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ABSTRACT

The research seeks to develop and test a theoretical model to explain the implementation and influences 
of human resource information systems (HRIS’s) for a Malaysian higher education institution. Data 
was gathered from 103 respondents in the institution using a survey questionnaire. Results show that 
system factor, through information quality, and institution-based trust, through situational normality 
and structural assurance, contribute to user satisfaction. User satisfaction and situational normality 
predict user-perceived HRIS benefits. Findings aid researchers and practitioners in human resource 
function when explaining user-perceived benefits and satisfaction with HRIS implementation. The 
research advances understanding of the role of HRIS in supporting human capital performance and 
enhancing productivity.
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INTRODUCTION

Organizations are increasingly pressured to achieve high performance while remaining relevant 
and sustainable in the market; they invest carefully in human capital and development as nations 
compete for talent to attain high human capital performance and labor productivity. Human resources 
(HR) professionals are pressured to align an organization’s human capital to strategic and broad 
organizational goals. Maximizing HR performance requires HR professionals to recognize and 
discharge their roles. Information technology (IT) has been an enabler of greater productivity of 
both human resources and organizations, and advancements in IT have brought about computer-
based human resources information systems (HRIS). Historically, HRIS is used for recruitment, 
administration, and separation of employees. Although these processes have not changed markedly, 
information collection and storage methods evolved with rapid advancements of technology (Kovach, 
Hughes, Fagan, & Maggitti, 2002). HRIS comprises modules that structure an organization, such 
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as company, location, departments, and organizational change, including terminations and transfers 
(Chowdhury, Bandhyapadhya, & Hazra, 2012).

Various components make up HRIS, and an unsuccessful one therefore influences a system’s 
remaining functionalities negatively (Kassim, Ramayah, & Kurnia, 2012). Organizations face 
numerous challenges as they implement IT projects. The International Data Corporation (IDC) 
reports that 25% of IT projects fail (Gulla, 2012), 20% to 25% of projects do not provide a return on 
investment (ROI), and up to 50% of projects require a rework of materials. Iijima (2015) suggests 
that large IT projects in organizations underperform, and thus returns on IT investments have been a 
concern among researchers and practitioners. Without positive influences of HRIS, HR professionals 
are unable to discharge their responsibilities and monitor indicators of human capital. Although 
common, traditional financial indicators, such as ROI, internal rate of return, and net present value, 
present challenges when evaluating IT investment decisions (Mayfield, Mayfield, & Lunce, 2003). 
Many turn to perceptual measures as proxies for success (Law & Ngai, 2007), and this applies to 
HRIS. The literature suggests that measuring the success of IT investments is emphasized when 
integrating business processes (Mahapatra & Krishnan, 2017).

There is a considerable body of empirical evidence on HRIS in various research context and 
countries. For example, HRIS has been studied in hospitality environment in the United Kingdom 
(Pouransari, 2016), in Thailand’s textile industry (Siengthai & Udomphol, 2016), in Jordan’s business 
organizations (Al-Dmour & Love, 2015; Al-Dmour, Masa’deh, & Obeidat, 2017) and in small and 
medium enterprises in Vietnam (Duc, 2016).

Anecdotal evidence suggests that information system implementation in higher education supports 
core business processes such as teaching and learning (Güllü et al., 2016; McLain 2017), rather than 
on secondary business processes such as HR processes. Research on HRIS implementation in higher 
education remains a void, evidenced through limited research from Aletaibi (2016), Goni et al. (2017) 
and Phahlane and Kekwaletswe (2017) despite the important role that the higher education sector 
plays in enabling transformation, supporting scarce skills, and contributing to economic growth.

The current study fills this gap by identifying HRIS implementation and influence factors, and 
developing a model and testing its relationships in a higher education context. This study contributes 
to the literature by providing insights into the implementation and influences of HRIS in higher 
education. Its results provide researchers and HR professionals with a model of HRIS implementation. 
It affirms the measures of HRIS, and offers a unique perspective of HRIS through application of 
the HR role model concept by identifying influences during implementation of the HR function in 
higher education.

THEORETICAL FOUNDATIONS

The conceptual model used in this study considers implementation and influences of HRIS (Figure 
1), suggesting that successful implementation contributes to positive influences of the HR function, 
which in turn influences organizations positively.

HRIS implementation is built on the DeLone and McLean (1992, 2003) information systems 
success and technology trust model (McKnight, Cummings, & Chervany, 1998). In the current study, 
the influences of HRIS are built on the Ulrich (1997) HR professional role.

