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 The purpose of this study is to explore the impact of information systems (ISs) Success Factors the 
user of (AISs) satisfaction on the Kuwaiti governmental organizations. To achieve the objectives 
of the study, the researcher designed and developed a questionnaire for data collection from the 
study population and distributed (160) questionnaires. There were (149) retrieval for data analysis 
which was used for further analysis using SPSS v26. After an appropriate analysis, the study found 
no significant impact for the success factors (ISs) including the quality of information, the quality 
of the system and the quality of services on the user satisfaction (AISs). 
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1. Introduction 
 
 
The informational resource is considered an important part of the management's tasks in business organizations (Karimi et 
al., 2007); it is a vital aspect for the decision-making process since information has become the most significant feature during 
the last decades. In order to succeed, (ISs) rely on various factors. The quality of information will continue to be the first 
concern of modern businesses (Delone et al., 2003). However, if they achieve large successes in the field of quality previously, 
whether in the statistical control on the quality, putting the specifications and applicable procedures as well as means to 
improve the quality which is based on the users, still, they did not compliment their methods and means, which have become 
a competitive new means for excellence (Ferguson & Huston, 1998).In addition, the quality that is directed towards users is 
deemed as an important development that represent moving from focus on the requirements of the operative system to con-
centration on the user requirements (Delone et al., 1992). Moreover, they indicate a better response to the users' needs and 
expectations in such a way that achieves his satisfaction, and thus his loyalty. In this regard, the quality of information is the 
new form of concern with quality after the commodity and then the service (Sari et al., 2016). The concept of quality of service 
is used to indicate to a number of things; the study find some managers who use the concept to mean how to deal with the 
users, whereas others look at it a grand total but not a part that relates to the contact points with the user (Sartika et al., 
2016).For the success of these processes, there should be complete information databases that provide the required information 
on the due time, with the appropriate quantity and through the use of the best devices and software (Delone et al., 1992) 
(Ferguson & Huston, 1998).Accordingly, this study investigates the effect of factor success of (ISs) on the satisfaction of 
(AISs) through a field study to examine the perspectives of a sample of employees in the Kuwaiti public entities that apply 
the system, to know their opinions regarding the variables of the study.     
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2. Literature review  

2.1 Factors for the success of ISs  

The use of (ISs) has increased during the last two decades by the public and/ or private organization. Studies revealed that a 
number of these organizations have succeeded while the others failed (Hamdan, 2013). This cannot be attributed to the type 
of technology or system used, but it happened as a result for other factors that were not taken into account (Bruwer, 1984), 
(Delone et al., 2003). In this context, (Petter et al., 2012) stated that (ISs) may fail once there is a negligence towards the users' 
reactions by the system designers, the criteria for the success of (ISs) may vary from person to another, but there are general 
features that characterized any successful (ISs) (Urbach et al., 2012), namely: the accuracy and appropriateness of the system 
as well as the independence of the system which is used comprehensively by all users. Accordingly, these features support 
and improve the quality of the system (Bernroider, 2008; Wang et al., 2008).  

2.2 Information Quality 
 
It refers to the outputs of (ISs). They are featured by being easily understood, completeness, accuracy and appropriate time 
(Delone et al., 1992). In this regard, the quality of (ISs) is improved in the organizational culture through the systems of 
information technology, they are considered among the necessary tasks for the current organizations. In addition, the com-
pleteness of (ISs) increases the efficiency of the systems, which means the accuracy or information inserted in the system 
which play a significant role in the success of these systems (Petter et al., 2008), contribute in rationalization the decision-
making process. The quality of information is measured by appropriateness and reliability, capability to be understood, com-
pleteness, accuracy, comparable and can be presented on the due time (Wang et al., 2008).  
 
2.3 Service Quality 
 
This refers to the type of service felt by the system user in terms of fast response and the technical competency (Petter et al., 
2008). This kind of quality is achieved through knowing the time a customer shall wait until having the service and whether 
the service expires in the specific time? Is the same level of service available each time? Which means evaluating the level of 
excellence in the provision of information to the users. Moreover, customer satisfaction decides the extent of response to the 
efficient use of (ISs) (Wang et al., 2008). Various methods were used to measure user satisfaction, such as: the extent of the 
(ISs) to fulfill the users' needs, level of satisfaction for the equipment and software, the system's ability to complete the 
required work and its ability to increase production (Harati-Mokhtari et al., 2007).  
 
