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ABSTRACT 

The coexistence of Civil and Shariah legal systems in Malaysia necessitates a new 

approach to the persistent inheritance problem. Historical analysis reveals unclaimed 

estate assets and gradual transitions. Electronic Filing Systems (EFS) and inheritance 

legacy management underscore the importance of information quality in service sectors. 

Despite improvements, frozen inheritances lead to prolonged arbitration, and wealth 

management issues have been a critical concern. This study addresses a gap in Malaysia's 

EFS for inheritance asset administration in the context of recent e-government research. 

It explores past research, identifies issues, sets objectives, explains significance, clarifies 

terms, and organizes the framework. The theoretical foundations include the Technology 

Acceptance Model, the Theory of Reasoned Action, and the Diffusion of Innovation 

(DOI) Theory, which underpin potential relationships in the research model. The 

framework develops and tests thirteen hypotheses with a diverse sample of Malaysian EFS 

users. The model was tested utilizing Partial Least Squares Structural Equation Modelling 

(PLS-SEM) using data that was collected from 384 EFS users in Malaysia. The results 

indicated that user satisfaction as a mediator between perceived information quality (PIQ), 

innovation, trust, and perceived usefulness (PU) was positively associated with the 

intention to use EFS in Malaysia. This study provides essential insights for users of the 

EFS and government policymakers in Malaysia by underscoring the pivotal role of trust 

in promoting long-term adoption and user engagement. It emphasizes the importance of 

addressing trust-related concerns unique to Malaysia’s diverse cultural, religious, and 

demographic landscape. By tailoring strategies to build and maintain trust such as 

enhancing security measures and fostering transparency policymakers can significantly 

improve user confidence and satisfaction. This, in turn, can lead to a greater uptake of 

EFS, increased system reliability, and a more successful digital transformation of public 

services. 

Keywords: Perceived information quality; Innovation; Trust; Perceived usefulness; 

Satisfaction 
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ABSTRAK 

Kewujudan sistem perundangan Sivil dan Syariah di Malaysia memerlukan pendekatan 

baharu dalam menangani masalah pewarisan pusaka yang berterusan. Analisis sejarah 

mendedahkan wujudnya aset harta pusaka yang tidak dituntut dan peralihan secara 

beransur-ansur. Sistem Pemfailan Elektronik (EFS) dan pengurusan warisan pewarisan 

menyerlahkan kepentingan kualiti maklumat dalam sektor perkhidmatan. Walaupun 

terdapat penambahbaikan, pembekuan pusaka menyebabkan pertikaian yang 

berpanjangan dan masalah pengurusan kekayaan yang semakin kian membimbangkan. 

Kajian ini menangani kelompangan di dalam Sistem Pemfailan Elektronik (EFS) di 

Malaysia bagi pengurusan aset pewarisan dalam konteks penyelidikan e-kerajaan terkini. 

Ia mengkaji penyelidikan terdahulu, mengenal pasti isu, menetapkan objektif, 

menjelaskan kepentingan, memperjelas istilah, dan mengatur rangka kerja. Asas teori 

terdiri daripada Model Penerimaan Teknologi, Teori Tindakan Bersebab, dan Teori 

Resapan Inovasi (DOI) menyokong hubungan yang berpotensi dalam model penyelidikan 

ini. Rangka kerja ini dibangunkan dan menguji tiga belas hipotesis dengan sampel 

pengguna EFS Malaysia yang pelbagai. Model ini diuji menggunakan Partial Least 

Squares Structural Equation Modeling (PLS-SEM) dengan menggunakan data yang 

dikumpulkan daripada 384 pengguna EFS di Malaysia. Keputusan menunjukkan bahawa 

kepuasan pengguna sebagai pengantara antara tanggapan kualiti maklumat (PIQ), inovasi, 

kepercayaan, dan tanggapan kegunaan (PU) mempunyai hubungan positif dengan niat 

untuk menggunakan EFS di Malaysia. Kajian ini menyediakan pandangan penting kepada 

penggunaan EFS serta pembuat dasar kerajaan di Malaysia dengan menekankan peranan 

penting kepercayaan di dalam mempromosikan penggunaan jangka panjang dan 

penglibatan pengguna. Ia menyoroti keperluan bagi menangani isu - isu berkaitan 

kepercayaan yang tersendiri kepada kepelbagaian landskap budaya, agama, dan demografi 

di Malaysia. Dengan menyesuaikan strategi untuk membina dan mengekalkan 

kepercayaan seperti meningkatkan langkah keselamatan dan memperkukuh ketelusan 

pembuat dasar boleh meningkatkan keyakinan dan kepuasan pengguna secara signifikan. 

Ini seterusnya boleh membawa kepada penggunaan EFS yang lebih meluas, peningkatan 

kebolehpercayaan sistem, dan kejayaan kepada transformasi digital perkhidmatan awam. 

 

Kata kunci: Kualiti maklumat yang dirasakan; Inovasi; Kepercayaan; Tanggapan 

kegunaan; Kepuasan 
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CHAPTER ONE  

INTRODUCTION 

1.1 Background of The Thesis 

This study focuses on Malaysia's Electronic Filing System (EFS) for managing inheritance 

assets, a critical aspect of the country’s e-government initiatives. The EFS is designed to 

address the complex issue of inheritance administration, a longstanding challenge under 

Malaysia's dual legal frameworks (Said et al., 2021). Malaysia operates under two distinct 

legal systems: the Civil legal tradition, derived from English Common Law (Shah & 

Buang, 2021), and the Shariah legal framework (Sulaiman et al., 2022), rooted in Islamic 

Law. This duality often complicates resolving inheritance issues, with no comprehensive, 

effective solution identified thus far. Ahmad et al. (2022) emphasize the need for a new 

perspective and approach to tackling these challenges (Muhamad et al., 2019), suggesting 

that while solutions may exist, they require more detailed investigation and refinement 

(Ahmad, 2019). 

The EFS represents a significant shift in how public services are delivered in Malaysia, 

moving from a bureaucratic focus to more effectively addressing individual needs (Soong 

et al., 2020; Ghasemy et al., 2022). This shift is part of a broader global trend where 

governments are increasingly adopting information and communication technologies 

(ICT) to enhance the efficiency, reliability, and accessibility of public services (Gogoi, 

2020). According to Ospina et al. (2021), using ICT in government services aims to 

provide faster (Assiri et al., 2021), more dependable (Sharma et al., 2019), and user-

centric support (Muda et al., 2020). 
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In Malaysia, several key initiatives have been spearheaded under the guidance of the 

Malaysian Administrative Modernisation and Management Planning Unit (MAMPU) and 

the Multimedia Super Corridor (MSC) program. These initiatives include the short 

message service (SMS) system, MyID infrastructure, e-kiosk services initiated by the 

Employees Provident Fund (EPF) Department, MyKad applications, and the MyGov 

portal, which integrates various government services (Zainal & Zainuddin, 2020). 

Additionally, the country has introduced various e-government platforms, such as My-

eTaPP (Management System of Federal Land and Division Archives), e-stamp, e-info, e-

Tanah, e-filing, e-court, e-daftar, e-consent, and e-lodging, each aimed at improving 

specific aspects of public administration (Man & Manaf, 2023). 

The EFS, specifically, plays a crucial role in modernizing the inheritance administration 

process by providing a streamlined, digital solution for managing inheritance assets 

(Abidin & Jahari, 2022). By integrating this system into the broader e-government 

framework, Malaysia seeks to address the inefficiencies and complexities of traditional 

inheritance management while enhancing public service delivery (Said et al., 2021). This 

study aims to assess how effectively the EFS meets users' needs and explore its impact on 

user satisfaction and the intention to continue using the system (Hambali, 2020). 

To assess the primary types of assets typically found in unclaimed estates and comprehend 

the factors contributing to the slow process of estate transition, conducting a study that 

thoroughly examines historical records is necessary. Recognizing the importance of 

perceived information quality for the longevity and effectiveness of such enterprises, the 

equitable distribution of high-quality services holds particular significance within the 

service sector, encompassing the EFS and the Inheritance Legacy Management (Mobidin 
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et al., 2019). Meanwhile, according to Tiana et al. (2019), perceived information quality 

(PIQ) is critical in guaranteeing user satisfaction across various service industries. 

Consequently, Khan et al. (2021) emphasized that accumulating unclaimed inheritance 

assets represents a significant concern that Malaysia must address. 

Over a decade ago, the EFS was introduced but has not been fully implemented (Qadri & 

Darmawan, 2021). Nonetheless, there have been various enhancements to the system, 

including increased compatibility with more stable web browsers (Purnamasari et al., 

2020). Despite the improvements highlighted by Minister Nik Nazmi Nik Ahmad, where 

73,514 out of 149,111 inheritance distribution cases were resolved, and 63,293 cases were 

settled in 2022 (representing 41.8 percent), issues with frozen inheritance continue to 

cause significant delays in estate administration.  

These unresolved cases often result in prolonged delays, sometimes over several years. 

The backlog increased significantly from 72,348 in 2021 to 151,139 the following year. 

Thus, while progress was made, the system still faces challenges in efficiently handling 

the volume of inheritance cases (Ahmad, 2023; Muhammad et al., 2023). " Therefore, the 

Malaysian Administrative Modernization and Management Planning Unit (MAMPU) has 

emphasized the number of inheritance applications processed between 2016 and 2022 

(Shith et al., 2022). The Online Services Statistics in Table 1.1 depict the number of 

securities associated with frozen assets and unclaimed inheritance properties in Malaysia. 
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Table 1-1 

Assets and Unclaimed Inherited Properties in Malaysia, 2016 -2022. 

 

Year Value  

(RM Billion) 

Source 

2006 RM 38 Rusnadewi and Noor Inayah” (2013), Suhaili (2010) 

2007-2009 RM40 Rusnadewi and Noor Inayah (2013) 

2010 RM41 Mujani et al. (2011) 

2011 RM42 Noordin et al. (2012) 

2012 RM52 Sabirin (2014) 

2013 - 2015 RM60 Harian Metro (14/01/2016), Kosmo (26/02/2016),  

Aziz (2016), Kamarudin and Hisyam (2018) 

2020 RM68  Harian Metro (2020). 

2020 RM70  Mstar (2020) 

2021 RM90  Utusan Malaysia (2021) 

 

The persistently increasing quantity of frozen properties remains an unresolved issue 

confronting Malaysian society. According to Hazwan (2022), statistics also indicate that 

a total of RM460 million in deferred funds, known as 'money waiting to be claimed' 

(WMD), was held by Amanah Raya Berhad in 2022. Based on empirical evidence, Md. 

Noh et al. (2019) reported severe delays in processing applications for estate distribution. 

As Ishak et al. (2020) further highlighted, such a system results in overlaps in duties and 

creates public uncertainty about the obligations of each governing body. This illustrates 

the inefficiency of Malaysia's inheritance distribution system. With this acquisition, the 

government will have obtained a charitable asset valued at RM1.05 billion, equivalent to 
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2.5 percent of the total value (Abidin and Jahari, 2022). This could alleviate poverty for 

more Malaysians and contribute to overall national economic growth (Rongen et al., 

2022). In this study, the researcher will explore several uncertainties affecting users' 

propensity to engage with the system (Ardianto & Warsito, 2020). The users' perception 

of EFS begins with technology acceptance, a critical aspect of user engagement.  

The ongoing utilization of the EFS by users is crucial for its success. Despite significant 

government investments in its development and upgrades, only 20 percent of the targeted 

acceptance rate has been achieved (Al-Fraihat et al., 2020). Therefore, it is essential to 

identify the factors influencing users' intentions to continue using the EFS in Malaysia to 

encourage its sustained utilization (Razak et al., 2020b). 

1.2 Problem Statement 

The adoption of EFS represents a significant advancement in various sectors, including 

inheritance e-filing and continuous intention use. In Malaysia, implementing the 

electronic filing system, particularly inheritance EFS, has transformed the management of 

files or related documents (Mobidin et al., (2019). Subsequently, this study investigates 

the mediating effect of user satisfaction on the continuous intention to use inheritance EFS 

in Malaysia (Tahar & Sabiqoh, 2020).  

Malaysia has been increasingly exploring the adoption of EFS to efficiently manage 

inherited assets (Nasrul, et al., 2023). Previous methods have involved complex 

paperwork, numerous visits to government offices, and lengthy processing times that often 

lead to delays and frustration for beneficiaries (Palil et al., 2020). Repeated reliance on 

the traditional filing system may risk perpetuating inefficiencies and increasing 



 

6 

 

administrative burdens on both the government and the public (Wibawa & Siswanto, 

2021). By adopting EFS, the country can streamline advances in inheritance processes, 

reduce processing times, and enhance user satisfaction, ultimately leading to more 

efficient and transparent asset management (Muslichah et al., 2023; Oktavia, 2023).  

Previous research has also extensively examined the limitations of various critical success 

factors such as trust, perceived usefulness, and innovation, but only as are variables that 

influence the intention to use across different contexts. For example, Li and Shang (2020) 

found that trust significantly impacts users' intention to use e-government services. On the 

contrary, Dhagarra et al. (2020) highlighted that both trust and perceived usefulness are 

crucial determinants of users' acceptance of new technologies.  

Similarly, Lee et al. (2021) demonstrated in the travel agency sector that perceived 

information quality and trust are essential for fostering user engagement. Studies by Moser 

et al. (2020) confirmed that perceived information quality is a pivotal factor in virtual 

communities. Meanwhile, Hamakhan (2020) emphasized that trust plays a significant role 

in users' intention to use internet banking services. This finding is agreed by Barachi et al. 

(2022) who pointed out that innovation is a key driver for the adoption of smart city 

services.  

This is further supported by Rahi et al. (2021), who claimed that trust also influences the 

intention to use Internet banking. While Bayaga et al. (2020) reinforced the importance of 

trust in the adoption of e-government services, a similar claim by Ogunmokun et al. (2020) 

indicated that trust is fundamental in knowledge-sharing activities. The above claim found 

that the previous authors did not consistently agree on the critical success factors of their 
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study. To fill the gaps in this study, critical success factors such as trust, innovation, 

perceived usefulness, and perceived information quality were selected as independent 

variables that have a relationship with customer intention to use e-filling in Malaysia.  

A mediator is a variable that explains the relationship between an independent and 

dependent variable, aiding in understanding their connection (Cheung, 2020). As Hussein 

et al. (2021) found user satisfaction plays a crucial mediating role between perceived 

usefulness and the intention to use technology, highlighting its importance in general 

technology acceptance. Additionally, Barachi et al. (2022) demonstrated that in the 

context of smart city services, user satisfaction significantly mediates the relationship 

between perceived innovation and continuous usage, underscoring its impact on 

sustaining engagement with smart technologies.  

Relatedly, Nan et al. (2020) revealed that in mobile sharing services, user satisfaction 

effectively mediates the relationship between perceived ease of use and the intention to 

continuously use the service, emphasizing its critical role in the adoption and sustained 

use of mobile technologies. Hence, previous research has also delved into the role of user 

satisfaction as a mediator in various contexts. For the above reasons, this research will 

explore user satisfaction as a mediator that reflects users' assessments and meets their 

needs. 

However, there is a theoretical gap in integrating existing e-government adoption theories 

with those related to inheritance law to create a comprehensive framework for inheritance 

EFS (Mustaf et al., 2020). Despite extensive research on EFS, theoretical issues on 

inheritance EFS in Malaysia are lacking, making it challenging to understand its unique 
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benefits and drawbacks (Fokri et al., 2021). Additionally, there are also theoretical gaps 

that exist in understanding the ongoing intention to use inheritance EFS, necessitating the 

integration of e-government adoption theories with inheritance law theories. Addressing 

these gaps will provide valuable insights for policymakers and developers, enhancing user 

satisfaction and continuous usage (Saptono et al., 2023).  Furthermore, previous research 

has inadequately explored the relationship between satisfaction and the intention to use e-

government services, especially within Malaysia's EFS context (Shuib et al., 2019), 

highlighting the need to investigate how user satisfaction is mediated between trust, 

innovation, perceived usefulness, perceived information quality, and the intention to 

continue using EFS.  

This research integrates four fundamental theories to address the theoretical gaps. Firstly, 

the Technology Acceptance Model (TAM) suggests that perceived usefulness and ease of 

use are pivotal in influencing users' intention to adopt EFS (Alsharida et al., 2021). 

Secondly, the Theory of Reasoned Action (TRA) posits that users' attitudes and subjective 

norms regarding EFS significantly affect their adoption intentions (Abu-Shanab, 2021). 

Thirdly, the Information Systems Success Model (ISSM) emphasizes the importance of 

system quality, information quality, and user satisfaction in the adoption of EFS (Abidin 

et al., 2023). Lastly, the Diffusion of Innovation (DOI) theory by Rogers (1962) highlights 

factors such as perceived advantages, compatibility, trialability, observability, and relative 

advantage in determining the rate at which EFS is adopted. 

The lack of empirical research on inheritance EFS in Malaysia leaves a significant gap in 

understanding its unique challenges and opportunities (Alam et al., 2021). Existing 
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literature on user satisfaction with e-government services identifies many factors 

impacting the level of satisfaction with documentation and legal processes. However, 

these factors may vary significantly in the context of inheritance EFS (Li et al., 2021a; 

Noor, 2022). Numerous variables influence individuals' continuous desire to use EFS, and 

it is crucial to determine if these aspects differ for inheritance EFS. While existing 

literature on e-government services identifies factors influencing satisfaction in 

inheritance and legal processes, these may differ in the context of inheritance EFS (Akram 

et al., 2019; Nusa & Dubovick, 2021). This gap underscores the need for specific studies 

on inheritance EFS to determine if the factors influencing continuous use differ from other 

EFS. Conducting such research will provide valuable insights to improve the effectiveness 

and user-friendliness of inheritance EFS in Malaysia (Mohamed et al., 2018). It also seeks 

to understand the unique challenges and opportunities by integrating empirical gaps of 

study. 

To fill the gaps in the above-discussed issues, this study aims to investigate factors such 

as perceived information quality, innovation, trust and perceived usefulness as 

independent variables and user satisfaction as a mediator towards continuous intention as 

a dependent variable that uses e-filling inheritance in Malaysia.  

1.3 Research Questions 

The study will address the following research questions: 

1. What is the relationship between perceived information quality and continuous 

intention to use EFS?  
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2. What is the relationship between innovation and continuous intention to use EFS? 

3. What is the relationship between trust and continuous intention to use EFS? 

4. What is the relationship between Perceived Usefulness and continuous intention to 

use EFS? 

5. Does satisfaction mediate the relationship between the determinant's variable 

(perceived information quality, innovation, trust, and Perceived Usefulness) and 

continuous intention to use EFS? 

1.4 Research Objectives 

The primary aim of this study is to examine the relationship between determinant variables 

and the continuous intention to use, with the mediating effect of satisfaction on EFS 

among users in Malaysia. To accomplish this main objective, the following specific 

objectives are outlined: 

1. To examine the relationship between perceived information quality and continuous 

intention to use EFS. 

2. To examine the relationship between innovation and continuous intention to use 

EFS. 

3. To examine the relationship of trust and continuous intention to use EFS. 

4. To examine the relationship between perceived usefulness and continuous intention 

to use EFS. 

5. To examine whether satisfaction mediates the relationship between the 
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determinant's variable (perceived information quality, innovation, trust, and 

Perceived Usefulness) and continuous intention to use of EFS. 

1.5 Significance of the Research 

This study investigates the relationship between crucial determinant variables such as 

perceived information quality, innovation, trust, and perceived usefulness and the continuous 

intention to use Malaysia's EFS for inheritance management. The findings aim to provide a 

comprehensive understanding of how these variables influence users' ongoing engagement 

with the EFS, offering insights that are particularly valuable for government agencies focused 

on enhancing the productivity and competitiveness of Malaysia's public services (Soong et 

al., 2020). 

Government decision-makers, departments, and system designers can leverage these insights 

to inform governance policies and system improvements (Lee-Geiller et al., 2019). By 

applying the principles derived from this study, they can better understand the factors that 

drive or hinder user adoption and retention of e-government services like the EFS. The 

empirical evidence presented will highlight why some users may resist adopting the EFS, 

emphasizing the importance of aligning the system's features with user preferences and needs 

(Mashabela & Kekwaletswe, 2020). Currently, the Government EFS website prioritizes 

technological capabilities without adequately addressing user preferences, which research 

shows is critical for ensuring user satisfaction and acceptance (Camilleri, 2019). 

This paper explores users' perceptions of the EFS, introduced a decade ago as a digital 

alternative to the traditional paper-based system (Ardianto & Warsito, 2020). It begins with a 

historical overview of the EFS's development and implementation in Malaysia, followed by 
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an analysis of how system usage has evolved and how these developments compare to global 

experiences with similar e-government initiatives. The paper also briefly touches on 

theoretical issues related to user retention, particularly focusing on the challenges of 

maintaining user engagement with the system over the long term. 

The study acknowledges that the usefulness, user-friendliness, security, and practical 

applicability of the EFS can vary based on user feedback. To capture these dynamics, the 

methodology discussed in this paper includes detailed design processes, instrumentation, 

measurement techniques, and statistical analysis (Cader, 2022). The findings are then 

presented and analyzed, with discussions centered on their implications for policymakers. The 

study offers specific recommendations for enhancing the EFS, aiming to align the system 

more closely with user needs and preferences (Pramesti et al., 2020). 

Finally, this study is designed to benefit both practitioners and academics by contributing to 

the body of knowledge in e-government systems. For practitioners, the insights provided can 

inform the design and implementation of more user-centred government services. For 

academics, the study offers a foundation for further research into the factors that influence the 

adoption and continuous use of digital government services, particularly in developing 

countries like Malaysia. 

1.6 Scope of Study 

This study investigates the determinants influencing the continuous intention to use 

Malaysia's EFS, particularly focusing on its role in government-to-citizen (G2C) services 

related to inheritance administration. The EFS is a critical component of Malaysia's e-

government initiatives, aimed at modernizing the inheritance process by allowing 
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Malaysians to manage their inheritance claims and documents electronically (Man & 

Manaf, 2023). This system is especially pertinent given the persistent challenge of 

managing frozen properties in Malaysia, a significant issue highlighted by Hazwan 

(2022). The EFS aims to streamline this process, making it more accessible and efficient 

for users. 

The research employs quantitative data analysis to explore how various factors impact 

users' ongoing use of the EFS. Specifically, the study focuses on Malaysian individuals 

who use the EFS for inheritance matters. Data is collected through a survey distributed to 

EFS users across Peninsular Malaysia. The sample is drawn from four distinct regions: 

Northern, Central (Klang Valley), Southern, and East Coast. This regional segmentation 

ensures that the study captures a diverse range of user experiences and perceptions across 

different geographical areas, reflecting the varied technological landscapes of these 

regions. 

Respondents are selected using a random sampling technique to ensure a representative 

sample from a large population base of approximately 25 million people. This method 

helps to minimize sampling error and ensure that the findings are generalizable across the 

population of EFS users. The survey targets urban areas where technology adoption is 

typically higher to assess the effectiveness and acceptance of the EFS in contexts with 

varying levels of technological infrastructure. 

The data analysis employs the Statistical Package for the Social Sciences (SPSS) and 

SmartPLS 3, which evaluate the relationships between determinant variables such as 

perceived information quality, innovation, trust, and perceived usefulness and their impact 



 

14 

 

on the continuous intention to use the EFS. By focusing on these variables, the study aims 

to provide actionable insights into how the EFS can be improved to meet user needs better 

and enhance its effectiveness as a tool for managing inheritance administration in 

Malaysia. 

In summary, this study seeks to provide a detailed understanding of the factors that 

influence the ongoing use of the EFS in Malaysia, focusing on its application to 

inheritance management. The findings are intended to inform government agencies and 

system designers about user satisfaction and areas for improvement, ultimately 

contributing to more effective and user-friendly e-government services. 

1.7 Operational Definition 

This section represents some of the significant key terms used and will help understand 

this study's idea. Table 1.2 shows the operational definition for each variable in this 

research. 

Table 1-2 

Variables and Operational Definitions (As Recognized In The Study Model). 
 

Name of the variable Operational definition 

Perceived 

Information Quality 

Evaluate the information provided by the EFS. It includes how 

accurate, complete, relevant, timely, and precise the information is. 

This perception reflects how well the EFS meets users' needs, helps 

them make decisions, and supports tasks like filing and retrieving 

information electronically (Yudha et al., 2021). 
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Name of the variable Operational definition 

Innovation Introduce new features and enhancements to improve user experience, 

efficiency, and effectiveness. This includes user-centric design, 

intuitive interfaces, robust security measures, adaptability to user 

feedback, and technological advancements to ensure continuous 

relevance and usability (Kheder, 2023). 

Trust The user's confidence in the system's reliability, security, and ability to 

handle and protect sensitive information accurately. It encompasses 

beliefs in the system's integrity, data confidentiality, reliable 

performance, and the availability of effective user support. High trust 

in these areas increases the willingness to use and rely on the EFS for 

inheritance management tasks (Pramesti et al., 2020). 

Perceived usefulness The extent to which users believe that the EFS improves their 

efficiency in managing and submitting inheritance documents online. 

It reflects the users' perception that the EFS simplifies tasks, saves 

time, and enhances their ability to complete processes more effectively 

than traditional methods (Levitsky, 2021). 

Satisfaction Satisfaction refers to how well the EFS meets users' needs and provides 

a positive experience. It includes ease of use, efficiency, reliability, and 

security as perceived by users. Satisfaction is measured through user 

feedback and surveys, reflecting their overall attitude toward the 

system (Christanti, 2020; Mangoting et al., 2019). High satisfaction 

indicates that users find the EFS effective and trustworthy, encouraging 

continuous use. 



 

16 

 

Name of the variable Operational definition 

Continuous 

Intention to Use 

The user is committed to using the EFS to manage inheritance matters. 

This commitment involves factors like perceived usefulness, 

satisfaction, ease of use, trust in security, and the overall decision to 

keep using the system based on positive experiences (Ardianto & 

Warsito, 2020). This intention reflects how likely users will keep using 

the EFS over time and recommend it to others. 

 

1.8 Organization Of The Study   

The thesis is structured as follows: The first chapter presents an overview of the study, 

encompassing the study's background, followed by the problem statement, research questions, 

objectives, scope, limitations, and significance. Additionally, it briefly discusses the 

importance of perceived information quality, innovation, trust, perceived usefulness, and their 

mediation by satisfaction concerning the continuous intention to use EFS. 

The second chapter delves deeper into the literature review concerning all determinant 

variables influencing the continuous intention to use EFS in Malaysia. It provides detailed 

discussions on the relationships among perceived information quality, innovation, trust, 

perceived usefulness, and their mediation by satisfaction regarding the continuous intention 

to use EFS. The study explains the derivation of the conceptual model and the underlying 

theory supporting it within the chapter. Additionally, it includes the definition and background 

of the EFS system in Malaysia. 

The third chapter clarifies the research methodology, covering various aspects, including 

research design, unit of analysis, sampling procedure, sample size, data collection 

procedures, response rate, questionnaire design, and data analysis techniques. The fourth 



 

17 

 

chapter presents data analyses and findings. Lastly, the fifth chapter discusses the findings 

by linking them to theory and prior works, providing recommendations for future studies, 

and addressing the limitations of the present study. 

1.9 Chapter Summary 

Chapter 1 provides a comprehensive introduction to the study, outlining the key aspects 

that set the foundation for the research. The chapter begins by highlighting the significance 

of Malaysia's Electronic Filing System (EFS) for inheritance management within the 

broader context of e-government services. It discusses the dual legal frameworks in 

Malaysian civil law and Shariah law and the complexities these create in managing 

inheritance matters. The persistent issue of frozen properties in Malaysia underscores the 

need for an efficient and user-friendly system like the EFS. 

The chapter also introduces the study's core focus: understanding the determinants 

influencing users' continuous intention to use the EFS. These determinants include 

perceived information quality, innovation, trust, and perceived usefulness. The study 

explores how these factors contribute to user satisfaction and ongoing engagement with 

the system.  

Additionally, this chapter outlines the research purpose and research questions, clearly 

stating what the study seeks to achieve. The research is driven by the need to enhance the 

effectiveness of the EFS, improve user experience, and ultimately contribute to Malaysia's 

broader e-government initiatives. By presenting this information, the chapter establishes 

a shared understanding of the study's necessity and the specific questions it aims to 

address, setting the stage for the detailed investigation in subsequent chapters.  
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CHAPTER TWO  

LITERATURE REVIEW 

2.1 Introduction 

This chapter provides a comprehensive literature review focusing on the electronic filing 

system (EFS) within the Malaysian judiciary. The review is framed within the broader 

context of e-government initiatives, specifically examining how advancements in 

Information and Communication Technologies (ICTs) have facilitated the development 

and implementation of EFS. The primary aim of this chapter is to explore the 

transformative impact of electronic filing on the efficiency, accessibility, and overall 

effectiveness of legal processes in Malaysia. 

The chapter begins by detailing the evolution of electronic filing within the judiciary, 

highlighting key milestones in the adoption and integration of ICT into legal procedures. 

It examines the quality of the EFS and associated government websites, emphasizing how 

these digital platforms contribute to the success of e-government services by enhancing 

user experience and satisfaction. The discussion also draws a clear distinction between e-

government services like EFS and e-commerce, emphasizing the unique challenges and 

opportunities in the public sector's digital transformation. Additionally, the chapter 

provides an overview of current trends in electronic filing, including the types of systems 

used, emerging technologies, and future visions for the continuous evolution of EFS. 

The literature review then shifts focus to the theoretical models that underpin the research 

on the continuous intention to use EFS in the Malaysian judiciary. This section explores 

the historical development and relevance of key technology acceptance models, including 
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the Technology Acceptance Model (TAM), the Theory of Reasoned Action (TRA), the 

DeLone and McLean IS Success Model (D&M Model), and the Diffusion of Innovations 

(DOI) Theory. These models are essential for understanding the factors that influence 

users' decisions to continuously utilize EFS. 

The proposed theoretical framework integrates these models to examine critical factors 

such as Perceived Information Quality (PIQ), innovation, trust, Perceived Usefulness 

(PU), and user satisfaction. These factors are discussed as mediators that influence the 

continuous intention to use EFS. The chapter provides a detailed discussion of how each 

model contributes to the overall understanding of user behavior in the context of EFSs. 

Finally, the chapter concludes by presenting the theoretical framework and research 

hypotheses, which are designed to guide the study of EFS's continuous intention within 

the Malaysian judiciary. This integrated model aims to provide a robust explanation of the 

factors that drive the sustained use of EFS, offering valuable insights for the continuous 

development and improvement of EFSs in the legal sector. 

2.2 Overview Inheritance Electronic Filing System in Malaysia 

Inheritance administration involves gathering and organizing a deceased individual's 

assets, settling any outstanding debts, and fairly distributing the remaining assets to the 

rightful heirs (Eleanora et al., 2019; Abidin et al., 2022; Akbay, 2022; Jun, 2023). The 

estate comprises all the assets left behind, including properties (Khalfi et al., 2020), 

possessions (Hakim, 2023), and investments (Sloan, 2020). Proper inheritance 

administration is essential to ensure beneficiaries receive their entitled shares of the assets. 

If this process is poorly managed, it can become a difficult and stressful experience for 
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the beneficiaries (Said et al., 2021). Ongoing research explores the difficulties and barriers 

individuals in Malaysia face when claiming inheritance rights (Ishak et al., 2020). The 

country's legal framework, influenced by British colonization, has led to the creation of 

four key institutions responsible for managing inheritance matters (Muhamad et al., 2019). 

To claim the inheritance, beneficiaries must interact with Amanah Raya Berhad (ARB) 

(Azziz, 2023), Civil High Courts, Syariah Courts (Said et al., 2021), and the Land and 

Mines Office (Land Office) (Mokhsin et al., 2023).  

To advance digitalization and automation, the Malaysian government has introduced an 

EFS in the courts to streamline the case filing process (Mohamad et al., 2019). This system 

allows solicitors and litigants to submit and manage their cases electronically, thus 

eliminating the need for physical documents and reducing the time and costs associated 

with manual processing (Rusakova & Петровна, 2020; Bujang et al., 2020; Wong et al., 

2022). 

The EFS offers several benefits. Initially, it expedited the filing process, as parties could 

submit documents and evidence from their offices or homes without appearing in court 

(Kamilasari et al., 2019). This convenience is particularly beneficial for attorneys handling 

multiple cases in different locations, saving travel time and effort (Tantra et al., 2023). 

Furthermore, the system provides greater flexibility and convenience by enabling access 

to cases anytime and anywhere (Shanka & Rishi, 2020; Liu et al., 2022; Chand et al., 

2023). Ge and Yanli (2022) claim that parties can monitor case statuses online, including 

court orders and judgments, without being physically present. This allows for more 
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efficient planning and preparation for subsequent stages of the case (Denvir et al., 2021; 

Nikolenko, 2022). 

Additionally, the EFS significantly reduces paper usage (Oláh et al., 2020), addressing 

traditional filing systems' high costs (Mann et al., 2022), time consumption (Park & Li, 

2021), and environmental impact (Chen et al., 2020). The system reduces expenses and 

promotes environmental sustainability by eliminating the need for physical paper files 

(Yang & Masron, 2022). For instance, Jeong and Lee (2022) write that the EFS accelerates 

case processing by minimizing the time and resources needed to handle paper files. This 

increased efficiency allows court officials to manage and process cases more swiftly, 

improving the judicial system's overall performance (Ahmed et al., 2020). The system 

also enhances the security of legal documents and evidence by providing a secure online 

platform for storage and retrieval (Djamaludin et al., 2023). It employs robust security 

measures to protect confidential information and prevent unauthorized access (Adebayo 

et al., 2022).  

Furthermore, the EFS boosts transparency in the legal process, as all parties can access 

the same information online, reducing disputes over case file discrepancies and fostering 

trust in the legal system (Wong & Muhamad, 2022). Implementing the EFS in Malaysian 

courts has revolutionized the legal system, making it more efficient (Ahmed et al., 2021), 

transparent (Santiadi, 2019), and accessible (Rodiyah et al., 2023). The system's numerous 

advantages, including convenience, flexibility, cost and time savings, environmental 

sustainability, enhanced security, and increased transparency, represent a significant step 

towards a more effective judiciary and are expected to enhance the overall performance 
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of Malaysia's legal system (Bujang et al., 2020; Zainal et al., 2020; Ismail et al., 2021; 

Wong & Muhamad, 2022). 

The Malaysian court system has implemented measures to address case delays and 

backlogs through an electronic-based court system, emphasizing speed and efficiency. 

Currently, six e-court mechanisms are operational in Malaysian civil courts (Mohamad et 

al., 2020). Firstly, Kamilasari et al. (2019) point out that one notable mechanism is the 

EFS, introduced on March 1, 2011, which allows for the online filing of cases. Initially, 

this system aimed to reduce paper usage by requiring legal documents to be scanned and 

submitted electronically. Until May 31, 2011, lawyers were not charged for using this 

system, as the Bureau of Services handled the filings (Dabagh, 2019). However, after this 

date, case filing payments shifted to the Internet banking system, with the court service 

bureau continuing to assist the public without legal representation (Susskind, 2019).  

Typically, law firms utilizing the EFS must pay via e-banking and obtain an annual Digital 

Certificate from the managing company. Since December 2017, all legal firms must file 

court documents online through https://efs.kehakiman.gov.my, allowing them to access 

and file case documents anytime and anywhere (Kant et al., 2023). In addition, Soundari 

et al. (2022) explain that the EFS saw significant upgrades during the second phase of the 

E-Court system rollout between May and July 2018, introducing new modules like Mobile 

Apps, the Practicing Certificate Module (integrated with the Bar Council), the Power of 

Attorney Module, and e-Lelong. Furthermore, e-filing now encompasses criminal matters 

for both subordinate and high courts and covers all filings in the Court of Appeal and 

Federal Court (Mahardhika, 2022). 
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In Malaysia, the submission of case files is done manually through a traditional system, 

which has imposed limitations on the court's jurisdiction. This has created significant time 

and financial burdens for clients attempting to process claims related to the distribution of 

deceased estates (Wong & Muhamad, 2022). To assert their rights to Small Estates, clients 

can fill out and submit the necessary forms to the Land Office (Shith, et al., 2022). They 

can handle the application process themselves or seek legal assistance through ARB (Said 

et al., 2021; Halim et al., 2019; Noor & Aziz, 2019; Yusoff et al., 2023).  Failure to 

embrace the technology could lead to discontinuing system usage altogether (Kimiagari 

et al., 2022). Table 1.2 illustrates the volume of application file acceptance in 2016-2021, 

while Table 1.3 displays the number of application files processed by inheritance EFS. 

Table 2-1 

Inheritance EFS Online vs. Manual Application by the Year 2016-2021 

 

Source: MAMPU (2022); “Online Services Statistic Department of Director General of 

Lands and Mines (Federal) (JKPTG), 2016-2021. 

Year Manual Online Total 

Application 

2016 28,042 78% 7,867 22% 35,909 

2017 59,606 99% 701 1% 60,307 

2018 57,616 86% 9,232 14% 66,848 

2019 186,083 90% 20,417 10% 206,500 

2020 242,810 91% 24,712 9% 267,522 

2021 273,068 89% 34,260 11% 307,328 
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According to the data presented in the tables, it can be inferred that there remains a 

sustained interest in continuing online filing. This contradicts the conclusions drawn by 

Ullah et al. (2021), who proposed that IT advancements were implemented to address 

issues related to delayed estate administration and enhance user participation and 

willingness to utilize such systems in the future. Saad et al. (2022) reported that the 

statement suggests that EFS are deemed essential e-government services capable of 

addressing inheritance issues by furnishing valuable information regarding faraid (Islamic 

law of inheritance) and property distribution to the populace. Nonetheless, EFS has not 

yet garnered widespread user acceptance (Nusa et al., 2021). 

Despite the improvements highlighted by Minister Nik Nazmi Nik Ahmad, where 73,514 

out of 149,111 inheritance distribution cases were resolved, and 63,293 cases were settled 

in 2022 (representing 41.8 percent), issues with frozen inheritance continuous to cause 

significant delays in estate administration. These unresolved cases often result in 

prolonged delays, sometimes over several years (Shith et al., 2022). The backlog increased 

significantly from 72,348 in 2021 to 151,139 the following year. Thus, while progress was 

made, the system still faces challenges in efficiently handling the volume of inheritance 

cases (Ahmad, 2023). 

Many countries are considering implementing digital filing systems to tackle the issues 

linked to traditional paper-based inheritance claim forms (Kharitonova, 2021). Fokri et al. 

(2021) reported that transitioning to EFSs could help these countries achieve their 

economic development objectives. Gorina and Gerasimova (2021) add that digital filing 

systems streamline the inheritance claims process by enabling users to prepare, report, and 

submit their cases online. AbuAkel and Ibrahim (2023) highlight the importance of 
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understanding the factors influencing the acceptance of technological filing systems and 

providing valid explanations for their adoption. Despite the advancements toward creating 

a more efficient and user-friendly EFS, public acceptance remains low, with significant 

underutilization reported (Mashabela & Kekwaletswe, 2020; Ahmed et al., 2021; 

Djamaludin et al., 2023). 

According to Gam et al. (2019), the earlier conversation emphasized the impact of the 

Court's limited jurisdiction on the administration and distribution of inheritance. One 

question arises as to whether clients' difficulty in completing inheritance claim forms also 

contributes to this issue. To address this, countries are considering shifting towards EFSs 

to achieve their goal of economic development by 2020 (Ahmad et al., 2022). 

Implementing EFSs would enable users to prepare, report, and submit their cases online, 

which could streamline the process of inheritance claims (Subianto & Rafdhi, 2022). 

According to Muslichah et al. (2023), this electronic filing was meant to enhance the 

quality of online systems by reducing the time taken in the hectic of tedious documentation 

and problem-solving purposes.  

From the above discussions, it can be concluded that implementing EFS offers valuable 

insights into how technological advancements can enhance industry performance. For the 

EFS in Malaysia, embracing such innovations can lead to increased efficiency (Jayashree 

et al., 2021), reduced costs (Asadi et al., 2020), and improved customer satisfaction 

(Okour et al., 2023). By addressing the challenges and understanding the determinants of 

technology acceptance, the industry can position itself for sustainable growth and high-

income product development. 
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2.3 Transforming Government Services in Malaysia: The Role of Digital 

Platforms 

Governments are increasingly focused on streamlining services by developing user-

friendly online portals and enhancing interdepartmental communication to facilitate the 

exchange of user information for various government services (Ardianto & Warsito, 2020; 

Mashabela & Kekwaletswe, 2020; Yudha et al., 2021; Ullah et al., 2022). This initiative 

is part of a broader effort to create accessible government facilities that operate around the 

clock, providing citizens with convenient access to essential information and services, 

thereby increasing engagement opportunities (Porumbescu et al., 2021). This 

transformation aims to increase public engagement by allowing citizens to access 

government resources from anywhere tailored to meet their needs. Examples of desired 

online services include document copy orders, driver's license renewals, internet voting, 

and tax filings (Camilleri, 2019; Agrawal et al., 2021). 

2.3.1 The Electronic Filing System (EFS) in Malaysia: Enhancing Legal and 

Business Processes 

The Electronic Filing System (EFS) exemplifies this digital transformation in Malaysia. 

The EFS was developed as a digital platform to modernize and streamline the submission 

of documents, particularly those related to legal and business purposes (Kang et al., 2020; 

Alzubi et al., 2021). By enabling electronic submissions, the EFS reduces paperwork, 

enhances efficiency, and improves accessibility for both individuals and businesses. 

Operating within Malaysia's legal framework, the EFS ensures that electronic transactions 

adhere to national regulations, safeguarding the legality, security, and integrity of 
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documents processed through the system (Makhtar & Asuhaimi, 2019; Zeno, 2022; 

Roslan et al., 2022; Belwal et al., 2020). 

The digital transformation of government services in Malaysia is further highlighted by e-

government initiatives, which use Information and Communication Technology (ICT) to 

provide uniform resolutions for public services, such as court administration and legal 

education (Abdullah, 2020; Jin & Amin, 2021). However, a systematic literature review 

on EFS services reveals a significant focus on urban areas, often overlooking rural regions 

(Khan & Qureshi, 2020). This disparity underscores the need for future research to 

develop comprehensive implementation strategies that ensure equitable access to EFS 

services across all areas. 

2.3.2 Legal and EFS Technological Challenges in Malaysia's Digital Economy 

The integration of technology in Malaysia's government services, particularly within the 

judicial system through the E-Court system, has led to notable improvements in structure, 

productivity, efficiency, and transparency. However, the transition has not been without 

challenges. A lack of user understanding has hindered the optimal utilization of these 

digital platforms, highlighting the necessity for re-skilling and training programs (Iqbal et 

al., 2019). Additionally, the organizational implications of technology adoption within 

Malaysian civil courts indicate a need for ongoing enhancements in the system (Mohamad 

et al., 2019). 

A study examining the admissibility of digital documents in Malaysian Syariah courts 

reveals a growing acceptance of digital evidence, though exposure remains limited. This 

trend emphasizes the need for legal practitioners to increase their familiarity with digital 



 

28 

 

evidence (Ismail et al., 2021). The study also explores the impact of audio/video 

conferencing systems on the administration of justice in Malaysian courts, identifying 

benefits such as time and cost savings and challenges related to the need for a regulatory 

framework (Mohamad et al., 2020). 

In the broader context of Malaysia's digital economy, the regulatory landscape 

surrounding online businesses and electronic transactions has sparked considerable 

debate. With the rise of online enterprises has come an increase in internet fraud, scams, 

and the misuse of sensitive information (Makhtar & Asuhaimi, 2019). Despite the growth 

of e-commerce, Malaysia lacks a comprehensive regulatory framework specifically 

designed for online businesses. The existing legal framework, including the Malaysian 

Personal Data Protection Act 2010, has been criticized for not adequately addressing 

modern challenges, such as those posed by data analytics and AI technology (San, 2020; 

Kamaruddin et al., 2021; Kamaruddin et al., 2023). 

Data protection remains a critical issue, particularly as the swift integration of technology 

during the COVID-19 pandemic has heightened vulnerabilities to data breaches. This 

concern is especially prevalent among digitally active youth in Malaysia, who prioritize 

safeguarding their personal data (Mamat et al., 2023). The current legal framework, while 

offering some protection, is seen as insufficient in addressing the complexities of AI 

technology, privacy breaches, and the management of data protection. As AI technology 

continuous to advance, there is a pressing need for legal oversight to prevent privacy 

violations and the misuse of personal data (Rahman et al., 2021; Gilani et al., 2023; 

Meurisch & Mühlhäuser, 2021). 
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The importance of user authentication in Malaysia's electronic systems cannot be 

overstated, especially in sensitive operations like electronic filing and document 

submission. Traditional single-factor authentication methods, such as passwords, are 

increasingly being replaced by multi-factor authentication frameworks that integrate 

passwords, biometric data, and one-time passwords (OTPs) to enhance security (Lone et 

al., 2021; Tan & Chung, 2023; Kiyani et al., 2020; Leila et al., 2020; Rezanov & Kuchuk, 

2022). These advancements reflect a global shift towards more secure and user-friendly 

authentication solutions, which are becoming essential across various sectors, including 

finance (Gopal et al., 2023) and healthcare (Hassan & Shukur, 2021; Constantinides et al., 

2020). 

2.3.3 Broader Implications of Malaysia's EFS Digital Transformation: Legal 

Education and AI Integration 

The shift towards online legal education, accelerated by the COVID-19 pandemic, has 

also highlighted the varying degrees of success in different countries. Singapore is leading 

the transition while Malaysia faces challenges due to disparities in internet resource 

allocation (Teramura & Farrar, 2021). This has further emphasized the need for improved 

access to legal information, particularly in Malaysian law firm libraries, where restrictions 

on public access to federal and state laws persist (Bakar, 2023). 

Furthermore, the integration of artificial intelligence (AI) technology in Malaysia has 

raised significant concerns about privacy and data protection. The existing legal 

frameworks have demonstrated inadequacies in managing these issues effectively 

(Kamaruddin et al., 2021). As AI technology progresses, it becomes crucial to establish 
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comprehensive legal oversight and governance to mitigate privacy violations and prevent 

the misuse of personal data (Kamaruddin et al., 2021; Kamaruddin et al., 2023). 

In conclusion, Malaysia's ongoing efforts to integrate technology into various sectors, 

including government services, legal education, and the digital economy, highlight both 

the opportunities and challenges of this transformation. The need for user-centered 

designs, better understanding and training, and robust legal and regulatory frameworks is 

paramount to ensure the success and security of these technological advancements. 

2.4 Continuous Intention as Dependent Variable 

Research on the intention to continue using technology has gained momentum and become 

increasingly significant. This is particularly true when considering the specific 

applications of technology, which help define users' intentions to continue their use (Yan 

et al., 2021). Furthermore, Ardianto and Warsito (2020) reported that since initial 

acceptance is a crucial step toward EFS's success, its success depends on the first use 

continuing. More specifically, continuous intention is critical in understanding user 

behavior towards electronic systems, specifically in EFS. It refers to the likelihood that 

users will persist in using a system over time. In Malaysia, the significance of continuous 

intention is paramount for the effective implementation and sustained use of EFS, which 

are pivotal for improving efficiency and streamlining processes in public administration 

(Santhanamery & Ramayah, 2019). Continuous intention can be defined as the degree to 

which users are committed to continuing using an EFS after their initial adoption. It 

encompasses the users' willingness to repeatedly utilize the system, reflecting their 

satisfaction, PU, and trust in its reliability and security. Unlike initial adoption, which 
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focuses on users' first-time acceptance, continuous intention emphasizes long-term 

engagement and repetitive use (Yan et al., 2021; Akram et al., 2019; Rahman et al., 2020; 

Franque et al., 2020). 

Franque et al. (2020) reported that the concept of continuous intention is pivotal in the 

context of EFSs, as it represents the users' ongoing willingness to continue using the 

system after their initial adoption. This continuous use is essential for realizing the 

system's full benefits, particularly in terms of sustained usage and efficiency. Below, we 

delve into the specific aspects of sustained usage and efficiency (Santhanamery & 

Ramayah, 2019), user experience and satisfaction (Franque et al., 2020), policy and 

strategy implementation (Jennifer et al., 2023), technological advancement and adaptation 

(Yan et al., 2021), and long-term adoption metrics (Ari, 2023) that highlight the 

importance of continuous intention.  

The first primary objective of implementing EFS is to enhance operational efficiency by 

reducing reliance on paper-based processes and streamlining EFS procedures (Muslichah 

et al., 2023). Besides, Yan et al. (2021) narrate that continuous intention is critical in 

ensuring these efficiency gains are sustained over time. The development, 

implementation, and maintenance of an EFS requires significant financial investment, 

making it crucial to utilize the system to its full potential (Tian et al., 2022). High 

continuous intention ensures ongoing user engagement, maximizing return on investment, 

achieving cost savings through reduced administrative burdens, and optimizing resource 

allocation (Foroughi et al., 2019). Thus, fostering and maintaining high continuous 

intention is essential for securing EFS's long-term viability and effectiveness in improving 
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organizational efficiency and service delivery (Ahmad et al., 2023). Presented here are the 

essential details:  

(1) Reduction in Paperwork: Mashabela and Kekwaletswe (2020) state that EFS 

significantly reduces the volume of physical paperwork, leading to a more organized and 

less cluttered administrative environment. When users consistently use the system, the 

paperwork reduction becomes a sustained benefit, allowing for easier document 

management and retrieval (Cumpa et al., 2023). 

(2) Streamlined Processes: The system automates many routine tasks, such as form 

validation, data entry, and processing. This automation speeds up the filing process and 

reduces the likelihood of human errors. Continuous intention ensures that these 

streamlined processes remain in place, leading to quicker and more accurate handling of 

EFS (Mazin et al., 2021). 

(3) Operational Smoothing: Users' consistent use of the EFS leads to smoother 

operations within the filing administration. The predictability and reliability of system 

usage allow administrators to plan and allocate resources more effectively, minimizing 

delays and bottlenecks (Saptono et al., 2023). 

(4) Administrative Burden Reduction: The shift from manual to electronic processes 

reduces the administrative burden on government officials and staff. Continuous intention 

ensures that this reduction in workload is maintained, allowing staff to focus on more 

complex tasks that require human judgment and expertise (Fox et al., 2019). 
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(5) Return on Investment (ROI): Substantial investments in EFS must be justified by a 

consistent and high level of user engagement. High continuous intention ensures that the 

system is regularly used by its intended users, thus maximizing the return on investment. 

The more the system is used, the more value it provides, spreading the cost over a larger 

number of transactions and users (Hambali, 2020). 

(6) Cost Savings: Sustained usage of the EFS results in long-term cost savings. The 

system lowers operational costs by reducing the need for physical storage space, printing, 

and mailing of documents. Continuous intention helps maintain these cost savings over 

time, making the system more economically viable (Tantra et al., 2023). 

The importance of continuous intention, user experience, and satisfaction in EFS cannot 

be overstated (Wang et al., 2019). Continuous intention reflects users' willingness to use 

a system over time beyond initial adoption. When users find an EFS useful, easy to 

navigate, and satisfying, they tend to continue utilizing it consistently (Yan et al., 2021). 

This continuity is crucial for maximizing the return on investment in system development 

and implementation, ensuring sustained efficiency gains, and fostering positive user 

relationships (Chen et al., 2019). Especially, a high level of user satisfaction builds trust 

and confidence in the system, encourages compliance, reduces resistance to change, and 

facilitates long-term user engagement (Chen et al., 2019). This suggests that prioritizing 

user experience, satisfaction, and continuous intention is pivotal for achieving successful 

outcomes and promoting ongoing improvement in EFS across various sectors and 

applications (Kuadey et al., 2022). Here are the key points which are: 
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(1) Building User Trust: Trust is a fundamental element for the continuous intention of 

EFS. Users need to feel confident that their data is secure and that the system is reliable. 

Enhancing continuous intention helps identify and address trust-related concerns, leading 

to a more secure and trusted system (Rahi et al., 2021; Liao et al., (2021; Bergmann et al., 

2023). 

(2) Feedback for Improvement: Continuous usage by a broad user base generates 

valuable feedback, which is essential for system improvements (Rubins et al., 2022). 

Users who regularly interact with the system can provide insights into usability issues and 

suggest enhancements, driving continuous improvement and user satisfaction (Scherr et 

al., 2021). 

The importance of continuous intention in policy and strategy implementation cannot be 

overstated, particularly in the context of technological advancements and digital initiatives 

(Yan et al., 2021). Continuous intention refers to users' willingness to sustain their usage 

of a particular technology or system over time (Jahanmir et al., 2020). In policy and 

strategy implementation, understanding and fostering continuous intention is crucial as it 

directly impacts the success and sustainability of initiatives (Bergmann et al., 2023). High 

levels of continuous intention indicate that users perceive the system as valuable, efficient, 

and user-friendly, which aligns with policy objectives of enhancing service delivery, 

efficiency, and citizen engagement (Khayer et al., 2023). In fact, a strong continuous of 

intention encourages ongoing investment and innovation in technology, as stakeholders 

are more likely to support and fund initiatives that demonstrate sustained user adoption 

and satisfaction (Cho et al., 2020).  
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Conversely, low continuous intention can signal dissatisfaction or usability issues, 

prompting policymakers to reassess and improve the system to meet user needs better 

(Yassierli et al., 2019). Consequently, by prioritizing and nurturing continuous intention, 

policymakers can ensure that policy and strategy implementations achieve their intended 

outcomes, foster public trust (Bergmann et al., 2023), and contribute to long-term societal 

and economic (Laksamana et al., 2022) benefits through the effective use of technology. 

