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ABSTRACT

Theresearchseekstodevelopandtestatheoreticalmodeltoexplaintheimplementationandinfluences
ofhumanresourceinformationsystems(HRIS’s)foraMalaysianhighereducationinstitution.Data
wasgatheredfrom103respondentsintheinstitutionusingasurveyquestionnaire.Resultsshowthat
systemfactor,throughinformationquality,andinstitution-basedtrust,throughsituationalnormality
andstructuralassurance,contributetousersatisfaction.Usersatisfactionandsituationalnormality
predictuser-perceivedHRISbenefits.Findingsaidresearchersandpractitionersinhumanresource
functionwhenexplaininguser-perceivedbenefitsandsatisfactionwithHRISimplementation.The
researchadvancesunderstandingoftheroleofHRISinsupportinghumancapitalperformanceand
enhancingproductivity.
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INTRodUCTIoN

Organizations are increasingly pressured to achieve high performance while remaining relevant
andsustainableinthemarket;theyinvestcarefullyinhumancapitalanddevelopmentasnations
competefortalenttoattainhighhumancapitalperformanceandlaborproductivity.Humanresources
(HR)professionalsarepressured toalignanorganization’shumancapital to strategicandbroad
organizational goals. Maximizing HR performance requires HR professionals to recognize and
discharge their roles. Information technology(IT)hasbeenanenablerofgreaterproductivityof
bothhumanresourcesandorganizations,andadvancements in IThavebroughtaboutcomputer-
basedhuman resources information systems (HRIS).Historically,HRIS is used for recruitment,
administration,andseparationofemployees.Althoughtheseprocesseshavenotchangedmarkedly,
informationcollectionandstoragemethodsevolvedwithrapidadvancementsoftechnology(Kovach,
Hughes,Fagan,&Maggitti,2002).HRIScomprisesmodulesthatstructureanorganization,such
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ascompany,location,departments,andorganizationalchange,includingterminationsandtransfers
(Chowdhury,Bandhyapadhya,&Hazra,2012).

VariouscomponentsmakeupHRIS,andanunsuccessfulonethereforeinfluencesasystem’s
remaining functionalities negatively (Kassim, Ramayah, & Kurnia, 2012). Organizations face
numerous challenges as they implement IT projects. The International Data Corporation (IDC)
reportsthat25%ofITprojectsfail(Gulla,2012),20%to25%ofprojectsdonotprovideareturnon
investment(ROI),andupto50%ofprojectsrequireareworkofmaterials.Iijima(2015)suggests
thatlargeITprojectsinorganizationsunderperform,andthusreturnsonITinvestmentshavebeena
concernamongresearchersandpractitioners.WithoutpositiveinfluencesofHRIS,HRprofessionals
areunable todischarge their responsibilities andmonitor indicatorsofhumancapital.Although
common,traditionalfinancialindicators,suchasROI,internalrateofreturn,andnetpresentvalue,
presentchallengeswhenevaluatingITinvestmentdecisions(Mayfield,Mayfield,&Lunce,2003).
Manyturntoperceptualmeasuresasproxiesforsuccess(Law&Ngai,2007),andthisappliesto
HRIS.The literaturesuggests thatmeasuring thesuccessof IT investments isemphasizedwhen
integratingbusinessprocesses(Mahapatra&Krishnan,2017).

ThereisaconsiderablebodyofempiricalevidenceonHRISinvariousresearchcontextand
countries.Forexample,HRIShasbeenstudiedinhospitalityenvironmentintheUnitedKingdom
(Pouransari,2016),inThailand’stextileindustry(Siengthai&Udomphol,2016),inJordan’sbusiness
organizations(Al-Dmour&Love,2015;Al-Dmour,Masa’deh,&Obeidat,2017)andinsmalland
mediumenterprisesinVietnam(Duc,2016).

Anecdotalevidencesuggeststhatinformationsystemimplementationinhighereducationsupports
corebusinessprocessessuchasteachingandlearning(Güllüetal.,2016;McLain2017),ratherthan
onsecondarybusinessprocessessuchasHRprocesses.ResearchonHRISimplementationinhigher
educationremainsavoid,evidencedthroughlimitedresearchfromAletaibi(2016),Gonietal.(2017)
andPhahlaneandKekwaletswe(2017)despitetheimportantrolethatthehighereducationsector
playsinenablingtransformation,supportingscarceskills,andcontributingtoeconomicgrowth.

ThecurrentstudyfillsthisgapbyidentifyingHRISimplementationandinfluencefactors,and
developingamodelandtestingitsrelationshipsinahighereducationcontext.Thisstudycontributes
to the literaturebyproviding insights into the implementationand influencesofHRIS inhigher
education.ItsresultsprovideresearchersandHRprofessionalswithamodelofHRISimplementation.
ItaffirmsthemeasuresofHRIS,andoffersauniqueperspectiveofHRISthroughapplicationof
theHRrolemodelconceptbyidentifyinginfluencesduringimplementationoftheHRfunctionin
highereducation.

