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Abstract. Information systems use in government aims to serve public more effec-
tive and efficient. YachtERS information system is created to support government mar-
itime programme, especially to simplified registration process for yacht visit from abroad.
YachtERS information system performance measurement is needed to get information of
success and weakness of YachtERS information system. The model from DeLone and
McLean is used as a tool to analyze performance evaluation. The results of this research
are showing positive relations between information quality and use, information quality
and user satisfaction, system quality and use, system quality and user satisfaction, ser-
vice quality and use, service quality and user satisfaction, use and user satisfaction, use
and net benefit, and also user satisfaction and net benefit. Conclusion is the successful of
information system more affected by user satisfaction based on the information quality,
system quality and service quality.
Keywords: Organization performance, Information system success, DeLone and
McLean model, YachtERS, Evaluation model

1. Introduction. Currently, information systems have been used in various types of or-
ganizations with the aim of increasing organizational effectiveness and efficiency and even
becoming a business strategic factor by creating new business innovations. Including in
government organizations that are oriented towards public services and governance, in-
formation systems are used as a tool to provide and improve government services that
are more transparent, efficient and accountable. Information systems are considered as
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activators in the modernization of public services as well as a trigger for change in organi-
zations. YachtERS application users are yacht owner tourists who will visit Indonesia to
arrange entry permits in the form of a vessel declaration and port clearance. The autho-
rized government agency will verify the data from the input provided by the user. Then
the goods and people entry permit process will be carried out when the yacht arrives at
the port mentioned. User data in the information system shows that the total number of
registrants was 841 registrants in 2018 and 90 registrants in early 2019. Based on data on
YachtERS users, YachtERS visitors and yacht tourism visit targets since the use of the
YachtERS information system, statistics can be made as follows in Figure 1.

Figure 1. Statistics on the number of YachtERS users, visitors and the
target of yacht tourism visits in 2018 and 2019

The registrant data and visitor data of the YachtERS information system compared to
the yacht tourism target visits, still have a very high gap. The factor of the existence
of the YachtERS information system should be able to facilitate the achievement of the
target of yacht tourism visits. Therefore, the authors consider the evaluation of measuring
the success of the implementation of the YachtERS information system needs to be done
so that the expected results can be achieved. With this measurement, the factors that
need to be improved to achieve the success of information systems.

2. Literature Review.

2.1. DeLone and McLean’s information systems success model. Investments in
information systems are generally carried out in large amounts so that organizations want
to find out whether these investments have a good result for the organization [2]. The
effectiveness of a system depends on many factors such as organization, environment and
the people who use it [3]. One of the frameworks used to measure the success of informa-
tion systems is the DeLone and McLean information systems success model. This model
was proposed in 1992 after DeLone and McLean conducted a review of published research
results on information systems, until finally they identified 6 independent variables in
measuring the success of information systems, namely system quality, information qual-
ity, use, user satisfaction, individual impact, and organizational impact [4], as shown in
Figure 2.
Organizational impact is influenced by individual impact and individual impact is influ-

enced by use and user satisfaction. While use is jointly influenced by system quality and
information quality, user satisfaction is also influenced by system quality and information
quality. Then between use and user satisfaction they also influence each other.
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Figure 2. DeLone and McLean model [4]

2.2. Research on information systems success model of DeLone and McLean.
Research on measurement models for the success of information systems has been carried
out, including research on DeLone and McLean’s model in particular. In addition, the
use of the DeLone and McLean models in measuring the success of information systems in
an organization has been widely used. Research conducted by [4] shows that the DeLone
and McLean model is more popular in the analysis in the empirical literature and in the
non-empirical literature [5].

Some of the results of previous studies in evaluating information systems in the gov-
ernment became the reference material in this study, among others:

1) Research on the success of the e-Government system in Taiwan [6]. The research model
uses the variables of information quality, system quality, service quality, use, user
satisfaction, and perceived net benefits [11].

2) Research on trust in e-Government success in Singapore by Thompson S. H. Teo,
Shirish C. Srivastava, and Li Jiang. The research model adds a variable of trust in the
government, trust in technology and trust in e-Government websites [20]. In addition,
other variables that are used in addition to information quality, system quality, service
quality, and user satisfaction, are the desire to use variables [22].

3) Research on the success of tax information systems in Greece by Jordan Floropoulos,
Charalambos Spathis, Dimitrios Halvatzis, and Maria Tsipouridou. The research mod-
el used is a combination of the DeLone and McLean models with the Seddon model
[23]. The variables being measured are information quality, system quality, service
quality, perceived usefulness, and user satisfaction [25].