Information Systems Implementation
Recent anecdotal evidence suggests that the DeLone and McLean model (1992, 2003) has been applied 
in cleaning logistics system research (Wei, Tang, Kao, Tseng, & Wu, 2017), digital library success 
(Alzahrani, Mahmud, Ramayah, Alfarraj, & Alalwan, 2017), e-government (Scott, DeLone, & Golden, 
2016), cloud computing (Sabri, 2016), and m-commerce (Bahaddad, 2017). DeLone and McLean 
(1992) propose an interactive and taxonomic model to conceptualize and operationalize information 
system success measures. Six dimensions comprise information systems success: information quality, 
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system quality, user satisfaction, use, individual impact, and organizational impact. In an update, 
DeLone and McLean (2003) re-specified the model to include service quality, and individual and 
organizational impacts were collapsed into net benefits:

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

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

•	 Service Quality: Overall support delivered to employees by a system provider or information 
systems department (DeLone & McLean, 2003);

•	 System Use: The manner and degree to which employees exploit a system’s functions; a system’s 
nature, frequency, purpose, extent, and appropriateness of use. The measure makes sense during 
voluntary use (DeLone & McLean, 2003), but the current study refers to mandatory use. In view 
of recent research on mobile banking that acknowledges its absence (Koo, Wati, & Chung, 2013), 
the current study omits the system use measure;

•	 User Satisfaction: Overall satisfaction of employees regarding websites, reports, and services 
received from an information system department (DeLone & McLean, 2003);

•	 Net Benefits: The extent to which information systems influence individual, organizational, and 
national success; improvements to decision-making, sales increases, productivity, job creation, 
and economic development are notable highlights (DeLone & McLean, 2003).

Technology Trust
The technology trust model has been used in mobile hotel booking (Ozturk, Nusair, Okumus, & 
Dipendra, 2017), e-government cloud adoption (Liang, Guijie, Kangning, & Chen, 2017), and mobile 
banking (Chiu, Bool, & Chiu, 2017). Technology trust has become more pronounced with rapid 
technological advancements. The outcome had negative effects on employees’ trust, and on their 
intentions to provide timely and accurate personal information. Lippert (2004) refers to technology 
trust, rooted in institution-based trust, as an individual’s inclination to be vulnerable to technology, 
based on a person’s expectations. Institution-based trust is concerned with technology adoption 

Figure 1. Conceptual model
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success based on supportive situations and structures for which technology is used; it comprises both 
situational normality and structural assurance.

McKnight and Chervany (2002) define situational normality as the belief that an environment is 
normal, customary, and proper, and therefore success of technology implementation is probable since 
the situation is favorable. Structural assurance considers the supportive infrastructure of technology, 
suggesting that an individual believes that sufficient legal, physical, and contractual support are in 
place to promote successful use of technology (McKnight, Carter, Thatcher, & Clay, 2011). Trust in 
a specific technology refers to favorable features in terms of functionality, reliability, and helpfulness. 
Situational normality and structural assurance influence individual trust; believing that a situation 
protected by safeguards encourages an individual to believe that another person is trustworthy. An 
employee believes in the integrity and honesty of HRIS administrators and IT personnel if they 
provide assurances of advanced security procedures associated with HRIS.

The Role of the Human Resources Professional 
(HRIS Influences on the HR Function)
Ulrich (1997) proposes a four-role HR function model, including administration, strategy, employee 
championing, and change agents:

•	 Administrative Role: Creates an administrative infrastructure (e.g., design, redesign, and 
implementation of efficient recruitment, reward, promotion, and compensation), processes, and 
programs that deliver traditional HR services (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 
business success (Kuipers & Giurge, 2016; Ulrich, 1997);

•	 Employee Champion: Discovering an employee’s concerns through communication (Kuipers 
& Giurge, 2016; Ulrich, 1997);

•	 Change Agent: Managing change, easing influences of change for employees, and assuring an 
employee’s continual commitment and motivation throughout organizational change (Kuipers 
& Giurge, 2016; Ulrich, 1997).

RESEARCH MODEL AND HYPOTHESES

This study categorizes HRIS implementation into system factors, human factors, and institution-
based trust. Information and system quality comprise the system factor, and human factors comprise 
service quality of the help desk that supports HRIS users. Institution-based trust consists of structural 
assurance and situational normality. HRIS influences include users’ satisfaction with HRIS and users’ 
perceived benefits of HRIS regarding fulfilling HR functions.

