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Abstract.

Purpose: The study’s goal was to analyze the adoption of online motorcycle taxi (in Indonesia it is called an ojek
online) technology with the purpose to keep using the application.

Methods: The study used the System Success Model to develop this research model. It was conducted based on the
premise that information quality and system quality positively influence the ease and usefulness of the system
application. The ease and usefulness of the system application have implications for user satisfaction and the intention
to continue using the system. The study employed Structural Equation Modeling (SEM) using PLS (SEM) 4.0 to test
and evaluate the measurement model and structural model. A sample of 235 respondents who are users of the online
motorcycle taxi system in Semarang City was used in the study.

Results: Out of 10 hypotheses tested, 9 hypotheses were accepted, and 1 hypothesis was rejected. The usefulness of
the system had a negative and insignificant influence on the intention to continue using the system. The intention to
continue using the online motorcycle taxi application was strongly determined by the ease of the application system
and user satisfaction. The discoveredings also showed that the quality of the system had the strongest influence on the
ease of the system.

Novelty: This study was unique in combining the Technology Acceptance Model and Mclean & Delone approach to
test the quality of the online motorcycle taxi application towards user satisfaction and intention to continue using the
application.
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INTRODUCTION

Technology is something that is needed by human [1]. The advancement of technology has resulted in
tremendous changes in various aspects of life, including transportation. Online motorcycle taxi (ojek
online) is one of the innovations in transportation that has gained popularity in Indonesia. The use of this
service has become increasingly prevalent due to its convenience, affordability, and reliability.

The rapid development of information technology provides many conveniences and benefits to
various aspects of human life [2]. The success of online motorcycle taxi services relies heavily on the
satisfaction and intention of users to continue using the application. Therefore, it is essential to understand
the elements that determine users' intention to continue using the application. Previous studies have
identified the importance of system and information quality in the success of information systems.
However, limited research specifically examines the consequence of the system and information quality on
the ease of use and benefits of online motorcycle taxi applications (ojek-online) and their implications on
user satisfaction and intention to continue using the system.
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Hence, the goal of this research is to analyze the great effect the system and information quality on the ease
of use and benefits of online motorcycle taxi applications, as well as their implications on user satisfaction
and intention to continue using the system. The Technology Acceptance Model (TAM) and the Model of
Information System Success (Mclean & Delone) were used as the theoretical frameworks for this study [3],
[4]. The TAM model can explain that the user's perception will determine his attitude in accepting the use
of Information Technology (IT) [5]. This research is essential to provide insights for online motorcycle taxi
service providers in improving the quality of their systems and information to enhance user satisfaction and
intention to continue using their services.

Research Question: What is the influence quality of the system and information on the ease of use and
benefits of online motorcycle taxi applications, and how does it impact user satisfaction and intention to
continue using the system?

THEORETICAL FRAMEWORK, RESEARCH MODEL DEVELOPMENT, & HYPOTHESIS
Information quality

A study discovered that perceived information quality substantially affects users' trust and satisfaction with
mobile health applications [6]. Another study by Karimov et al. revealed that information quality has a
positive impact on user satisfaction and loyalty in mobile banking [7]. Similarly, a study by Li and Wang
discovered that information quality is an important aspect in determining user trust in mobile payment
systems [8]. These discoveredings indicate the importance of information quality in enhancing users' trust
and acceptance of m-commerce systems. Huang et al. discovered that perceived information quality
significantly influenced the trust and satisfaction of users in mobile payment apps [9] Li et al. investigated
the factors influencing the adoption of mobile payment services and discovered that information quality
was positively related to user satisfaction and trust [10]. Sharma et al. conducted a study on user perceptions
of mobile banking services and discovered that perceived information quality significantly affected trust
and loyalty toward the service provider [11]. Wang et al. explored the factors that affect the adoption of
mobile commerce and discovered that information quality was a significant predictor of trust and intention
to use [12].