3. Methodology. The population in this study were all users of the YachtERS informa-
tion system registered to the system. Information system users are tour boat owners and
tour boat agents who register their trips into Indonesian waters. Based on the display
on the administrator account menu, the number of users is 1076 users. Thus, the popu-
lation for the study was 1076. The data collection method used is using a questionnaire.
Questionnaires are prepared based on indicators that have been made previously. The
list of questions in the questionnaire relates to the variables used in the study. The list
of questions is made in English because the prospective respondents are foreign nationals
who will take care of licensing in entering Indonesian waters.

In Figure 3, net benefits is influenced by use and user satisfaction, while use is influenced
by information quality, system quality, and service quality, and user satisfacion is jointly
influenced by information quality, system quality, service quality and also use.

To show the relationship between factors, the resulting hypotheses to achieve the ob-
jectives in this study are as follows:

H1: The information quality has a positive effect on use
H2: The information quality has a positive effect on user satisfaction
H3: System quality has a positive effect on use
H4: System quality has a positive effect on user satisfaction
H5: Service quality has a positive effect on use



208 W. SARDJONO, D. M. KRISTIN, G. R. PUTRA, G. SALIM AND S. SUBIYANTORO

Figure 3. Research model

H6: Service quality has a positive effect on user satisfaction
H7: Use has a positive effect on user satisfaction
H8: Use has a positive effect on net benefits
H9: User satisfaction has a positive effect on net benefits
Data quality testing is intended to obtain question items that produce output in accor-

dance with research needs. This test is done through validity and reliability tests.
Validity Test : Each measurement instrument is said to be valid if it can measure as

expected [11,12]. Pearson correlation method is used to test the validity of the question
items. The significance value used is 0.05.
Reliability Test : Reliability refers to consistency in a series of measurements, and Alpha

Cronbach method is used to measure the reliability of each question item. The alpha value
(reliability coefficient) of 0.6 is actually acceptable, but not as strong as the commonly
used value, which is at the limit of 0.7 [13,14]. For this reason, in this study an alpha
value ≥ 0.7 was used.

4. Result and Discussion. Since the implementation of the YachtERS information sys-
tem in early 2018, no measurement has been taken to ensure the success of the information
system. As one of the main programs for the government in the maritime sector, the mea-
surement can be an input for developers to make improvements and increase the capacity
of information systems so that they will be able to support the government’s targets in
increasing marine tourism. Responses from users, in this case potential marine tourists
to Indonesia, will provide a clearer picture of the implementation of information systems
according to user needs.

4.1. Results of analysis of relationship between variables.
H1: The information quality has a positive effect on use
The equation for the regression model is: Y = 3.177 + 0.212X. Based on the measure-

ment results, it was found that the information quality had an effect of 16% on use, while
the other 84% were influenced by other factors. Based on [15], the relationship between
information quality and use is stated to be very strong. However, in this case study, the
relationship between system quality and use has a positive result with a less strong level
of influence. This can be due to the fact that information system users carry out more
data input activities into the system, so that the information quality of concern is the
output in the form of vessel declaration forms and port declarations in accordance with
the provisions of the Government of the Republic of Indonesia. However, it can be said
that the better the information quality will increase the use of information systems.
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H2: The information quality has a positive effect on user satisfaction
The equation for the regression model is Y = −0.10 + 0.458X. A negative constant

value (−0.10) means that the average contribution of other variables outside the model
has a negative impact on user satisfaction. Using the LIKERT scale with a range of
1-5, the X value will not equal 0, so the Y value will always be positive. Based on the
measurement results, it is found that the information quality has an effect of 52% on user
satisfaction, while the other 48% is influenced by other factors. The relationship between
information quality and user satisfaction is stated to be very strong [16]. In this case
study, the relationship between system quality and use gets positive results with a strong
level of influence, so that it is consistent with the results of previous studies. This can be
due to information regarding registration and output from user input activities, namely
the vessel declaration form and port declaration, which are in accordance with what the
user needs so that the user is satisfied.

H3: System quality has a positive effect on use
The equation for the regression model is Y = 3.776 + 0.183X. Based on the measurement

results, it was found that the information quality had an effect of 16% on use, while the
other 84% were influenced by other factors. The relationship between system quality and
use is not very strong [17]. In this case study, the relationship between system quality
and use gets positive results with a level of influence that is not too strong, so it is
consistent with the results of previous studies. This can be because the respondent is
an information system user who must register in the system, in accordance with the
policy of the Republic of Indonesia government to all foreign tour boat owners who will
enter Indonesian territorial waters must register first through the YachtERS information
system. Thus, the perceived system quality is not too important to pay attention to.