Perceived HRIS Benefits
HRIS enables HR by automating HR tasks, diminishing paperwork, clarifying work processes, and 
dispatching useful information to top managers (Mamun & Islam, 2016). Consequently, perceived 
HRIS benefits include supporting implementation of strategies, improving HR’s traditional processes, 
initiating and adapting to change, and increasing employee commitment. This study defines HRIS 
benefits as an individual’s evaluations of contributions derived from HRIS regarding delivering HR 
roles efficiently. It uses Ulrich’s (1997) HR four-role model to represent perceived HRIS benefits, 
which accords with Caldwell (2003), who surveyed over 500 U.K. companies and investigates Ulrich’s 
model. Voermans and van Veldhoven (2007) investigate perceived HRIS benefits, finding that HR’s 
strategic and administrative roles and users’ IT experiences influence attitudes toward e-HRM in 
Philips (Electronics) Netherlands. Siengthai & Udomphol (2016) found that implementation of HRIS 
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supports organizational effectiveness in Thailand. Evidence also supports that HRIS increases strategic 
benefits (Mamun & Islam, 2016).

User Satisfaction
A proxy for information systems success (Zviran & Erlich, 2003), user satisfaction was used due 
to its applicability and ease of use (Delone & McLean, 2004; Zviran & Erlich, 2003). This study 
refers to user satisfaction as the extent to which users believe that the HRIS is accessible to fulfil 
their information requirements (Ives, Olson, & Baroudi, 1983) and the user’s evaluative judgement 
regarding an experience with the HRIS (Doll & Torkzadeh, 1988). Prior research has demonstrated 
the contributions of user satisfaction in different research context. For example, Filieri, McLeay and 
Tsui (2017) found that user satisfaction affects purchase intention at social commerce Websites. In 
another research, Tam and Oliveira (2017) found that use and user satisfaction determine individual 
performance in a Portuguese mobile-banking environment.

Therefore, it is hypothesized:

H1: User satisfaction correlates positively with perceived HRIS benefits.

Information Quality
In this study, information quality includes user’s evaluation of the information in HRIS concerning 
relevance, timeliness, and accuracy (Seddon 1997). Research into information quality offers 
inconsistent findings. For example, McKnight et al. (2017) found the influence of information quality 
on trusting and distrusting beliefs in business-to-business data exchanges environment. However, 
while Liu et al. (2017) found a relationship between gender and information quality in a Chinese 
university, McGill et al. (2003) did not find a relationship between perceived information quality and 
intentions of using decision support systems in Australia.

Therefore, it is posited:

H2a: Information quality correlates positively with user satisfaction.
H2b: Information quality correlates positively with perceived HRIS benefits.

System Quality
This study refers to system quality as the desired characteristics of the HRIS that produces information 
(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, user interface, and ease of use (Zhang, 2010). Cappetta et al. (2015) found evidence 
for the role of system quality in influencing job performance among employees in an Italian retail 
store. More recently, system quality influences user’s trust and distrust belief in business-to-business 
data exchanges (McKnight et al. 2017).

Therefore, it is hypothesized:

H3a: System quality correlates positively with user satisfaction.
H3b: System quality correlates positively with perceived HRIS benefits.

Service Quality
Service quality in this study refers to the degree of quality support that employees receive from the help 
desk. This definition spans human resource functional competence, technical proficiency, reliability, 
accuracy, responsiveness, assurance and empathy of support personnel (DeLone and McLean, 2003). 
The findings on service quality are mixed. In Pakistan, Uppal et al. (2017) found that service quality 
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influences students’ e-learning quality. Rahman et al. (2012), however, found that service quality 
affect Malaysian postgraduate students’ intentions to use digital libraries negatively.

Therefore, it is postulated:

H4a: Service quality correlates positively with user satisfaction.
H4b: Service quality correlates positively with perceived HRIS benefits.

Situational Normality
This study defines situational normality (a dimension of institution-based trust) as a user’s belief that 
the HRIS implementation is in proper order, customary, favorable, and normal to achieve success 
(McKnight et al., 2002). Research on situational normality has been inconsistent. Yu (2015) found a 
relationship between situational normality and trust beliefs among users of mobile banking in Taiwan. 
In Hong Kong, Chau et al. (2005), however, found that situational normality does not influence a 
user’s trust belief in online purchase. In Ghana, Ofori et al. (2017) found situational normality to 
affect trust of Internet banking usage.