THEoRETICAL FoUNdATIoNS

TheconceptualmodelusedinthisstudyconsidersimplementationandinfluencesofHRIS(Figure
1),suggestingthatsuccessfulimplementationcontributestopositiveinfluencesoftheHRfunction,
whichinturninfluencesorganizationspositively.

HRISimplementationisbuiltontheDeLoneandMcLean(1992,2003)informationsystems
successandtechnologytrustmodel(McKnight,Cummings,&Chervany,1998).Inthecurrentstudy,
theinfluencesofHRISarebuiltontheUlrich(1997)HRprofessionalrole.

Information Systems Implementation
RecentanecdotalevidencesuggeststhattheDeLoneandMcLeanmodel(1992,2003)hasbeenapplied
incleaninglogisticssystemresearch(Wei,Tang,Kao,Tseng,&Wu,2017),digitallibrarysuccess
(Alzahrani,Mahmud,Ramayah,Alfarraj,&Alalwan,2017),e-government(Scott,DeLone,&Golden,
2016),cloudcomputing(Sabri,2016),andm-commerce(Bahaddad,2017).DeLoneandMcLean
(1992)proposeaninteractiveandtaxonomicmodeltoconceptualizeandoperationalizeinformation
systemsuccessmeasures.Sixdimensionscompriseinformationsystemssuccess:informationquality,
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systemquality,usersatisfaction,use, individualimpact,andorganizationalimpact.Inanupdate,
DeLoneandMcLean(2003)re-specifiedthemodeltoincludeservicequality,andindividualand
organizationalimpactswerecollapsedintonetbenefits:

• System Quality: Availability, usability, adoptability, flexibility, functionality, reliability,
integration,andresponsetime(DeLone&McLean,1992,2004);

• Information Quality: Understandability, accuracy, timeliness, personalization, security,
consistency,completeness,andrelevance(DeLone&McLean,1992,2004);

• Service Quality:Overallsupportdeliveredtoemployeesbyasystemproviderorinformation
systemsdepartment(DeLone&McLean,2003);

• System Use:Themanneranddegreetowhichemployeesexploitasystem’sfunctions;asystem’s
nature,frequency,purpose,extent,andappropriatenessofuse.Themeasuremakessenseduring
voluntaryuse(DeLone&McLean,2003),butthecurrentstudyreferstomandatoryuse.Inview
ofrecentresearchonmobilebankingthatacknowledgesitsabsence(Koo,Wati,&Chung,2013),
thecurrentstudyomitsthesystemusemeasure;

• User Satisfaction:Overallsatisfactionofemployeesregardingwebsites,reports,andservices
receivedfromaninformationsystemdepartment(DeLone&McLean,2003);

• Net Benefits:Theextenttowhichinformationsystemsinfluenceindividual,organizational,and
nationalsuccess;improvementstodecision-making,salesincreases,productivity,jobcreation,
andeconomicdevelopmentarenotablehighlights(DeLone&McLean,2003).

Technology Trust
Thetechnologytrustmodelhasbeenusedinmobilehotelbooking(Ozturk,Nusair,Okumus,&
Dipendra,2017),e-governmentcloudadoption(Liang,Guijie,Kangning,&Chen,2017),andmobile
banking(Chiu,Bool,&Chiu,2017).Technology trusthasbecomemorepronouncedwithrapid
technologicaladvancements.Theoutcomehadnegativeeffectsonemployees’trust,andontheir
intentionstoprovidetimelyandaccuratepersonalinformation.Lippert(2004)referstotechnology
trust,rootedininstitution-basedtrust,asanindividual’sinclinationtobevulnerabletotechnology,
based on a person’s expectations. Institution-based trust is concerned with technology adoption

Figure 1. Conceptual model
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successbasedonsupportivesituationsandstructuresforwhichtechnologyisused;itcomprisesboth
situationalnormalityandstructuralassurance.

McKnightandChervany(2002)definesituationalnormalityasthebeliefthatanenvironmentis
normal,customary,andproper,andthereforesuccessoftechnologyimplementationisprobablesince
thesituationisfavorable.Structuralassuranceconsidersthesupportiveinfrastructureoftechnology,
suggestingthatanindividualbelievesthatsufficientlegal,physical,andcontractualsupportarein
placetopromotesuccessfuluseoftechnology(McKnight,Carter,Thatcher,&Clay,2011).Trustin
aspecifictechnologyreferstofavorablefeaturesintermsoffunctionality,reliability,andhelpfulness.
Situationalnormalityandstructuralassuranceinfluenceindividualtrust;believingthatasituation
protectedbysafeguardsencouragesanindividualtobelievethatanotherpersonistrustworthy.An
employeebelieves in the integrity andhonestyofHRISadministrators and ITpersonnel if they
provideassurancesofadvancedsecurityproceduresassociatedwithHRIS.

