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Abstract - Being an important part of management information
system, a well-developed accounting information system (AIS) would
contribute greatly to an organization’s operational efficiency. Since
“user satisfaction” has been widely used as an important measure of
information system, the research focuses on explaining and identifying
the factors affecting user satisfaction of AIS. The research method in
this study is the review process of the study of Creswell (2003) and
qualitative methodology with expert interview. The results indicate that
there are four factors directly affecting user satisfaction of AlS, namely:
information quality, system quality, staff quality and perceived
usefulness of users. This research also finds the relationships among
these factors, which include those between system quality and
information quality, user’s perception and system quality and quality of
accountant staff and information quality. The results of the study will
create a premise for the implementation of empirical research.
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success; factor; model.

1. Introduction

Accounting Information System (AIS), an important
part of management information system, has the function
to collect and process accounting data and other related
data to create useful financial information.

AIS involves in most management processes, from
planning to execution, control, analysis and decision
making. AlS also connect to other functional information
systems such as finance, manufacturing, sales, and human
resources, etc. Thus, a successful AlIS has been a goal of
each organization.

However, determining whether an AIS implementation is
successful has been a new theme since the conception of AIS
became popular. In fact, it is not easy to identify and quantify
the AIS success because of the complex, interdependent and
multi-dimensional nature of AlS success.

Until now, there are few studies, both theoretical and
empirical, on evaluating AIS in particular. On the other
hand, there have been many researches on information
system (IS) success in general.

Among several indicators of IS success, Delone &
Mclean (1992) pointed out three factors explaining the
reasons why user satisfaction has been widely used to
indicate the success of IS. The first is the direct relationship
between users’ level of satisfaction and the quality of IS.
With the purpose of providing users with information, the IS
cannot be successful if users are unsatisfied with the given
information. The second is the development of measurement
tools for user satisfaction, allowing researchers to create
reliable and appropriate scales of measure. The third is the
limitation of other tools to measure the quality of IS.

Tom tét - La bo phan clia hé thdng théng tin (HTTT) quan Iy nén hé
thdng théng tin ké toan (HTTTKT) dwoc thiét ké t6t s& gop phan quan
trong trong viéc nang cao hiéu qua cla td chirc. Xuat phat tir viec
“sw hai long clia ngwoi st dung” tré’ thanh thwéc do quan trong trong
viéc do lwong HTTT, nghién ctru nay sé giai thich va nhan dién cac
nhan tb tac dong dén sy hai long cua nguoi st dung HTTTKT.
Nghién ctru st dung phuwong phap “review” clia Creswell (2003) va
nghién ctru dinh tinh véi viéc phdng van cac chuyen gia. Két qua co
4 nhan té tac dong dén sy hai long clia nguwdi st dung 1a: chat lvong
théng tin, chat qung hé thong chét lwong ddi ngti va nhan thirc vé
tinh hiru ich cla ngwoi st dung. Nghién clru ciing chi ra quan hé
gitva chét lvong thong tin va chét lwong hé théng, nhan thirc cla
ngudi st dung va chat lwong hé théng, chét lwgng doi ngl va chét
lwong thong tin. Kétqua nghién clru sé tao tién dé cho viéc thwe hién
cac nghién ctru thuc nghiém tiép theo.

Tir khéa - Hé théng théng tin ké toan; nguoi st dung; thanh cong;
nhan t6; mé hinh.

AIS is IS within the enterprise, so it is possible to apply
prior researches related to IS success to evaluate AlS,
notably through user satisfaction of the system. Although
there are quite some studies on user satisfaction of
accounting information, studies about user satisfaction of
AIS in particular, at present, are few (Choe, 1996; Huynh
& Nguyen, 2013). To fill the gap in the literature, this
study’s target is first to present an overview regarding IS
user satisfaction and then explain and identify the factors
impacting user satisfaction of AlS.

2. Literature Review

Scholars first studied on user satisfaction on IS in
1960s. At that time, although the theory of user satisfaction
was not conceptualized, gap between user needs and
information IS supplies was demonstrated to affect the
success of IS.

Ives, Olson & Baroudi (1983) defined the concept of
user information satisfaction (UIS) as a mechanism to
assess the extent of users’ belief in the ability of IS to meet
their information requirement. Later, some IS researchers
apply this notion when considering the idea of “meeting
requirements”.