Therefore, it is hypothesized:

H5a: Situational normality correlates positively with user satisfaction.
H5b: Situational normality correlates positively with perceived HRIS benefits.

Structural Assurance
Structural assurance in this study is an individual’s belief about the HRIS guarantees, promises, 
procedures, and regulations that are in place to support success (McKnight et al. 2002). Findings on 
structural assurance are mixed. Using a survey of students in three large U.S. universities, McKnight 
et al. (2002) found that structural assurance of the Web affects perceived quality and trust of a site. 
In Korea, Gu et al. (2009) found support for the influence of structural assurance on customers’ trust 
of mobile banking services. However, they also found that structural assurance had no influence on 
the extent of website use. In Ghana, Ofori et al. (2017) found structural assurance to affect trust of 
Internet banking usage.

Therefore, it is hypothesized:

H6a: Structural assurance correlates positively with user satisfaction.
H6b: Structural assurance correlates positively with perceived HRIS benefits.

After consulting extant literature, the researchers categorized HRIS implementation into system 
factors, human factors, and institution-based trust factor. System factors comprise users’ perceived 
information and system quality. Human factors include users’ perceptions of HRIS help desk service 
quality, and institution-based trust consists of situational normality and structural assurance (Figure 2).

METHODOLOGY

Research Context
This study used a higher education institution in Malaysia as a research context. Malaysia is a high 
middle-income nation that supports critical priority for an education-reform agenda (Peeraer & Van 
Petegem, 2012). The Malaysian government has given serious attention to development of talent 
to become a fully-developed nation by 2020 (Rahman et al., 2012). One area for development and 
global competitiveness is Malaysia’s higher education institutions (Rosdi & Harris, 2011). The 
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government has urged higher education institutions to create critical environments of knowledge 
through skilled employees who support a knowledge-based economy (Sohail & Daud, 2009). A 
quality, knowledgeable workforce is crucial for Malaysia’s higher education to become an educational 
hub, which is especially relevant to faculty members who educate students, conduct research, and 
participate in student development (Rosdi & Harris, 2011). Higher education institutions that apply 
these strategic initiatives may implement tools to monitor progress. While modelling the practices 
of corporations, higher education public institutions might use performance management systems 
as monitoring tools.

Data Collection
A questionnaire was used to collect data. This study used employee performance management systems 
as a comprehensive HRIS context at a public higher education institution in Malaysia. The HRIS was 
developed and implemented from scratch, and was fully commissioned in 2012 to monitor fulfilment 
of the institution’s strategic goals. No other institution in the higher education industry in the country 
used a similar system at the time of data collection. The system records employee profile data, and 
stores annual performance information at the institution. HRIS data are analyzed periodically to 
monitor the institution’s progress of meeting its strategic goals.

Population and Sample
The population was defined as HRIS users (i.e., academic or administrative staff) at the institution. Both 
academic and administrative staff members use similar HRIS to access their profiles and performance 
records. The estimated population was 6,000. Convenience sampling was used to gather data, and 

Figure 2. Research model
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responses were voluntary. Two hundred questionnaires were distributed, and 103 were returned, with 
a sample drawn from administrative offices, schools, and faculty members at the institution.

Instrument
A questionnaire that comprised eight sections was developed based on extant research. 
Section A included demographics (i.e., age, gender, academic qualifications, and overall work 
experience). Section B measured information quality (i.e., information format, usefulness, 
clarity, and quality), and Section C measured system quality (i.e., ease of use, features, usability, 
and responsiveness). Section D included service quality items to measure the responsiveness, 
empathy, and competencies of the IT help desk. Sections E and F measured situational 
normality and structural assurance, and Section G included user satisfaction items. Section 
H measured perceived HRIS benefits. Table 1 shows the sources of measures that appeared 
on the questionnaire.

The researchers conducted a pilot study to test the reliability of an initial questionnaire, 
which used a Likert-type scale for items that measured individual perceptions (5=strongly 
agree, 1=strongly disagree, and 3=a neutral response). Forty-two academic and administrative 
(non-academic) staff members selected from multiple faculties and schools were the pilot 
study’s participants. Results demonstrated that most participants selected the middle point 
on the scale, and therefore the scale was revised to have 6 points. The scale on the final 
questionnaire ranged from 1 (strongly disagree) to 6 (strongly agree). A 6-point scale was used 
to limit respondents’ option of avoiding an issue in some contexts (Weijters et al., 2010). The 
scale appears in the Appendix.

