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Cloud financial accounting informatization is a product of the combination of accounting
work and information technology, a current demand for financial information management
in the new era, and a necessary means for enterprises to enhance their core
competitiveness. Therefore, this study is based on DelLone and MclLean’s information
system success model, and through theoretical interpretation and derivation, we
integrate satisfaction and trust in relationship quality to measure the impact of users’
intention to continue using the cloud financial accounting system. A sample of 289
faculty and finance staff with experience in using cloud financial accounting systems was
used to test the hypotheses using Partial Least Squares (PLS). The results of the study
showed that (1) user participation had a significant positive impact on satisfaction with the
system quality, information quality, and service quality of the cloud financial accounting
system; (2) the system quality and service quality of the cloud financial accounting system
had a significant positive effect on user trust; and (3) the quality of the cloud financial
accounting system had a mediating effect on intention to continue using the system
through satisfaction and trust. Since there is a lack of research on the antecedents and
outcomes of user linkage to cloud financial accounting systems in the literature, especially
the empirical results on the mediation relationship from the perspective of relationship
quality. Therefore, this study can fill above mentioned research gap and provide specific
recommendations for sustainable management practice.

Keywords: relationship quality, cloud financial information system, information quality, system quality, service
quality, partial least squares

INTRODUCTION

Due to the rapid development of information technology, the transmission and management
of information has become more complex and time-sensitive, and enterprises and government
departments have been implementing various information management systems to enhance
operational efficiency and organizational effectiveness (Banker and Kauffman, 2004). Cloud
financial accounting informatization is a product of the combination of accounting work and
information technology, and it is also a current demand for financial information management
in the new era, and a necessary means for enterprises to enhance their core competitiveness (Wang
et al,, 2019). With the gradual popularization of big data technology, on the one hand, it provides
new development opportunities for cloud financial accounting informatization, and on the other
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hand, it also brings information security issues. Enterprises need
to sustainably explore the potential risk prevention for cloud
financial ac-counting informatization in the era of big data to
promote the stable and comprehensive development of enterprise
financial accounting informatization (Wang et al., 2019).

In the current context of information technology, many
companies sign sales contracts with customers through computer
networks, thus forming digital sales contracts. The finance
staff can verify the authenticity of the customer’s identity by
examining the validity and legality of the contract. Unlike
traditional paper-based contracts, electronic contracts are
digitally stored in such a way that various documents and books
of accounts cannot be directly identified by the human eye and
need to be examined with the help of a computer (Dai and
Vasarhelyi, 2017; Song et al., 2018). In addition, when finance
staff query the results of business processing, sometimes they can
only query the results of business processing, and it is difficult
to find the source of the business, and the inability to determine
the reliability of the source of the business will increase the
risk of cloud financial and accounting information work. In the
cloud financial accounting information work, if the financial staff
modify the financial information due to operational errors, it is
often difficult to verify.

The financial accounting system to the cloud version, its
conversion process is bound to cause users in the use of
the positive and negative views, mainly because the original
system if the stand-alone version, to the cloud version can be
operated in places where there is a network, you can work
at home, however, the cloud version is not necessarily more
stable than the stand-alone version, and must have a network
to operate, there is the problem of network connection speed,
and applicable to more objects once the hardware and software
systems must be strengthened, the investment costs are bound
to be considerable. Costly failures on the implementations of
information systems continued to be reported in the prior
empirical studies (Bourne, 2005; Gargeya and Brady, 2005).
In the context of changing and updating information system
requirements, organization members must have positive feelings
about the information quality, system quality, and service quality
features provided by the information system in order to be willing
to use it continuously (Roky and Al Meriouh, 2015; Hariguna
et al,, 2017; Aldholay et al., 2018; Verma et al., 2018; Jeyaraj,
2020). Therefore, it is important to study how to make the
cloud financial accounting system work successfully, enhance the
satisfaction and trust of members and bring overall benefits to
the organization.

With the advancement of technology, the service industry
has gradually shifted from a service type that requires a high
degree of interpersonal contact in the early days to a service type
with a lot of technological intervention, and the type of service
contact has also changed. Early research on service encounters
focused on the dynamics and characteristics of service worker-
customer interactions; in recent years, prior studies have actively
explored the important role of technology in service encounters
(Bitner et al., 2000; Dabholkar and Bagozzi, 2002; Chen et al.,
2009; Lin et al.,, 2011). Although technology involved services
have become common, it does not mean that technology access is

widely accepted by the public. Therefore, the continued adoption
of cloud financial accounting systems by users can be considered
a fundamental issue for the success of the platform, especially
in today’s competitive enterprise resource planning industry,
where users can quickly change their preferred service provider
in a cost-effective manner. In addition, since cloud financial
accounting systems not only require continuous use by users, but
also rely on their trust in the information provided by the system.

In the current business context, enterprises are increasingly to
implement information systems to fulfill long-term competitive
advantage, performance growth, and opportunities to ensure
sustainable success (Ghobakhloo and Tang, 2015; Al-Okaily et al.,
2020). Implementing information systems into enterprises can
furnish extensive benefits, especially for developing countries
(Solaymani et al, 2012). In effect, some recent studies have
shown that enterprises in developing countries are investing
substantially in information systems to sustain their competitive
position (Tang and Ghobakhloo, 2013; Ghobakhloo and Tang,
2014). Reviewing the past literature, the information systems
success model (DeLone and McLean, 2003) provided the
direction of academic and practical research in information
systems success performance measurement and causality model
to explain the impact and evaluation of information system
quality on user satisfaction and trust (Roky and Al Meriouh,
2015). Therefore, this study adopts the information system
success model from DeLone and McLean’s (2003) to investigate
the technical (information quality, system quality, and service
quality) and relevant factors (satisfaction, trust, and continuance
intention) as the main axes of the study.

THEORETICAL BACKGROUND AND
LITERATURE REVIEW

Information System Quality
DeLone and McLean (1992) proposed six components to
evaluate a successful information system: system quality,
information quality, use, user satisfaction, individual im-
pact, and organizational impact. To evaluate the success of
information system operations, this evaluation model should
include the quality characteristics of the information system
itself (i.e., system quality), the quality of the information
system output (i.e., information quality), the consumption of
the information system output (i.e., use), the response of in-
formation system users to the information system (i.e., user
satisfaction), the impact of the information system/information
technology on user behavior (i.e., individual impact), and the
impact of the information system on organizational performance
(i.e., organizational impact). performance (i.e., organizational
impact). System quality and information quality influence
positively the users’ usage and satisfaction of the information
system, and the users’ usage and satisfaction affect each other
and then affect their personal behavior, which in turn affects the
performance of the organization.

After DeLone and McLean (1992) developed Information
Systems Success Model, many scholars have adopted this
model to explore the issue of organization-led information
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FIGURE 1 | Information system success model (DelLone and MclLean, 2003).

systems (Seddon and Kiew, 1996; Myers et al., 1997; Seddon,
1997; Kulkarni et al, 2006). Pitt et al. (Pitt et al., 1995)
conducted a survey on service quality of information systems
and found that changing the attitude of information department
personnel, changing the attitude of information system users,
setting expectations of information personnel, improving
communication with customers, and improving information
system services (ie., customer- and user-oriented) would
improve the service quality of information systems. Service
Quality and Continuity of Use: The importance of service quality
in information systems has also been identified in empirical
studies by several scholars (Kettinger and Smith, 2009). In 2003,
DeLone and McLean supplied the service quality as a component
and modified the model to include system quality, information
quality, and service quality as dimensions affecting the user
satisfaction and successful usage of the information system, as
subsequent indicators to illustrate the success of the information
system from a cause-and-effect perspective. System benefits
are also assessed by the feedback relationship between system
usage, user satisfaction and system benefits, and are considered
as indicators of the success framework of the information system
(as shown in Figure 1).

When users are satisfied with the system quality and
information quality of the in-formation system, it is beneficial
to individual performance, and through the use of the
system, it can promote the efficiency and ability of work,

and individual efficiency improvement leads to enhance
organizational development. Most of the previous studies
examined the effectiveness of information systems from a
product perspective, ignoring the service quality factor (Pitt et al.,
1995). Subsequently, DeLone and McLean (2003) proposed a
revised information systems success model to address the queries,
criticisms, and extensions of the 1992 model in other studies, and
added a “service quality” dimension in response to changes in
the information systems environment, especially the emergence
and rapid development of e-commerce. The usefulness of this
updated information success model is evaluated by the e-business
system, and the feedback relationship between system usage, user
satisfaction, and net benefits is used to estimate the information
effectiveness, which is considered as the success indicator of the
information processing system.