The Role of the Human Resources Professional 
(HRIS Influences on the HR Function)
Ulrich(1997)proposesafour-roleHRfunctionmodel,includingadministration,strategy,employee
championing,andchangeagents:

• Administrative Role: Creates an administrative infrastructure (e.g., design, redesign, and
implementationofefficientrecruitment,reward,promotion,andcompensation),processes,and
programsthatdelivertraditionalHRservices(Kuipers&Giurge,2016;Ulrich,1997);

• Strategic Role: Focuses on elevating employees’ productivity through job design, work
organization, and work environment besides defining and implementing strategies to create
businesssuccess(Kuipers&Giurge,2016;Ulrich,1997);

• Employee Champion:Discoveringanemployee’sconcernsthroughcommunication(Kuipers
&Giurge,2016;Ulrich,1997);

• Change Agent:Managingchange,easinginfluencesofchangeforemployees,andassuringan
employee’scontinualcommitmentandmotivationthroughoutorganizationalchange(Kuipers
&Giurge,2016;Ulrich,1997).

RESEARCH ModEL ANd HyPoTHESES

ThisstudycategorizesHRIS implementation intosystemfactors,humanfactors,and institution-
basedtrust.Informationandsystemqualitycomprisethesystemfactor,andhumanfactorscomprise
servicequalityofthehelpdeskthatsupportsHRISusers.Institution-basedtrustconsistsofstructural
assuranceandsituationalnormality.HRISinfluencesincludeusers’satisfactionwithHRISandusers’
perceivedbenefitsofHRISregardingfulfillingHRfunctions.

Perceived HRIS Benefits
HRISenablesHRbyautomatingHRtasks,diminishingpaperwork,clarifyingworkprocesses,and
dispatchingusefulinformationtotopmanagers(Mamun&Islam,2016).Consequently,perceived
HRISbenefitsincludesupportingimplementationofstrategies,improvingHR’straditionalprocesses,
initiatingandadaptingtochange,andincreasingemployeecommitment.ThisstudydefinesHRIS
benefitsasanindividual’sevaluationsofcontributionsderivedfromHRISregardingdeliveringHR
rolesefficiently.ItusesUlrich’s(1997)HRfour-rolemodeltorepresentperceivedHRISbenefits,
whichaccordswithCaldwell(2003),whosurveyedover500U.K.companiesandinvestigatesUlrich’s
model.VoermansandvanVeldhoven(2007)investigateperceivedHRISbenefits,findingthatHR’s
strategicandadministrativerolesandusers’ITexperiencesinfluenceattitudestowarde-HRMin
Philips(Electronics)Netherlands.Siengthai&Udomphol(2016)foundthatimplementationofHRIS
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supportsorganizationaleffectivenessinThailand.EvidencealsosupportsthatHRISincreasesstrategic
benefits(Mamun&Islam,2016).

User Satisfaction
Aproxyforinformationsystemssuccess(Zviran&Erlich,2003),usersatisfactionwasuseddue
toitsapplicabilityandeaseofuse(Delone&McLean,2004;Zviran&Erlich,2003).Thisstudy
referstousersatisfactionastheextenttowhichusersbelievethattheHRISisaccessibletofulfil
theirinformationrequirements(Ives,Olson,&Baroudi,1983)andtheuser’sevaluativejudgement
regardinganexperiencewiththeHRIS(Doll&Torkzadeh,1988).Priorresearchhasdemonstrated
thecontributionsofusersatisfactionindifferentresearchcontext.Forexample,Filieri,McLeayand
Tsui(2017)foundthatusersatisfactionaffectspurchaseintentionatsocialcommerceWebsites.In
anotherresearch,TamandOliveira(2017)foundthatuseandusersatisfactiondetermineindividual
performanceinaPortuguesemobile-bankingenvironment.

Therefore,itishypothesized:

H1:UsersatisfactioncorrelatespositivelywithperceivedHRISbenefits.

Information Quality
Inthisstudy,informationqualityincludesuser’sevaluationoftheinformationinHRISconcerning
relevance, timeliness, and accuracy (Seddon 1997). Research into information quality offers
inconsistentfindings.Forexample,McKnightetal.(2017)foundtheinfluenceofinformationquality
ontrustinganddistrustingbeliefsinbusiness-to-businessdataexchangesenvironment.However,
whileLiuetal.(2017)foundarelationshipbetweengenderandinformationqualityinaChinese
university,McGilletal.(2003)didnotfindarelationshipbetweenperceivedinformationqualityand
intentionsofusingdecisionsupportsystemsinAustralia.

Therefore,itisposited:

H2a:Informationqualitycorrelatespositivelywithusersatisfaction.
H2b:InformationqualitycorrelatespositivelywithperceivedHRISbenefits.

System Quality
ThisstudyreferstosystemqualityasthedesiredcharacteristicsoftheHRISthatproducesinformation
(DeLone and McLean, 1992) and the extent to which the HRIS performs its functionalities
and characteristics, or the likelihood of bugs in the system, quality of documentation, system
maintainability,userinterface,andeaseofuse(Zhang,2010).Cappettaetal.(2015)foundevidence
fortheroleofsystemqualityininfluencingjobperformanceamongemployeesinanItalianretail
store.Morerecently,systemqualityinfluencesuser’strustanddistrustbeliefinbusiness-to-business
dataexchanges(McKnightetal.2017).