Later, many IS scholars realized that research on
behaviors linked significantly to the user satisfaction
construct (Baroudi Olson & lves, 1986; Doll & Torkzadeh,
1988; Wixom & Todd, 2005). End user computing
satisfaction is regarded as the users’ affection through
direct interaction to a computer application (Doll and
Torkzadeh, 1988). Chin and Lee (2000) affirmed that user
satisfaction with an IS as the overall affective evaluation
and end-user is related with his or her experience in the IS.
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DeLone and McLean (1992) reviewed the effect of
system quality and information quality on both user
satisfaction and system use, which are interdependent. In
2003, DeLond and McLean supported their findings by
adding an antecedent of user satisfaction - service quality.

System quality attributes aligned with the quality of
information processing system, evaluated by system
flexibility, system reliability, response time, integration,
convenience of access (Delone and McLean, 1992, 2003;
Petter, Delone and McLean, 2008). Information quality
attributes shown in reports and queries include relevance,
accuracy, completeness, understandability, timeliness, etc.
Finally, service quality attributes focused on the quality of
IS function’s service (Delone & McLean, 2003, Petter et
al., 2008) and included accuracy, responsiveness,
reliability, technical competence and empathy of the staff.

Many scholars have tested the model of Delone and
McLean (1992). In 2005, Wixom and Todd suggested that
system quality and information quality as antecedent to
user satisfaction. Similarly, service quality was considered
as an antecedent to user satisfaction with e-services (Xu et
al, 2013). On the other hand, after testing the relationships
between overall user satisfaction and system quality and
information in the model, Seddon and Kiew (1996)
believed that the antecedent perceived usefulness instead
of system use, while noting that it is only appropriate for a
process model, not for a casual model.

In brief, previous research has figured out several
factors that are consistent determinants of user satisfaction.
However, it is clear that some inconsistencies occur among
determinants because of the variability across different
studies and contexts. (Sabherwal et al. 2006).

3. Research methods

The research method in this study is the review process
outlined by Creswell (2003) and the qualitative
methodology with expert interview technique. First,
Creswell’s (2003) review process is used to revise the
extant literature on user satisfaction of 1S and AIS. This
study uses a list of keywords: user satisfaction, information
systems, IS success, AlS to search for relevant documents
in traditional and electronic libraries (Proquest, Science
Direct, and Google Scholar). After carefully screening the
studies resulted from the search, the author has performed
an overall analysis on the theory of IS user satisfaction in
general and of AIS user satisfaction in particular.

Next, the qualitative methodology with expert
interview technique is used. The author has done 30 face to
face interviews with Chief Accountants or Financial
Directors of 30 enterprises in Danang city, Vietham to
explore their opinions regarding the factors affecting their
satisfaction of the AIS used in their firms. As these
interviewees are users of AIS with indepth knowledge and
experience, their insights about AIS satisfaction are
valuable. Finally, such expert opinions, along with the
theoretical background generated from Creswell (2003)
review process, have allowed the author to develop the
model of factors affecting user satisfaction of AlS.

4. Research results

4.1. The suggested model of factors affecting AIS user
satisfaction

There have been a number of international studies on
factors affecting user satisfaction of IS, such as DeLone
and McLean (1992, 2003), Seddon and Kiew (1996), livari
(2005), Halawi et al. (2007), Petter et al. (2008), llias and
Razak (2011), Nguyen et al. (2014), Karlinsky-Schichor &
Zvivan (2016), Jason et al. (2016)... There are some
researches on user satisfaction of IS in the case of Vietnam
such as Nguy and Pham (2013), Nguyen (2012), Nguyen
(2015), Huynh and Nguyen (2013).

The extant literature suggests that there are 6 groups of
factors that can affect user satisfaction of IS, namely:
information quality, system quality, service quality, system
use, perceived usefulness and staff quality.

Information Quality: Information quality can be defined
as the information relevant to information user (Wang et al.,
1998). IS provides information, thus information quality is
the most essential factor when assessing IS user satisfaction
(lves et al., 1983; livari, 2005). 15/16 researches during the
period of 1992-2007 show that information quality strongly
impacts IS user satisfaction (Petter et al., 2008).

System Quality: System quality relates to factors
demonstrating the technical aspect of the system. Many
scholars assert that system quality has a strong relationship
with user satisfaction (DeLone & MclLean,1992, 2003;
livari, 2005; Halawi et al., 2007; Leclercq, 2007; Nguyen
et al., 2014; Karlinsky-Schichor & Zvivan, 2016; Jason et
al., 2016).). In fact, all 21/21 empirical studies from 1992
to 2007 indicate that user satisfaction is closely related to
system quality (Petter et al., 2008).