H4: System quality has a positive effect on user satisfaction
The equation for the regression model is Y = 0.806 + 0.433X. Based on the measurement

results, it is found that the system quality has an effect of 65% on user satisfaction, while
the other 35% is influenced by other factors. Based on [18,19], the relationship between
system quality and user satisfaction is stated to be very strong. In this case study, the
relationship between system quality and user satisfaction gets positive results with a
strong level of influence, so that it is consistent with the results of previous studies. This
can be due to the perceived quality of the existing system so that users feel satisfaction.
The higher the system quality level, the higher the level of user satisfaction.

H5: Service quality has a positive effect on use
The equation for the regression model is Y = 3.288 + 0.300X. Based on the measurement

results, it is found that service quality has an effect of 20% on use, while the other 80%
is influenced by other factors. Based on [20,21], the relationship between service quality
and use is strong. However, in this case study, the relationship between service quality
and use has a positive result and the level of influence is not very strong. This is because
the service quality does not have a high impact on users, because users will still have to
use the information system to carry out the tour boat permit registration process. Thus,
the use of information systems will still be carried out with the value of service quality
that is not too high.

H6: Service quality has a positive influence on user satisfaction
The equation for the regression model is Y = 0.341 + 0.635X. Based on the measurement

results, it is found that service quality has an effect of 63% on user satisfaction, while
the other 37% is influenced by other factors. Based on [22], the relationship between
service quality and user satisfaction is not too strong. However, in this case study, the
relationship between service quality and user satisfaction has a positive result with a
strong level of influence. This can be because the service quality is not really felt in
the interaction of using the information system that is felt enough, so that users feel
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satisfaction. Communication to administrators is done via e-mail and the intensity of
interaction with administrators is said to be insufficient.
H7: Use has a positive effect on user satisfaction
The equation for the regression model is Y = 2.320 + 0.624X. Based on the measurement

results, it is found that use has an effect of 28% on user satisfaction, while the other 72%
is influenced by other factors. Based on [23], the relationship between use and user
satisfaction is not significant. In this case study, the relationship between use and user
satisfaction gets positive results with too strong a level of influence, so it is consistent with
the results of previous studies. This can be due to the fact that use does not really affect
user satisfaction. Information system users need to use the information system because
it follows the applicable provisions of the government of the Republic of Indonesia.

4.2. Effect of use on net benefits. The independent variable is use and the dependent
variable is the net benefit, with the following hypothesis:
H8: Use has a positive effect on net benefits
The equation for the regression model is Y = 4.005 + 1.034X. Based on the measurement

results, it is found that use has an effect of 29% on net benefits, while the other 71% is
influenced by other factors. Based on [24], the relationship between use and net benefits
is quite strong. In this case study, the relationship between use and net benefits has a
positive result with a fairly strong level of influence, so that it is consistent with the results
of previous studies. This can be due to the use of information systems that can help in
the effectiveness and efficiency of the licensing process [25]. One-stop service through the
YachtERS information system, provides convenience and savings for users in carrying out
licensing procedures for foreign tourist boat visits to Indonesian territory.
H9: User satisfaction has a positive effect on net benefits
The equation for the regression model is Y = 2.546 + 1.264X. Based on the measurement

results, it is found that use has an effect of 60% on net benefits, while the other 40% is
influenced by other factors. Based on [26], the relationship between user satisfaction and
net benefits is strong. In this case study, the relationship between user satisfaction and net
benefits has a positive result with a strong level of influence, so that it is consistent with
the results of previous studies. This can be due to user satisfaction that will provide net
benefits for users in easier and faster licencing processing. Satisfaction with this foreign
tourist boat visit permit service can increase the level of user desire to make a return visit
to Indonesia.
The summary of the results of testing the hypothesis can be shown in Table 1.