Therefore,itishypothesized:

H3a:Systemqualitycorrelatespositivelywithusersatisfaction.
H3b:SystemqualitycorrelatespositivelywithperceivedHRISbenefits.

Service Quality
Servicequalityinthisstudyreferstothedegreeofqualitysupportthatemployeesreceivefromthehelp
desk.Thisdefinitionspanshumanresourcefunctionalcompetence,technicalproficiency,reliability,
accuracy,responsiveness,assuranceandempathyofsupportpersonnel(DeLoneandMcLean,2003).
Thefindingsonservicequalityaremixed.InPakistan,Uppaletal.(2017)foundthatservicequality
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influencesstudents’e-learningquality.Rahmanetal.(2012),however,foundthatservicequality
affectMalaysianpostgraduatestudents’intentionstousedigitallibrariesnegatively.

Therefore,itispostulated:

H4a:Servicequalitycorrelatespositivelywithusersatisfaction.
H4b:ServicequalitycorrelatespositivelywithperceivedHRISbenefits.

Situational Normality
Thisstudydefinessituationalnormality(adimensionofinstitution-basedtrust)asauser’sbeliefthat
theHRISimplementationisinproperorder,customary,favorable,andnormaltoachievesuccess
(McKnightetal.,2002).Researchonsituationalnormalityhasbeeninconsistent.Yu(2015)founda
relationshipbetweensituationalnormalityandtrustbeliefsamongusersofmobilebankinginTaiwan.
InHongKong,Chauetal.(2005),however,foundthatsituationalnormalitydoesnotinfluencea
user’strustbeliefinonlinepurchase.InGhana,Oforietal.(2017)foundsituationalnormalityto
affecttrustofInternetbankingusage.

Therefore,itishypothesized:

H5a:Situationalnormalitycorrelatespositivelywithusersatisfaction.
H5b:SituationalnormalitycorrelatespositivelywithperceivedHRISbenefits.

Structural Assurance
Structuralassurance in this study isan individual’sbeliefabout theHRISguarantees,promises,
procedures,andregulationsthatareinplacetosupportsuccess(McKnightetal.2002).Findingson
structuralassurancearemixed.UsingasurveyofstudentsinthreelargeU.S.universities,McKnight
etal.(2002)foundthatstructuralassuranceoftheWebaffectsperceivedqualityandtrustofasite.
InKorea,Guetal.(2009)foundsupportfortheinfluenceofstructuralassuranceoncustomers’trust
ofmobilebankingservices.However,theyalsofoundthatstructuralassurancehadnoinfluenceon
theextentofwebsiteuse.InGhana,Oforietal.(2017)foundstructuralassurancetoaffecttrustof
Internetbankingusage.

Therefore,itishypothesized:

H6a:Structuralassurancecorrelatespositivelywithusersatisfaction.
H6b:StructuralassurancecorrelatespositivelywithperceivedHRISbenefits.

Afterconsultingextantliterature,theresearcherscategorizedHRISimplementationintosystem
factors,humanfactors,andinstitution-basedtrustfactor.Systemfactorscompriseusers’perceived
informationandsystemquality.Humanfactorsincludeusers’perceptionsofHRIShelpdeskservice
quality,andinstitution-basedtrustconsistsofsituationalnormalityandstructuralassurance(Figure2).

METHodoLoGy

Research Context
ThisstudyusedahighereducationinstitutioninMalaysiaasaresearchcontext.Malaysiaisahigh
middle-incomenationthatsupportscriticalpriorityforaneducation-reformagenda(Peeraer&Van
Petegem,2012).TheMalaysiangovernmenthasgivenseriousattentiontodevelopmentof talent
tobecomeafully-developednationby2020(Rahmanetal.,2012).Oneareafordevelopmentand
global competitiveness is Malaysia’s higher education institutions (Rosdi & Harris, 2011). The
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governmenthasurgedhighereducation institutions tocreatecriticalenvironmentsofknowledge
through skilled employeeswho support aknowledge-basedeconomy (Sohail&Daud,2009).A
quality,knowledgeableworkforceiscrucialforMalaysia’shighereducationtobecomeaneducational
hub,whichisespeciallyrelevanttofacultymemberswhoeducatestudents,conductresearch,and
participateinstudentdevelopment(Rosdi&Harris,2011).Highereducationinstitutionsthatapply
thesestrategicinitiativesmayimplementtoolstomonitorprogress.Whilemodellingthepractices
ofcorporations,highereducationpublicinstitutionsmightuseperformancemanagementsystems
asmonitoringtools.

data Collection
Aquestionnairewasusedtocollectdata.Thisstudyusedemployeeperformancemanagementsystems
asacomprehensiveHRIScontextatapublichighereducationinstitutioninMalaysia.TheHRISwas
developedandimplementedfromscratch,andwasfullycommissionedin2012tomonitorfulfilment
oftheinstitution’sstrategicgoals.Nootherinstitutioninthehighereducationindustryinthecountry
usedasimilarsystematthetimeofdatacollection.Thesystemrecordsemployeeprofiledata,and
storesannualperformance informationat the institution.HRISdataareanalyzedperiodically to
monitortheinstitution’sprogressofmeetingitsstrategicgoals.