Data Analysis
Statistical software was used to generate descriptive statistics for a profile of respondents. An 
independent samples t-test was calculated to determine whether there was a difference between 
the academic and administrative groups, with findings suggesting a difference for perceived 
benefits, user satisfaction, situational normality, system quality, and information quality 
(p<0.05). For those factors, administrators reported higher evaluations than academic staff 
members did. Subsequent analyses used partial least squares and SmartPLS (Ringle, Wende, 
& Will, 2005) to analyze paths and relationships among constructs. Since this study examines 
a Malaysian higher education institution, responses from the academic and administrative staff 
members were aggregated.

Table 1. Measures and sources of measures

Measure Source

Information quality Shibly (2011); Chen & Cheng (2009)

System quality Shibly (2011); Chen (2010); Hartono et al. (2007)

Service quality Lin (2010)

Situational normality McKnight et al. (2011)

Structural assurance McKnight et al. (2002)

User satisfaction Shibly (2011); Lin (2010)

Perceived HRIS benefits Ulrich (1997)
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RESULTS

Profile of Respondents
Table 2 shows respondents’ profiles. Most respondents were above thirty years old. Women comprised 
a larger portion of respondents (55.3%), and academic participants were the majority (67%). Most 
respondents held master’s and doctoral degrees, and more than 50% had greater than 16 years of 
work experience.

Partial Least Squares Analysis
Data were analyzed to assess convergent validity, which is acceptable if loadings of measures to 
respective constructs are at least 0.60 (Bagozzi & Yi, 1988; Kline, 2005), composite reliabilities (CR) 
of all constructs are above 0.6 (Bagozzi & Yi, 1988; Kline, 2005), and average variances extracted 
(AVE) are above 0.5 (Fornell & Larcker, 1981). Table 3 shows the loadings, composite reliabilities, 
and average variances extracted. All items met the cut-off loadings, and therefore no items were 
removed. Intervariable correlations (Table 4) were then examined, with the square roots of the AVEs 
greater than correlations, suggesting that constructs related more closely to their own measures and 
supporting discriminant validity (Kline, 2005). To test the hypothesized relationships, path estimates 
and t-statistics were then calculated (Table 5 and Figure 3).

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

Academic qualification

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

Work experience

<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

Perceived HRIS benefits 
(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

User satisfaction (US)

US1 0.941

0.976 0.911
US2 0.956

US3 0.97

US4 0.95

Information quality (IQ)

IQ1 0.805

0.907 0.709
IQ2 0.791

IQ3 0.905

IQ4 0.863

System quality (SQ)

SQ1 0.864

0.911 0.72
SQ2 0.852

SQ3 0.831

SQ4 0.847

Service quality (SR)

SR1 0.745

0.901 0.696
SR2 0.853

SR3 0.831

SR4 0.90

Situation normality (SN)

SN1 0.918

0.962 0.863
SN2 0.943

SN3 0.925

SN4 0.93

Structural assurance (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), 
supporting H1 and findings from Tam and Oliveira (2017). H2a suggests a positive relationship 
between information quality and user satisfaction, with support found for the relationship (β=0.133; 
t-stat=1.991). H2b suggests a positive relationship between information quality and perceived HRIS 
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). H3b suggests a positive correlation between system quality and 
perceived HRIS benefits, but no support was found for the relationship (β=0.012; t-stat=0.135), which 
is inconsistent with McKnight et al. (2017). H4a suggests a positive relationship between service 
quality and user satisfaction, but no support was found (β=-0.019; t-stat=0.237). H4b suggests a 
positive relationship between service quality and perceived HRIS benefits, but the hypothesis was not 
supported (β=-0.018; t-stat=0.167), which is inconsistent with Uppal et al. (2017). H5a suggests a 
positive relationship between situation normality and user satisfaction, with support found (β=0.651; 
t-stat=6.568). H5b suggests a positive relationship between situation normality and perceived HRIS 
benefits, and evidence supported the relationship (β=0.417; t-stat=2.436), which is consistent 
with Ofori et al. (2017). H6a suggests a positive relationship between structural assurance and user 

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 User satisfaction → Perceived benefit 0.282 0.111 2.545 Yes