Relationship Quality

Relationship quality is a critical issue that is often discussed
and studied in relationship marketing. Crosby et al. (1990)
define relationship quality as a comprehensive assessment of
the strength of the relationship between buyer and seller that
meets both their needs and expectations. These needs and
expectations are based on the past successes and failures of
both buyers and sellers, and good relationship quality can
re-duce service uncertainty. Although relationship quality has
since been summarized as the treatment of intangible values,

Frontiers in Psychology | www.frontiersin.org

August 2021 | Volume 12 | Article 713353


https://www.frontiersin.org/journals/psychology
https://www.frontiersin.org
https://www.frontiersin.org/journals/psychology#articles

Li and Wang

Information System Quality on Continuance Intention

. DL T pmt—m" "y i —" e Rl AN
[
| Information System Quality : i e e e s N
| /
I : I Relationship Quality :
| | I I
: Information Quality | : :
| |

. . |

: Satisfaction I
I I I .
| - lit I | Continuance
' ystem Quality ' | Intention
| ' Y |
|
' |
I Trust |
: Service Quality | : |
| | \ R o e e ot i Xl ¥ P 7 ,
' |
' )

N P

FIGURE 2 | Research framework.

it does not embody the true meaning of relationship quality.
However, as the research progresses, based on the study of
the relationship between relationship quality and relationship
benefits and their derivative behaviors, it is concluded that
relationship quality is an appropriate level of satisfying the needs
of the customer relationship. Based on the synthesis of current
studies, relationship quality is defined as a high-level structure
that contains various positive relationship outcomes, reflecting
the influence of the relationship and the level of satisfaction of
the relationship’s needs and expectations.

Further, Hennig-Thurau and Klee (1997) demonstrate that
relationship quality and product quality share the same concept
and can both be considered as the degree to which consumer
needs are met. In summary, relationship quality is a high-level
concept that combines multiple positive relationship outcomes
and reflects the overall strength of a relationship while meeting
expectations and needs (Smith, 1998).

In recent years, the rapid development of the relevant research
on the relationship between information system users and
organizations. Among them, relationship quality is seen as an
important mediating factor in inter-firm relationships (Chen,
2012; Chen et al., 2013b, 2014; Masri et al., 2020). Since there are
many factors involved in the quality of corporate relationships,
it is especially important to have multiple points of contact and
key relationships between the two sides of the transaction in
the process of developing closer relationships with customers.
Although there is still debate in the past literature on how
to measure relationship quality metrics, the current literature
discusses at least two metrics in general, namely customer
satisfaction and trust (Lin and Ding, 2009; Lin et al., 2011;
Chen, 2012; Chen et al., 2013b, 2014; Masri et al., 2020).
Therefore, this study uses two indicators of user satisfaction and
trust in the cloud financial accounting system to measure the

attitude of customers toward the financial accounting system,
that is, the extent to which users perceive the quality of the
relationship with the cloud financial accounting system. The two
dimensions of satisfaction and trust in the relationship quality are
described below.

Satisfaction

Satisfaction refers to the degree to which customers feel happy
or disappointed with the product expectations, that is, if the
goods or services provided by the company can be greater
than what customers expect, then customer satisfaction can be
increased. After the implementation of an information system,
enterprises, or organizations often use various methods to
evaluate the benefits of the system in order to fully understand
its use. However, there are many factors used to estimate the
performance of system implementation. In recent years, in the
field of information system usage, the most common factors
used to measure system implementation results include user
satisfaction, system usage, user involvement, user acceptance,
etc. Among them, user satisfaction is the most widely accepted
and used factor (Hennig-Thurau and Klee, 1997; DeLone and
McLean, 2003; Woodroof and Burg, 2003; Liao et al., 2007; Chen
et al., 2009, 2013a; Chen and Lin, 2019).

Trust

In any relationship, trust is inevitably an important part
of the relationship. Trust between two individuals is what
makes a relationship sustainable and long-lasting. Trust is a
necessary factor for building forceful market share and customer
relationships (Urban et al., 2000). Before gaining the loyalty
of customers, it is necessary to gain their trust (Reichheld and
Schefter, 2000). The first field of research on trust is psychology,
where psychologists investigate whether trust has an impact on
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interpersonal relationships. Trust is a concept often used in
relationship marketing (Dwyer et al., 1987). Morgan and Hunt
(1994) define trust as when a party to a transaction has confidence
in the reliability and integrity of its counterparty, while Moorman
et al. (1993) define trust as the willingness to rely on a confident
counterparty in an exchange relationship and to have confidence
in it, both of which mention the importance of the concept
of confidence; therefore, in the transaction process, trust is
generated because the buyer has confidence in the counterparty,
which leads to the completion of the transaction. Trust is an
important medium of connection between two individuals, and
its existence can reduce the risk of mutual cooperation and ensure
future benefits (Chow and Holden, 1997). Moorman et al. (1993)
defined trust as the willingness to rely on a partner one trusts.

Continuance Intention

The adoption of information systems has been one of the most
common measures of information system success, especially as
a behavioral proxy for information system effectiveness. In the
literature related to information system behavior, ECM is often
used to assess and measure consumer satisfaction with a product
or service and as an infrastructure for post-purchase behavior
(Bhattacherjee, 2001). In recent years, many different studies
have attempted to investigate the continuous use of information
systems or evaluate the performance of in-formation system
use in different contexts, including E-learning (Lin, 2011, 2012),
mobile banking (Chen, 2012; Zhou, 2013), online shopping (Al-
Maghrabi and Dennis, 2011; Lu et al., 2017), educational services
and knowledge sharing (Fang and Chiu, 2010; Cheng et al., 2015),
adoption of e-books (Chen et al., 2018), adoption of wireless
technologies and mobile networks (Chen et al., 2013a), adoption
of social networking sites (Kim, 2011; Chen et al., 2012; Chen and
Lin, 2019), and Enterprise Mobile Applications, among others.
Therefore, in this study, the relationship between satisfaction
of using cloud financial accounting system and continuous use
intention was included in this research model.

Prior studies applied continuance intention as dependent
variables because an effective and efficient quality improvement
for continuance intention requires the understanding of specific
quality dimensions that considerably influence continuance
intention because service quality has multiple dimensions
(Park et al., 2012; Kim et al., 2019). Therefore, this research
evaluates the enhancement of an influential quality dimension
improves continuance intention more effectively and efficiently
than enhancing a less influential one from information system
success perspective.

RESEARCH METHODOLOGY

Research Hypotheses Development

In the research field of information systems and information
technologies, information quality, system quality, and service
quality are often considered as the result of the use of a
system. Thus, information quality can be considered as the
ability of a financial accounting system to handle information
in terms of accuracy, timeliness, relevance, completeness, and
understandability (DeLone and McLean, 2004), while system

quality is the ability of a system to be reliable, responsive, and
flexible to maintain the operation of a cloud financial accounting
system (Seddon, 1997); and service quality represents the overall
service quality is the overall ability of a financial accounting
system to provide good service (Pitt et al., 1995). According
to DeLone and McLean (2003), information quality, system
quality, and service quality have a positive impact on user
satisfaction. Melchor and Julidn (2008) followed the IS success
model to measure decision information systems and found that
information quality and system quality were influential factors in
decision satisfaction. In addition, Negash et al. (2003) found that
information quality and system quality had a positive effect on
user satisfaction, but service quality didn’t provide the significant
effect on user satisfaction. Lee et al. (2007) found the direct
effect of information quality and service quality on trust in a
sample of 233 SMEs with ASP service experience, and Lee and
Chung (2009) confirmed the significant effect of information
quality and system quality on trust in an empirical study of
mobile payment.

On the other hand, the information system model of DeLone
and McLean (2003) is one of the most distinguished in the
IS field (Petter et al., 2008). Prior research also indicated the
information system model of DeLone and McLean (2003) can
be used to evaluate accounting information system success (Al-
Hattami, 2021). In this vein, cloud financial information system
can be counted as information system, where information
system quality is an important aspect of accounting information
system. Through the above discussion, this study establishes the
following hypotheses:

H1: Information
on satisfaction.
H2: Information quality has the positive impact on trust.
H3: System quality has the positive impact on satisfaction.
H4: System quality has the positive impact on trust.

H5: Service quality has the positive impact on satisfaction.
Heé: Service quality has the positive impact on trust.

quality has the positive impact

Bhattacherjee (2001), in a study on the intention of continuous
use of information systems, states that the satisfaction level that
results from actual use will determine whether the user continues
to use the system or not. Through the empirical results of ECM,
we can find a link between satisfaction and continuance intention
(Thong et al., 2006; Lee, 2010; Chen et al,, 2013a; Li et al,
2019; Ruangkanjanases et al., 2020). In addition, previous related
studies point to a positive relationship between satisfaction and
trust (Flavidn et al., 2006; Sanchez-Franco et al., 2009; He et al.,
2012; Moreira and Silva, 2015). Therefore, through the above
discussion, we deduced that H7 and H8 of this study:

H?7: Satisfaction has the positive impact on trust.
H8:  Satisfaction has the positive
continuance intention.

impact on

Chen et al. (2014) showed that users’ trust level in adopting
information systems positively influences the intention to
continue using them. Previous scholars have also demonstrated
in mobile payment service studies that persistent usage intention
is significantly influenced by user trust (Zhou, 2013; Cao et al.,
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2018; Handarkho, 2020). Through the above empirical results,
the H9 of this paper is as follows:

H9: Trust has the positive impact on continuance intention.