2.4 System Quality  
 

The system quality is measured in terms of easiness of use, flexibility, quality of data, easiness to transfer, completeness, 
relative significance and the technical components (Ramet et al., 2003). However, the quality of the system has a positive 
effect on the success of (ISs) as the quality of the system focuses on the desired features in the system itself. These can be 
measured by easy to learn and use, completeness and flexibility (Chevers et al., 2012). Afterwards, the successful (ISs) helps 
in raising the quality of the organization and the total quality of the management through the participation of each employee 
in the responsibilities; the administrative designer, user and worker as significant parts in the success of the Management of 
Information Systems (MIS), since they relate to the daily activities of the organization (Harati-Mokhtari et al., 2007). The 
failure of the system does not mean broken down, but as not used in an efficient way. This can be referred to problems in the 
design, costs, data and operation (Hamdan, 2017). On the other hand, success means that (ISs) have high quality and achieves 
all objectives and requirements of the user by covering all work procedures that are required currently and, in the future, not 
to forget working in an appropriate technical way without mistakes and to be easily repaired and developed, provided that the 
total moral and material benefits of the system shall be equal or more that the total costs. 

  

2.5 Users of (AIS) Satisfaction  

These aspects represent important factors to measure the used quality of (ISs). The concept for the quality of information 
defines the features of the useful accounting information or the basic rules that should be used in evaluating the quality of 
accounting information (Farhan & Hmdan, 2017). Consequently, defining such features helps officials in putting the account-
ing criteria, preparing the financial lists in order to evaluate the accounting information that result from applying alternative 
accounting methods and in distinguishing between what can be a necessary clarification and those which are not. In this vein, 
the benefit of accounting information shall be evaluated based on the objectives of the financial lists that focus on helping the 
customer take the decisions relevant to the organization. In addition, accountants shall pay attention to those customers and 
to prepare financial lists that help them take their decisions (Hamdan & Atallah 2015). Moreover, to give advice in a good 
way to process accounting data or the method of statement based on the benefits of the resulting information are not enough 
to those who shoulder the responsibility of such choice. It is necessary to decide and define the features that make this infor-
mation useful in the decision-making process.   
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3. The proposed study  
 

The model of the study consists of two parts, namely:  

Part one: the independent variable which contains: the factors for the success of IS (quality of information, quality of the 
system and quality of the service).  

Part two: the dependent variables which contain: accounting information systems.  

                Independent variable                                                                        Dependent variable           
                                                        

  

 

 

  

 

 

Fig. 1. The relationship between the variables of the study (while using information from DeLeone & McLean, 2008). 

3.1 Hypothesis of the study  

Based on the problem of the study, the following hypothesis were formulated:  

H0: there are no significant statistical effects for the factors of the (IS) (the quality of the system, quality of information, and 
quality of the service) on the satisfaction of (AISs) in the Kuwaiti public organizations.  

H0-a: There is no significant statistical effect for the quality of the system on the satisfaction of the users of the (AIS) in the 
Kuwaiti public organizations. 

H0-b: There is no significant statistical effect for the quality of the system on the satisfaction of the users of the (AIS) in the 
Kuwaiti public organizations. 

 H0-c: There is no significant statistical effect for the quality of the system on the satisfaction of the users of the (AIS) in the 
Kuwaiti public organizations. 

3.2 Methodology of the study  

This is a quantitative one (Creswell & Creswell, 2017) that aims at examining the effect of the success factors of (IS) on the 
satisfaction of the (AIS) users. The researcher used the descriptive method in order to describe the general information of the 
respondents through transferring the non-quantitative data to measurable ones (Creswell & Creswell, 2017). This study was 
implemented in the real environment in which the system is applied, in addition to dealing with any restrictions that might be 
imposed by the authorities. Accordingly, this is a field study since the obtained data were taken directly from the respondents 
who work for the governmental organizations that apply (ISs). In addition, it is an analytical one that relied completely on the 
field survey of the population through its sample. The researcher used a questionnaire that was specially prepared for the 
purposes of the study and according to the hypothesis. In order to make the statistical analysis and to achieve the objectives 
of the study, the significance level (a.0 >05) was used, compared with a confidence level (0,95) to explain the results of the 
test (Kuger et al., 2016).  

