CHAPTER 2
LITERATURE REVIEW

2.1 Information System Success Model

According to Thanh et al. (2015), Information System Success Model is a
theory which providing a complete comprehension of the model by recognizing,
portraying and clarifying the connections among 6 most important dimensions.
William DelLone and Ephraim McLean (D&M) analyzed and performed a review of
the model from the previous research during the period 1981-1987. Based on research
by Shannon and Weaver (1949), there are 3 categories of IS Success, which are
Technical Level, Semantic Level and Effectiveness Influence. (DeLone & McLean,
2016) Shannon and Weaver identified Technical Level as the efficiency of the system
that produce information, Semantic Level as the system delivers the intended meaning

and Effectiveness Influence as the effectiveness of the information to the receiver.

To apply Shannon and Weaver’s model, Mason (1978) refined the 3 categories
into 6 dimensions, which are System Quality (as Technical Level), Information
Quality (as Semantic Level), Use, User Satisfaction, Individual Impact and

Organizational Impact (as Influence Level).

2.1.1 DeLone and McLean IS Success Model 1992

(DeLone & McLean, 2016) Because of the dimensions were not independent
success measures, but interdependent variables, DeL.one and McLean proposed a new
model based on Shannon and Weaver and followed by Mason. Figure 2.1 shows the

first model from DeLone and McLean in the year of 1992.

System
Quality
Individual Organizational
Impact g Impact
Information User
Quality Satisfaction

Figure 2. 1 DeLone and McLean IS Success Model (1992)



After the publication, Seddon (1997) proposed number of modifications to the
D&M model. He argued that the D&M model was confusing, partly because in the
same framework, both process and variance models were combined. He also suggested
that further clarification to this model was needed. Researchers including Pitt et al.
(1995) reviewed the model and suggested that the model need to be reconstructed by

adding service quality.

Seddon (1997) created a modified version of DeLone and McLean’s model of

Information System Success Model (1992). Figure 2.2 shows the Seddon’s model
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Figure 2. 2 Modified Version of DeLone and McLean’s 1992 model by Seddon (1997)

The definition of variables in Figure 2.2 are:

- System Quality
Seddon (1997) stated that system quality is concerned with whether there are
errors or not in the system, the user interface, ease of use, quality of
documentation and quality and maintainability of the program code.

- Information Quality
According to Seddon (1997), information quality is concerned with issues of
timeliness, accuracy and the relevance of information generated by an
information system.

- Perceived Usefulness



Seddon (1997) said that perceived usefulness is an indicator for the stakeholder
believes that using a particular system enhanced their job performance.

- User Satisfaction
Seddon (1997) stated that user satisfaction is an evaluation of various
consequences.

- Net Benefits to Individuals, Organizations and Society
Seddon (1997) mentioned that net benefits as perceived by these 3 types of
stakeholder.

2.1.2 DeL.one and McLean Information System Success Model 2003

DeLone and McLean reviewed studies that had been performed since 1992 and
the suggestion from researchers including Seddon (1997) and Pitt et al. (1995). They
revised the original model (1992 model) and created a new model. Figure 2.3 shows

the updated model.
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Figure 2. 3 DeLone and McLean’s updated Information System Success Model (2003)

This updated model came from the suggestion from Pitt et al. (1995) to add
service quality in the model. Another update to this model was this model not only
affects on individual and organizational level. (Myers et al. 1997; Seddon et al. 1999)
stated that Information Success Model affects workgroups, industries and societies.
DeLone and McLean replaced these 2 variables (individual impact and organizational
impact) with net benefits. With this updated model, the model can be applied to any
level of analysis that the researcher consider most relevant.

This updated model describing the 6 major success dimensions, including:
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- System Quality
The characteristics of an application (ex. Easy to use, The flexibility of the
system, The reliability of the system, ease of learning, and time that an
application response).

- Information Quality
How an application delivers information to the user (ex. important,
understandability, and completeness).

- Service Quality
The support that the user received from the IT support (ex. Responsiveness,
accuracy, reliability, technical competence and empathy of the staff).

- System Use
How customers use the capabilities of an application (ex. Amount of use, how
frequent the users use an application, appropriateness of use, and purpose of
use).

- User Satisfaction
The level of the user’s satisfaction to an application.

- Net Benefits
The benefit that the individuals, groups, organizations received (ex. Improved

decision making, improved productivity, increased sales, and cost reduction).