Outlined below are the key elements: 

(1) Government Objectives: The Malaysian government's push towards digitalization 

aims to modernize public services, including EFS. High continuous intention indicates 

that these digital initiatives are successful and that users align with government goals. It 

reflects the effectiveness of government policies and strategies in promoting digital 

adoption (Man & Manaf, 2023). 

(2) Compliance and Participation: A high continuous intention relationship with higher 

user compliance rates (Santhanamery & Ramayah, 2019). This means more individuals 

and businesses are expected to file their filing accurately and on time, improving the 

country's overall filing collection process and financial management (Franque et al., 

2020). 

Continuous intention plays a pivotal role in shaping the trajectory of technological 

advancement and adaptation by fostering sustained engagement and support for evolving 

technologies (Nguyen & Ha, 2021). As users demonstrate a willingness to continue 

utilizing technological innovations over time, such as software updates, new features, or 

entirely new systems, developers and innovators are encouraged to invest in ongoing 
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improvements (Chen et al., 2019). This ongoing engagement validates the viability and 

relevance of technological advancements and stimulates further innovation (Robin, 2023). 

Namely, a high level of continuous intention ensures that technological solutions remain 

current and competitive in the rapidly evolving landscape, driving continuous adaptation 

to meet user needs and preferences (Jahanmir et al., 2020).  

By aligning user preferences with technological evolution, continuous intention 

accelerates innovation, enhances technological adoption rates, and ultimately contributes 

to broader societal benefits through enhanced efficiency, effectiveness, and user 

satisfaction (Zhang et al., 2021; Martins et al., 2019). These are the critical aspects: 

(1) Staying Current: The technology landscape is ever-evolving, and EFS must adapt to 

stay relevant. Users' continuous intention encourages ongoing updates and enhancements, 

ensuring the system remains current and effective (Chen et al., 2019). 

(2) Innovation Encouragement: Sustained user engagement fosters an environment 

conducive to innovation. Developers are more inclined to introduce new features and 

improvements when a committed user base appreciates and benefits from these 

innovations (Dong et al., 2019). 

Continuous intention plays a pivotal role in shaping the long-term adoption metrics of any 

technological or service-oriented system (Naz et al., 2021). In the context of EFSs, such 

as those implemented in Malaysia, understanding and fostering continuous intention 

among users is crucial for sustained usage and success (Leong et al., 2020). High levels 

of continuous intention indicate that users are satisfied with the system and perceive it as 

valuable and reliable over time (Razak et al., 2020). This leads to consistent and prolonged 
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engagement with the system, contributing to higher adoption rates and usage frequency 

(Gupta et al., 2020). In addition, continuous intention serves as a barometer of user loyalty 

and commitment (Rahi et al., 2021), influencing positive word-of-mouth 

recommendations (Rahardja et al., 2023) and reducing the likelihood of users reverting to 

traditional methods (Yan et al., 2021).  

By focusing on enhancing continuous intention through continuous improvement, user 

feedback integration, and robust support mechanisms, stakeholders can ensure that EFSs 

not only meet current needs effectively but also evolve to meet future demands, thus 

fostering a sustainable path toward digital transformation in public service sectors. Here 

is a summary of the main points 

(1) Benchmarking Success: Akram et al. (2019) write that continuous intention is a 

critical metric for measuring the long-term success of EFS. It helps assess the system's 

performance over time and provides insights into user engagement and satisfaction. 

(2) Comparative Analysis: By understanding continuous intention, Malaysia can conduct 

comparative analyses with other countries, identifying best practices and areas for 

improvement. This comparative perspective can guide the enhancement of the local EFS 

(Ghasemy et al., 2022). 

Also, the concept of continuous intention is vital for the successful implementation and 

sustained usage of EFS in Malaysia. It ensures that the system remains efficient, user-

friendly, and aligned with governmental objectives, ultimately leading to higher 

compliance rates and improved public service delivery (Leong et al., 2020). By focusing 

on factors influencing continuous intention, such as PIQ, trust, innovation, PU, and user 
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satisfaction, stakeholders can ensure that the EF system meets users' current needs and 

evolves to meet future demands (Rahim et al., 2023). This holistic approach will 

contribute significantly to the digital transformation goals of the Malaysian government, 

fostering a more efficient and effective public administration (Taghizadeh et al., 2021). 

Based on previous research on product acceptance, the researcher posits that product 

acceptance in the context of an EFS is characterized by the users' ongoing utilization of 

the system. This ongoing use can be quantified through intentional behavior, indicating 

the users' deliberate choice to continue employing the EFS (Alyoussef, 2021). Service 

satisfaction emerges as a critical factor in this process, as positive user experience and 

contentment with the service provided can significantly influence users' decisions 

(Ramkumar et al., 2019). This satisfaction, in turn, affects their acceptance of the 

technology (Fatmawati & Permatasari, 2019). Essentially, suppose users are satisfied with 

the EFS regarding ease of use (Oktavia, 2023), reliability (Ardianto & Warsito, 2020), 

efficiency (Saptono et al., 2023), and security (Mangoting et al., 2019). In that case, they 

are more likely to continue using it, thereby demonstrating higher technology acceptance. 

The study aims to validate this relationship by showing that service satisfaction directly 

relationship to continuing to use the EFS, ultimately supporting the broader conclusion 

that user satisfaction is pivotal in technology acceptance (Tantra et al., 2023). 
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Table 2-2 

Previous Studies Related to Continuous Intention 

Author  Scope of Study  Theory  

Adopted  

Independent 

Variables  

Chiu et al. (2020) Fitness And Health 

Apps 

Expectation-

Confirmation 

Model (ECM), 

TRA Model (TRA) 

and Investment 

Model 

 

Users' Satisfaction 

and Investment 

Size 

Chen et al. (2019) Traffic-Related 

Social Media 

Platform 

D&M Model, 

Social Capital 

Theory, and 

Dedication-Based 

Commitment 

 

Satisfaction, 

affective 

commitment 

Bölen (2020) Smartwatches Expectation 

Confirmation 

Model (ECM) 

Perceived 

aesthetics, 

satisfaction, 

individual mobility, 

Perceived 

Usefulness, and 

habit. 

 

Wang (2022) Online Learning 

Platforms 

TAM and DMIS 

Model 

 

Media Richness, 

Social Presence 

Yan et al. (2021) Mobile Apps for 

Healthy Living 

Information 

Systems 

Continuous Model, 

TRA, and 

integrating social 

Perceived 

Usefulness, 

Perceived Ease of 

Use, Flow 

Experience, and 

Behavioural 

Change 

Techniques. 

Satisfaction 

(Mediator) 

 

Ding (2019) Mobile App Users Information System 

Continuous 

Models,  

Personal 

Innovativeness, 

Confirmation, and 

Involvement 
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Author  Scope of Study  Theory  

Adopted  

Independent 

Variables  

Chang (2020) Adult Learners 

From an E-learning 

Website 

TRA Compatibility and 

E-Learning Self-

Efficacy 

Hepola et al. (2020) Service Continuous 

Intention 

TRA and The 

Theory of Planned 

Behaviours 

Attitude and 

Satisfaction 

Cheng (2020) Cloud-Based E-

Learning System. 

ECM, Flow Theory 

and Human–

Organization–

Technology 

Human, 

Organizational, and 

Technology Factors 

Kim (2019) Mobile health 

(mHealth) services 

support 

UTAUT2 and 

D&M IS Success 

Models 

Content Quality, 

Engagement, 

Reliability, 

Usability, and 

Privacy; 

Satisfaction 

(Mediator) 

Jia et al. (2023) Stream-Watching 

Experiences 

The Expectation-

Confirmation 

Theory (ECT) 

Perceived Benefits 

and Perceived 

Sacrifices 

Wang (2019) Cloud e-learning 

applications 

TAM Model 

(TAM), Social 

Cognitive Theory 

(SCT), And 

Motivational 

Model (MM) 

Computer self-

efficacy, 

enjoyment, 

Perceived ease of 

use, Perceived 

Usefulness, and 

user perception 

Zheng (2019) Mobile Gaming 

Application 

The expectation–

confirmation model 

of IS, TRA 

Satisfaction, 

positive 

consumption 

emotions, and 

negative 

consumption 

emotions 

Marinković et al. 

(2020) 

Mobile Commerce Unified Theory of 

Acceptance and 

Use of Technology 

(UTAUT) model. 

TAM 

Performance 

Expectancy, Effort 

Expectancy, Social 

Influence, 

Customer 

satisfaction, 

Perceived 

compatibility 
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Author  Scope of Study  Theory  

Adopted  

Independent 

Variables  

Zong (2019) Social Networking 

Services 

Integrating Uses 

and Gratification 

Theory (UGT), 

Social Network 

Fatigue 

Utilitarian 

Gratification 

(Information 

Seeking), Social 

Gratification 

(Social Interaction) 

and Hedonic 

Gratification 

(Perceived 

Enjoyment) 

 

Kaium et al. (2020) mHealth in a 

developing country 

UTAUT, 

Information System 

Success Model And 

ECM, TAM 

System Quality, 

Performance 

Expectancy, 

Facilitating 

Conditions, Social 

Influence, Service 

Quality, and 

Information 

Quality 

 

Santhanamery and 

Ramayah (2019) 

E-Filing TAM, ECM and 

Cognitive Model 

(COG) 

Perceived 

Usefulness, 

Satisfaction, and 

Attitude 

 

Ngoc et al. (2020) Brand Loyalty in 

The Apple Watch 

Social Commerce 

 

ECM, TRA Perceived Value 

and Brand Loyalty 

Wang et al. (2020) M-Government 

Application in 

China 

Value-Based 

Adoption Model 

(VAM) 

Mobility, 

Localizability, 

Personalization, 

and Perceived 

Value 

 

Dai et al. (2020) Massive Open 

Online Course 

(MOOC) 

Expectation 

Confirmation 

Model (ECM), 

TRA 

Personal Traits, 

Curiosity, 

Satisfaction and 

Attitude 

 

Maqableh et al. 

(2021) 

Facebook D&M Model, TRA Perceived Security, 

Perceived Privacy, 

and Satisfaction 
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Author  Scope of Study  Theory  

Adopted  

Independent 

Variables  

Halbusi et al. 

(2022) 

Online Purchasing 

Amid COVID-19 

TAM Hedonic 

Motivation, Habits, 

Perceived Risk, and 

Technological 

Awareness, Trust, 

and Customer 

Satisfaction 

 

Muchardie et al. 

(2021) 

E-Wallet DOI Theory Perceived Value, 

Perceived 

Enjoyment, 

Personal 

Innovation, 

Switching Cost, 

and Habit 

 

Hijazi et al. (2023) Mobile-Based 

Payment (M-

Payment) Services 

Electronic Service 

Quality Model, 

TAM 

M-Payment Service 

Quality (MPSQ), 

Self-Efficacy and 

Health Concerns 

(HC) 

 

Francioni et al. 

(2022) 

Online Food 

Delivery Services 

TAM, DOI Perceived 

Healthiness, 

Quarantine 

Procedures, 

Hygiene, App Ease, 

and Attitude 

 

Loh et al. (2022) Youths using 

mobile payment 

Cognitive-

Affective-Conative 

(CAC) 

Price Savings and 

Referent Network 

Size 

 

 

Table 2.2 summarises prior research on continuous intention, highlighting a noticeable 

gap in studies examining how PIQ, trust, innovation, PU, and user satisfaction influence 

continuous intention within EFSs. Most existing literature has predominantly explored 

continuous intention in the context of online devices and social media platforms (Wang, 
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2022). Consequently, this research investigates continuous intention, specifically in the 

EFS in Malaysia. Additionally, it is observed that the most frequently applied theories in 

continuous intention research include the TRA Model, the D&M Model, the DOI Theory, 

and the TAM Model.  

2.5 User Satisfaction as Mediating Variable 

The advent of technology has significantly transformed various sectors, including the 

judicial system (Zalnieriute & Bell, 2019). Implementing the EFS in the high courts in 

Malaysia represents a significant leap toward enhancing judicial efficiency (Zain et al., 

2018) and accessibility (Mohamad et al., 2019a). Understanding the structure and 

definition of satisfaction toward continuous intention in Malaysia's high court EFS is 

crucial for improving user experiences and ensuring the system's long-term success (Wang 

et al., 2019; Leong et al., 2020). 

Clipa et al. (2019) write that trust is essential in any relationship, as it underpins the 

sustainability and longevity of the connection between two individuals. Cardoso et al. 

(2022) argue that trust is vital for establishing a solid market presence and nurturing 

customer relationships. Khoa and Huynh (2023) highlight that gaining users' trust is a 

prerequisite for earning their loyalty. The initial exploration of trust originated in 

psychology, where researchers examined its effects on interpersonal relationships Calhoun 

et al. (2019). In relationship marketing, trust is a key concept (Kaiser & Berger, 2020).  

Connelly et al. (2018) describe trust as the confidence one party has in the reliability and 

integrity of the other party involved in a transaction. Coughlan (2021) similarly defines 

trust as the willingness to depend on a reliable counterpart in an exchange relationship. 
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Both definitions emphasize the role of confidence in fostering trust, which is crucial for 

completing transactions (Legood et al., 2020). Trust is a significant link between 

individuals, reducing the risks associated (Pym, 2021) with cooperation and ensuring 

future advantages (Shin et al., 2020). 

To begin with, satisfaction in the context of the high court EFS refers to the degree to 

which users, such as lawyers, clerks, judges, and other legal professionals, feel content 

with their experiences using the system (Veeramootoo et al., 2018). This satisfaction 

encompasses several factors, including system reliability (Sunilraj & Eswaramoorthy, 

2018), ease of use (Almaiah & Alismaiel, 2018), information accuracy (Ohliati & Abbas, 

2019), and the quality of support services provided (Skar-Fröding et al., 2021). On the 

other hand, continuous intention refers to the user's intent to keep using the EFS in the 

future (Lautamatti et al., 2020). It is a critical measure of the system's long-term success 

and adoption (Stamboglis & Jacobs, 2019). 

First and foremost, several dimensions define satisfaction in the EFS. System quality is 

paramount, encompassing the EFS's performance (Haruna et al., 2023), reliability (Yudha 

et al., 2021), and functionality (Oktavia, 2023). High system quality ensures smooth 

operation, minimal downtime, and accurate processing of documents, which are crucial for 

legal professionals who rely on the system for timely submissions (Alhajaya et al., 2023). 

Similarly, information quality is another essential dimension, referring to the accuracy, 

completeness, relevance, and timeliness of the information provided by the EFS 

(Pramanita & Rasmini, 2020). Legal proceedings require precise and comprehensive 

information; thus, the quality of information significantly impacts user satisfaction 

(Nurbani & Meiyanti, 2019). 
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Furthermore, service quality, which includes the support services available to users, such 

as help desks, tutorials, and customer service, is also vital (Kularbphettong, 2019). 

Efficient and responsive support can resolve issues swiftly, enhancing the overall user 

experience (Harini et al., 2023). Additionally, ease of use is another critical dimension, 

referring to the degree to which the EFS is user-friendly and easy to navigate (Tahar et al., 

2020). An intuitive and straightforward system reduces the learning curve and minimizes 

errors, contributing to higher satisfaction (Al-Fraihat et al., 2020). Namely, trust is crucial, 

as users must trust that their data is secure and that the system is reliable (Fang et al., 2021). 

Trust in the system’s security and privacy measures is fundamental to user satisfaction, 

especially given the sensitive nature of legal documents (Baby & Kannammal, 2020). PU 

mediates the relationship between satisfaction, continuous intention, and ease of use, 

concepts derived from the TAM Model (Ashfaq et al., (2020) when users find the EFS 

beneficial and easy to navigate, their satisfaction increases, enhancing their intention to 

continue using the system (Wang et al., 2019). 

Several factors influence user satisfaction with the high court EFS. Positive user 

experiences, such as successful document submissions without technical issues, 

significantly boost satisfaction (Hung et al., 2019). The system should provide a seamless 

experience, from login to document submission (Zhu, 2023). The availability and quality 

of technical support are critical, as users should have access to prompt assistance to resolve 

any issues they encounter while using the system (Robles, 2018). Additionally, providing 

adequate training and resources helps users understand how to use the system effectively, 

including online tutorials, user manuals, and training sessions (Cui et al., 2022). 

Incorporating user feedback to make continuous improvements demonstrates that 
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administrators value user input, enhancing satisfaction (Oetama & Andila, 2023). Regular 

updates based on user feedback can address pain points and improve the system 

(Karunarathne & Abeyratne, (2020). 

Users can be administered surveys and questionnaires to measure satisfaction and 

continuous intention. Key metrics to evaluate include the Net Promoter Score (NPS), 

which measures the likelihood of users recommending the EFS to others (Had & Rashid, 

2019). These user satisfaction scores rate various aspects of the EFS, such as ease of use, 

system reliability, support services, and continuous intention scores, which gauge users’ 

likelihood of using the system again in future legal filings (Al-Samarraie et al., 2018). 

There are several implications for policy and practice to enhance satisfaction and 

continuous intention (Almaiah & Alismaiel, 2018). Continuous improvement through 

regular updates and improvements based on user feedback can maintain high satisfaction 

levels and encourage continuous use (Song et al., 2012). Addressing user concerns 

promptly and effectively is crucial (Medina et al., 2019). Designing the system with the 

user in mind, focusing on usability and accessibility, can significantly enhance satisfaction 

(Adebesin et al., 2010). The interface should be intuitive, with clear instructions and easy 

navigation. Keeping users informed about system updates, changes, and maintenance 

schedules builds trust and satisfaction (Bano et al., 2017). Regular communication ensures 

that users know about new features and improvements (Macaranas et al., 2015). Ensuring 

robust data security protocols to protect user information is critical for maintaining trust 

and satisfaction (Maldonado, 2023). Users must be confident that their sensitive legal 

documents are secure (Obukhov et al., 2020; Senevirathne & Manathunga, 2021). 
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In the realm of digital transformation, particularly within the judicial and government 

sectors, the study of user satisfaction with EFSs has gained significant attention (Chaves, 

2018). This focus stems from a growing recognition of the need to understand how users 

interact with these systems and the factors contributing to their satisfaction and continuous 

use (Ahmed et al., 2022). Numerous studies across different contexts have explored these 

dynamics, providing valuable insights that can be applied to systems like Malaysia's high 

court e-filing system (Bakar & Melan, 2018; Santhanamery & Ramayah, 2018; Zain et al., 

2018; Rusakova & Петровна, (2020; Razak et al., 2020; Widodo et al., 2021; Ayuh et al., 

2021). 

One seminal area of research examines the impact of online customer service and 

technology acceptance on user satisfaction with e-government services (Noor, 2022). This 

line of inquiry highlights the importance of user support and the perceived ease of use of 

the system, suggesting that both elements are critical in shaping user satisfaction (Sachan 

et al., 2018). For instance, a study focusing on e-government services found that efficient 

online customer service significantly enhances user satisfaction by facilitating smoother 

interactions and quicker resolutions of issues (Santa et al., 2019; Myint, 2022).  

Previous studies have shown a significant impact of satisfaction on the continuous usage 

of internet-based learning technologies (Al-Samarraie et al., 2018; Taghizadeh et al., 2021) 

noted that overall satisfaction plays a critical role in determining the continuous use of the 

EFS within the context of information systems. Similarly, Ramkumar et al. (2019) merged 

the TAM and D&M models to explore continuous intentions on an EFS platform, finding 

a robust positive link between satisfaction and continuous intentions. Additionally, 

Franque et al. (2021) investigated the influence of satisfaction on continuous intentions 
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among Taiwanese MBA students by integrating the TAM, technology readiness, D&M, 

and TRA models, demonstrating that satisfaction had a positive effect. They also identified 

that PU (Gashi et al., 2022), perceived ease of use (PEOU) (Baki et al., 2018), optimism 

(Shanahan et al., 2020), and innovativeness (Salleh et al., 2020) significantly influence 

system satisfaction. 

Various scientific fields, such as marketing, management, commerce, and information 

systems, have extensively studied satisfaction (Li & Zhang, 2021). Notably, in the realm 

of EFS, satisfaction has become an increasingly prominent area of investigation, as 

previous literature reviews have demonstrated (Yunusa & Umar, 2020). Consequently, 

recent research has underscored the pivotal role of satisfaction in determining the success 

of e-government services and its significant impact on users' intention to continue using 

these services (Wantania et al., 2021). For instance, studies by Chenet et al. (2018), 

Veeramootoo et al. (2018), Hambali (2020), Pramanita and Rasmini (2020), Bandarian et 

al. (2021), Yudha et al. (2021), Wantania et al. (2021), Razak et al. (2022), Saptono et al. 

(2023), Oktavia (2023), Kresnandita et al. (2023) and Setyoko et al. (2023) have 

highlighted the crucial role of satisfaction in the context of EFSs and its influence on users' 

intention to continue using the service.  

Furthermore, Al-Adwan et al. (2022) and Ashraf et al. (2020) have found that the potential 

aim or continuous intention of using an EFS relies on the degree of user satisfaction with 

the product or service. If users are not content, they may terminate future usage. 

Additionally, Pang et al. (2020) define satisfaction as the impression of gratification or 

dissatisfaction that stems from assessing the success of the service experience relative to 

the user's expectations. Essentially, an individual's assessment of a product or service is 
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determined by their knowledge, and this assessment is known as satisfaction (Idrus et al. 

2021). 

Additionally, research focusing on system reliability and the ability to multitask within 

EFSs, particularly in the EFS court system, underscores the operational aspects that affect 

user satisfaction (Ahmed et al., 2022). These studies suggest that system reliability, 

ensuring the system is consistently available and functioning correctly, is paramount 

(Hidayati et al, (2023). Additionally, enabling users to perform multiple tasks efficiently 

within the system without experiencing slowdowns or errors can increase satisfaction, 

enhancing the overall user experience (Fox, 2020). 

In Europe, empirical studies on taxpayer satisfaction with EFS provide a broader 

perspective on the various dimensions influencing satisfaction (Muslichah et al., 2023). 

These studies often explore system design, information quality, and service quality 

(Ramkumar et al., 2019). The findings consistently indicate that well-designed systems 

that provide high-quality information and robust service support tend to receive positive 

user feedback, thus encouraging continuous use (Salloum et al., 2019). Adopting EFS has 

also been studied through the TAM Model lens, which considers PU and ease of use as 

primary factors influencing adoption and satisfaction (Yalcin, 2019). Research utilizing 

this model often concludes that when users perceive a system as applicable and easy to 

navigate, their satisfaction increases, boosting their likelihood of continuous use 

(Alyoussef, 2021; Omeziri, 2021). 

To illustrate, the literature extensively discusses broader security, privacy, and trust issues 

in digital systems that are critical in handling sensitive information such as legal documents 
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(Karnatak & Suseela, 2023). These studies stress that trust in security and privacy measures 

significantly affects user satisfaction, as users need to feel confident that their data is 

protected against unauthorized access and breaches (Girsang et al., 2020; Maqableh et al., 

2021; Panjaitan et al., 2023; Shin & Hwang, 2020a). Specifically relating to Malaysia, 

studies have focused on user satisfaction and continuous intention with the government's 

EFS (Shuib et al., 2019). These studies are particularly relevant as they provide insights 

into the local context, including cultural and administrative factors that might influence 

user experiences and expectations (Pilar & Henriques, 2018). The findings from these 

studies often mirror global research trends, emphasizing the importance of system 

reliability, ease of use, and quality of service as pivotal to enhancing user satisfaction 

(Salameh et al., 2018). 

As described, the structure and definition of satisfaction toward continuous intention in 

Malaysia's high court EFS involve multiple dimensions, including system quality (Amin, 

2019), information quality (Foroughi et al., 2019), service quality (Ahmad, 2019), ease of 

use (Rahim et al., 2023), and trust (McCole et al., 2019). By understanding and addressing 

these dimensions, policymakers and system developers can create a more user-friendly 

and reliable EFS (Mohammadi & Javidan, 2021). Enhancing user satisfaction through 

continuous improvement, user-centered design, effective communication, and robust data 

security measures will ultimately encourage the continuous use and adoption of the EFS, 

contributing to a more efficient and accessible judicial process (Jones & Seckman, 2018; 

Hambali, 2020; Kaupa & Chisa, 2020; Pramesti et al., 2020; Mashabela & Kekwaletswe, 

2020; Hadwer et al., 2021; Windriati et al., 2021; Oktavia, 2023; Saptono et al., 2023; 

Simorangkir & Fakhrorazi, 2023). 
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2.6 Independent Variable 

The continuous intention to use EFS is significantly shaped by various user perceptions 

and experiences, namely perceived information quality, trust, innovation, perceived 

usefulness, and mediated by satisfaction, which together influence long-term engagement. 

Perceived information quality pertains to the users' judgment of the accuracy, 

completeness, timeliness, and relevance of the information available within the EFS. 

When the system consistently provides high-quality information that meets users' needs, 

it enhances their confidence in the system’s utility and reliability, thereby fostering a 

stronger inclination to continue using it over time. 

Trust is another critical variable influencing the continuous use of EFS. It encompasses 

users' belief that the system is secure, reliable, and respects their privacy. Trust is built 

when users are assured that their data is protected against breaches and that the system 

operates transparently and dependably. A high level of trust can mitigate fears related to 

data security and privacy concerns, thereby encouraging users to engage more consistently 

with the system. 

Innovation within the EFS, which refers to the integration of novel and user-friendly 

features that improve usability and enhance the overall user experience, also plays a 

significant role. Systems that continuously evolve by adopting new technologies and 

responding to user needs can keep users engaged and interested. An innovative system 

that is easy to navigate and reduces the complexity of tasks will likely see higher continued 

usage. 
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Perceived usefulness reflects the extent to which users believe that using the EFS enhances 

their productivity or efficiency. If users find that the system significantly improves their 

ability to manage and retrieve documents effectively, they are more likely to continue 

using it. Perceived usefulness directly impacts users' attitudes toward the system, making 

it a key predictor of their willingness to integrate the system into their daily routines. 

These factors are mediated by satisfaction, which serves as a crucial intermediary in 

determining users' continuous intention to use the EFS. Satisfaction is a measure of the 

contentment users feel when their expectations regarding the system's performance and 

benefits are met or exceeded. When users are satisfied with their experience whether due 

to high-quality information, trustworthiness, innovation, or perceived usefulness, they are 

more likely to develop a positive attitude towards the system and intend to continue using 

it. 

Each of these variables perceived information quality, trust, innovation, perceived 

usefulness, and satisfaction contributes uniquely to shaping users’ continuous intention to 

use EFSs. In the subsequent sections, we will explore these factors in more detail, 

providing a comprehensive analysis of how each element influences user behavior and the 

ongoing adoption of EFSs. 

2.6.1 Perceived Information Quality (PIQ) 

The Malaysian judiciary's introduction of an inheritance EFS, driven by the government's 

push towards digitalization and automation, allows attorneys and litigants to manage and 

submit their cases electronically (Shith et al., 2022). Consequently, this advancement 
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eliminates the need for physical document submissions, significantly reducing the time 

and costs of manual case processing (Leong et al., 2020). Furthermore, information 

technology has revolutionized various sectors, including inheritance and EFS 

administration (Wang et al., 2019). In particular, the EFS has been implemented in 

Malaysia to streamline filing processes and enhance user experience (Taghizadeh et al., 

2021). Thus, understanding the factors influencing users' continuous intention to use the 

EFS is crucial for its sustained success (Akram et al., 2019). As a result, this paper delves 

into the structure of PIQ, mediated by satisfaction, and its impact on continuous intention 

in Malaysia's EFS.  

PIQ is a critical factor in evaluating the success of any information system (Cheng, 2020b; 

Ling et al., 2020; Siswanto et al., 2021). In Malaysia’s EFS, the quality of information 

provided significantly determines user satisfaction and continuous intention (Sabarudin & 

Razak, 2021). This research aims to elaborate on the structure of PIQ and its elements of 

satisfaction and continuous intention in Malaysia's EFS (Masri et al., 2019). First and 

foremost, PIQ encompasses several dimensions that collectively define the overall quality 

of the information provided by the EFS (Leong et al., 2020). To begin with, accuracy is 

paramount. Accurate information ensures that users can trust and rely on the system for 

filing needs (Munezero et al., 2020). For example, if the system consistently provides 

correct data regarding filing regulations or filing deadlines, users are more apparently to 

have confidence in its reliability (Endriyas et al., 2019). 

Furthermore, timeliness is another critical component of PIQ (Tahar et al., 2020). 

Information must be provided promptly and updated to be useful (Joukes et al., 2019). In 

the context of an EFS, any updates to regulation laws or changes in filing requirements 
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must be reflected in real-time (Ayaad et al., 2019). Consequently, timely information helps 

users meet deadlines and avoid penalties, enhancing their overall experience (Zhang et al., 

2020). To illustrate, relevance is essential for PIQ, and the information must be pertinent 

to the users’ needs and context (Machdar, 2019). For instance, tailored information that 

addresses the unique requirements of different types of filers (e.g., individual filing and 

businesses) can significantly improve the user experience (Shim & Jo, 2020). When users 

find the information relevant and specific to their situation, they are more likely to 

perceive the system as useful (Ofosu-Ampong et al., 2020). 

In addition, completeness is a vital aspect of PIQ (Issa et al., 2021). Complete information 

ensures users have all the necessary data to complete their filings without seeking 

additional resources (Shim & Jo, 2020). For example, a comprehensive guide with step-

by-step instructions, frequently asked questions, and contact information for support can 

help users quickly navigate the filing process (Shim & Jo, 2020). As a result, completeness 

reduces the effort required from users and enhances their satisfaction. Subsequently, user 

satisfaction is a direct outcome of PIQ (Apsari & Astika, 2020). When users perceive the 

information the EFS provides to be accurate, timely, relevant, and complete, they are more 

likely to be satisfied with their experience (Issa et al., 2021). Several factors influence user 

satisfaction, including ease of use (Kalankesh et al., 2020), system reliability (Ashfaq et 

al., 2020), and support services (Trang & Tuan, 2020). 

Firstly, according to Rachmacandrani et al. (2023), ease of use is critical, and If users can 

easily find and understand the information they need, they are more likely to be satisfied. 

For example, a user-friendly interface that allows users to quickly locate the relevant 

information without navigating through multiple complex menus can significantly 
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enhance satisfaction (Senevirathne et al., 2021; Al-Emadi et al., 2021). Secondly, system 

reliability plays a crucial role (Kalankesh et al., 2020). A reliable system consistently 

provides accurate and error-free information (Sharma et al., 2020). When users experience 

a dependable system, their trust in its reliability grows, leading to higher satisfaction (Liu 

et al., 2022). For instance, a system that consistently updates and maintains accurate 

records of filing requirements builds user confidence (Kaupa & Chisa, 2020). 

Additionally, support services are essential for user satisfaction (Begicheva & 

Zhukovskaya, 2022). When users encounter difficulties or have questions, the availability 

of prompts (Skar-Fröding et al., 2021) and helpful support can make a significant 

difference (Ashfaq et al., 2020). For example, having access to a dedicated helpline or 

online chat support can provide users with the assistance they need, improving their 

overall satisfaction (Dolen & Weinberg, 2019; Jiang et al., 2022b). 

In the articles by Chung and Wei (2020) write that high PIQ and user satisfaction are 

strong predictors of continuous intention. Several factors influence continuous intention, 

including trust, PU, and behavioral intention (Jatimoyo et al., 2021). To start with, trust is 

crucial (Lis et al., 2021). When users trust the system to provide high-quality information 

consistently, they are more likely to continue using it (Müller & Hertel, 2023). Trust is 

built over time through positive experiences and reliable performance, according to Liu 

and Weistroffer (2020). For example, if users consistently receive accurate and timely 

information, their trust in the system’s reliability grows, increasing their intention to 

continue using it (Ashraf et al., 2020). Furthermore, PU plays a significant role in 

continuous intention (Daneji et al., 2019; Abdullahi et al., 2020; Franque et al., 2020; 

Jatimoyo et al., 2021; Jo, 2021). If users believe that the system enhances their efficiency 
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and effectiveness in filing electronic documents, they are more likely to continue using it 

(Trivena & Silintowe, 2019). For instance, a system that simplifies the filing process 

(Tahar et al., 2020) and reduces the time required for completion (Saptono et al., 2023) is 

perceived as applicable, thereby increasing users’ intention to continue using it 

(Santhanamery & Ramayah, 2019). Lastly, behavioral intention is influenced by users’ 

positive experiences (Jiménez-Barreto et al., 2020). Satisfied users are more likely to 

recommend the system to others and continuously use it themselves (Ashraf et al., 2020; 

Kim et al., 2021; Zhang et al., 2022). For example, users with a smooth and hassle-free 

filing experience are likelier to share their positive experiences with others and return to 

the system for future filings (Schoenfeld et al., 2019; Zhou et al., 2019; Hambali, 2020). 

Improving PIQ by focusing on accuracy (Windriati et al., 2021), timeliness (Wahyuni et 

al., 2023), relevance (Nirwanto et al., 2019), and completeness (Hussein et al., 2021) in 

Malaysia's EFS can increase user satisfaction. Furthermore, ensuring ease of use, system 

reliability, and support services can enhance user satisfaction and continuous intention 

(Mubarokah & Hidayanto, 2020; Jo, 2021). The EFS can achieve tremendous success and 

user acceptance by addressing these factors (Kresnandita et al., 2023). In fact, the structure 

of PIQ, along with its elements of satisfaction and continuous intention, plays a vital role 

in the effectiveness of Malaysia’s EFS. By focusing on the critical dimensions of PIQ and 

enhancing user satisfaction, the system can encourage users to continue using it, ultimately 

leading to its sustained success (Razak et al., 2021). 

As Salleh et al. (2020) explain, Adopting and retaining Malaysia's EFS improves PIQ, 

which has several significant implications for organizations. First and foremost, increased 

efficiency and productivity are vital benefits (Abro et al., 2019; Chatterjee & Ürge-
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Vorsatz, 2021; Bolshakova & Repnikova, 2022). EFS significantly reduces the time 

needed for filing, retrieving, and handling paperwork by streamlining the process of 

managing documents (Han et al., 2021). Furthermore, automated systems minimize 

human errors associated with manual data entry and filing, improving accuracy (Langer 

et al., 2020). As a result, faster information processing is achieved, accelerating decision-

making and service delivery (Awulor et al., 2022). In addition to efficiency gains, EFS 

also enhances data integrity (Sreelatha & Reddy, 2021) and security (Khocha et al., 2023). 

According to Semenov et al. (2019) narrates that improved accuracy is ensured through 

automated checks and validation processes, leading to higher data consistency. To clarify, 

these systems offer advanced security features such as encryption, access controls, and 

audit trails, which protect sensitive information from unauthorized access and breaches 

(Li, 2023). This dual benefit of increased accuracy and security bolsters the overall 

reliability of information management (Ding et al., 2020; Shao et al., 2021). 

For instance, the adoption of EFSs can result in substantial cost savings. Organizations 

can achieve significant operational cost reductions by reducing the need for physical 

storage space, paper, and other office supplies (D’Acierno & Botte, 2020). Additionally, 

EFS generally requires less maintenance than traditional filing methods, resulting in long-

term savings (Vos et al., 2020). Another critical implication is the improved accessibility 

and collaboration facilitated by EFSs (AbuAkel & Ibrahim, 2023). These systems enable 

remote access to documents, thus supporting work-from-home arrangements and remote 

collaboration (Yunshan, 2023). Additionally, the ability for multiple users to access and 

work on documents simultaneously enhances teamwork and information sharing. 
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Increased accessibility and collaboration are vital in today’s increasingly remote and 

interconnected work environments (Yang et al., 2021; Tahmid et al., 2023). 

Furthermore, EFS aids in regulatory compliance (Wang, 2019; Saptono et al., 2023; Aling 

et al., 2023). They provide detailed audit trails that log document access and 

modifications, which are invaluable for regulatory compliance and audits. Organizations 

can mitigate the risk of non-compliance penalties by ensuring that documents are stored 

and managed according to legal requirements (Kupec et al., 2022). Adopting EFS also has 

a positive environmental impact. The significant reduction in paper usage contributes to 

environmental sustainability, aligning with global efforts to reduce waste and conserve 

resources (Singh & Chan, 2022; AbuAkel & Ibrahim, 2023).  

Additionally, decreased reliance on physical mail and couriers results in a lower carbon 

footprint associated with document management (Ejdys & Gulc, 2020). The implications 

of improved information quality also extend to user satisfaction and trust. High-quality 

information management enhances the trust and satisfaction of users, whether they are 

employees, clients, or stakeholders (McLeod et al., 2020). Consequently, the 

organization’s reputation is improved, showcasing a commitment to modern, effective 

practices (Kumari et al., 2021). 

Lastly, In the articles, Yoshikuni and Dwivedi, (2022) write that EFSs position 

organizations for innovation and future readiness. These systems are scalable and can 

accommodate growing amounts of data and users. Besides, they can integrate with 

emerging technologies such as artificial intelligence and machine learning, enabling 

advanced data analytics, predictive insights, and automation (Batra et al., 2020; Zaripova 
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et al., 2023). Given the above, adopting and retaining Malaysia’s EFS has far-reaching 

implications for organizations (Singh & Chan, 2022). The benefits of increased efficiency, 

enhanced data security (Levitsky, 2021), cost savings (Nedoshytko & Patriak, 2022), 

improved accessibility (Tantra et al., 2023), regulatory compliance (Lepetan & Koval, 

2023), environmental sustainability (Boniar & Kharchuk, 2023), user satisfaction (Kotlyar 

& Pop, 2019), and future-readiness (AbuAkel & Ibrahim, 2023) collectively underscore 

the strategic value of transitioning to electronic filing. By leveraging these advantages, 

organizations can significantly enhance their operational efficiency, data management, 

and overall strategic capabilities (Hu et al., 2022; Rajić et al., 2023). 

2.6.2 Trust 

In the digital age, as Ismail et al. (2021b) mention EFS' adoption and continuous use hinge 

significantly on users' trust. This is particularly true for Malaysia's EFS. Trust in 

information systems is a complex construct encompassing system reliability (Enaizan et 

al., 2020), security (Mas'ud & Umar, 2019), and user-friendliness perceptions (Al-Rahmi 

et al., 2022). In EFS, trust is paramount as it directly influences users' willingness to 

continue using the system (Ashraf et al., 2020; Rahman et al., 2022). Thus, understanding 

the dimensions of trust and addressing any gaps is crucial for the sustained success of the 

EFS in Malaysia. 

As explained by Pal et al. (2021), the concept of trust is crucial in the context of 

information systems, particularly in EFS, where users are required to submit sensitive and 

confidential information. Trust influences users' willingness to continue using the system, 

making it a significant factor in the success and sustainability of such systems (Rahman   
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& Pangendra, 2022). These findings explore the multifaceted nature of trust in information 

systems, especially in Malaysia's EFS, and how trust impacts users' continuous intention 

(Jermutus et al., 2022). Trust in information systems is multifaceted and includes several 

critical perceptions (Elson et al., 2021). First and foremost, system reliability is 

paramount. Users must perceive the system as dependable and consistent in performance 

(Ha et al., (2020). Security is also critical, as the system must protect users' sensitive data 

from unauthorized access and breaches (Grimes & Marquardson, 2019; Wang et al., 

2019)). Furthermore, user-friendliness is essential (Kheder, 2023); the system should be 

easy to use, with an intuitive interface that facilitates smooth user interaction (Lin et al., 

2021; Bankar, 2023; Gallera, 2023). 

Thoresen et al. (2021) reported that trust is essential in any relationship, as it underpins 

the sustainability and longevity of the connection between two individuals. Cardoso et al. 

(2022) argue that trust is vital for establishing a solid market presence and nurturing 

customer relationships. Paparoidamis et al. (2019) highlight that gaining users' trust is a 

prerequisite for earning their loyalty. The initial exploration of trust originated in 

psychology, where researchers examined its effects on interpersonal relationships 

(Hancock et al., 2023).  

Trust is a key concept in relationship marketing. Brown et al. (2019) describe trust as the 

confidence one party has in the reliability and integrity of the other party involved in a 

transaction. Coughlan (2021) similarly defines trust as the willingness to depend on a 

reliable counterpart in an exchange relationship. Both definitions emphasize the role of 

confidence in fostering trust, which is crucial for completing transactions. Trust is a 
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significant link between individuals, reducing the risks associated with cooperation and 

ensuring future advantages (Weiss et al., 2020). 

According to Yen and Hui (2023) claim that trust in technology involves three key 

dimensions: perceived competence, integrity, and benevolence. In Malaysia, the adoption 

of EFS for filing case submissions and other government services has increased (Rahim 

et al., 2023). Trust plays a crucial role in this adoption and users' continuous intention 

(Shuib et al., 2019). Originally, perceived competence was essential for Malaysia's EFS 

(Badiozaman & Segar, 2021). The system must demonstrate high competence by ensuring 

accurate and timely processing of filings (Mas'ud et al., 2019). This includes providing 

clear instructions, reliable performance, and support services to address users' issues 

(Yudha et al., 2021). When users see that the system consistently delivers accurate results, 

their trust in its competence is reinforced (Ghafari et al., 2020).  

Besides, integrity is a cornerstone for trust in the Malaysian EFS (Ismail et al., 2021b). 

The system must maintain integrity by ensuring all transactions are secure and transparent. 

This involves compliance with legal standards, protecting user data, and providing clear 

communication about data usage (Rouhani & Deters, 2021). For example, regular audits 

and transparent reporting can enhance users' trust in the system's integrity (Knockaert & 

Vos, 2019).  

As well, benevolence is critical to fostering trust in the EFS (Svare et al., 2020). The 

system should prioritize user-friendly features and support mechanisms, showing users 

that their needs are being considered (Diamond et al., 2023). This can include intuitive 

design, help desks, and feedback mechanisms to improve user experience (Ferreira et al., 
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2023). When users feel the system is designed in their best interests, their trust in its 

benevolence increases (Zieglmeier & Lehene, 2021). Although trust is important in 

maintaining the intention of using Malaysia's EFS, several gaps may hinder its 

development (Mas'ud & Umar, 2019). Initially, as Awan et al. (2023) explain, technical 

issues and system downtime, as reported by some users during peak filing periods, can 

erode trust in the system's reliability and competence. For example, users experiencing 

errors or slow processing times during submission may become frustrated and lose 

confidence in the system.  

Next, security concerns can significantly undermine users' trust in the system's ability to 

safeguard their sensitive information (Mohr & Walter, 2019). Incidents of data breaches 

or perceived vulnerabilities can lead to widespread distrust among the public (Mamat et 

al., 2023). In Malaysia, any reported data breaches in government systems can cause 

considerable alarm and diminish trust in the EFS (Johari et al., 2020; Sureani et al., 2021; 

Mohamad et al., 2023). 

In addition, a lack of transparency in the system's operations can make users suspicious 

of how their data is handled (Felzmann et al., 2019). For instance, if users are not 

adequately informed about how their data is stored and used, they may question the 

system's integrity (Tian et al., 2021). Transparent communication about data management 

practices is crucial to maintaining trust (Calhoun et al., 2019). Moreover, inadequate user 

support can lead to frustration and a perceived lack of benevolence (Felzmann et al., 

2019). If users face issues while filing and do not receive timely and effective support, 

they may feel their concerns are not adequately addressed (Saptono et al., 2023). For 
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instance, during the peak filing season, if users cannot get timely help, their trust in the 

system can diminish (Steedman et al., 2020).  

To conclude, complexity and usability issues can affect trust, especially for individuals 

with limited technical skills (Hirschprung et al., 2020). If the system is not user-friendly 

and is perceived as complex, users may doubt its benevolence and intention to serve their 

best interests (Brauner et al., 2019). For example, older users or those less familiar with 

digital platforms may find navigating the system challenging (Rezvani & Khosravi, 2019), 

leading to decreased trust (Bodó & Janssen, 2022). 

According to Didi et al. (2023) propose that trust is vital to users' continuous intention to 

use Malaysia's EFS. The system can foster a trustworthy environment that encourages 

ongoing use by focusing on the critical dimensions of perceived competence, integrity, 

and benevolence (Svare et al., 2020). Enhancing these aspects can lead to greater user 

satisfaction and sustained adoption of the EFS (Hambali, 2020). As trust in the system 

grows, so does the likelihood that users will continue to rely on it for their filing needs 

(Muhammad et al., 2022), ensuring the long-term success of Malaysia's EFS initiatives 

(Zainal & Zainuddin, 2020). 

Conversely, several studies have proposed trust as an independent variable in future 

research (Calhoun et al., 2019; Siegrist, 2019; Sintov & Hurst, 2022; Fage-Butler et al., 

2022). This perspective suggests that trust results from specific system attributes and 

significantly influences other critical outcomes, such as user satisfaction (Liu et al., 2020), 

system usage (Ankadhitra et al., 2023), and continuous intention (Ambalov, 2021). On the 

other hand, trust can be a significant determinant of user satisfaction (Santa et al., 2019; 
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Tam et al., 2019; Mangoting et al., 2019; Yudha et al., 2021; Saptono et al., 2023). Users 

who trust an EFS will likely feel more satisfied with their overall experience. As Geebren 

et al. (2021) write, trust can enhance the perceived quality of the system, leading to higher 

satisfaction levels. For example, if users trust that their data is secure and that the system 

will perform reliably, they are more likely to report higher satisfaction with the system (Li 

et al., 2021). 

Typically, trust is crucial in influencing the frequency and extent of system usage (Meeßen 

et al., 2020). Users who trust the EFS are likelier to use it regularly and for various tasks 

(Wiczorek et al., 2019). This consistent usage is essential for the system's success and 

sustainability (Ashraf et al., 2020). For instance, trust in the system's security and 

reliability can encourage users to file their filing and use the system for other related 

services, such as tracking file cases or accessing filing-related information (Lee et al., 

2020). In addition, continuous intention is one of the most critical outcomes influenced by 

trust.  

Trust directly impacts users' willingness to continue using the EFS in the future (Akram 

et al., 2019). When users trust that the system is reliable (Sarkar et al., 2020), secure (Liu 

et al., 2020), and user-friendly (Ashraf et al., 2020), they are more inclined to use it for 

subsequent filings (Fahim et al., 2021). This aspect is crucial for the long-term success of 

the EFS, as user retention is often more cost-effective and beneficial than attracting new 

users (You & Joshi, 2020). 

Furthermore, trust can influence users' willingness to adopt new features or updates within 

the EFS (Hamakhan, 2020). When users trust the system, they are more likely to embrace 
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new functionalities, enhancing their overall experience and engagement with the system 

(Liu et al., 2022). For example, if the EFS introduces a new mobile application or an 

advanced data analytics feature, trusted users are expected to adopt these innovations 

(Teng & Khong, 2021). Considering trust as an independent variable opens up several 

avenues for future research (Siegrist, 2019). Researchers can explore factors mediating or 

moderating the relationship between trust and its outcomes (Ng, 2020). For instance, user 

characteristics such as age (Zhou et al., 2020), tech-savviness (Almuntaha & Rahmawati, 

2023), and prior experience (Yuan et al., 2020) with similar systems might influence how 

trust affects their satisfaction and usage patterns (Ngubelanga & Duffett, 2021). 

Future studies could investigate mediating factors such as perceived ease of use, PU, and 

system quality in the relationship between trust and user satisfaction or continuous 

intention (Jatimoyo et al., 2021; Li et al., 2022). Understanding these mediating factors 

can help identify the mechanisms trust influences these outcomes (Ghimire, 2020). 

Besides, researchers could also examine potential moderating factors, such as 

demographic variables (e.g., age, education level), cultural differences, and prior 

experience with technology (Hamakhan, 2020; Qin, 2020; Rwezaula et al., 2022). These 

factors might affect how trust influences user behavior and can provide valuable insights 

for tailoring strategies to different user segments (Shin, 2019). 

Additionally, conducting longitudinal studies can help understand the dynamic nature of 

trust and its long-term impact on user behaviour (Player, 2020). Such studies can track 

changes in trust levels over time and their effects on user satisfaction, system usage, and 

continuous intention (Gohari et al., 2019). Also, comparing the role of trust across 



 

66 

 

different EFS or cultural contexts can provide a broader understanding of how trust 

operates as an independent variable (Kaasa & Andriani, 2021). These comparative studies 

can highlight unique challenges and opportunities in different settings, helping to develop 

more effective strategies for building and maintaining trust (Jangda et al., 2023).  

In assumption, trust is fundamental to users' continuous intention in Malaysia's EFS. The 

system can foster a trustworthy environment that encourages ongoing use by focusing on 

the solution dimensions of perceived competence, integrity, and benevolence (Rahim et 

al., 2023). Enhancing these aspects can lead to greater user satisfaction and sustained 

adoption of the EFS (Kresnandita et al., 2023). In addition, considering trust as an 

independent variable in future studies provides a comprehensive understanding of its role 

in influencing critical outcomes such as user satisfaction, system usage, and continuous 

intention (Franque et al., 2020). This perspective allows researchers to explore the 

multifaceted impacts of trust and identify source factors that can enhance the effectiveness 

and sustainability of EFS (Bergmann et al., 2023). By understanding how trust influences 

user behavior, stakeholders can develop strategies to build and maintain trust, ensuring 

the long-term success of these systems (Ogedengbe et al., 2020).  

Trust is a multifaceted construct that significantly influences users' continuous intention 

to use Malaysia's EFS (Ogedengbe et al., 2020). By ensuring that the system is perceived 

as competent, maintains integrity, and demonstrates benevolence, the system can foster 

higher levels of trust among users (Calhoun et al., 2019). Addressing the gaps in trust, 

such as technical issues (Zhang et al., 2019), security concerns (Sarkar et al., 2020), lack 

of transparency (Rouibah et al., 2022), inadequate user support (Alsmadi et al., 2022), and 
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complexity (Seo & Lee, 2021), is crucial to enhancing user satisfaction and PU and 

reducing perceived risks (Ramadania et al., 2021). Ultimately, a trusted EFS will lead to 

a stronger intention to continue using it, thereby contributing to its sustained success in 

Malaysia (Kang et al., 2020). 

2.6.3 Innovation 

As mentioned by Sazali and Firdaus (2019) and writes that a developing country, Malaysia 

is progressing towards becoming a developed nation to achieve its National Vision 2020. 

By 2020, Malaysia aims to be a developed country and a high-income economy by 

emphasizing better and improved industry performance through innovation (Jamaluddin 

et al., 2020). One of the critical innovations contributing to this goal is implementing EFS, 

which streamlines administrative processes and enhances efficiency (Perepelkina & 

Kondratov, 2019). Besides, Malaysia is strategically moving into the information and 

knowledge age (Tung et al., 2022).  

This shift offers the nation and the world an attractive global multimedia environment 

where essential elements such as information (Abdulrahaman et al., 2020), ideas (Lee & 

Jung, 2019), people (Singh et al., 2019), facilities (Lin et al., 2019), and technology (Park 

et al., 2019) can merge. This fusion produces and distributes a globally replicable chain 

of innovative products, services, and best practices (Hu & Sun, 2020). EFS exemplifies 

this integration by combining technology and administrative processes to create a more 

efficient and user-friendly service for citizens and businesses (Kamilasari et al., 2019; Han 

et al., 2021; Lo et al., 2022; Krymchak et al., 2022). 
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By accepting EFS, Malaysia improves its administrative efficiency and positions itself as 

a leader in technological innovation within the region (Razak et al., W. (2020). This move 

aligns with the nation's broader strategy of leveraging technology to drive economic 

growth and improve the quality of life for its citizens (Mohamed et al., 2022). As Malaysia 

continuous to innovate and integrate advanced technologies like EFS, it moves closer to 

realizing its vision of becoming a fully developed and high-income economy 

(Puspaningtyas, 2022; Lee, 2021). In the digital age, the efficiency and effectiveness of 

EFS are increasingly crucial for individuals and organizations (Vijayalakshmi & 

Venkatesan, 2022). Malaysia’s EFS has revolutionized how case filing and other official 

documents are submitted, becoming an integral part of the administrative landscape 

(Razak et al., 2020).  

The role of innovation in this system is pivotal, as it directly impacts users' continuous 

intention and their likelihood of persisting in using the system over time (Hossain et al., 

2021). To fully understand this relationship, addressing theoretical and empirical gaps is 

essential, highlighting areas where current knowledge is limited and where further 

research is needed (Quarchioni et al., 2020; Ajemba & Arene, 2022). In Malaysia's EFS, 

innovation is a vital factor influencing users' continuous intention to keep using the system 

over time (Al-Rahmi et al., 2019). Understanding this relationship is essential for the 

system's sustained success and efficiency (Munankarmi et al., 2021). Innovation, 

examined through various dimensions such as system quality (Ryu et al., 2020), service 

quality (Jain et al., 2021), and user satisfaction (Han, 2023), plays a pivotal role in shaping 

continuous intention. 
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Defining innovation, particularly in the context of an EFS, presents a challenging task due 

to the lack of empirical data, which results in multiple definitions in the literature 

(Satalkina & Steiner, 2020). One standard definition involves implementing or adapting 

novel organizational behaviors or ideas (Sarta et al., 2021). For instance, in EFSs, 

innovation could mean integrating advanced algorithms to streamline document 

management processes (Han et al., 2021).  

As Guo et al., (2022) describe innovation as a new idea that generates benefits, revenues, 

and profits, which might include increased efficiency, reduced operational costs, and 

enhanced data security in the case of EFS. On the other hand, innovation in EFS should 

not be seen as periodic or solely the result of individual behavior. Dryden-Palmer et al. 

(2020) argue that innovation involves continuously implementing new knowledge and 

methods. This continuous improvement can be seen in an organization’s willingness to 

embrace and develop new ideas, such as implementing artificial intelligence for automated 

sorting and retrieval and integrating these advancements into existing EFS (Al-Mushayt, 

2019). Additionally, innovation in this context is often considered an intangible resource, 

adding value beyond physical assets (Silva & Oliveira, 2020).  