System quality

System quality in a mobile app refers to the level of performance, reliability, usability, and functionality of
the app. It is a critical aspect of mobile app development, as users often judge an app based on its system
quality. Poor system quality can lead to a negative user experience, decreased user satisfaction, and
ultimately, reduced usage and adoption of the app. Several studies conducted in the last five years have
investigated the impact of system quality on user behavior and satisfaction in mobile applications. For
example, Sharma et al. discovered that mobile application quality substantially influenced perceived
usefulness, satisfaction, and loyalty [13]. Zheng et al. also showed that the quality of the system and
information was important in building mobile app loyalty [14]. Meanwhile, Xu et al. discovered that
consumer satisfaction, attitude, and loyalty toward smartphone e-wallets were influenced by various
factors, including system quality [15].

Additionally, several recent research has concentrated specifically on m-payment services. Kanwal et al.
discovered that system quality had a substantially positive effect on the intention to use mobile payment
services in Pakistan [16]. Purohit et al. also studied the adoption of m-payment services in India and
discovered that system quality significantly influenced user satisfaction and intention to use [17]. Nguyen
et al. investigated user satisfaction with mobile banking services in Vietnam and discovered that system
quality had a significant positive impact [18]. Finally, Tong et al. conducted a meta-analytic review of
factors affecting mobile payment service adoption in China and discovered that system quality had a
significant impact on perceived usefulness and trust, which in turn influenced the intention to use mobile
payment services [19].

Perceived usefulness

The degree to which an individual believes that applying a certain technology would improve their job
performance or make tasks easier to accomplish is referred to ask perceived usefulness. Davis et al.
delineate perceived usefulness as "the degree to which a person believes that using a particular system
would enhance his or her job performance” [3]. The concept of perceived usefulness is a key component of
the Technology Acceptance Model (TAM), which posits that a user's perceived usefulness of a technology
is a substantially predictor of their intention to use it. The perceived usefulness of using technology often
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becomes an important factor in users' decision-making procedure for accepting or rejecting the technology.
A study conducted by Venkatesh et al. discovered that perceived usefulness, such as improving work
effectiveness and productivity, was an important factor that influenced users' intention to adopt technology
[20]. Furthermore, a study by Wu et al. discovered that the perceived usefulness of mobile technology, such
as ease of use, information quality, and financial benefits, significantly influenced user satisfaction and
intention to continue using the technology [21]. Meanwhile, a study by Wang et al. showed that the
perceived usefulness of mobile applications in the health field, such as improving quality of life and
facilitating health management, significantly contributed to users' intention to continue using the
application [22]. Overall, perceived usefulness can influence users' perceptions and intentions to accept and
use technology. Therefore, it is important for technology developers to consider the perceived usefulness
of users in designing technology that can meet their needs and facilitate their performance.

Perceived ease of use

Perceived ease of use refers to the extent to which users believe that using a particular technology will be
free from effort. It is a key determinant of users' intention to use technology [3]. Wang et al. examined the
factors that influence the acceptance of m-payment among Chinese consumers [23]. The study discovered
that perceived ease of use substantially affected consumers' intention to adopt mobile payment, suggesting
that ease of use is an important factor in shaping consumers' attitudes toward mobile payment. Similarly, a
study by Yousafzai et al. discovered that perceived ease of use significantly influenced consumers' intention
to use mobile banking services [24]. The study highlights the significance of perceived ease of use in
facilitating consumers' adoption of mobile banking services.

Another study by Li et al. investigated the factors that influence Chinese consumers' intention to use mobile
health apps [25]. The study discovered that perceived ease of use had a positive influence on users'
perceived usefulness of the apps, which in turn influenced their intention to use the apps. The study
highlights the importance of designing mobile health apps that are easy to use in order to encourage users
to adopt and continue using the apps.