According to the discussion of hypotheses development, we
proposed our research model and summary of research
hypotheses (as shown in Figure 2 and Table 1). This study was
conducted by three stages to develop the measurement items.
First, the questions in this study were designed with reference
to the relevant literature and were revised by three experts in
the field and a professional consultant with knowledge of cloud
financial accounting systems after the design was completed.
Second, the structure and content of the questionnaire were
designed based on domestic and foreign literature, re-search
frameworks and their operational definitions, and the Likert
seven-point scale was used to explore the information system
measurement structure from the perspective of system users
to measure the attitude and current situation of using cloud
financial ac-counting systems. The questionnaire design consists
of six main components. Information system quality is primarily
a measure of what users of a system consider to be a successful
information system. The factors analyzed by Lee et al. (2007)
for system, information, and service quality dimensions were
used as benchmarks to investigate the impact of the “information
system measurement dimensions” of system quality, information
quality, and service quality on satisfaction and trust. Satisfaction
measurement items are mainly used to measure system users’
satisfaction with using the cloud financial accounting system
refers to the views of scholars such as Bhattacherjee (2001)
and Limayem et al. (2007). The measurement items of trust
and intention to continue using the system are mainly from
Chen et al. (2013b). Third, this study was conducted in China
to collect data and questionnaires from instructors and finance
staffs who had used the cloud financial accounting system for
reimbursement in the past. Five universities in China, having
implemented cloud financial accounting systems accessible to all
faculty members, agreed to participate voluntarily in the research.
The subjects were those who owned the usage experiences of
cloud financial accounting information systems 2 years at least,
rather than those without usage experience, to ensure the external
validity of this research. The investigation was issued using an
online instrument in the spring and fall semesters of 2020. A total
of 326 questionnaires were collected, and 289 valid respondents
were returned after deducting 37 invalid questionnaires.

EMPIRICAL DATA ANALYSIS RESULTS

In this study, Partial Least Square (PLS) was applied to evaluate
our proposed model and SmartPLS 3.3.3 was used as the analysis
tool (Ringle et al., 2015). Fornell and Bookstein (1982) showed
that PLS is a highly suitable method for dealing with complex
causal relationships. Partial Least Square is highly practical and
superior to the general linear structural relationship model
analysis techniques and is more lenient on the assumption of
multivariate normal distribution, and sample size of the variables
that must be met (Hair et al., 2016; Lin et al., 2020). In order

TABLE 1 | Research hypotheses.

Research hypothesis Direction Source

description

H1: Information quality has the INQ — SAN Lee et al., 2007; Fang

positive impact on satisfaction et al., 2011; Aparicio
etal, 2017

H2: Information quality has the INQ — TR Lee et al., 2007; Zhou,

positive impact on trust 2013

H3: System quality has the SYQ — SAN Lee et al., 2007; Fang

positive impact on satisfaction et al., 2011; Aparicio
etal., 2017

H4: System quality has the SYQ — TR Lee et al., 2007; Zhou,

positive impact on trust 2013

H5: Service quality has the SERVQ — SAN Lee et al., 2007; Fang

positive impact on satisfaction et al., 2011; Aparicio
etal, 2017

H6: Service quality has the SERVQ — TR Lee et al., 2007; Zhou,

positive impact on trust 2013

H7: Satisfaction has the positive SAN — TR Flavian et al., 2006; He

impact on trust etal, 2012

H8: Satisfaction has the positive SAN — CINT Bhattacherjee, 2001; Hsu

impact on continuance intention et al., 2006; Liao et al.,
2007; Chen et al., 2014;
Ma et al., 2019

H9: Trust has the positive impact TR — CINT Zhou, 2013; Chen et al.,

on continuance intention 2014; Cao et al., 2018;

Handarkho, 2020

INQ, information quality; SYQ, service quality; SERVQ, service quality; SAN, satisfaction;
TR, trust; CINT, continuance intention.

to find the stability of each variable estimation, a bootstrap
resampling procedure was used with 5,000 cycles (Hair et al,
2012). Therefore, PLS was used to analyze hypotheses 1-9 and
to examine the effect of mediation.

Outer Model Estimation

This study assessed the construct validity of the selected
measures in relation to the constructs, and the validation factor
analysis will help to further examine the convergent validity and
discriminant validity of the scales. Before estimating construct
validity, this study performed Harman’s single-factor test to
detect the potential influence from the estimation of exploratory
factor analysis (EFA) with all the variables produces eigenvalues
whether the first factor accounts for higher than 50% of the
variance among variables (Podsakoft and Organ, 1986; Podsakoft
et al., 2003). The EFA test of our data indicated the first factor
accounted for 25% of the total variance. The results also showed
that each principal component explained similar amounts of the
total variance of 69.1%, ranging from 10.5 to 19.2%. This result
revealed that our data did not suffer seriously from common
method bias. In this study, Cronbach’s alpha, composite reliability
(CR), rho A, and average variance extracted (AVE) were used to
assess the internal consistency of the constructs. According to
Fornell and Bookstein (1982) and Fornell and Larcker (1981),
the CR and AVE values should be higher than 0.60 and 0.50.
In the present study, the CR values ranged from 0.84 to 0.93,
and the AVE values ranged from 0.64 to 0.82 (as shown in
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TABLE 2 | Convergent validity.

TABLE 4 | Discriminant validity.

Construct Cronbach’s rho_A Composite Average
alpha reliability variance
extracted (AVE)
Information quality 0.732 0.773 0.844 0.644
System quality 0.861 0.862 0.916 0.783
Service quality 0.832 0.854 0.887 0.664
Satisfaction 0.887 0.893 0.930 0.817
Trust 0.717 0.718 0.841 0.639
Continuance intention 0.805 0.814 0.885 0.720
TABLE 3 | Confidence intervals of correlations.
Pairs of correlation Correlation Lower bound Upper bound
of Cl (2.50%) of Cl 97.50%
(INQ, SYQ) 0.297 0.189 0.411
(INQ, SERVQ) 0.260 0.163 0.364
(INQ, SAN) 0.347 0.26 0.443
(INQ, TR) 0.595 0.521 0.67
(INQ, CINT) 0.501 0.426 0.581
(SYQ, SERVQ) 0.321 0.208 0.431
(SYQ, SAN) 0.422 0.308 0.534
(SYQ, TR) 0.493 0.388 0.589
(SYQ, CINT) 0.370 0.251 0.484
(SERVQ, TR) 0.498 0.411 0.585
(SERVQ, SAN) 0.531 0.445 0.613
(SERVQ, CINT) 0.499 0.409 0.586
(SAN, TR) 0.714 0.65 0.773
(SAN, CINT) 0.793 0.739 0.841
(TR, CINT) 0.763 0.705 0.818

Cl, confidence interval; INQ, information quality; SYQ, service quality; SERVQ, service
quality; SAN, satisfaction,; TR, trust; CINT, continuance intention.

Table 2). In addition, both Cronbach Alpha and rho A are higher
than the previous scholars’ requirements for internal consistency
(Nunnally and Bernstein, 1994; Dijkstra and Henseler, 2015).
From the above results, all four indicators are higher than the
above criteria, indicating a high level of internal consistency in
the measurement of the dimensions about this research.

The purpose of the discriminant validity analysis was to
verify whether there were significant differences between the
two different constructs. In this study, three methods were used
to verify the discriminant validity. First, we checked whether
the correlation coeflicients between all potential constructs were
significantly smaller than 1. As the results of the analysis in
Table 3 show, none of the confidence intervals (correlation
=+ two standard errors) contained 1, indicating that they had
discriminant validity (Bagozzi and Yi, 1988). Secondly, according
to Fornell and Larcker (1981) and Hair et al. (2013), the diagonal
element is the square root of the AVE for each construct and
the criterion of discriminant validity is satisfied if any diagonal
element is larger than the horizontal and vertical elements of the
lower triangular matrix (i.e., the correlation coeflicient between
two constructs) (as shown is Table 4). Third, as shown in Table 5,

Construct INQ SYQ SERVQ SAN TR CINT
Information quality 0.803

System quality 0.297 0.885

Service quality 0.260 0.321 0.815

Satisfaction 0.347 0.422 0.531 0.904

Trust 0.595  0.493 0.498 0.714  0.799
Continuance intention  0.501 0.370 0.499 0.793 0.763 0.848

INQ, information quality; SYQ, service quality; SERVQ, service quality; SAN, satisfaction;
TR, trust; CINT, continuance intention.

TABLE 5 | Factor loadings and cross loadings.

