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ABSTRACT

This paper aims to measure the is performance and its importance to the users particularly in public sector.
Respondents comprise of a local public sector end users (employees) who had access to its Information
Technology (iT) facilities and services (email, internet browsing and a host of office automation ~ystem) in
Malaysia. A total of 151 responses were obtained. The specific objective of this study includes to identifY the IS
attribute (amongst systems quality, information quality and service quality) which is perceived to be the most
significant relationship in determining end-user satisfactiOn. Furthermore this study seek to examine the
relationship between the demographic factors of the end-users and their evaluation of the overall is
pe,jormance. Thefindings discovered that system quality is the most significant relationship in determining end­
user satisfaction. However, the study has found that there is no significant relationship between the end user
demographic factors and their evaluation of the overall is performance. Finding from this study could give
public managers the basis to perform a benchmark amongst the different IS applications. In addition, the results
of this study can at least be considered by top level management in developing the future policies and strategies
to exploit its information resources, to develop its information infrastructure, and to promote the utilization ofIS
for the purpose ofachieving more effective growth ofpublic services.
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Introduction

Information technology (IT) has allowed individuals, groups, and organizations to manage information
effectively and efficiently. An information system (IS) combines information technology with data, procedures
for processing data, and people who collect and use the data. Individuals, organizations, and society need to use
a variety of systems to organize the process of collecting, storing, processing, retrieving and communicating of
information (Gordon, 2004). Organizations collect extensive amounts of information, and are in a great need to
share information among their members.

With the rapid development of IT and IS, particularly distributed processing and network computing,
the concept of IT and IS usage have been changed dramatically. It has been found that IT and IS enable
completely new ways of performing jobs and sometimes acts as an essential factor in transforming a business
process. It has been used in many fields such as public hospital (Vassilios & Prodromos, 2012) and public value
of e-government (Kanishka & Hepu, 2012). In comparison with private sector firms, public organizations
introduce IS in their business processes reactively rather than proactively, owing to the bureaucracy and culture
(Themistocleous et al. 2004). Notwithstanding tbis, public sector organizations are also facing issues on how to
successfully adopt and implement IS (Cardozo et al. 1993). Thus, in order to be successful, one must be able to
comprehend how end-users perceive the IS attributes, since it would provide clearer insights in understanding
and assess the systems' performance.

In the case of the Malaysian Public Service, its current and future roles in the administration and
development of the nation are clearly defined by the various macro policies and development plans introduced at
the various stages of the country's development. Vision 2020, the National Information Technology Agenda, the
National Transformation Policy (NTP) (2011-2020) and the Fourth National Outline Perspective Plan (NOPP)
have outlined the nation's vision and efforts to intensify the development of high technology and knowledge
intensive industries as well as to make information and communication technology (ICT) the catalyst for the
nation's growth in the 21 st century. According to National IT Council Malaysia (NITC), Malaysia's ICT
spending is expected to reach RM31.5 billion for the year of2012 which corresponds to 6.1% expansion over
2011. In line with the Ninth Malaysia Plan, the Government spent approximately RM2.2 billion on the
development of ICT for the public sector in 2005. This figure is growing annually. Given the existing massive
spending in leT, understanding internal users perceptions on the importance of IS attributes and their
performance could perhaps shed a new light on the successfulness oflS implementation.
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End-users are now more directly involved with the systems as they navigate themselves typically via an
interactive user interface, thus assuming more responsibility for their own applications. As such, the ability to
capture and measure end-user satisfaction serves as a tangible surrogate measure in determining the performance
of the IS function, services and application deployed within an organization (lves, Olson and Baroudi, 1983).
Besides evaluating IS performance, it is also crucial to evaluate whether the existing IS in the organization meet
the users' expectations. Therefore, this paper aims to demonstrate the usage of the importance performance
analysis to measure the IS performance (end user satisfaction) and its importance to the users particularly in
public sector i.e. Pahang State Education Department (PSED).

Objectives of the Study

This study is an attempt to investigate the perceived performance of organizations by utilizing an extension of
DeLone & McLean (1992) Success model, which incorporates performance as a .function of end-user satisfaction
and system usage. The specific objectives include:

I. To identify the IS attribute (amongst systems quality, information quality and service quality) which is
perceived to be most significant relationship in determining end-user satisfaction.

2. To analyze the association between the demographic factors of the end-users and their evaluation of the
overall IS performance.

Conceptual Foundation and Hypotheses

Research Framework

Information
Quality r---..I HI I
~System User Actual

Quality I H2 I satisfaction performance
ofIS

Service 0
..

Quality

Demographic Factors (Age, 0
Job designation & Duration
of employment)

Figure I: Theoretical framework (adapted from DeLone & McLean)

Defining End-Users

When measuring end-user satisfaction, past research work has indicated the importance of identifying the target
user group explicitly. End-users can be defined as the people who directly use the system by performing various
practices that prepare data and information for the system (Ozkan, 2006). According to Regan and O'Connor
(2004), end user of IS can be defined as the application of information technologies to support both business
processes and individual performance with the objective of improving overall organizational effectiveness.

The end-user computing environment typically involves end-users interacting directly with the system
to enter information or prepare output reports that are later used in decision-making. As exhibited in most
decision-support systems, the end users are assumed to have a bigger responsibility, as compared to the IS staff,
who merely accountable in enabling end-users to function more independently by providing support and aid in
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