Overall, these studies suggest that perceived ease of use is an important aspect in shaping consumers'
attitudes and intentions toward mobile technologies. It is therefore crucial for developers to construct
mobile systems that are easy to use, to be able to facilitate their adoption and use by consumers.

User satisfaction

Recent studies have shown that user satisfaction in m-commerce is affected by the perceived quality of the
system and the perceived usefulness and ease of use of mobile payment services [26], [27]. Trust in the
service provider has also been discovered to have a positive impact on user satisfaction and plays a crucial
role in building customer loyalty and commitment in e-commerce [28], [29]. Dissatisfaction with the user
experience may result in users discontinuing their use of the service [30]. Another study was also conducted
by Ryanis et al. [31] which states that esults of Satisfaction (SAT) as the main that influences the
continuation of intention is user satisfaction in using mobile payment.

System quality is a critical factor influencing user satisfaction and intention to use mobile payment services
[26]. The quality of a mobile application can significantly impact the user's perceived usefulness,
satisfaction, and loyalty [32]. Information quality and system quality are important factors in building
mobile app loyalty [33]. Factors influencing the adoption of mobile payment services include system
quality [34], user satisfaction [28], perceived usefulness, and perceived ease of use [27].

Intention to continuance ojek online

The intention is a substantial technology is determined by users’ satisfaction with previous usage, and this
relationship has been strengthened in previous studies [35]-[39]. Several studies in the last five years have
emphasized the significance of perceived usefulness in estimating users’ intention to continue using mobile
payment apps [40]-[42]. Additionally, the ease of use of mobile payment apps has been discovered to
positively influence users’ perceived usefulness and satisfaction, leading to their intention to continue using
the technology [43]. Recent research has also explored the role of trust in influencing users’ intention to
continue using mobile payment apps [44], [45]. Specifically, trust in the app’s security and reliability has
been discovered to positively affect users’ perceived usefulness, satisfaction, and intention to continue
using the technology. Moreover, social influence, such as the influence of friends and family, has been
shown to significantly impact users’ intention to adopt and continue using mobile payment apps [46], [47].
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The intention to continue using technology is determined by users’ satisfaction with previous usage, and
this relationship has been strengthened in previous studies [35]-[39]. From the literature above, the research
model is described in Figure 1.

Information Quality Perceived Usefulness

Continuance
intention

System Quality Percived Easy of Use

Figure 1. Proposed model

Based on the above model, the formulated hypotheses for this research are:

1. H1=Information Quality has a statistically significant positive effect on the Perceived Usefulness
of utilizing the Ojek Online mobile application.

2. H2 = Information Quality has a significant Ojek Online mobile application.

3. H3 = Ease of Use has a significant positive effect on the Intention to Continue using Ojek Online
mobile application.

4. H4 = Ease of Use has a significant positive effect on the Perceived Usefulness of using the Ojek
Online mobile application.

5. H5 = User Satisfaction with the Ojek Online mobile application is significantly influenced by
Ease of Use.

6. H6 = Perceived Usefulness has a strong positive effect on the Intention to Continue using Ojek
Online mobile application.

7. H7 = Perceived Usefulness has a strong positive effect on User Satisfaction with Ojek Online
mobile application

8. HB8 = User Satisfaction has a strong positive effect on the Intention to Continue using Ojek Online
mobile application.

9. H9 = System Quality has a significant positive effect on the Ease of Use of the Ojek Online mobile
application.

10. H10 = System Quality has a stong positive effect on the Perceived Usefulness of using the Ojek
Online mobile application

METHODS

Sample

This study aimed to analyze the satisfaction and intention of users to continue using the online ride-hailing.
The research was conducted on the community of Semarang City, which was chosen due to its large
population and significant growth of online ride-hailing service users. A purposive sampling technique was
utilized to select respondents whose population size was unknown. This technique was chosen to facilitate
the selection of characteristic features of the Ojek online service users. The respondents were chosen among
those who had used the application for at least a year.
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Research Instrument

The research instrument was used to calculate the variables in the research model, which consisted of two
independent variables and four dependent variables. Indicators were used to measure each variable, and the
complete variables and indicators are presented in Table 1. A Likert scale was used, with a score ranging
from 1 (strongly disagree) to 5 (strongly agree) to measure the indicators of each variable.