Population and Sample
ThepopulationwasdefinedasHRISusers(i.e.,academicoradministrativestaff)attheinstitution.Both
academicandadministrativestaffmembersusesimilarHRIStoaccesstheirprofilesandperformance
records.Theestimatedpopulationwas6,000.Conveniencesamplingwasusedtogatherdata,and

Figure 2. Research model
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responseswerevoluntary.Twohundredquestionnairesweredistributed,and103werereturned,with
asampledrawnfromadministrativeoffices,schools,andfacultymembersattheinstitution.

Instrument
A questionnaire that comprised eight sections was developed based on extant research.
SectionAincludeddemographics(i.e.,age,gender,academicqualifications,andoverallwork
experience). Section B measured information quality (i.e., information format, usefulness,
clarity,andquality),andSectionCmeasuredsystemquality(i.e.,easeofuse,features,usability,
andresponsiveness).SectionDincludedservicequalityitemstomeasuretheresponsiveness,
empathy, and competencies of the IT help desk. Sections E and F measured situational
normalityandstructuralassurance,andSectionGincludedusersatisfactionitems.Section
HmeasuredperceivedHRISbenefits.Table1showsthesourcesofmeasuresthatappeared
onthequestionnaire.

Theresearchersconductedapilotstudytotestthereliabilityofaninitialquestionnaire,
whichusedaLikert-type scale for items thatmeasured individualperceptions (5=strongly
agree,1=stronglydisagree,and3=aneutralresponse).Forty-twoacademicandadministrative
(non-academic) staff members selected from multiple faculties and schools were the pilot
study’sparticipants.Resultsdemonstrated thatmostparticipants selected themiddlepoint
on the scale, and therefore the scale was revised to have 6 points. The scale on the final
questionnairerangedfrom1(stronglydisagree)to6(stronglyagree).A6-pointscalewasused
tolimitrespondents’optionofavoidinganissueinsomecontexts(Weijtersetal.,2010).The
scaleappearsintheAppendix.

data Analysis
Statisticalsoftwarewasusedtogeneratedescriptivestatisticsforaprofileofrespondents.An
independentsamplest-testwascalculatedtodeterminewhethertherewasadifferencebetween
theacademicandadministrativegroups,withfindingssuggestingadifferenceforperceived
benefits, user satisfaction, situational normality, system quality, and information quality
(p<0.05).For thosefactors,administrators reportedhigherevaluations thanacademicstaff
membersdid.SubsequentanalysesusedpartialleastsquaresandSmartPLS(Ringle,Wende,
&Will,2005)toanalyzepathsandrelationshipsamongconstructs.Sincethisstudyexamines
aMalaysianhighereducationinstitution,responsesfromtheacademicandadministrativestaff
memberswereaggregated.

Table 1. Measures and sources of measures

Measure Source

Informationquality Shibly(2011);Chen&Cheng(2009)

Systemquality Shibly(2011);Chen(2010);Hartonoetal.(2007)

Servicequality Lin(2010)

Situationalnormality McKnightetal.(2011)

Structuralassurance McKnightetal.(2002)

Usersatisfaction Shibly(2011);Lin(2010)

PerceivedHRISbenefits Ulrich(1997)
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RESULTS

Profile of Respondents
Table2showsrespondents’profiles.Mostrespondentswereabovethirtyyearsold.Womencomprised
alargerportionofrespondents(55.3%),andacademicparticipantswerethemajority(67%).Most
respondentsheldmaster’sanddoctoraldegrees,andmorethan50%hadgreaterthan16yearsof
workexperience.

Partial Least Squares Analysis
Datawereanalyzedtoassessconvergentvalidity,whichisacceptable if loadingsofmeasures to
respectiveconstructsareatleast0.60(Bagozzi&Yi,1988;Kline,2005),compositereliabilities(CR)
ofallconstructsareabove0.6(Bagozzi&Yi,1988;Kline,2005),andaveragevariancesextracted
(AVE)areabove0.5(Fornell&Larcker,1981).Table3showstheloadings,compositereliabilities,
andaveragevariancesextracted.All itemsmet thecut-off loadings,andthereforenoitemswere
removed.Intervariablecorrelations(Table4)werethenexamined,withthesquarerootsoftheAVEs
greaterthancorrelations,suggestingthatconstructsrelatedmorecloselytotheirownmeasuresand
supportingdiscriminantvalidity(Kline,2005).Totestthehypothesizedrelationships,pathestimates
andt-statisticswerethencalculated(Table5andFigure3).