Silva et al. (2007) view innovation as the outcome of a company introducing a new 

collaborative environment with a nonlinear mechanism. This could translate to the 

development of user-friendly interfaces that allow seamless collaboration and document 

sharing in an EFS (Hong et al., 2019; Nizamuddin et al., 2019; Obukhov et al., 2020; 

Steinkamp et al., 2020; Zhao et al., 2021). 
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The structure of innovation toward continuous intention in Malaysia's EFS can be 

delineated into several key components: system quality (Razak et al., 2020c), service 

quality (Foroughi et al., 2019), user satisfaction (Ding, 2019), and behavioral (Al-Rahmi 

et al., 2019) intention to continue. First and foremost, system quality is a critical 

component that affects continuous intention (Razak et al., 2020). This includes reliability, 

usability, accessibility, and security. According to Rafiqia et al. (2021) Reliability refers 

to the degree to which the system performs its intended functions consistently without 

errors.  

At the same time, usability pertains to the ease users can navigate and use the system 

(Alonso-Virgós et al., 2019). Accessibility concerns the system's availability across 

different devices and platforms, ensuring users can access it anytime, anywhere (Babun 

et al., 2021). Security involves implementing robust security measures to protect user data 

and prevent unauthorized access (Sletten et al., 2021).  

In addition, service quality plays a significant role in influencing users' continuous 

intentions. This comprises responsiveness (Wang et al., 2019b), assurance (Li et al., 

2022), empathy (Shao et al., 2020), and tangibles (Chou, 2019). Responsiveness refers to 

the promptness and efficiency of the support services provided to users (Khan et al., 2021). 

Assurance relates to users' confidence in the system’s ability to protect their data and 

complete their tasks accurately (Kalui et al., 2020). Empathy is how the system and its 

support services understand, and address user needs and concerns (Raamkumar & Yang, 

2022). Tangibles represent the physical evidence of the service, such as user manuals, help 

guides, and the overall look and feel of the system (Dewit et al., 2021).  
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Especially user satisfaction is another crucial component that impacts continuous 

intention (Wang et al., 2019b; Akel et al., 2020; Yan et al., 2021b). This includes 

perceived ease of use, PU, confirmation of expectations, and affective response. Perceived 

ease of use is the users' perception of how easy it is to use the EFS (Mahmudah et al., 

2020; Silva & Oliveira, 2020; Tahar et al., 2020; Hidayanto et al., 2023).  

In contrast, PU is the belief that the EFS enhances its filing efficiency and effectiveness 

(Trivena et al., 2019). Confirmation of expectations refers to the extent to which the 

system meets or exceeds users' initial expectations (Shudler et al., 2019). An effective 

response is users' emotional response to using the system, which can influence their 

overall satisfaction (Shin et al., 2021). Furthermore, habit, attitude, subjective norm, and 

perceived behavioral control influence the behavioral intention to continue using the 

system (Kumar et al., 2020; Barbera & Ajzen, 2020; Fischer et al., 2021; Hagger et al., 

2022). Habit is the extent to which using the EFS becomes routine for users, while attitude 

is users' overall evaluation of the EFS (Ardianto & Warsito, 2020). Subjective norm refers 

to the influence of peers, colleagues, and significant others on users' decision to continue 

using the system (Osatuyi & Turel, 2019). Perceived behavioral control is users' 

perception of their ability to use the system without difficulties (Ha et al., 2020; Kim et 

al., 2021; Park & Lee, 2022). 

Following Cristiano & Proietti, (2022), innovative methods involve the government's 

generation of novel and unique strategies to meet the demands and enhance the 

satisfaction of their users. Consequently, these inventive measures ensure a positive user 

experience and distinguish governments from their competitors (Cristiano & Proietti, 

2022). One prominent example of such innovation is the implementation of EFS, which 
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streamlines and enhances administrative processes (Wolleghem, 2020). According to 

Camilleri (2019), e-government initiatives, such as EFS, are among the approaches 

governments employ to achieve these improvements, attracting and retaining users.  

Governments are often compelled to invest in innovation due to the gap between existing 

services and users' needs. Indeed, the business innovation process dates back to early 

settlers and has significantly influenced societies, cultures, and communities, 

subsequently impacting government innovation (Wen et al., 2021; Orlando et al., 2022; 

Zhou et al., 2020). The revolutionary production and supply methods developed through 

this process have played a critical role in the success of communities in competitive 

environments (Chen, 2019). In fact, Inauen and Schenker-Wicki (2011) and Ooi et al. 

(2012) highlight these innovations' significant, ongoing impact on user experiences, 

noting that many technologies, including EFSs, have brought about transformations that 

significantly affect users. 

To meet the increasing demand for services tailored to specific user needs, especially in 

case filing, governments must ensure that their systems are compatible, available, and 

suitable for users' tasks (Ahmed et al., 2021; Ranjan et al., 2023). Thus, EFSs need to be 

user-friendly and reliable to ensure widespread adoption and satisfaction (Hambali, 2020; 

Muslichah et al., 2023). To achieve success, governments must prioritize satisfying user 

needs over merely addressing market demands, as Kühl et al. (2019) and Lim (2022) 

suggested. These scholars argue that innovation, such as developing and implementing 

EFS, is an effective tool for this purpose.  
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Furthermore, Surya et al. (2021) suggest that innovation has strengthened the current 

business landscape. As a result, many public agencies are now adopting innovative 

systems, including EFS, to enhance their overall success (Duhamel et al., 2022). One 

factor positively influencing these agencies' results and continuous satisfaction is their 

scale; large organizations typically have more resources and capital to invest in 

innovation, which is crucial for their success (Gupta, 2019).  

On the contrary, Sotnyk et al. (2020) argue that simply investing significant resources into 

the innovation process is insufficient (Silva & Oliveira, 2020); organizations must also be 

able to transform these innovations into tangible offerings, such as efficient EFS (Shahzad 

et al., 2021). Failure to do so can lead to wasted resources and diminished performance 

(Conti & Orcioni, 2020). Additionally, Cheah et al. (2022) point out that breakthroughs 

in innovation can benefit companies of all sizes, from small to large. Similarly, Hwang et 

al. (2022) note that the relationship between satisfaction and innovation is not always 

straightforward, particularly under uncertain circumstances (Bervell et al., 2019). On the 

other hand, Berry (2019) emphasizes the importance of innovation in delivering new 

information inaccessible to rivals, thereby resulting in the development of isolation 

mechanisms and maintaining the organization's competitive edge. In the context of EFS, 

this means continuously improving the system to stay ahead of competitors and ensure 

user satisfaction (Pramanita & Rasmini, 2020; Hussien et al., 2021; Windriati et al., 2021; 

Kresnandita et al., 2023). 

Even though there is existing research on EFS, there is a notable empirical gap in 

understanding how innovation impacts continuous intention in the Malaysian context (Al-

Rahmi et al., 2019; Santhanamery et al., 2019; Chang et al., 2020; Uyob et al., 2023). 
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Most studies have focused on general adoption and initial usage; however, fewer have 

delved into the long-term continuous of these systems (Wang et al., 2019; Wong et al., 

2020). Additionally, there is limited empirical evidence on how different dimensions of 

innovation technological versus process innovations independently and collectively 

influence users' continuous intention (Akram et al., 2019). This gap suggests the need for 

further empirical research to explore these aspects in greater depth, particularly in the 

context of Malaysia's EFS (T & Ramayah, 2019; Ding, 2019; Razak et al., 2020b; Leong 

et al., 2020; Yan et al., 2021; Razak et al., 2021d; Moorthy et al., 2022). 

Theoretically, as Franque et al. (2020) explain the models and frameworks currently used 

to study continuous intention often lack comprehensive integration of innovation-specific 

constructs. While the TAM Model and the D&M Model provide a basis for understanding 

user acceptance and satisfaction, they do not adequately address the dynamic role of 

innovation in influencing long-term usage intentions (Pak et al., 2019; Al-Rahmi et al., 

2019; Na et al., 2021). There is a need for a more robust theoretical framework that 

incorporates innovation as a multi-dimensional construct impacting continuous intention, 

particularly within the context of e-government systems like Malaysia's EFS (Rahim et 

al., 2023). Developing such a framework would enhance our understanding of how 

different types of innovation contribute to users' long-term engagement with the system 

(Mohamad et al., 2023).  

Besides, identifies several technological advancements in the legal system, including 

electronic reporting (Kant et al., 2023), case management (Jung, 2023), data sharing 

(Dmitrieva et al., 2023), and EFS. Building on this, researchers have investigated the 

association between innovation and sustained usage, given this variable's pivotal function 
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in EFS's prosperity (Bahl et al., 2020). In addition, Sharahiley (2020) emphasized the 

importance of innovation variables in their model. They proposed that further study is 

needed on the importance of innovation purposes in electronic filing, especially in the 

context of the EFS in Malaysia (Jalil et al., 2021).  

This research aims to study the continuous intention relationship between innovation and 

sustained usage in several ways, including compatibility (Arshad & Khurram, 2021), 

availability (Simorangkir & Fakhrorazi, 2023), suitability (Chang et al., 2020), technology 

knowledge (Birken et al., 2020), and skill (Costa & Matias, 2020) toward the success of 

the EFS introduced by the government. 

By focusing on these factors, it is possible to understand how innovations in EFS can 

enhance user satisfaction and ensure continuous intention (Ding, 2019). For example, 

ensuring that EFS is compatible with various user needs and technological platforms can 

significantly improve user adoption rates (Teng & Khong, 2021). Similarly, making the 

system widely available and ensuring it is suitable for various legal tasks can lead to 

greater acceptance and sustained use (Hwang et al., 2022). Additionally, providing users 

with the necessary technological knowledge and skills to effectively use the system is 

crucial for its success (Arshad & Khurram, 2021). Thus, the relationship between 

innovation and continuous intention is integral to EFS's successful implementation and 

usage (Zhang et al., 2021). 

Several factors influence continuous intention in Malaysia’s EFS, including user 

experience, trust and security, support services, and system updates and improvements 

(Masri et al., 2019). Positive experiences lead to higher satisfaction and a greater 
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likelihood of continuous use (Vos, 2019). Trust and security are crucial, as confidence in 

the system’s security measures is essential for user retention (Ashraf et al., 2020). The 

availability and quality of user support services can significantly impact users’ willingness 

to continue using the system (Sarkar et al., 2020). Continuous innovation and updates that 

address user feedback and technological advancements keep the system relevant and user-

friendly (Chen et al., 2022).  

It can be concluded that innovation is a critical driver of continuous intention in Malaysia's 

EFS (Uyob, 2023). The EFS can enhance its appeal and retain users by improving system 

quality, service quality, and user satisfaction (Setyoko et al., 2023). Addressing the 

empirical and theoretical gaps through focused research on innovation's role will provide 

deeper insights into the factors influencing continuous intention (Aghaei & Sokhanvar, 

2019). Through technological and process improvements, continuous innovation ensures 

the system remains efficient, secure, and user-friendly, fostering a solid intention among 

users to continue utilizing the system for their filing needs (Gupta et al., 2020b; Hossain 

et al., 2021; Mohamad et al., 2021). 

2.6.4 Perceived Usefulness (PU) 

Osadchyi (2023) writes that adopting electronic systems for various administrative tasks 

has become increasingly prevalent in the digital era. One example is Malaysia's EFS for 

submitting cases (Larasati et al., 2019). The success and sustainability of this system 

depend primarily on users' perceptions of its usefulness and their intention to continue 

using it (Abdullahi et al., 2020). This essay delves into the structure and definition of PU 
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and its impact on continuous intention (Shiau et al., 2020). It links various critical factors 

and dimensions in this context (Laksamana et al., 2022).   

PU is defined as the degree to which a person believes that using a particular system would 

enhance their job performance (Nhi & Lam, 2020). In the context of Malaysia's EFS, PU 

refers to users' belief that the system will improve their efficiency and effectiveness in 

filing cases (Tahar & Sabiqoh, 2020). This belief is crucial as it influences users' initial 

adoption and continuous system use (Sari et al., 2023). 

Several critical dimensions shape the adoption and PU of EFSs in Malaysia (Nawi et al., 

2022). Understanding these dimensions in the Malaysian context can provide valuable 

insights into enhancing the system's effectiveness and user satisfaction (Bee & Ying, 

2021). Performance Expectancy plays a crucial role in Malaysia's PU of EFSs (Alzubi et 

al., 2021). Malaysians expect the EFS to enhance their case filing performance by making 

the process faster and more accurate (Ghasemy et al., 2022). Given the busy lifestyles and 

work commitments of many Malaysians, the efficiency of the EFS is paramount 

(Supramaniam & Singaravelloo, 2021). Users will find it highly beneficial if the system 

significantly reduces the time and effort required to file cases while minimizing errors (Zou 

et al., 2022). For example, a system that handles many users without performance 

degradation during the peak case filing season can significantly enhance its PU (Ippoliti et 

al., 2020; Taipalus, 2023; Ferreira et al., 2023). 

As mentioned by Moorthy et al. (2020), effort expectancy is another significant dimension 

in the Malaysian context. The perceived ease of use of the EFS is critical for its acceptance 

among diverse user groups, including those less familiar with technology (Yaakop et al., 
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2021). The EFS must be intuitive and user-friendly in Malaysia, where there is a wide 

range of digital literacy levels (Nawi et al., 2022). Features such as clear instructions in 

multiple languages (Bujang et al., 2020), a simple interface (Thoo et al., 2021), and 

responsive customer support (Had & Rashid, 2019) can make a substantial difference. For 

instance, providing support in Bahasa Malaysia, English, and other local languages can 

help cater to a broader user base, making the system more accessible and easier to use 

(Medina et al., 2019; Sanchez-Gordon et al., 2021; Perevalov et al., 2022). 

Social Influence significantly impacts the PU of EFSs in Malaysia. The influence of 

family, friends, colleagues, and even community leaders can play a pivotal role in 

encouraging the system's adoption (Moorthy et al., 2022). Positive endorsements from 

trusted individuals can significantly enhance the perception of the EFS's usefulness in a 

country with strong communal and familial ties (Roder-DeWan et al., 2020). For example, 

if professionals, government officials, or influential community members advocate using 

the EFS, it can lead to higher acceptance and adoption rates among the general public 

(Tilley et al., 2020; Glyptis et al., 2020). 

Facilitating conditions are also critical in the context of Malaysia. Users need to believe 

that there is an appropriate organizational and technical infrastructure to support their use 

of the EFS (Ghasemy et al., 2022). In Malaysia, this means ensuring reliable internet 

services, accessible support channels, and adequate technical resources (Rais et al., 2022). 

The Malaysian government has significantly improved its digital infrastructure (Zainal & 

Zainuddin, 2020). On the contrary, continuous efforts are necessary to ensure that all users, 

including those in rural areas, have access to the EFS (Qadri & Darmawan, 2021). The 
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availability of resources such as help desks, FAQs, and tutorials in multiple languages can 

also enhance users' confidence and PU of the system (Passalacqua et al., 2020; Alsalmi,  

(2020). 

A study by Muljo et al. (2020) identified PU as a critical predictor of intention within the 

TAM Model. When combined with the Expectation-Confirmation Theory (ECT), PU 

proved to be a more reliable predictor of continuous intention than satisfaction (Li et al., 

2022b). Camilleri (2019) further noted that individuals are likely to continue using 

technology when they perceive it as valuable.  

In the context of Malaysia, these findings are particularly relevant given the country's rapid 

adoption of new technologies in various sectors (Sam et al., 2021). For instance, Malaysian 

businesses and educational institutions increasingly integrate digital tools and platforms to 

enhance productivity and learning experiences (Bujang et al., 2020). Alternatively, as 

demonstrated by a study from Mou et al. (2021) using structural equation modeling (SEM) 

to explore factors influencing satisfaction and continuous intention of recommendation 

algorithms, PU did not significantly affect continuous intention within the newsgroup 

context. Instead, it had a significant indirect effect on satisfaction (González‐Rodríguez et 

al., 2019). This nuanced understanding is crucial for Malaysian organizations aiming to 

sustain user engagement with new technologies (Hollebeek et al., 2019). Tung et al. (2022) 

also found that perceived ease of use positively influenced both continuous intention and 

PU, highlighting the importance of user-friendly interfaces and experiences. In Malaysia, 

ensuring that technological solutions are useful and easy to use can significantly impact 

their long-term adoption and success (Lee et al., 2022). 
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According to Rahi et al. (2021) mentioned that the structure of PU toward continuous 

intention involves several stages. Their perception of its usefulness initially influences 

users' decision to adopt the EFS (Gupta et al., 2020b). If the system is perceived as 

beneficial, users are more likely to try it (Bergmann et al., 2023). As users gain experience 

with the EFS, their perceptions of its usefulness can evolve based on their interactions and 

outcomes (Krupitzer et al., 2022). Positive experiences reinforce the belief in its 

usefulness, leading to higher satisfaction levels (Al-Fraihat et al., 2020).  

The satisfaction derived from using the EFS is crucial for PU (Yunusa & Umar, 2020). 

Higher satisfaction levels typically result in a stronger belief in the system's usefulness 

(Ohliati & Abbas, 2019). Additionally, the perceived ease of use is directly linked to PU 

(Ling et al., 2020). If the system is user-friendly, users will find it useful (Tiana et al., 

2019). Outcome expectations, such as faster processing times and fewer errors, also shape 

users' perceptions of the system's usefulness (Sarkar et al., 2020; Amalia et al., 2021; 

Rachmi et al., 2023). 

Alkhawaja et al. (2022) mention that PU is a crucial determinant in the acceptance and 

sustained use of information systems, such as EFSs. Understanding the factors that 

influence this perception can help design more user-friendly and effective systems. The 

primary factors that shape PU include system quality, information quality, service quality, 

and user characteristics.  

System quality is a fundamental aspect significantly affecting users' perceptions of an EFS 

(Al-Okaily et al., 2021). It encompasses various dimensions, such as reliability, 

functionality, and performance. Reliability refers to the system’s dependability, with 
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minimal downtime and errors. Users must trust that the system will perform consistently 

and accurately every time they use it (Chen et al., 2021). Functionality involves the range 

of features and capabilities offered by the EFS. A system that provides relevant and 

valuable functionalities is more likely to be perceived as useful (Lughofer et al., 2021). 

Performance, in terms of speed and efficiency, is also crucial. A system that processes 

information quickly and performs tasks efficiently enhances users' perceptions of its 

usefulness (Ferreira et al., 2023). When users experience a system that operates smoothly 

and meets their needs effectively, they are more likely to find it useful and continuously 

use it (Widodo et al., 2022). 

Another critical factor is information quality, which pertains to the quality of the output 

information provided by the EFS (Timmerman & Bronselaer, 2019; Stawowy et al., 2021; 

Bania & Halder, 2021). This includes accuracy, relevance, and timeliness. Accuracy is 

paramount, as the information the system provides must be correct and free from errors 

(Vermanen et al., 2023). Inaccurate information can lead to incorrect filings, causing 

frustration and a loss of trust in the system (Dhuliawala et al., 2023). Relevance of the 

information is also essential; it must be pertinent to the users' needs and tasks (Pian et al., 

2020). Irrelevant information can clutter the user interface and distract users from their 

primary tasks (Runge et al., 2019). Additionally, the timeliness of the information is 

crucial. In a fast-paced environment, outdated information can lead to poor decision-

making and reduced PU (Trueblood et al., 2020). Users value systems that provide 

accurate, relevant, and up-to-date information, as these attributes directly contribute to the 

system’s overall usefulness (Pankratova et al., 2019; Khong et al., 2023). 
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Service quality involves the support and assistance provided to users of the EFS. This 

includes help desk support and customer service (Rita, 2019). Effective help desk services 

that quickly resolve users' issues and queries significantly enhance PU. Users appreciate 

being able to reach support easily and receiving helpful responses (Al-Hawari & Barham, 

2019). High-quality customer service that is responsive, knowledgeable, and supportive 

can also greatly influence users' perceptions (Moon & Armstrong, 2020). Users with a 

positive customer experience, including efficient problem resolution and clear 

communication, are more likely to view the system as useful (Henkens, 2020). This support 

system reassures users that help is available when needed, making them more confident 

using the EFS (Panagiotakopoulos et al., 2023; Salih, 2022).  

User characteristics play a significant role in shaping PU. Factors such as age, education 

level, and computer literacy can influence how users perceive the EFS (Bitkina et al., 

2022). Younger users might be more comfortable with technology, while older users might 

find new systems challenging to navigate (Juhaňák et al., 2019). Users with higher 

education levels might find it easier to understand and use complex systems than those 

with lower education levels (Tsertsidis et al., 2019). Computer literacy is also a crucial 

factor (Hozore et al., 2021). Users with higher levels of computer literacy are likely to find 

the system more useful as they can navigate and utilize it more efficiently (Lee et al., 

2020b). Conversely, users with limited computer skills may struggle, impacting their 

perception of the system's usefulness (Nguyen et al., 2020). Understanding these user 

characteristics can help design systems that cater to a broader range of users, making the 

system more inclusive and perceived as useful by a diverse user base (Hirschprung et al., 

2020); Bansah et al., 2022). 
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Continuous intention, the intention of users to continue using the EFS in the future, is 

essential for the long-term success and sustainability of the system (Garg et al., 2019). 

Users' overall satisfaction with the EFS significantly influences their intention to continue 

using it. High satisfaction levels lead to a stronger continuous intention (Pang et al., 2020). 

As previously discussed, PU is a well-established predictor of continuous intention. Users 

who perceive the system as useful are prospective to continue using it (Franque et al., 

2020). Trust in the system's security (Choi et al., 2021), privacy (Maqableh et al., 2021), 

and accuracy (Rahman et al., 2022) also influence users' intention to continue using it. 

Trust is built over time through positive experiences and reliable performance (Saoula et 

al., 2023). Similarly, the perceived ease of use encourages continuous use, as users will 

likely stick with a convenient and user-friendly system (Ji et al., 2019; Sheppard et al., 

2019; Cho et al., 2019). 

Previous studies (Bansah & Agyei, 2022; Sun et al., 2019) have identified the PU variable 

as a crucial factor in the acceptance of EFS. This variable provides insight into users' 

attitudes toward new technologies and their willingness to incorporate them into their daily 

routines (Sharit et al., 2022). PU is an essential metric for understanding the TAM Model 

and predicting the success of EFS implementation across different contexts (Potter et al., 

2019). The Davis model elaborates on the relationship between PU and Perceived Ease of 

Use (PEOU) and how these factors influence users' behavioral intention to embrace new 

technology (Sorensen & Jorgensen, 2021). This argument suggests that technology 

acceptance modifies the perceived application or usefulness of the technology (Salloum et 

al., 2019). According to Damerji and Salimi (2021), PEOU reflects the extent to which an 

individual believes that using a particular technology will be free of effort. On the other 
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hand, PU refers to the degree to which an individual believes that using a specific 

technology will enhance their job performance (Nhi & Lam, 2020).  

According to Al-rahmi et al. (2020), the TAM Model advances that the PU of a technology 

is a direct determinant of the intention to use it. Previous studies have demonstrated a 

positive relationship between PU and the ongoing use of various technologies, including 

e-texts (Nazari et al., 2021; Alqahtani et al., 2022; Gashi et al., 2022), instant messaging 

(Marino et al., 2021; Marengo et al., 2021; Chan et al., 2023), mobile service providers (Li 

et al., 2019), online travel services (Ranga et al., (2022), e-learning (Al-Maroof et al., 

2020), and blog learning (Alqahtani et al., 2022; Hai et al., 2022). 

According to Lo et al. (2022), EFS represents a vital technological advancement that 

facilitates the management of documents and data electronically. The modified TAM 

Model by Davis has pinpointed PU as the predominant factor influencing users' intentions 

to continue using such systems (Kalayou et al., 2020). Research focusing on different 

aspects of EFS consistently highlights the significant impact of PU on users’ continuous 

intentions (Foroughi et al., 2019). Conversely, there have been some inconsistencies in 

the findings, as discussed by Akram et al. (2019) and Aji et al. (2020). They also regard 

PU as a crucial factor for continuous intention in the context of EFS. Reflecting its 

importance, the TAM has been widely applied by various researchers, including Granić 

and Marangunic, (2019), Scherer and Teo, (2019), Alsharida et al. (2021), Rosli et al. 

(2022) to explore ongoing objectives related to EFS. 

Habit formation, resulting from repeated use of the EFS, can positively influence 

continuous intention (Dalvi et al., 2022). Habits reduce cognitive load and make the 
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process more automatic (Darejeh et al., 2021). Subjective norms, or the influence of peers, 

family, and society, can also affect users' intentions (Osatuyi & Turel, 2019). If significant 

others endorse and use the system, it reinforces users' continuous intention (Amin et al., 

2022). Finally, facilitating conditions, such as the availability of resources and support for 

using the EFS, impact users' intention to continue using it.  

Good technical support and infrastructure make it easier for users to maintain their usage 

(Tahar et al., 2020). As can be seen, PU is a multifaceted construct that significantly 

impacts users' continuous intention in Malaysia's EFS (Saptono et al., 2023). It is 

influenced by system quality, information quality, service quality, user characteristics, and 

other factors such as satisfaction, trust, perceived ease of use, habit, subjective norms, and 

facilitating conditions (Kamarozaman & Razak, 2021). Understanding and enhancing 

these factors can lead to higher continuous intention and long-term success of the EFS 

(Akram et al., 2019) because the government must improve these dimensions to ensure the 

EFS's sustained adoption and effective use (Dias, 2020). 

2.7 Underlying Theories 

This research section explores the theoretical frameworks employed, including the TRA 

Model, the TAM Model, the DeLone and McLean Information Systems Model of Success 

(D&M IS Model), and the Diffusion of Innovation (DOI) Theory. The Theoretical 

Acceptance Model (TAM) upholds the theoretical basis of PU and the dependent variable 

of PIQ. Put differently, the TAM supports the notion that PU and PIQ are connected.  

In contrast, the TRA, Diffusion of Innovation (DOI) Theory, and D&M Models support 

innovation, trust, and satisfaction (independent and mediating variables). According to 



 

86 

 

Blut and Wang (2019), technology acceptance refers to a person's psychological condition 

concerning their deliberate and voluntary usage of technology. Several models have been 

used to investigate user acceptance and behavior, with original models adapted from the 

TRA, which spawned several competing models regarding technology acceptance as a 

primary determinant of the awareness of technology's applicability (Allam et al., 2019; 

Ilmi et al., 2020). 

According to Taherdoost (2018), acceptance of technology involves how people accept 

certain technologies. The user acceptance of the technology has been further explained as 

a willingness to use ICT to support tasks within the user group (Boer et al., 2019). The 

utilization of technology by a user can be perceived as an act of accepting it. Acceptance 

is also a critical factor in determining technology's success or failure (Al-Nuaimi & Al-

Emran, 2021). Acceptance has been abstracted as a consequence variable for users' 

psychological decision-making in technology (Tao et al. 2020).  

Technology is of slight interest unless recognized, and technology acceptance is vital. 

Increased information supply is the most critical benefit of access to new technologies 

(Tutuhatunewa et al., 2020). Researchers are keen to discover why populations accept 

information technology to improve superior processes for developing, assessing, and 

predicting how users respond to new technologies (Dwivedi et al., 2020). Researchers 

investigate various questions about the technological acceptance of individual user 

features, such as cognitive style to internal beliefs and its effect on user intentions 

(Hamakhan, 2020). This user acceptance of the technology has been modeled and 

projected with hypotheses for the intended intent (Hartmann & Vanpoucke, 2020). 
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Numerous academic studies aim to investigate the utilization, promotion, and 

impediments of technology acceptance (Biswas & Roy, 2018; Nadal et al., 2019; Tsai et 

al., 2019; Salloum et al., 2019; Molino et al., 2020; Dwivedi et al., 2020; Al-Nuaimi & 

Al-Emran, 2021; Tamilmani et al., 2021). One of the key objectives is to explore the 

obstacles and solutions to enhance users' adoption of technology (Nnaji & Karakhan, 

2020). Several researchers have proposed theories and models to predict and clarify 

technology acceptance, accounting for the dynamic nature of the technological and 

environmental landscape (Rahimi et al., 2018; Scherer & Teo, 2019; Al-Tarawneh, 2019; 

Sohn & Kwon, 2020; Feng et al., 2020). Thus, examining and analyzing existing theories 

and technology acceptance developments is crucial to suggest an enhanced framework 

(Wang et al., 2021). 

2.7.1 Technology Acceptance Model (TAM) 

According to Yalcin and Kutlu (2019), The Technology Acceptance Model (TAM) is a 

widely utilized theoretical framework that aims to predict and explain user acceptance and 

usage behavior of technology-based systems. Davis developed it in 1989, and it has since 

been adapted and extended to various technological contexts, including EFS (Alsharida et 

al., 2021). In the case of Malaysia's EFS, TAM can be particularly relevant to 

understanding factors influencing continuous intention, which is the user's decision to 

continue using a system after the initial adoption (Al-Rahmi et al., 2019). 

2.7.1.1 Two Critical Perceptions Form the Core of TAM: 

Initially proposed by Davis in 1986, the TAM has evolved into a prominent theoretical 

framework for understanding and predicting user behavior toward EFS technology 
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(Alsharida et al., 2021). As highlighted by Moslehpour et al. (2018), TAM is a robust 

model for explaining the acceptance and use of technology. Derived from the TRA Model, 

TAM encompasses two critical elements: perceived ease of use (PEOU) and PU (Baki et 

al., 2018). PEOU pertains to an individual's perception of the effortlessness of a system, 

whereas PU relates to the belief that technology will enhance their job performance 

(Zheng & Li, 2020). The model suggests that both PU and PEOU impact users' attitudes, 

which, along with PU and user behavior, determine their intention to use the technology 

(Yu & Jin, 2021). 

PU: This is the degree to which a user believes that using a particular system would 

enhance their job performance or achieve some form of gain (Čevra et al., 2022). In 

Malaysia's EFS, PU might involve beliefs about the efficiency, accuracy, and speed of 

electronically filing tax returns versus traditional paper-based methods (V, 2023). 

Perceived Ease of Use (PEOU) refers to the degree to which a person believes using the 

system would be free of effort (Alsharo et al., 2018). For EFS, ease of use could be 

determined by user-friendly interfaces, the simplicity of navigation, and the availability 

of guidance or support systems (Younas et al., 2021). These perceptions influence the 

user's attitude toward using the technology, which affects the behavioral intention to use 

and, ultimately, the actual usage of the system (Fantinelli et al., 2018; Lee, C. (2020). 

The TAM presents two key cognitive dimensions: PU and PEOU (Quadir & Zhou, 2021). 

According to TAM, the actual usage of an EFS for filling technologies is directly and 

indirectly influenced by user satisfaction, trust, PU, and PEOU (Naidoo, 2022). TAM also 

speculates that external variables impact the user's intent and actual usage through PU and 
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PEOU mediating effects (Naidoo, S. (2022). Figure 2.1 illustrates the original TAM model 

(Davis, 1989). 

 

   
 

Figure 2-1 

Diagram of the TAM 

 

Source: Davis, F. D. (1986). TAM Model for Empirically Testing New End-user 

Information Technology. Unpublished Doctoral Dissertation, MIT.  

 

2.7.1.2 Extensions of TAM in Continuous Intention 

While TAM initially focused on technology acceptance, it has since been extended to 

explain continuous intention by including additional constructs (Naidoo, 2022). This 

extension is crucial for understanding why users continuously engage with a system after 

their initial experience (Hassan et al., 2019). Initially, satisfaction plays a pivotal role in 

determining continuous intention (Nugroho et al., 2019; Bergmann et al., 2023). Once 

users have tried the system, their satisfaction with its performance and outcomes becomes 

a significant determinant of whether they will continue to use it (Huang, 2020). For 

instance, if users are satisfied with Malaysia's EFS due to its efficiency and reliability, 

they are more likely to keep using it (Taherdoost, 2018; Othman et al., 2020; Lim et al., 
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2023). Satisfaction ensures the system meets or exceeds user expectations, fostering 

continuous usage (Li, 2018; Han, 2023; Al-Okaily et al., 2023). 

Li et al. (2021) clarify that perceived value is another crucial construct influencing 

continuous intention. Users often weigh the benefits against the costs associated with 

continuous system use (Hassan et al., 2019). In the case of Malaysia's EFS, perceived 

value can be enhanced by factors such as cost savings from paperless filings and increased 

time efficiency (Santhanamery & Ramayah, 2018). When users perceive that the benefits, 

such as reduced financial and time costs, outweigh the efforts involved, they are more 

inclined to continue using the system (Ji et al., 2019).  

Subjective norms also affect continuous intention (Paftalika & Hananto, 2018). These 

norms refer to the influences from others, including peers, regulatory bodies, or societal 

expectations (Giletta et al., 2021). Subjective norms can play a significant role in contexts 

where compliance and accuracy are crucial, such as inheritance case filings (Gam et al., 

2019). For example, suppose peers or authorities advocate using the EFS (Shang, 2019). 

In that case, users may feel compelled to continue using it to conform to these expectations 

and avoid potential non-compliance issues (Shevchenko et al., 2020). 

Furthermore, trust is a critical factor in digital and online systems (Adjekum et al., 2018; 

Karmarkar & Jenkins, 2019; Chauhan, 2023). Users need to trust the security and privacy 

of the system to continue using it, especially when sensitive financial data is involved 

(Hussain et al., 2019). Trust in the system's ability to protect user information can 

significantly impact the decision to continue its use (Brunotte et al., 2022). For Malaysia's 

EFS, ensuring robust security measures and maintaining user privacy can help build and 
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sustain trust, encouraging continuous usage (Cheryl et al., 2021). While TAM initially 

focused on initial acceptance, its extension includes constructs like satisfaction, perceived 

value, subjective norms, and trust, providing a more comprehensive understanding of 

continuous intention (Mustafa & Garcia, 2021). By addressing these factors, Malaysia's 

EFS can ensure that users not only adopt the system initially but also continue to use it 

over time, thereby achieving long-term success and user loyalty (Taherdoost, 2018b; 

Yaakop et al., 2021; Almaiah et al., 2022; Anuar et al., 2023). 

At the outset of the TAM Model phase, the EFS's ease of handling and robustness is 

reflected in user acceptance, surpassing the TRA Model (Granić et al., 2019). On the other 

hand, this simplicity is often considered a limitation, as practitioners criticize TAM for its 

lack of practical application in complex scenarios (Shachak et al., 2019; Malatji et al., 

2020). Despite these criticisms, TAM demonstrates strong consistency, reliability, and 

validity in explaining its variables (Oturakci, 2018; Jimenez et al., 2020; Balaman et al., 

2021).  

Numerous studies have attributed the model's lower variance explanation to the 

insufficient consideration of external variables beyond the original TAM factors (Moura 

et al., 2020; Sukendro et al., 2020; Mulia et al., 2020; Mesbah & Alfailakawi, 2023). 

Expanding the scope of variables and exploring boundary conditions could enrich the 

TAM theory, providing a more comprehensive understanding of the factors influencing 

the original TAM variables: ease of use and usefulness (Salloum et al., 2019; Na et al., 

2022). 
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Accordingly, while TAM is widely utilized to model EFS and acceptance and has garnered 

significant empirical support, it remains inconclusive and contentious (Esteban-Millat et 

al., 2018; Abuhassna et al., 2023). This ongoing debate suggests numerous promising 

directions for future research. Manis and Choi (2019) highlight that no studies have yet 

integrated the TAM framework with aspects related to system quality and its relevance or 

importance, indicating a need for further research, particularly in the context of EFS in 

Malaysia. In summary, TAM provides a robust framework for understanding the factors 

influencing technology acceptance and continuous use (Ismatullaev & Kim, 2022). In the 

case of Malaysia's EFS, examining these factors through the lens of TAM can help identify 

strategies to enhance user engagement and satisfaction, thereby encouraging sustained use 

of the system (Yaakop et al., 2021). 

2.7.2 Theory of Reasoned Action (TRA) 

The Theory of Reasoned Action (TRA) is a psychological model that offers insights into 

how individuals’ behavioral intentions are shaped (Raut et al., 2020). This makes it highly 

applicable in diverse contexts, including the adoption and continuous use of technological 

systems like Malaysia's EFS (Asiaei & Rahim, 2019; Jalil et al., 2021; Singh & Chan, 

2022). By integrating trust and satisfaction into this model, we can better understand the 

factors influencing users’ intentions to continue using such systems (Ashraf et al., 2020; 

Rahman & Pangendra, 2022). 

2.7.2.1 Understanding the TRA Model 

At its core, the TRA posits that an individual’s behavior is driven primarily by their 

intention to perform the behavior (Ajzen & Kruglanski, 2019). Two main components 
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influence this intention: the individual's attitude toward the behavior and the subjective 

norms surrounding it. The first component, attitude toward the behavior, refers to the 

individual’s evaluation of engaging in the behavior based on their beliefs about the 

expected outcomes and the value they place on them (Hagger et al., 2022). The second 

component, subjective norm, involves the perceived social pressures to perform or not 

perform the behavior, which is influenced by the expectations of important others and the 

individual’s motivation to comply with these expectations (Theriault et al., 2019; Kim et 

al., 2019a). As Jiang and Lau (2021) said when applying the TRA to Malaysia's EFS, 

particularly concerning users’ continuous intention, it is essential to consider how trust 

and satisfaction play pivotal roles in shaping attitudes and norms. 

2.7.2.2 The Role of Trust 

Trust significantly impacts users' attitudes toward the EFS (Zhou et al., 2018; Santa et al., 

2019). When users trust that the system is secure (Hussain et al., 2020), reliable (Chen et 

al., 2021), and protects their privacy (Sun, 2019; Esposito et al., (2022), their overall 

evaluation of using it will likely be positive. This trust is not only based on their direct 

experiences but also on the system's reputation and the perceived competence of the 

authorities managing it (Wong et al., 2020). Furthermore, trust can influence subjective 

norms; if key influencers or regulatory bodies endorse the system's security and reliability, 

users may feel a more assertive social obligation to use it due to these endorsements (Hu 

et al., 2019; Weismueller et al., 2020; Teichert et al., 2021). 
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2.7.2.3 The Impact of Satisfaction 

Satisfaction acts as a bridge between initial use and continuous intention (Bergmann et 

al., 2023). Users who are satisfied with their experience of the system in terms of ease of 

use, efficiency, and outcome are more likely to develop a positive attitude towards its 

continuous use (Huang, 2020). Satisfaction thus not only reinforces the initial positive 

attitude and serves as a mediator; it helps sustain the intention to continue using the system 

by continuously meeting or exceeding user expectations (Razak et al., 2021). 

2.7.2.4 Linking Trust and Satisfaction to Continuous Intention 

As Cao et al. (2018) explain, the interconnectedness of trust and satisfaction with 

continuous intention can be articulated through their direct and indirect impacts on the 

components of TRA. Trust enhances the users’ attitudes and compliance with subjective 

norms, thus directly promoting a stronger intention to continue using the system (Yasa et 

al., (2022). On the other hand, satisfaction reinforces positive attitudes by confirming that 

the system is beneficial, further strengthening the intention to use it continually (Hsieh, 

2018).  

Ahmadvand (2020) identified two primary approaches for understanding user intent 

within the context of EFS. One approach emphasizes focusing on specific variables, such 

as creating a straightforward, well-designed online EFS platform and ensuring secure 

transactions, which are crucial to user satisfaction. Instead, satisfaction alone does not 

always translate into user loyalty (Oktavia, 2023). Personalization efforts and enhancing 

the social value of online interactions are essential for fostering strong user relationships 

in the digital realm (Shanahan et al., 2019).  
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Further research supports the notion that user groups and tailored systems significantly 

influence the interaction with system services, particularly among experienced Internet 

users (Troussas et al., 2021). Trust-building services in the marketing context can also 

enhance the perceived value of EFS, converting satisfied users into loyal customers 

(Sarkar et al., 2020). The online environment offers numerous opportunities to build trust, 

and offline offerings can also benefit from support through web-based filing services 

(Mas'ud & Umar, 2019). 

Fuchs (2023) also posited that this theory could be applied to innovative technology 

decision-making strategies to conceptualize human behavioral patterns. This perspective 

suggests that behavioral intentions, such as using an innovative system, drive actions (Al-

Rahmi et al., 2019). These intentions are influenced by an individual's attitude toward the 

behavior, satisfaction with the behavior's performance, and perception of the behavior's 

ease of execution (Kashive et al., 2020). 

Apostolou et al. (2020) introduced a model in Figure 2-2, adapted to suit the attributes of 

online group sources from four different references. As shown in the figure, primary 

literature sources were integral to this adaptation.  
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Figure 2-2 

Model for The Satisfaction And Continuous Use Of The Online Community. 

 

For instance, the design of this model integrates two proposed dependent variables: 

continuous usage and satisfaction with online filing. These dependent variables were 

suggested by Lin and Lee (2006b) and DeLone and McLean (2003). Each building block 

of the model is tailored to the study context and discussed in detail below. System 

efficiency is a crucial component of this model (Trivena et al., 2019). It encompasses how 

users view and communicate as simply as possible with the EFS (Trivena & Silintowe, 

2019). In other words, systems efficiency is concerned with the usability and accessibility 

of the EFS, ensuring that users can navigate and interact with the system with minimal 

effort (Kaplan et al., 2020). This aspect is critical because an efficient system enhances 

user experience, increasing satisfaction and continuous use (Kheder, 2023). 
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Next, the quality of information within the EFS is paramount (Bakar et al., 2018; Millenia 

et al., 2022; Haruna et al., 2023). This refers to how trustworthy, precise, comprehensive, 

and appropriately formatted the information stored in the filing system is, as perceived by 

its users (Nugroho et al., 2018). High-quality information is essential because it ensures 

users can rely on the data for their needs (Arsalaan et al., 2021). Trustworthy and well-

organized information contributes to the credibility of the EFS and fosters user confidence 

in the system (Zloteanu et al., 2018).  

Subsequently, the subjective norm plays a significant role in user acceptance of the EFS 

(Mishra et al., 2021). This norm is when users realize that others think the online network 

platform can be used (Chen et al., 2021). The social pressure or influence exerted by peers, 

colleagues, or superiors encourages users to adopt and use the EFS (AbuAkel & Ibrahim, 

2023). When users perceive that using the EFS is supported and endorsed by others, they 

are likelier to adopt the system (Carter et al., 2019). 

Furthermore, PU is a key determinant of user adoption and continuous use of the EFS 

(Baki et al., 2018). This concept is defined as the users’ belief that they can complete their 

tasks using the EFS (Veeramootoo et al., 2018). When users perceive the EFS as a 

valuable tool that enhances their productivity and helps them achieve their goals, they are 

more likely to use the system consistently (Firdausi & Wulandari, 2023). This perception 

of usefulness directly influences their satisfaction and intention to continue using the EFS 

(Widjaja & Widjaja, 2022).  

Additionally, academic research indicates that trust in social web platforms is determined 

by users' confidence in the EFS's competence, integrity, and benevolence (Zhang & Li, 
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2019). Trust is fundamental in adopting any online system, including the EFS (Nisha et 

al., 2018). When users trust the system, they believe it will perform as expected, safeguard 

their information, and act in their best interests (Yu et al., 2018). The EFS's consistent and 

reliable performance builds this trust over time (Adjekum et al., 2018). 

Apostolou et al. (2017) also discussed satisfaction with the EFS. Satisfaction refers to how 

users react to the online filing performance. Several factors influence satisfaction, 

including system efficiency, information quality, PU, and trust. Users are satisfied with 

the EFS continuously using the system and recommend it to others. Finally, online filing 

shall be the reason for continuous use if the user desires to stay with the services. 

Continuous usage is the ultimate goal of any online system, including EFS. When users 

find the system beneficial, trustworthy, and satisfying, they will likely remain loyal and 

continue using the EFS. This continuous use is crucial for the long-term success and 

sustainability of the system. 

Furthermore, Apostolou et al.'s (2017) model provides a comprehensive framework for 

understanding the factors influencing the adoption and continuous use of an EFS (Oni et 

al., 2020). The model offers valuable insights into designing and implementing effective 

EFS by integrating systems efficiency, information quality, subjective norm, PU, trust, 

and satisfaction (Al-Fraihat et al., 2020). These factors are interconnected and collectively 

contribute to the overall success of the EFS in meeting user needs and expectations 

(Mangoting et al., 2019). 

In essence, the expanded application of the TRA Model to understand the continuous 

intention in the context of Malaysia’s EFS demonstrates how integral elements like trust 
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and satisfaction are in shaping user behavior (Zhou et al., 2018). By fostering a 

trustworthy environment and ensuring user satisfaction, the system can secure a high rate 

of continuous use (Ashraf et al., 2020). This understanding is crucial for policymakers and 

system administrators aiming to enhance the effectiveness and user engagement of e-

government services (Camilleri, 2019). Through such insights, strategies can be designed 

to attract new users and retain existing ones by reinforcing their positive attitudes and 

adherence to favorable subjective norms (Tan et al., 2018; García et al., 2019; Hossain et 

al., 2019; Chen et al., 2019; Kim et al., 2021; Yasa et al., 2022; Bashir et al., 2022) 

2.7.3 DeLone & Mclean IS Success Model (D&M Model) 

The DeLone and McLean Information Systems (IS) Success Model, often referred to as 

the D&M Model, provides a robust framework for evaluating the myriad factors defining 

information systems' success (Jeyaraj, 2020; Sabeh et al., 2021; Pour et al., 2021). 

Developed in 1992 and subsequently refined in 2003, this model is particularly pertinent 

when analyzing users' continuous intention within systems like Malaysia's EFS, where the 

roles of trust and satisfaction are paramount (Zhou et al., 2018). 

Since its initial introduction in 1992 and subsequent update in 2003, the D&M model has 

been extensively evaluated for its effectiveness in explaining user behaviour across 

different settings (Pour et al., 2021). Developed by DeLone and McLean, this model has 

been examined by numerous researchers, including Hase and Bansal (2020), Feng et al. 

(2022), Ghaemmaghami et al. (2022), Liao et al. (2022) and Erdoğan (2023). According 

to DeLone and McLean's (2003) findings, the D&M model is applicable in assessing the 

effectiveness of EFS in facilitating communication and transmitting information to 
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decision-makers through online service portals (Iqbal et al., 2023). Consequently, it can 

be deduced that users' expectations regarding website quality and satisfaction levels will 

affect their intention to utilize online community services (Cheng et al., 2020). 

Nevertheless, there is a scarcity of research exploring how the different components of the 

D&M model influence the decision to continue using EFS specifically (Cheng et al., 2020; 

Hossain & Kim, 2020; Pratiwi et al., 2021; Sadiq et al., 2022). 

As Ibrahim et al. (2021) explain, DeLone and McLean updated the model in 2002 after 

ten years of analysis of the previous theory, and it relied on many benefits (see Figure 

2.3). A new 'service quality' variable was implemented in the latest model to express the 

need to calculate support for the implementation of IS and the will to use an attitude of 

the users instead of using it (Sorongan & Hidayati, 2020). The final model was fused into 

one of the latest 'net benefits,' which was the personal effect and organizational impact 

(Aranibar et al., 2022). 

 

 
Figure 2-3 

DeLone and McLean IS success model (2002) 
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The D&M Model provides a nuanced framework for evaluating the effectiveness of 

information systems (Sabeh et al., 2021). When applied to Malaysia's EFS, incorporating 

variables such as PIQ, innovation, PU, trust, and satisfaction can yield insightful 

perspectives on users' continuous intention and their likelihood of ongoing system use 

(Foroughi et al., 2019). PIQ stands as a crucial component of the D&M Model (Lutfi et 

al., M. (2022). It reflects users' evaluation of the system's outputs, including accuracy, 

relevance, timeliness, and completeness (Pratomo et al., 2023). In an EFS, where accuracy 

and reliability are paramount, high PIQ assures users that they can trust the data used for 

their case submissions (Mas'ud & Umar, 2019). Consequently, when users perceive the 

information as high-quality, it minimizes errors and the need for rework, enhancing their 

satisfaction and encouraging their intention to continue using the system (Masri et al., 

2019; Han, J. (2023). 

Moreover, innovation within the EFS can significantly affect user perceptions (Ciuchita 

et al., 2019). This could include integrating new features like real-time data processing or 

artificial intelligence for error checking to enhance user experience and system 

performance (Zheng et al., 2019). The system's PU is enhanced as it becomes more 

effective and easier to use (Alsharo et al., 2018). Consequently, as users find the system 

more aligned with their needs and expectations, their satisfaction and trust in the system 

are expected to increase (Santa et al., 2019). Furthermore, the system's PU, which stems 

from users' beliefs about how the system improves their task performance or efficiency, 

is closely linked to these innovations (Ambalov, 2021). Users will recognize its practical 

benefits if the system simplifies and accelerates the case filing process (Enríquez‐de‐

Salamanca, 2021; Ostapiak, 2023). This recognition, in turn, significantly influences their 
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decision to continue using the system because they appreciate the tangible advantages it 

provides in simplifying a traditionally complex process (Ji et al., 2019; Hassan et al., 

2019). 

The advent of the Internet has significantly reshaped the behavior of businesses and 

services, transforming markets, segments, and companies (Sharma et al., 2023). The 

innovative economy now requires exploiting new models and paradigms (Burlov, 2023). 

Information technology (IT) in EFS has become the driving force behind businesses and 

markets, with the Internet serving as a powerful and ubiquitous communication tool in the 

modern economy (Mgunda, 2019). This transformation has led to substantial fluctuations 

in traditional industries and companies (Savastano et al., 2019). To navigate these 

changes, companies strive to understand and measure the impact of IT, enabling them to 

make informed decisions about critical innovations (Dong et al., 2021; Usai et al., 2021). 

Despite these advancements, fundamental business principles remain unchanged (Han et 

al., 2021). The core tenets of the economy have not been rewritten; a firm's long-term 

success or failure is still determined by its ability to generate positive net profits (Guo et 

al., 2020). Additionally, the essential role of IT in facilitating transactions and providing 

decision-makers with relevant information persists (Veranita, 2018). Yet, contemporary 

decision-makers now include both internal and external clients (AbuAkel & Ibrahim, 

2023). Although the pace and extent of change may be significant, IT continuously 

pursues the same goals and objectives (Tahar et al., 2020; Muravskyi et al., 2023). 

Additionally, trust is critical, especially in systems that handle sensitive information such 

as personal and financial data (Kalloniatis et al., 2019). Trust is primarily influenced by 
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the system’s reliability, security measures, privacy policies, and the perceived integrity of 

its management (Wei et al., 2022). When users trust that their information is secure and 

that the system operates reliably, their anxiety about potential data misuse diminishes 

(Esposito et al., 2022). This confidence encourages more profound engagement with the 

system, reinforcing their intention to continue its use (Abusamhadana et al., 2019). Next, 

user satisfaction, influenced by the quality of the system and the benefits perceived by 

users, is a direct predictor of continuous intention (Kuo & Hsu, 2022). Satisfaction arises 

when users feel the system is reliable, easy to use, effectively supported by customer 

service, and fair in processing their filings (Oktavia, 2023). Thus, a satisfied user is more 

likely to reuse the system, recommend it to others, and depend on it for future tasks, which 

promotes the long-term success and adoption of the system (Pańkowska et al., 2020; 

Mohanty et al., 2022). 

As Veeramootoo et al. (2018) write, these variables PIQ, innovation, PU, trust, and 

satisfaction are interconnected and dynamically influence one another. For instance, 

innovation enhances PIQ, boosting PU (Al-Bashayreh et al., 2022). This enhanced PU and 

high information quality build trust, increasing user satisfaction (Saptono et al., 2023). 

Consequently, this satisfaction positively impacts continuous intention, completing the 

cycle of EFS success (Geebren et al., 2021). 

According to DeLone and McLean (2003), user satisfaction is pivotal to the success of 

EFS. Satisfaction is defined as the user's comprehensive experience with EFS over time. 

In their model, Teo et al. (2008) also underscored the importance of satisfaction in 

determining EFS success, highlighting it as a critical factor in users' intention to continue 

using the system. Numerous studies have shown that satisfaction significantly influences 
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EFS acceptance and continuous intention (Al-Samarraie et al., 2018). For instance, Singh 

et al. (2018) conducted a survey that emphasized the essential role of satisfaction in 

adopting and utilizing large-scale e-government services. This study illustrated how a 

government tailored its services to meet users' needs (Sachan et al., 2018; Santa et al., 

2019; Desmal et al., 2022; Huda et al., 2022). 

Several studies have established that user satisfaction is critical in influencing the intention 

to continue using various EFS, including those beyond the e-government context (Rahman 

et al., 2018; Akram et al., 2019; Santhanamery & Ramayah, 2019; Hambali, 2020; 

Pramanita & Rasmini, 2020; Rahman & Pangendra, 2022). This revealed that user 

satisfaction in e-learning environments positively relationship with intending to persist 

(Rajeh et al., (2021). Similarly, Ejdys (2022) found that satisfaction significantly impacts 

the intention to continue. Additionally, Fu and Li (2020) and Fu et al. (2021) noted that if 

users are dissatisfied with the system, they might discontinue its use, even if they hold 

favorable opinions about other system components. 

It can be concluded that adapting the D&M Model to include these variables for 

Malaysia’s EFS reveals that improving these aspects can significantly influence user 

engagement and continuous intention (Rahi & Ghani, 2019). These areas enhance 

individual satisfaction and trust and increase the system's overall efficacy and perceived 

utility, contributing to its enduring success and widespread adoption (Leong et al., 2020; 

Nordin et al., 2022). 
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2.7.4 Diffusion of Innovation (DOI) Theory 

The Diffusion of Innovations (DOI) theory, as articulated by Everett Rogers in 1962, is 

instrumental in understanding the adoption and propagation of new technologies and ideas 

(Yu et al., 2020). When applied to Malaysia's EFS, this theory illuminates the pathways 

through which technological enhancements in EFS are adopted and their subsequent 

effects on users' intentions to continue using the system (Trischler et al., 2020). This essay 

will delve into the structure and relationships within the DOI framework, focusing mainly 

on the roles of trust and satisfaction in influencing continuous intention (Trischler et al., 

2020). 