2a Information quality → User satisfaction 0.133 0.067 1.991 Yes

2b Information quality → Perceived benefit 0.094 0.092 1.018 No

3a System quality → User satisfaction 0.055 0.057 0.09 No

3b System quality → Perceived benefit 0.012 0.014 0.135 No

4a Service quality → User satisfaction -0.019 -0.014 0.237 No

4b Service quality → Perceived benefit -0.018 -0.006 0.167 No

5a Situational normality → User satisfaction 0.651 0.171 6.568 Yes

5b Situational normality → Perceived benefit 0.417 0.099 2.436 Yes

6a Structural assurance → User satisfaction 0.132 0.079 1.658 Yes

6b Structural assurance → Perceived benefit 0.124 0.09 1.372 No
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satisfaction, with support found (β=0.132; t-stat=1.658), which accords with Ofori et al. (2017). 
H6b suggests a positive relationship between structural assurance and perceived HRIS benefits, but 
no support was found for the relationship (β=0.124; t-stat=1.372). A total of 75.3% of variation in 
user satisfaction was explained by information quality, situation normality, and structural assurance 
of institution-based trust. This finding suggests that individual perceived quality of information in 
HRIS, situation normality, and structural assurance influence satisfaction with HRIS use. A total of 
67.9% of the variation in HRIS benefits was explained by user satisfaction and situation normality.

DISCUSSION AND CONCLUSION

Summary of Findings
Advancement in technology encouraged development and widespread use of computer based HRIS. 
HRIS is an enabler of greater productivity of the HR function and organizations. For decades, 
measuring IT benefits was an interest of both practitioners and researchers, but despite much research 
on the issue, HRIS implementation in higher education was rare, motivating this study, which 
conceptualizes HRIS implementation as system quality, information quality, service quality of the 
help desk, structural assurance of trust, and situation normality of trust. This study categorizes HRIS 
implementation into system factors (i.e., information quality and system quality), human factors (i.e., 
HRIS help desk service quality), and institution-based trust factors (i.e., situation normality and 
structural assurance). Influences are conceptualized as user satisfaction with HRIS and perceived 
benefits of HRIS. Perceived benefits are conceptualized as the capability of an information system 
to fulfill the HR role models of administration, strategy, employee championing, and change agents.

Figure 3. Path results
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Users were selected from academicians and non-academicians at a Malaysian higher education 
institution. User satisfaction with HRIS was an essential factor of perceived HRIS benefits. Users 
satisfied with HRIS reported that HRIS enables change in an educational institution, aligns HR and 
organizational strategies, improves HR management, and enhances productivity. This study supports 
the role of system factors in information quality on user satisfaction; users are more satisfied with 
HRIS when it is perceived as high quality, it meets expectations, and interactions with the HRIS are 
satisfying. Users who do not regard HRIS as high quality do not feel satisfied with their interactions 
with HRIS. Institution-based trust (i.e., situation normality and structural assurance) predicts user 
satisfaction; users are more satisfied with HRIS when they are comfortable working with it, feel good 
about how things go when they use it, feel confident that the right things will happen with use of it, 
and think that things will be fine when they use it. Users are more satisfied with use of HRIS when 
they receive assurance that it has adequate safeguards to keep their performance data private and 
that confidential data are safe. For users to perceive that it provides benefits, HRIS must ensure that 
users are satisfied with the system and they perceive its implementation accords with proper order 
and is favorable to the users. Users dissatisfied with HRIS do not perceive its benefits. This study 
did not support an influence of human factors of HRIS implementation on its outcomes, suggesting 
that human factors might include other elements not captured in the study. However, findings answer 
the research question and fulfill the objective of developing a model and testing relationships that 
explain the implementation and influences of HRIS.

Contributions to Theory and Practice
From a theoretical perspective, this study identifies user satisfaction with HRIS and perceived benefits 
as HRIS influences. Research corroborates the capability of the four-role model HR function when 
explaining HRIS perceived benefits in a higher education context. This study develops a theoretical 
model that explains users’ satisfaction with HRIS and perceived HRIS benefits in higher education. 
It supports the role of system and institution-based trust factor as HRIS implementation factors 
when explaining HRIS influences. Contrary to extant findings, only information quality, situational 
normality, and structural assurance predicted user satisfaction with HRIS, and only user satisfaction 
with HRIS and situation normality correlated with perceived benefits.