2.2 Previous Research about IS Success Model

Number of studies have endeavored to additionally comprehend the DelLone
and McLean show by endeavoring to approve a few or the majority of the model in a
solitary report. Rai et al. (2002) assessed and thought about between the first model
(1992) from DeLone and McLean and adjusted variant from Seddon (1997), expressed
that the first model from DelLone and McLean was observed to be sensibly fruitful in
the approval endeavor and beat the changed from Seddon. Sedera et al. (2004) tried a
few achievement models, including DeLone and McLean's unique model and Seddon's
altered model, expressed that DeLone and McLean's unique model gave the best

device to estimating undertaking framework achievement.



2.3 IS Success Model According to Tjen et al. (2019)
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Figure 2. 4 Tjen et al. (2019) Research Model
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The figure above is Tjen’s research model, where she modified the DelLone and

McLean’s 2003 model. She defined Trust as society’s perception on the integrity and

ability of the company who provide public service. According to Mostafa and El-

Masry (2013), Trust can be gained through develop a trustworthy relationship with the

users, by giving assurances that their personal data will be secure.

2.4 User satisfaction affects on Digital Wallet using DeLone and McLean’s

Model

Below is the list of journal proves that digital wallet influences user satisfaction
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Table 2. 1 List of Journal proves that Digital Wallet Influences User Satisfaction

2.5 Mobile Wallet

Mobile wallet is a virtual wallet that enable people to make transaction easier.
For example, buying food with only their mobile phone. Previously, without the
existence of mobile wallet, people are making transaction using their cash. Sometimes,
when they want to buy something but they run out of cash, they have to go to nearest
ATM to withdraw the money first. Also, most of restaurant or fashion outlet will give
the discount with only using credit cards. The latest technology before mobile wallet
was mobile banking, which is enable people to transfer their money to another account
or make transaction easier. They can do transaction via their mobile phone, without
having them to go to the nearest ATM or branch. But still, mobile banking is not a
wallet that can be used on daily activities. With mobile wallet, people can store their
money in there, buy stuff with only using their mobile phone. There are several types
of mobile wallet payments, which are using NFC (Near Field Communication) and
using Barcode. The main difference is by using NFC, the users tap their mobile phone
to the POS merchant and place fingerprint to proceed (ex. Apple Pay), while using
Barcode, the users scan the merchant’s barcode and enter the PIN to proceed (ex. GO-
PAY).

2.5.1 GO-PAY

GO-PAY or GO Wallet is a virtual wallet to conduct transactions inside the
Go-Jek mobile application. It can be used to order Go-Ride, Go-Car, Go-send or even
order some foods by using Go-Food. Moreover, it also can be used to pay electric bills,
BPJS, Voucher (games and google play), Cable TV, Water bills, and many more. To
add balance to this wallet, the user can simply transfer from their personal banking

(ex. BCA). They also provide virtual account for faster transferring the balance. Also,
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they provide with feature named “Go-Points”. Go-Points is a feature for the user to
collect the points from using GO-PAY to make transactions. Go-Points can be

redeemed into discount vouchers.

Go-Jek is a startup company that provides transportation services and financial
services (GO-PAY), was founded in 2010 by Nadiem Makarim. Currently, Go-Jek
becomes the leader of financial technology in Indonesia. Now, Go-Jek has operation

outside Indonesia, which is in Singapore, Vietnam and Thailand.
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2.5.20V0

OVO is a digital payment application that can be used to pay electric bills, phone
balance, BPJS, cable TV, and insurance. OVO has been integrated with GRAB and
Tokopedia, enable the people to make transactions inside GRAB and Tokopedia
application using OVO. OVO introduces OVO Cash as their virtual wallet and OVO
Points as a reward for the users who use OVO Cash to make transactions. OVO Points
can be used not only to redeem vouchers, but the users can use to pay bills in
Tokopedia. According to Adrian (2018), OVO has up to 10 million active users and
they integrated their system with GRAB and Tokopedia. With this integration, allow

users to make payment using OVO in GRAB application such as:

- Top-up the balance (this feature is used to top-up OVO Cash through mobile
banking and GRAB’s driver).

- Paythe GRAB driver (GRAB car, GRAB bike, GRAB food, GRAB delivery).

- Pay the bills (pay electricity bill, pay phone credits).

Also, by integrating with Tokopedia, users can easily:

- Use their OVO Cash and OVO Points to pay their transactions in Tokopedia

- Cashback from Tokopedia will be added to their OVO Points, so users can use
the points to make any transactions in the future.

- The total payment can be split, so users can use the remaining balance in their
OVO Cash and pay the rest of the transaction using other payment method.

OVO was developed by LippoX, which is under supervised by Lippo Group.
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