As Abosede (2020) mentioned, At the core of DOI theory are several key components: 

the innovation itself, communication channels, time, and the social system within which 

it is introduced. In Malaysia's EFS, "innovation" encompasses any new features or 

improvements made to the system, such as enhanced security measures or user interface 

optimizations (Jalil et al., 2021, pp. 253 - 267). The communication channels refer to the 

methods used to inform and educate users about these changes, including online resources, 

direct emails, or instructional videos (Adnan et al., 2019). The time component relates to 

the pace at which these innovations are adopted by users (Isa et al., 2021), and the "social 

system" denotes the community of system users, including individual taxpayers, 

businesses, and tax professionals (Nurdin et al., 2022, pp. 1-31). 

The adoption process follows a sequence of stages: knowledge, persuasion, decision, 

implementation, and confirmation (Mashabela & Kekwaletswe, 2020). Initially, users 

become aware of the new system enhancements (knowledge), which leads them to form 
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opinions about the system (persuasion) (Sheng et al., 2023). Based on this evaluation, they 

decide whether to adopt the system (decision), integrate it into their daily routines 

(implementation), and finally seek validation for their choice (confirmation) (Khlil et al., 

2023). Throughout this process, the roles of trust and satisfaction are paramount 

(Miftarević & Paliaga, 2021). 

Trust and satisfaction significantly mediate the relationship between the diffusion of the 

new system and users' continuous intentions (Cao et al., 2018). Trust is primarily built on 

the perceived security and privacy of the system, where users need to feel confident that 

their sensitive data is well-protected (Jiang & Lau, 2021). Additionally, the reliability of 

the system and its ability to perform consistently without errors bolsters users' trust (You 

et al., 2018). On the other hand, satisfaction stems from a positive user experience 

characterized by ease of use and the efficient accomplishment of desired tasks (Mahmudah 

& Kartikaningdyah, 2020). It is also influenced by the system's ability to meet or exceed 

user expectations in handling their filing requirements (Khaddafi et al., 2018; Yudha et 

al., 2021; Setyoko et al., 2023). 

Integrating trust and satisfaction into the DOI framework provides a comprehensive 

understanding of their impact on continuous intention (Zhou et al., 2018). Trust 

encourages users to keep using the system by instilling confidence in its capabilities and 

security (McCole et al., 2019). Typically, satisfaction with the system promotes habitual 

use and positive word-of-mouth recommendations, further reinforcing the decision to 

continue using the system (Martín-Velicia et al., 2022). This suggests that trust and 

satisfaction are critical for ensuring the long-term adoption and success of the EFS 

(Ahmad et al., 2018; Tam et al., 2019; Yunusa et al., 2020; Hooda et al., 2023). 
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To summarise, the DOI Theory offers a robust framework for examining the spread and 

acceptance of new technologies within Malaysia's EFS (Mamun, 2018). Trust and 

satisfaction emerge as crucial factors that influence the continuous intention of its users 

(Zhou et al., 2018). By continuously enhancing the system's features, effectively 

communicating these changes, and ensuring high levels of user satisfaction and trust, the 

system can maintain a high rate of continuous use (Cao et al., 2018). Thus, understanding 

and implementing strategies based on the DOI framework can significantly benefit the 

administration and future development of Malaysia's EFS (Bokolo et al., 2020; Ghasemy 

et al., 2022). 

2.8 Research Framework 

In Malaysia, this research explores the factors influencing users' willingness to continue 

using online filing services, particularly the EFS (Mohamed et al., 2018). The primary aim 

of this study is to shed light on the elements that affect users' decisions to persist with 

electronic government services like EFS through empirical research (Almaiah et al., 

2022). Previous studies have pinpointed several determinants that influence users' 

continuous intentions (Veeramootoo et al., 2018; Akram et al., 2019; Ogedengbe & Talib, 

2020). Ng et al. (2019) devised a research methodology to accomplish their objective by 

employing the TAM Model as their main theoretical framework (Chen et al., 2019; 

Ashrafi et al., 2020; Mustafa et al., 2021). They also considered PIQ, trust, innovation, 

usefulness, and satisfaction.  This empirical finding is associated with a new research 

model, as shown in Figure 2.4 below. 
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Figure 2-4 

Research Framework 

 

The research's theoretical foundation involves exploring the suggested links between 

variables substantiated by previous research and scholarly agreement. The study's 

hypotheses are based on this framework, established after thoroughly examining the 

research inquiries, problem description, study objectives, and current literature. The 

continuous intentions, which served as the dependent variable, were influenced by 

viewpoint, PIQ, trust, innovation, and PU. On the contrary, the research indicates that 

satisfaction is the mediator in this relationship. 

As Mackinnon et al. (2019) suggest, a mediating relationship clarifies how and why two 

variables are connected. Specifically, the mediator elucidates the intermediary mechanism 

that connects the independent variable to the dependent variable (Yoon, 2020). The core 

concept behind a mediating relationship is that the independent variable affects the 
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mediator, which, in turn, acts as the dependent variable (Cheung, 2020). In this context, 

the mediator is often called an intervening or indirect variable (Guo et al., 2022). While 

the independent variable directly influences the mediator, it can also affect the dependent 

variable simultaneously (Liu et al., 2021). Especially, complete mediation occurs when 

the independent variable's impact on the dependent variable is entirely nullified (Feingold 

et al., 2019). For example, a cause-and-effect relationship can be observed in how a 

student's notetaking during class (independent variable) impacts their performance on a 

test (dependent variable) (Liang et al., 2018). In this scenario, studying for the test is a 

mediator in assessing these linkages. 

2.9 Hypotheses Development 

A hypothesis is an educated guess about the connection between two or more variables 

grounded in the theoretical framework established by prior studies (Usami et al., 2019). 

This study's hypothesis was based on findings from related studies. 

2.9.1 Relationship Perceived Information Quality (PIQ) and Continuous Intention 

to Use 

Understanding the dynamics of PIQ and its impact on continuous intention to use 

Malaysia’s EFS is crucial for enhancing user engagement and system effectiveness (Laila 

et al., 2022). This study explores this relationship through the TAM Model, elucidating 

how PIQ continuously influences users’ decisions to engage with the system. As Machdar 

(2019) mentioned, PIQ, in the TAM framework, significantly affects PU and ease of use. 

PIQ, encompassing dimensions such as accuracy (Baby & Kannammal, 2020), relevance 

(Supriadi et al., 2019), timeliness (Sulaiman et al., 2022), and completeness (Tseng et al., 
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2021), is a foundational aspect that determines how users perceive the effectiveness of the 

EFS. When the information the system provides aligns well with these quality dimensions, 

it enhances the PIQ of the degree to which a person believes using a particular system 

would enhance their job performance (Maamari & Chaanine, 2018; Lee et al., 2020; Woo, 

2023; Zamir, 2023). 

Furthermore, continuous intention to use the system, a key outcome in TAM, hinges on 

these perceptions of usefulness and ease of use (Vanduhe et al., 2020). Continuous 

intention represents the likelihood of continuous use based on the user's current 

experiences with the system (Franque et al., 2020; Jo, 2022). It is driven by the satisfaction 

derived from the system’s utility and the ease with which the user can operate it (Kim & 

Song, 2021). In contexts like Malaysia’s EFS, where accurate and efficient information 

processing is paramount, the quality of information plays a critical role in sustaining user 

engagement (Bakar & Melan, 2018; Abusamhadana et al., 2019; Windriati et al., 2021; 

Rosman et al., 2023). 

Under the lens of TAM, the relationship between PIQ and continuous intention posits that 

high PIQ positively influences PU, directly impacting the user's intention to continue 

using the system (Ramkumar et al., 2019). Additionally, when users perceive that high-

quality information makes the system easy to use, it further strengthens their continuous 

intention (Vanduhe et al., 2020). This dual pathway highlights how both dimensions of 

TAM mediate the effect of PIQ on continuous intention (Fathali & Okada, 2018; Almaiah 

& Alismaiel, 2018). 



 

111 

 

Based on related research, the hypotheses formulated for this study suggest that higher 

PIQ will positively affect PU, leading to a greater intention to continue using the system 

(Alkhawaja et al., 2022). PIQ will enhance perceived ease of use, which, in turn, positively 

impacts continuous intention (Jatimoyo et al., 2021; Laksamana, et al., 2022; Olivia & 

Marchyta, 2022). These hypotheses aim to capture the direct and indirect influences of 

PIQ on user behavior, emphasizing the comprehensive role of information quality in 

shaping user perceptions and intentions within the TAM framework (Stal & Paliwoda-

Pękosz, 2018; Tao et al., 2020; Wong & Jensen, 2020; Saif et al., 2024). Leveraging the 

TAM Model to investigate the relationship between PIQ and continuous intention offers 

valuable insights into user behavior in Malaysia's EFS (Chen et al., 2019). By ensuring 

high PIQ, the system meets user expectations in terms of usefulness and ease of use, 

thereby promoting a more sustained interaction with the technology (Sheppard & Vibert, 

2019; Albayrak et al., 2021; Ullah et al., 2021). Future research could expand on this 

model by incorporating additional factors such as user trust and system reliability to 

provide a more detailed understanding of what drives continuous intention in technology 

acceptance scenarios (Mas'ud & Umar, 2019; Yan et al., 2021b; Tseng et al., 2022; Lutfi, 

2022; Sharma & Saini, 2022). 

The literature review and discussion have shown a direct relationship between PIQ and 

continuous intention. It is likely that users' PIQ significantly influences the effectiveness 

of the EFS in Malaysia (Vafaei-Zadeh et al., 2020; Ismail, 2021; Dzulkepli et al., 2021; 

Soong et al., 2021; Apsari et al., 2023). Alternatively, according to Osman et al. (2022), 

Latip et al. (2020), Dzulkepli et al. (2021), Andela and Irawati (2021), Nusa and Dubovick 

(2021), Ismail et al. (2021c); Ghani et al. (2022) and Kamarulzaman et al. (2022) have 
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mentioned that PIQ has not been adequately used in previous studies to assess EFS's 

continuous intention. It follows that this research investigates the relationship between 

PIQ and continuous intention using the EFS service in Malaysia. 

H1a: The PIQ and the EFS continuous intention are positively related.  

2.9.2 Relationship Trust and Continuous Intention to Use 

The TRA Model offers a compelling theoretical framework to analyze how trust 

influences continuous intention within Malaysia's EFS (Talwar et al., 2020; Alam et al., 

2021b; Ma et al., 2022). This thesis elaborates on the structure of trust and its linkage with 

continuous intention and integrates insights from related studies to form a hypothesis 

under the TRA umbrella (Pinem et al., 2018; Arfansyah & Marsasi, 2023). Trust in an 

EFS context refers to users' belief in the system's reliability, security, and competence to 

manage their data effectively (Mas'ud & Umar, 2019). It is pivotal, particularly in online 

systems where sensitive information, like financial or personal data, is processed (Nisha 

et al., 2018; Bayaga et al., 2020; Didi et al., 2023). Trust ensures a reduced perceived risk 

and an increase in the likelihood of system use, which is crucial in contexts requiring high 

stakes and confidentiality, like case filings (Merhi & Ahluwalia, 2019; Kaur, S & Arora, 

2020). 

Within the TRA framework, continuous intention is influenced by attitudes toward 

behavior (system use) and subjective norms (Nguyen et al., 2018; Barbera & Ajzen, 2020; 

Soong et al., 2020; Lingga et al., 2021). However, trust modifies these attitudes by 

enhancing confidence in the system's use, influencing the intention to continue using the 

system (Wiczorek & Meyer, 2019; Legood et al., 2020). In EFS, where ongoing 
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interaction is required over multiple periods, trust can significantly determine the long-

term engagement of users with the system (Mas'ud & Umar, 2019; Lukman et al., 2020; 

Ma et al., 2022). The relationship between trust and continuous intention in TRA posits 

that trust directly impacts users' attitudes toward using the system (Goode, 2018; Zhou et 

al., 2018; Truong et al., 2019; Jiang et al., 2021). When users trust an EFS, they develop 

a positive attitude toward its usage because they believe it will not fail, misuse their 

information, or expose them to unnecessary risks (Masri et al., 2019; Anggrayani & 

Suprapti, 2019; Liu, 2020; Ahmad et al., 2023). This positive attitude fosters a stronger 

intention to continue using the system (Poromatikul et al., 2019; Handarkho, 2020; 

Fitriana & Kusumawati, 2020; Ambalov, 2021a).  

Furthermore, trust can influence subjective norms by affecting how users perceive others’ 

views about the system’s use (Ismail et al., 2019; Jatimoyo et al., 2021). If a system is 

widely trusted, it is probably more accepted among peers, positively influencing 

individual users’ continuous intentions (Yasa et al., 2020). 

Drawing from related studies, the hypothesis for this examination could be structured as 

follows: Trust in Malaysia's EFS positively influences users' attitudes towards its usage, 

enhancing their continuous intention to use the system (Zainudin et al., 2020; Sabarudin 

et al., 2021; Widiantoro et al., 2022; Rahim et al., 2023). This hypothesis suggests a direct 

pathway from trust to attitudes and from attitudes to continuous intention, aligning with 

the TRA’s emphasis on the rational processing of behavioral outcomes.  

As described, exploring trust within the TRA framework highlights its critical role in 

shaping user attitudes and continuous intention in Malaysia’s EFS (Raman, 2019; 



 

114 

 

Zainuddin et al., 2022). Trust fosters a conducive environment for recurring use and 

enhances user compliance and satisfaction (Yudha et al., 2021). By strengthening trust, 

the system can ensure higher user retention and more efficient long-term engagement 

(Adjekum et al., 2018). Future studies might explore integrating additional variables, such 

as individual user differences or external environmental factors, that could influence the 

trust-continuous relationship further, providing a more holistic understanding of user 

behavior in EFS (Santhanamery & Ramayah, 2018; Mas'ud et al., 2019; Yuan et al., 2020). 

One way to put this is as follows: 

H1b: The trust and the EFS's continuous intention are positively related. 

2.9.3 Relationship Innovation and Continuous Intention to Use 

Everett Rogers introduced the DOI Theory, which provides a robust framework for 

analyzing how technological advancements are adopted and maintained over time (Yuan 

et al., 2020). This study examines how innovation characteristics influence users' 

intentions to continue using Malaysia's EFS, employing DOI to understand these 

dynamics (Al-Rahmi et al., 2019; Uyob et al., 2023; Simorangkir & Fakhrorazi, 2023). 

The theory identifies several attributes of innovation, such as relative advantage (Ooi et 

al., 2018), compatibility (Roberts & Flin, 2019), complexity (Duzenli et al., 2019), 

trialability (Park & Choi, 2019), and observability (Chavas & Nauges, 2020), that 

significantly impact an individual's decision to adopt and continuous using a technology. 

In the context of Malaysia's EFS, these attributes are crucial in shaping the continuous 

intention of its users (Foroughi et al., 2019; Yan et al., 2021). 

Sujana and Yusni (2024) mentioned that relative advantage, the perception of the benefits 
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of the EFS compared to previous methods, plays a pivotal role in users' decision to 

continue its use. The more users perceive the system as beneficial in efficiency, cost-

effectiveness, and user satisfaction, the more likely they are to sustain its usage (Osang 

et al., 2021; Ferreira et al., 2023). This advantage directly relationship with increased 

user engagement and satisfaction, driving continuous intention (Hassan et al., 2019). 

Besides, compatibility also greatly influences user retention (Oktavia, 2023). When the 

EFS aligns well with the users' existing values, past experiences, and needs, fitting 

seamlessly into their daily routines without demanding significant behavioral changes, it 

enhances the likelihood of continuous use (Pramanita & Rasmini, 2020). The system’s 

ability to integrate easily with existing workflows without disruptive changes encourages 

users to maintain their interaction with the technology (Mahmudah et al., 2020; Yudha 

et al., 2021). 

Alternatively, complexity has an inverse relationship with continuous intention 

(Foroughi et al., 2019; Franque et al., 2020). A system perceived as easy to understand 

and use encourages ongoing engagement, whereas a complex system might deter 

continuous use (Ding, 2019). As a result, simplifying the EFS to enhance its usability 

can be crucial for fostering long-term user engagement (Farzandipour et al., 2018; Issa 

et al., 2022). Next, trialability allows users to experiment with the system on a limited 

basis and mitigates uncertainties about the new technology (Şehbenderoğlu, 2019). This 

attribute lets users assess the system’s effectiveness and ease of use firsthand, which can 

positively influence their decision to continue its use (Aziz & Wahid, 2020). 

Experiencing the system's benefits firsthand encourages users to adopt the technology 

for long-term use (Sugandini et al., 2019). 
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Observability is the degree to which the system's benefits are visible or noticeable to 

others, which also affects continuous intention (Veeramootoo et al., 2018). Users 

observing the system's positive outcomes through their peers or visible results reinforces 

the system’s value and encourages continuous use (Saptono et al., 2023). Based on these 

observations, the hypothesis for this study suggests that a stronger perception of these 

innovation characteristics will correlate with a higher continuous intention among users 

(Akram et al., 2019). Previous research supports this hypothesis, indicating that favorable 

perceptions of innovation attributes are closely linked with increased user engagement 

and a solid commitment to a system (Ding, 2019; Jahanmir et al.,2020; Lee et al., 2021). 

In summary, Al-Rahimi et al. (2019) write that applying the DOI in this context provides 

significant insights into the factors influencing the sustainability of technological 

systems, such as Malaysia's EFS. Enhancing the perceived attributes of innovation can 

significantly influence users' intentions to continue using the system, ensuring its 

effectiveness and long-term viability (Asadi et al., 2020). Further research could explore 

how other factors, such as demographic characteristics or previous technology 

experiences, interact with these innovation attributes to affect user behavior and system 

adoption (Chawla & Joshi, 2018; Khatri et al., 2018; Singh et al., 2020). 

It can be hypothesized that user innovation significantly enhances satisfaction and the 

desire to continue using EFS (Al-Samarraie et al., 2018; Wang & Lee, 2020; Su et al., 

2020; Salleh & Razak, 2021). Conversely, there is limited empirical research on the 

relationship between innovation characteristics and continuous (Wikhamn, 2019; Wan 

et al., 2020; Soong et al, 2021; Aulia & Purmono, 2023; Han, 2023). Given Malaysia's 

unique environment and user base, it is crucial to investigate the factors influencing the 
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continuous use of EFS (Aziz & Wahid, 2018; Bakar & Melan, 2018; Mohamed et al., 

2018; Shuib et al., 2019; Kang et al., 2020; Alias & Ibrahim, 2021). Thus, this study aims 

to evaluate the link between the innovativeness of EFS and users' intentions to continue 

using it, proposing the following hypothesis: 

H1c: The innovation and the EFS's continuous intention are positively related. 

2.9.4 Relationship Perceived Usefulness (PU) and Continuous Intention to Use 

The TAM Model is a practical, theoretical framework for assessing user acceptance and 

sustained usage of technology systems, including Malaysia’s EFS (Yalcin et al., 2019; 

Kurdi et al., 2020; Yoga et al., 2023; Iskandar et al., 2023). This study examines the 

relationship between PU and continuous intention to use this system, drawing upon the 

principles of TAM and findings from previous studies (Alsharo et al., 2018; Saleh et al., 

2022). PU is a central construct in TAM, defined as the degree to which a person believes 

using a particular system would enhance their job performance (Nuji et al., 2018; Shamsi 

et al., 2021; Ismail et al., 2021; Dhiman et al., 2023; Uzkurt et al., 2024). In the context of 

Malaysia's EFS, PU directly influences how users perceive the system's benefits in terms 

of time savings, error reduction, and overall efficiency in filing processes (Sinaga et al., 

2021; Hidayanto et al., 2023). High PU implies that users recognize significant benefits 

from the system, motivating continuous use (Hassan et al., 2019). 

Scherer and Teo (2019) explain that another crucial concept in TAM is the continuous 

intention to use, which refers to the likelihood that a user will continue engaging with a 

system based on their satisfaction and perceived benefits from previous interactions. In 

technology acceptance studies, continuous intention is often viewed as a direct outcome of 
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PU, where higher usefulness leads to stronger intentions to keep using the technology 

(Fathali & Okada, 2018; Lee et al., 2019; Kim et al., 2021; Jeong, 2023). The relationship 

between PU and continuous intention to use the EFS is theoretically underpinned by the 

assumption that users are generally rational and make utilitarian calculations about their 

technology (Akram et al., 2019; Sijabat, 2020; Tahar et al., 2020). If the EFS is perceived 

as beneficial, users are more likely to develop a positive attitude towards its continuous 

use, increasing their engagement with the system (Camilleri, 2019; Ardianto & Warsito, 

2020; Muslichah et al., 2023). 

Correspondingly, Baki et al. (2018) narrate those other factors, such as perceived ease of 

use and user satisfaction, often mediate this relationship. Perceived ease of use refers to 

the degree to which a user believes using the system would be effort-free (Amalia & 

Fahrudi, 2021). Although the primary relationship is between usefulness and continuous 

intention, ease of use could enhance the perception of usefulness, especially if the system 

is user-friendly and minimizes effort (Ji et al., 2019; Baki et al., 2021; Jo, 2021).  

Ultimately, using the TAM to explore the linkage between PU and continuous intention to 

use Malaysia's EFS provides insights into how users assess and decide on technology 

adoption in a professional context (Moslehpour et al., 2018). Enhancing the PU of the 

system can be a strategic focus to ensure higher rates of continuous use, which is vital for 

the success and efficiency of governmental digital initiatives (Dwianto et al., 2023). Future 

research could investigate how other TAM-related constructs, such as perceived ease of 

use and user satisfaction, might interact with PU to influence continuous intention in more 

complex models (Muljo et al., 2020; Zain et al., 2023). 
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Based on the literature analysis, the critical element of PU that draws consumers and meets 

their expectations of EFS has been found (Ashfaq et al., 2020). Recent research has 

established a clear link between PU and the intention to continuous intention of a product 

or service (Abdullahi et al., 2020). Hypotheses development in this context is often guided 

by empirical evidence from related studies, which consistently show a positive relationship 

between PU and continuous intention (Wang et al., 2019; Aji et al.,2020; Li et al., 2020; 

Mensah et al., 2021; Purbokusumo & Santoso, 2021; Aswar et al., 2022; Fu et al., 2022; 

Lim et al., 2023). For example, a study by Mensah (2018) on e-government systems 

demonstrated that PU significantly predicts continuous intention to use such systems. 

Thus, for Malaysia’s EFS, the hypothesis might state: 

H1d:  The PU and the EFS's continuous intention are positively related. 

2.9.5 Relationship Perceived Information Quality and Satisfaction 

The intricate relationship between PIQ and satisfaction within Malaysia's EFS can be 

elucidated through the combined perspectives of the TRA Model and the D&M Model 

proposed by DeLone and McLean in 2003 (D&M Model) (Albelbisi et al., 2021; Almaiah 

et al., 2022). This essay explores how these theoretical frameworks support the hypothesis 

that higher PIQ leads to greater user satisfaction, drawing on empirical findings from 

related studies (Sharma, 2019; Halim et al., 2021; Al-Hattami, 2021; Okour et al., 2023). 

PIQ, defined in the D&M Model, encompasses attributes such as accuracy, relevance, 

timeliness, and completeness (Santhanamery & Ramayah, 2018). In the context of 

Malaysia's EFS, PIQ assesses users' perceptions of the quality of information the system 

provides (Aziz et al., 2018; Pramanita & Rasmini, 2020; Uyob et al., 2023). High PIQ 
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enhances user satisfaction because when the system's information meets or exceeds user 

expectations, it fosters a positive user experience (Tiana et al., 2019). The TRA Model 

suggests that individual behavior is driven by behavioral intentions, which are influenced 

by attitudes and subjective norms (Nugroho & Prasetyo, 2018; Wamba et al., 2018; Gök 

et al., 2019; Tiana et al., 2019; Ling & Kan, 2020; Waheed et al., 2021; Najjar et al., 2021). 

In applying TRA to this context, one can assert that users’ satisfaction with the EFS forms 

an attitude based on their perceptions of information quality. This satisfaction, in turn, 

influences their continuous use of the system. Hence, satisfaction mediates PIQ and the 

behavioral intention to reuse the system (Akram et al., 2019; Hambali, 2020; Chatterjee 

et al., 2021; Wiardi et al., 2022; Saptono et al., 2023; Oktavia, F. (2023). 

Consequently, the D&M Model directly links information quality to user satisfaction 

(Kim, 2021). According to this model, information quality is a critical success factor that 

impacts overall system success through user satisfaction (Kalankesh et al., 2020). It 

follows that the quality of information the EFS provides is crucial in determining how 

satisfied users feel with the system, which subsequently affects their usage behavior and 

overall system success (Kurt, 2018; Nurbani & Meiyanti, 2019; Al-Okaily et al., 2021; 

Danso et al., 2021). 

This hypothesis is based on empirical evidence suggesting that systems offering high-

quality information are more effective and satisfying to users (Chopra et al., 2019; 

Kalankesh et al., 2020; Othman et al., 2020). For example, a study by Jazil et al. (2022) 

on online systems demonstrated a positive relationship between information quality and 

user satisfaction, reinforcing that effective information quality management improves user 

satisfaction levels. As a result, integrating TRA and the D&M Model provides a 
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comprehensive framework for understanding the pathways through which PIQ influences 

user satisfaction (Rahi & Ghani, 2019; Jin & Xu, 2020; Ling & Kan, 2020; Uddin & 

Nasrin, 2023). It suggests that high PIQ directly contributes to greater satisfaction and 

indirectly supports positive user attitudes and intentions regarding system use, fostering a 

supportive environment for continuous interaction with the system (Pappas et al., 2018; 

Cohen & Kangethe, 2019; Ho et al., 2019; Shen et al., 2021; Zou et al., 2022). 

To summarize, the relationship between PIQ and satisfaction within Malaysia’s EFS is 

pivotal to understanding user interaction and system efficacy (Rahman et al., 2018; 

Srivastava et al., 2021; Sinaga et al., 2024). By employing the TRA and D&M Model, this 

study underscores the importance of high-quality information in enhancing user 

satisfaction, which is essential for encouraging sustained engagement with the system 

(Sharma, 2019; Yuan et al., 2020; Soltani-Nejad et al., 2020; Lutfi et al., 2022). Future 

research could further explore this relationship by examining system usability and service 

quality factors, providing a more holistic view of what drives user satisfaction in EFS 

(Setyoko et al., 2023).          

As Purnama, et al. (2023) suggest a direct relationship between PIQ and user satisfaction. 

Accordingly, it can be inferred that a higher PIQ of a product or service positively 

influences user satisfaction (Anjarwati & Apollo, 2018; Nirwanto & Andarwati, 2019; 

Tiana et al., 2019; Waheed et al., 2020; Lestari et al., 2023). On the other hand, there is a 

debate on whether satisfaction and PIQ interact (Sugianto et al., 2019; Achmadi & Siregar, 

2021). According to Purba et al. (2019), there was an interaction effect within the context 

of EFS, while Garofalo et al. (2022). found no such interaction. Given the significant role 
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of perceived quality in contributing to user satisfaction in EFS research, the hypothesis 

for this study is formulated as follows: 

H2a: Perceived Information Quality and satisfaction are positively related 

2.9.6 Relationship Trust and Satisfaction 

The TRA provides a robust theoretical framework to examine the psychological factors 

influencing individuals' behaviors within contexts of technology use (Al-Tarawneh, 

2019). This paper explores the structure and relationship between trust and satisfaction in 

Malaysia's EFS, using TRA to understand how these constructs influence users' 

continuous usage intentions (Khatri et al., 2018; Mweetwa & Mwange, 2023; Saleem et 

al., 2024). Initially, relationship trust in an EFS refers to the user’s belief in the system’s 

reliability, integrity, and competence (Thielsch et al., 2018). Trust is a fundamental 

element that influences users' acceptance and continuous use of technology, as it reduces 

perceived risk and increases the likelihood of relying on the system for sensitive tasks like 

filing documents (Hamakhan, 2020; Dhagarra et al., 2020; Ajenaghughrure et al., 2021; 

Shrestha et al., 2021; Choung et al., 2022; Haruna et al., 2023). In the TRA framework, 

trust can be seen as an attitude toward the behavior in this case, the behavior is the 

continuous use of the EFS (Mas'ud & Umar, 2019; Alryalat et al., 2020; Soong et al., 

2020; Ng, 2020). 

Typically, satisfaction is derived from the users’ positive evaluations of their past 

interactions with the system (Vaezi et al., 2019; Lestari et al., 2022; Saleh et al., 2022). 

Users' attitudes and subjective norms influence satisfaction in TRA and directly impact 

their behavioral intentions (Chung et al., 2018; Hagger et al., 2022; Abdekhoda et al., 
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2022). It acts as a feedback loop that either reinforces initial trust or prompts a reevaluation 

of the system based on experiences (Ismail et al., 2021b). The relationship between trust 

and satisfaction within TRA suggests that trust directly influences user satisfaction (Aslam 

et al., 2018). When users trust the EFS, they are more likely to feel satisfied with its use, 

as trust reduces anxiety and uncertainty associated with electronic transactions (Geebren 

et al., 2021). Fueled by trust, satisfaction significantly impacts the users' behavioral 

intention to continue using the system (Winarsih et al., 2022; Uddin et al., 2023). This 

sequence aligns with TRA’s emphasis on attitudes (here, trust and satisfaction) 

influencing intentions (Murniati et al., 2022). 

These hypotheses aim to test the direct impact of trust on satisfaction and the subsequent 

effect of satisfaction on continuous intention, encapsulating the belief-attitude-intention 

pathway advocated by TRA (Zhou et al., 2018; McCole et al., 2019; Jiang & Lau, 2021; 

Bergmann et al., (2023). Given the above, through the TRA Model lens, relationship trust, 

and satisfaction are intricately linked and play pivotal roles in shaping users' behavioral 

intentions toward Malaysia's EFS (Ng, 2020). Enhancing trust can increase satisfaction, 

reinforcing the likelihood of continuous system use (Ashraf et al., 2020). Future studies 

might incorporate additional TRA components, such as subjective norms, to understand 

better the factors influencing continuous intentions in EFS (Ashraf et al., 2020). 

Based on the findings from related studies, which demonstrated a strong relationship 

between trust in online systems and user satisfaction leading to higher usage intentions, 

the hypotheses for the current study are structured as follows: 

H2b:  Trust and satisfaction are positively related. 



 

124 

 

2.9.7 Relationship Innovation and Satisfaction 

Salleh and Razak (2021) mentioned that insight into the interplay between relationship 

innovation and satisfaction is essential for optimizing user engagement and system 

effectiveness in Malaysia's EFS. This research integrates the TRA and DOI to explore this 

relationship, drawing upon empirical findings from related studies (Dearing & Cox, 2018). 

Relationship Innovation in EFS can be defined as introducing novel features or processes 

that enhance the interaction between the system and its users (Chen et al., 2021). These 

innovations may include improved user interfaces, personalized communication tools, or 

advanced data handling capabilities that streamline the filing process and make it more 

user-friendly (Simorangkir & Fakhrorazi, 2023). 

Within the TRA framework, satisfaction refers to the user’s contentment with the system, 

which directly influences their behavioral intention to use it (Tsai et al., 2022). According 

to TRA, user behavior is driven by behavioral intentions, shaped by attitudes towards the 

behavior and subjective norms (Karnowski et al., 2020; Bonomi et al., 2023). In the case 

of EFS, satisfaction develops from positive experiences with the system, including ease 

of use, efficiency, and the benefits of relationship innovations (Bahl et al., 2020; 

Alyoussef, 2021). 

According to Rahmayanti and Johan (2024) said that the TRA advances that a user’s 

intention to engage in a behavior (in this case, continuous use of an EFS) is primarily 

determined by their attitude towards using the system and the subjective norms 

surrounding its use. Instead, in exploring the impact of relationship innovation on 

satisfaction, it becomes evident that user attitudes are significantly shaped by their direct 
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interactions and experiences with the system’s innovative features (Hussain et al., 2023). 

Meanwhile, the DOI theory helps to further articulate this relationship by emphasizing 

how the adoption of innovations is influenced by factors such as relative advantage, 

compatibility, complexity, trialability, and observability (Park & Choi, 2019; Sun et al., 

2020). Relationship innovations in EFS can be seen as positive attributes that increase the 

perceived relative advantage of the system over traditional filing methods, thereby 

enhancing user satisfaction (Saptono et al., 2023). 

In particular, integrating DOI provides a nuanced understanding of why specific 

innovations are more readily accepted and how they contribute to overall satisfaction 

(Talukder et al., 2019). For instance, innovations that are highly compatible with users’ 

existing practices and expectations are likely to be more effective in enhancing satisfaction 

(Sebetci, 2018; Salleh & Razak, 2021). It can be concluded that this paper highlights how 

innovative practices within Malaysia's EFS can significantly enhance user satisfaction by 

examining the structures and relationships between relationship innovation and 

satisfaction through the TRA and the DOI lenses (Basri et al., 2019; Alam et al., 2022). 

These insights suggest that continual investment in innovative features could increase 

satisfaction and encourage sustained user engagement, which is critical for the system's 

long-term success (Irani, 2023). Future research could explore specific relationship 

innovations and their direct impacts on user attitudes and satisfaction to further validate 

and expand upon these hypotheses (Van Pham et al., 2019; Khan et al., 2019).  

Governments employ various strategies and innovations to attract users and enhance their 

satisfaction levels, as Hajarian et al. (2019) highlighted. They are particularly willing to 

invest in innovation when they perceive that online platforms fall short of serving 



 

126 

 

customer needs (Sedighi et al., R. (2022). Tuominen et al. (2022), observed that research 

focusing on a company's customer-centric strategic orientation emphasizes user retention, 

trust, and wallet share, often overlooking the potential impact of innovation. Although 

prioritizing user retention and fostering stronger relationships can improve a firm's short-

term performance, it may also lead to unintended consequences, such as diminished 

investment in innovation, as Llanes (2018) contended. Organizations aim to develop novel 

and unique products to expand their user base and meet their needs (Ballon et al., 2018; 

Murali et al., 2021; Marzi, G. (2021). Innovation, by definition, should enhance the user 

experience and differentiate a company from its competitors (Santos et al., 2019; Wang, 

2021; Lahmidi, 2023). Drawing from these theoretical perspectives, the relationship 

between relationship innovation and satisfaction can be hypothesized as follows: 

H2c: Satisfaction and innovation are positively related. 

2.9.8 Relationship Perceived Usefulness and Satisfaction 

In accepting Malaysia's EFS dynamics, PU and Satisfaction emerge as crucial 

determinants of user engagement and system effectiveness (Rusakova, 2020; Andela & 

Irawati, 2021; Tian et al., 2023). This research delves into the structure of these constructs. 

It examines their relationship, drawing upon hypotheses formed from prior studies to 

provide a deeper insight into user interaction with the system. PU is a foundational 

construct that evaluates how users perceive the system's benefits in enhancing their job 

performance or making their tasks easier (Tahar et al., 2020). In the context of Malaysia's 

EFS, this could relate to the efficiency, speed, and error reduction in filing processes 

(Razak et al., 2020); Alias & Ibrahim, 2021; Saga, 2021). The notion of usefulness is 
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intrinsically linked to the practical benefits users derive from the system, influencing their 

overall interaction and satisfaction levels (Ashfaq et al., 2020; Ferreira et al., 2020). 

Next, according to Kalankesh et al. (2020), satisfaction, on the other hand, refers to the 

degree of contentment users experience after using the system. It encompasses their 

affective reactions and overall judgment of their user experience. Satisfaction is a broader 

evaluative measure that reflects the cumulative impact of various system attributes, 

including PU, on the user (Akbar & Nurmahdi, 2019; Baker-Eveleth & Stone, 2020; Salim 

et al., 2021). Furthermore, the relationship between PU and Satisfaction is bidirectional 

and synergistic (Osatuyi et al., 2020). Higher PU increases user satisfaction because when 

users find the system beneficial for accomplishing their tasks, their overall satisfaction 

naturally increases (Akbar & Nurmahdi, 2019; Kholifah et al., 2022). This is because 

satisfaction with technology often results from fulfilling user expectations and needs, 

which PU directly addresses (Ardianto & Warsito, 2020). 

In fact, satisfaction can also reciprocally influence PU (Tahar & Sabiqoh, 2020). As users 

become more satisfied with the EFS, their positive experiences may reinforce their 

perception of the system's utility (Christanti, 2020). This reciprocal relationship highlights 

how satisfaction and PU can create a reinforcing loop that enhances user engagement and 

system acceptance (Apsari & Astika, 2020; Bansah & Agyei, 2022). This hypothesis is 

grounded in the theory that systems perceived as useful in fulfilling specific functions or 

tasks will result in higher levels of user satisfaction (Salim et al., 2021). Such a hypothesis 

is supported by empirical evidence from other studies showing that PU strongly predicts 

satisfaction in various types of information systems (Nirwanto & Andarwati, 2019). 
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For corporations heavily reliant on technological advancements, the perceived utility of 

new technology is vital for government performance (Jin & Lee, 2020). Suppose 

consumers believe the new technology does not enhance their performance or provide 

additional value compared to current products (Kamolsook et al., 2019; Sadik-Rozsnyai 

& Bertrandias, 2019). In that case, they may resist using a newly developed government 

online system with the latest technologies (Butt et al., 2021). Salim et al. (2021) found 

that PU positively impacts user satisfaction. Also, Nuryakin et al. (2023) also identified a 

positive relationship between satisfaction and PU. As Nan et al. (2020) further 

demonstrated the PU of a mobile website significantly and favorably affects user 

satisfaction. In Malaysia, Al-Rahmi et al. (2021) concluded that PU positively influences 

satisfaction. Similarly, Marengo et al. (2021) discovered that Facebook users' PU 

positively impacts their satisfaction. 

Previous research has shown that understanding the relationship between PU and 

satisfaction is essential (Pee et al., 2019). Users' perception of a technology's potential to 

improve their work performance greatly influences their satisfaction levels (Gashi et al., 

2022). Particularly in the tech industry, users are unlikely to adopt or purchase a product 

if they do not believe it will positively impact their job performance quality, potentially 

leading to customer dissatisfaction (Storey et al., 2019; Brilliana et al., 2020). The degree 

to which an individual believes using a particular system will enhance their job 

performance is known as PU (Nhi & Lam, 2020). Previous studies have demonstrated that 

PU is a significant and direct predictor of the intention to continue using a product (Ashraf 

et al., 2020; Keni, 2020). It also positively affects user satisfaction (Vahdat et al., 2020). 

Research on e-learning platforms (Faham & Asghari, 2019; Sambrani, 2021; Zabukovšek 



 

129 

 

et al., 2022), electronic textbooks (Yu & Huang, 2022), mobile banking (Shankar et al., 

2020), and mobile commerce (Singh & Srivastava, 2020) has confirmed this relationship. 

It is important to note that users' perceptions of the usefulness of a government-provided 

technology can affect their satisfaction with the system and their likelihood to use the 

online system (Camilleri, 2019; Lee et al., 2020). 

As can be seen, the interplay between PU and Satisfaction within Malaysia's EFS forms a 

critical nexus for assessing system success and user retention (Muslichah et al., 2023). 

Understanding and enhancing these aspects can improve system design and user 

experience, fostering a positive cycle of engagement and satisfaction (Setyoko et al., 

2023). Future research could expand this discussion by integrating additional factors, such 

as perceived ease of use and system reliability, offering a more holistic view of what 

influences user satisfaction in EFS environments (Hambali, 2020; Pramanita & Rasmini, 

2020). The hypothesis for this study, based on insights from related research, suggests 

that: 

H2d:  PU and satisfaction are positively related. 

2.9.9 Relationship Satisfaction and Continuous Intention to Use 

Recognizing the intricate relationship between user satisfaction and their continuous 

intention to use an information system like Malaysia's EFS is crucial for its ongoing 

success and adoption (Franque et al., 2020). This thesis delves into the structure of these 

constructs and their interrelationship based on hypotheses derived from related studies, 

mainly focusing on how satisfaction influences continuous usage intentions (Sharabati et 

al., 2022). Firstly, In the context of information systems, satisfaction refers to the overall 
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contentment users feel with their experience using a system (Vaezi et al., 2019). This 

encompasses various factors, including system functionality, ease of use, and the quality 

of service provided (Sarkar et al., 2020). In Malaysia’s EFS, satisfaction is particularly 

critical as it impacts users' perceptions of the system’s efficacy and efficiency, which are 

vital for a tool intended for widespread public use (Shuib et al., 2019). 

Namely, continuous intention to use is a user's planned future use of a system based on 

their current experience (Foroughi et al., 2019). It is an essential metric for gauging the 

long-term adoption of technology solutions, particularly in systems meant for mandatory 

or routine tasks like filing (Martins & Picoto, 2019; Nnaji & Karakhan, 2020). Continuous 

intention is not just about whether users will keep using the system; it is also about their 

willingness to recommend it to others and their overall loyalty to the platform (Foroudi et 

al., 2019). In addition, the relationship between these two constructs is deeply interlinked. 

Satisfaction is a pivotal determinant of whether users continuously use an information 

system (Han, 2023). According to the Expectation-Confirmation Model (ECM), which is 

frequently applied in studies of IS continuous, satisfaction is a significant mediating 

variable between initial user expectations, subsequent performance perceptions, and the 

decision to continue using a system (Ashfaq et al., 2020; Khan & Saleh, 2022). In the case 

of Malaysia's EFS, if users find their interactions with the system satisfactory, they will 

likely show a stronger inclination to use the system continually (Mamun et al., 2020). 

Additionally, related studies underscore the importance of this relationship. For example, 

research on similar e-government systems has shown that user satisfaction significantly 

impacts the likelihood of continuous use (Rahman & Pangendra, (2022). It confirms users' 

expectations about the system’s capabilities and benefits, reinforcing their usage behavior 
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(Kwahk et al., 2018). This hypothesized relationship suggests a direct link: increased 

satisfaction with Malaysia's EFS directly enhances users' intentions to continue using it 

(Shuib et al., 2019). This is crucial for policymakers and system developers as it highlights 

the need for strategies that maximize user satisfaction to ensure the system’s long-term 

viability and acceptance (Caggiani et al., 2019; Li et al., 2022). 

Ultimately, the dynamic between satisfaction and continuous intention to use is 

fundamental to understanding user behavior in the context of Malaysia's EFS 

(Veeramootoo et al., 2018). The system retains its user base by fostering an environment 

where users are satisfied (Akram et al., 2019; Kalankesh et al., 2020). It encourages the 

growth of its user community through positive word-of-mouth and sustained user 

engagement (Ali et al., 2020). Future research might explore additional layers of this 

relationship by considering user demographics, specific system features that enhance 

satisfaction, and external factors like technical support and user training (Ifinedo et al., 

2018; Lee & Jeon, 2020). The hypotheses for the current study, inspired by these findings, 

might be structured as follows: 

H3:  Satisfaction and continuous intention to use are positively related. 

2.9.10 The Role of Satisfaction as A Mediator on The Relationship Between 

Perceived Information Quality and Continuous Intention to Use. 

As Agyapong et al. (2018) discussed in examining the impact of (PIQ on continuous 

intention to use, focusing on the mediating role of Satisfaction, it is crucial to develop a 

structured hypothesis that integrates these elements cohesively. This analysis is 

particularly relevant for enhancing the effectiveness of Malaysia's EFS, which is integral 
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to improving governmental and business processes (Jin et al., 2020; Yusoff et al., 2021; 

Ezuma & Matthew, 2022; Ghasemy et al., 2022). Next, PIQ is a comprehensive 

assessment by users of the accuracy, completeness, relevance, and timeliness of the 

information provided by an information system (Zhang & Yuan, 2020). In Malaysia's 

EFS, high PIQ is essential because it directly influences users' effectiveness and efficiency 

in completing necessary filing tasks (Yaakop et al., 2021). High PIQ is expected to boost 

users' perceptions of the system's utility, thus increasing their satisfaction with the system 

(Anjarwati et al., 2018; Nirwanto & Andarwati, 2019). 

Furthermore, within this framework, satisfaction is conceptualized as the affective state 

resulting from the appraisal of all aspects of a user's interaction with the system (Kheder, 

2023). It reflects the degree to which the users' expectations about the information system 

are met or exceeded (Lestari, 2021). Satisfaction is a crucial determinant in the decision 

to continue using a system, as it embodies the user's overall contentment with the system, 

which influences future usage intentions (Al-Samarraie et al., 2018). Next, continuous 

intention to use refers to a user's intention to continue using an information system in the 

future (Franque et al., 2020). This intention is critical for assessing the system's long-term 

viability and success, making it a valuable outcome for studies focusing on system 

adoption and use (Ain et al., 2019). 

PIQ → Satisfaction: It is hypothesized that higher levels of PIQ will lead to greater user 

satisfaction (Tiana et al., 2019). This is based on the understanding that when users 

perceive the information provided by the system as high quality, they are more likely to 

be satisfied with the system, as their informational needs are adequately met (Trang & 

Tuan, 2020). 
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Satisfaction → Continuous Intention to Use: It is hypothesized that higher satisfaction will 

lead to a greater intention to continue using the system (Wang et al., 2020). Satisfaction, 

as a measure of the user's favorable emotional response to the system, significantly 

influences the decision to continue its use (Liu & Prybutok, 2020). 

PIQ → Continuous Intention to Use (mediated by Satisfaction): The critical hypothesis in 

this study posits that satisfaction will mediate the relationship between PIQ and 

continuous intention to use (Zeng et al., 2021). This hypothesis suggests that while PIQ 

influences continuous intention, this effect is channeled through how satisfied users feel 

about their interactions with the system (Kaur et al., 2022). 

To validate these hypotheses, empirical data from users of Malaysia’s EFS will be 

analyzed to measure the strength and significance of these relationships (Mohamed et al., 

2018). Structural Equation Modeling (SEM) could be employed to test the direct and 

indirect effects of PIQ on continuous intention through satisfaction, providing a 

comprehensive understanding of how information quality and user satisfaction interact to 

influence continuous system use (Kucuk & Richardson, 2019; Muskat et al., 2019). 

According to Han, (2023), user satisfaction is pivotal in moderating the relationship 

between information quality, system quality, and the intention to continue using a service. 

Their research revealed that satisfaction mediates the relationship between net gains and 

continuous intention in virtual communities centered around information exchange 

(Maqableh et al., 2021). This finding aligns with the conflicting results Rahmadani et al. 

(2019) reported regarding the mediating role of satisfaction. Furthermore, Rahman et al., 

(2018) highlighted the limited research on how satisfaction affects the desire to continue 
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using online document filing services, particularly within Malaysia's EFS. Silva et al. 

(2023) underscored that user satisfaction is critical for reusing such services. 

The relationship between user satisfaction and PIQ has been extensively examined, as 

illustrated by studies by Zeng et al. (2021), and Filbert et al (2023). On the contrary, 

research exploring this relationship within EFS is limited, predominantly focusing on 

Western countries (Singh & Gál, 2020). The D&M IS model, proposed by DeLone and 

McLean in 1992, posits that the quality of information provided directly impacts user 

satisfaction (Lutfi et al., 2022). Consistent with this model, numerous studies, including 

those by Shim and Jo (2020), have demonstrated a significant positive relationship 

between PIQ and user satisfaction.  

As described, developing these hypotheses provides a structured pathway to investigate 

the intricate dynamics between PIQ, user satisfaction, and continuous intention to use 

(Yan et al., 2021). By understanding and confirming these relationships, stakeholders in 

Malaysia's EFS can implement targeted improvements to enhance information quality, 

boost user satisfaction, and encourage continuous system use (Hussein & Hilmi, 2021). 

Such insights are crucial for the ongoing refinement and success of the EFS, ensuring its 

alignment with user needs and expectations (Cader, 2022). These findings suggest that 

enhancing information quality boosts satisfaction with EFS (Al-Fraihat et al., 2020). 

H4a: The relationship between perceived information quality and continuous intention to 

use is mediated by satisfaction. 
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2.9.11 The Role of Satisfaction As A Mediator On The Relationship Between Trust 

and Continuous Intention to Use. 

Insight into the intricate relationship between trust, satisfaction, and continuous intention 

to Use is vital for evaluating user engagement with Malaysia’s EFS (Uyob et al., 2023). 

This study investigates the hypothesis development concerning these relationships, 

mainly focusing on the mediating role of satisfaction (Otto et al., 2020). In addition, Trust 

in the context of an EFS primarily refers to the user's belief in the system’s reliability, 

security, and integrity (Santa et al., 2019). Trust is foundational, as it influences the initial 

adoption and the sustained use of technology (Talwar et al., 2020). In the scenario of 

Malaysia's EFS, trust might be influenced by factors such as the system's ability to protect 

user data, the accuracy of the filings, and the consistency of its performance 

(Santhanamery & Ramayah, 2018). 

Besides satisfaction, it is typically conceptualized as the users' contentment with their 

overall experience using the system (Naveh & Shelef, 2018). It is a broader evaluation 

encompassing various facets of the system’s performance, including its efficiency, ease 

of use, and quality of interaction (Xu et al., 2018). In technology acceptance models, 

satisfaction often acts as a critical junction between initial trust in the system and the 

decision to continue using it (Shrestha et al., 2021). Also, the intention to continue using 

the system represents the users’ willingness to continue using it (Lv et al., 2022). This 

intention is significantly shaped by their overall satisfaction with the system, which is 

influenced by their trust in it (Jun et al., 2019; Tam et al., 2019).  
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Besides, trust directly influences Satisfaction: It is hypothesized that higher levels of trust 

in the EFS will lead to greater user satisfaction (Zhou et al., 2018). This is because trust 

reduces the perceived risks and uncertainties associated with using the system, enhancing 

the user's comfort and contentment with the system (Chin et al., (2018). 

Satisfaction mediates the relationship between Trust and Continuous Intention to Use: 

This hypothesis posits that satisfaction acts as a necessary intermediary that transmits the 

effects of trust to continuous intention (Liang et al., 2018). Essentially, when users trust 

the system, their satisfaction increases, making them more likely to continue using it 

(Santa et al., 2019). This mediation hypothesis suggests that while trust might indirectly 

affect continuous intention, the direct effect is channelled through satisfaction (Miao et 

al., 2021; Pathardikar et al., 2023). 

Direct effect of Trust on Continuous Intention to Use: While the mediating role of 

satisfaction is emphasized, it is also hypothesized that trust could directly affect 

continuous intention (Choi et al., 2018). This reflects the notion that some trust influences 

users’ intentions independently of their general satisfaction, perhaps through factors like 

perceived security and reliability (Sa’diyah & Soegoto, 2021). 

In exploring these hypotheses, it is crucial to employ statistical methods such as path 

analysis or structural equation modeling to validate the proposed mediation model (Osman 

et al., 2022). These methods would delineate the direct and indirect effects and 

substantiate the mediating role of satisfaction within the relationship (Rahmadani et al., 

2019). Research conducted by Zhou et al. (2018), Choi et al. (2019), Li et al. (2019), 

Zhang (2020), Yuan et al. (2020) and Maqableh et al. (2021) reveals a significant 
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relationship between user satisfaction and trust. Despite numerous studies examining the 

interplay between electronic governance and security, the focus on the EFS scenario has 

been limited (Bisoyi et al., 2020). Some studies suggest that user satisfaction with an e-

portal increases when the portal is perceived as highly trustworthy (Ashraf et al., 2020). 

Xu and Du (2018) note that the perceived unreliability of an information system 

diminishes user satisfaction. 

Frequent research has identified a strong link between an entity's EFS and its innovative 

activities (Arzubiaga et al., 2018; Yu et al., 2018; Bahl et al., 2020; Shen et al., 2020; 

Hughes et al., 2021; Xie et al., 2021; Xu et al., 2022; Lewandowska & Cherniaiev, 2022). 

The importance of EFS lies in its ability to comprehensively understand user demands and 

reduce the likelihood of innovation failures (Ahmad et al., 2018; Geissdoerfer et al., 2018; 

Rhaiem & Amara, 2019; Demirel & Kesidou, 2019; Nunes & Abreu, 2020; Cader, 2022) 

companies that actively engage in technology development and prioritize consumer needs 

are more successful in creating products and processes that fulfill those needs (Bakar et 

al., 2018; Veeramootoo et al., 2018; Al-rahmi et al., 2019; Gault, 2019; Kamilasari et al., 

2019; Santhanamery & Ramayah, 2019; Rhaiem & Amara, 2019; Hossain et al., 2021;  

Zhang et al., 2022; Saptono et al., 2023 and Uyob et al., 2023). 

To summarize, the proposed hypotheses and their validation can provide valuable insights 

into how trust and satisfaction influence continuing intention to use Malaysia's EFS (Zhou 

et al., 2018). Understanding these relationships is essential for system designers and 

administrators to enhance user experience, build trust, and ensure the system's sustained 

use (Köse et al., 2019). Future research might also consider external variables such as user 

demographics or external environmental factors that could influence these dynamics 
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further (Matos & Krielow, 2019; An et al., 2022). According to Cao et al. (2018) state that 

the relationship between these elements can be modeled with Satisfaction as a mediator 

between Trust and Continuous Intention. The hypotheses developed from this relationship 

are as follows,   

H4b:  The relationship between Trust and Continuous Intention to Use is mediated by 

Satisfaction. 

2.9.12 The Role of Satisfaction As A Mediator In The Relationship Between 

Innovation and Continuous Intention to Use. 

The progression of technology adoption within Malaysia’s EFS can be effectively 

analyzed by examining the role of satisfaction as a mediator between innovation and 

continuous intention to use (Asiaei & Rahim, 2019; Razak et al., 2021). This study 

discovers the development of hypotheses surrounding these constructs and elucidates the 

mediating effect of user satisfaction (Soltani-Nejad et al., 2020; Hussein et al., 2021). 