3.3 Population and sample  

The sample of the study consisted of (149) employees in the Kuwaiti governmental organizations under the titles: (department 
manager, deputy department manager, and head of division and deputy of head of division). The study was restricted within 
the employees and heads of divisions since they were the most appropriate ones to answer the questionnaire.  

In this regard, the researcher distributed (160) questionnaires using the method of comprehensive limitation/ restriction; 155 
questionnaires were returned and after reviewing them, it was noted that (6) of them are not appropriate for the statistical 
analysis. Accordingly, the sample consisted of (149) representing (93%) of the population that consisted of (160) participants. 
Fig. 1 shows the distribution of the sample according to the personal variables. From Fig. 1, it can be noted that the highest 
percentage for the sample distribution according to the variable of the current position/ job is (50,3 %) for the jobs (head of 
division/ deputy head of division), whereas the lowest percentage was (18,1 %) for the job (department manager). On the 

User  

Satisfaction 
)AIS( 

 

Information quality 

Service quality 

System quality 

H0 

H0-a 

H0-b 
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other hand, the highest percentage for the distribution of the sample according to the academic degree was (42,3 %) “account-
ing” and (5,4 %) “for other specialties”.  

  

Current position Field of specialty 

Fig. 1. Distribution of the sample according to the personal variables 

3.4 The measure  

For the analysis of data and to test the hypothesis of the study, the researcher used (Likert scale: five points) to answer the 
questions, as shown in Table 1.  

Table 1  
Testing the measure of the questionnaire  

Degree 1 2 3 4 5 
Level of agreement  Strongly do not agree Do not agree Neutral Agree Strongly agree 

 

As for the limitation of the study upon commenting on the means of the variables stated in deciding the degree of agree-
ment, the researcher decided three levels: (high, medium and low) which are based on the following equitation:  

Length of the period = (the maximum limit of the alternative – the minimum limit of the alternative)/ number of levels 

(5-1)/3= 4/3 = 1,33 

Consequently, the levels are clarified in Table 2 show the measure in deciding the level of appropriateness of the means to 
make use of it upon commenting on the means.  

Table 2 
Measurement for deciding the level of appropriateness of the means 

Means Degree of estimation 
1- 2,33 Low 

2,33- 3,67 Medium 
3,68- 5 High 

 

3.5 Questionnaire of the study (Creswell & Creswell, 2017)  

The researcher developed the questionnaire after referring to the previous studies, or based on the reports published by the 
(Ministry of Finance, Vol.1) which was allocated to uncover the general information of the sample. This included: (the current 
position and academic qualifications), part 2: that was allocated for the terms relevant to the dependent variable and the 
dimension that deals with the fields of knowledge management.   

3.6 Validity of the instrument (Kuger et al., 2016) 

To ensure the validity and reliability of the instrument (the questionnaire), it was subject to various tests, most notably:  

First: the surface validity: the instrument was presented to a number of specialized and experienced university professors. 
After informing them about its items, they provided valuable suggestions and recommendations on the wording. Accordingly, 

27, 18%

47, 32%

75, 50%

Department manager Deputy department manager

Head/deputy division

63, 42%

27, 18%

18, 12%

33, 22%

8, 6%

Accounting Business administration
Financial & Banking Sciences Economy
Other
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the researcher made amendments until it seemed with their final form. Afterwards, they are piloted on a small sample other 
than the original one, in order to ensure the clearness of language formulation and correct response on the questionnaire. The 
corrected correlation factor was calculated as of (0,85 %).  

Second: to ensure the reliability of the instrument, it was applied on a pilot sample consisting of (30) employees other than 
the original one. The researcher used (Cronbach Alpha) for all items of the dimensions and fields of the study. The value of 
Cronbach Alpha was (0,73) which is a good one for the purposes of the generalization of the results of the current study. The 
percentage accepted to generalize the results of such studies is (0.60) (Al Sharifain & Al Klan, 2007). Table 3 shows the 
reliability coefficients of the variables of the study.  

Table 3  
Reliability coefficients (Cronbach Alpha) for all items of the dimensions and the whole instrument  

Field No. Dimension Cronbach Alpha 
 
 
Factors of the success of IS 

1 Quality of the system 0.74 
2 Quality of information 0.70 
3 Quality of the service 0.83 

Factors of the success of IS as a whole   0.74 
User satisfaction on (AIS) as a whole   0.75 
The instrument as a whole    0.75 

 

4. Discussion of the results 

This part presents the results of the study. This will take place through testing the study hypothesis. Here is a presentation for 
the results:  

4.1 First: The results of the means of the answers of the respondents  

Means and standard deviations were calculated for the respondents regarding the dimensions of the factors for the success of 
(IS). Table 4 shows thereof.  