Table 1. Variables and number of indicators

Variables Code N“”.‘ber of

Indicators
Service Quality SQ 4
Information Quality 1Q 4
Perceived Ease of Use PEOU 4
Perceived Usefulness PU 4
Satisfaction SAT 2
Continuance Intention IC 3

RESULTS AND DISCUSSIONS

This research, Smart PLS V4.0 was used to conduct the data analysis through the Structural Equation Model
(SEM), which can test the relationships between variables. The data analysis involved two main steps. First,
a measurement model assessment was initiated to ensure the validity and reliability of the research
instrument and to perform a structural model analysis aimed at validating the research model. Second, a
structural model assessment was performed to evaluate the relationships between the variables. The
dependent variables that are used in the integrated evaluation model are intentiontouse,user
satisfaction,and netbenefits [48].

Respondent

The questionnaire was completed by 237 people, and 235 of the responses were deemed eligible for data
analysis. The respondents were predominantly female, accounting for 62.55%, and the majority were
employees, accounting for 42.55% of the respondents. As for the application usage experience profile,
80.85% of the respondents had been using the application for more than a year, while the remaining 19.15%
had been using it for less than a year. The most used online ride-hailing application among the respondents
was Gojek, with a percentage of 62.55%, followed by Grab with 32.77%, and the remaining 4.68% used
Maxim. The respondents’ demographic profile is presented in Table 2.

Tabel 2. Profile demografi responden

Profile Jumlah %
Demografi
Gender :
Male 88 37.45%
Female 147 62.55%
Total 235 100.00%
occupation :
Housewife 27 11.49%
Employee 100 42.55%
Student 69 29.36%
Entrepreneur 39 16.60%
Total 235 100.00%
experience :
<1 Year 45 19.15%
>1 Year 190 80.85%
Total 235 100.00%
Ojek is often used:
Gojek 147 62.55%
Grab 77 32.77%
Maxim 11 4.68%
Total 235 100.00%
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Instrument Reliability

Cronbach's alpha and Composite Reliability (CR) were used to assess the study instrument’s reliability. If
composite Reliability and Cronbach's alpha are both more than 0.7, the instrument is considered
dependable. All variables in the model had values greater than the predefined parameters, indicating that
the instrument was reliable. According to the test results, Table 3 shows the results of the reability test.

Table 3. Convergent validity and internal consistency

ltems Outer Cronbach's
Variables Codes Loading Alpha CR AVE
Continuance Intention IC1 0.783 0.807 0.807  0.723
IC2 0.874
IC3 0.888
Information Quality 1Q1 0.871 0.765 0.77 0.587
102 0.865
103 073
104 0.729
Perceived Ease of Use PEOUL 0.795 0.775 0.796 0.594
PEOU2 0.844
PEOU3 0.833
PEOU4 0.719
Perceived Usefulness PUL 0.812 0.836 0.837 0671
PU2 0.811
PU3 0.775
PU4 0.761
Satisfaction SAT1 0.717 0.749 0.888 0.799
SAT2 0.823
System Quality SYSQL  0.693 0775 0854 0594
SYSQ2  0.797
SYSQ3 0.864
SYSQ4  0.865

Instrument Validity

The validity of the research instrument was assessed using Convergent Validity, which was measured by
the values of outer loading and Average Variance Extracted (AVE). In addition to Convergent Validity,
Discriminant Validity was also assessed by meeting the criteria of Fornell & Larcker and Heterotrait
Monotrait Ratio (HTMT). The test results of both Convergent and Discriminant Validity showed that all
indicators in the instrument were considered valid as they met the criteria. Tables 4 and 5 show the results
of validity tests.