Table 2. Profile of respondents

Characteristics Item Frequency Percentage

Age

20–29 12 11.7

30–39 32 31.1

40–49 21 20.4

>49 38 36.9

Gender
Female 57 55.3

Male 46 44.7

Academic
Academic 69 67

Non-academic 34 33

Academicqualification

Bachelor’s 10 9.7

Certificate 10 9.7

Diploma 12 11.7

Master’s 25 24.3

Doctoral 45 43.7

Post-doc 1 1

Workexperience

<1 1 1

1–5 17 16.5

6–10 19 18.4

11–15 11 10.7

16–20 11 10.7

>20 44 42.7
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Table 3. Loadings, composite reliability, and average variance extracted

Construct/Item Code Item Loading CR AVE

PerceivedHRISbenefits
(PB)

PB1 0.85

0.979 0.745

PB2 0.88

PB3 0.893

PB4 0.862

PB5 0.865

PB6 0.822

PB7 0.839

PB8 0.82

PB9 0.859

PB10 0.89

PB11 0.858

PB12 0.893

PB13 0.88

PB14 0.863

PB15 0.882

PB16 0.854

Usersatisfaction(US)

US1 0.941

0.976 0.911
US2 0.956

US3 0.97

US4 0.95

Informationquality(IQ)

IQ1 0.805

0.907 0.709
IQ2 0.791

IQ3 0.905

IQ4 0.863

Systemquality(SQ)

SQ1 0.864

0.911 0.72
SQ2 0.852

SQ3 0.831

SQ4 0.847

Servicequality(SR)

SR1 0.745

0.901 0.696
SR2 0.853

SR3 0.831

SR4 0.90

Situationnormality(SN)

SN1 0.918

0.962 0.863
SN2 0.943

SN3 0.925

SN4 0.93

Structuralassurance(SA)

SA1 0.918

0.964 0.871
SA2 0.932

SA3 0.943

SA4 0.941
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Support for Hypotheses
User satisfaction correlated positively with perceived HRIS benefits (β=0.282; t-stat=2.545),
supportingH1and findings fromTamandOliveira (2017).H2asuggestsapositive relationship
betweeninformationqualityandusersatisfaction,withsupportfoundfortherelationship(β=0.133;
t-stat=1.991).H2bsuggestsapositiverelationshipbetweeninformationqualityandperceivedHRIS
benefits, but no evidence was found for the relationship (β=0.094; t-stat=1.018). H3a suggests
a positive relationship between system quality and user satisfaction, but the hypothesis was not
supported(β=0.055;t-stat=0.09).H3bsuggestsapositivecorrelationbetweensystemqualityand
perceivedHRISbenefits,butnosupportwasfoundfortherelationship(β=0.012;t-stat=0.135),which
isinconsistentwithMcKnightetal.(2017).H4asuggestsapositiverelationshipbetweenservice
qualityandusersatisfaction,butnosupportwasfound(β=-0.019;t-stat=0.237).H4bsuggestsa
positiverelationshipbetweenservicequalityandperceivedHRISbenefits,butthehypothesiswasnot
supported(β=-0.018;t-stat=0.167),whichisinconsistentwithUppaletal.(2017).H5asuggestsa
positiverelationshipbetweensituationnormalityandusersatisfaction,withsupportfound(β=0.651;
t-stat=6.568).H5bsuggestsapositiverelationshipbetweensituationnormalityandperceivedHRIS
benefits, and evidence supported the relationship (β=0.417; t-stat=2.436), which is consistent
withOforietal.(2017).H6asuggestsapositiverelationshipbetweenstructuralassuranceanduser

Table 4. Inter-variable correlations

1 2 3 4 5 6 7

1.PB 0.863

2.US 0.774 0.954

3.IQ 0.601 0.643 0.842

4.SQ 0.686 0.739 0.64 0.849

5.SR 0.606 0.647 0.55 0.606 0.834

6.SN 0.796 0.854 0.659 0.81 0.737 0.929

7.SA 0.609 0.633 0.431 0.635 0.608 0.647 0.933

Table 5. Summary of path estimates and support for hypotheses

H Path Beta SD t-Stat Support

1 Usersatisfaction→Perceivedbenefit 0.282 0.111 2.545 Yes

2a Informationquality→Usersatisfaction 0.133 0.067 1.991 Yes

2b Informationquality→Perceivedbenefit 0.094 0.092 1.018 No

3a Systemquality→Usersatisfaction 0.055 0.057 0.09 No

3b Systemquality→Perceivedbenefit 0.012 0.014 0.135 No

4a Servicequality→Usersatisfaction -0.019 -0.014 0.237 No

4b Servicequality→Perceivedbenefit -0.018 -0.006 0.167 No

5a Situationalnormality→Usersatisfaction 0.651 0.171 6.568 Yes

5b Situationalnormality→Perceivedbenefit 0.417 0.099 2.436 Yes

6a Structuralassurance→Usersatisfaction 0.132 0.079 1.658 Yes

6b Structuralassurance→Perceivedbenefit 0.124 0.09 1.372 No
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satisfaction,withsupportfound(β=0.132; t-stat=1.658),whichaccordswithOforietal. (2017).
H6bsuggestsapositiverelationshipbetweenstructuralassuranceandperceivedHRISbenefits,but
nosupportwasfoundfortherelationship(β=0.124;t-stat=1.372).Atotalof75.3%ofvariationin
usersatisfactionwasexplainedbyinformationquality,situationnormality,andstructuralassurance
ofinstitution-basedtrust.Thisfindingsuggeststhatindividualperceivedqualityofinformationin
HRIS,situationnormality,andstructuralassuranceinfluencesatisfactionwithHRISuse.Atotalof
67.9%ofthevariationinHRISbenefitswasexplainedbyusersatisfactionandsituationnormality.