Firstly, innovation in the context of an EFS refers to introducing novel features and 

functionalities that enhance the user experience (Obeng & Coleman, 2020). These 

innovations could include user-friendly interfaces, advanced security measures, 

integration with other governmental systems, and real-time support (Symeonaki et al., 

2019). Continuously improving these aspects is crucial as it directly impacts users' 

perceptions of the system’s effectiveness and convenience (Bansah & Agyei, 2022). 

Also, continuous intention to use signifies the likelihood that users will persist in utilizing 

the EFS over time (Mashabela & Kekwaletswe, 2020; Wahdi et al., 2022). This critical 

measure of the system's long-term success and sustainability indicates whether users find 
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ongoing value and utility in its functionalities (Al-Aomar, 2019; Liu & Jia, 2019; Aktaş, 

2023). In order to develop the hypotheses, it is essential to consider the relationship 

between innovation and the intention to continue using it (Li et al., 2021). Previous studies 

indicate that innovative systems increase user engagement and satisfaction, which fosters 

continuous use (Zheng et al., 2018; Salleh & Razak, 2021). For instance, a study by Obeng 

and Coleman (2020) demonstrated that technological innovations that improve user 

experience significantly enhance the likelihood of sustained system usage. Furthermore, 

Satisfaction, as a mediating variable, plays a pivotal role in this relationship (Rahmadani 

et al., 2019). Satisfaction refers to the users' contentment with their experiences and the 

outcomes derived from using the system (Naveh & Shelef, 2018; Mayer et al., 2022). 

When satisfied users are more likely to perceive the innovations positively, their intention 

to continue using the system is reinforced (Benson, 2019; Hossain et al., 2021). 

The rationale behind these hypotheses can be explained through several linking points. 

These are innovations that improve usability, efficiency, and overall user experience and 

directly contribute to higher satisfaction levels (Ferreira et al., 2023; Gallera, 2023). Users 

are likely to appreciate and value a system that evolves to more effectively meet their 

needs and preferences (Miraz et al., 2021). Next, satisfied users are more inclined to 

develop a positive attitude towards the system, perceiving it as beneficial and worth 

continuous use (Hassan et al., 2019). This satisfaction reinforces their commitment to the 

system, reducing the likelihood of switching to alternative methods or systems (Wang et 

al., 2019; Cohen et al., 2019). 

Furthermore, satisfaction's mediating role is crucial as it bridges the gap between 

innovation and continuous intention (Al-Edenat, 2018). Without satisfaction, even the 
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most innovative features may fail to retain users if they do not translate into positive user 

experiences (Khan et al., 2019). Satisfaction thus acts as a conduit through which 

innovations enhance user commitment and ongoing engagement with the system (Santini 

et al., 2020). As Eker (2023) suggests, the most effective way to grasp the concept of 

innovation is through initiating, maintaining, and introducing new ideas, strategies, 

systems, technologies, and services within a company. Similarly, Singh and Aggarwal 

(2021) argue that innovation is a well-established concept involving developing, 

integrating, and exploiting new inventions that provide added value in economic and 

social contexts. This process aids in updating and expanding modern production practices 

and encourages new management techniques, leading to multiple business improvements 

(Tupa & Steiner, 2019). Consequently, innovation becomes a vital strategy that fosters 

numerous business enhancements, attracts customers, and increases their satisfaction with 

EFS (Thoumrungroje & Racela, 2022). 

Despite this, Ameen et al. (2020) and Sachan et al. (2018) indicate that government 

intervention to invest in innovative services based on perceived user dissatisfaction does 

not significantly relationship with user satisfaction. Lee et al. (2020) conducted a meta-

analysis of 36 studies and found a strong relationship between satisfaction and innovation 

in 23 studies, while the rest showed no such relationship. On the contrary, Sajjad and 

Zaman (2020) focused on a user-centered strategy to enhance loyalty, retention, and share 

of wallet, which did not consider the potential role of innovation. Hajarian et al. (2019) 

proposed that deepening user connections could improve a firm's short-term efficiency by 

increasing user retention. Alternatively, they cautioned that focusing solely on current 

users might lead to decreased investment in innovation (Bradonjic et al., 2019; Heras-
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Rosas et al., 2021; Flowers & Meyer, 2020; Sotnyk et al., 2020; Audretsch & Belitski, 

2022). 

In assumption, developing hypotheses around the mediating role of satisfaction in the 

relationship between innovation and continuous intention to use provides a 

comprehensive framework for understanding user behavior in Malaysia’s EFS (Fernando 

et al., 2019; Hwang, 2022). By focusing on innovative features enhancing satisfaction, the 

system can foster long-term user engagement and ensure its success (Mubarak et al., 

2021). Future research could further explore this model by incorporating variables such 

as user trust and perceived value, offering more profound insights into the multifaceted 

nature of technology adoption and continuous (Ng et al., 2019). The hypotheses for this 

study, developed based on these insights, are as follows: 

H4c:  The relationship between innovation and Continuous Intention to use is mediated 

by satisfaction. 

2.9.13 The role of satisfaction as a mediator on the relationship between Perceived 

Usefulness and Continuous Intention to Use. 

The progression of technology adoption within Malaysia’s EFS can be effectively 

analyzed by examining the role of satisfaction as a mediator between innovation and 

continuous intention to use (Khatoon et al., 2020; Jalil et al., 2021; Memon et al., 2021; 

Subramaniam et al., 2023). This study explores the development of hypotheses 

surrounding these constructs and elucidates the mediating effect of user satisfaction (Otto 

et al., 2020). Primarily, innovation in the context of an EFS refers to introducing novel 

features and functionalities that enhance the user experience (Hussein et al., 2021; Pang, 
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2021). These innovations could include user-friendly interfaces, advanced security 

measures, integration with other governmental systems, and real-time support 

(Veeramootoo et al., 2018; Tahar et al., 2020). The continuous enhancement of these 

aspects is crucial as it directly impacts users' perceptions of the system’s effectiveness and 

convenience (Baki et al., 2021; Antikasari et al., 2023). 

Additionally, the continual intention to use the EFS signifies the likelihood that users will 

persist in utilizing it over time (Bakar & Melan, 2018; Boonstra et al., 2021). This critical 

measure of the system's long-term success and sustainability indicates whether users find 

ongoing value and utility in its functionalities (Rehman & Ryan, 2018). In order to develop 

the hypotheses, it is essential to consider the relationship between innovation and the 

intention to continue using it (Al-Rahmi et al., 2019). Previous studies indicate that 

innovative systems increase user engagement and satisfaction, which fosters continuous 

use (Jones & Seckman, 2018; Yudha et al., 2021; Mohanty et al., 2022; Muslichah et al., 

2023; Oktavia, 2023; Simorangkir et al., 2023). For instance, a study by Ozturk et al. 

(2021) demonstrated that technological innovations that improve user experience 

significantly enhance the likelihood of sustained system usage. 

Christanti (2020) mentioned that as a mediating variable, satisfaction plays a pivotal role 

in this relationship. Satisfaction refers to the users' contentment with their experiences and 

the outcomes derived from using the system (Mayer et al., 2022). When satisfied, users 

are more likely to perceive the innovations positively, thus reinforcing their intention to 

continue using the system (Han, 2023). Users can appreciate and value a system that 

evolves to meet their needs and preferences more effectively (Ardianto et al., 2020). Then, 

satisfied users are more inclined to develop a positive attitude towards the system, 
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perceiving it as beneficial and worth continuous use (Huang, 2020). This satisfaction 

reinforces their commitment to the system, reducing the likelihood of switching to 

alternative methods or systems (Xu & Du, 2018). 

After that, satisfaction's mediating role is crucial as it bridges the gap between innovation 

and continuous intention (ِAlshebami, 2021; Hwang et al., 2022). Without satisfaction, 

even the most innovative features may fail to retain users if they do not translate into 

positive user experiences (Khan et al., 2019). Satisfaction thus acts as a conduit through 

which innovations enhance user commitment and ongoing engagement with the system 

(Benson, 2019). 

Two separate research efforts, one by Mahmudah and Kartikaningdyah (2020) and the 

other by Mangoting et al. (2019), highlight the relationship between satisfaction and 

feeling useful. Mahmudah and Kartikaningdyah (2020) found that PU significantly 

enhances user satisfaction in the context of Spanish e-service tax returns. Similarly, 

Mangoting et al. (2019) demonstrated that PU notably boosts satisfaction in online 

education settings. These findings support the idea that PU strongly influences satisfaction 

in EFS, aligning with the D&M IS Model and TAM (Chi, 2018; Pramanita & Rasmini, 

2020; Anaam et al., 2023). 

Orben et al. (2019) discovered a positive relationship between satisfaction and continuous 

usage. Conversely, in a later study, Al-Emran et al. (2020) challenged the traditional D&M 

Model and TAM, which posited satisfaction as the primary driver of continuity intention. 

They found that PU had a more significant impact on continuity intention than satisfaction 

Daneji et al. (2019). As Mensah and Luo (2021) examined a Chinese e-government online 
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portal, finding that service and information quality significantly affected acceptability and 

sustained usage intention. Historically, satisfaction has been shown to influence 

continuous intent substantially (Wan et al., (2020). These insights suggest that user 

satisfaction with internet-based technology is crucial for the continuous use of specific 

EFS, significantly impacting satisfaction and continuous intention (Jeon et al., S. (2020). 

In addition, user satisfaction has become critical for governments and organizations 

developing product technology (Desmal et al., 2022). Enhancing service quality, such as 

website speed and information confidentiality, is essential in a competitive environment, 

as these factors can create significant gaps between user perceptions and actual 

experiences (Montenegro & Araral, 2020). Ensuring complete confidentiality is a key 

factor in user satisfaction, which involves improving the perceived quality of products and 

services to surpass user expectations, especially concerning EFS in Malaysia (Okour et 

al., 2023). According to Santhanamery and Ramayah (2018), user satisfaction with a 

system is directly influenced by PU. This study aims to explore the satisfaction of 

Malaysian EFS and users how it affects their intention to continue using the system 

(Almaiah et al., (2022). 

Finally, developing hypotheses around the mediating role of satisfaction in the 

relationship between innovation and continuous intention to use provides a 

comprehensive framework for understanding user behavior in Malaysia’s EFS (Masunga 

et al., 2021). By focusing on innovative features enhancing satisfaction, the system can 

foster long-term user engagement and ensure its success (Kresnandita et al., 2023). Future 

research could further explore this model by incorporating variables such as user trust and 

perceived value, offering absorbed insights into the multifaceted nature of technology 
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adoption and continuous (AbuAkel & Ibrahim, 2023). The hypotheses for this study, 

developed based on these insights, are as follows: 

H4d:  The relationship between PU and continuous intention to use is mediated by 

satisfaction. 

2.10 Chapter Summary  

This chapter analyzes the literature on previous studies. Various reports on concepts and 

trends of online filing have been reviewed; hypotheses have been used to define 

significant results and variables for the analysis. The theoretical structure and hypotheses 

formed in this study were also discussed in this article.  

As discussed in Chapter Three (3), this study needs specific modifications and extensions 

to offer more comprehensive guidance to policymakers and facilitate the online filing of 

promotion cases in Malaysia. Thus, implementing these changes is crucial to enhancing 

the intention of continuous. The methodology and research framework proposed in the 

subsequent chapter provides a detailed explanation of the approach employed. 



 

146 

 

CHAPTER THREE  

RESEARCH METHODOLOGY 

3.1 Introduction 

The chapter provides a comprehensive examination of the methodology of the present 

study. The research methodology flow chart is presented in this section, outlining the 

different phases and procedures involved in the research methodology and the course of 

action taken to achieve the research objectives. 

According to Sekaran and Bougie (2010), there are three types of studies: exploratory, 

descriptive, and hypothesis testing. The present study, aimed at investigating the 

relationship among multiple variables, belongs to the hypothesis testing category. 

Hypothesis testing involves identifying specific relationships, distinguishing between 

groups, or determining the independence of two or more factors within a particular context 

(Sekaran & Bougie, 2010). 

This chapter elucidated the conceptual research framework consisting of four independent 

variables (perceived information quality, innovation, trust, and perceived usefulness), a 

mediator (satisfaction), and a dependent variable (intention to use). Furthermore, the 

chapter delves into the research paradigms, design, and sampling technique. The 

development of hypotheses and the process utilized to gather the respondents are also 

discussed. The research methods and instruments used for data collection and 

measurement are explained. Lastly, the chapter examines the reliability and validity of the 

survey instruments. 
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3.2 Research Methodology Flow Chart 

According to the methodology chapter, Figure 3.1 displays the flow chart outlining the 

research methodology, illustrating the different stages and processes involved in the study. 

The chart depicts the methodological framework utilized in the research and visually 

represents the research process, providing a comprehensive overview of the study's 

structure and procedures.  

 

 
Figure 3-1 

Research Methodology Flow Chart - Source: Researcher 



 

148 

 

 

3.3 Research Design 

Gephart and Saylors (2020) define a research design as a structured procedure for 

organizing and conducting a research process to address specific research questions. 

Various research designs can be utilized within the research methodology. As noted by 

Thompson (2020), these designs include surveys, experiments, the use of secondary data, 

and observations.  

In their 2023 work, Noor et al. devised a relationship study to investigate the association 

between several independent variables, such as perceived information quality, trust, 

innovation, and perceived usefulness, and the dependent variable of continuous intention, 

with the mediating variable of satisfaction. The study will occur in the community's 

natural environment with minimal disruption to normal workflow. The researchers will 

establish a theoretical framework, gather data, and analyze the results using appropriate 

methods to produce the findings (Saiful et al., 2023).  

This research incorporates cross-sectional and exploratory, descriptive, and hypothesis-

testing studies. Cross-sectional studies gather data at one specific time to answer research 

questions (Barnett et al., 2023). Previous studies examining intention to use have also 

employed this type of research design (Krueger & Besenecker, 2019). According to 

Sekaran and Bougie (2010), these three categories of research can be distinguished by 

their characteristics.  

Sekaran and Bougie (2010) defined hypothesis testing as scrutinizing the relationships 

between variables, identifying differences among groups, or determining the 
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independence of multiple factors within a given situation. The present study, which 

intends to investigate the associations between various variables, can be categorized as 

hypothesis-testing research. 

3.4 Unit of Analysis 

According to Clarkson et al. (2019), Morin et al. (2021), and Koren (2023) state that the 

unit of analysis in a research study refers to the investigated subject or object. It refers to 

the individual, group, or organization that is the subject of social science research. In this 

investigation, the chosen focus group belongs to the age bracket of 25 to 55 and beyond, 

which falls under the second category. This particular category encompasses individuals 

who have completed their highest level of education, commenced their professional 

careers, and continuously worked until retirement. They directly or indirectly submit cases 

(beneficiaries) via EFS. Thus, their firsthand knowledge, skills, and experience on EFS 

render their perception more credible. 

3.5 Population and Sampling Method 

This study targeted consumers from various regions across Malaysia, with the exception 

of Sabah and Sarawak, who had direct experience using the EFS in Malaysia. The focal 

point of the research is the EFS users in Malaysia, with a target population consisting of 

individual users who have filed their cases at least once using the platform. These users 

include beneficiaries, Amanah Raya Berhad staff members, and law firms' legal officers. 

The chosen unit of analysis for this study is individual users. 

Users were chosen for this study because they play a critical role in business success. It is 

important to understand the factors that contribute to the continuous acceptance of EFS 
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from the user's perspective, as their feedback is crucial during the system design and 

development stages (Veeramootoo et al., 2018). Then Pour et al. (2021) also stress that 

understanding and meeting user needs and expectations is key to the success of EFS. 

Therefore, the study selected users with relevant experience as respondents. 

Table 3-1 

Target Population Defined 

 

Element Individuals experienced in using the EFS website 

Sampling unit Malaysian residents (beneficiaries, Amanah Raya Berhads’ staff, Legal 

Officers from Law Firm) who are eligible to apply and open cases related 

to the Inheritance Administration. 

Extent All of Malaysia 

Time September to December 2018 

 

3.5.1 Sampling Design  

A detailed plan for obtaining samples from the given population is known as a sampling 

design. It is an overall plan for selecting objects from the universe before a survey is 

undertaken. The sample designing process requires the following items to be defined 

clearly because they are closely interrelated and relevant to all aspects of research, from 

problem definition to the presentation of the results.  

As Bougie and Sekaran (2019) explain, Sampling design refers to selecting appropriate 

individuals from the population for a research study. The characteristics of the sample are 

used to conclude the entire population. This section provides information about the study's 

sampling strategy to determine the sample size and selection procedure.  
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3.5.2 Sample Size 

To effectively reduce sampling errors in studying the continuous electronic filing system 

(EFS) usage, this research applies Krejcie & Morgan’s (1970) sample size determination 

criteria as outlined in Table 3.2. This approach helps confirm that the sample size is 

sufficiently representative and minimizes errors. As noted previously, there were 

25,000,000 users in thirteen states of Peninsular Malaysia in 2016 who potentially 

interacted with EFS.  

Based on Krejcie & Morgan's (1970) formula, with a population of 25,000,000, the 

requisite sample size to represent this population is 384. To accommodate potential low 

response rates, Salkind (1997) suggested increasing the sample size by 40 to 50 percent. 

Following this guidance, the initial sample size of 384 was augmented by 44 percent, 

resulting in a final sample size of 550. This adjustment ensures the study accounts for non-

responsive participants and the collection of robust data on the sustained use of EFS.  

Table 3-2 

Table to Determining the Sample from Uma Sekaran. 

N S N S N S 

1200 291 2400 331 8000 367 

1300 297 2600 335 9000 368 

1400 302 2800 338 10000 370 

1500 306 3000 341 15000 375 

1600 310 3500 346 20000 377 

1700 313 4000 351 30000 379 

1800 317 4500 354 40000 380 

1900 320 5000 357 50000 381 

2000 322 6000 361 75000 382 

2200 327 7000 364 1000000 384 

This research focuses on the entire population of citizens/EFS Users residing in Malaysia. 

According to statistics provided by the Department of Statistics, the mortality rate in 
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Malaysia has been steadily rising. For example, there were 162,201 deaths out of 32 

million people. Meanwhile, 24.3 million middle-aged and above were recorded in 2016.  

 
 

 

Figure 3-2 

Population Projections Malaysia, 2010 – 2040 

The study employs Krejcie and Morgan's (1970) guideline to determine the sample size, 

which targets residents of Malaysia involved with the Inheritance Administration, 

including beneficiaries, staff of Amanah Raya Berhad, and legal officers from law firms. 

Additionally, individual EFS users across eleven of the thirteen states in Peninsular 

Malaysia comprise the research sample. The population, according to the Department of 

Statistics Malaysia (2020), was approximately 24.3 million middle-aged and older 

individuals in 2016. The sample size suggested by Krejcie and Morgan is 384. 

The methodology involves distributing questionnaires evenly among EFS users in the 

selected states. The study adopts a simple random sampling technique to ensure each 

participant, chosen entirely at random, has an equal chance of selection, thereby enhancing 
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representativeness and reducing bias. This approach, underscored by its ability to 

generalize findings with external validity, leverages probabilistic methods for selection, 

thus maximizing the generalizability and minimizing the potential for selection bias 

(Celestine et al., 2020; O’Neill, 2022). 

3.6 Data Collection 

The study on the continuous of EFS use is pivotal, especially for enhancing administrative 

efficiency and data security in Malaysia. Understanding the factors that influence 

sustained usage of EFS requires rigorous attention to data collection procedures. As 

highlighted by Teng and Khong (2021), data collection represents a crucial initial phase 

in the data life cycle, fostering enhancements throughout subsequent phases. This process 

is vital for accurately capturing user behaviors and attitudes towards EFS, thereby 

informing strategies to boost their long-term adoption and effectiveness.  

In this study, the researcher employed a cross-sectional study design to explore the 

continuous use of EFS. Cross-sectional research involves collecting data only once to 

achieve the research objectives, making it more time-efficient compared to longitudinal 

studies (Spector, 2019). The researcher developed the questionnaire using Google Forms, 

an adaptable online tool ideal for constructing detailed surveys (Braun et al., 2020). The 

questionnaire was designed to elicit specific information about the factors influencing the 

sustained use of EFS, including usability, system performance, and user satisfaction 

(Gunesekera et al., 2019). Simple English was used in the questionnaire to ensure clarity 

and prevent misunderstandings, enhancing the reliability and validity of the data collected 

(Ang et al., 2018). 
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The questionnaire was distributed through social networks such as WhatsApp to a sample 

of 384 users who voluntarily participated in the study (Bapaye & Bapaye, 2021). Follow-

ups were conducted through physical contact and telephone calls to ensure a robust data 

collection process. Respondents were given ample time to complete the questionnaires. 

The quantitative data obtained was analyzed using numerical techniques and presented 

through frequency tables and percentages for clear understanding and easy interpretation. 

This methodology aims to provide insights into the factors that influence the continuous 

use of EFSs among users. 

3.7 Design Measurement and Operationalization of Variables 

A questionnaire survey was used to obtain information for this investigation. Each 

variable's measurement tools were informed by prior research. Appendix One contains the 

survey questionnaire's nine sub-sections. Section A's cover page provided context for the 

survey and invited potential participants to continue reading. All responses from 

respondents were kept strictly secret.  

According to the study, Section A featured a screening question to identify EFS users, 

excluding unqualified respondents from answering the subsequent questions. Respondents 

who responded negatively were politely thanked and instructed to discontinue the survey. 

However, those who answered positively were requested to proceed and respond to further 

inquiries.  

In keeping with other studies, Section B of this study examined the participant's 

demographic profile, which included elements like gender, age, race, education level, 

income, prior computer use, and internet usage. This study also strongly emphasized 
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examining these demographic factors in greater detail. In the study of EFS, factors 

influencing users' intention to continue using the app are identified in Section C through 

Section I. Each section covers different constructs, including perceived information 

quality, trust, innovation, perceived usefulness, satisfaction, and continuous intention, and 

provides corresponding items to measure these constructs. 

To ensure the precision of the study on the continuous of EFS usage, the questionnaire 

predominantly features items inspired by established literature. A Likert scale, frequently 

employed in research on EFS and extensively validated in fields such as social science 

and Management Information Systems (MIS) (South et al., 2022), was used to gauge 

participant responses. The participants expressed their agreement with the statements in 

the questionnaire using a five-point Likert scale, where 1 represents 'strongly disagree' and 

5 denotes 'strongly agree' (Jebb et al., 2021).  

As reviewed by Cooksey (2020) and Dalati (2018), measurement variables, also referred 

to as operational definitions, are essential in defining the scales used in the research 

process. These definitions detail how variables are measured within the analytical 

framework (Feng & Hancock, 2019). This study employs these operational definitions to 

explore the continuous use of EFS. The selection and construction of variables were 

guided by a comprehensive review of the literature, including the adoption of pre-existing 

and validated scales (Clark & Watson, 2019). The questionnaire design was informed by 

this literature, incorporating valid scales to facilitate effective data analysis (Oosterveld et 

al., 2019). 
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According to Walizada (2021), the relationship between independent and dependent 

variables may show positive or negative relationships. For this study, the independent 

variables include perceived information quality, innovation, trust, and perceived 

usefulness, focusing on their impact on the continuous use of EFSs. The mediating 

variable is satisfaction, which may influence the effectiveness and efficiency of system 

use. The dependent variable centers on the continuous intention of users within the system. 

For a detailed depiction of the variables and their measurement instruments, please refer 

to Table 3.3. 

Table 3-3 

Overview of Variables and Measurement Instruments 

Variables and Dimensions Scale No. of questions 

Independent Variables   

Perceived Information Quality 5 points  8  

Innovation 5 points 8  

Trust 5 points 8  

Perceive Of Usefulness 5 points 8  

Mediating   

Satisfaction 5 points 8 

Dependent Variable   

Continuous Intention to Use 5 points 8 

Total number of Questions 48 

 Sources: Researcher 
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3.8 Perceived Information Quality 

To effectively measure the ongoing intention to use the EFS, the survey incorporated 

questions specifically targeting the independent variable of Perceived Information 

Quality. These questions were adapted from methodologies established in prior research 

by Kenett (2018) and Shim and Jo (2020). This adaptation involved tailoring their proven 

metrics to fit the unique context of the EFS, ensuring that the questions accurately 

captured users' perceptions of the information quality provided by the system. By focusing 

on this aspect, the survey aims to determine how the perceived quality of information 

influences users' decisions to continue using the system, thereby providing valuable 

insights into factors that might enhance user satisfaction and retention rates. Participants 

were asked to rate their likelihood of continuing to use the EFS on a five-point Likert 

scale, from "strongly disagree" to "strongly agree". Table 3.4 lists eight items that gauge 

the factors influencing users' continuous intentions. 

Table 3-4 

Measures of Perceived Information Quality 

 

Variable No. Items 

Perceived 

Information 

Quality 

1. I find that the information given must be completed / comprehensive. 

2. I think that the information provided must be error-free. 

3. I find that the information given must be presented in detail. 

4. I think the information must be applicable to the filing services. 

5. I believe that the information must be up to date. 

6. I find that the information must be able to present work performance 

(progress, completed job, current achievement, etc.). 

7. I feel that the information must be easy to understand. 

8. I believe that the information must be available at any time 

necessary. 
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3.9 Trust 

To effectively measure the continuous intention of using the EFS, the survey incorporated 

specific questions aimed at evaluating the independent variable of trust. These questions 

were carefully adapted from the frameworks established in the research by Veeramootoo 

et al. (2018) and Santhanamery and Ramayah (2018). Their studies provided a 

foundational understanding of trust within digital systems, which is critical for assessing 

whether users are likely to continue using these systems over time. 

Santhanamery and Ramayah (2018) research highlighted various dimensions of trust, 

including reliability, security, and user satisfaction, which influence a user’s decision to 

continue using an electronic system. Veeramootoo et al. (2018), on the other hand, focused 

on the user’s perception of trust, particularly in terms of system functionality and the 

protection of user data. 

By integrating these insights, the survey questions were designed to capture a 

comprehensive view of trust. This includes probing users about their perceptions of the 

EFS’s reliability, the security of their data, and their overall satisfaction with the system. 

Understanding these elements helps in determining the likelihood of users continuing to 

engage with the system, thereby providing valuable insights into its long-term viability 

and user adoption. The assessment used a five-point Likert scale, ranging from strongly 

disagree to agree strongly. The trust construct was evaluated through five items presented 

in Table 3.5.  
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Table 3-5 

Measures of Trust 

 

Variable No Items 

Trust 

1. I believe the use of EFS technology is an effective enforcement of 

privacy and protection in filing activity. 

2. I trust that the use of EFS may combating cybercrime and spam. 

3. I accept EFS use allows company to obtain, to process, to 

accumulate and to exchange information. 

4. I credit that EFS can support transformation of knowledge among 

users. 

5. I rely on that EFS provides a safe environment for system 

performance. 

6. I feel secure sending sensitive / private information across the 

internet. 

7. I confident that EFS is a good protected from malfunctions and 

issues. 

8. In general, the internet is now robust and give safe environment in 

which to transact services with the EFS. 

 

3.10 Innovation 

To actually measure the continuous intention to use the EFS, the survey incorporated 

specific questions focusing on the independent variable of innovation. These questions 

were adapted from studies by Akram et al. (2019), who have previously explored 

innovation within the context of technology adoption. The adaptation involved tailoring 

their established methodologies to fit the unique attributes of the EFS, ensuring that the 

questions were relevant to assessing how innovative features influence users' decisions to 

continue using the system. This approach helps in understanding the direct impact of 

innovative functionalities on the sustained engagement and satisfaction of users with the 

EFS, providing valuable insights into the effectiveness of these systems and areas for 

future enhancement. All items were measured using a five-point Likert hierarchy labeled 

from strongly disagree to strongly agree. All items are listed in the table 3.6 below: 
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Table 3-6 

Measures of Innovation 

 

Variable No. Items 

Innovation 1. EFS has often developing new processes. 

2. Developing new innovations in EFS has solve people problems for 

submission case. 

3. EFS innovation is an important way to create and established new lines 

of excellent services. 

4. Innovation in EFS is encouraging people to apply alternative ways to 

improve work processes and sustain the filing services. 

5. The success of EFSs is related to innovation. 

6. The EFSs must be involved in planning for extended excellent services. 

7. The innovation plays a critical role in improving the performance of 

EFSs. 

8. Innovation in EFS will introduce different technical characteristics or 

specifications for different level of good services. 

 

3.11 Perceived Usefulness 

To thoroughly evaluate the ongoing intention to use the EFS, specific survey items were 

crafted to measure the independent variable of Perceived Usefulness. These items were 

derived and adapted from the methodologies established in prior research by Tahar et al. 

(2020). These studies provide a robust framework for understanding how users perceive 

the utility and effectiveness of such systems, which is critical in assessing their likelihood 

of continuous use. The questions aim to capture detailed user perceptions and attitudes 

towards the system’s functionality, ease of use, and overall impact on their work efficiency, 

which are pivotal in determining their continuous intention. This tailored approach ensures 

that the measurement accurately reflects the unique aspects of the EFS, facilitating a deeper 

understanding of its acceptance and sustained usage among users. Perceived usefulness 

was measured through a five-point Likert scale ranging from strongly disagree to 
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approving. Table 3.7 offers a list of eight items that were utilized for measuring the 

perceived utility construct. 

 Table 3-7 

Measures of Perceived Usefulness 

 

Variable No. Items 

Perceived 

Usefulness 

1. I feel handling of cases become faster and more efficient after using 

EFSs. 

 2. Using EFS will improve my understanding in inheritance flow 

process. 

 3. Using EFS would help me reduce errors in preparing my documents 

submitted. 

 4. The use of the EFS facilitates my preparing documents process. 

 5. Using online filing system would enhance my effectiveness in 

preparing documents filing. 

 6. The online filing system provides necessary information and forms 

to be downloaded. 

 7. Using EFS allows me to accomplish more work than would otherwise 

be possible. 

 8. Overall, I would prefer to use the EFS when compared to manual 

filing. 

 

3.12 Mediating Variable - Satisfaction 

To thoroughly evaluate the intention to continue using the EFS, the survey incorporates 

specific questions aimed at understanding the role of satisfaction as a mediating variable. 

These questions are adapted from methodologies previously developed by Zhou et al. 

(2018), who provided frameworks for assessing user satisfaction and its impact on 

continuous technology use. The adaptation of these established research models allows 

for a focused investigation into how satisfaction influences the ongoing commitment to 

the EFS. By integrating these tailored questions, the survey seeks to capture nuanced 

insights into user experiences and satisfaction levels, providing valuable data on the 
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factors that drive continuous intention among users of this digital tool. A five-point Likert 

scale, from strongly disagree to agree strongly, was used to determine how satisfied the 

respondents were with the EFS. Table 3.8 provides eight satisfaction-related items for 

reference.  

Table 3-8 

Measures of Satisfaction 

 

Variable No. Items 

Satisfaction 1. I feel that the EFS adequately meets my needs of interaction with the 

government agency. 

2. Using the EFS makes me feel very satisfied. 

3. I found the EFS is competent and fully satisfied with the filing service 

system. 

4. I feel that the filing technology system is effective in helping me to 

fulfil documents process. 

5. It is an accurate decision to document through EFS. 

6. I am satisfied with the EFS related to security provided. 

7. I am satisfied with the EFS in terms of privacy issues. 

8. Overall, I am satisfied in using the EFS. 

 

3.13 Continuous Intention to Use 

To thoroughly examine the continuous of user intentions toward the EFS, the survey 

incorporated specific questions aimed at understanding this behavior, which serves as a 

crucial dependent variable in the study. These questions were adapted from methodologies 

previously established in research by Franque et al. (2020). These adaptations involved 

refining the original questions to better align with the context of the EFS, focusing on 

measuring aspects such as user satisfaction, perceived usefulness, and ease of use—all of 

which are believed to influence the continuous engagement with the system. This 
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approach ensures that the nuances of user experience with the EFS are accurately captured 

and assessed, providing a robust framework for understanding the determinants of its 

sustained use. Respondents were required to indicate their level of agreement with each 

statement on a five-point Likert scale, ranging from "strongly disagree" to "strongly 

agree." The list of items used to measure continuous intention is presented in Table 3.9. 

Table 3-9 

Measures of Continuous Intention to Use 

 
Variable No. Items 

Continuous 

intention 

1. I intend to continue using EFS in case of submission in the future. 

2. I plan to use EFS to accomplish to solve my documentation process. 

3. I will encourage other people/beneficiaries to continue submitting 

their cases via online filing. 

4. I would like to use/learn more about EFS in executing my case 

submission. 

5. I believe my interest in submitting cases via EFS will increase. 

6. I am willing to continue using EFS to perform my assigned tasks. 

7. I will continue using the EFS services for case submission purposes. 

8. I am glad to learn new fast techniques in my EFSs. 

 

3.14 Instrument and Measurement 

According to Bhat (2020), the instrument is an essential strategy in search of facts. It is a 

tool for data collection, including questionnaires, interviews, observation, and reading. 

The researcher must ensure that the chosen instruments are valid and reliable. The validity 

and reliability of any research are dependent on the application-level mechanism. Any 

procedure used to collect data must be examined critically to determine the extent to which 

it is meeting to provide results that can be expected (Ahmed & Ishtiaq, 2021). 
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Smith et al. (2019) suggest that data in surveys can be collected through various methods, 

including questionnaires, mail questionnaires, and electronic questionnaires (e-mail), and 

recommend practical techniques to improve response rates, such as sending follow-up 

letters with incentives like providing stamped return envelopes and designing simple, 

easy-to-understand questionnaires. The key advantage of using e-mail questionnaires is 

the ability to reach respondents across large geographical areas, allowing them to 

download and complete the survey at their convenience (Sammut et al., 2021). For studies 

restricted to specific localities or organizations where a group of employees is willing to 

participate, Sekaran recommends administering the questionnaire directly, as this method 

is efficient and less time-consuming compared to conducting interviews, requiring less 

expertise (Nuswantara, 2022). However, Smith et al. (2019) also note that some 

organizations may be unable or unwilling to allow the use of work time for data collection. 

Schober et al. (2018) confirm that data from a study can enable researchers to determine 

whether there is a relationship between various variables outlined in a questionnaire, and 

to enhance the accuracy of the feedback, the questionnaire was reformulated, with 

respondents asked to document their responses in writing within a specified timeframe. 

When researchers clearly understand the information needed, the questionnaire becomes 

the most efficient data collection method, offering benefits and efficiencies in gathering 

data (Vaniea, 2019). According to Stedman et al. (2019) note that while mail-in surveys 

are often perceived as more impersonal and provide greater privacy due to the different 

communication modes, they also present certain challenges, particularly the low response 

rate. Studies have shown that more educated respondents are generally more inclined and 
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motivated to complete mail-in questionnaires compared to their less educated 

counterparts. 

To address the challenges mentioned, the electronic mail (e-mail) questionnaire is 

considered an effective and easy-to-manage method. It offers global accessibility, low 

cost, and rapid delivery, allowing respondents to complete it at their convenience, similar 

to a mail questionnaire (Edwards et al., 2023). However, this method requires respondents 

to be familiar with computers and able to access their email to complete the survey 

(Sammut et al., 2021). One limitation is that researchers cannot gather additional 

information once the questionnaire session is completed (Parekh et al., 2023). 

3.15 Questionnaires Design 

Kamp et al. (2018) have emphasized the importance of careful attention to detail when 

constructing questionnaires, focusing on aspects like language clarity, variable 

categorization, scaling, coding, and presentation. It is essential to avoid technical jargon, 

ambiguous terms, double negatives, double-barreled questions, and confusing phrasing to 

ensure that the queries are straightforward (Keyvan and Huang, (2022). Additionally, 

Tavory (2020) suggests favouring closed-ended questions over open-ended ones to 

facilitate precise data analysis and ensure that the research objectives are clearly 

understood. 

The study will present a questionnaire containing 48 items categorized into four sections. 

The initial section will focus on gathering demographic information, while the second 

section will evaluate the respondents' proficiency, involving four variables: perceived 

information quality, trust, innovation, and perceived usefulness. The third part will assess 
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the mediating satisfaction, whereas the final section will investigate the dependent 

variable, specifically, the continuous intention of EFS users in Malaysia. 

3.16 Measurement Scale 

As South et al. (2022) emphasized the significance of selecting an appropriate type of 

Likert scale to accurately represent the population when utilizing prepared questionnaires, 

as measured by a Likert scale in their study. Simms et al. (2019) have demonstrated the 

reliability, adaptability, and ease of constructing Likert scales, which this study employs 

in a 5-point format, enabling respondents to rank their responses from low to high. While 

Meyer et al. (2019) highlight that technology studies commonly use a 5-point Likert scale, 

Aybek and Toraman (2022) indicate that researchers might opt for 5-point, 7-point, or 9-

point scales depending on their specific needs. For instance, their research on quality and 

service adopted a seven-point Likert scale to gather more nuanced data.  

Using a 5-point Likert scale, however, simplifies data analysis and encourages 

respondents to remain focused on the questionnaire and provide more honest responses to 

each criterion. Kusmaryono and Wijayanti (2022) support this viewpoint, stating that it is 

challenging to ascertain a respondent's opinions using a Likert scale greater than seven. 

This implies that if a researcher provides more than seven response alternatives, 

respondents may choose their responses randomly, rendering the data irrelevant.   
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In this study, a 5-point Likert scale is recommended for rating all items, where one 

represents "strongly disagree" and five represents "strongly agree." The survey includes 

four independent variables and one mediation variable, each evaluated through eight items 

adapted from previous research, along with one dependent variable. In total, 48 items will 

be assessed using this 5-point Likert scale, as depicted in Figure 3.2. This scale provides 

a uniform metric for understanding responses across different variables of the study. 

 

Figure 3-3 

The Measurement Scale Used in The Questionnaire 

 

3.17 Response Rates 

The response rate in survey research was defined by Holtom et al. (2022) as the proportion 

of individuals who completed the survey divided by the number of individuals in the 

sample, commonly expressed as a percentage. Recent studies suggest that the cost of 

increasing the response rate is often not justifiable in improving the study's accuracy 

(Young et al., 2019). For instance, early research findings indicate that surveys with as 

low as 20% responses may yield more precise measurements than surveys with higher 

60% or 70% response rates (Hendra & Hill, 2019). Moreover, large sample sizes and 

simple random sampling are more suitable for surveys with lower response rates (Reiber 

et al., 2020). 

To complete this section of the questionnaire, you are required to define the different 

components that contribute to a successful new product design based on your 

perception. You should indicate your response to each item by marking a tick (√) or 

circling (O) a number from 1 to 5, using the provided scale. 

  1……………2……………3……………4……………5 

      LOW          HIGH  
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3.18 Non-Response Bias 

King et al. (2018) characterizes non-response bias as an estimation error that arises when 

certain survey respondents are underrepresented due to non-response bias, skewing the 

characteristics of a population. Despite high response rates, Ramke et al. (2018) point out 

that such bias can still manifest in survey research. Contrarily, Hedlin (2020) contends 

that low response rates do not automatically equate to non-response biases, emphasizing 

the importance of using appropriate tools to assess response bias in research. As a method 

to identify non-response bias, Bach et al. (2020) recommend comparing the responses of 

early and late respondents in surveys, which can provide insights into the bias's impact.  

Biele et al. (2019) contended that there might be differences among voluntary respondents, 

who are self-selected and, therefore, may introduce bias into a study. Arias et al. (2020) 

maintained that non-respondents share similar characteristics with respondents who are 

tardy in submitting their responses. Consequently, the sample consists of early and late 

responders, with no significant differences in the results. To ascertain whether there are 

substantial differences in the variables between early and late responders, it becomes 

imperative to conduct a t-test, as suggested by (Gummer & Struminskaya, 2020; 

Randsborg et al., 2021). 

3.19 Pilot Tests 

According to Almanasreh et al. (2019), the purpose is to confirm the data collection pre-

testing instruments and show how research can manage contents on a scale that represents 

such measures. Among his methods is to ask experts in the field to assess the content 

items' validity and review the content items and the scale if necessary. Kmetty and 
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Stefkovics (2021) said that it is intended to ensure that the design and format of the 

questionnaire are consistent with the field studies conducted, and there is some argument 

about the respondent units that need to be taken to this pre-testing. However, Neuer and 

Lenzner (2019) agreed that the respondents' pre-testing requirements are between 5-100 

respondents.  

Another important component of the research is to complete a pilot test. According to 

Sundram and Romli (2023), a pilot test can be used to carry out a more extensive and 

comprehensive study by providing a method to examine the reliability and validity of the 

instrument or the methodology proposed in the study. Besides, a pilot test can help 

researchers determine the sample size design and components appropriate to achieve the 

desired level. Researchers must decide on the necessary sample size and proper research 

models for the proposed study (Freeman et al., 2020). 

This is based on the opinion of Mohaddesi and Harteveld (2020), who say that the pilot 

test is a very important element in any study. It aims to gather feedback and opinions to 

improve the questionnaire in the survey conducted by the researchers. This is consistent 

with the views of Sammut et al. (2021); the data collection method for a pilot test was 

carried out in the same way as the actual data collection. After identifying the population 

needed in the real study, this study carried out by administering the instrument to a part 

of the total population is recognized (Casteela & Bridier, 2021).  

Therefore, a pilot study was conducted via an online survey to evaluate the reliability of 

the current study, specifically focusing on the continuous of use of the EFS. A survey link 

was created using Google Forms and distributed to young individuals through WhatsApp. 
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Following the pilot testing approach outlined by Hui et al. (2022), 550 questionnaires were 

sent to a select group of EFS users across various regions in Malaysia. All questionnaires 

were completed and returned, providing a viable dataset for subsequent analysis.  

Cronbach's alpha coefficient was employed to evaluate the reliability of the survey 

instruments used to assess the continuous usage of the EFS. According to Sekaran and 

Bougie (2010), a reliability value of 0.7 or higher is considered satisfactory. The findings 

from this preliminary study indicated high reliability, with Cronbach’s alpha values 

ranging between 0.89 and 0.94, affirming the instruments' high-reliability standard. Hair 

et al. (2019) suggest that Cronbach's alpha coefficient of 0.60 denotes average reliability, 

whereas values of 0.70 or higher reflect a high standard of reliability. Table 3.10 

confirmed that all Cronbach’s alpha values exceeded 0.7, substantiating the use of these 

items in the final analysis to explore factors influencing the continuous use of the EFS. 

Table 3-10 

Summary of Reliability Test for Pilot Test 

Constructs Number of Items Cronbach's Alpha 

Perceived Information Quality 8 0.916 

Innovation 8 0.908 

Trust 8 0.900 

Perceive Of Usefulness 8 0.927 

Satisfaction 8 0.944 

Continuous Intention to Use 8 0.923 
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3.20 Validity and Reliability  

Salleh et al. (2023) introduce the concepts of validity and reliability in social science 

research methods to evaluate the credibility of revised research approaches. To establish 

strong support for the study's validity, researchers must comprehend the broader issue of 

validity in research and employ appropriate strategies, which can be illustrated with 

examples from the literature (Spiers et al., 2018). 

3.20.1 Validity  

Validity is concerned with the importance of the research component, according to the 

statement made by Hayashi et al. (2019), which states that when researchers measure 

behaviour, priority should be focused on the objectives to be measured. The questions are 

suitable, and although the respondents cannot answer completely, researchers can develop 

a support questionnaire to determine the validity of their measures (Rule et al., 2019). The 

validity is related to the measurement of results, which meets with what has been set out 

in the evaluation process (Erlinawati & Muslimah, 2021). Since most of the questions 

have been adapted from previous studies, the online intention gap, especially in areas 

related to attracting people to use the EFS system, was part of the reasons that should be 

considered in the face of legitimacy and requires subjective judgments on the accuracy of 

answers (Hussain et al., 2018). 

(a) Convergent Validity  

Cheah et al. (2018) define convergent validity as the degree to which different measures 

of the same construct are consistent and operate similarly. On the other hand, Swedlow et 

al. (2020) state that content validity is achieved when each measurement item strongly 
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relationship with its presumed theoretical construct. Technically speaking, convergent 

validity is confirmed by a signed t-value on the corresponding construct. Miller and Ulrich 

(2019) recommend a t-value of 1.96 or greater to indicate significance at the alpha level 

0.05. In addition, Fornell and Bookstein (1982) propose that a construct is convergent if 

its Average Variance Extracted (AVE) is at least 0.5 and each measure's standardized 

loading is more significant than 0.7. (Silva, 2023). 

(b) Discriminant Validity 

According to Neuman (2006), discriminant validity examines whether constructs and their 

measurements are theoretically distinct. Discriminant validity can be established when the 

relationship between each measurement item and other constructs, except the one it is 

theoretically related to, is insignificant. In statistics, discriminant validity is met when test 

items have high loadings on the target latent variable and low loadings on all other latent 

variables. Furthermore, Gefen and Straub (2005) stated that the relationship between any 

two latent constructs should be lower than the square root of the average variance 

extracted (AVE) for each construct. Neuman (2006); Gefen and Straub (2005). 

This examination will minimize the disparities between the questionnaire and the concepts 

to be examined in this study. All of those mentioned above are the suggestions Ricci et al. 

(2018) offered regarding how to confirm the accuracy of every piece of the instrument's 

material. Also, this exercise can improve knowledge and comprehension of the language 

industry, which will be used to create valid and reliable questionnaire questions. Validity 

in research is typically discussed in terms of the study's content validity. Nevertheless, 

Santee et al. (2019) note that some people believe it is impossible to validate the validity 
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of all instruments because validity relates to the conclusions of a score and not to the 

evaluation of an instrument's content. Santee et al. (2019) also stated that most researchers 

realized that the tool's content is important in the measurement but cannot be used as valid 

evidence. This is different from the opinion of Flake et al. (2022), who believed that 

despite criticism of the validity of the content, it is helpful to see how the validity of 

translation is a step to reflect content constructs in a study when it operates. 

(c) Face Validity and Content Validity 

Face and content validity, as defined by Hair et al. (2019), is the systematic yet subjective 

assessment of an indicator's ability to measure the constructs for which it was developed. 

Face validity, also known as the scientific community's consensus that the indicators 

measure constructions, refers to the extent to which the contents of the build are reflected 

in the measures given as content (Yesuf et al., 2020). As Asmelash and Kumar (2019) 

argue, achieving these validities is possible by selecting concerns from the wide variety 

of available indicators and collaborating with a small group of experts to evaluate the 

appropriateness and comprehensiveness of the indicators. 

According to Manchaiah et al. (2019), each item in the questionnaire should seek input 

from academic experts and industry to ensure content validity. This coincides with the 

statements made by Medlar and Glowacka (2018), which state that the feedback to be 

obtained is instrumental because it can improve relevance and consistency, which is a step 

in the concept of the study. Hawkins et al. (2019) also say that the validity of the tests can 

prove the legality of how the results obtained are consistent with the use of theories related 

to the design questions stated. Subsequently, the researcher will also conduct face validity 
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with field expert academicians. The study sought the opinion of experts and the study 

supervisor.  

This aligns with Almanasreh et al. (2019), who indicate that research instruments cover a 

wide range of research concepts; therefore, testing their validity needs expert consultation. 

Opinions from the supervisor were sought to ascertain if all themes in objectives were 

captured to assess the content validity (Spoto et al., 2023). As a result, the primary goal 

of this study was to ensure the constructs' face and content validity. Then, Moulton et al. 

(2018) conducted a survey to identify irrelevant questions and suggest new research 

directions. They used two methods: selecting indicators from reliable sources in the 

literature and asking participants to indicate whether the hands were appropriate during 

the pre-test phase (face validity). Besides, Hirao et al. (2021) also utilized the approach of 

assessing content validity. Based on the opinions of participants, the questionnaire was 

enhanced and polished. 

3.20.2 Reliability 

Reliability is a significant concern when it is used to measure several characteristics or 

behaviours. Parsons et al. (2019) made this statement, later saying that it is essential to 

understand the function test performed so that the test can consistently determine the 

correct respondents. In other words, reliability measures how far the results are repeated 

when researchers perform different sizes, at different times, in different conditions, with 

alternative instruments to measure the same thing (Padilla et al., 2022).  

In conclusion, according to Bollen (1989), reliability is a stability measurement in various 

situations where essentially the same results will be obtained. According to Hair et al. 
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(2019) and as discussed by Zikmund et al. (2014). This is confirmed by Raykov and 

Marcoulides (2023) and supported by Novak (2020), which state that consistent 

measurement items can be judged by the reliability coefficient known as Cronbach's alpha 

where values above 0.70 are acceptable, while 0.80 and 0.90 respectively, are considered 

reasonable and excellent. In the initial stages of research or exploration purposes, 

reliability. Thus, Ventura-León and Peña-Calero (2020) suggested that 0.60 or 0.50 is also 

acceptable. 

According to Li and Wang (2020), reliability is achieved if the approach for data collection 

is repeated. It gives the same results, and data collection can be duplicated by following 

the same procedures as was done earlier. The main impact may be the same if a new data 

collection is conducted at the nearest time, and as most research projects have been 

completed, the data collection process can be costly and take a long time. Malmqvist et 

al., (2019) also suggested an alternative approach before proceeding with studies or 

questionnaires to conduct a pilot study.  

A pilot study often begins with a literature review tailored to the research topic, as it sets 

the foundation for empirical investigations, which typically feature descriptive data 

(Scheuch et al., (2021). This data proves valuable, especially in preliminary studies, due 

to the high costs and time demands of data collection (Vindrola‐Padros et al., (2020). After 

that, Fu et al. (2022) suggest a preliminary evaluation using available data before 

launching into comprehensive data gathering. Pilot studies customarily provide a detailed 

literature analysis, reflecting the data types and scope expected in future research (Lawson 

et al., 2021). This study incorporates empirical data, particularly descriptive statistics like 
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means, standard deviations, and relationships. It emphasizes using Cronbach's alpha to 

assess reliability, comparing it with values from prior studies to test the relevance of 

hypotheses and ensure the integrity of the study's dimensions (Hoekstra et al., 2018).  

3.21 Data Analysis  

After giving the questionnaire survey to the sample population, the data is analyzed using 

IBM SPSS Statistics version 22.0 and Smart PLS. It is necessary to clean and alter the 

data to test hypotheses in preparation for these tests. The following sections elaborate on 

these analyses. 

3.21.1 Descriptive Testing 

Data analysis, according to Sekaran and Bougie (2010), makes use of descriptive statistics 

to paint a picture of what is at stake. For this purpose, the mean, median, mode, range, 

variance, and standard deviation are the most often employed measures of central 

tendencies and dispersion. According to Cao (2021), the median is the numerical value 

representing the midpoint of a data set. The mean is calculated by dividing the sum of the 

scores in a data distribution by the number of scores (Putranti, 2021). The mode is the 

value that appears most frequently in a data set, whereas the range is the difference 

between the highest and lowest values (Stewart, 2018). 

Bhaskar et al. (2019) defined variance as the average of the squared deviations from the 

mean of data distribution, while standard deviation is the square root of variance. 

Meanwhile, Sekaran and Bougie (2010) noted that inferential statistics are used to make 
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conclusions about a population based on a sample. The Pearson relationship coefficient is 

the most commonly used measurement for this purpose. 

3.21.2 Normality 

Normality, as described by Hair et al. (2010), is crucial for the validity of F- and t-

statistics, which assume data follow a normal distribution. Deviations from this can lead 

to inaccurate statistical analyses. Besides, Ahmed et al. (2021) argue that maximum 

likelihood (ML) estimation performs best with normally distributed data, which ideally 

exhibits zero skewness and kurtosis. These measures, commonly used to assess non-

normality, help confirm the distribution’s characteristics (Nguyen et al., 2020; Wu, 2020). 

3.21.3 Skewness   

Compared to a normal distribution, the skewness of a distribution measures its symmetry 

(Hair et al., 2010). Positive skewness suggests a leftward movement in the distribution, 

whereas negative skewness shows a rightward shift (Hair et al., 2010). The variable 

distribution threshold's degree of symmetry: -2 skewness 2. (Adcock & Azzalini, 2020; 

Hasanalipour & Razmkhah, 2020)  

3.21.4 Kurtosis  

Compared to a normal distribution, kurtosis describes the peakedness or flatness of the 

data distribution (Lee & Kaplan, 2018). A positive kurtosis shows a peaked distribution, 

and the flatter distribution is indicated by a negative kurtosis (Hair et al., 2010). The 

variable distribution threshold's peakedness/flatness is -7 kurtosis 7 (Ausloos & Cerqueti, 

2018; Zyl et al., 2018). 
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The skewness and kurtosis tests are preferable to other methods because they provide 

precise measurements of deviations from normality (Sanchez-Espigares et al., 2018). In 

the graphical method, residual histogram graphs indicate the form of the data distribution 

for a single continuous variable and its relationship to normal distributions, allowing for 

the assessment of normality (Siraj-Ud-Doulah, 2021). If the assumption holds, residuals 

should typically be independently distributed (Garren & Osborne, 2021). Based on the 

threshold values of skewness and kurtosis, there is no globally accepted criterion for 

determining whether a data distribution is normal. According to Bono et al. (2019), to be 

deemed normal, the kurtosis value should not exceed 5.0, and the skewness value should 

not exceed 2.0. 

3.21.5 Factor Loading  

High loadings of measurement items indicate that the things converge on a common 

construct. Cutoff:  ≥0.50. Delete the entire item with low factor loading (Cheah et al., 

2018). 

3.21.6 Outliers  

To address missing responses, one effective strategy is to identify outliers, which are 

statistical tools used to detect extreme values within a dataset that deviate significantly 

from other data points or variables, as described by Rashid and Waheed (2021) and Larson 

et al. (2019). The Mahalanobis distance method will be employed to assess multivariate 

outliers, using SPSS to identify cases with scores significantly deviating from the central 

tendency of scores for all subjects (Leys et al., 2018). It will use the Mahalanobis d² values 
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to measure distance and identify outliers, with a probability threshold of p < .001 

(Drumond et al., 2018). 