Indictor Information System Service Satisfaction Trust Continuance

quality quality quality intention
INQ1 0.707 0.120 0.082 0.132 0.321 0.268
INQ2 0.875 0.344 0.213 0.303 0.532 0.459
INQ3 0.816 0.211 0.281 0.346 0.530 0.436
SYQ1 0.273 0.903 0.276 0.401 0.438 0.310
SYQ2 0.239 0.895 0.300 0.378 0.401 0.359
SYQ3 0.276 0.857 0.277 0.340 0.469 0.314
SERVQ1 0.230 0.294 0.846 0.558 0.440 0.484
SERVQ2  0.182 0.304 0.854 0.451 0.415 0.420
SERVQ3  0.212 0.262 0.848 0.399 0.404 0.391
SERVQ4  0.232 0.161 0.703 0.268 0.358 0.301
SAN1 0.285 0.328 0.490 0.875 0.633 0.690
SAN2 0.356 0.387 0.547 0.942 0.698 0.752
SAN3 0.297 0.431 0.394 0.893 0.600 0.706
TRA1 0.398 0.341 0.493 0.604 0.807 0.543
TR2 0.519 0.554 0.375 0.589 0.769 0.554
TR3 0.504 0.289 0.335 0.523 0.821 0.723
CINTH 0.374 0.319 0.496 0.722 0.576 0.825
CINT2 0.359 0.339 0.343 0.589 0.602 0.823
CINT3 0.529 0.290 0.425 0.701 0.754 0.895

the indicator loadings of each item on its own construct (in
bold) are larger than the cross-loadings formed by the items and
the other construct. This result indicates that there is acceptable
with the effect of discriminant validity of the questions used
in the two constructs of this study (Chin, 1998; Hair et al,
2016).

Inner Model Analysis

This section focuses on the analysis of the internal model,
using SmartPLS 3.3.3 software to analyze and validate the causal
relationships between the potential variables of the structural
model and to investigate the explanatory power of the model
using R? judgments (Pavlou and Fygenson, 2006). The R?-value
is the percentage of variance explained by exogenous variables
to endogenous dimensions and demonstrates the predictive
power of our proposed model, ranging from 0 to 1. The larger
the R%-value, the better the explanatory power of the model.
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FIGURE 3 | Inner model path coefficients and significant level. *p-value < 0.05; ***p-value < 0.001.
According to the nine hypotheses proposed in the research ~ TABLE 6 | Inner model analysis result.
framework and the results of the overall pattern relationship . - -

. . C e .. . Path direction Standardized path Standard T-statistics P-values

path check presented in Figure 3 (statistically significant as solid - L
. - . . o coefficient deviation
lines), all nine path relationships were significant. The results (STDEV)
of the hypothesis validation are organized as shown in Table 6.
The results of this study revealed that the satisfaction level ~ INQ— SAN 0.170" 0.046 3.677  0.000
of cloud financial accounting system adoption was positively ~ INQ — TR 0.359"* 0.047 7.562  0.000
and significantly affected by the quality of information quality, =~ SYQ— SAN 0.240" 0.054 4.485  0.000
system quality, and service quality, and the explanatory power  SYyQ— TR 0.155"* 0.087 4187 0.000
of these three important dimensions on the variation of  SERVQ - SAN 0.410"* 0.050 8271 0.000
satisfaction level was 37.7%. In addition to the three dimensions ~ SERvQ — TR 0.107* 0.043 2515 0.012
of information system quality, user satisfaction also has a  san— TR 0.467* 0.046 10.168  0.000
positive and significant impact on trust, resulting in 67.7%  SAN — CINT 0.506"* 0.064 7.894  0.000
of variance explanation power. Finally, the positive effect of TR CINT 0.402"* 0.066 6.052  0.000

information system quality through satisfaction and trust on
the continuous use intention of the cloud financial accounting
system resulted in an explanatory power of 70.9% of the variance
on continuance intention toward cloud financial information
system. The results showed that the explanatory power of this
model is quite good and meets the criteria suggested by Cohen
(1988).

Due to the small sample size in this study, scholars suggest
using bootstrap analysis to examine the effects of mediation
(MacKinnon et al., 2002; Shrout and Bolger, 2002). Bootstrap
is a widely used method for repeatedly extracting a large
number of samples when the source of the data is unknown (no
independent observations can be established) and the number
of data is limited, providing a more accurate approximation
than the commonly used limit approximation. This can be
handled even when the parent body is not suitable to be
described by a normal assignment (MacKinnon et al., 2002;

INQ, information quality; SYQ, service quality; SERVQ), service quality; SAN, satisfaction;
TR, trust; CINT, continuance intention.
*p < 0.05; **p < 0.001.

Shrout and Bolger, 2002). Accordingly, in this study, we used
this method to verify the effect of in-formation system quality
through relational quality on the intermediation of ongoing
use intentions by replicating 5,000 samples and obtaining the
confidence interval for each parameter in this model, and then
determining its significance based on the above principles.
According to Table7, the 95% confidence interval for all
intermediary paths was significantly larger than 0 ([0.141, 0.491]),
suggesting that three different information system qualities play
a full intermediary role between ongoing adoption of cloud
financial ac-counting systems and relationship quality (Shrout
and Bolger, 2002).
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TABLE 7 | Mediation effect result.

Mediation path Effect size 95% confidence T-statistics
interval
INQ - SAN — TR 0.079** (0.039, 0.128) 3.409
INQ — SAN — CINT 0.086"* (0.040, 0.148) 3.103
INQ - TR — CINT 0.144**  (0.079, 0.021) 3.964
SYQ - SAN — TR 0.112**  (0.066, 0.166) 4.390
SYQ — SAN — CINT 0.122"**  (0.075, 0.181) 4.492
SYQ — TR — CINT 0.062"**  (0.038, 0.094) 4.312
SERVQ — SAN — TR 0.191"*  (0.134, 0.256) 6.095
SERVQ — SAN — CINT 0.207***  (0.140, 0.288) 5.458
SERVQ — TR — CINT 0.043* (0.011, 0.086) 2.279
SAN — TR— CINT 0.188"*  (0.122, 0.259) 5.324
INQ - SAN — TR — CINT 0.032** (0.016, 0.056) 3.201
SYQ - SAN — TR — CINT 0.045"* (0.022, 0.077) 3.180
SERVQ — SAN— TR— CINT 0.077***  (0.047,0.116) 4.393

INQ, information quality; SYQ, service quality; SERVQ, service quality; SAN, satisfaction;
TR, trust; CINT, continuance intention.
*o < 0.05; **p < 0.01; **p < 0.001.

DISCUSSION

The results obtained from the above analysis showed that all the
hypotheses of this study were valid. Based on the results of the
analysis, the findings of this study are summarized and discussed
as follows. First, the information quality of the accounting system
had a positive and significant effect on satisfaction and trust (IQ
— SAN: 8 =0.170,t=3.677,p < 0.001; INQ — TR: § =0.359,
t = 7.562, p < 0.001). The results of this study are consistent
with previous findings (Lee et al., 2007; Rahi and Ghani, 2019). In
addition, in this study, it was found that information quality has
a significantly higher impact on trust than satisfaction. It is also
found from previous studies that data security is a well-known
and challenging issue (Dawson and Thomson, 2018; Kang et al.,
2019). Therefore, the risk arising from information quality is a
key factor in choosing a cloud financial and accounting system
(Demirkan et al., 2020). Moreover, users face high operational
and business risks in selecting and maintaining the services
of cloud financial accounting systems. The development of
information system and the provision of information quality will
facilitate the rapid collection, storage, and exchange of knowledge
with the improvement of communication and cooperation in
organizations (Gold et al,, 2001; Hossain and Wigand, 2004;
Appelbaum et al., 2017). Therefore, the higher the quality of
information in the financial and accounting system, the more
positive the impact on trust building.

Second, through user satisfaction and trust, system quality
will have a positive and significant effect on the intention of
continued use of the cloud financial accounting system (SYQ —
SAN: B 0.240, t = 4.485, p < 0.001; SYQ — TR: § = 0.155,
t = 4.187, p < 0.001). With the advancement of information
technology, the demands of users are diversifying. The service
providers of financial/accounting systems should maintain close
contact with users, design methods, and procedures to track
their demands, and respond to customers’ questions quickly and

correctly (Taipaleenméki and ITkdheimo, 2013). In addition, the
cloud service providers should pay attention to the customer’s
usage of the financial/accounting system and the perception of
the company’s service, regularly consult the customer to see if
their needs have been met, and immediately seek improvement
and propose solutions to address dissatisfaction (Bhattacherjee
and Park, 2014).

Third, this study found that the influence and importance
of service quality components on satisfaction was significantly
higher than the influence on trust (SERVQ — SAN: g = 0.410,
t = 8271, p < 0.001; SERVQ — TR: 8 = 0.107, t = 2.515,
p < 0.05). Bitner et al. (2000) mentioned in their study that
the infusion of technology enhances the flexibility and efficiency
of service delivery. Therefore, if the user sees the information
system as an aid rather than a complete replacement for the
human interface, the aid of the information system can indeed
make the interaction with the service provider more convenient,
thus increasing the user’s perceived satisfaction with the service.

CONCLUSION

This research has important practical implications that could
help the system developers and solution providers to ameliorate
and improve user’s continuance intention to use cloud financial
accounting system via satisfaction and trust. The integration
of information system success model and relationship quality
showed significant impact on continuance intention to adopt
cloud financial accounting system. The findings also imply that
system developers and solution providers seeking satisfaction and
trust of users should focus on information quality, system quality
service quality to improve users’ continuance intention to adopt
cloud financial accounting system.