Table 4. Discriminant validity: heterotrait-monotrait ratio statistics (HTMT)
IC 1Q PEOU PU SAT SYSQ

0.836
SAT 0.831 0.596 0.884 0.829
SYSQ 0.733 0.512 0.847 0.730
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Table 5. Discriminant validity: fornell and larcker criterion

IC 1Q PEOU PU SAT SYSQ
IC 0.850
1Q 0.354 0.766
PEOU 0.573 0.445 0.771
PU 0.457 0.420 0.696 0.819
SAT 0.649 0.456 0.693 0.658 0.894
SYSQ 0.586 0.397 0.675 0.588 0.658 0.771

Note: The square root of AVE is the value of the diagonal (bold), and the correlation coefficient is the value outside
the diagonal.

Model Structural Assessment/Evaluation

The process of evaluating the structural model was described in the conceptual research model. The
evaluation process was crucial in this study to assess the determinant coefficient (R2), path coefficients,
and effect size. The suitability of the research variables in the model determined the structural model's
evaluation. Figure 2 depicts the variables studied.
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Figure 2. Initial PLS path model

The evaluation result showed that the quality of information and system quality contributed 49.3% (R2) to
the ease of system use. This indicates that the ease of system use is jointly influenced by both quality
variables in the model, while the remaining 50.7% is affected by other variables outside the research model.
Moreover, the evaluation result showed that the quality of information and system quality contributed 52%
(R2) to the usefulness of the system. This indicates that the usefulness of the system is jointly influenced
by both quality variables in the model, while the remaining 48% is affected by other variables outside the
research model. Furthermore, the evaluation result showed that the ease of system uses, and the usefulness
of the system contributed 54% (R2) to user satisfaction. Thus, the implication of ease of system uses and
usefulness of the system towards user satisfaction is significant. Lastly, the evaluation result showed that
user satisfaction with the system contributed 45.2% (R2) to the intention to continue using the application.
Thus, the implication of user satisfaction with the system towards the intention to continue using the
application is significant.
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Hypotheses Assessment

The study conducted on the online motorcycle taxi application system used by residents of Semarang City
revealed several significant discoveries. Hypotheses 1, 2, 3, 4, 5, 7, 8, 9, and 10 were all accepted, while
hypothesis 6 was not accepted. The study discovered that the information quality given by the online
motorcycle taxi application system significantly influenced the ease of using the system and its usefulness,
leading to user satisfaction. The ease of using the system was also discovered to be a contributing factor to
the intention to continue using it. The quality of the online motorcycle taxi application system significantly
influenced the ease of using the system and its usefulness. User satisfaction was also discovered to be
positively connected with the intention to continue using the system. These discoveries provide important
insights for improving the design and functionality of online motorcycle taxi application systems to increase
user satisfaction and intention to continue using the system, as illustrated in Figure 3.
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Figure 3. Structural model assessment results

Table 6. Summary of hypothesis testing

Confidence
Hipotesis Path Std.Beta  Std.Error ) P- Bias . Interval Decision
value  values Bias Corrected
5.00% 95.00%
H1 1Q -> PEOU 0.21 0.069 3.054 0.001 0.001 0.095 0.325 Accepted
H2 1Q ->PU 0.114 0.051 2.246 0.013 0.003 0.037 0.198 Accepted
H3 PEOU -> IC 0.264 0.079 3.318 0.000 0.004 0.125 0.385 Accepted
H4 PEOU -> PU 0.512 0.068 7.549 0.000 0.001 0395 0.617 Accepted
H5 PEOU -> SAT 0.455 0.069 6.563 0.000 0.005 0.334  0.559 Accepted
H6 PU->IC -0.059 0.067 0.875 0.191 0.000 0.163 0.050 Rejected
H7 PU -> SAT 0.342 0.069  4.975 0.000 0.005 0.234  0.469 Accepted
H8 SAT ->IC 0.505 0.064  7.945 0.000 0.005 0.397 0.604 Accepted
H9 SYSQ -> PEOU 0.592 0.047 12521 0.000 0.005 0503 0.659 Accepted
H10 SYSQ ->PU 0.197 0.073 2.695 0.004 0.000 0.091 0.331 Accepted