Table 1. Hypothesis testing results

Relationship Hypothesis
Influence

level
Influence Remark

Information quality on the use H1 16% Positive Accepted
Information quality on the user
satisfaction

H2 52% Positive Accepted

Syatem quality to use H3 16% Positive Accepted
Syatem quality to user satisfac-
tion

H4 65% Positive Accepted

Service quality for the use H5 20% Positive Accepted
Service quality towards user sat-
isfaction

H6 63% Positive Accepted

Use of user satisfaction H7 28% Positive Accepted
Use of net benefit H8 29% Positive Accepted
User satisfaction with net benefits H9 60% Positive Accepted
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The results of the evaluation of the success of the YachtERS information system
based on measurements that have been taken from the user’s perspective, show that the
YachtERS information system can be said to be quite successful. The Strategic Plan of
the Ministry of Foreign Affairs for 2015-2019 states that one of the strategic target points
of the Ministry of Foreign Affairs is “Strong Maritime and Border Diplomacy”. These
strategic objectives are then translated back into the Information and Communication
Technology Strategy Master Plan of the Ministry of Foreign Affairs of the Republic of
Indonesia for 2016-2020 which contains strategies and steps for information and commu-
nication technology to support the vision, mission and strategic goals of the Ministry of
Foreign Affairs. The results of the Critical Success Factor (CSF) analysis contained in
the Information and Communication Technology Strategy Master Plan of the Ministry
of Foreign Affairs, especially on the strategic targets of maritime diplomacy, state in the
following in Table 2.

Table 2. Critical success factor at Ministry of Foreign Affairs

Strategic goals
Key performance Critical Success Factor

indicator (CSF)

Strong maritime and
border diplomacy

Maritime and border
diplomacy index

Availability of comprehensive geospa-
tial information related to maritime
and land boundaries, assignment of a
solid and reliable team of negotiators,
optimal collaboration in maritime and
border management

The YachtERS information system is one of the information systems that supports the
strategic goals of maritime diplomacy, according to the results of the CSF analysis at
the Ministry of Foreign Affairs’ RISTIK. Therefore, the YachtERS information system
is included in one of the critical information systems. The results of the evaluation of
the success of the YachtERS information system based on measurements that have been
carried out by taking from the user’s perspective, indicate that the YachtERS information
system can be said to be quite successful. However, it can be said that the success rate is
not too high with the acquisition of the maximum level of influence between variables in
the range of 60% and the average value of all variables only in the range of 3 on a scale of 1-
5. Improvement of information systems still needs to be done so that information systems
can produce even better results. Looking at the existing demographic distribution, the
largest users of information systems are in the age range above 60 years. Therefore,
the use of information systems must be as easy and simple as possible so that users
can easily follow them. From the existing demographic distribution, it can be seen that
users of information systems come from four continents, namely the Americas, the Asian
continent, the Australian continent and the European continent. For this reason, access
to information systems must be ensured that it can be carried out properly from the four
continents. The variable that has the highest level of influence on user satisfaction is
the system quality variable. Factors in system quality such as fast system response time,
reliable and stable system, easy-to-use system, and system availability so that it can be
used anytime, are critical things to improve. Configuring good servers and applications
as well as a stable Internet network is one solution to ensure good system availability.
The managerial implications of the YachtERS information system, which is a critical
information system based on the information system success variable, can be described
as follows in Table 3.
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Table 3. Managerial implications of YachtERS information systems

Variable Managerial implication

Information quality
Provision of up-to-date information and in accordance with the
provisions

System quality
Provision of a reliable and secure system, both in terms of servers,
information systems and network connectivity

Service quality Provision of competent and reliable IT managers
Use Use of compliance with applicable regulations

User satisfaction
Regular evaluation of user satisfaction will improve IT services
to users

Net benefits
The provision of an appropriate information system will increase
the perceived benefits of users

5. Conclusion. Based on the results of the analysis carried out, the following conclusions
were obtained.
The YachtERS information system has a positive relationship in terms of information

quality, system quality, service quality to use, satisfaction and benefits. The use of the
system has a level of influence that is not too big because the use of the information
system is a provision set by the Government of the Republic of Indonesia for the licensing
procedure for each visit of a foreign tourist vessel to Indonesian territory. User satisfaction
with information systems is very good with an average level of influence above 50%, so it
can be said that YachtERS information system users are satisfied with this information
system. The net benefits obtained are mainly supported by user satisfaction factors,
namely by providing efficiency and effectiveness in managing the permit process for foreign
tourist boat visits. In general, it can be said that the information system, which is
one of the important and critical information systems in supporting the vision, mission
and strategic objectives of the Ministry of Foreign Affairs, is quite good/successful in
implementation.
Some suggestions that can be given include:

1) Theoretical suggestions : further research can use user needs variables so that the de-
velopment of information system success models will be even better. Measuring the
success of information systems can be correlated with measuring the level of infor-
mation security so that information systems not only provide effective and efficient
results, but also ensure their security.

2) Practical suggestions : it is necessary to improve the information quality, system quality
and service quality of the YachtERS information system so that it will increase user
satisfaction of information systems, the development of information systems based on
user needs will also determine the success of information systems.
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