dISCUSSIoN ANd CoNCLUSIoN

Summary of Findings
AdvancementintechnologyencourageddevelopmentandwidespreaduseofcomputerbasedHRIS.
HRIS is an enabler of greater productivity of the HR function and organizations. For decades,
measuringITbenefitswasaninterestofbothpractitionersandresearchers,butdespitemuchresearch
on the issue, HRIS implementation in higher education was rare, motivating this study, which
conceptualizesHRISimplementationassystemquality,informationquality,servicequalityofthe
helpdesk,structuralassuranceoftrust,andsituationnormalityoftrust.ThisstudycategorizesHRIS
implementationintosystemfactors(i.e.,informationqualityandsystemquality),humanfactors(i.e.,
HRIShelpdesk servicequality), and institution-based trust factors (i.e., situationnormalityand
structuralassurance).InfluencesareconceptualizedasusersatisfactionwithHRISandperceived
benefitsofHRIS.Perceivedbenefitsareconceptualizedasthecapabilityofaninformationsystem
tofulfilltheHRrolemodelsofadministration,strategy,employeechampioning,andchangeagents.

Figure 3. Path results
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Userswereselectedfromacademiciansandnon-academiciansataMalaysianhighereducation
institution.UsersatisfactionwithHRISwasanessentialfactorofperceivedHRISbenefits.Users
satisfiedwithHRISreportedthatHRISenableschangeinaneducationalinstitution,alignsHRand
organizationalstrategies,improvesHRmanagement,andenhancesproductivity.Thisstudysupports
theroleofsystemfactorsininformationqualityonusersatisfaction;usersaremoresatisfiedwith
HRISwhenitisperceivedashighquality,itmeetsexpectations,andinteractionswiththeHRISare
satisfying.UserswhodonotregardHRISashighqualitydonotfeelsatisfiedwiththeirinteractions
withHRIS.Institution-basedtrust(i.e.,situationnormalityandstructuralassurance)predictsuser
satisfaction;usersaremoresatisfiedwithHRISwhentheyarecomfortableworkingwithit,feelgood
abouthowthingsgowhentheyuseit,feelconfidentthattherightthingswillhappenwithuseofit,
andthinkthatthingswillbefinewhentheyuseit.UsersaremoresatisfiedwithuseofHRISwhen
theyreceiveassurancethatithasadequatesafeguardstokeeptheirperformancedataprivateand
thatconfidentialdataaresafe.Foruserstoperceivethatitprovidesbenefits,HRISmustensurethat
usersaresatisfiedwiththesystemandtheyperceiveitsimplementationaccordswithproperorder
andisfavorabletotheusers.UsersdissatisfiedwithHRISdonotperceiveitsbenefits.Thisstudy
didnotsupportaninfluenceofhumanfactorsofHRISimplementationonitsoutcomes,suggesting
thathumanfactorsmightincludeotherelementsnotcapturedinthestudy.However,findingsanswer
theresearchquestionandfulfilltheobjectiveofdevelopingamodelandtestingrelationshipsthat
explaintheimplementationandinfluencesofHRIS.

Contributions to Theory and Practice
Fromatheoreticalperspective,thisstudyidentifiesusersatisfactionwithHRISandperceivedbenefits
asHRISinfluences.Researchcorroboratesthecapabilityofthefour-rolemodelHRfunctionwhen
explainingHRISperceivedbenefitsinahighereducationcontext.Thisstudydevelopsatheoretical
modelthatexplainsusers’satisfactionwithHRISandperceivedHRISbenefitsinhighereducation.
It supports the role of system and institution-based trust factor as HRIS implementation factors
whenexplainingHRISinfluences.Contrarytoextantfindings,onlyinformationquality,situational
normality,andstructuralassurancepredictedusersatisfactionwithHRIS,andonlyusersatisfaction
withHRISandsituationnormalitycorrelatedwithperceivedbenefits.

Fromapracticalperspective,thisstudycorroboratestheroleofHRISintheHRfunction,especially
regardingdischargingadministrativeroles,strategicroles,employeechampioning,andchangeagents.
Thisstudyprovidesameansforexecutivestomeasureinformationsystemsandperceivedbenefitsfrom
anHRperspective.Sincethemeasuresdemonstratedinternalconsistency,theycanbeadaptedtoother
organizationalsettings,includinglargecorporateenvironments.FortheHRfunctiontodischargeitsrole,
HRISmustallowacademicandnon-academicemployeestoself-serve.Theroleofinstitution-basedtrust
cannotbeemphasized.HRISdevelopersshouldconcurrentlyprovideassurancesofsystemfactorsby
makingqualityinformationavailabletousersandensuringthatusers’privatedataremainsafe.Byassuring
continuedproductivitywithHRISimplementationwhileequallymanagingemployees’developmentand
performance,policy-makersshouldensurethatproceduresarecompatiblewithHRISuse.