The hypotheses were based on previous research that examined the implications of user satisfaction on the
intention to continue using online motorcycle taxi system of applications. A total of 10 hypotheses were
formulated in this study based on the model of research proposed. The results of Figure 3 and Table 6 show
the link between the six variables studied in this study. The discoverers showed that nine hypotheses were
accepted and one of the hypotheses was rejected.
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The study found that the quality of the information provided by the online motorcycle taxi application
system substantially influenced the ease of using the system and its usefulness, which led to user
satisfaction. This suggests that the information provided by the system should be accurate, comprehensive,
and up-to-date to increase user satisfaction and intention to continue using the system.

Moreover, the ease of using the system was found to be a contributing factor to the intention to continue
using it. This highlights the importance of designing a user-friendly interface and optimizing the navigation
of the application to increase user satisfaction and the intention to continue using the system. The quality
of the online motorcycle taxi application system was also found substantially influence the ease of using
the system and its usefulness. These findings emphasize the need for developers to focus on improving the
overall quality of the system, including its functionality, reliability, and responsiveness, to enhance user
satisfaction and intention to continue using the system.

Interestingly, the study found that user satisfaction was positively associated with the intention to continue
using the system. This finding suggests that user satisfaction is a crucial determinant of intention to continue
using the system, which, affects the overall success of the online motorcycle taxi application system.
Therefore, developers should focus on designing systems that meet users’ needs and preferences to enhance
user satisfaction and increase the intention to continue using the system.

Overall, the findings of this research provide important insights for improving the design and functionality
of the online motorcycle taxi application system to increase user satisfaction and intention to continue using
the system. Developers should focus on optimizing the quality of the information provided by the system,
designing user-friendly interfaces, and enhancing the overall quality of the system to enhance user
satisfaction and increase the intention to continue using the system. By doing so, online motorcycle taxi
application systems can meet the needs and preferences of their user, and achieve greater success in the
highly competitive transportation industry.

CONCLUSION

Significance of Study: This study’s conclusions have far-reaching ramifications for the development and
improvement of online motorcycle taxi applications, particularly in Semarang City. The study has shown
that the quality of information and system significantly affects the ease of use and usefulness of the
application, which, leads to, affects user satisfaction and intention to continue using the application.
Therefore, online motorcycle taxi service providers can use these discoveries to raise the quality of their
systems and information, which can lead to increased user satisfaction and loyalty. This study has shown
that the quality of information and system significantly influences the ease of use and usefulness of online
motorcycle taxi applications in Semarang City. Moreover, the ease of use and usefulness of the application
has a significant impact on user satisfaction and intention to continue using the application. Therefore, the
providers of these services should focus on improving the quality of their systems and information to
enhance user satisfaction and loyalty. Despite the significant contributions of this study, it has some
limitations that need to be considered. Firstly, the study only focuses on Semarang City, which may limit
the generalization of the discoveries to other regions. Secondly, the study uses a cross-sectional design that
does not allow for the examination of causal relationships among the variables. Finally, the study is based
on respondents’ self-reported data, which could be biased. Given the study’s shortcomings, there are several
directions for future research. Firstly, future studies should employ a longitudinal design to explore the
causal relationships among the variables. Secondly, the study should be extended to other regions to
enhance the generalizability of the discoverings. Thirdly, future studies could consider using mixed
methods approaches to triangulate the data and enhance the validity of the findings. Finally, further research
could focus on exploring other factors that may influence user satisfaction and loyalty, such as trust,
privacy, and security.
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