Table 4 
Means and standard deviations were calculated for the respondents regarding the dimensions of the factors for the success of 
(IS) arranged decadently 

Rank No. Dimension  Means SD Degree of evaluation 
1 2 Quality of information 4.50 0.81 High  
2 3 Quality of service  3.85 0.51 High  
3 1 Quality of the system 3.74 0.37 High  
Fields of the success factors of (IS) as a whole 4.05 0.38 High  

 

From Table 4, it seems that the means of the answers of the respondents for the dimensions of success factors of (IS) ranged 
between (3,74- 4,50), with a high evaluation degree for all dimensions. The dimension (quality of information took the first 
rank (means: 4.50); the dimension "quality of the service" was second (means: 3,85), whereas the dimension "quality of the 
system" took the last/ third rank, with a means of (3.74). the means for the field "success factors of IS) as a whole was (4,05) 
"high".  

4.2 Second: results relating to the hypothesis of the study  

In order to ensure the effect of each of the success dimensions of (IS) on the satisfaction of the users of (AIS), the Multiple 
Linear Regression was used to know whether there were effects for the independent variables at (a 0 >05), which required 
insuring the appropriateness of data for the hypothesis of the analysis of the Multiple Linear Regression. This was achieved 
through making some pre-tests (and testing the nature of each independent variable and the dependent one, as well as testing 
the moral and explanatory strength of the Multiple Linear Regression model used), prior to using the Multiple Linear Regres-
sion in order to test the sub-hypothesis of the study, as shown below:  

- Ensuring the normality of the dimensions of the independent variable (quality of the system, quality of information and 
quality of the service). This was done through using (One- Sample Kolmogorov- Smirnov Test). Table 5 shows that.  

 
Table 5  
One- Sample Kolmogorov- Smirnov Test on the dimensions of the independent and dependent variables  

Dimension  The value of One- Sample Kolmogorov- Smirnov Test Statistical significance  
Quality of the system 0.59 0.87 
Quality of information 0.63 0.82 
Quality of the service 0.81 0.53 
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From Table 5 above, it is clear that the statistical values of One-Sample Kolmogorov-Smirnov Test for the dimensions of the 
success factors of IS were higher than five percent. This means that the data – according to the normal distribution and based 
on the central tendency, which states that: if the size of the sample was more than (3) with a means of  )µ (  and a variation of 
(   )- this means that the distribution of sampling on the means is close to the normal distribution.  

In addition, the moral and explanatory strength for the Multiple Linear Regression model was tested through making the 
Linear Linkage test. This test intends to make sure that there is no high link between the independent variables, depending on 
the VIF and the admissible (Tolerance Test) for each independent variable. In this regard, the independent variables of the 
model shall be independent from each other. To ensure that objective, we would use such a test, provided that it is necessary 
that value (7) of VIF should not be exceeded. On the other hand, the tolerance test allowed shall be (0.05). When calculating 
the previous coefficients of all independent variable, the achieved results as shown in Table 6 as follows:  

Table 6  
VIF test and the Tolerance allowed for the variables of the study 

Dimension  Tolerance VIF 
Quality of the system 0.99 1.01 
Quality of information 0.96 1.05 
Quality of the service 0.95 1.06 

 

Table 6 shows that the test values of (VIF) for all independent variables are less than (10), which ranged between (1.01- 1.06), 
whereas the tolerance test values for all independent variables were more than (0.05) (ranged between 0.95- 0.99). Accord-
ingly, it could be urged that there is no problem for a high link between the independent variables. In return, this enhances the 
possibility of using them all in the model. After inserting the independent variables in the Multiple Linear Regression, which 
is used to know the effects of the independent variables on the dependent one, as well as to know the percentage of that effect 
(if any). To insure the main and sub- hypothesis the Multiple Linear Regression equation was applied (Table 7).  