Service Quality: Service Quality is the quality of
support that users receive from IS department and IT
support personnel. Even though several researchers have
examined the relationship between user satisfaction and
service quality, the results are inconsistent.

System Use: System use is the level and method that
employees and customers use the functions of an IS (Petter et
al., 2008), evaluated by criteria such as: number of use,
frequency of use, nature of use, relevance of use, level of use
and purpose of use... (DeLone & McLean, 1992, 2003; Chiu et
al.,2007; Halawi et al., 2007). Surprisingly, few researches have
examined the relationship between use and user satisfaction.

Perceived Usefulness: Perceived Usefulness is the
extent to which user realizes the advantage of a certain
system in his or her work (David, 1998). In other words, it
is the perception or feeling of users about the role of the IS
in supporting decision making, improving productivity,
increasing revenue, reducing cost, creating jobs, generate
work comfort, saving time, etc. There is a significantly
positive relationship between perceived usefulness and
user satisfaction (DeLone & McLean,1992; Seddon &
Kiew, 1994; Hsieh & Wang, 2007; Leclercqg, 2007;
Nguyen et al., 2014; Karlinsky-Schichor & Zvivan, 2016),

Staff Quality: Staff quality relates to technical
capability, skills and experience of system operators. There
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are only a few researches that examined the impact of staff
quality on user satisfaction (Zhang et al. 2005; Nguy and
Pham; 2013; Karlinsky-Schichor & Zvivan, 2016).

Those studies provide a number of suggestions about
factors influencing user satisfaction of 1S. However, there
have been limited research that focus on user satisfaction
of AIS, especially in Vietham when the view that AIS
regarded as an IS is relatively new. To fill this gap in the
literature, this research aims to build a theoretical model to
study factors affecting AIS user satisfaction.

On one hand, since AIS is a management information
system, the characteristics of IS documented in the extant
literature can apply to AIS in some ways. On the other
hand, AIS have special features and different functions, the
users of the system have different requirements compared
to other systems such as e-commerce, knowledge
management systems, computer-mediated communication.
This leads to the difference in identifying factors affecting
user satisfaction of AIS from that of general IS. In addition,
the context of Vietham should be considered in this
research due to several reasons. First, the approach that
views AIS as an IS is relatively new in Vietnam. Second,
most of firms often only used cheap, simple accounting
software packages. Third, the quality of accounting staff in
Vietnam is highly diversed, especially their information
technology technical capability. This is due to the fact that
the mid-aged or elder staff are slower in grasping the
changes in applying information technology for accounting
jobs than the younger, more technical savvy staff. As a
result, the model for AIS user satisfaction in Vietnam
should bear some distinct characteristics from those
suggested in the extant literature.

The hypotheses for the theoretical model of factors
influencing AIS user satisfaction are as follows.

First, the most important function of IS in general and AIS
in particular is to provide information, thus quality of
accounting information is the first factor affecting AIS user
satisfaction. As a result, information quality is the first factor
included in the model.

H1. Accounting information quality (IQ) positively
impacts on AIS user satisfaction (US).

Second, accounting information is the output of
information management process, where technical aspects
of the system impact information creation. Therefore,
system quality is a factor influencing user satisfaction
because users often perceive that high quality information
can only be provided by a high quality IS.

H2. Quality of accounting information processing
system (SQ) positively impacts AlS user satisfaction (US).

Third, human factor is another fundamental component
of an AIS since AIS is a combination of human and
equipment resources designed to convert financial data and
other data to information (Bodnar & Hopwood, 2013).
Therefore, humans, in the case of AlS, are accounting staff,
play a very important role in shaping the quality of an AlS.
While there have been limited studies on accounting staff
quality’s impact on AIS user satisfaction, this is particularly
relevant in the context of Vietnam, a developing country.

The reason is that there are still gaps in the qualification of
accounting staff among firms in Vietnam. Large, established
firms can afford well trained and experienced accounting
staff, while small, start-up firms often make do with recent
graduates who have limited experience. As a conse-quence,
the author includes accounting staff quality in our model as
an exploratory factor.

H3. Quality of accounting staff (QA) positively impacts
on AlS user satisfaction (US).