This research focuses on the D&M information system success
model as the theoretical basis to investigate the continuous use
behavior and intention of cloud financial ac-counting systems.
Trust has recently received much attention in the literature
of knowledge management systems and has been conceptually
explored in the literature from many different perspectives. The
conceptual literature has explored many different perspectives.
For instance, Resource Based Theory (RBT), Transaction Cost
Economics, Social Network For example, RBT, Transaction Cost
Economics, Social Network Theory, etc. Regardless of the views
of the foundations, the issue of trust is seen as an important
factor in the success of information systems (Chowdhury, 2005).
Unfortunately, however, empirical studies are still lacking. This
study incorporates trust into the D&M IS Success Model as a
systematic measure, which not only corroborates and echoes
previous conceptual theories with empirical evidence, It also
shows that user psychological factors are much more important
than information system factors. The D&M IS Success Model has
been included as a measure of the service quality of information
systems, but it fails to identify the interaction between system
quality, information quality, and service quality. This study uses
relational quality to interpret the causal relationship between
information system quality and continuous use intention and
supports this inference with empirical results. In other words,
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if users can perceive that the service quality of IS has improved,
they will agree that the quality of system hardware, software, data,
and reports have improved (Li et al., 2021). Therefore, in order to
successfully implement the cloud financial accounting system, to
enhance the performance and service quality should be from the
first priority information department.

This research denoted effort to be rigorous and thorough
in all aspects of this study, with the hope of providing a
referable and trustworthy result. However, there was still room
for improvement in the research due to time and manpower
constraints. First, PLS required that the sample size must be
larger than the total number of samples collected, preferably
10 times larger (Hair et al., 2016). Although the sample size of
this study was already higher than this standard, this study was
mainly based on the use of financial and accounting systems by
instructors in the universities of China, which still limited the
generalization and external validity of the findings and theoretical
models. It was suggested that subsequent researchers can extend
the study to other organizations and enterprises with other types
of cloud system services to conduct cross-country or cross-
culture comparative studies of cloud system adoption behaviors.

REFERENCES

Aldholay, A. H.,, Isaac, O., Abdullah, Z., and Ramayah, T. (2018). The role of
transformational leadership as a mediating variable in DeLone and McLean
information system success model: the context of online learning usage in
Yemen. Telem. Inform. 35, 1421-1437. doi: 10.1016/j.tele.2018.03.012

Al-Hattami, H. M. (2021). Validation of the D&M IS success model in the context
of accounting information system of the banking sector in the least developed
countries. J. Manage. Control 32, 127-153. doi: 10.1007/s00187-020-00310-3

Al-Maghrabi, T., and Dennis, C. (2011). What drives consumers’ continuance
intention to e-shopping? Int. ]. Retail Distrib. Manage. 39, 899-926.
doi: 10.1108/09590551111183308

Al-Okaily, A., Al-Okaily, M., Shiyyab, F., and Masadah, W. (2020). Accounting
information system effectiveness from an organizational perspective. Manage.
Sci. Lett. 10, 3991-4000. doi: 10.5267/j.ms1.2020.7.010

Aparicio, M., Bacao, F., and Oliveira, T. (2017). Grit in the path to e-learning
success. Comput. Hum. Behav. 66, 388-399. doi: 10.1016/j.chb.2016.10.009

Appelbaum, D., Kogan, A., Vasarhelyi, M., and Yan, Z. (2017). Impact of business
analytics and enterprise systems on managerial accounting. Int. J. Account.
Inform. Syst. 25, 29-44. doi: 10.1016/j.accinf.2017.03.003

Bagozzi, R. P., and Yi, Y. (1988). On the evaluation of structural equation models.
J. Acad. Market. Sci. 16, 74-94. doi: 10.1007/BF02723327

Banker, R. D., and Kauffman, R. J. (2004). 50th anniversary article: the
evolution of research on information systems: a fiftieth-year survey of the
literature in management science. Manage. Sci. 50, 281-298. doi: 10.1287/mnsc.
1040.0206

Bhattacherjee, A. (2001). Understanding information systems continuance: an
expectation-confirmation model. MIS Quar. 25, 351-370. doi: 10.2307/3250921

Bhattacherjee, A., and Park, S. C. (2014). Why end-users move to the
cloud: a migration-theoretic analysis. Eur. J. Inform. Syst. 23, 357-372.
doi: 10.1057/ejis.2013.1

Bitner, M. J., Brown, S. W., and Meuter, M. L. (2000). Technology

infusion in service encounters. J. Acad. Market. Sci. 28, 138-149.
doi: 10.1177/0092070300281013
Bourne, M. (2005). Researching performance measurement system

implementation: the dynamics of success and failure. Product. Plann.
Control 16, 101-113. doi: 10.1080/09537280512331333011

Cao, X,, Yu, L, Liu, Z., Gong, M., and Adeel, L. (2018). Understanding mobile
payment users’ continuance intention: a trust transfer perspective. Intern. Res.
28, 459-476. doi: 10.1108/IntR-11-2016-0359

Second, this study used quantitative research to analyze and
investigate, and subsequent research can conduct qualitative
research on related issues and would develop a new research
framework to deeply explore the antecedents and consequences
of information system service quality. Finally, this study used
the investigation to collect respondents, therefore, subsequent
studies can increase the sample size and collect secondary data
for quantitative research to test the validity of the theoretical
framework of this study.

DATA AVAILABILITY STATEMENT

The raw data supporting the conclusions of this article will be
made available by the authors, without undue reservation.

AUTHOR CONTRIBUTIONS

YL and JW: conceptualization, writing—original draft
preparation, and writing—review and editing. YL: methodology,
formal analysis, and investigation. JW: visualization. All authors
have read and agreed to the published version of the manuscript.

Chen, S. C. (2012). To use or not to use: understanding the factors affecting
continuance intention of mobile banking. Int. J. Mob. Commun. 10, 490-507.
doi: 10.1504/1JMC.2012.048883

Chen, S. C., Chen, H. H., and Chen, M. F. (2009). Determinants of satisfaction and
continuance intention towards self-service technologies. Indus. Manage. Data
Syst. 109, 1248-1263. doi: 10.1108/02635570911002306

Chen, S. C, Jong, D., and Lai, M. T. (2014). Assessing the relationship
between technology readiness and continuance intention in an E-appointment
system: relationship quality as a mediator. J. Med. Syst. 38, 1-12.
doi: 10.1007/s10916-014-0076-3

Chen, S. C,, and Lin, C. P. (2019). Understanding the effect of social media
marketing activities: the mediation of social identification, perceived
value, and satisfaction. Technol. Forecast. Soc. Change 140, 22-32.
doi: 10.1016/j.techfore.2018.11.025

Chen, S. C,, Liu, M. L., and Lin, C. P. (2013a). Integrating technology readiness into
the expectation-confirmation model: an empirical study of mobile services.
Cyberpsychol. Behav. Soc. Network. 16, 604-612. doi: 10.1089/cyber.2012.0606

Chen, S. C, Liu, S. C, Li, S. H, and Yen, D. C. (2013b). Understanding
the mediating effects of relationship quality on technology acceptance:
an empirical study of e-appointment system. J. Med. Syst. 37, 1-13.
doi: 10.1007/s10916-013-9981-0

Chen, S. C, Yen, D. C, and Hwang, M. L. (2012). Factors influencing the
continuance intention to the usage of Web 2.0: an empirical study. Comput.
Hum. Behav. 28, 933-941. doi: 10.1016/j.chb.2011.12.014

Chen, S. C., Yen, D. C, and Peng, S. C. (2018). Assessing the impact of
determinants in e-magazines acceptance: an empirical study. Comput. Stand.
Interf. 57, 49-58. doi: 10.1016/j.¢si.2017.11.004

Cheng, S. I, Chen, S. C,, and Yen, D. C. (2015). Continuance intention of
E-portfolio system: a confirmatory and multigroup invariance analysis
of technology acceptance model. Comput. Stand. Interf. 42, 17-23.
doi: 10.1016/j.¢si.2015.03.002

Chin, W. W. (1998). The partial least squares approach to structural

equation modeling. Mod.  Methods Bus. Res. 295, 295-336.
doi: 10.1108/S1745-3542(2012)0000008007
Chow, S, and Holden, R. (1997). Toward an understanding of

loyalty: the moderating role of trust. J. Manage. Issues 9, 275-298.
doi: 10.1108/02683940410551480

Chowdhury, S. (2005). The role of affect-and
in complex knowledge sharing. J. Manage.
doi: 10.5220/0002276102660270

cognition-based  trust
Issues 14, 310-326.