Table 7 
The results for applying the Multiple Linear Regression effect on the independent variable (quality of the system, quality of 
information and the quality of services) on the dependent variable (the satisfaction of AIS users) 

Dimension  B T Statistical significance  
Quality of the system 0.75 7.89 0.00 
Quality of information 0.40 4.17 0.00 
Quality of the service 0.19 1.93 0.07 

R = 0.88 R2 = 0.77 Adjusted R-Square = 0.74 F = 28.96 (0.000) 

Table 7 shows that there is an effect for the success factors of (IS) together on the satisfaction of AIS users, as the value of 
link coefficient (R) was (0.88), which is statistically significant and shows significance between the whole independent vari-
ables and the dependent ones.  In addition, (R- square) value was (0.77) which is statistically significant and explains the 
power of the success of (IS) in improving the level of satisfaction for the users of (AIS). In this regard, the success factors of 
(IS) explain about (77 %) of the change in the level of satisfaction of (AIS) users; F value (28,96) with a significant effect 
(0.00). This value is significant at (α≤ 0.05) and shows a variation in the power of independent variables on the satisfaction 
of (AIS). Accordingly, we would accept the main hypothesis stating: “there is a significant statistical effect at (α≤ 0.05) for 
the success factors of (IS) on the satisfaction of AIS users in the Kuwaiti public organizations. Fig. 2 shows the spread of the 
relationship between the dimensions of IS success factors on the dependent variable (user satisfaction of AIS).   

 

Fig. 2. The spread of the relationship between the dimensions of IS success factors on user satisfaction 
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According to the figure, the degree of relation between the dimensions of IS success together on the satisfaction of AIS users 
was strong but not complete or of a positive direction; there is a spread of the points around the straight line (Al Klan & Al 
Shriving, 2007).  

4.3 Regarding the sub-hypothesis, the study showed the following results 

- Results of the first sub-hypothesis: the results showed a significant statistical effect at  )α≤0.05 (  for the quality of the system 
on the satisfaction of AIS users, as the values of (B, T) were (0.75; 7,80 respectively). These are positive and significant 
values. Accordingly, the first sub-hypothesis was accepted as stated.  

- Results of the second sub-hypothesis: the results showed a significant statistical effect at )α≤0.05(  for the quality of infor-
mation as the values of (B, T) were (0.40; 4,17 respectively). These are positive and significant values. Accordingly, the first 
sub-hypothesis was accepted as stated.  

- Results of the third sub-hypothesis: the results did not show significant statistical effect at )α≤0.05(  for the quality of 
information as the values of (B, T) were (0.19; 1.93 respectively). These are positive values but not statistically significant. 
Accordingly, the first sub-hypothesis was accepted as stated.  

In order to confirm the results of the sub-hypothesis, the researcher applied the uni- linear progression equitation to study the 
predictability of each independent variable separately, while neglecting the link relations between the independent variables 
with each other. Table 8 shows that relation.  

Table 8 
Results of applying the Uni-Linear Regression to study the effect of each independent variable on the dependent variable  

Dimension R R2 T Statistical Significance 
Quality of the system 0.74 0.54 5.77 0.00 
Quality of information 0.45 0.20 2.70 0.01 
Quality of the service 0.20 0.04 1.07 0.29 

 

From Table 8 above, it is clear that the results of the uni-progression analysis are consistent with the results of the multiple 
progression analysis as all independent variables affect the dependent variable, which enhances accepting the sub-hypothesis.   

5. Conclusion  

Based on data analysis for this study and after testing its hypothesis, the researcher concluded that there is an effect for the 
success factors of (IS) on the satisfaction of (AIS) users. This helps to raise the level of safety in keeping data and the provision 
of accurate timing of financial information, not to forget transparency and reliability in order to provide better services.  

This can be explained by the quality of the system; the study showed a positive effect for the success of (IS) in general, as 
such quality focuses on the desired features that can be measured through easy learning and use and completeness. In addition, 
the quality of information is an important aspect for the success of the current organizations. The completeness of quality with 
(IS) will increase the efficiency of such systems, meaning the extent of true and accurate data inserted to the system. Moreover, 
the quality of the service plays an important role in the user satisfaction; to fulfill the user needs, achieve the required work 
and increase the productivity result in user satisfaction.  

Finally, it could be urged that the concept of a successful information system will result in the success of the organization and 
concerned parties in achieving their objectives. As for the unsuccessful information system, it might cause a failure for the 
organization in achieving its objectives; the concept of a successful information system differs from one person to another 
and from an organization to the other and from one time to the other. This depends on the beneficiary body and the required 
target thereof. In conclusion, the success of an information system is represented in various components and dimensions 
through which it will be possible to judge the success or failure of the system.  
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