Finally, the level of satisfaction is a correlation between
perceived results (real benefits) and user expectation. It is
also determined by user perception of the usefulness and
efficiency brought by AIS. Petter et al. (2008) summarize
research result during 1992-2007 and note that, in 11/11 of
them, factors related to users’ perception, desire and
expectation of IS strongly influence their satisfaction on
the system.

H4. The user’s perception of AIS usefulness (PU)
positively impacts on AlS user satisfaction (US).

It is worth noting that, previous studies also indicate that
service quality can also affect IS user satisfaction. However,
Choe’s study in Korean firms (1996) pointed out that 1S
personnel experience slightly affected user satisfaction at the
early stage of system operation. However, when the system
was well-operated, there was no relationship between the
AIS support personnel and user satisfaction.

In Vietnam, most firms use packaged accounting
software. Once the firm has familiarized with using the
software, the vendor would not be responsible for providing
any additional service to the firm. As a result, the quality of
service provided by the vendor becomes irrelevant in
measuring user satisfaction of AIS. Thus, in difference to
previous studies, this study assumes that there is the
relationship between the quality of the service provided by
the vendor and user satisfaction of AlS is insignificant.

About system use, while Halawi et al. (2007) figured out
a relationship between user satisfaction and system use,
Seddon &Kiew (1996) believed that in a mandatory context,
system use did not affect user satisfaction. In the case of AlS,
AIS is a compulsory system and is used in a frequent
manner. Therefore, it is safe to assume that the factor of
“Use” may have little effect on AlS user satisfaction.

In addition, apart from affecting AIS user satisfaction,
the four factor groups of information quality, system
quality, staff quality, and perceived usefulness also
influence each other. Huynh and Nguyen (2013) show that
for public hospitals in Vietnam, the output information is
more accurate and relevant if the AIS has better speed, is
more flexible, is more reliable, and has better security.
Notably, the authors point out that when managers have
higher perception of AIS usefulness, the system is more
likely to be invested in and/or upgraded. Considering the
similarity between the context (Vietham) and model of
Huynh and Nguyen (2013) and our research, the author
follows the study and include the impact of system quality
on information quality and of perception of usefulness on
system quality in our model.

Besides, humans have crucial effect on information
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quality. Nguy & Pham (2013) represents human factor with
the quality of staff and suggests that the higher the quality
of staff, who better collect and process information, the
higher the information quality is.

Therefore, this study suggests 3 more hyphotheses:

H5. Quality of accounting information processing
system (SQ) positively impacts accounting information
quality (1Q).

H6. The user’s perception of AIS usefulness (PU)
positively impacts quality of accounting information
processing system (SQ).

H7. Quality of accountant staff (QA) positively impacts
accounting information quality (1Q).

In order to further confirm the relationships among
these factors mentioned above, the author interviewed 30
CFOs and Chief Accountant of selected firms in Danang
city, Vietnam.

Table 1. A survey on factors affecting AIS user satisfaction

relationships between system quality and information
quality, user’s perception and system quality and quality of
accountant staff and information quality.

Thus, the theorical model of factors affecting AlS user
satisfaction is proposed as shown in Figure 1.

4.2. Measuring the constructs of the model

Five constructs used in this research are: information
quality, system quality, quality of accounting staff,
perceived usefulness, and user satisfaction. The author
identifies observed indicators based on those used in
previous studies and also suggest additional indicators that
are relevant for the case of AIS and the special
characteristics of Vietnamese firms.

Information Quality

The main function of AIS is to inform and monitor the
creation and flows of assets. Therefore, apart from the
criteria measuring information quality in general, there are
specific requirements and characteristics for accounting