Frontiers in Psychology | www.frontiersin.org

10

August 2021 | Volume 12 | Article 713353


https://doi.org/10.1016/j.tele.2018.03.012
https://doi.org/10.1007/s00187-020-00310-3
https://doi.org/10.1108/09590551111183308
https://doi.org/10.5267/j.msl.2020.7.010
https://doi.org/10.1016/j.chb.2016.10.009
https://doi.org/10.1016/j.accinf.2017.03.003
https://doi.org/10.1007/BF02723327
https://doi.org/10.1287/mnsc.1040.0206
https://doi.org/10.2307/3250921
https://doi.org/10.1057/ejis.2013.1
https://doi.org/10.1177/0092070300281013
https://doi.org/10.1080/09537280512331333011
https://doi.org/10.1108/IntR-11-2016-0359
https://doi.org/10.1504/IJMC.2012.048883
https://doi.org/10.1108/02635570911002306
https://doi.org/10.1007/s10916-014-0076-3
https://doi.org/10.1016/j.techfore.2018.11.025
https://doi.org/10.1089/cyber.2012.0606
https://doi.org/10.1007/s10916-013-9981-0
https://doi.org/10.1016/j.chb.2011.12.014
https://doi.org/10.1016/j.csi.2017.11.004
https://doi.org/10.1016/j.csi.2015.03.002
https://doi.org/10.1108/S1745-3542(2012)0000008007
https://doi.org/10.1108/02683940410551480
https://doi.org/10.5220/0002276102660270
https://www.frontiersin.org/journals/psychology
https://www.frontiersin.org
https://www.frontiersin.org/journals/psychology#articles

Li and Wang

Information System Quality on Continuance Intention

Cohen, J. (1988). Statistical Power Analysis for the Behavioral Sciences, 2nd Edn.
Hillsdale, NJ: Erlbaum. doi: 10.2307/2290095

Crosby, L. A., Evans, K. R, and Cowles, D. (1990). Relationship quality in
services selling: an interpersonal influence perspective. J. Mark. 54, 68-81.
doi: 10.2307/1251817

Dabholkar, P. A., and Bagozzi, R. P. (2002). An attitudinal model of technology-
based self-service: moderating effects of consumer traits and situational factors.
J. Acad. Market. Sci. 30, 184-201. doi: 10.1177/0092070302303001

Dai, J., and Vasarhelyi, M. A. (2017). Toward blockchain-based accounting and
assurance. J. Inform. Syst. 31, 5-21. doi: 10.2308/isys-51804

Dawson, J., and Thomson, R. (2018). The future cybersecurity workforce: going
beyond technical skills for successful cyber performance. Front. Psychol. 9:744.
doi: 10.3389/fpsyg.2018.00744

DeLone, W. H., and McLean, E. R. (1992). Information systems success: the quest
for the dependent variable. Inform. Syst. Res. 3, 60-95. doi: 10.1287/isre.3.1.60

DeLone, W. H., and McLean, E. R. (2003). The DeLone and McLean model of
information systems success: a ten-year update. J. Manage. Inform. Syst. 19,
9-30. doi: 10.1080/07421222.2003.11045748

DeLone, W. H., and McLean, E. R. (2004). Measuring e-commerce success:
applying the DeLone and McLean information systems success model. Int. J.
Electron. Commer. 9, 31-47. doi: 10.1080/10864415.2004.11044317

Demirkan, S., Demirkan, I, and McKee, A. (2020). Blockchain technology in
the future of business cyber security and accounting. J. Manage. Anal. 7,
189-208. doi: 10.1080/23270012.2020.1731721

Dijkstra, T. K., and Henseler, J. (2015). Consistent partial least squares path
modeling. MIS Quar. 39, 297-316. doi: 10.25300/MISQ/2015/39.2.02

Dwyer, F. R., Schurr, P. H, and Oh, S. (1987). Developing buyer-seller
relationships. J. Mark. 51, 11-27. doi: 10.2307/1251126

Fang, Y. H., and Chiu, C. M. (2010). In justice we trust: exploring knowledge-
sharing continuance intentions in virtual communities of practice. Comput.
Human Behav. 26, 235-246. doi: 10.1016/j.chb.2009.09.005

Fang, Y. H., Chiu, C. M,, and Wang, E. T. (2011). Understanding customers’
satisfaction and repurchase intentions: an integration of IS success model, trust,
and justice. Inter. Res. 21, 479-503. doi: 10.1108/10662241111158335

Flavian, C., Guinaliu, M., and Gurrea, R. (2006). The role played by perceived
usability, satisfaction and consumer trust on website loyalty. Inform. Manage.
43, 1-14. doi: 10.1016/j.im.2005.01.002

Fornell, C., and Bookstein, F. L. (1982). Two structural equation models: LISREL
and PLS applied to consumer exit-voice theory. J. Market. Res. 19, 440-452.
doi: 10.2307/3151718

Fornell, C., and Larcker, D. F. (1981). Evaluating structural equation models
with unobservable variables and measurement error. J. Market. Res. 18, 39-50.
doi: 10.2307/3151312

Gargeya, V. B,, and Brady, C. (2005). Success and failure factors of adopting
SAP in ERP system implementation. Bus. Process Manage. J. 11, 501-516.
doi: 10.1108/14637150510619858

Ghobakhloo, M., and Tang, S. H. (2014). IT investments and business performance
improvement: the mediating role of lean manufacturing implementation. Int.
J. Prod. Res. 52, 5367-5384. doi: 10.1080/00207543.2014.906761

Ghobakhloo, M., and Tang, S. H. (2015). Information system success among
manufacturing SMEs: case of developing countries. Inform. Technol. Dev. 21,
573-600. doi: 10.1080/02681102.2014.996201

Gold, A. H., Malhotra, A., and Segars, A. H. (2001). Knowledge management: an
organizational capabilities perspective. J. Manage. Inform. Syst. 18, 185-214.
doi: 10.1080/07421222.2001.11045669

Hair, J. F., Jr., Hult, G.T.M., Ringle, C., and Sarstedt, M. (2016). A Primer on Partial
Least Squares Structural Equation Modeling (PLS-SEM). Thousand Oaks, CA:
Sage Publications.

Hair, J. F., Ringle, C. M., and Sarstedt, M. (2013). Partial least squares structural
equation modeling: Rigorous applications, better results and higher acceptance.
Long Range Plann. 46, 1-12. doi: 10.1016/j.lrp.2013.01.001

Hair, J. F., Sarstedt, M., Ringle, C. M., and Mena, J. A. (2012). An assessment of the
use of partial least squares structural equation modeling in marketing research.
J. Acad. Market. Sci. 40, 414-433. doi: 10.1007/s11747-011-0261-6

Handarkho, Y. D. (2020). Understanding mobile payment continuance usage in
physical store through social impact theory and trust transfer. Asia Pac. J.
Market. Logist. 33, 1071-1087. doi: 10.1108/ APJML-01-2020-0018

Hariguna, T., Lai, M. T, Hung, C. W, and Chen, S. C. (2017).
Understanding information system quality on public e-government service

intention: an empirical study. Int. J. Innov. Sustain. Dev. 11, 271-290.
doi: 10.1504/1JISD.2017.10003595

He, H., Li, Y., and Harris, L. (2012). Social identity perspective on brand loyalty.
J. Bus. Res. 65, 648-657. doi: 10.1016/j.jbusres.2011.03.007

Hennig-Thurau, T., and Klee, A. (1997). The impact of customer
satisfaction and relationship quality on customer retention: a critical
reassessment and model development. Psychol. Market. 14, 737-764.
doi: 10.1002/(SICI)1520-6793(199712)14:8<737::AID-MAR2>3.0.CO;2-F

Hossain, L., and Wigand, R. T. (2004). ICT enabled virtual collaboration
through  trust. J.  Comput.  Mediat. ~ Commun.  10:JCMC1014.
doi: 10.1111/j.1083-6101.2004.tb00233.x

Hsu, M. H,, Yen, C. H.,, Chiu, C. M., and Chang, C. M. (2006). A longitudinal
investigation of continued online shopping behavior: an extension of the
theory of planned behavior. Int. J. Hum. Comput. Stud. 64, 889-904.
doi: 10.1016/j.ijhcs.2006.04.004

Jeyaraj, A. (2020). DeLone and McLean models of information system success:
critical meta-review and research directions. Int. J. Inf. Manage. 54:102139.
doi: 10.1016/j.ijinfomgt.2020.102139

Kang, L., Wu, C., and Wang, B. (2019). Principles, approaches and challenges
of applying big data in safety psychology research. Front. Psychol. 10:1596.
doi: 10.3389/fpsyg.2019.01596

Kettinger, W. J., and Smith, J. (2009). Understanding the consequences of
information systems service quality on IS service reuse. Inform. Manage. 46,
335-341. doi: 10.1016/j.im.2009.03.004

Kim, B. (2011). Understanding antecedents of continuance intention in
social-networking services. Cyberpsychol. Behav. Soc. Network. 14, 199-205.
doi: 10.1089/cyber.2010.0009

Kim, K. H, Kim, K. J.,, Lee, D. H., and Kim, M. G. (2019). Identification
of critical quality dimensions for continuance intention in mHealth
services: case study of onecare service. Int. J. Inf. Manage. 46, 187-197.
doi: 10.1016/j.ijinfomgt.2018.12.008

Kulkarni, U. R., Ravindran, S., and Freeze, R. (2006). A knowledge management
success model: theoretical development and empirical validation. J. Manage.
Inform. Syst. 23, 309-347. doi: 10.2753/MIS0742-1222230311

Lee, H., Kim, J., and Kim, J. (2007). Determinants of success for application service
provider: an empirical test in small businesses. Int. J. Hum. Comput. Stud. 65,
796-815. doi: 10.1016/j.ijhcs.2007.04.004