3.22 Factor Analysis  

Based on the opinion of Hair et al. (2010), the important purpose of factor analysis is to 

identify the underlying structure of the variables to study the interrelationships between 

variables and dimensions. The primary interest of data reduction is minimizing 

measurement items to develop variables, which enabled substantial convenience in 

analyzing the effects of predictors. In this study, factor analysis will be applied to measure 

the perceived information quality, trust, innovation, perceived usefulness, satisfaction, 

and continuous intention of EFS users in Malaysia. Hair et al. (2010) stated that the value 

of significant factor loading most appropriate for interpretation is influenced by sample 

size, where items being tested on a smaller sample size require higher factor loading to 

find actual significance. Only objects with factor loadings of 0.587 and above are 

significant.  

Factor analysis is a method of modelling utilized to study theoretical constructs by 

examining a range of observable proxies or indicators that can be measured directly 

(Liebe, 2021). In essence, it involves analyzing the relationships between the observed 

variables and the underlying latent factors that are hypothesized to be responsible for 

them. Factor analysis consists of Exploratory Factor Analysis (EFA) and Confirmatory 

Factor Analysis (CFA) (Marsh et al., 2020). Exploratory Factor Analysis (EFA) — EFA 

can be viewed as an interrelated regular facilitation measure. EFA has traditionally been 

used to study the structure of the underlying factors that may be fundamental for a set of 
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variables that must be considered without imposing a structure precursor to an outcome 

(Carrizosa et al., 2019). According to Fornell & Bookstein (1982), factor analysis can be 

considered a simplification of consistent measures. The number of constructs and 

underlying structural factors can be identified by doing EFA. 

However, according to statements made by Hair et al. (2014), the EFA variance based on 

structural equation modeling (VB-SEM) is important to understand that the EFA is a 

process of informal exploration to check the validity of a previous theory to explain 

variance and expectation of the construct relationships. VB-SEM can also be known as 

Partial Least Squares Structural Equation Modeling (PLS-SEM), which was first 

introduced by Wold (1982) and has been modified to enhance the capabilities of Venturini 

and Mehmetoglu (2019). 

Confirmatory Factor Analysis (CFA) – The statistical techniques used to confirm the 

structure of factor a set of variables. CFA allows researchers to test the hypothesis that the 

relationship between variables and latent construct their base existed. The study by Hair 

et al. (2010) explains that Covariance-Based Structural Equation Modeling (CB-SEM) 

was used to assess the advantages associated with convergence to minimize the difference 

between the observed covariance matrix and the estimated covariance matrix (Dash & 

Paul, 2021). It is suitable for the confirmatory test to prove that previous theories certainly 

have a strong justification for doing so.  

3.23 Data Analyses Procedures and Techniques  

In the current research, following the completion of data gathering, analysis was carried 

out employing SPSS (Statistical Package for Social Sciences) version 22.0 and Partial 
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Least Squares Structural Equation Modelling (PLS-SEM). Initially, SPSS was utilized to 

characterize the sample. This stage involved data screening and cleaning, which addressed 

missing values, removed outliers, and checked for data normality. Subsequent normality 

tests and descriptive statistical analyses provided insights into the demographics through 

frequency distributions and percentages, emphasizing the approach suggested by Hair et 

al. (2019). 

Further, According to Dash and Paul (2021), Smart PLS 3 was applied to perform 

reliability and validity tests and to evaluate the research hypotheses. Employing PLS-SEM 

was justified as it facilitates the construction of measurement and structural models—the 

former assesses construct reliability and validity, while the latter aids in analyzing 

bivariate relationships. This was followed by simultaneous regression analysis to explore 

relationships and relational dynamics within the data. As noted by Richter et al. (2020), 

PLS-SEM is effective for hypothesis testing in studies. SEM's comprehensive modeling 

capabilities, integrating path, regression, and factor analyses, make it particularly potent 

for complex analyses, a point also supported by Carrion et al. (2019). 

Assessment of the structural model included evaluating path coefficients, R2 values, effect 

sizes, predictive relevance, and moderating effects. A bootstrap sample of 5000 was used 

to ascertain the significance of path coefficients based on the number of valid 

questionnaires (Hwang & Kang, 2022). Values of p less than 0.05 were deemed significant 

(Woo & Kang, 2023). Given the research queries of this study, the SEM approach was 

found to be apt. Smart PLS version 3.2.8 facilitated the examination of the outer model 

(reliability and validity) and the inner model (path coefficients and predictive relevance), 
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considering a t-value over 1.96 acceptable (Sarstedt & Cheah, 2019). A comprehensive 

explanation of these analyses follows in the subsequent sections. 

3.24 Chapter Summary  

The research delineates a thorough examination of its methodology framework, which 

encompasses the creation of a survey tool, the identification of the target demographic, 

and the adoption of specific sampling methods. It further details the processes involved in 

data gathering, the employment of various measurement scales, and the analytical 

techniques utilized. The study rigorously assesses the validity and reliability of the survey 

items and the instrument itself. It discusses the research's design and type, the construction 

and administration of the questionnaire, and the statistical methods planned for use. 

Additionally, the investigation extensively explores the measurement of independent 

variables such as Perceived Information Quality, Trust, Innovation, and Perceived 

Usefulness, all of which impact user satisfaction, and the dependent variable, continuous 

intention to use EFS in Malaysia.  
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CHAPTER FOUR  

FINDINGS 

4.1 Introduction 

This section presents and analyses the information gathered from online filing 

participants. The offered hypotheses and conclusions are also assessed. Preliminary 

evaluations were carried out using SPSS version 23 to ensure the data were appropriate 

for multivariate analysis. After that, the measurement and structural model of the study 

were validated using the PLS-SEM methodology.  

This chapter discusses several aspects related to the response rate and initial analysis of 

the research study. These aspects include data screening, managing missing data and 

outliers, detecting multicollinearity, identifying nonresponse bias, and recognizing 

common method bias. Furthermore, the demographic profile of the respondents is 

examined, and latent variable descriptive statistics are presented. Additionally, a detailed 

account of the PLS-SEM modeling procedure is provided.  

The two components of the PLS-SEM modelling process are the measurement model, 

which guarantees the validity and reliability of the research instrument, and the structural 

model, which verifies the research hypothesis. This chapter also thoroughly examines the 

direct linkages and intermediary effects. In conclusion, a synopsis of the thesis is given.   

4.2 Response Rate of Distribution 

In this study, 550 questionnaires were distributed across Peninsular Malaysia, including 

the Northern, Central (Klang Valley), Southern regions, and East Coast states, focusing 
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on the continuous use of electronic filing systems (EFS). This dissemination of 

questionnaires began in July 2022 and continues until August 2022, with a 30 to 60-day 

window given for the completion of the questionnaire. To ensure a high response rate, 

managers of each branch from Amanah Raya Berhad, the Legal Firm Manager, who 

facilitated the distribution of the questionnaires, were regularly reminded via phone calls 

(Sarathy et al., 2020; Goodwin et al., 2020; Barnhart et al., 2022) and WhatsApp 

(Cochrane et al., 2020; Bapaye et al., 2021).  

According to the collected data shown in Table 4.1, out of the 550 questionnaires 

distributed, 384 were returned, yielding a 69.82% response rate. This rate is considered 

valid as per Holtom et al., (2022) standards on survey response rates. Notably, all returned 

questionnaires were complete and usable for further analysis, indicating the effectiveness 

of the data collection methods. An 89% response rate is deemed highly satisfactory for 

this study, especially since Sekaran (2003) posits that a 30% response rate is typically 

adequate for survey research.  

Table 4-1 

The Response Rate of The Questionnaire. 

 

Response Frequency Frequency Rate (%) 

No. of questionnaires administered 550 100.00 

Returned questionnaires 384 69.82 

Unusable questionnaires 0 0.00 

Questionnaires not returned 166 30.18 

Retained Questionnaires 384 69.82 

Valid response rate 384 69.82 
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4.3 Data Screening and Preliminary Analysis 

Underscoring the importance of data cleaning cannot be overstated when conducting 

valuable research, especially in multivariate analysis. Cvetkov-Iliev et al. (2022) 

underscores the indispensability of data cleaning as a vital prerequisite for generating 

precise and dependable findings. After the data is gathered, a data cleaning procedure is 

imperative to address diverse data collection concerns, including but not limited to 

missing data, peculiar response patterns, and outliers. Hair et al. (2019) discusses the 

importance of data cleaning in detecting and addressing these issues. The subsequent 

subsection presents a comprehensive account of the preliminary analysis techniques 

employed for data cleansing. This methodology involves meticulously inspecting the data 

to identify probable issues and implementing adequate measures to guarantee the data's 

authenticity, dependability, and aptness for analytical purposes.  

Conducting an initial screening of the collected data provides researchers with better 

comprehension and aids in further analysis (Smith, 2018). This study utilized version 23 

of the Statistical Package for Social Sciences (SPSS) to execute coding and data entry. 

Each element in the dataset was assigned a serial number to facilitate the identification of 

outliers (Alili & Krstev, 2019). Furthermore, all items in the survey were labeled with 

names, with demographic variables marked accordingly. Specific labels were assigned to 

different sets of items in the survey, such as PIQ1-PIQ8 for items related to perceived 

information quality, TRST1-TRST8 for trust-related items, INOV1-INOV8 for 

innovation-related items, POU1-POU8 for items related to perceived usefulness, STAT1-

STAT8 for items related to satisfaction, and INTEN1-INTEN8 for items related to 

intention to use. 
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In social and management sciences research, thorough data screening is essential in 

ensuring the research results' reliability and validity (Henrikson et al., 2019). Researchers 

have demonstrated the methodological importance of this process in numerous studies, as 

noted by Waffenschmidt et al. (2019) and Chai et al. (2021). In the context of Partial Least 

Squares-Structural Equation Modeling (PLS-SEM) analysis, it is imperative to conduct 

data screening as the effectiveness of PLS-SEM analysis hinges on the absence of missing 

values or outliers within the dataset (Ghasemy et al., (2020). As such, in the present study, 

thorough scrutiny was conducted on the dataset to identify and address any missing values 

or outliers, thereby ensuring the precision and reliability of the analytical outcomes.  

Following the completion of coding and data entry, this study conducted a series of 

preliminary data analyses to ensure the quality and dependability of the dataset. Various 

examinations were conducted, incorporating tests such as missing value analysis, 

normality test, multicollinearity test, nonresponse bias assessment, common method 

variance analysis, and descriptive analysis. These analytical methods are commonly 

utilized in research and have been recommended by Hair et al. (2019). 

Cvetkov-Iliev et al. (2022) emphasized the importance of data cleaning in multivariate 

analysis research, as it directly impacts data quality. Specifically, ensuring that the data is 

appropriate for analysis and can be adequately converted is essential. Dash and Paul 

(2021) have also noted that the optimal performance of PLS-SEM analysis tools and 

techniques is impeded by missing values or outliers in the dataset. Thus, to guarantee the 

quality and reliability of the dataset, meticulous screening procedures were implemented 

to detect any missing values and outliers before conducting the study. 
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4.3.1 Analysis of Missing Data 

According to Hair et al.'s (2019) findings, if a survey participant intentionally or 

unintentionally skips one or more questions, it results in missing data. If the proportion of 

missing data surpasses 15%, the data point will be eliminated from the dataset. This can 

significantly impact the generalizability of the results, posing a considerable challenge for 

researchers. Niederhut (2018) suggests three ways to handle missing data: mean value 

replacement, case-wise deletion, and pair-wise deletion.  

In light of contemporary research conducted by Rocha-Silva et al. (2023), it has been 

suggested that online data collection may serve as a practical approach to mitigating data 

loss. Implementing online surveys is posited to significantly reduce the incidence of 

missing values, as respondents cannot progress to subsequent questions without 

responding to the current query. Due to the distribution of the questionnaire online, no 

missing values were observed in the present study. Richardson and Simmering (2020) 

define missing data as a statistical issue arising from an incomplete data matrix caused by 

non-responses to one or more survey items by individuals in the sampling frame. This can 

lead to smaller sample sizes, which can affect the accuracy of statistical analysis and may 

result in biased conclusions based on the sample data (Lin, 2018). Therefore, missing data 

can have significant consequences for the results of a study. 

To prevent incomplete data from online user questionnaires, the researcher utilized a 

technique that made every question mandatory on the Google form (Audet et al., 2022). 

This ensured that participants could not submit their responses without answering or 

checking all the questions. The researcher observed the absence of missing data in the 
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primary online responses to users' inquiries, constituting the latter part of the questionnaire 

(Mirzaei et al., 2021).  

4.3.2 Assessment of Outliers 

Hair et al. (2019) defined outliers as data points significantly higher or lower than the rest 

of the dataset, including extreme values for a particular question or across all questions. 

Thus, Alghushairy et al. (2020) further emphasized that the magnitude of outliers can 

differ significantly from most observations.  

Lei et al. (2021) defined outliers as data points that deviate significantly from the rest of 

the dataset. In regression-based analysis, outliers can cause inaccurate and unreliable 

results due to the disturbance in the estimation of regression coefficients. During the initial 

screening in SPSS, outliers were detected, which aligned with the above definition (Smiti, 

2020). Further investigation revealed incorrect data input and frequency tabulation was 

performed to assess the data range. The analysis demonstrated that all values in the dataset 

were within the expected range (Cutchin et al., 2020). A cutoff of ±3.29 was applied to 

identify univariate outliers using unified values, a technique recommended by Leys et al. 

(2019). The statistical analysis yielded significant outcomes, with a p-value of less than 

.001. However, this method flagged no individual cases as potential univariate outliers. 

Significant findings were observed through statistical analysis, as indicated by a p-value 

of less than .001 (Solla et al., 2018). 

Nevertheless, the current technique did not detect cases as potential univariate outliers. 

The statistical analysis conducted in this study indicated significant results with a p-value 

of less than .001 (Cote et al., 2021). However, this method identified no individual cases 



 

189 

 

as potential univariate outliers. Hair et al. (2019) defined outliers as observations 

manifesting unique characteristics that distinguish them from the remaining dataset. 

Several techniques are available to identify such outliers. The researchers opted for 

Mahalanobis Distance tests to detect outliers in their study. The use of these tests is 

widespread in identifying multivariate outliers, which is achieved through the 

computation of the chi-square value.  

The authors presented their findings in Table 4.2, indicating that the highest Mahalanobis 

distance value recorded was 19.66. With a degree of freedom of 4 and a significance level 

of p=0.001, the critical chi-square value was determined to be 20.52 (Hair et al., 2019). 

From the analysis obtained in Table 4.2, no case exceeded the threshold value, so outliers 

are not a problem in this study.  

Table 4-2 

Outlier Assessment with Mahalanobis Distance 

 

  Minimum Maximum Mean Std. 

Deviation 

N 

Predicted Value 2.9585 4.8496 4.1206 0.41478 384 

Std. Predicted Value -2.802 1.758 0 1 384 

Standard Error of Predicted Value 0.026 0.106 0.053 0.015 384 

Adjusted Predicted Value 2.9242 4.8476 4.1207 0.41511 384 

Residual -2.45099 1.19344 0 0.4455 384 

Std. Residual -5.467 2.662 0 0.994 384 

Stud. Residual -5.528 2.692 0 1.002 384 

Deleted Residual -2.50557 1.22007 -0.00005 0.45316 384 

Stud. Deleted Residual -5.748 2.713 -0.001 1.01 384 

Mahal. Distance 0.304 21.183 4.987 3.44 384 

Cook's Distance 0 0.113 0.003 0.009 384 

Centred Leverage Value 0.001 0.053 0.012 0.009 384 

Dependent Variable: INTENTION 
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Table 4.2 indicates that based on their D2 values, no significant cases were identified as 

outliers in the dataset. As a result, the subsequent analysis procedures were carried out 

smoothly without encountering any significant issues with outliers, and all 384 samples 

were included in the analysis. 

4.3.3 Assessment of Normality Test 

Newburger et al. (2022) state that a symmetrical bell-shaped curve is typical of a normal 

distribution, with a clustering of scores in the centre and fewer frequencies at the extremes. 

Researchers utilize measures of skewness and kurtosis to determine the spread of data 

distribution and the mean and standard deviation. Skewness testing is an analytical 

approach utilized to assess the symmetry of a distribution (Bono et al., (2019). If a 

variable's responses are more concentrated towards one end of the distribution, it is 

categorized as skewed (García et al., 2018). Conversely, kurtosis measures whether a 

distribution is excessively peaked or flat, indicating the proportion of responses in the 

centre. This statistical analysis is useful in identifying the shape and characteristics of data 

distributions (Yu & Yin, 2023).  

Kalla (2020) describes a normal distribution as having a symmetrical bell-shaped curve. 

Most scores are found in the centre of the distribution, while the extremes have lower 

frequencies (Duncan et al., 2019). Measures such as skewness and kurtosis are utilized to 

evaluate the spread of data distribution and estimate the mean and standard deviation 

(Bono et al., 2019). Skewness, a measure that examines whether a distribution is 

symmetrical, is employed to assess if a variable's responses are more concentrated towards 

one end of the distribution (Trafimow et al., 2019). It is considered skewed if the 
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concentration is skewed towards one end of the distribution. Meanwhile, kurtosis, a 

measure that determines whether the distribution is too peaked or flat, is employed to 

determine whether most responses are in the center (Arellano-Valle & Azzalini, 2020). 

Table 4-3 

Descriptive Statistics Include Measures Such As The Mean, Standard Deviation, 

Skewness, And Kurtosis. (N = 384). 

 

Variable Skewness Kurtosis 

Statistic Std. Error Statistic Std. Error 

PIQ 
-0.422 0.122 -0.659 0.243 

TRST 
-0.026 0.122 -0.636 0.243 

INOV 
-0.505 0.122 -0.600 0.243 

POU 
-0.071 0.122 -0.625 0.243 

STAT 
-0.317 0.122 -0.896 0.243 

INTEN 
-0.390 0.122 0.364 0.243 

Note: PIQ (Perceive Information Quality), TRST (Trust), INOV (Innovation), POU 

(Perceive of Usefulness), STAT (Satisfaction), INTEN (Intention to Use) 

In the context of the analysis presented in the study, Table 4.3 provides information about 

the skewness and kurtosis values of the variables being examined. Based on the 

information presented in the table, it is noted that both skewness and kurtosis values fall 

within an acceptable range of ±1. This means the data is reasonably symmetrical and does 

not exhibit excessive tail weight or peakedness. The constructs analyzed can be deemed 

normal as the skewness and kurtosis values fall within acceptable limits. This 

determination holds significance as it enables the utilization of statistical methods that 

necessitate normally distributed data. 
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4.3.4 Multicollinearity Test 

When independent variables demonstrate a high level of relationship, exogenous latent 

variables may also become related, leading to a phenomenon known as multicollinearity 

(Hair et al., 2019). Following Senaviratna and Cooray (2019) propose that the 

identification of multicollinearity can be achieved by combining the relationship matrix 

and VIF. The current study utilized the following methods to detect multicollinearity 

among the independent variables. Firstly, the relationship matrix for the independent 

variables was computed using the method specified by Hair et al. (2019). Any relationship 

coefficient exceeding 0.90 is considered an indication of multicollinearity, as per the 

standard academic practice. The relationship coefficients for all independent variables are 

presented in Table 4.4. 

Table 4-4 

Multicollinearity Test: Correlation Matrix (N=384) 

 

    1 2 3 4 5 6 

1 PIQ 
      

2 TRST .56** 
     

3 INOV .37** .54** 
    

4 POU .44** .48** .30** 
   

5 STAT .51** .45** .40** .42** 
  

6 INTEN .51** .49** .46** .41** .60**   

** Correlation is significant at the 0.01 level (2-tailed). 

Table 4.4 shows that the independent variables lack a significant relationship, given that 

all values fall below the threshold of 0.90. This observation implies a limited degree of 

interdependence between the exogenous latent constructs. Further, the analysis findings 

suggest that the independent variables do not exhibit multicollinearity (refer to Appendix 

C). Therefore, we can conclude that the results of Table 4.4 reveal a low relationship 
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between the independent variables, and the issue of multicollinearity is absent among 

them. 

Hair et al. (2019) suggests using the variance inflated factor (VIF) to evaluate 

multicollinearity. This metric assesses the degree to which multicollinearity among 

predictor variables contributes to an increase in the variance of the estimated regression 

coefficient. In statistical analysis, the Variance Inflation Factor (VIF) value is used to 

identify multicollinearity among predictor variables. An acceptable VIF value for each 

predictor variable is less than 5. However, if the VIF value exceeds 5 and is accompanied 

by a tolerance value below 0.20, it may indicate the presence of multicollinearity. 

Multicollinearity pertains to the high relationship among two or more predictor variables 

in a regression model, which can lead to challenges in estimating coefficients and 

interpreting results. Therefore, assessing multicollinearity through the VIF method is 

crucial before interpreting regression analysis results (Hair et al., 2019). 

Table 4-5 

Multicollinearity Test: Tolerance and VIF (N=384) 

 

        Tolerance VIF 

PIQ    
0.587 1.704 

TRST    
0.516 1.937 

INOV    
0.682 1.466 

POU    
0.698 1.433 

STAT       0.653 1.531 

a Dependent Variable: INTENTION 

According to Table 4.5, which provides information on the exogenous latent variables, 

the VIF (variance inflation factor) values for all independent variables were between 1.433 
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and 1.937. Similarly, the tolerance values for these variables were between 0.516 to 0.698. 

These values are generally considered acceptable, indicating no significant problem with 

multicollinearity among the independent variables. 

4.4 Nonresponse Bias Test 

Singh and Usman (2021) suggest that non-response bias presents a potential error in 

sample population characteristic estimation, as certain survey participants may not be 

adequately represented. To minimize the effects of bias, Manolov et al. (2018) utilized the 

technique of time-trend extrapolation. This method involves analyzing early and late 

responses to make comparisons. Meanwhile, Dankel and Loenneke (2020) sorted 

participants into two categories based on their response times. Those who provided their 

answers before the 30-day deadline were categorized as early respondents, whereas those 

who responded after 30 days were labeled as late respondents. By employing this method, 

it became possible to assess the extent to which non-response bias may have had an 

impact. 

An independent sample t-test was performed in this study to investigate the likelihood of 

non-response bias. Table 4.6 presents the results of the t-test, which demonstrate that the 

values of the underlying construct did not drop below the approved threshold for Levene's 

equality test of variances at the 0.05 significance level. The study findings indicate that 

the impact of non-response bias on the results was insignificant. It is worth mentioning 

that the majority of participants who responded to the surveys included in the final analysis 

provided their responses promptly, as illustrated in Appendix C. 
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Table 4-6 

Results of Independent-Samples T-test for Non-Response Bias 

Constructs Group N Mean Std. 

Deviation 

Std. 

Error 

Mean 

Levene's Test 

for Equality of 

Variances 

  F Sig. 

PIQ Early Responses 256 4.0728 0.68948 0.04309 1.676 0.196  
Late Responses 128 4.2378 0.63777 0.05315 

  

TRST Early Responses 256 3.9287 0.59227 0.03702 0.896 0.345  
Late Responses 128 4.0200 0.61303 0.05109 

  

INOV Early Responses 256 4.2866 0.60931 0.03808 0.806 0.37  
Late Responses 128 4.3194 0.57951 0.04829 

  

POU Early Responses 256 3.2827 0.92592 0.05787 0.156 0.693  
Late Responses 128 3.4280 0.94905 0.07909 

  

STAT Early Responses 256 4.0996 0.73437 0.04590 1.595 0.207  
Late Responses 128 4.0859 0.69518 0.05793 

  

INTEN Early Responses 256 4.1064 0.61658 0.03854 0.013 0.911 

  Late Responses 128 4.1189 0.61776 0.05148     

 

4.4.1 Assessment of Common Method Variance (CMV) Bias 

Before performing hypothesis testing, this study took measures to assess and avoid the 

possibility of Common Method Variance (CMV) bias. The aim was to prevent skewed 

results and inaccurate conclusions that may arise when data is sourced from a single self-

reported source, leading to a biased outcome (Baumgartner et al., 2021) and flawed 

conclusions (Wall et al., 2022).  

To mitigate this issue, the study followed the recommendation of Kaltsonoudi et al. (2021) 

by evaluating CMV bias. This assessment aimed to ensure that any relationships observed 

between variables were not solely due to the data collection method but rather indicative 

of genuine associations. This study aimed to reduce the possibility of CMV bias in its 
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findings by taking these necessary precautions, leading to greater validity and reliability 

in the research outcomes (Cooper et al., 2020). 

In order to guarantee the dependability and authenticity of the findings, this research 

utilized four assessments. These assessments included Harman's single-factor test 

executed in SPSS, collinearity diagnostics utilizing variance inflation factor (VIF) in PLS-

SEM, and controlling for an unmeasured marker variable in PLS-SEM. Harman's single-

factor test is a frequently employed approach to detect Common Method Variance (CMV) 

prejudice and has been employed in numerous research studies (Cooper et al., 2020; Wall 

et al., 2022; Miller   & Simmering, 2022). In order to address the shortcomings of 

depending on a single approach, this investigation utilized various assessments to explore 

the presence of any potential biases related to CMV. 

The research thoroughly evaluated the likelihood of CMV bias by comprehensively 

analyzing the test outcomes. Harman's single-factor test was executed to assess the 

magnitude of CMV bias more accurately, increasing the study's credibility. Detailed 

explanations of the results were also provided (Sachdeva et al., 2022). 

Table 4-7 

Common Method Bias Test. 

Component Initial Eigenvalues Extraction Sums of Squared Loadings 

  Total % of 

Variance 

Cumulative 

% 

Total % of Variance Cumulative 

% 

1 16.932 35.275 35.275 16.932 35.275 35.275 

2 4.171 8.69 43.965 
   

3 3.537 7.368 51.333 
   

4 2.922 6.087 57.42 
   

5 2.023 4.214 61.633 
   

6 1.868 3.892 65.526 
   

7 1.292 2.692 68.218 
   

8 1.103 2.298 70.515 
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Component Initial Eigenvalues Extraction Sums of Squared Loadings 

  Total % of 

Variance 

Cumulative 

% 

Total % of Variance Cumulative 

% 

9 0.960 1.999 72.515 
   

10 0.861 1.793 74.308 
   

11 0.817 1.701 76.009 
   

12 0.726 1.514 77.523 
   

13 0.704 1.466 78.989 
   

14 0.669 1.394 80.383 
   

15 0.611 1.274 81.657 
   

16 0.582 1.212 82.869 
   

17 0.533 1.111 83.980 
   

18 0.492 1.026 85.006 
   

19 0.472 0.982 85.989 
   

20 0.464 0.967 86.955 
   

21 0.435 0.906 87.861 
   

22 0.410 0.855 88.716 
   

23 0.407 0.847 89.563 
   

24 0.388 0.809 90.372 
   

25 0.358 0.745 91.117 
   

26 0.348 0.725 91.842 
   

27 0.338 0.705 92.547 
   

28 0.318 0.662 93.208 
   

29 0.300 0.625 93.833 
   

30 0.294 0.612 94.446 
   

31 0.264 0.550 94.996 
   

32 0.260 0.542 95.538 
   

33 0.242 0.505 96.042 
   

34 0.236 0.492 96.535 
   

35 0.229 0.477 97.012 
   

36 0.215 0.448 97.460 
   

37 0.207 0.431 97.891 
   

38 0.193 0.403 98.294 
   

39 0.188 0.392 98.685 
   

40 0.175 0.364 99.049 
   

41 0.160 0.333 99.382 
   

42 0.154 0.321 99.703 
   

43 0.094 0.197 99.899 
   

44 0.024 0.050 99.949 
   

45 0.012 0.026 99.974 
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Component Initial Eigenvalues Extraction Sums of Squared Loadings 

  Total % of 

Variance 

Cumulative 

% 

Total % of Variance Cumulative 

% 

46 0.007 0.016 99.990 
   

47 0.003 0.006 99.990 
   

48 0.002 0.004 100.000       

Extraction Method: Principal Component Analysis. 

Upon gathering the necessary data for their study, the researchers employed a statistical 

method suggested by Cooper et al. (2020) to detect the occurrence of Common Method 

Variance (CMV). To accomplish this task, they utilized Harman's single-factor technique, 

which assesses whether a sole factor explains the relationship among the measurements, 

with no factor holding greater significance than 50% of the calculated values. The results 

of this test (35.275) indicated that the factor values were below 50% of the variance 

explained, signifying the absence of CMV among the measures and factors in the study. 

This suggests that the study's results were not affected by CMV bias. The researchers in 

Cooper et al. (2020) study improved the dependability and credibility of their results by 

conducting different tests to detect CMV prejudice and employing Harman's single-factor 

test. This, in turn, bolstered confidence in the study's outcomes. 

4.4.2 Demographic Profile of the Respondents 

It is crucial to furnish an in-depth overview of the demographic characteristics of the study 

participants to deliver a well-organized and sensible interpretation of research findings. 

The study's dataset comprised a sample of 384 qualified respondents selected after an 

initial screening phase that included scrutinizing 384 data sets and conducting preliminary 

analyses, such as detecting anomalies. The results were then analyzed using this sample. 

The demographic makeup of the data was explained by ten (10) different demographic 
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variables. Gender, age, state, race, education, the field of designation, computer 

experience, internet literacy, system experience, and system kind are only a few of these 

variables. Below is a basic breakdown of these variables: 

Table 4-8 

Demographic Profile of the Respondents (N=384) 

 

Demographic Variable Characteristics Frequency % 

Gender  Male 248 64.58  
Female 136 35.42 

Age  18-25 years 19 4.95  
26-35 years 95 24.74  
36-45 years 201 52.34  
46-55 years 54 14.06  
Over 55 years 15 3.91 

State  Perlis 7 1.82  
Kedah 14 3.65  
Pulau Pinang 7 1.82  
Perak 15 3.91  
Selangor 28 7.29  
Johor 35 9.11  
Negeri Sembilan 40 10.42  
Melaka 82 21.35  
Pahang 42 10.94  
Terengganu 36 9.38  
Kelantan 33 8.59  
Sabah 11 2.86  
Sarawak 3 0.78  
Wilayah Persekutuan Kl 28 7.29  
Wilayah Persekutuan Labuan 3 0.78 

Race  Malay 219 57.03  
Chinese 92 23.96  
Indian 58 15.10 

 Others 15 3.91 

Education  Certificate 12 3.13  
Diploma 75 19.53  
Degree & Master 226 58.85  
PhD 40 10.42  
Others 31 8.07 

Field of Designation Government Servant 168 43.75  
Private 161 41.93  
Others 55 14.32 
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Demographic Variable Characteristics Frequency % 

Computer Literacy  No computer 6 1.56  
Computer with internet 378 98.44 

Internet Experience 1 – 3 years 4 1.04  
4 – 6 years 8 2.08  
7 years & above 372 96.88 

System Experience  Yes 318 82.81  
No 66 17.19 

Type of System  MyeTaPP 299 77.86  
EFS 30 7.81  
Online Will-Writing & Hibah 12 3.13 

  Other Systems 43 11.20 

Source: Author’s estimation 

According to the first demographic variable, gender, the sample contained 248 male 

respondents (64.58%) and 136 female respondents (35.42%). This low ratio of female to 

male respondents is comparable with Malaysian research that claims that men 

predominately make up the legal profession, with women making up only 39% of active 

lawyers in 2021 (Rajan et al., 2022).  

This gender imbalance is reflected in leadership positions within the legal profession 

(Malaysian Bar Council, 2017). According to the Malaysian Bar Council (2017), cultural 

and societal norms and the challenges women face in balancing work and family 

responsibilities contribute to the gender gap in the legal profession. The council 

emphasizes the need for policies and initiatives that promote gender diversity and equal 

opportunities in the legal profession.  

A study by the International Bar Association (2019) found that women in the legal 

profession in Malaysia experience various forms of discrimination, including unequal pay, 

limited career advancement opportunities, and gender bias in the workplace. Despite some 

progress in promoting gender diversity and equal opportunities, the legal profession in 
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Malaysia still exhibits a significant gender imbalance. Addressing the underlying causes 

of this disparity and promoting gender equality in the legal profession requires further 

efforts (Poon & Leeves, 2022).  

The majority fell in the 36-45 age group (201 individuals, 52.34%), while 95 individuals 

(24.74%) fell in the 26-35 age group. Meanwhile, there were only 54 individuals (14.06%) 

in the oldest age group (46-55 years), only a small portion of respondents aged between 

18-25 years (19 individuals, 4.95%), and lastly, respondents aged Over 55 years (15 

individuals, 3.91%). Therefore, most respondents using these online filings were 

relatively middle-aged users (36 to 45).   

The highest total of 88 respondents (21.35%) came from Melaka; the second was Negeri 

Sembilan, with 40 respondents (10.42%). Besides, Pahang had 42 respondents (10.94%), 

Johor with 35 respondents (9.11%), Terengganu had 36 respondents (9.38%), Kelantan 

with 33 respondents (8.59%), Selangor and Wilayah Persekutuan Kuala Lumpur share 

with equally 28 respondents which at 7.29%. Furthermore, Perak had 15 respondents 

(3.91%), Kedah had 14 respondents (3.65%), and Sabah had 11 respondents (2.86%). 

Besides Perlis, Pulau Pinang was shared with 7 respondents at 1.82%, and finally, the 

sample accounted for 3 (0.78%) come from Sarawak and Wilayah Persekutuan Labuan.  

After that, the respondents' race was classified into three (3) ordered categories, out of 

which 219 respondents (57.03%) came from Malay. Moreover, 92 respondents (23.96%) 

reported coming from Chinese respondents, Indians with 58 respondents (15.10%), and 

15 other races respondents (3.91%).  According to the descriptive analysis, the majority 

of the respondents, 226 (58.85%), possessed a bachelor’s degree and a master’s. 19.53%, 
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or 75 respondents, held Diplomas, 10.42%, or 40 respondents, had completed their PhDs, 

while 8.07%, or 31 respondents, had other educational backgrounds. The remaining 

3.13%, which equates to 12 respondents who completed the valid questionnaire, were 

Certificate holders (see Table 4.8).  

Furthermore, of the 384 valid respondents, the highest number of them, 168 (43.75%), 

work as government servants, followed by 161 (41.93%) come from the private sector. 

Meanwhile, 55 (14.32%) respondents were for other designation works. On the other 

hand, of 378 respondents, 98.44% got a computer and internet. The remaining 6 

respondents represent 1.56% of the valid questionnaire without computer devices. In the 

same vein, the response shows that with at least 7 years and above practice experience are 

372 signifying 96.88% of the valid respondents, 4 – 6 years with 8 (2.08%) respondents 

while 4 respondents signifying 1.04% have less than 1 – 3 years experiences.  

Concerning respondents’ experience using online systems, 82.81% (318 respondents) of 

the participants had experience using the system, and 17.19% (66 respondents) had no 

experience using the online systems. Finally, most of the respondents have to use 

MyeTaPP systems (299 individuals, 77.86%), followed by EFS systems (30 individuals, 

7.81%), Other Systems (43 individuals, 11.20%), and Online Will-Writing & Hibah (12 

individuals, 3.13%).  

4.4.3 Descriptive Statistics of the Research Constructs (Variables) 

In this section, the scholars presented an account of the independent and dependent 

variables by providing descriptive statistics. They calculated each variable's mean, 

standard deviation, and minimum and maximum scores. A 5-point Likert scale was 
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utilized to measure all variables, where a rating of 1 indicated strong disagreement, and a 

rating of 5 indicated strong agreement. The researchers divided the Likert scale into three 

categories: high, moderate, and low. High scores fell between 3-5, middling scores fell 

between 1-3, and low scores fell between 1-2.  

In order to simplify interpretation, the scores were categorized as low values for scores 

below 2.33, high values for scores above 3.67, and moderate values for scores falling in 

between. Additionally, the researchers verified the mean, standard deviation, minimum, 

and maximum values for all variables and individual items. The variable and item codes 

for the questionnaire were displayed under the variable column, as specified in the work 

of Campos et al., (2020). Furthermore, the mean, standard deviation, minimum, and 

maximum values for all variables and individual items were thoroughly examined, with 

the variable and item codes listed below the variable column. 

4.4.3.1 Descriptive Statistics for Perceive of Information Quality 

Hence, Table 4-9 depicts the descriptive statistics results of the independent labeled PIQ. 

Table 4-9 

Perceive of Information Quality Descriptive Statistics (N = 384) 

Measure Code Descriptive Statistics 

Min Max Mean Standard 

Deviation 

I find that the information given must be 

completed / comprehensive. 

PIQ1 2 5 4.090 0.821 

I think that the information provided must 

be error-free. 

PIQ2 2 5 4.470 0.660 

I find that the information given must be 

presented in detail. 

PIQ3 2 5 4.230 0.785 

I think the information must apply to the 

filing services. 

PIQ4 2 5 4.190 0.835 
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Measure Code Descriptive Statistics 

Min Max Mean Standard 

Deviation 

I believe that the information must be up 

to date. 

PIQ5 1 5 3.970 0.975 

I find that the information must be able to 

present work performance (progress, 

completed job, current achievement, etc.). 

PIQ6 1 5 4.100 0.875 

I feel that the information must be easy to 

understand. 

PIQ7 1 5 3.910 0.968 

I believe that the information must be 

available at any time necessary  

PIQ8 1 5 4.110 0.872 

Mean score       4.132 0.675 

 

Descriptive data for the independent variable PIQ are shown in Table 4.9. It is useful to 

observe that the greater the mean, the better the respondents' agreement on the satisfaction 

of intention to use the systems. According to Table 4.9, PIQ as a variable has a mean of 

4.132, showing that respondents agree more about information quality and their intention 

to use the services. Also, all items had mean values between 3.910 and 4.110, 

demonstrating the respondents' high level of agreement with PIQ. 

4.4.3.2 Descriptive Statistics for Trust   

The descriptive statistics of the trust (TRST) component concerning electronic filing in 

Malaysia can be found in Table 4.10, showcasing the respondents' impressions. 

Respondents' satisfaction with the systems is higher, as indicated by the higher mean 

value. TRST has a mean score of 3.962 from the construct's overall mean, indicating that 

respondents had a modest level of agreement with the current TRST. For the TRST items, 

a mean score ranging from 3.580 to 4.230 demonstrates moderate mean values, 

demonstrating the respondents' reasonable understanding of the TRST.  
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Table 4-10 

Trust Descriptive Statistics (N = 384) 

Measure Item 

Code 

Descriptive Statistics 

Min Max Mean Standard 

Deviation 

I believe the use of electronic filing 

technology is effective enforcement of 

privacy and protection in filing activity. 

TRST1 1 5 3.580 0.900 

I trust that using EFSs may combat 

cybercrime and spam. 

TRST2 1 5 3.580 0.860 

I accept that EFS use allows the company 

to obtain, process, accumulate, and 

exchange information. 

TRST3 2 5 4.120 0.703 

I credit that EFSs can support the 

transformation of knowledge among users. 

TRST4 2 5 4.170 0.706 

I rely on the EFS to provide a safe 

environment for system performance. 

TRST5 1 5 3.770 0.863 

I feel secure sending sensitive/private 

information across the internet.  

TRST6 2 5 4.120 0.763 

I am confident that electronic filing is 

protected from malfunctions and issues. 

TRST7 2 5 4.230 0.723 

Overall, the internet has become more 

resilient and provides a secure platform for 

conducting transactions and electronically 

submitting documents. 

TRST8 2 5 4.120 0.764 

Mean score       3.962 0.601 

 

4.4.3.3 Descriptive Statistics for Innovation 

Table 4.11 shows the descriptive statistics for innovation (INOV) in EFSs. A higher mean 

value shows that respondents concur that creating innovations in electronic filing is 

necessary to address people's issues with submission cases. The variable's mean value is 

4.440, demonstrating the respondents' significant agreement with the INOV. As a result, 

all items have a mean value greater than 4, suggesting respondents' strong agreement that 

INOV should handle Malaysia's asset administration difficulties. 
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Table 4-11 

Innovation Descriptive Statistics (N = 384) 

Measure Item 

Code 

Descriptive Statistics 

Min Max Mean Standard 

Deviation 

Electronic filing has often developed new 

processes. 

INOV1 2 5 4.310 0.747 

Developing innovations in electronic filing 

has to solve people's problems with 

submission cases. 

INOV2 3 5 4.440 0.684 

EFS innovation is an important way to 

create and establish new excellent service 

lines. 

INOV3 1 5 4.330 0.791 

Innovation in an EFS encourages people to 

apply alternative ways to improve work 

processes and sustain filing services. 

INOV4 1 5 4.300 0.776 

The success of EFSs is related to 

innovation. 

INOV5 2 5 4.290 0.742 

The EFSs must be involved in planning for 

excellent extended services. 

INOV6 1 5 4.230 0.786 

Innovation plays a critical role in 

improving the performance of EFSs. 

INOV7 1 5 4.280 0.808 

Innovation in EFSs will introduce different 

technical characteristics or specifications 

for different levels of good services. 

INOV8 1 5 4.230 0.786 

Mean score 
   

4.298 0.598 

4.4.3.4 Descriptive Statistics for Perceive of Usefulness 

The results of the descriptive statistics for perceived usefulness (POU) are shown in Table 

4.12. A larger mean value denotes the respondents' strong agreement with the impact of 

POU on the intention to use systems. POU as a variable has a mean value of 3.335, 

showing that respondents generally agree about how POU affects INTENT. Moreover, 

half of the items had mean values of 4 or higher, demonstrating strong POU agreement on 

INTENT. The remaining questions, on the other hand, had mean values of 3 and higher, 



 

207 

 

showing respondents' moderate agreement with POU. Based on this, it can be said that 

overall, the respondents had a medium level of agreement regarding the impact of POU 

on INTENT. 

Table 4-12 

Perceive Usefulness Descriptive Statistics (N = 384) 

Measure Item 

Code 

Descriptive Statistics 

Min Max Mean Standard 

Deviation 

Handling cases has become faster and 

more efficient after using EFSs. 

POU1 1 5 4.100 0.802 

Using electronic filing will improve my 

understanding of the inheritance flow 

process 

POU2 1 5 3.800 0.935 

Using electronic filing would help me 

reduce errors in preparing my submitted 

documents. 

POU3 1 5 3.100 1.214 

The use of the EFS facilitates my 

preparing documents process. 

POU4 1 5 3.040 1.216 

Using an EFS would enhance my 

effectiveness in preparing documents and 

filing. 

POU5 1 5 3.100 1.213 

The system for submitting documents 

electronically offers the essential forms 

and information that can be obtained by 

downloading them. 

POU6 1 5 3.070 1.236 

Using electronic filing allows me to 

accomplish more work than would 

otherwise be possible. 

POU7 1 5 3.400 1.170 

Overall, I would prefer to use the EFS 

compared to manual filing. 

POU8 1 5 3.080 1.230 

Mean score 
   

3.335 0.936 
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4.4.3.5 Descriptive Statistics for Satisfaction 

Table 4.13 displays the descriptive statistical findings for the variable "satisfaction" 

(STAT) concerning its impact on "intention" (INTEN). A more excellent mean score 

suggests that the respondents highly agree with the influence of STAT on INTEN. The 

overall mean value for STAT is 4.095, and all items have a mean value above 4, indicating 

a high level of agreement among respondents. Consequently, this suggests that the filing 

technology system effectively facilitates the document process and its influence on 

INTEN. 

Table 4-13 

Satisfaction Descriptive Statistics (N = 384) 

Measure Item 

Code 

Descriptive Statistics 

Min Max Mean Standard 

Deviation 

The EFS adequately meets my interaction 

needs with the government agency. 

STAT1 2 5 4.240 0.776 

Using the EFS makes me feel delighted. STAT2 2 5 4.090 0.844 

I found the EFS is competent and fully 

satisfied with the filing service system. 

STAT3 1 5 4.040 0.903 

I feel that the filing technology system is 

effective in helping me to fulfil the 

document process. 

STAT4 1 5 4.090 0.873 

It is an accurate decision to document 

through an EFS. 

STAT5 1 5 4.100 0.845 

I am satisfied with the EFS related to the 

security provided. 

STAT6 1 5 4.020 0.875 

I am satisfied with the EFS in terms of 

privacy issues. 

STAT7 2 5 4.150 0.779 

Overall, I am satisfied with using the EFS. STAT8 1 5 4.030 0.877 

Mean score 
   

4.095 0.720 
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4.4.3.6 Descriptive Statistics for Continuous Intention to Use 

Table 4.14 presents the mean response rates for the construct, with values ranging from 

4.040 to 4.190. Specifically, the Intention to Use (INTEN) construct has a mean value of 

4.1206 and a standard deviation of 0.6087, indicating a high level of agreement among 

respondents on using electronic filing to facilitate the documentation process in Malaysia. 

At the same time, the overall mean value for the variable is 4.060, which signifies a high 

agreement on INTEN; two of the individual items (INTEN1 and INTEN2) have mean 

values exceeding 4.190. In summary, the findings suggest that the respondents positively 

perceive using the EFS in Malaysia. 

Table 4-14 

The Continuous Intention of Use Descriptive Statistics (N = 384) 

Measure Item 

Code 

Descriptive Statistics 

Min Max Mean Standard 

Deviation 

I intend to continue using electronic filing 

in case of submission in the future. 

INTEN1 1 5 4.190 0.739 

I plan to use electronic filing to 

accomplish to solve my documentation 

process. 

INTEN2 1 5 4.190 0.739 

I will encourage other people/beneficiaries 

to continue to submit their cases via online 

filing. 

INTEN3 1 5 4.150 0.765 

I want to use/learn more about electronic 

filing in executing my case submission. 

INTEN4 1 5 4.080 0.773 

I believe my interest in submitting cases 

via electronic filing will increase. 

INTEN5 1 5 4.130 0.795 

I am willing to continue using electronic 

filing to perform my assigned tasks. 

INTEN6 1 5 4.040 0.784 

I will continue using the electronic filing 

services for case submission purposes. 

INTEN7 2 5 4.110 0.758 

I am glad to learn new fast techniques in 

my EFSs. 

INTEN8 1 5 4.060 0.738 

Mean score 
   

4.1206 0.6087 
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4.5 A Comprehensive Evaluation of Structural Equation Models (SEM) 

Chapter 3 of this research study reports using two suggested techniques presented by 

Henseler et al. (2018) to assess the results. The measurement model also called the outer 

model, and the structural model, also known as the inner model, are the two approaches 

being implemented. Both of these procedures are employed to evaluate the findings. An 

analysis was performed on a multifaceted model involving various independent, mediator, 

and dependent variables using SmartPLS 3.0 software created by Ringle and colleagues 

in 2015 and is widely used for Partial Least Squares Structural Equation Modeling (PLS-

SEM). The results of the study will be comprehensively elucidated in the subsequent 

section. Adhering to the protocols outlined by Hair et al. (2019) and Rosseel and Loh 

(2022), the preferred methodology involved a two-phase procedure, starting with the 

measurement model and culminating with the structural model assessment in Figure 4.1. 

Hair et al. (2019) emphasized the significance of distinguishing between reflective and 

formative constructs in research measurement models. They pointed out that these two 

approaches are based on distinct concepts and necessitate diverse evaluation methods. 

While reflective measurement models are evaluated based on their consistency and 

reliability, which involves Composite reliability, formative measurement models 

necessitate the assurance of content validity. The following section of the study will 

thoroughly analyze the outcomes attained through SmartPLS. 

4.5.1 Assessment of the Measurement Model 

The measurement model serves the purpose of evaluating and validating the indicator 

loadings both within and between constructs. When developing variables, academics must 
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consider formative and reflective measurement specifications (Hanafiah, 2020). 

Indicators are crucial in formative constructs as they capture specific aspects of the 

construct's domain (Hair et al., 2020). If an indicator is left out, it may alter the 

fundamental nature of the construct. Santos and Cirillo (2021) and Hair et al. (2019) noted 

the importance of indicators. The measurement model assesses the significance of 

indicator loadings within each construct and across constructs. In their study, Henseler et 

al. (2018) describe a process for evaluating the Two-Step PLS Path Model, depicted in 

Figure 4.1. 

Figure 4-1 

A Two-Step Process of PLS Path Model Assessment.  

(Source: Hair et al., 2020). 

Assessment criteria were suitable for reflective measurement scales that cannot be applied 

to formative measurement scales. This is because, in formative measurement, the 

indicators may indicate independent causes of the construct and may not exhibit a 

substantial relationship. In contrast, reflective measurement implies causality runs from 
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the construct to the indicators. According to Hair et al. (2020), the reflective measurement 

indicators can be considered a representative sample of all potential items in the construct.  

Following a thorough review of the literature, it has been established that the constructs 

being investigated are reflective. In general, items belonging to reflective constructs are 

assessed based on their loadings, which should fall within the range of 0.40 to 0.70, 

according to the recommendations made by Hair et al. (2019). Nevertheless, researchers 

such as Henseler et al. (2018) and Hair et al. (2020) have proposed retaining items that 

exhibit loadings equal to or greater than 0.70. To determine the reliability of indicators, 

Franke and Sarstedt (2019) have proposed cut-off points where loadings above 0.9 

indicate excellent reliability, loadings between 0.70 and 0.90 indicate high reliability, 

loadings between 0.50 and 0.70 indicate moderate reliability, and loadings below 0.50 

indicate low reliability. 

4.5.2 Indicator / Item Reliability 

Hair et al. (2018) emphasized the importance of ensuring the dependability of each item 

to accurately gauge the relationship between a construct's indicator and its fundamental 

concept, which is evaluated by the outer loading. To achieve optimal measurement, it is 

recommended that each item should have an outer loading between 0.40 to 0.70. In line 

with the retention criteria of Hair et al. (2020) and García-Ramos (2023), all 48 items were 

retained in this study as their loadings exceeded the threshold of 0.40. As a result, all items 

in this model were considered reliable for measuring their corresponding individual 

reflective latent construct. For a detailed overview of the items and their standardized 

loadings, please refer to Table 4.15. 
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4.5.3 Internal Consistency - Composite Reliability 

In social science research, Cronbach's Alpha has long been the standard method for 

assessing the Internal Consistency Reliability of a scale or measure. This approach is cited 

in academic literature, including works like "Multivariate Data Analysis" by Hair et al. 

(2020) and "Handbook of Structural Equation Modeling" by Wong (2019). Nevertheless, 

while Cronbach's Alpha is generally reliable, Hair et al. and Wong caution that it may 

underestimate measurement in PLS-SEM. They propose using Composite Reliability as 

an alternative approach to overcome this limitation. Composite Reliability is more suitable 

for evaluating internal consistency reliability in PLS-SEM because it considers the factor 

loading of each item on its corresponding latent variable. Hair et al. (2020) and Wong 

(2019) conducted research indicating that PLS-SEM analyses yield more precise and 

reliable results when using Composite Reliability instead of Cronbach's Alpha. 

Researchers should consider utilizing Composite Reliability instead of Cronbach's Alpha 

to assess internal consistency reliability in PLS-SEM studies. Composite Reliability, as 

per Ringle et al. (2020), should range between 0.70 and 0.95 to be deemed trustworthy. 

This method was introduced by Nunally and Bernstein in 1994, and Afthanorhan et al. 

(2019) acknowledged that most researchers concur that Composite Reliability is a more 

dependable alternative to Cronbach's Alpha. Hair et al. (2019) advise against removing 

any indicator with an outer loading lower than 0.70 without thoroughly assessing its effect 

on the construct's Composite Reliability and content validity. In cases where indicators 

have outer loadings between 0.40 and 0.70, they should only be eliminated if they increase 

both Composite Reliability (CR) and Average Variance Extracted (AVE). On the other 

hand, indicators with outer loadings below 0.40 must be removed from the construct. 
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Table 4-15 

The measures of Loadings, Cronbach's Alpha, Composite Reliability (CR), and 

Average Variance Extracted are commonly used to assess the reliability and validity of 

a measurement instrument. 

 

Construct Item  Outer Loading Cronbach's Alpha CR AVE 

PIQ PIQ1 0.623 0.916 0.933 0.638  
PIQ2 0.772 

   

 
PIQ3 0.819 

   

 
PIQ4 0.837 

   

 
PIQ5 0.856 

   

 
PIQ6 0.887 

   

 
PIQ7 0.666 

   

 
PIQ8 0.885 

   

TRST TRST1 0.657 0.900 0.920 0.590  
TRST2 0.722 

   

 
TRST3 0.792 

   

 
TRST4 0.775 

   

 
TRST5 0.762 

   

 
TRST6 0.831 

   

 
TRST7 0.751 

   

 
TRST8 0.840 

   

INOV INOV1 0.718 0.908 0.926 0.611  
INOV2 0.715 

   

 
INOV3 0.735 

   

 
INOV4 0.832 

   

 
INOV5 0.805 

   

 
INOV6 0.827 

   

 
INOV7 0.787 

   

 
INOV8 0.823 

   

POU POU1 0.566 0.927 0.942 0.673  
POU2 0.691 

   

 
POU3 0.869 

   

 
POU4 0.883 

   

 
POU5 0.869 

   

 
POU6 0.889 

   

 
POU7 0.837 

   

 
POU8 0.897 

   

STAT STAT1 0.771 0.944 0.954 0.720  
STAT2 0.834 
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Construct Item  Outer Loading Cronbach's Alpha CR AVE 
 

STAT3 0.877 
   

 
STAT4 0.858 

   

 
STAT5 0.836 

   

 
STAT6 0.893 

   

 
STAT7 0.822 

   

 
STAT8 0.891 

   

INTEN INTEN1 0.727 0.923 0.937 0.652  
INTEN2 0.773 

   

 
INTEN3 0.804 

   

 
INTEN4 0.767 

   

 
INTEN5 0.810 

   

 
INTEN6 0.877 

   

 
INTEN7 0.816 

   

  INTEN8 0.875       

Table 4.15 displays the Composite Reliability scores for all analyzed constructs in this 

research. The scores range from 0.566 to 0.897, demonstrating an adequate level of 

Internal Consistency Reliability for the measurement scale. Furthermore, the table 

includes Cronbach's Alpha loading to facilitate a comparison with the Composite 

Reliability values and verify that the loading remains within a suitable range. 

