantitative analysis was done in the form of
questionnaires, whereby the overall results gathered proved that all of the hypotheses are accurate.
Nevertheless, it can be understood that the QMS is effective and very useful to the employees. In brief, the
research did measure the benefit and value that the QMS add to the success of IMMARBE. These data were
compared to literature and have proven all hypotheses to be true. Therefore, it can be said with maximum
accuracy that the implementation and use of the Quality Management System at the International Merchant
Marine Registry of Belize does add substantially to the benefit and success of the organization

Limitations

The research was successful as it served its purpose which was to evaluate the Quality Management System
model at IMMARBE. However, there were limitations faced along the way. Due to the large number of
employees at the organization, the participants were limited to a small amount. Thus it is not a true
indication of the results. The method of research was somewhat intense and time consuming because the
SPSS program was not utilized. Additionally, a project of this demand lacked the necessary human
resources to gather and process information. Moreover, though limitations were encountered, the study
provides beneficial information in regards to the success of the Quality Management System at the
International Merchant Marine Registry of Belize.

Future Research

The future research is recommended by increasing the sample size to have a more accurate representation
on the success model of the QMS. In addition, a longer time frame for this type of study is recommended
that for future studies, in order to have adequate time to collect and analyze a larger sample size.
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Effectiveness of IMMARBE Quality Management

System
Informed Consent Letter
Dear Participant,

You are invited to participate in a research study being conducted by
Britney Bowers, Neidy Reyes, Michael Chiu, Nathalie Bowman and Ailanie
Escalante enrolled in the faculty of Management and Social Sciences at the
University of Belize.

The purpose of this research study is to ask about your experience using
the Quality Management System. Your participation will contribute to a
better understanding of how the introduction of information system has
impacted business processes.

The questionnaire will evaluate the information quality, system quality,
service quality, complimentary technology that contributes to user
satisfaction which in turn represents net benefits for the user and the
organization. The questionnaire will take approximately 15 minutes.

There are no known risks for partaking in this research study. Your
participation is voluntary, and you may decline to answer any questions.
In addition, you hold the right to withdraw from participating at any time.
The research participants will remain anonymous. Confidentiality of
participants will be maintained at all times.

If you have any questions about the study, please feel free to contact the
Research Team Leader, Britney Bowers at the email provided in bold on
this letter. This study is approved and endorsed by Kieran Ryan, MIS
Instructor at University of Belize.

Thank you for your time and your participation.

Regards,

BBowers

Britney Bowers

Research Team Leader
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Section A. Demographic Information

Al. Gender: Male [ ] Female []
A2. Please indicate age range: Less than 25 [ ] 25-35 [ ] 36-45 [ ] 46-55 [] Older than 55 []
A3. Please indicate education level: High school or less [] Associates [_| Bachelors[_] Masters or higher []
A4. Years of work Experience: Less than 5 [ ] 5-10 [] 11-15 [ ] More than 15 []

A5. Years working with the QMS: Lessthan5[ ] 5-10 [ ] 11-15[ ] More than 15[ ]

Section B. Information Quality Strongly Strongly

Disagree Agree

1Q1: QMS provides information that is exactly what you need
1Q2: QMS provides information you need at the right time

1Q3: QMS provides information that is relevant to your task

1Q4: QMS provides sufficient information
1Q5: QMS provides information that is easy to understand
1Q6: QMS provides up-to-date Information

Section C. System Quality

100 2[] 3(] 4[] 5[]
107 207 301 4[] 501
107 2[] 307 4[] 5[]
100 2[] 3[] 4[] 5[]
10 2[] 3(] 4[] 5[]
107 207 301 4[] 501

SQ1: QMS easy to use

SQ2: QMS user-friendly

SQ3: QMS provides high-speed information access

SQ4: QMS provides interactive features between users and system

107 2[] 307 4[] 5[]
107 207 301 4[] 501
107 2[] 307 4[] 5[]
107 2[ ] 307 4[] 5[]

Section D. Complementary Technology Quality

CTQ?1: Software on the device used to access the QMS is adequate

CTQ2: Device hardware used to access the QMS is adequate

CTQ3: Speed of the Internet connection used to access the QMS is adequate
CTQ4: Reliability of the Internet connection used to access the QMS is adequate

107 2[] 3[] 4[] 5[]
107 2[] 3(] 4[] 5[]
107 2] 307 4[] 5[]
107 207 307 4[] 501

Section E. Computer Self-Efficacy Measure

I could complete the Job using the Student Information Database:

CSEL: if there was no one around to tell me what to do as | go.

CSEZ2: If | had never used an information system like it before.

CSES3: If I had only the information system manuals for reference.

CSE4: If | had seen someone else using the information system before trying it myself.
CSES: If I could call someone for help if | got stuck.

CSES®6: If someone else had helped me get started.

CSE7: If | had a lot of time to complete the job for which the IS was provided.
CSES: If I had just the built-in help facility for assistance.

CSEQ9: If someone showed me how to do it first.

CSE10: If I had used similar information systems before this one to do the same job.

107 20] 301 4[] 5[]
10] 2[] 3[] 4[] 5[]
107 20 301 4[] 5[]
10] 2[] 3[] 4[] 5[]
107 20 301 4[] 5[]
10] 2[] 3[] 4[] 5[]
10] 2[] 3[] 4[] 5[]
107 20 301 4[] 5[]
100 2[] 3[] 4[] 5[]
107 207 301 401 501

Section E. Service Quality

Strongly Strongly
Disagree Agree
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SV1: The support staff keep the QMS up to date

SV2: The QMS system support staff show a sincere interest in solving problems
SV3: The QMS support staff respond promptly when users have a problem
SV4: The QMS support staff tell users exactly when services will be performed

107 2] 307 4L] 5[]
107 207 3(] 4[] 5[]
107 2] 307 4L] 5[]
107207 3(]4[] 5[]

Section F. User Satisfaction

US1: Most of the users bring a positive attitude or evaluation towards the QMS

US2: The perceived utility about the QMS is high
US3: The QMS meets your expectations
US4: You are satisfied with the QMS

Section H. Usage

107 207 3(] 4[] 5[]
107 2[] 3(] 4[] 5[]
107 207 307 4] 50
107 2] 307 4] 5[]

U1: You frequently use the QMS

U2: You depend on the QMS to do your job

U3: The QMS is accurately preparing reports

U4: You have the necessary knowledge to use the QMS

U5: The QMS helps you prepare timely reports

U6: Users of the reports are satisfied with results of the QMS

U7: You are able to complete a task using the QMS even if there was no one around to
tell you what to do as you go forward

Section I. Perceived Net Benefits

107 20] 301 4[] 5[]
107 20] 301 4[] 5[]
10 2[] 3(] 4[] 5[]
107 20] 301 4[] 5[]
107 20] 301 4[] 5[]
107 2[ ] 307 4[] 5[]

107 207 301 4[] 501

NB1: The QMS helps you improve your job performance

NB2: The QMS helps your organization achieve its goal

NB3: Using the QMS improves the assessment and training

NB4: Using the QMS increases your productivity.

NB5: Overall, using the QMS enhances recruitment and performance management
NB6: The QMS helps the organization save on costs

Please return the completed survey.

Thank you for your participation.

107 20] 301 4[] 5[]
100 2[] 3[] 4[] 5[]
100 2[] 3[] 4[] 5[]
107 20] 301 4[] 5[]
1] 2[] 3[] 4[] 5[]
107 207 301 4[] 501
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Appendix B
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Histogram of Service Quality
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Histogram of System Quality
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