Lee, K. C., and Chung, N. (2009). Understanding factors affecting trust in
and satisfaction with mobile banking in Korea: a modified DeLone
and McLean’s model perspective. Comput. 21, 385-392.
doi: 10.1016/j.intcom.2009.06.004

Lee, M. C. (2010). Explaining and predicting users’ continuance intention toward
e-learning: an extension of the expectation-confirmation model. Comput.
Educ. 54, 506-516. doi: 10.1016/j.compedu.2009.09.002

Li, A., Yang, X., and Guo, F. (2019). Exploring mobile terminal continuance usage
from customer value perspective. Information 10:70. doi: 10.3390/info10020070

Li, F., Lu, H., Hou, M., Cui, K., and Darbandi, M. (2021). Customer satisfaction
with bank services: the role of cloud services, security, e-learning and service
quality. Technol. Soc. 64:101487. doi: 10.1016/j.techsoc.2020.101487

Liao, C., Chen, J. L., and Yen, D. C. (2007). Theory of planning behavior (TPB)
and customer satisfaction in the continued use of e-service: an integrated
model. Comput. Hum. Behav. 23, 2804-2822. doi: 10.1016/j.chb.2006.
05.006

Limayem, M., Hirt, S. G., and Cheung, C. M. (2007). How habit limits the
predictive power of intention: the case of information systems continuance.
MIS Quar. 31, 705-737. doi: 10.2307/25148817

Lin, C. P,, and Ding, C. G. (2009). Comparing the main effects and moderating
effects of education among three models in IT service: a quantitative approach.
Qual. Quan. 43, 617-633. doi: 10.1007/s11135-007-9150-y

Lin, C. P, Tsai, Y. H, Wang, Y. J,, and Chiu, C. K. (2011). Modeling
IT relationship quality and its determinants: a potential perspective of
network externalities in e-service. Technol. Forecast. Soc. Change 78, 171-184.
doi: 10.1016/j.techfore.2010.04.015

Lin, H. M., Lee, M. H,, Liang, J. C., Chang, H. Y., Huang, P., and Tsai, C. C. (2020).
A review of using partial least square structural equation modeling in e-learning
research. Br. J. Educ. Technol. 51, 1354-1372. doi: 10.1111/bjet.12890

Lin, K. M. (2011). continuance intention: moderating
effects of user e-learning experience. Comput. Educ. 56, 515-526.
doi: 10.1016/j.compedu.2010.09.017

Interact.

e-Learning

Frontiers in Psychology | www.frontiersin.org

11

August 2021 | Volume 12 | Article 713353


https://doi.org/10.2307/2290095
https://doi.org/10.2307/1251817
https://doi.org/10.1177/0092070302303001
https://doi.org/10.2308/isys-51804
https://doi.org/10.3389/fpsyg.2018.00744
https://doi.org/10.1287/isre.3.1.60
https://doi.org/10.1080/07421222.2003.11045748
https://doi.org/10.1080/10864415.2004.11044317
https://doi.org/10.1080/23270012.2020.1731721
https://doi.org/10.25300/MISQ/2015/39.2.02
https://doi.org/10.2307/1251126
https://doi.org/10.1016/j.chb.2009.09.005
https://doi.org/10.1108/10662241111158335
https://doi.org/10.1016/j.im.2005.01.002
https://doi.org/10.2307/3151718
https://doi.org/10.2307/3151312
https://doi.org/10.1108/14637150510619858
https://doi.org/10.1080/00207543.2014.906761
https://doi.org/10.1080/02681102.2014.996201
https://doi.org/10.1080/07421222.2001.11045669
https://doi.org/10.1016/j.lrp.2013.01.001
https://doi.org/10.1007/s11747-011-0261-6
https://doi.org/10.1108/APJML-01-2020-0018
https://doi.org/10.1504/IJISD.2017.10003595
https://doi.org/10.1016/j.jbusres.2011.03.007
https://doi.org/10.1002/(SICI)1520-6793(199712)14:8<737::AID-MAR2>3.0.CO;2-F
https://doi.org/10.1111/j.1083-6101.2004.tb00233.x
https://doi.org/10.1016/j.ijhcs.2006.04.004
https://doi.org/10.1016/j.ijinfomgt.2020.102139
https://doi.org/10.3389/fpsyg.2019.01596
https://doi.org/10.1016/j.im.2009.03.004
https://doi.org/10.1089/cyber.2010.0009
https://doi.org/10.1016/j.ijinfomgt.2018.12.008
https://doi.org/10.2753/MIS0742-1222230311
https://doi.org/10.1016/j.ijhcs.2007.04.004
https://doi.org/10.1016/j.intcom.2009.06.004
https://doi.org/10.1016/j.compedu.2009.09.002
https://doi.org/10.3390/info10020070
https://doi.org/10.1016/j.techsoc.2020.101487
https://doi.org/10.1016/j.chb.2006.05.006
https://doi.org/10.2307/25148817
https://doi.org/10.1007/s11135-007-9150-y
https://doi.org/10.1016/j.techfore.2010.04.015
https://doi.org/10.1111/bjet.12890
https://doi.org/10.1016/j.compedu.2010.09.017
https://www.frontiersin.org/journals/psychology
https://www.frontiersin.org
https://www.frontiersin.org/journals/psychology#articles

Li and Wang

Information System Quality on Continuance Intention

Lin, W. S. (2012). Perceived fit and satisfaction on web learning performance:
IS continuance intention and task-technology fit perspectives. Int. J. Hum.
Comput. Stud. 70, 498-507. doi: 10.1016/j.ijhcs.2012.01.006

Lu, J, Yu, C. S, Liu, C, and Wei, J. (2017). Comparison of mobile
shopping continuance intention between China and USA from an
espoused cultural perspective. Comput. 75, 130-146.
doi: 10.1016/j.chb.2017.05.002

Ma, Y., Ruangkanjanases, A., and Chen, S. C. (2019). Investigating the impact
of critical factors on continuance intention towards cross-border shopping
websites. Sustainability 11:5914. doi: 10.3390/su11215914

MacKinnon, D. P., Lockwood, C. M., Hoffman, J. M., West, S. G., and Sheets,
V. (2002). A comparison of methods to test mediation and other intervening
variable effects. Psychol. Methods 7, 83-104. doi: 10.1037/1082-989X.7.1.83

Masri, N. W,, You, J. J., Ruangkanjanases, A., Chen, S. C., and Pan, C. I. (2020).
Assessing the effects of information system quality and relationship quality on
continuance intention in e-tourism. Int. J. Environ. Res. Public Health 17:174.
doi: 10.3390/ijerph17010174

Melchor, M. Q., and Julidn, C. P. (2008). The impact of the human element in
the information systems quality for decision making and user satisfaction.
J. Comput. Inform. Syst. 48, 44-52. doi: 10.48009/2_iis_2008_80-86

Moorman, C., Deshpande, R., and Zaltman, G. (1993). Factors affecting trust in
market research relationships. J. Mark. 57, 81-101. doi: 10.2307/1252059

Moreira, A. C., and Silva, P. M. (2015). The trust-commitment challenge in service
quality-loyalty relationships. Int. J. Health Care Qual. Assur. 28, 253-266.
doi: 10.1108/IJHCQA-02-2014-0017

Morgan, R. M., and Hunt, S. D. (1994). The commitment-trust theory of
relationship marketing. J. Mark. 58, 20-38. doi: 10.2307/1252308

Myers, B. L., Kappelman, L. A., and Prybutok, V. R. (1997). A comprehensive
model for assessing the quality and productivity of the information systems
function: toward a theory for information systems assessment. Inform. Resour.
Manage. J. 10, 6-25. doi: 10.4018/irm;j.1997010101

Negash, S., Ryan, T. and Igbaria, M. (2003). Quality and effectiveness
in web-based customer support systems. Inform. Manage. 40, 757-768.
doi: 10.1016/S0378-7206(02)00101-5

Nunnally, J. C., and Bernstein, I. H. (1994). Psychometric Theory, 3rd Edn. New
York, NY: McGraw-Hill. doi: 10.2307/1175619

Park, J., Lee, J., Lee, H., and Truex, D. (2012). Exploring the impact of
communication effectiveness on service quality, trust and relationship
commitment in IT services. Int. J. Inf. Manage. 32, 459-468.
doi: 10.1016/j.ijinfomgt.2012.02.005

Pavlou, P. A., and Fygenson, M. (2006). Understanding and predicting electronic
commerce adoption: An extension of the theory of planned behaviour. MIS
Quar. 30, 115-143. doi: 10.2307/25148720

Petter, S., DeLone, W., and McLean, E. (2008). Measuring information systems
success: models, dimensions, measures, and interrelationships. Eur. J. Inform.
Syst. 17, 236-263. doi: 10.1057/ejis.2008.15

Pitt, L. F, Watson, R. T, and Kavan, C. B. (1995). Service quality: a
measure of information systems effectiveness. MIS Quart. 19, 173-187.
doi: 10.2307/249687

Podsakoff, P. M., MacKenzie, S. B., Lee, J. Y., and Podsakoff, N. P. (2003).
Common method biases in behavioral research: a critical review of the
literature and recommended remedies. J. Appl. Psychol. 88, 879-903.
doi: 10.1037/0021-9010.88.5.879

Podsakoff, P. M., and Organ, D. W. (1986). Self-reports in organizational research:
problems and prospects. J. Manage. 12, 531-544.