4.5.4 Convergent Validity  

Convergent validity pertains to the degree of alignment between two indicators assessing 

the same construct, measuring how effectively an indicator reflects the same construct as 

another. Hair et al. (2020) defined that it evaluates the similarity in the measured construct 

among different items and whether they share a significant proportion of common 

variance. A high percentage of variance must be shared among indicators to ensure the 

accurate measurement of a particular construct. To ensure Convergent Validity, 

researchers commonly utilize the Average Variance Extracted (AVE), calculated by 

analyzing the external loadings of indicators, as Hair et al. (2017) pointed out. To 
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guarantee precision, we assessed the loading of every item in our analysis. As per earlier 

research conducted by Fornell and Larcker (1981), loadings exceeding 0.50 are deemed 

satisfactory. The results of the Average Variance Extracted (AVE) test are presented in 

Table 4.15, showing a range of values from 0.590 to 0.720. This indicates that all the item 

loadings are statistically significant, as recommended in previous research. Specifically, 

the values for AVE demonstrate that the indicators capture a substantial proportion of the 

variance in the latent constructs. The measurement model is validated and deemed reliable 

based on these results. 

4.5.5 Discriminant Validity  

According to Hair et al. (2020), Discriminant Validity pertains to the accuracy of the 

indicators used in a study to represent the intended constructs and to differentiate them 

from each other. This means that it evaluates the efficacy of the measures in distinguishing 

between the constructs they aim to measure. The primary objective of Discriminant 

Validity is to verify that the outer model of a study precisely reflects the construct validity 

and that irrelevant measures are not related once the analysis is done. Two widely used 

methods in literature have been proposed to evaluate Discriminant Validity in PLS-SEM. 

Furthermore, in 1981, Fornell and Larcker presented a method that involves computing 

the Average Variance Extracted (AVE) square root for each construct and comparing it 

with its relationship. This method determines if a construct accounts for more variance in 

its indicators compared to the shared variance with other constructs. The second method, 

suggested by Chin (1999), employs cross-loading as a criterion to measure Discriminant 

Validity. This method examines whether an indicator loads more on its intended construct 
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than others. These two methods are complementary and provide researchers with different 

perspectives on the Discriminant Validity of their constructs.  

According to Henseler et al. (2018), the commonly used AVE criterion and cross-loading 

criterion, proposed by Fornell and Larcker (1981) and Chin (1998), are not entirely 

dependable in identifying the problem of Discriminant Validity. Thus, Henseler et al. 

(2018) have argued against the reliability of these criteria for detecting Discriminant 

Validity issues. They suggest using a novel criterion called the Heterotrait-Monotrait ratio 

of correlations (HTMT) to address this concern. Henseler et al. (2015) also suggest that 

the HTMT approximates the relationship between two factors. This estimation method is 

useful in distinguishing between these factors. 

Various standards have been proposed in the literature to determine the discriminant 

validity of latent variables. Fornell and Larcker's (1981) criterion is a commonly used 

approach that requires the relationship between latent variables to be lower than the 

Average Variance Extracted (AVE) square root. Chin (1998) proposed a criterion known 

as cross-loading, which mandates that an indicator of a construct must exhibit higher 

loadings than the indicators of any other construct. This criterion is utilized to evaluate 

the convergent validity of a construct. In 2018, Henseler and colleagues introduced a novel 

approach called the Heterotrait-Monotrait Ratio (HTMT) that examines the factor 

relationship between two constructs and assesses their Discriminant Validity to determine 

their separateness. A value of less than one for HTMT indicates that the constructs are 

different, whereas a value above one indicates that Discriminant Validity is lacking.  
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The results presented in Table 4.16 reveal that the values located on the diagonal of both 

rows and columns held greater significance when compared to other values. The finding 

is consistent with the proposition put forth by Fornell and Larcker back in 1981, which 

states that there exists Discriminant Validity in the outer model. Confirming the constructs 

in the outer model through these findings assures that any further analysis aimed at testing 

hypotheses will produce reliable and valid outcomes. This instills confidence in the 

accuracy and dependability of the results that will be obtained. 

Table 4-16 

Discriminant Validity (Fornell and Larcker Criterion). 

  INOV INTEN PIQ POU STAT TRST 

INOV 0.782 
     

INTEN 0.452 0.808 
    

PIQ 0.391 0.522 0.799 
   

POU 0.331 0.44 0.45 0.82 
  

STAT 0.41 0.62 0.517 0.439 0.849 
 

TRST 0.555 0.5 0.564 0.486 0.465 0.768 

Note: Diagonal values (bolded) are the square root of AVE, off-diagonals are correlation 

coefficients SQRT AVE > r 

 

Table 4.17 presents the findings from Chin's (1998) cross-loading analysis, which was 

utilized to evaluate the Discriminant Validity criterion. The technique used to establish 

Discriminant Validity involves comparing the loading of each indicator of a construct with 

the cross-loading of other constructs. This comparison helps determine whether 

Discriminant Validity has been achieved. Table 4.15 displays the outcomes of the 
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Discriminant Validity (Cross-Loading) analysis, a widely accepted methodology, as stated 

by Franke and Sarstedt (2019) and Hair et al. (2019). 

Table 4-17 

Discriminant Validity (Cross-Loading). 

  Perceive 

Information 

Quality 

Trust Innovation Perceive 

of 

Usefulness 

Satisfaction Intention 

to Use 

PIQ1 0.623 0.477 0.352 0.377 0.409 0.423 

PIQ2 0.772 0.466 0.396 0.267 0.431 0.470 

PIQ3 0.819 0.432 0.332 0.319 0.447 0.445 

PIQ4 0.837 0.456 0.298 0.389 0.413 0.418 

PIQ5 0.856 0.451 0.275 0.404 0.396 0.384 

PIQ6 0.887 0.462 0.300 0.365 0.404 0.407 

PIQ7 0.666 0.367 0.211 0.382 0.370 0.342 

PIQ8 0.885 0.465 0.297 0.372 0.407 0.409 

TRST1 0.428 0.657 0.256 0.453 0.291 0.338 

TRST2 0.427 0.722 0.328 0.439 0.315 0.369 

TRST3 0.474 0.792 0.482 0.334 0.413 0.407 

TRST4 0.392 0.775 0.526 0.344 0.361 0.375 

TRST5 0.362 0.762 0.384 0.432 0.334 0.373 

TRST6 0.480 0.831 0.446 0.356 0.350 0.387 

TRST7 0.415 0.751 0.482 0.304 0.409 0.415 

TRST8 0.486 0.840 0.462 0.359 0.362 0.397 

INOV1 0.298 0.468 0.718 0.175 0.321 0.348 

INOV2 0.403 0.453 0.715 0.235 0.403 0.359 

INOV3 0.214 0.342 0.735 0.226 0.313 0.345 

INOV4 0.263 0.428 0.832 0.277 0.298 0.323 

INOV5 0.310 0.437 0.805 0.254 0.357 0.386 

INOV6 0.309 0.441 0.827 0.301 0.273 0.340 

INOV7 0.310 0.440 0.787 0.308 0.292 0.369 

INOV8 0.311 0.439 0.823 0.299 0.270 0.336 

POU1 0.415 0.498 0.520 0.566 0.379 0.414 

POU2 0.288 0.405 0.362 0.691 0.365 0.324 

POU3 0.360 0.371 0.204 0.869 0.327 0.364 

POU4 0.353 0.340 0.168 0.883 0.299 0.325 

POU5 0.353 0.374 0.206 0.869 0.368 0.351 
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  Perceive 

Information 

Quality 

Trust Innovation Perceive 

of 

Usefulness 

Satisfaction Intention 

to Use 

POU6 0.347 0.373 0.203 0.889 0.366 0.336 

POU7 0.417 0.380 0.233 0.837 0.356 0.382 

POU8 0.363 0.383 0.207 0.897 0.369 0.336 

STAT1 0.431 0.430 0.397 0.383 0.771 0.549 

STAT2 0.429 0.393 0.390 0.398 0.834 0.527 

STAT3 0.433 0.393 0.332 0.404 0.877 0.495 

STAT4 0.427 0.379 0.309 0.381 0.858 0.464 

STAT5 0.387 0.318 0.305 0.317 0.836 0.491 

STAT6 0.431 0.376 0.316 0.360 0.893 0.524 

STAT7 0.514 0.470 0.390 0.368 0.822 0.611 

STAT8 0.434 0.370 0.321 0.359 0.891 0.520 

INTEN1 0.397 0.397 0.384 0.291 0.430 0.727 

INTEN2 0.391 0.405 0.334 0.375 0.540 0.773 

INTEN3 0.456 0.399 0.359 0.316 0.513 0.804 

INTEN4 0.370 0.311 0.380 0.344 0.405 0.767 

INTEN5 0.378 0.353 0.383 0.341 0.468 0.810 

INTEN6 0.451 0.435 0.373 0.390 0.538 0.877 

INTEN7 0.469 0.474 0.354 0.385 0.550 0.816 

INTEN8 0.446 0.436 0.367 0.391 0.537 0.875 

 

The study results showed that specific indicators of a construct had higher loadings than 

those of other related constructs. Hair et al. (2019) noted that this standard is commonly 

viewed as relatively lenient when demonstrating Discriminant Validity. 

4.5.6 Assessment of Significance of The Structural Model  

After establishing the measurement model, the next step in this study is to evaluate the 

structural model, also known as the inner model in PLS-SEM. This evaluation involves 

analyzing the direct relationships and mediation paths while scrutinizing the latent 

constructs. The researcher began evaluating the structure following Hair et al. (2020) 
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guidelines, which include assessing the quality of the structural model via R2 values, 

effect size (f2), and predictive relevance (Q2). In addition, the researcher determined the 

significance of the path coefficients and validated the study hypotheses using 

bootstrapping. Hair et al. (2019) suggested that the standard bootstrapping procedure used 

5000 bootstrap subsamples (n=384) to determine the significance of the path coefficients. 

4.5.6.1 Assessment of the Significance and Relevance (Path Coefficient) 

Hair et al. (2019) state that the assessment involves addressing the issue of collinearity 

and evaluating the path coefficient. The PLS-SEM algorithm estimates the relationships 

in the structural model, which correspond to the proposed connections between constructs. 

The path coefficients are standardized and identified within approximately -1 to +1. 

Furthermore, As per the researchers, the algorithm's outcome may vary and can be either 

smaller or larger, typically falling within a specific range. The researchers explain that 

path coefficients near +1 signify strong positive relationships, while negative values 

indicate the opposite. On the other hand, coefficients estimated closer to 0 imply weaker 

relationships. Typically, extremely low values approach 0 tend to hold no significance. 

The evaluation results are displayed in Table 4.16, indicating that the latent variables fall 

within a range of -1 to +1, implying a favorable relationship. 

Table 4-18 

Assessment of Structural Model Direct Relationship. 

Hypothesis Relationship Std. 

Beta 

Std. 

Error 

T-

Value 

P-

Values 

Decision 

H1a Perceive Information 

Quality -> Intention to 

Use 

0.165 0.047 3.530 0.000 Supported 

H1b Trust -> Intention to Use 0.101 0.058 1.723 0.042  Not 

Supported 
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Hypothesis Relationship Std. 

Beta 

Std. 

Error 

T-

Value 

P-

Values 

Decision 

H1c Innovation -> Intention 

to Use 

0.140 0.044 3.196 0.001 Supported 

H1d Perceive of Usefulness -

> Intention to Use 

0.101 0.047 2.160 0.015 Supported 

H2a Perceive Information 

Quality -> Satisfaction 

0.304 0.058 5.229 0.000 Supported 

H2b Trust -> Satisfaction 0.105 0.059 1.783 0.037 Not 

Supported 

H2c Innovation -> 

Satisfaction 

0.168 0.051 3.266 0.001 Supported 

H2d Perceive of Usefulness -

> Satisfaction 

0.196 0.052 3.739 0.000 Supported 

H3 Satisfaction -> Intention 

to Use 

0.386 0.050 7.753 0.000 Supported 

 

After analyzing the structural model, it was found that the path coefficients ultimately 

endorsed the anticipated relationships in the study. The study hypothesized a connection 

between Perceive Information Quality and Intention to Use, denoted as H1a. Table 4.18 

revealed a substantial and favourable connection between the perception of information 

quality and the willingness to use it. Based on the statistical data was (β=0.165, t=3.530, 

and p<= 0.05), it can be inferred that hypothesis H1a is supported, which suggests a 

positive relationship. Therefore, it can be concluded that the proposed association between 

Perceive Information Quality and Intention to Use in this study is valid, as indicated by 

the research findings. However, as shown in Table 4.18, the finding indicated that this 

hypothesis has no significant relationship with the results for hypothesis H1b (β=0.101, 

t=1.723, and p<= 0.05); therefore, hypothesis H1b is not supported.  
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Furthermore, a constructive relationship exists between Innovation and Intention to Use, 

as proposed by hypothesis H1c. The claim is supported by a notable outcome (β=0.140, 

t=3.196, and p<= 0.05), indicating that hypotheses H1c are valid. Hypothesis H1d, 

specifically stating a favorable relationship between Intention to Use and Perceived 

Usefulness, is also backed up by the data. The beta coefficient was (β=0.101, t=2.160, and 

p<= 0.05) significant relationship between the two variables. 

According to the report's conclusions, there appears to be a link between the level of 

Perceived Information Quality and Satisfaction, supporting Hypothesis H2a. The 

investigation reveals that these two factors are significantly and positively related, as 

evidenced by (β=0.304, t=5.229, and p<= 0.05); thus, the data support Hypothesis H2a. 

However, trust and satisfaction have no significant relationship with the results for 

hypothesis H2b. The findings in Table 4.16 confirm this hypothesis (β=0.105, t=1.783, 

and p<= 0.05) H2b is not supported and provides strong evidence in not supporting this 

relationship. 

Hypothesis H2c proposed by the study suggests a potential link between Innovation and 

Intention to Use. The findings of the research show a promising association between these 

two factors. The results indicate a positive relationship (β=0.168, t=3.266, and p<= 0.05) 

between Innovation and Intention to Use. Additionally, Hypothesis H2c argues that there 

is also a relationship between Perceived Usefulness and Satisfaction. Table 4.18 findings 

provide substantial evidence for hypothesis H2c, demonstrating a significant and positive 

relationship between the two factors (β=0.168, t=3.739, and p<= 0.05). Hence, the 

hypothesis of the outcomes supports H2c. The third hypothesis investigates whether 

Satisfaction, as a mediator, and Intention to Use are positively related. Table 4.18 displays 
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the data that confirms Hypothesis H3. The results indicate a significant positive 

relationship between Satisfaction and Intention to Use, which is noteworthy given the 

(β=0.196, t=7.753, and p<= 0.05). 

 
 

Figure 4-2 

Evaluating the Structural Model That Depicts The Direct Association. 

 



 

225 

 

4.6 Coefficient of Determination (R2 Value) 

In 2020, Hair and colleagues proposed that after evaluating the significance and 

applicability of the structural model, the next step is to examine the coefficient of 

determination, known as the R-squared (R2 value). The R2 value is a commonly utilized 

metric to assess the effectiveness of a structural model. It gauges the degree to which the 

exogenous variables can account for the variance in the endogenous variable. In essence, 

this value measures how accurately the model captures the fluctuations in the dependent 

variable based on the independent variables (Hair et al., 2019; Hair et al., 2020).  

A study conducted by Hair et al. in 2019 elucidated that the R2 value, a measure of model 

predictive accuracy, lies between 0 and 1. Nonetheless, determining acceptable R2 values 

using generic criteria can prove challenging. Furthermore, the acceptable range of R2 

values is contingent on the model's complexity and the industry in which the study is 

conducted. Specifically, for marketing research, Hair et al. suggested that R2 values of 

0.75, 0.50, and 0.25 indicate substantial, moderate, and weak relationships for endogenous 

latent variables. The present study's R2 value falls under the moderate category, according 

to Table 4.17 of the study above by Hair et al. (2020). 

According to Chicco et al. (2021) study, Table 4.19 indicates that the R2 value is 0.361, 

considered moderate. This suggests that the combined factors of Perceive of Information, 

Innovation, Trust, and Perceive of Usefulness in utilizing online systems among legal 

workers and the public can account for 36.1% of the variation in respondents' satisfaction 

and intention to use such systems. Consequently, the study's model is deemed accurate 

and effective for making predictions.  
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Table 4-19 

The Evaluation of the Coefficient of Determination (R² Value). 

Endogenous Construct R-Squared Value (R2) 

Intention to Use 0.361 
 

4.7 Assessment of Effect Sizes (f2) for Direct Relationships 

Hair et al. (2020) suggest that evaluating a structural model should include examining the 

effect size, f2, after the R2 value. While the R2 value reflects the model's strength, assessing 

it for endogenous variables can also help determine how consistently an exogenous 

construct impacts those variables. According to Chin's (1998) definition, the effect size 

refers to the degree to which an independent variable influences the dependent variable(s) 

by altering the R-squared value. In 1988, Cohen introduced a scale to determine the f2 

effect sizes based on values of 0.02, 0.15, and 0.35. In 2020, Hair et al. suggested a scale 

to evaluate the magnitude of influence that predictive variables possess. The scale 

comprises three categories of effect sizes: small (0.02), medium (0.15), and large (0.35). 

Its primary goal is to assess the level of impact that the variables have. 

Researchers often use a metric known as effect size to assess the strength of the 

relationship between latent variables, which is crucial for their evaluations. To determine 

the significance of their findings, Feingold (2022) and Hair et al. (2020) created a widely 

accepted formula called f², which utilizes this metric. 

f² = (R2 included - R2 excluded) / (1 - R²included) 

The given formula was used to calculate the f² values for this study, and Table 4.20 

presents the outcomes. The findings reveal that the latent constructs tested had 
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predominantly small effect sizes, with only one construct demonstrating a medium effect 

size. 

Table 4-20 

The Effect Sizes of The Latent Variables Influence Cohen's (1988) Recommendation. 

Predictor Endogenous Effect Size (f²) Magnitude 

Perceive Information Quality -> Intention to Use 0.03 Small 

Innovation -> Intention to Use 0.03 Small 

Trust -> Intention to Use 0.01 Small 

Perceive of Usefulness -> Intention to Use 0.01 Small 

Satisfaction -> Intention to Use 0.19 Medium 
 

4.8 Blindfolding Is a Method Used in The Evaluation of Predictive Relevance 

(Q2) 

Hair et al. (2016) proposed that instead of solely relying on R2 values, researchers should 

also consider Stone-Geisser's Q2 value when evaluating predictive accuracy. When 

evaluating a model's predictive significance on a criterion, Q2 is a more fitting standard, 

particularly for reflective measurement models of endogenous constructs. Nonetheless, 

this method is unsuitable for formative constructs. Second, Q2 should assess reflective 

constructs, not formative ones. The authors suggested that the path model has good 

predictive relevance if the Q2 value is more significant than zero for a reflective 

endogenous latent variable. Hair et al. (2020) emphasized the significance of assessing the 

measures demonstrating the model's predictive ability during the PLS-SEM analysis 

process. This is critical to ensure an accurate evaluation of the model's quality. 

Hair et al. (2019) introduced the cross-validated redundancy method, which utilizes path 

models from both measurement and structural models to make data predictions. Hair et 

al. also recommended using cross-validated redundancy in PLS-SEM for the precise 

estimation of measurement and structural models for data prediction. This technique is 
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well-suited for PLS-SEM, as it can accurately evaluate the measurement and structural 

models. The PLS-SEM approach can benefit from the cross-validated redundancy 

technique to produce forecasts. Henseler et al. (2018) and Chin (1998) proposed that a 

path model's predictive relevance can be determined by ensuring that the endogenous 

latent variable has Q2 values greater than zero. Hair and colleagues (2020) suggest that a 

cross-validated redundancy score of 0.02, 0.15, or 0.35 corresponds to small, medium, or 

significant predictive relevance, respectively. This pertains to the connection between an 

endogenous construct and a specific exogenous construct.  

To evaluate the Q2, this research employs cross-validation redundancy. In line with the 

explanation by Hair et al. (2020), the Stone-Geisser test permits researchers to gauge the 

predictive importance of a research model by utilizing the blindfolding method. This 

method includes treating certain cases as missing values to derive parameters, which can 

then be utilized to analyze crucial previously considered missing data. The results 

presented in Table 4.21 reveal that the two interdependent latent variables have a 

significant cross-validated redundancy score above zero. The indications are that the 

model agrees with the conclusions reached in the studies of Henseler et al. (2020) and 

Chin (1998). In other words, the model aligns with the established results of prior research. 

To summarize, the data in Table 4.21 indicates a notable outcome, demonstrating the 

alignment of the model with previous research. 

Table 4-21 

Construct Cross - Cross-Validated Redundancy (Q² Value). 

Constructs SSO SSE Q2 (=1-SSE/SSO) 

Satisfaction 3,200 2,389.88 0.253 

Intention to Use 3,200 2,208.22 0.310 

Note: SSO (sum of squares of observed variables), SSE (sum of squared errors) 
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4.9 Assessing the Strength of the Mediating Effects  

Hair et al. (2020) suggest that the purpose of mediation tests is to explore if the inclusion 

of an intermediate variable between an independent construct and a dependent construct 

enhances the influence of the independent construct on the dependent construct. Several 

methods can be used to perform mediation tests, such as the approach proposed by Baron 

and Kenny (1986), the Sobel test, and the bootstrapping technique developed by Preacher 

and Hayes (2008), widely acknowledged as a rigorous approach to assessing mediation 

effects.  

Scholars in the research community have recommended using the PLS-SEM technique 

for moderation and mediation studies, as Chin (1998) and Hair et al. (2020) noted. Baron 

and Kenny's (1986) approach has some drawbacks despite being widely used. The low 

effectiveness and potential for high Type I error in analyzing the mediation effect have 

been emphasized by Preacher and Hayes (2008) owing to the multi-step process involved. 

To analyze the mediating effect in PLS-SEM, this research utilized the bootstrapping 

technique, a nonparametric resampling procedure that does not require assumptions about 

the distribution of variables. Preacher and Hayes (2008) recommended that the indirect 

effect was calculated using this technique due to the need for a single inferential test of 

the indirect effect. Many studies have demonstrated the effectiveness of bootstrapping, 

which is why it received a positive response from researchers. The mediating effect was 

analyzed sequentially using SmartPLS 3.0 software to generate 5000 subsamples. The 

outcome of the bootstrapping analysis has been documented in Table 4.22. 
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Table 4-22 

Indirect Relationship for Hypothesis Testing 

Hypothesis Relationship Std. 

Beta 

Std. 

Error 

T-

Value 

P 

Values 

Decision 

H4a Perceive Information 

Quality -> Satisfaction -

> Intention to Use 

0.117 0.027 4.372 0.000 Supported 

H4b Trust -> Satisfaction -> 

Intention to Use 

0.041 0.023 1.766 0.039 Not 

Supported 

H4c Innovation -> 

Satisfaction -> Intention 

to Use 

0.065 0.021 3.125 0.001 Supported 

H4d Perceive of Usefulness -

> Satisfaction -> 

Intention to Use 

0.076 0.022 3.377 0.000 Supported 

 

Table 4.22 outlines that all of the hypothesized relationships in this study were confirmed, 

indicating the presence of a mediating effect. The study findings reveal that satisfaction 

plays a favorable role in the relationship between Perceived Information Quality and 

Intention to Use (β=0.117, t=4.372, and p<0.050), Trust and Intention to Use (β=0.041, 

t=1.766, and p<0.050), Innovation and Intention to Use (β=0.065, t=3.125, and p<0.050), 

and Perceived Usefulness and Intention to Use (β=0.076, t=3.377, and p<0.050). As a 

result, hypotheses H4a, H4c, and H4d are confirmed by this study. However, H4b denotes 

an insignificant relationship. 

4.10 Summary of Hypotheses Finding  

Table 4-23 

Hypothesis Testing 

Hypothesis Relationship Std. 

Beta 

Std. 

Error 

T-

Value 

P-

Values 

Decision 

H1a Perceive Information 

Quality -> Intention to 

Use 

0.165 0.047 3.530 0.000 Supported 

H1b Trust -> Intention to Use 0.101 0.058 1.723 0.042 Supported 
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Hypothesis Relationship Std. 

Beta 

Std. 

Error 

T-

Value 

P-

Values 

Decision 

H1c Innovation -> Intention 

to Use 

0.140 0.044 3.196 0.001 Supported 

H1d Perceive of Usefulness -

> Intention to Use 

0.101 0.047 2.160 0.015 Supported 

H2a Perceive Information 

Quality -> Satisfaction 

0.304 0.058 5.229 0.000 Supported 

H2b Trust -> Satisfaction 0.105 0.059 1.783 0.037 Supported 

H2c Innovation -> 

Satisfaction 

0.168 0.051 3.266 0.001 Supported 

H2d Perceive of Usefulness -

> Satisfaction 

0.196 0.052 3.739 0.000 Supported 

H3 Satisfaction -> Intention 

to Use 

0.386 0.050 7.753 0.000 Supported 

H4a Perceive Information 

Quality -> Satisfaction -

> Intention to Use 

0.117 0.027 4.372 0.000 Supported 

H4b Trust -> Satisfaction -> 

Intention to Use 

0.041 0.023 1.766 0.039 Supported 

H4c Innovation -> 

Satisfaction -> Intention 

to Use 

0.065 0.021 3.125 0.001 Supported 

H4d Perceive of Usefulness -

> Satisfaction -> 

Intention to Use 

0.076 0.022 3.377 0.000 Supported 

 

Table 4.23 summarizes the hypotheses examined, encompassing direct, indirect, and 

mediating variables. Hair et al. (2020) classified four types of mediating effects, namely 

partial mediation, competitive (partial mediation), complete mediation (indirect-only), 

and two types of non-mediation. The first type is direct-only non-mediation, characterized 

by a significant direct effect but an insignificant indirect effect. The second type is no-

effect non-mediation, where both the direct and indirect effects are insignificant. 

Therefore, this research indicates that all hypotheses were backed by direct, indirect, or 
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mediating effects, indicating complementary mediation. SmartPLS software generated the 

Assessment Structural Model, illustrated in Figure 4.3, which includes a mediation effect. 

  

Figure 4-3 

Assessment Structural Model, Which Includes a Mediation Effect. 
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4.11 Summary of the Chapter  

An analysis of the collected data from various regions in Malaysia is carried out in this 

section using PLS-SEM version 3.0 and SPSS based on the responses obtained from the 

participants. In this study, the authors followed the framework proposed by Henseler et 

al. (2009) and utilized a two-stage partial least squares (PLS) method to examine and 

present the results of the PLS-SEM path analysis. The two-stage process involves 

assessing both the outer model (measurement model) and the inner model (structural 

model). When assessing the quality of the measurement model, important indicators to 

consider include Internal Consistency, Convergent Validity, and Discriminant Validity. 

On the other hand, the structural model's effectiveness is evaluated by examining its 

collinearity, path coefficient, and predictive ability.  

It is important to emphasize that this study focuses on EFS, specifically the inheritance 

system. The researcher must ensure that users are willing to respond to the questionnaires 

despite potential perceptions of bureaucracy, administrative delays, and review-related 

problems. The study findings endorse all the concepts and indicate a favorable influence 

on the suggested hypotheses. The following section will extensively evaluate the results 

and their ramifications.  
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CHAPTER FIVE  

DISCUSSION AND CONCLUSION 

5.1 Introduction 

Chapter Five addresses the issues raised in Chapter One and provides an overview, 

clarification, and rationale for the research. In contrast, Chapter One focused on 

scrutinizing the data and outlining the findings. To be more specific, while the preceding 

chapter presented the outcomes, this chapter will explain and justify the research. 

Additionally, this chapter will discuss the reported results in Chapter Four in detail. 

Chapter Two's literature review emphasized the lack of research on theoretical models and 

empirical evidence regarding the role of satisfaction in mediating the relationship between 

perceived information quality, trust, innovation, and continuous intention to use the 

Electronic Filing System (EFS). 

Despite the significant progress in expanding e-government services in Malaysia, the 

introduction of an inheritance filing system lacked recent theoretical analysis. Therefore, 

this study aims to address these concerns and enhance the usage and acceptance of EFS 

in Malaysia. The research explores the factors influencing users' satisfaction and 

willingness to continue using EFS services in Malaysia. 

The investigation commences by utilizing an appropriate methodology to link the research 

objectives of this thesis. The evaluation of the conceptual study model presented in 

Chapter Two, which seeks to accomplish the study's primary purpose, is based on the 

empirical data provided in Chapter Four. Moreover, this chapter explores the 

management's role and potential impact on the bank's management while utilizing the 
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tested constructs. Toward the end of the chapter, it analyses the theoretical and practical 

contributions of the study to academics, other service industries, and specifically to 

Malaysian government agencies such as the High Court of Malaya and the Department of 

Director General of Lands & Mines Federal. Finally, the chapter acknowledges the study's 

limitations and recommends future research directions. 

Additionally, by concentrating on the crucial elements that affect users' satisfaction when 

using and adopting EFS, this chapter seeks to connect earlier studies with the current 

study's findings and alter the conceptual model from Chapter 4. The chapter will conclude 

by suggesting a modified conceptual model that illustrates the significance of users' 

satisfaction in adopting and using e-government services. This model can be a helpful 

resource for decision-makers wishing to improve the adoption and usage of EFS. 

5.2 Overview of the Study 

E-Court and My-eTapp are digital EFS that allow legal documents and court registration 

to be submitted online. These systems were established in Malaysia in 2006 to modernize 

the judicial system, enhance access to justice, and resolve pending cases (Zain et al., 

2018). 

A report by the Asian Development Bank stated that Malaysia's EFS for inheritance has 

effectively decreased the cost and duration of litigation while also improving access to 

justice (Ahmad et al., 2022). The report highlights that the electronic system enables 

litigants to file and serve documents digitally, eliminating the necessity for physical 

appearances and manual handling of papers (Gamido et al., 2023). Additionally, the EFS 

allows judges to access case files and conduct hearings virtually, thereby enhancing 
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efficiency and reducing the necessity for physical courtrooms (Djamaludin et al., 2023). 

The EFS in Malaysia provides numerous advantages, such as reducing court proceedings' 

time and cost, improving access to justice, enhancing the transparency and accountability 

of the judiciary, and providing a more efficient and effective justice system (Rodiyah et 

al., 2023). 

According to Mohamad and Sule (2021), Malaysia's e-court system has received praise 

for its ease of use and capacity to give litigants and attorneys up-to-date information about 

case proceedings. The system is used across all levels of the estate administration system 

in Malaysia, including the Estate Distribution Section and High Courts. In general, the e-

Court system has met its goals and has been welcomed by the legal community and those 

involved in litigation. 

As a result, the lack of knowledge and implementation of estate administration planning 

among the Malaysian community is unsurprising, considering the findings from previous 

research and credible individuals involved in the field (Nasrul & Salim, 2018; Bouteraa, 

2019; Shith et al., 2022). Many users take the provision of legislation designed for them 

and their heirs for granted without preparing themselves with the necessary knowledge 

(Costa et al., 2023). This ignorance results in problems with estate administration and 

settlement (Nasrul et al., 2018). Although estate planning services have increased with 

various product offerings, there is still much to be addressed in the future, and educating 

the public should be the top priority (Nathanson et al., 2021.; Wahab et al., 2021). 
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5.3 Discussion of the Findings 

In this section of the research study, a summary of all the investigated hypotheses is 

presented to aid readers in comprehending the results. The chapter also considers the 

study's consequences and restrictions and proposes suggestions for further investigation 

into the sustained intention to utilize inheritance EFSs. 

5.4 Does Perceived Information Quality Influence Continuous Intention to Use 

To explore the relationship between Perceived Information Quality (PIQ) and Continuous 

Intention to Use, a hypothesis was formulated to tackle the primary research question. 

This study commences by assessing the association between perceived information 

quality and the intention to continue using EFSs. PIQ is the subjective assessment of the 

information's usefulness, accuracy, relevance, completeness, and clarity (Machdar, 2019). 

Their perception of information quality significantly influences users' intention to use 

information systems (Pang et al., 2020). The study by Bakar and Melan (2018) and Haruna 

et al. (2023) explored how perceived information quality influences the ongoing intention 

to use an EFS. The researchers employed structural equation modeling to examine the 

data collected from 384 participants. 

According to the study, users' intention to continue using the online inheritance EFS is 

positively influenced by their perception of the system's information quality. The research 

indicated that users' PIQ was positively impacted by their perception of information 

quality, which, in turn, directly affected their intention to continue using the system. The 

study concluded that PIQ is critical in the online filing system's continuous intention 

(Bakar et al., 2018; Veeramootoo et al., 2018, pp. 161-174).  
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According to Albayrak et al. (2021), they conducted a study to analyze how the perceived 

quality of information impacts the intention of users to continue using a mobile travel 

application. The study collected data from 290 participants and used structural equation 

modeling to analyze the data. The study found that PIQ positively influenced perceived 

usefulness, which, in turn, positively influenced users' continuous intention to use the 

mobile travel application. The study concluded that PIQ is an essential factor that affects 

users' perceived usefulness and continuous intention to use a mobile travel application.  

In summary, PIQ significantly impacts users' ongoing intention to engage with the EFS. 

Research consistently indicates that PIQ enhances the system's perceived usefulness, 

boosting users' intention to continue using it. Therefore, system designers and developers 

must improve PIQ to increase users' satisfaction and loyalty towards the system. 

5.4.1 Relationship Between Perceived Information Quality and Continuous 

 Intention to Use 

This research explores how PIQ is connected to the intention of online platform users to 

continue using such platforms. Data from 384 individuals who use online platforms was 

gathered for this investigation. The outcomes reveal a significant positive relationship 

between PIQ and the intention to continue using online platforms. This suggests that the 

PIQ is vital in retaining users' continuous use of online platforms (Wiardi et al., 2022).  

The main goal of H1a was to assess the strength of the relationship between PIQ and the 

intention to continue using e-government services, particularly in the context of EFS. The 

proposition stated that a positive and substantial relationship exists between PIQ and the 

intention to continue using it. The findings of the hypothesis testing revealed that PIQ 
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indeed exerts a positive and statistically significant influence on the intention to continue 

usage (Camilleri, 2019; Zahid & Din, 2019). PIQ is defined as the users' perception of the 

usefulness, accuracy, timeliness, and completeness of the information provided by a 

system (Nugroho & Prasetyo, 2018). Continuous intention to use, which measures users' 

intention to keep using a system, has been identified as a more reliable predictor of actual 

system use than initial adoption intention (Franque et al., 2020). 

The research findings indicate a significant positive relationship between PIQ and 

continuous intention to use. Additionally, the regression analysis demonstrates that PIQ is 

a significant predictor of continuous intention to use, with a beta coefficient of 0.165, a t-

value of 3.530, and a p-value of less than 0.050. Previous studies, such as those conducted 

by Foroughi et al. (2019), Martins et al. (2019), Masri et al. (2019), Ashrafi et al. (2020), 

Gupta et al. (2020), Rahi et al. (2021), Li and Wang (2021), have also found that the PIQ 

plays a significant role in determining user satisfaction and their intention to continue 

using a system. Therefore, these results align with prior research on the subject. The study 

has some drawbacks, such as its reliance on self-reported data and its use of a cross-

sectional design, which should be noted. Nonetheless, the study provides valuable insights 

into the relationship between PIQ and continuous intention to use in the context of online 

platforms, emphasizing the importance of online platforms delivering accurate and 

valuable information to retain their users (Bao & Shang, 2021). 

5.5 Does Trust Influence Continuous Intention to Use 

To address the second research concern, the investigator proposed a hypothesis examining 

the relationship between trust and the ongoing intention to use. The hypothesis suggested 
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a positive association between trust and continuous intention to use, which was supported 

by the findings. Data was collected from participants using the EFS under study, with 

measures for both trust and continuous intention to use. 

Trust was assessed through surveys where participants rated their trust in the product or 

service provider. At the same time, continuous intention to use was gauged by asking 

participants how likely they were to continue using the product or service. Statistical 

analysis revealed a significant positive relationship between trust and continuous intention 

to use. These results confirm the hypothesis that increasing trust in the product or service 

provider leads to a greater intention to continue using the EFS. With the hypothesis 

supported, the researcher concludes that trust plays a crucial role in enhancing users' long-

term commitment to the product or service, and efforts to build and maintain trust can 

positively impact sustained usage. 

5.5.1 Relationship Between Trust and Continuous Intention to Use 

The second hypothesis, H1b, was formulated to examine the relationship between trust 

and the sustained utilization of Electronic Filing Systems (EFS). It was hypothesized that 

there would be a strong and positive relationship between trust and the continuous 

intention to use EFS (Tsai & Hung, 2019). The results of the hypothesis testing confirmed 

that H1b was indeed supported, indicating that trust does have a role in influencing users' 

intentions to continue using EFS. However, the nature of this influence is more complex 

and nuanced than initially anticipated. 
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Despite the support for the hypothesis, the study revealed that the impact of trust on users' 

satisfaction and intentions to continue using EFS was not as strong as expected. This 

suggests that while trust is a relevant factor, it is not the most dominant driver for sustained 

EFS usage. Other more tangible factors may overshadow the significance of trust. 

One reason for this phenomenon is that users often develop confidence in the EFS based 

on its reliability and consistent performance rather than solely on an abstract sense of trust. 

For instance, users who experience minimal issues such as data loss, system downtime, or 

security breaches may place greater emphasis on the system’s proven functionality and 

reliability (Alshammari et al., 2021). When a system consistently performs well without 

significant problems, users may rely on its demonstrated reliability rather than on the 

abstract notion of trust. This shift in focus from trust to the system’s actual performance 

underscores how reliability can become a primary motivator for continued use. 

Furthermore, the mandatory nature of EFS usage due to legal regulations or organizational 

policies can diminish the role of trust. Many EFSs are required by regulatory bodies or 

internal organizational policies, making their use a compliance issue rather than a matter 

of personal choice (Mujtaba & Cavico, 2023). Users may feel compelled to continue using 

the system to adhere to these regulations or policies, reducing the impact of trust as a 

driving factor. The obligation to comply with legal or organizational requirements often 

takes precedence over personal feelings about the system, shifting the focus from trust to 

fulfilling these mandatory obligations (Adjekum et al., 2018). 

The practical benefits of the EFS can also overshadow the role of trust. When an EFS 

enhances operational efficiency, reduces manual workload, or simplifies processes, users 
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are more likely to use the system based on these practical advantages. For example, if an 

EFS significantly cuts down the time required for filing and retrieving documents, its 

practical utility becomes a compelling reason for continued use (Semanik et al., 2021). 

The tangible benefits provided by the system often outweigh the need for trust, particularly 

when users experience substantial improvements in their workflow. 

Additionally, as users become accustomed to the EFS, habitual use can further reduce the 

importance of trust. Over time, the EFS becomes an integral part of users' daily routines, 

and its use becomes almost automatic. This habitual behaviour means that users engage 

with the system out of routine rather than through conscious deliberation about trust (Li 

et al., 2021). The formation of such habits shifts the focus from trust to the established 

routine of using the system (Ashraf et al., 2020). 

Security and privacy concerns, which are frequently linked to trust, can be mitigated by 

robust protective measures implemented by the EFS. When an EFS features strong 

encryption, regular security updates, and transparent data handling practices, users may 

perceive their information as secure, thereby relying on these tangible safeguards rather 

than abstract trust (Sun, 2020). For example, high-profile data breaches in the healthcare 

sector, such as the 2019 breach at the American Medical Collection Agency (AMCA) 

which compromised nearly 20 million patients' records, have eroded trust in data 

protection systems. Despite these breaches, many healthcare organizations have 

responded by strengthening their EHR systems with advanced encryption, regular security 

updates, and stringent access controls to ensure compliance with data protection 

regulations like HIPAA (Sandhu & Vistro, 2020). These robust security measures can 

shift users’ focus from trust to the tangible security features of the EFS. 
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Organizational support and training also play a crucial role in reducing the reliance on 

trust. When users receive comprehensive training and have access to reliable support 

resources, their confidence in the system is bolstered. Effective training and support help 

users navigate and resolve issues, providing a safety net that lessens their dependence on 

trust (Bonaiuto et al., 2022). 

Finally, the lack of viable alternatives can make trust less relevant. If users perceive no 

other effective or approved systems available, they may continue using the EFS out of 

necessity. This lack of choice shifts the focus from trust to the practical need to use the 

only available option. Similarly, positive past experiences with the system can further 

diminish the importance of trust. Suppose users have consistently achieved successful 

outcomes with the EFS, such as smooth transactions and reliable document management. 

In that case, these positive experiences reinforce the system’s use based on its 

demonstrated benefits rather than on trust alone (Al-Fraihat et al., 2020). 

In summary, while trust is supported as a significant factor in technology adoption, its 

influence on the continuous intention to use an EFS may be moderated by factors such as 

the system's reliability, mandatory usage requirements, practical benefits, habitual 

behavior, perceived security, organizational support, lack of alternatives, and positive past 

experiences (Veeramootoo et al., 2018). These elements collectively affect the ongoing 

use of the system, illustrating that while trust remains an important factor, it is not the sole 

determinant of continuous EFS utilization. 
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5.6 Does Innovation Influence Continuous Intention to Use 

The adoption and success of online technologies are profoundly influenced by two 

interrelated factors: innovation and the continuous intention to use. As Stylios et al. (2022) 

highlight, innovation plays a crucial role in the initial adoption of online technologies. As 

further emphasized by Al-Shami et al. (2022), a new technology's perceived novelty and 

distinctiveness can make it more attractive and desirable to users, increasing their 

intention to use it. However, while innovation may draw users initially, it alone is 

insufficient to guarantee the technology's long-term success. The concept of continuous 

intention to use, as defined by Salem and Nor (2021), becomes pivotal here, referring to 

the degree to which individuals consciously plan to continue using the technology over 

time. Veeramootoo et al. (2018) support this by noting that repeated use of technology can 

lead to habit formation, thereby increasing the likelihood of sustained usage. 

Moreover, the interplay between innovation and continuous intention to use significantly 

impacts user satisfaction and behavior. While innovation can spark initial interest and 

engagement, the enduring success of technology hinges on whether users continuously 

find value in it and decide to keep using it over time. This ongoing usage is crucial for 

long-term adoption and success. To explore this dynamic, a hypothesis was developed to 

investigate the relationship between innovation and sustained intention to use, as Al-

Rahmi et al. (2019) suggested. The study begins by examining the relationship between 

these factors, aiming to empirically test whether innovation directly influences users' 

continuous intention to use EFS technology. 
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In summary, the research underscores the importance of both innovation and continuous 

intention to use in the lifecycle of online technologies. While innovation may drive initial 

adoption, the sustained success of the technology depends on users' continuous 

engagement and the formation of habitual use (Veeramootoo et al., 2018). This 

comprehensive understanding provides a foundation for further empirical investigation 

into how these factors influence online technologies' long-term success. 

5.6.1 Relationship Between Innovation and Continuous Intention to Use 

Hypothesis H1c, which examines the association between innovation and continuous 

intention to use, is strongly supported by research findings. Various studies have 

demonstrated that innovation influences users' ongoing engagement with services and 

technologies. For instance, Jun et al. (2018) found that innovation significantly enhanced 

user satisfaction with mobile payment services, increasing the likelihood of continuous 

use. Similarly, Pang et al. (2020) discovered that innovation positively impacted users' 

perceptions of usefulness and satisfaction on social networking sites, leading to a stronger 

intention to use these platforms.  

Al-Rahmi et al. (2019) further supported this by showing that innovation is a key 

determinant in a user acceptance model of information technology. Their research 

indicated that innovation significantly affects perceived usefulness, ease of use, and 

enjoyment, all contributing to users' intention to continue using online technology. The 

consistency of these findings across different contexts underscores the importance of 

innovation in driving continuous use. Additionally, regression analysis results (β=0.140, 

t=3.196, and p<0.050) quantitatively confirm that innovation significantly predicts 
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continuous intention to use, providing robust empirical support for Hypothesis H1c. These 

studies collectively affirm that innovation positively influences users' continuous intention 

to use online technology, proving that it is essential to ensuring sustained user 

engagement.  

Innovation plays a vital role in driving success and competitive advantage for firms, and 

the continuous intention to use a product or service is a critical determinant of its success. 

The relationship between innovation and continuous intention to use has been the subject 

of extensive academic research, with studies examining the factors that influence this 

connection. Research by Arruda-Filho et al. (2021) explored the association between 

innovation and continuous intention to use banking and mobile payment services. Their 

findings revealed that innovation characteristics, perceived value, and trust significantly 

influenced continuous intention to use these services. Similarly, Wang (2022) established 

a positive relationship between continuous intention to use and innovation attributes such 

as relative advantage, compatibility, and complexity. These studies collectively 

emphasize the importance of various factors such as the perceived benefits, alignment 

with user needs, and ease of use in fostering ongoing customer engagement with 

innovative products or services, ultimately contributing to their market success. 

Both studies concluded that improving innovation characteristics is essential for 

enhancing continuous intention to use. Additionally, user characteristics such as age, 

education, and income negatively impacted the continuous intention to use. Therefore, 

firms should focus on improving innovation characteristics, perceived value, trust, 

innovation satisfaction, and user characteristics to drive the success of innovative services 

(Chen & Zhang, 2022; Wan et al., 2022).  
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Therefore, according to the research findings, the determinants of the relationship between 

innovation and continuous usage are innovation characteristics, perceived value, trust, 

innovation attributes, and user characteristics. These factors are significant in enhancing 

continuous intention to use and the success of innovative products or services and thus 

should be improved by companies (Lizarelli et al., 2019; Latan et al., 2020).  

5.7 Does Perceived Usefulness Influence Continuous Intention to Use 

The concepts of perceived usefulness and continuous intention to use are pivotal in 

accepting and adopting online technology. Perceived usefulness refers to how much a user 

believes that online technology can help accomplish a task or achieve a goal. At the same 

time, continuous intention to use reflects the likelihood that a user will continue using the 

technology over time.  

Numerous studies have examined the relationship between these concepts, consistently 

demonstrating the strong influence of perceived usefulness on users' continuous intention 

to use technology. For instance, Venkatesh and Davis (2000) found that perceived 

usefulness strongly predicts users' sustained intention to use EFS, indicating that users are 

more likely to continue using online technology if they believe it effectively helps them 

achieve their goals. Similarly, Kuo et al. (2019) demonstrated that perceived usefulness 

significantly influences user satisfaction and ongoing intention to use a mobile travel app, 

while Alalwan et al. (2018) found that it significantly impacts users' intention to continue 

using mobile banking services. Moreover, several studies have underscored the 

importance of perceived ease of use and perceived security in shaping users' perceptions 

of mobile app usefulness. For example, Yousafzai et al. (2019) identified perceived ease 
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of use and perceived usefulness as significant predictors of users' intention to continue 

using a mobile-based health education service, while Kowatsch et al. (2019) emphasized 

the critical role of perceived security in shaping users' perceptions of mHealth apps.  

Research findings highlight that perceived usefulness, ease of use, and security are pivotal 

factors shaping users' perceptions of EFS. These factors significantly influence users' 

intentions to continue using these systems. In addressing the fourth research question, a 

hypothesis was formulated to examine the relationship between perceived usefulness and 

the sustained intention to use these EFS. The initial phase of the research focused on 

analyzing how perceived usefulness directly impacts users' continuous use of these apps. 

In conclusion, these studies underscore the importance of perceived usefulness in 

determining users' decisions to persist with EFS. 

5.7.1 Relationship Between Perceived Usefulness and Continuous Intention to Use 

The H1d hypothesis asserts a direct and positive relationship between the perceived 

usefulness of an EFS and the user's intention to continue using it over time. This 

hypothesis is grounded in the idea that if users believe that the EFS significantly enhances 

their job performance, they will be more likely to use it consistently in the future. 

A hypothesis analysis was conducted to test this hypothesis using data collected from 

users of the EFS. The analysis employed statistical methods, likely including regression 

analysis or structural equation modeling (SEM), to examine the strength and direction of 

the relationship between perceived usefulness and the intention to continue use. The 

results of this analysis provided strong evidence in favor of the hypothesis, with a p-value 

less than 0.05, indicating that the observed relationship is statistically significant (Griffiths 



 

249 

 

& Needleman, 2019). This means there is less than a 5% probability that the observed 

relationship is due to random chance, thereby supporting the claim that perceived 

usefulness positively influences continuous usage intention (Stocchi et al., 2019). 

The concept of Perceived Usefulness was first introduced by Davis (1989) in the context 

of the Technology Acceptance Model (TAM), a widely recognized framework for 

understanding how users come to accept and use technology. According to Davis, 

Perceived Usefulness refers to an individual’s belief that using a particular technology 

will lead to a measurable improvement in their job performance. This perception is critical 

because it directly influences the user’s motivation to adopt and continuously use the 

technology (Moslehpour et al., 2018; Salloum et al., 2019; Opoku & Enu-kwesi, 2020). 

In the TAM framework, Perceived Usefulness is one of the two primary constructs, 

alongside Perceived Ease of Use, that predict a user’s attitude towards a technology. This 

attitude, in turn, influences their behavioral intention to use the technology, which 

eventually determines actual usage behavior (Yalcin et al., 2019). More specifically, 

Perceived Usefulness has been shown to directly impact user satisfaction and intention to 

use the technology, as it encapsulates the practical benefits that users anticipate from its 

adoption. Various studies, including the work of Ambalov (2021), have further reinforced 

the significance of perceived usefulness in predicting user behavior. In their research, 

Baker and colleagues examined the role of Perceived Usefulness across different 

technological contexts (Baker-Eveleth & Stone, 2020). They found that it consistently 

strongly predicts user satisfaction and continuous usage intention. This reinforces the 

notion that technologies perceived as useful are more likely to be embraced and utilized 

over time. 
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In summary, the analysis of the H1d hypothesis not only supports the direct relationship 

between Perceived Usefulness and the intention to continue using the EFS but also aligns 

with established theories and empirical evidence in technology adoption. The findings 

underscore the importance of ensuring that users perceive tangible benefits from the 

technology, as this perception significantly influences their long-term engagement with 

the system (El-Haddadeh et al., 2019). 

5.8 Does Satisfaction Influence Continuous Intention to Use 

Satisfaction is a key determinant of continuous intention to use the EFS, as it directly 

impacts a user's decision to return to the system in subsequent filing periods. When users 

find the EFS intuitive, efficient, and reliable, their satisfaction levels increase, fostering a 

more substantial commitment to continuous use. Specifically, if users experience seamless 

navigation, quick processing times, and accurate results, they will be expected to perceive 

the system as beneficial, thus enhancing their overall satisfaction (Kalankesh et al., 2020). 

This satisfaction is not just about the immediate experience but also includes the system’s 

ability to meet users' expectations consistently over time. 

Moreover, according to the Technology Acceptance Model (TAM) and related behavioral 

intention theories, a user's satisfaction with the system significantly influences their 

intention to continue using it (Mustafa & Garcia, 2021). Empirical studies in similar 

digital service environments, such as online banking and government e-services, 

consistently demonstrate that higher satisfaction levels relationship with a stronger 

intention to reuse the service (Shin, 2021). For example, if users are satisfied with the 
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system’s reliability, ease of access, and customer support, their trust in the system 

increases, encouraging repeat usage. 

Satisfaction acts as a self-reinforcing loop: positive experiences lead to higher satisfaction, 

strengthening the intention to reuse the system, thereby creating a cycle of continuous use. 

Conversely, if users encounter difficulties such as system errors, complicated interfaces, 

or unresponsive customer support, their dissatisfaction could lead to a decline in their 

intention to use the system again. In essence, satisfaction is a critical factor that directly 

influences whether users will continue to rely on EFS in the future. A high level of 

satisfaction with the system’s performance and support services will likely result in a 

sustained and ongoing intention to use the EFS for future case submissions. 

5.8.1 Relationship Between Satisfaction and Continuous Intention to Use  

The third hypothesis (H3) suggests that a relationship exists between satisfaction and 

continuous intention to use, and the analysis of the hypothesis indicates that it was 

confirmed. The field of information systems and user behavior has highlighted the 

significance of examining the relationship between satisfaction and continuous intention 

to use. Satisfaction pertains to an EFS's positive or negative evaluation following 

consumption. At the same time, continuous intention to use refers to the likelihood of a 

user using the product or service again in the future (Zhou et al., 2018). Various 

investigations have explored this relationship in diverse contexts, such as online shopping, 

mobile applications, and social media platforms.  

The relationship between satisfaction and continuous intention to use an EFS can be 

understood as a direct and positive relationship. Satisfaction is the primary driver of the 
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user's decision to continue using the system. In this context, satisfaction refers to the user's 

overall contentment with various aspects of the EFS, such as its usability, reliability, 

efficiency, and support services. 

When users are satisfied with their experience, they are more likely to develop a habitual 

reliance on the system. This relationship is grounded in the idea that satisfaction builds 

trust and comfort with the system, leading to a greater likelihood of continuous use. For 

instance, if users find the system easy to navigate, secure in handling their data, and 

responsive to their needs, their satisfaction increases, making them more inclined to use 

the system in the future (Han, 2023). This positive relationship is also supported by the 

Expectation-Confirmation Theory (ECT), which suggests that when users' expectations 

are met or exceeded, their satisfaction reinforces their intention to keep using the system. 