From a practical perspective, this study corroborates the role of HRIS in the HR function, especially 
regarding discharging administrative roles, strategic roles, employee championing, and change agents. 
This study provides a means for executives to measure information systems and perceived benefits from 
an HR perspective. Since the measures demonstrated internal consistency, they can be adapted to other 
organizational settings, including large corporate environments. For the HR function to discharge its role, 
HRIS must allow academic and non-academic employees to self-serve. The role of institution-based trust 
cannot be emphasized. HRIS developers should concurrently provide assurances of system factors by 
making quality information available to users and ensuring that users’ private data remain safe. By assuring 
continued productivity with HRIS implementation while equally managing employees’ development and 
performance, policy-makers should ensure that procedures are compatible with HRIS use.

Limitations and Future Research
The sample size of 103 participants was small. Convenience sampling was used, and hence findings cannot 
be generalized to the population (Sekaran, 2006). The study was also conducted in a single Malaysian 
education institution at one point in time. These limitations suggest opportunities for future investigations. 
Future research should apply, adapt, and test the instrument and model for its applicability in a large 
corporate environment. Research should also use larger samples across various higher education institutions. 
An examination using a larger number of participants might identify disparities in relationships between 
academic and administrative participants. Longitudinal designs that draw on balanced proportions of 
academic and administrative participants might suggest differences across samples. Qualitative interviews 
should also be used to gain insights into differences between academic and administrative participants.
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APPENDIX: SURVEY ITEMS

Information quality (IQ)
IQ1. The HRIS output is presented in a useful format.
IQ2. The HRIS provides me with the information at the time I need it to manage my performance.
IQ3. The HRIS provides information that is clear to me.
IQ4. The HRIS provides me with all the instructions that I need.

System quality (SQ)
SQ1. The HRIS is easy to use.
SQ2. The HRIS has good interactive features.
SQ3. The HRIS responds quickly.
SQ4. The HRIS works well.
SQ5. The HRIS has not had technical problems.

Help desk service quality (SR)
SR1. The help desk of HRIS is prompt in responding to my queries.
SR2. I can speak with a help desk representative in case I have problems with the HRIS.
SR3. When I log into HRIS I feel secure that the system instils confidence in me.
SR4. The help desk representatives understand the needs of HRIS users.

Situation normality (SN)
SN1. I am totally comfortable working with the HRIS.
SN2. I feel very good about how things go when I use the HRIS.
SN3. I always feel confident that the right things will happen when I use HRIS.
SN4. It appears that things will be fine when I utilize use HRIS.

Structural assurance (SA)
SA1. The HRIS has enough safeguards to keep my performance data private.
SA2. I feel assured that technological structures in HRIS adequately protect me from problems 

(e.g. unauthorised person viewing my performance data) with the HRIS.
SA3. I feel confident that technological advances of HRIS make it safe as a secure site for me.
SA4. In general, the HRIS is now a robust and safe system to store my performance data in it.

User satisfaction (US)
US1. The HRIS is of high quality.
US2. The HRIS has met my expectations.
US3. My interaction with the HRIS is very satisfying.
US4. Overall, I am satisfied with using the HRIS.

Strategic benefits
PB1. I feel HRIS aids in implementing our faculty/school strategies effectively.
PB2. I feel HRIS helps to define our faculty/school strategies.
PB3. I feel HRIS helps us to fulfilling our faculty/school strategic goals.
PB4. I feel HRIS helps us to align human resource strategies with our faculty/school strategies.

Administrative benefits
PB5. I feel HRIS supports the HR processes in our faculty/school.
PB6. I feel HRIS improves productivity by reducing the cycle time of administration processes 

in our faculty/school.
PB7. I can monitor the administrative processes of my performance in the HRIS efficiently.
PB8. I think administration process (e.g. documentation, workflow etc. of my performance) have 

been improved by using the HRIS.
Change and transformation benefit

PB9. I feel HRIS takes part in initiating change in our organisational culture.
PB10. The HRIS helps me to adapt to changes and issues in my faculty/school.
PB11. I believe the HRIS helps to make changes happen in my faculty/school.
PB12. I feel the HRIS actively participates in our organisational renewal, change and transformation.
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Employee’s contribution benefit
PB13. I believe the HRIS improves the level of my commitment to the faculty/school and 

university.
PB14. I feel the HRIS policies respond to my personal needs.
PB15. I feel the HRIS helps me to meet my personal needs.
PB16. The HRIS is designed in a way to care about my personal needs.