Rahi, S., and Ghani, M. A. (2019). Integration of DeLone and McLean and self-
determination theory in internet banking continuance intention context. Int.
J. Account. Inform. Manage. 27, 512-528. doi: 10.1108/IJAIM-07-2018-0077

Reichheld, F. F., and Schefter, P. (2000). E-loyalty: your secret weapon on the web.
Harv. Bus. Rev. 78, 105-113. doi: 10.1007/978-1-137-44424-0_2

Ringle, C. M., Wende, S., and Becker, J.-M. (2015). “SmartPLS 3.” Boenningstedt:
SmartPLS GmbH. Available online at: http://www.smartpls.com. (accessed
March 15, 2021). doi: 10.5585/remark.v13i2.2717

Roky, H., and Al Meriouh, Y. (2015). Evaluation by users of an industrial
information system (XPPS) based on the DeLone and McLean model for IS
success. Proc. Econ. Fin. 26,903-913. doi: 10.1016/S2212-5671(15)00903-X

Ruangkanjanases, A., Hsu, S. L, Wu, Y. J,, Chen, S. C, and Chang, J. Y.
(2020). What drives continuance intention towards social media? Social

Human Behav.

influence and identity perspectives. Sustainability 12:7081. doi: 10.3390/sul21
77081

Sanchez-Franco, M. J., Ramos, A. F. V., and Velicia, F. A. M. (2009). The
moderating effect of gender on relationship quality and loyalty toward Internet
service providers. Inform. Manage. 46, 196-202. doi: 10.1016/j.im.2009.02.001

Seddon, P. B. (1997). A respecification and extension of the DeLone
and McLean Model of IS success. Inform. Syst. Res. 8, 240-253.
doi: 10.1111/j.1365-2575.2007.00268.x

Seddon, P. B., and Kiew, M.-Y. (1996). A partial test and development of
DeLone and McLean’s model of IS success. Aust. J. Inform. Syst. 4, 90-109.
doi: 10.3127/ajis.v4il.379

Shrout, P. E., and Bolger, N. (2002). Mediation in experimental and
nonexperimental studies: new procedures and recommendations. Psychol.
Methods 7, 422-445. doi: 10.1037/1082-989X.7.4.422

Smith, IR B. (1998). Buyer-seller relationships: similarity,
relationship management, and quality. Psychol. Market. 15, 3-21.
doi: 10.1002/(SICI)1520-6793(199801)15:1<3::AID-MAR2>3.0.CO;2-1

Solaymani, S., Sohaili, K., and Yazdinejad, E. A. (2012). Adoption and
use of e-commerce in SMEs. Res. 12, 249-263.
doi: 10.1007/s10660-012-9096-6

Song, H., Yu, K., and Lu, Q. (2018). Financial service providers and banks’ role in
helping SMEs to access finance. Int. J. Phys. Distrib. Logist. Manage. 48, 69-92.
doi: 10.1108/IJPDLM-11-2016-0315

Taipaleenmaki, J., and Ikdheimo, S. (2013). On the convergence of management
accounting and financial accounting-the role of information technology
in accounting change. Int. J. Account. Inform. Syst. 14, 321-348.
doi: 10.1016/j.accinf.2013.09.003

Tang, S. H., and Ghobakhloo, M. (2013). IT investments and product
development effectiveness: Iranian SBs. Indus. Manage. Data Syst. 113,
265-293. doi: 10.1108/02635571311303578

Thong, J. Y., Hong, S. J, and Tam, K. Y. (2006). The effects of post-
adoption beliefs on the expectation-confirmation model for information
technology continuance. Int. J. Hum. Comput. Stud. 64, 799-810.
doi: 10.1016/j.ijhcs.2006.05.001

Urban, G. L., Sultan, F., and Qualls, W. J. (2000).
the center of your Internet strategy. Sloan Manage.
doi: 10.1108/£.2000.06918aag.001

Verma, S., Bhattacharyya, S. S., and Kumar, S. (2018).
the technology acceptance model in the big data
implementation environment. Inform. Process.
doi: 10.1016/j.ipm.2018.01.004

Wang, F., Ding, L., Yu, H., and Zhao, Y. (2019). Big data analytics on enterprise
credit risk evaluation of e-Business platform. Inform. Syst. e-Bus. Manage. 18,
311-350. doi: 10.1007/s10257-019-00414-x

Woodroof, J., and Burg, W. (2003).
are users predisposed?  Inform.  and
doi: 10.1016/S0378-7206(02)00013-7

Zhou, T. (2013). An empirical examination of continuance intention
of mobile payment services. Support  Syst. 54, 1085-1091.
doi: 10.1016/j.dss.2012.10.034

Electron. Commer.

Placing trust at
Rev. 42, 39-48.

An extension of
analytics  system
Manage. 54, 791-806.

Satisfaction/dissatisfaction:
Manage. 40,  317-324.

Decis.

Conflict of Interest: The authors declare that the research was conducted in the
absence of any commercial or financial relationships that could be construed as a
potential conflict of interest.

Publisher’s Note: All claims expressed in this article are solely those of the authors
and do not necessarily represent those of their affiliated organizations, or those of
the publisher, the editors and the reviewers. Any product that may be evaluated in
this article, or claim that may be made by its manufacturer, is not guaranteed or
endorsed by the publisher.

Copyright © 2021 Li and Wang. This is an open-access article distributed under the
terms of the Creative Commons Attribution License (CC BY). The use, distribution
or reproduction in other forums is permitted, provided the original author(s) and
the copyright owner(s) are credited and that the original publication in this journal
is cited, in accordance with accepted academic practice. No use, distribution or
reproduction is permitted which does not comply with these terms.

Frontiers in Psychology | www.frontiersin.org

12

August 2021 | Volume 12 | Article 713353


https://doi.org/10.1016/j.ijhcs.2012.01.006
https://doi.org/10.1016/j.chb.2017.05.002
https://doi.org/10.3390/su11215914
https://doi.org/10.1037/1082-989X.7.1.83
https://doi.org/10.3390/ijerph17010174
https://doi.org/10.48009/2_iis_2008_80-86
https://doi.org/10.2307/1252059
https://doi.org/10.1108/IJHCQA-02-2014-0017
https://doi.org/10.2307/1252308
https://doi.org/10.4018/irmj.1997010101
https://doi.org/10.1016/S0378-7206(02)00101-5
https://doi.org/10.2307/1175619
https://doi.org/10.1016/j.ijinfomgt.2012.02.005
https://doi.org/10.2307/25148720
https://doi.org/10.1057/ejis.2008.15
https://doi.org/10.2307/249687
https://doi.org/10.1037/0021-9010.88.5.879
https://doi.org/10.1108/IJAIM-07-2018-0077
https://doi.org/10.1007/978-1-137-44424-0_2
http://www.smartpls.com
https://doi.org/10.5585/remark.v13i2.2717
https://doi.org/10.1016/S2212-5671(15)00903-X
https://doi.org/10.3390/su12177081
https://doi.org/10.1016/j.im.2009.02.001
https://doi.org/10.1111/j.1365-2575.2007.00268.x
https://doi.org/10.3127/ajis.v4i1.379
https://doi.org/10.1037/1082-989X.7.4.422
https://doi.org/10.1002/(SICI)1520-6793(199801)15:1<3::AID-MAR2>3.0.CO;2-I
https://doi.org/10.1007/s10660-012-9096-6
https://doi.org/10.1108/IJPDLM-11-2016-0315
https://doi.org/10.1016/j.accinf.2013.09.003
https://doi.org/10.1108/02635571311303578
https://doi.org/10.1016/j.ijhcs.2006.05.001
https://doi.org/10.1108/f.2000.06918aag.001
https://doi.org/10.1016/j.ipm.2018.01.004
https://doi.org/10.1007/s10257-019-00414-x
https://doi.org/10.1016/S0378-7206(02)00013-7
https://doi.org/10.1016/j.dss.2012.10.034
http://creativecommons.org/licenses/by/4.0/
http://creativecommons.org/licenses/by/4.0/
http://creativecommons.org/licenses/by/4.0/
http://creativecommons.org/licenses/by/4.0/
http://creativecommons.org/licenses/by/4.0/
https://www.frontiersin.org/journals/psychology
https://www.frontiersin.org
https://www.frontiersin.org/journals/psychology#articles

	Evaluating the Impact of Information System Quality on Continuance Intention Toward Cloud Financial Information System
	Introduction
	Theoretical Background and Literature Review
	Information System Quality
	Relationship Quality
	Satisfaction
	Trust

	Continuance Intention

	Research Methodology
	Research Hypotheses Development

	Empirical Data Analysis Results
	Outer Model Estimation
	Inner Model Analysis

	Discussion
	Conclusion
	Data Availability Statement
	Author Contributions
	References