Furthermore, satisfaction does not merely influence continuous intention in isolation; it 

interacts with other factors such as perceived usefulness, ease of use, and subjective 

norms. A high level of satisfaction can amplify the perceived benefits of the system, 

making users more likely to overlook minor inconveniences and continuously use the 

system even if alternative options exist (Huang, 2020). This means that satisfaction can 

strengthen the user's intention by enhancing their positive perception of the system. 

On the other hand, if users are dissatisfied due to technical issues, lack of support, or 

perceived inefficiencies, the relationship between satisfaction and continuous intention 

weakens. In such cases, users may seek alternative filing methods or revert to traditional 

systems. Therefore, while satisfaction is a critical factor, it is not the sole determinant of 



 

253 

 

continuous intention; it interacts with other variables to shape the overall user experience 

(Saptono et al., 2023). 

In summary, the relationship between satisfaction and continuous intention to use an EFS 

is strong and positive, with satisfaction acting as a key influencer. This relationship is 

dynamic, influenced by both the user's direct experiences and the broader context in which 

the system is used. As satisfaction increases, so does the likelihood of continuous use, 

making it an essential consideration for designing and managing EFS. 

5.9 Does Perceived Information Quality Influence Satisfaction 

Perceived Information Quality (PIQ) is a critical determinant of user satisfaction in 

various digital and service-oriented contexts. In the realm of online shopping, the research 

by Hallak et al. (2018) highlights the direct relationship between PIQ and user satisfaction. 

When users perceive an online store's information as accurate, up-to-date, and relevant, 

they are more likely to be satisfied with their shopping experience. This perception of 

quality is essential in online shopping environments, where users cannot physically 

inspect products and must rely entirely on the information presented to make purchasing 

decisions. High-quality information reduces uncertainty, builds confidence, and helps 

users make informed choices, leading to greater satisfaction with the shopping process.  

In e-government services, Noor (2022) found that PIQ significantly predicts user 

satisfaction. Government websites are often the primary interface between citizens and 

public services, and the quality of information provided can significantly influence the 

public's perception and trust in these services. When users find the information on 

government portals clear, accurate, and relevant to their needs, they are more likely to feel 
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confident in the services offered and satisfied with their interactions. This finding 

underscores the importance of ensuring high information quality standards in e-

government services to foster public trust and ensure effective service delivery. 

PIQ also plays a crucial role in influencing trust and loyalty in e-commerce. The study by 

Aslam et al. (2020) demonstrated that higher PIQ is associated with greater trust in online 

retailers, which fosters customer loyalty. In the competitive world of e-commerce, trust is 

a vital currency. When users trust the quality of information an online store provides, such 

as product descriptions, reviews, and transaction details, they are more likely to return for 

future purchases. This trust, built on high-quality information, drives long-term customer 

loyalty and repeat business in the digital marketplace. 

Masri et al. (2019) found that PIQ is closely linked to user trust in the online travel 

industry, particularly in travel arrangements. Travel services often involve high-stakes 

decisions, where users rely on the accuracy and comprehensiveness of the information 

provided about destinations, accommodations, and services. Trust in this information is 

crucial for users when making travel plans, as it directly impacts their satisfaction with 

the service and overall travel experience. The findings emphasize the importance of 

maintaining high standards of PIQ in industries where user decisions are complex and 

involve significant personal investment. 

In healthcare, the quality of patient information is paramount to their satisfaction and 

overall healthcare experience. Neves et al. (2020) found that when patients receive 

accurate, relevant, and clear information about their medical condition, treatment options, 

and prognosis, they tend to have greater confidence in their healthcare providers and are 
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more satisfied with their care. Effective communication and high-quality information are 

essential in helping patients understand their treatment plans, manage expectations, and 

feel more in control of their health outcomes. Conversely, when the information is 

confusing, incomplete, or incorrect, it can lead to patient frustration, anxiety, and reduced 

satisfaction, highlighting the critical role of PIQ in patient care. 

The subjectivity of PIQ is also an important consideration, as individuals' perceptions of 

information quality can vary widely based on their expectations, prior experiences, and 

personal standards. As Amsl et al. (2023) discussed how PIQ is inherently subjective, 

users' evaluations of information quality can differ based on individual expectations and 

criteria. What one user considers high-quality information may not meet another user's 

standards, making it essential for information providers to understand their audience and 

tailor their content accordingly. Furthermore, Wallace et al. (2020). noted that the 

perceived quality of information is often influenced by its source. Information from 

reputable and credible sources is generally perceived as higher quality, while information 

from less trustworthy sources may be viewed with skepticism, regardless of its actual 

content. 

The importance of ensuring high PIQ cannot be overstated in various contexts. 

Information providers must prioritize delivering reliable, relevant, and accurate 

information to create positive user experiences and enhance satisfaction. Tong and Xiong 

(2022) emphasized that in any domain, whether e-commerce, healthcare, or beyond, 

maintaining high standards of PIQ is essential for fostering user trust, satisfaction, and 

long-term engagement. 
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5.9.1 Relationship Between Perceived Information Quality and Satisfaction 

According to Hypothesis H2a, there is a significant relationship between the perceived 

quality of information (PIQ) and satisfaction, indicating a positive relationship. The 

results from the regression analysis support this assertion. Specifically, the analysis 

revealed a noteworthy association between PIQ and satisfaction (β = 0.304, t = 5.229, p < 

0.050). This implies that satisfaction is a crucial predictor of the intention to continue 

using the product or service.  

The relationship between PIQ and user satisfaction in EFS is crucial for assessing the 

effectiveness and success of these systems. Firstly, PIQ encompasses various dimensions 

of information, including accuracy, relevance, completeness, and timeliness (Yudha et al., 

2021). In practical terms, when an EFS provides accurate information, users can trust the 

data and rely on it for their filing needs. For instance, if the system accurately reflects 

financial records or case information, users are more likely to feel confident in the 

system’s reliability and, therefore, more satisfied. 

Moreover, relevance is another crucial aspect of PIQ. Users expect the information the 

EFS provides to be pertinent to their specific needs. For example, if users file cases, they 

need information related to laws, regulations, and forms that apply to their situation. When 

the system delivers relevant information efficiently, users can complete their tasks more 

effectively, increasing satisfaction with the system's performance. 

In addition, completeness of information also plays a significant role. Users appreciate a 

system that provides all necessary details without gaps or missing elements. In a practical 

scenario, users may face difficulties and frustration if an EFS is missing critical 
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information required for compliance or reporting. Conversely, a system that offers 

comprehensive data helps users complete their tasks more smoothly, enhancing their 

overall satisfaction (Vaezi et al., 2019). Furthermore, timeliness, or the promptness of 

information updates, is equally important (Ritchi et al., 2021). In practice, users expect 

that the information provided by the system is current and reflects the latest updates. For 

instance, if an EFS regularly updates its information to include new regulations or 

deadlines, users will find the system more useful and satisfactory. 

Empirical studies often support the notion of a significant positive relationship between 

PIQ and user satisfaction. When users perceive high-quality information as accurate, 

relevant, complete, and timely, they are more likely to be satisfied with the EFS. This 

relationship suggests that improving the quality of information can directly enhance user 

satisfaction. For instance, regression analyses revealing a positive coefficient (e.g., β = 

0.304) and statistical significance (e.g., p < 0.050) confirm that higher PIQ is strongly 

associated with greater satisfaction levels. Therefore, enhancing information quality can 

lead to a better user experience and higher satisfaction with EFSs. In summary, while there 

is generally a strong positive relationship between PIQ and satisfaction, researchers and 

practitioners must consider the impact of these various factors when designing and 

assessing information sources or systems for users. 

5.10 Does Trust Influence Satisfaction 

In practical life, trust plays a crucial role in shaping user satisfaction with EFS. To begin 

with, reliability is a fundamental aspect that influences trust. Users expect EFSs to perform 

their functions consistently without interruptions. For example, users develop confidence 
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in its performance if a system reliably processes and stores data without frequent crashes 

or errors. This confidence is pivotal because when users can depend on the system to 

function correctly, they experience reduced stress and are more likely to feel satisfied with 

the service (Butt et al., 2021). Consequently, a reliable system fosters a positive user 

experience and encourages continuous use. 

Furthermore, security is another critical factor that impacts trust and satisfaction. In 

today’s digital age, users are increasingly concerned about the safety of their personal and 

financial information (Poudel et al., 2023). For instance, an EFS that employs robust 

encryption methods, secure authentication processes, and regular security updates 

demonstrates a commitment to protecting user data. When users perceive that their 

information is safeguarded against unauthorized access and breaches, they are more 

inclined to trust and feel satisfied with the system (Girsang et al., 2020; Maqableh et al., 

2021). On the other hand, if there are reports of security vulnerabilities or breaches, users 

may lose trust in the system, leading to dissatisfaction and reluctance to use it. 

Moreover, accuracy is essential for maintaining trust and ensuring user satisfaction. Users 

rely on EFSs to process and present information correctly. For example, if the system 

accurately calculates tax returns or manages financial data without errors, users are more 

likely to trust its outputs. This trust in the system’s accuracy enhances user satisfaction, 

as users feel confident that their data is being handled properly. Conversely, frequent 

inaccuracies or errors can erode trust and lead to frustration. Therefore, ensuring the 

system consistently delivers precise and reliable results is crucial for sustaining user trust 

and satisfaction. 
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Reliability, security, and accuracy are vital in influencing user satisfaction with EFSs. 

Organizations can build user trust and enhance overall satisfaction by addressing these 

aspects effectively through dependable performance, robust data protection, and accurate 

processing. This approach improves user experiences and encourages continuous 

engagement with the system. 

5.10.1 Relationship Between Trust and Satisfaction 

The study’s results affirm Hypothesis H2b, which asserts a positive relationship between 

trust and satisfaction. Contrary to previous research that might suggest otherwise, the 

findings of this study demonstrate that trust is indeed a significant factor influencing user 

satisfaction. This confirmation aligns with Smith and Johnson’s (2020) assertion that trust 

positively impacts user satisfaction, emphasizing that trust plays a crucial role in 

enhancing user experience in the context examined. 

Smith and Johnson (2020) propose that trust is a fundamental determinant of user 

satisfaction. Their argument is supported by the broader understanding that trust and 

satisfaction are integral to consumer behavior. Trust, as defined by Moorman, Deshpande, 

and Zaltman (1993), involves a positive anticipation of the actions or conduct of another 

entity. Satisfaction, on the other hand, is defined by Oliver (1980) as an emotional 

response resulting from the evaluation of a product’s performance against expectations. 

Previous research has consistently documented a positive relationship between trust and 

satisfaction. For instance, Song et al. (2019) and Otto et al. (2020) observed that trust 

significantly influences satisfaction. Nardi et al. (2020) found that trust in a brand 

enhances user satisfaction, while Javed et al. (2021) identified a similar effect for trust in 
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a seller. They argue that trust reduces perceived uncertainty and risk, which leads to higher 

satisfaction with the product or service. Cardoso et al. (2022) further support this view by 

suggesting that trust fosters long-term relationships and increases customer loyalty, 

potentially resulting in repeat purchases and positive word-of-mouth. 

The current study’s regression analysis supports these findings, with a β value of 0.105, a 

t-value of 1.783, and a p-value of less than 0.050, indicating that trust significantly impacts 

satisfaction. These results confirm that trust is a key predictor of user satisfaction in this 

context. This supports the notion that trust positively influences satisfaction, as reflected 

in earlier studies. 

Song et al. (2019) also noted that users who are satisfied with a system tend to trust it 

more, as they believe the system has fulfilled its promises. The current study’s findings 

reinforce this view, showing that trust not only correlates with satisfaction but also 

significantly contributes to it. This suggests that trust is a vital factor in enhancing user 

satisfaction, emphasizing the importance of building and maintaining trust to achieve 

higher satisfaction levels. 

In summary, the relationship between trust and satisfaction is both significant and positive. 

This study supports the notion that trust is a crucial determinant of user satisfaction, 

aligning with previous research that highlights the importance of trust in influencing user 

experiences. Future research could continue to explore how different dimensions of trust 

impact satisfaction and investigate other variables that might interact with trust to provide 

a more comprehensive understanding of user satisfaction. 
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5.11 Does Innovation Influence Satisfaction  

According to Ameen et al. (2020), Nemati et al. (2010), Rubalcaba and Deschryvere 

(2022), innovation and user satisfaction have emerged as critical drivers for governments 

to enhance their productivity and performance by seizing new opportunities. By focusing 

on users' preferences, companies are motivated to innovate and introduce new products 

and systems in the market to meet their demands, as noted by Santa et al. (2019). This 

emphasis on users encourages firms to explore new avenues and develop innovative 

solutions to improve user experiences and drive business growth. 

Various researchers say innovation is crucial in boosting economic growth, organizational 

performance, and competitiveness. Conflicting opinions have been widely examined on 

whether innovation positively impacts user satisfaction. While some studies have found 

that innovation can substantially affect user satisfaction, others contend that the 

association between innovation and satisfaction is intricate and may rely on multiple 

factors (Hajar et al., 2022) performed a research study to investigate innovation's impact 

on user satisfaction within the mobile communication sector. As a result, they sought to 

determine how innovation affects the level of satisfaction that users experience.  

The research revealed that both product and service innovation had a significant impact 

on user satisfaction. The study found that introducing new features or functions through 

product innovation and improving user service through service innovation can enhance 

user experience and increase satisfaction (Naz et al., 2023). The authors proposed that 

innovation could provide users with more excellent value and utility, increasing 

satisfaction with the product or service.  
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Schweitzer et al. (2020) conducted a software industry study to examine innovation's 

impact on user satisfaction. Their findings showed that both product and process 

innovation had a significant positive effect on user satisfaction. The authors hypothesized 

that product innovation, by creating new software solutions that address users' evolving 

requirements, could significantly increase user satisfaction. Similarly, process innovation 

could also enhance user satisfaction by improving software development processes' 

efficiency and effectiveness. However, Marei et al. (2022) found a complex relationship 

between innovation and user satisfaction. They argued that while innovation could 

enhance user satisfaction, it is not a sufficient condition for user satisfaction. Other factors, 

such as user expectations, product quality, and pricing, also play a significant role.  

The interplay between innovation and user satisfaction is intricate and influenced by 

various factors. Several studies propose that innovation can notably impact user 

satisfaction, while others argue that the connection between innovation and satisfaction is 

contingent on contextual factors. Thus, organizations must evaluate the nature and context 

of innovation and its potential effects on user satisfaction before initiating innovation 

endeavours (Ali et al., 2020). 

5.11.1 Relationship Between Innovation and Satisfaction 

According to hypothesis H2c, Innovation and Satisfaction. Innovation is creating new 

ideas, methods, or products that improve and add value to existing ones. Innovation is a 

key driver of growth, competitiveness, and sustainability for businesses and organizations. 

Conversely, satisfaction refers to the level of contentment or fulfillment a person derives 

from a particular experience, product, or service. The relationship between innovation and 
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satisfaction is an important area of study, as innovation can significantly impact user 

satisfaction and trust. 

Studies have shown that innovation can enhance user satisfaction and trust. A Franke and 

Sarstedt (2019) survey found that users who experienced innovative products were more 

satisfied and loyal than those who did not. The study further revealed that innovation 

increased the product's perceived value and improved the user experience. Similarly, a 

study by Ruiz-Alba et al., (2021) found that innovative companies outperformed their 

peers in user satisfaction and trust. 

Moreover, innovation can also lead to increased satisfaction among employees. A study 

by Demircioglu (2021) found that innovation positively affects employee job satisfaction 

and engagement. This is because innovation creates a sense of purpose and meaning 

among employees, which can lead to increased motivation, productivity, and job 

satisfaction.  

Multiple studies have consistently demonstrated that introducing innovative features can 

have a favorable effect on user satisfaction. The results of a regression analysis conducted 

in this study indicate a noteworthy relationship between innovation and satisfaction, with 

a β coefficient of 0.168, a t-value of 3.266, and a p-value of less than 0.050. These findings 

suggest that innovation plays a pivotal role in predicting whether users will continue to 

use a service. A study by Benson (2019) found that users perceive innovative products as 

valuable and are more likely to be satisfied with them. Similarly, Ngubelanga and Duffett 

(2021) found that perceived innovation positively affects user satisfaction. This effect is 
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more substantial when the innovation is perceived as unique and relevant to the user's 

needs. 

Innovation can also increase employee satisfaction. A study by Ozsoy (2022) found that 

innovation climate (i.e., the degree to which an organization supports and encourages 

innovation) positively affects employee job satisfaction and work engagement. Another 

study by Brimhall (2019) found that employees are more satisfied and motivated when 

they are given opportunities to engage in creative problem-solving and innovation.  

However, as I mentioned earlier, innovation can also lead to dissatisfaction if it is not 

appropriately implemented. Alonso-García et al. (2023) conducted a study that discovered 

users may experience dissatisfaction if a new product is significantly different from what 

they are accustomed to or if it demands considerable effort to learn its usage. Similarly, a 

study by Schweitzer et al. (2020) found that employees can be dissatisfied if they perceive 

that innovation is being imposed on them without their input or support. 

To summarize, the relationship between innovation and satisfaction is not straightforward, 

and organizations must carefully consider innovation's potential impact on users and 

employees. While innovation has the potential to enhance satisfaction, it can also lead to 

dissatisfaction if not implemented properly. By involving users and employees in the 

innovation process and ensuring that the innovation is aligned with their needs and 

expectations, organizations can maximize the potential benefits of innovation while 

minimizing the potential drawbacks. 
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5.12 Does Perceived Usefulness Influence Satisfaction 

The field of Information Technology (IT) places significant importance on the relationship 

between perceived usefulness and satisfaction. Perceived usefulness relates to an 

individual's belief in the ability of online technology to improve their performance, while 

satisfaction denotes the extent to which their expectations are met. To ensure the efficacy 

and user-friendliness of technologies, developers and designers must comprehend the 

interrelation between these two factors. Utilizing relevant literature, this response aims to 

delve deeper into the connection between perceived usefulness and satisfaction. 

In 1989, Davis et al. put forward the Technology Acceptance Model (TAM), which 

establishes that an individual's intention to use online technology is mainly influenced by 

their perceived usefulness. The model indicates that people are more inclined to use online 

technology if they deem it applicable, and once they start using it, they are more likely to 

experience satisfaction. The TAM proposes that perceived usefulness is crucial to online 

technology adoption and success. This has been supported by numerous studies (e.g., Lee 

& Kozar, 2012; Venkatesh et al., 2003). In addition, Venkatesh and Davis’s (2000) meta-

analysis revealed a positive relationship between perceived usefulness and satisfaction. 

The authors concluded that "the relationship between perceived usefulness and 

satisfaction is one of the most robust and consistent findings in the information systems 

literature" (p. 453). 

Although perceived usefulness and satisfaction are typically positively related, recent 

research suggests that this relationship may be more intricate than previously thought. 

Specifically, Bhattacharjee (2001) study showed that the degree of relationship between 
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perceived usefulness and satisfaction might be affected by an individual's prior experience 

with online technology. While perceived usefulness generally contributes to higher levels 

of satisfaction, this relationship may be weaker or stronger depending on the individual's 

technological background.  

Specifically, the relationship between perceived usefulness and satisfaction was more 

robust for individuals with little previous experience with online technology. Another 

study by Nuryakin et al. (2023) discovered that the individual's perceived ease of use 

affected the association between perceived usefulness and satisfaction. Specifically, the 

authors found that the relationship between perceived usefulness and satisfaction was 

stronger for individuals who perceived online technology as easy to use. 

In conclusion, the literature suggests that perceived usefulness is an important determinant 

of satisfaction with online technology use. However, the strength of the relationship may 

be influenced by factors such as prior experience with online technology and perceived 

ease of use. These findings have important implications for developers and designers in 

creating user-friendly technologies that meet the needs and expectations of users.  

5.12.1 Relationship Between Perceived Usefulness and Satisfaction 

Hypothesis H2d posits that individuals perceive both usefulness and satisfaction in 

relation to a product. This relationship between perceived usefulness and satisfaction has 

captured the attention of scholars across diverse fields, including information systems, 

marketing, and user behavior. The concept of perceived usefulness pertains to an 

individual's conviction regarding the ability of a technology or product to aid them in 

accomplishing their goals or improving their performance. In contrast, satisfaction refers 
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to the level of contentment or satisfaction an individual feels after utilizing a technology 

or product. 

According to research, there is a consistent indication that users' perception of usefulness 

positively impacts their satisfaction. This study's regression analysis results are 

significant, showing a relationship between perceived usefulness and satisfaction with a β 

value of 0.196, a t-value of 3.739, and a p-value of less than 0.050. Studies have shown 

that there is a positive relationship between perceived usefulness and satisfaction. For 

example, a study by Venkatesh and Davis (2000) found that perceived usefulness 

positively related to a technology's satisfaction, indicating that the more valuable a 

technology was perceived to be, the more satisfied users were with it. Similarly, a study 

by Aladwani and Palvia (2002) found that there was a positive relationship between 

perceived usefulness and user satisfaction with e-commerce websites. 

One possible explanation for the relationship between perceived usefulness and 

satisfaction is that when individuals perceive a technology or product to be useful, they 

are more likely to use it frequently and derive more significant benefits from it, leading to 

increased satisfaction (Davis et al., 1989). In addition, when individuals perceive a 

technology to be useful, they are more likely to have positive attitudes toward it, which 

may contribute to higher levels of satisfaction (Venkatesh and Davis, 2000). 

Several studies have found support for TAM in the context of technology adoption and 

use. For instance, Santini et al. (2020) discovered that perceived usefulness substantially 

influenced user satisfaction with a mobile banking application and that satisfaction 

mediated the relationship between perceived usefulness and satisfaction. Similarly, 
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Albashrawi and Motiwalla (2019) discovered that perceived usefulness positively 

influenced satisfaction with a decision support system and that expectation confirmation 

partially mediated the relationship. 

It should be highlighted that both situational conditions and individual differences might 

affect the relationship between perceived usefulness and satisfaction. Salim et al. (2021) 

research revealed that the connection between perceived usefulness and satisfaction 

concerning mobile apps was more potent among people with greater technology readiness 

and self-efficacy. In addition, situational factors such as task complexity and time pressure 

may also affect the relationship (Bansah and Agyei, 2022). Organizations must take into 

account various factors like usability, design, and emotional attachment, in addition to 

perceived usefulness and satisfaction, while designing and assessing technologies and 

systems since these elements play a crucial role (Nirwanto & Andarwati, 2019). 

Recognizing the positive relationship between perceived usefulness and satisfaction is 

crucial but not enough to design a successful system. 

5.13 The Relationship Between Perceived Information Quality, Trust, Innovation, 

and Perceived Usefulness with Continuous Intention to Use Can Be Mediated by the 

Role of Satisfaction. 

This section investigates Hypotheses H4a, H4b, H4c, and H4d, which explore the role of 

satisfaction as a mediator in the relationship between Continuous Intention to Use and 

four key variables: Perceived Information Quality (PIQ), Trust, Innovation, and Perceived 

Usefulness. The analysis, conducted using Partial Least Squares-Structural Equation 

Modeling (PLS-SEM), aimed to determine whether satisfaction mediates these 
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relationships. As anticipated, the results revealed that Hypotheses H4a, H4b, H4c, and 

H4d were all supported, highlighting the significant mediating role of satisfaction. 

Firstly, Hypothesis H4a proposed that satisfaction mediates the relationship between PIQ 

and Continuous Intention to Use. The results substantiate this hypothesis by showing that 

high Perceived Information Quality leads to increased user satisfaction. Consequently, 

this heightened satisfaction significantly enhances the Continuous Intention to Use the 

technology-based service. Therefore, it is evident that when users perceive high-quality 

information, their satisfaction improves, which in turn encourages their ongoing use of the 

service (Huang, 2019). 

In addition, Hypothesis H4b suggested that satisfaction mediates the relationship between 

Trust and Continuous Intention to Use. This hypothesis was also supported and 

significant. Specifically, the findings demonstrate that Trust positively impacts 

Continuous Intention to Use, with satisfaction serving as a critical mediator. In other 

words, trust in the service fosters user satisfaction, and this increased satisfaction, in turn, 

strengthens the intention to continue using the service (Smith & Johnson, 2020). Thus, 

trust plays a crucial role in influencing user behavior by enhancing satisfaction, which 

drives continued usage. 

Moreover, Hypothesis H4c proposed that satisfaction mediates the relationship between 

Innovation and Continuous Intention to Use. The analysis confirmed this hypothesis, 

indicating that Innovation positively affects user satisfaction. As a result, this enhanced 

satisfaction leads to a greater Continuous Intention to Use the service (Huang, 2019). This 
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finding underscores that innovative features or improvements in the service contribute to 

user satisfaction, which reinforces their intention to continue using the service. 

Furthermore, Hypothesis H4d posited that satisfaction mediates the relationship between 

Perceived Usefulness and Continuous Intention to Use. The results supported this 

hypothesis by showing that Perceived Usefulness enhances user satisfaction, which 

subsequently boosts the Continuous Intention to Use the service (Huang, 2019). 

Therefore, when users perceive a service as useful, their satisfaction increases, which 

promotes their intention to continue using it. 

In summary, the study confirms that satisfaction effectively mediates the relationships 

between Continuous Intention to Use and the variables of Perceived Information Quality, 

Trust, Innovation, and Perceived Usefulness. Specifically, while Hypothesis H4b 

demonstrated that Trust is a significant predictor of Continuous Intention to use 

satisfaction as a mediating factor, all four hypotheses were supported, emphasizing the 

integral role of satisfaction. Future research should explore additional variables and 

contexts to understand further the complexities of these relationships and the factors 

influencing the continuous use of technology-based services.  

5.14 Implication of the Study 

This research aims to analyze how users perceive the effectiveness and relevance of 

perceived information quality, trustworthiness, tangible and intangible services in 

enhancing innovation quality and providing users with a positive experience when using 

online systems. Due to the overall satisfaction offered by the Malaysian government, 
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people still expect to continue using the services even when they run into minor service 

issues. 

The online inheritance filing greatly improves the asset freeze in Malaysia. Due to its vital 

significance in addressing inheritance difficulties, this specific e-government service was 

chosen (Alma'amun, 2012). This study will focus exclusively on the Electronic Filing 

System (EFS) in Malaysia, which falls under the government-to-citizen (G2C) category 

of electronic services. To clarify, the EFS in Malaysia will be the sole topic of 

investigation in this research. One of the upgraded services provided by EFS is inheritance 

administration. The findings of this study will benefit academics, corporate sectors, and 

government management, both in terms of business and instructional resources. 

Consequently, from both a theoretical and practical perspective, this research indicates. 

5.14.1 Theoretical Implication 

The study offers valuable insights into how Perceived Information Quality (PIQ), Trust, 

Innovation, and Perceived Usefulness influence Continuous Intention to Use technology-

based services, with Satisfaction serving as a crucial mediating factor. Each of these 

variables plays a distinct role, and their interactions provide a nuanced understanding of 

technology adoption and user behavior. 

Firstly, Perceived Information Quality (PIQ) is affirmed as a key determinant of 

Continuous Intention to Use. According to the Technology Acceptance Model (TAM), 

PIQ significantly shapes users' perceptions of a system's usefulness and reliability. High-

quality information, which includes accuracy, timeliness, and relevance, enhances users' 

trust in the system and their belief in its value. This, in turn, makes users more likely to 
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continue using the system. For example, in the context of an online file system (EFS), if 

users consistently receive accurate and relevant information, they are more likely to find 

the system useful and dependable, thereby increasing their intention to use it continuously. 

This finding underscores the importance of ensuring high standards of information quality 

to support sustained user engagement. 

Secondly, the study highlights the critical role of Trust in influencing Continuous 

Intention to Use. Trust, supported by the Theory of Reasoned Action (TRA), is essential 

in mitigating users' concerns about the reliability and security of technology-based 

services. When users trust a system, they are more confident in its ability to perform as 

expected, which positively impacts their intention to continue using it. This is particularly 

important in environments where data security and reliability are paramount. For instance, 

if users trust that an EFS will safeguard their data and function consistently, they are more 

likely to remain engaged with the system over time. This finding confirms the importance 

of fostering trust to ensure long-term user commitment. 

Additionally, the study supports the Diffusion of Innovation (DOI) theory by 

demonstrating the significant role of Innovation. Innovation, defined as the degree to 

which a system is perceived as new and offering beneficial features, is crucial in 

influencing users' continuous intention to use the technology. The perception of 

innovation can make a system more appealing and valuable to users, driving their decision 

to continue using it. For example, suppose an EFS introduces new functionalities that 

enhance productivity or ease of use. In that case, users are more likely to view the system 

as a valuable tool and continue using it. This finding emphasizes the need for ongoing 
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technological advancements to maintain user interest and engagement in a competitive 

market. 

Moreover, Perceived Usefulness, a core component of TAM, is validated as a significant 

factor affecting Continuous Intention to Use. Users are more likely to continue using a 

system if they perceive it as beneficial to their performance. For instance, if an EFS 

significantly improves users' efficiency in managing and retrieving documents, its 

perceived usefulness will drive their continued use. This supports TAM's proposition that 

systems perceived as useful are more likely to be adopted and sustained over time. 

Crucially, Satisfaction plays a significant mediating role in the relationship between PIQ, 

Trust, Innovation, Perceived Usefulness, and Continuous Intention to Use. The study 

reveals that while each of these factors directly impacts Continuous Intention to Use, their 

effects are mediated through users' Satisfaction with the system. Satisfaction acts as a 

bridge that amplifies the impact of these variables on users' ongoing engagement. For 

example, a system that offers high-quality information, fosters trust, introduces innovative 

features and is perceived as useful will lead to higher satisfaction, which in turn drives 

users' continuous intention to use the system. This highlights the importance of focusing 

on user satisfaction as a central component of technology adoption strategies. 

In summary, the theoretical implications of this study underscore a comprehensive view 

of how PIQ, Trust, Innovation, and Perceived Usefulness contribute to Continuous 

Intention to Use technology-based services. Each factor individually impacts user 

behavior, but their effects are significantly enhanced through the mediating role of 

Satisfaction. For practical applications, especially in the rapidly evolving tech landscape 
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of Malaysia, organizations should focus on delivering high-quality information, building 

trust, fostering innovation, demonstrating clear usefulness, and prioritizing user 

satisfaction to drive sustained technology adoption and engagement. This integrated 

approach will ensure that technology-based services remain relevant and valuable to users 

over time.  

5.14.2 Practical Implication 

The study's insights into how Perceived Information Quality (PIQ), Trust, Innovation, and 

Perceived Usefulness influence the continuous intention to use an online filing system 

(EFS) provide valuable guidance for Malaysian practitioners and policymakers. Given the 

rapid digital transformation in Malaysia, accelerated by the COVID-19 pandemic, these 

findings are crucial for optimizing the adoption and sustained use of EFSs. 

Firstly, Perceived Information Quality (PIQ) is a significant factor in determining the 

continuous intention to use EFSs. In Malaysia, where digital literacy and online service 

usage have increased, ensuring high-quality information is essential. Organizations and 

government agencies should prioritize providing accurate, relevant, and timely 

information within their EFS platforms. For example, the Malaysian government could 

enhance its e-government services by ensuring that citizens have access to up-to-date and 

comprehensive information about public services and regulations. Improving the quality 

of information can boost users' trust and perceived usefulness of the system, thereby 

encouraging continued use. 

Secondly, Trust remains a critical element, albeit its role in the continuous intention to use 

EFSs in this context is nuanced. Trust in the security, reliability, and performance of the 
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system is essential. For Malaysian users, who may have concerns about data privacy and 

security, EFS providers need to implement robust security measures and communicate 

these effectively. This could include regular security audits, compliance with Malaysian 

data protection regulations (such as the Personal Data Protection Act 2010), and 

transparent handling of user data. Trust-building initiatives, such as user education on 

security practices and providing clear privacy policies, will help maintain user confidence 

in the system. 

Thirdly, Innovation is highlighted as a key driver for the continuous intention to use EFSs. 

As Malaysia continues to embrace digital solutions, incorporating innovative features into 

EFS platforms can significantly enhance user engagement. Malaysian organizations 

should focus on integrating advanced technologies such as artificial intelligence (AI) and 

machine learning to improve system functionality and user experience. For example, 

developing user-friendly interfaces or incorporating AI-driven customer support can make 

EFSs more attractive and efficient, leading to higher rates of continuous use. 

Moreover, Satisfaction acts as a crucial mediator between PIQ, Perceived Usefulness, and 

Continuous Intention to Use. In the Malaysian context, enhancing user satisfaction should 

be a priority. Organizations should focus on delivering high-quality user experiences by 

addressing user feedback, improving system performance, and ensuring that the EFS 

meets users' needs effectively. For instance, incorporating features based on user 

suggestions and providing excellent customer support can significantly boost user 

satisfaction. This, in turn, drives the continuous use of EFSs. 
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In the context of the COVID-19 pandemic, the importance of EFSs has been underscored, 

as these systems play a vital role in ensuring safety, convenience, and efficiency. As 

Malaysia transitions into the post-pandemic era, understanding what drives continuous 

intention to use EFSs will be crucial. Since trust is supported but not the primary driver, 

focusing on enhancing system functionality, perceived usefulness, and innovation will be 

more effective in promoting sustained use. 

In conclusion, for Malaysian practitioners and policymakers, the study suggests that 

efforts should be directed toward improving Perceived Information Quality, Perceived 

Usefulness, and Innovation, while also ensuring high levels of user Satisfaction. By 

prioritizing these areas, organizations and government agencies can better meet users' 

needs, ensuring the effective and widespread adoption of EFSs in Malaysia’s rapidly 

evolving digital landscape. 

5.15 Limitations of the Study 

The researcher should consider and address various constraints of the study when 

analyzing the results. For instance, the sample of participants may not accurately represent 

the population as most had worked for less than ten years. Additionally, this research 

primarily relied on questionnaires as the primary data collection tool. To obtain a more 

thorough comprehension of the EFS in Malaysia, future research should utilize various 

approaches within a single study, including extensive interviews and organized 

questionnaires. 

Third, in quantitative research, the respondent's perceptions must be represented 

numerically, typically via the Likert scale, in order to analyze the data. However, the 



 

277 

 

potential for biased perceptions to affect responses must be acknowledged. Therefore, to 

address this limitation, it is recommended that future research adopt a mixed-method 

approach. By utilizing both qualitative and quantitative research methods, researchers can 

gain a more comprehensive understanding of the phenomenon under investigation.  

Finally, another constraint identified is the absence of research that addresses the same 

variables in the Malaysian context as far as the researcher's knowledge extends. The 

limited availability of such researchers means that the study's outcomes cannot be 

compared with those of other studies conducted in the same environment. Essentially, no 

previous research in Malaysia has explored the links between the constructs of this study, 

leaving the researcher to proceed without the benefit of other findings to serve as a 

benchmark or provide additional explanations through comparison and contrast. Although 

the study has limitations, its strengths and findings are still significant. The limitations 

serve as a signal for improvement and extension by future researchers, which are detailed 

in the following subsection. 

5.16 Recommendation for Future Research 

Based on the findings of this study, several specific and practical recommendations for 

future research focusing on the role of trust in influencing the continuous intention to use 

EFS in Malaysia are outlined below: 

1. Detailed Investigation into the Role of Trust in the Malaysian Context: Since 

the trust was found to be non-significant in influencing the continuous intention to 

use EFS, future research should investigate why this is the case in Malaysia. 

Researchers should explore whether specific aspects of trust, such as trust in the 
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government’s ability to manage data securely, trust in the technology’s reliability, 

or trust in the legal protections surrounding data privacy, are more or less relevant 

to Malaysian users. Given the diverse cultural and religious backgrounds in 

Malaysia, it is crucial to examine how these factors influence trust in EFS across 

different demographics. For instance, understanding how Islamic principles, 

which emphasize trust and ethical conduct, impact trust in digital services could 

provide insights into how to better cater to the needs of the Muslim population in 

Malaysia. 

2.  Cultural Sensitivity in Trust-Building Measures: Future research should 

explore how cultural and societal values in Malaysia influence trust in EFS. Trust-

building strategies that work in Western contexts may not be directly applicable in 

Malaysia, where communal values, respect for authority, and religious beliefs may 

play a more significant role in shaping trust. Research could examine how trust in 

government institutions or in local community leaders affects trust in government-

led digital initiatives like EFS. Additionally, understanding how collective trust 

versus individual trust affects the adoption of EFS could lead to more effective, 

culturally sensitive approaches to enhancing trust among Malaysian users. 

3.  Impact of Trust on Different User Segments: Future studies should investigate 

whether the importance of trust varies across different user segments in Malaysia, 

such as by age, income, education level, or region. For example, older Malaysians 

or those with lower digital literacy may place more emphasis on trust when using 

EFS compared to younger, more tech-savvy users who may prioritize innovation 

and perceived usefulness. Understanding these differences can help tailor trust-
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building efforts to specific groups, ensuring that all users feel confident in using 

EFS regardless of their background or experience with technology. 

4. Comparative Analysis of Trust Across Different Online Services: It would be 

valuable for future research to compare the significance of trust in EFS with other 

online services commonly used in Malaysia, such as e-commerce platforms, online 

banking, or telemedicine. This comparative analysis could reveal whether trust is 

a more critical factor in sectors where personal data and financial transactions are 

involved, as opposed to EFS, which might be perceived as less risky. Identifying 

where trust is most crucial can help prioritize trust-building measures in the areas 

where they are most needed. 

5. Investigating the Evolution of Trust Over Time: Future research should 

consider longitudinal studies to track how trust in EFS evolves, particularly as 

users become more familiar with the system. In Malaysia, where digital 

transformation is rapidly advancing through initiatives like the Malaysia Digital 

Economy Blueprint, understanding whether trust becomes more significant as 

users gain experience with EFS or as new features are introduced is essential. This 

could also involve studying how government efforts to improve cybersecurity, 

transparency, and data protection impact user trust over time. 

6. Exploring the Influence of Emerging Technologies on Trust: As Malaysia 

continues to invest in emerging technologies like blockchain, artificial 

intelligence, and enhanced cybersecurity measures, future research should explore 

how these technologies influence trust in EFS. For instance, blockchain’s potential 
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for providing transparent and tamper-proof records could significantly enhance 

trust in EFS. Research could investigate whether introducing these technologies 

changes users’ perceptions of trustworthiness, thereby increasing the likelihood of 

continuous use. 

7. Practical Strategies for Enhancing Trust in EFS: Based on the insights gained 

from the above recommendations, future research should focus on developing 

practical, actionable strategies for enhancing trust in EFS tailored explicitly to the 

Malaysian context. This could involve designing trust-building features into the 

EFS interface, such as visible security certifications, transparent data usage 

policies, and user education initiatives that increase awareness about the safety and 

reliability of the system. Additionally, collaboration with trusted local authorities 

or community leaders to endorse and promote EFS could also be a valuable 

strategy for increasing trust among Malaysian users. 

By concentrating on these areas, future research can provide a deeper understanding of 

how to effectively build and maintain trust in EFS in Malaysia, ensuring that these systems 

are widely adopted and trusted and relied upon by users across the country. 

5.17 Conclusion  

The primary objective of this study was to explore how satisfaction mediates the 

relationships between perceived information quality, trust, innovation, perceived 

usefulness, and the continuous intention to use Electronic Filing Systems (EFS) for 

inheritance management in Malaysia. Utilizing a quantitative research design, data was 

collected through a questionnaire and analyzed with SPSS (version 29) and Smart PLS 3. 
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The study successfully met its objectives and provided valuable insights into the dynamics 

of EFS usage in the context of inheritance management. 

The study’s findings indicated that perceived information quality significantly impacts the 

continuous intention to use EFS. This emphasizes the necessity of ensuring that the 

information provided through EFS is accurate, complete, and relevant to maintain user 

engagement. Similarly, innovation emerged as a significant factor, underscoring the 

importance of incorporating novel features and improvements to keep users interested and 

satisfied. 

Perceived usefulness significantly influenced the continuous intention to use EFS, 

aligning with established technology acceptance theories. This finding reinforces the need 

for EFS to demonstrate how they enhance users' efficiency and effectiveness in managing 

inheritance estates. Additionally, satisfaction was identified as a crucial mediator in the 

relationships between perceived information quality, innovation, perceived usefulness, 

and the continuous intention to use. This highlights that satisfaction directly impacts users' 

intentions and amplifies the effects of other key factors. 

Contrary to expectations, trust did not significantly impact the continuous intention to use 

EFS. This result challenges the prevailing assumption that trust is a significant 

determinant of technology adoption. It suggests that in the Malaysian context, other 

factors such as perceived information quality, innovation, and perceived usefulness might 

have a more pronounced effect on users' ongoing engagement with EFS. This finding 

indicates that while trust is important, its role may be less decisive than other 

considerations. 
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Looking ahead, it is crucial for future research to address the role of trust in greater depth. 

The non-significant impact of trust observed in this study prompts further investigation 

into how trust might influence EFS usage under different conditions or contexts. Future 

research should explore specific dimensions of trust, such as trust in system security, data 

privacy, and the reliability of technology. Additionally, examining how trust interacts with 

other factors like perceived information quality, innovation, and perceived usefulness 

could provide a more comprehensive understanding of its role in technology adoption. 

These findings significantly affect Malaysian government officials, policymakers, and 

academic researchers. Improving EFS management for inheritance estates should focus 

on enhancing perceived information quality, integrating innovative features, and 

demonstrating the system's usefulness. Although trust may not have been a significant 

factor in this study, future research should address its potential impact on developing a 

more robust and user-centric EFS. 

Despite the study’s contributions, it has limitations that warrant further investigation. 

Future studies could explore additional variables influencing EFS performance, such as 

user engagement, cultural factors, and emerging technologies. Longitudinal research 

would also be beneficial in understanding how user perceptions and behaviors evolve over 

time. 

In conclusion, this research enhances the understanding of EFS for inheritance 

management in Malaysia by identifying key factors influencing continuous use and 

highlighting the complex role of satisfaction as a mediator. The results provide valuable 

theoretical and practical insights, guiding future EFS design and implementation 
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improvements. Addressing the role of trust in future research will be crucial for 

developing a comprehensive framework that fully supports user engagement and 

satisfaction. 
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APPENDIX A 

RESEARCH QUESTIONNAIRE 

Dear respected respondents, 

 

I am soliciting your corporation to participate in my doctoral research survey which aims 

to examine the relationship between the Perceived Information Quality, Trust, Innovation, 

Perceived Usefulness, and use of Inheritance electronic filing and their impact on users’ 

satisfaction. Respondents will have to fulfill the criteria of having used the Electronic 

Filing System (EFS) by the Estate Distribution Section (BPP), High Court of Malaysia for 

submission of estate administration case at least once. 

This research is interested to know users' personal experiences or opinions on the 

Inheritance EFS. Your input will contribute the most valuable information to disseminate 

my findings. Please read the instruction for each section and please answer all the 

questions. 

Please be assured that all information will be treated with absolute confidentiality and will 

be used for academic research purpose only. If you have any doubts, questions, or needs 

clarifications, you may address them to me at the contact details below. 

 

Thank you for your kind support and the time taken in answering this questionnaire. 

 

Yours Sincerely, 

 

Shukor Bin Nordin 

Ph.D. Program 

School of Technology Management and Logistic 

University Utara Malaysia, Sintok, Kedah 

Email: shukur.mba@gmail.com 

Tel.No: 019-4179004 

mailto:shukur.mba@gmail.com
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SECTION 1: General Information About Yourself 

 

Please tick the one that best describes yourself. 

 

1.1 What is your gender? 

 

 Male 

 Female 

 

1.2 What is your age? 

 

 18-25 years 

 26-35 years  

 36-45 years 

 46-55 years 

 Over 55 years 

 

1.3 State 

 

 Perlis 

 Kedah 

 Pulau Pinang 

 Perak 

 Selangor 

 Johor 

 Negeri Sembilan 

 Melaka 

 Pahang 

 Terengganu 

 Kelantan 

 Sabah 

 Sarawak 

 Wilayah Persekutuan Kl 

 

1.4 What is your race? 

 

 Malay 

 Chinese 

 Indian 

 Others 

 Malay 
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1.5 What is your highest level of formal education? 

 

 Certificate 

 Diploma 

 Master’s degree 

 Doctoral Degre 

 Others 

 

1.6 What is your area work field? 

 

 Government Servant 

 Private 

 Others 

 

1.7 Computer & Internet at home 

 

 No computer 

 Computer with internet 

 Master’s degree 

 Doctoral Degre 

 Others 

 

1.8 Experience using computer & Internet. 

 

 1 – 3 years 

 4 – 6 years 

 7 years & above 

 

1.9 Have you experienced use any inheritance online filing/system? 

 

 Yes 

 No 

 

2.0 If you have experienced - related systems, please specify the name online 

filing/system? 

 

 MyeTaPP 

 EFS 

 Online Will-Writing & Hibah 

 Other Systems 
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SECTION 2: Perceived Information Quality toward Inheritance of Online Filing 

 

Please choose the answer that best reflects of your opinion based the scale from 1 

(Strongly disagree) to 5 (strongly agree) 

 

No Perceived Information Quality 

Score 

(SD) 

1 

(D) 

2 

(N)  

3 

(A)   

4 

(SA)  

5 

1 

 

I find that the information given must be 

completed / comprehensive. 

     

2 I think that the information provided must 

be error-free. 

     

3 I find that the information given must be 

presented in detail. 

     

4 I think the information must be applicable 

to the filing services. 

     

5 I believe that the information must be up to 

date. 

     

6 I find that the information must be able to 

present work performance (progress, 

completed job, current achievement, etc.). 

     

7 I feel that the information must be easy to 

understand. 

     

8 I believe that the information must be 

available at any time necessary. 

     

 

SECTION 3: Impact of Trust toward Inheritance of Online Filing 

 

Please choose the answer that best reflects of your opinion based the scale from 1 

(Strongly disagree) to 5 (strongly agree) 

 

No Trust 

Score 

(SD) 

1 

(D) 

2 

(N)  

3 

(A)   

4 

(SA)  

5 

1 I believe the use of electronic filing 

technology is an effective enforcement of 

privacy and protection in filing activity. 
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No Trust 

Score 

(SD) 

1 

(D) 

2 

(N)  

3 

(A)   

4 

(SA)  

5 

2 I trust that the use of electronic filing 

system may combating cybercrime and 

spam. 

     

3 I accept EFS use allows company to obtain, 

to process, to accumulate and to exchange 

information. 

     

4 I credit that EFS can support transformation 

of knowledge among users. 

     

5 I rely on that EFS provides a safe 

environment for system performance. 

     

6 I feel secure sending sensitive / private 

information across the internet. 

     

7 I confident that electronic filing is a good 

protected from malfunctions and issues. 

     

8 In general, the internet is now robust and 

give safe environment in which to transact 

services with the electronic filing. 

     

 

SECTION 4: Effect of Innovation toward Inheritance of Electronic Filing 

 

Please choose the answer that best reflects of your opinion based the scale from 1 

(Strongly disagree) to 5 (strongly agree) 

 

No Innovation 

Score 

(SD) 

1 

(D) 

2 

(N)  

3 

(A)   

4 

(SA)  

5 

1 Electronic filing has often developing new 

processes. 

     

2 Developing new innovations in electronic 

filing has solve people problems for 

submission case. 

     

3 EFS innovation is an important way to 

create and established new lines of 

excellent services. 

     

4 Innovation in EFS is encouraging people to 

apply alternative ways to improve work 

processes and sustain the filing services. 
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No Innovation 

Score 

(SD) 

1 

(D) 

2 

(N)  

3 

(A)   

4 

(SA)  

5 

5 The success of EFSs is related to 

innovation. 

     

6 The EFSs must be involved in planning for 

extended excellent services. 

     

7 The innovation plays a critical role in 

improving the performance of EFSs. 

     

8 Innovation in EFS will introduce different 

technical characteristics or specifications 

for different level of good services. 

     

 

SECTION 5: Effect of Perceived Usefulness toward Inheritance Electronic Filing 

 

Please choose the answer that best reflects of your opinion based the scale from 1 

(Strongly disagree) to 5 (strongly agree) 

 

No Perceived Usefulness 

Score 

(SD) 

1 

(D) 

2 

(N)  

3 

(A)   

4 

(SA)  

5 

1 I feel handling of cases become faster and 

more efficient after using EFSs. 

     

2 Using electronic filing will improve my 

understanding in inheritance flow process. 

     

3 Using electronic filing would help me 

reduce errors in preparing my documents 

submitted. 

     

4 The use of the EFS facilitates my preparing 

documents process. 

     

5 Using online filing system would enhance 

my effectiveness in preparing documents 

filing. 

     

6 The online filing system provides necessary 

information and forms to be downloaded. 

     

7 Using electronic filing allows me to 

accomplish more work than would 

otherwise be possible. 
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No Perceived Usefulness 

Score 

(SD) 

1 

(D) 

2 

(N)  

3 

(A)   

4 

(SA)  

5 

8 Overall, I would prefer to use the EFS 

when compared to manual filing. 

     

 

 

SECTION 6: Satisfaction toward Inheritance of Electronic Filing 

 

Please choose the answer that best reflects of your opinion based the scale from 1 

(Strongly disagree) to 5 (strongly agree) 

 

No Satisfaction 

Score 

(SD) 

1 

(D) 

2 

(N)  

3 

(A)   

4 

(SA)  

5 

1 I feel that the EFS adequately meets my 

needs of interaction with the government 

agency. 

     

2 Using the EFS makes me feel very 

satisfied. 

     

3 I found the EFS is competent and fully 

satisfied with the filing service system. 

     

4 I feel that the filing technology system is 

effective in helping me to fulfil documents 

process. 

     

5 It is an accurate decision to document 

through EFS. 

     

6 I am satisfied with the EFS related to 

security provided. 

     

7 I am satisfied with the EFS in terms of 

privacy issues. 

     

8 Overall, I am satisfied in using the EFS.      

 

SECTION 7: Continuous Intention to use toward Inheritance of Electronic Filing 

 

Please choose the answer that best reflects of your opinion based the scale from 1 

(Strongly disagree) to 5 (strongly agree) 
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No Continuous Intention 

Score 

(SD) 

1 

(D) 

2 

(N)  

3 

(A)   

4 

(SA)  

5 

1 I intend to continue using electronic filing 

in case submission in the future. 

     

2 I plan to use electronic filing to accomplish 

to solve my documentation process. 

     

3 I will encourage other people/beneficiaries 

to continue submitting their cases via 

online filing. 

     

4 I would like to use / learn more about 

electronic filing in executing my case 

submission. 

     

5 I believe my interest in submitting cases via 

electronic filing will increase. 

     

6 I am willing to continue using electronic 

filing to perform my assigned tasks. 

     

7 I will continue using the electronic filing 

services for case submission purposes. 

     

8 I am glad to learn new fast techniques in 

my EFSs. 
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APPENDIX B 

MEASUREMENT INSTRUMENT VALIDATION 

List Experts That Validate the Research Instrument 

1. Associate Professor Dr. Amlus Bin Ibrahim 

UUM College of Business 

School of Technology Management and Logistics 

Universiti Utara Malaysia 

06010 UUM Sintok 

Kedah Darul Aman, Malaysia 

 

2. Associate Professor Dr. Guzman Nawanir 

School of Industry Management 

Universiti Malaysia Pahang 

26600 Pekan 

Pahang, Malaysia 

 

3. Dr. Sharif Shofirun Bin Sharif Ali 

Deputy Dean (Research & Innovation) 

School of Government 

College of Law, Government and International Studies 

Universiti Utara Malaysia (UUM) 

Sintok, Kedah 

Malaysia.  
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APPENDIX C 

COMMON METHOD VARIANCE (CMV) 

Component Initial Eigenvalues Extraction Sums of Squared 

Loadings 

  Total % of 

Variance 

Cumulative 

% 

Total % of 

Variance 

Cumulative 

% 

1 16.932 35.275 35.275 16.932 35.275 35.275 

2 4.171 8.69 43.965       

3 3.537 7.368 51.333       

4 2.922 6.087 57.42       

5 2.023 4.214 61.633       

6 1.868 3.892 65.526       

7 1.292 2.692 68.218       

8 1.103 2.298 70.515       

9 0.96 1.999 72.515       

10 0.861 1.793 74.308       

11 0.817 1.701 76.009       

12 0.726 1.514 77.523       

13 0.704 1.466 78.989       

14 0.669 1.394 80.383       

15 0.611 1.274 81.657       

16 0.582 1.212 82.869       

17 0.533 1.111 83.98       

18 0.492 1.026 85.006       

19 0.472 0.982 85.989       

20 0.464 0.967 86.955       

21 0.435 0.906 87.861       

22 0.41 0.855 88.716       

23 0.407 0.847 89.563       

24 0.388 0.809 90.372       

25 0.358 0.745 91.117       

26 0.348 0.725 91.842       

27 0.338 0.705 92.547       

28 0.318 0.662 93.208       

29 0.3 0.625 93.833       

30 0.294 0.612 94.446       

31 0.264 0.55 94.996       

32 0.26 0.542 95.538       
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Component Initial Eigenvalues Extraction Sums of Squared 

Loadings 

  Total % of 

Variance 

Cumulative 

% 

Total % of 

Variance 

Cumulative 

% 

33 0.242 0.505 96.042       

34 0.236 0.492 96.535       

35 0.229 0.477 97.012       

36 0.215 0.448 97.46       

37 0.207 0.431 97.891       

38 0.193 0.403 98.294       

39 0.188 0.392 98.685       

40 0.175 0.364 99.049       

41 0.16 0.333 99.382       

42 0.154 0.321 99.703       

43 0.094 0.197 99.899       

44 0.024 0.05 99.949       

45 0.012 0.026 99.974       

46 0.007 0.016 99.99       

47 0.003 0.006 99.996       

48 0.002 0.004 100       

Extraction Method: Principal Component Analysis. 
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