Limitations and Future Research
Thesamplesizeof103participantswassmall.Conveniencesamplingwasused,andhencefindingscannot
begeneralizedtothepopulation(Sekaran,2006).ThestudywasalsoconductedinasingleMalaysian
educationinstitutionatonepointintime.Theselimitationssuggestopportunitiesforfutureinvestigations.
Futureresearchshouldapply,adapt,andtesttheinstrumentandmodelforitsapplicabilityinalarge
corporateenvironment.Researchshouldalsouselargersamplesacrossvarioushighereducationinstitutions.
Anexaminationusingalargernumberofparticipantsmightidentifydisparitiesinrelationshipsbetween
academicandadministrativeparticipants.Longitudinaldesigns thatdrawonbalancedproportionsof
academicandadministrativeparticipantsmightsuggestdifferencesacrosssamples.Qualitativeinterviews
shouldalsobeusedtogaininsightsintodifferencesbetweenacademicandadministrativeparticipants.
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APPENdIX: SURVEy ITEMS

Informationquality(IQ)
IQ1.TheHRISoutputispresentedinausefulformat.
IQ2.TheHRISprovidesmewiththeinformationatthetimeIneedittomanagemyperformance.
IQ3.TheHRISprovidesinformationthatiscleartome.
IQ4.TheHRISprovidesmewithalltheinstructionsthatIneed.

Systemquality(SQ)
SQ1.TheHRISiseasytouse.
SQ2.TheHRIShasgoodinteractivefeatures.
SQ3.TheHRISrespondsquickly.
SQ4.TheHRISworkswell.
SQ5.TheHRIShasnothadtechnicalproblems.

Helpdeskservicequality(SR)
SR1.ThehelpdeskofHRISispromptinrespondingtomyqueries.
SR2.IcanspeakwithahelpdeskrepresentativeincaseIhaveproblemswiththeHRIS.
SR3.WhenIlogintoHRISIfeelsecurethatthesysteminstilsconfidenceinme.
SR4.ThehelpdeskrepresentativesunderstandtheneedsofHRISusers.

Situationnormality(SN)
SN1.IamtotallycomfortableworkingwiththeHRIS.
SN2.IfeelverygoodabouthowthingsgowhenIusetheHRIS.
SN3.IalwaysfeelconfidentthattherightthingswillhappenwhenIuseHRIS.
SN4.ItappearsthatthingswillbefinewhenIutilizeuseHRIS.

Structuralassurance(SA)
SA1.TheHRIShasenoughsafeguardstokeepmyperformancedataprivate.
SA2.IfeelassuredthattechnologicalstructuresinHRISadequatelyprotectmefromproblems

(e.g.unauthorisedpersonviewingmyperformancedata)withtheHRIS.
SA3.IfeelconfidentthattechnologicaladvancesofHRISmakeitsafeasasecuresiteforme.
SA4.Ingeneral,theHRISisnowarobustandsafesystemtostoremyperformancedatainit.

Usersatisfaction(US)
US1.TheHRISisofhighquality.
US2.TheHRIShasmetmyexpectations.
US3.MyinteractionwiththeHRISisverysatisfying.
US4.Overall,IamsatisfiedwithusingtheHRIS.

Strategicbenefits
PB1.IfeelHRISaidsinimplementingourfaculty/schoolstrategieseffectively.
PB2.IfeelHRIShelpstodefineourfaculty/schoolstrategies.
PB3.IfeelHRIShelpsustofulfillingourfaculty/schoolstrategicgoals.
PB4.IfeelHRIShelpsustoalignhumanresourcestrategieswithourfaculty/schoolstrategies.

Administrativebenefits
PB5.IfeelHRISsupportstheHRprocessesinourfaculty/school.
PB6.IfeelHRISimprovesproductivitybyreducingthecycletimeofadministrationprocesses

inourfaculty/school.
PB7.IcanmonitortheadministrativeprocessesofmyperformanceintheHRISefficiently.
PB8.Ithinkadministrationprocess(e.g.documentation,workflowetc.ofmyperformance)have

beenimprovedbyusingtheHRIS.
Changeandtransformationbenefit

PB9.IfeelHRIStakespartininitiatingchangeinourorganisationalculture.
PB10.TheHRIShelpsmetoadapttochangesandissuesinmyfaculty/school.
PB11.IbelievetheHRIShelpstomakechangeshappeninmyfaculty/school.
PB12.IfeeltheHRISactivelyparticipatesinourorganisationalrenewal,changeandtransformation.
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Employee’scontributionbenefit
PB13. I believe the HRIS improves the level of my commitment to the faculty/school and

university.
PB14.IfeeltheHRISpoliciesrespondtomypersonalneeds.
PB15.IfeeltheHRIShelpsmetomeetmypersonalneeds.
PB16.TheHRISisdesignedinawaytocareaboutmypersonalneeds.