Results information quality. According to the Financial Accounting
— Fre-quency| % Std. Standards Board (FASB), accounting information quality
Relationships Mean | devia al _ : _
ViaTt - can be divided into two groups: (1) the basic group includes
o i YINIYIN tion relevance and reliability; (2) the secondary group is
nformation Quality 28 | 2 |93 553| 0,991 consisted of consistency and comparability. The features of
->User Satisfaction . - . . Lo -
System Quality financial statement information quality is defined by the
~SUser Satisfaction 27 | 3 |90 | 10 | 5,20|1,013 FASB _include: Q) underst_a_ndability, (2) relevance, (3)
Service Quality reliability, and (4) comparability.
Y 11 |19 | 37 | 63 | 3,57| 1,055 ) . . - .
->User Satisfaction Information quality presented in the “basic requirements
S)/LSJtemSUs?f _ 8 |22 27| 73| 333/ 1,075 for accounting” part in the Vietnarpes_e _ Accounting
'P> Ser 3“5 a:(:tllon Standards No 1 includes: honesty, objectivity, fullness,
erceived Usefulness iali i i
timeliness, understandability and comparability.
->User Satisfaction 26 | 4 | 87|13 | 520|1,077 able . Inf t_y " p y t
; able 2. Information quality measuremen
S:%fze? Léjzrg‘action 21| 9 | 7030 427)1062 P
System Quality Items Supporting literature
->Information Quality 25| 5 | 8 171 503/ 1,080 Ives et al. (1983), DeLone & McLean (2003),
Perceived Usefulness Relevance Halawi et al. (2007), Petter et al. (2008),
->System Quality 18 |12\ 60 | 40 | 4,471,024 FASB, IASB.
Staff Qualle _ 21 | 9 | 70 | 30 | 453| 1,087 Ives et al. (1983), Doll and To_rkzadeh (1988),
->Information Quality Accurac DeLone & McLean (1992), Wixom and Todd
: y (2005), Chiu et al. (2007), Halawi et al.
»| System Quality (SQ) (2007),
H5 H1 Ives et al. (1983), DeLone & McLean (1992),
v Reliability Halawi et al. (2007), Cobit standard, IASB,
Information Quality H2 VAS.
(1Q) Ives et al. (1983), DeLone and McLean (1992,
Y User Fullness 2003), Wixom and Todd (2005), Chiu et al.
H6 H7 H3 Satisfaction (2007), Halawi et al. (2007), Petter et al.
(US) (2008), Cobit standard, VAS.
Quality of Accounting Understan DelLone & McLean (2003), Chiu et al. (2007),
staff (QA) ~dability Halawi et al. (2007), IASB, VAS.
H Timeliness Ives et al. (1983), DeLone & McLean (1992),
Perceived Usefulness Halawi et al. (2007), Petter et al. (2008), VAS.
(PU)
Comparability Ilzifzslgc? AE;%O?\)/ADSeLone and McLean (1992),
Figure 1. Suggested model on AIS user satisfaction ! !

The results (Table 1) show that these experts suggest
Information quality, System quality, Perceived usefulness
and Staff quality have a direct impact on user satisfaction.
The interview results also cement the author’s suggested

System Quality
System quality is widely measured by 4 indicators:

speed, reliability, flexibility and integration. The author
adds the “security” indicator as a result from the fact that
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there is higher risk of data/information which is exploited,
hacked, copied, stolen and wrongfully used.

Table 3. System quality measurement

Items Supporting literature
Speed DeLone &McLean (2003), Chiu et al. (2007),
P Halawi et al. (2007), Petter et al. (2008).
Reliabilit DelLone & McLean (2003), Wixom & Todd
y (2005), Chiu et al. (2007), Petter et al. (2008).
Ives et al. (1983), DeLone & McLean (1992),
Flexibility |Wixom and Todd (2005), Halawi et al. (2007),
Leclercq (2007), Petter et al. (2008).
Intearation DelLone &McLean (1992), Wixom and Todd
g (2005), Halawi et al. (2007).
Security New indicator
Staff Quality

Accounting staff quality is a new construct in our
model. Suggested measure of accounting staff quality has
four observed indicators, namely accounting qualification,
training, IT qualification and experience. Among them,
“experience” can be an exploratory indicator of accounting
staff quality.

Table 4. Staff quality measurement

Items Supporting literature
I Nguy Thi Hien, Pham Quoc Trung
Qualification (2013), Zhang et al. (2005)
. Nguy Thi Hien, Pham Quoc Trung
Training (2013), Zhang et al. (2005)
Level of IT Zhang et al. (2005)
Work experience New indicator

Perceived Usefulness

The measure of user perceived usefulness of AIS is
suggested to consist of 4 observed indicators.

Table 5. Perceived usefulness measurement

Items Supporting literature

Davis (1989), Torkzadeh & Doll (1999),
Brynjolfsson et al. (2002)

Davis (1989), Seddon & Kiew (1994)

Davis (1989), Delone & Mc.Lean
(1992), Seddon & Kiew (1994)

Davis (1989), Delone & Mc.Lean
(1992), Seddon & Kiew (1994)

Support job

Connect operations

Increase efficiency

Factor of success

User Satisfaction

Based on the extant literature, the author suggests 3
observed indicators for user satisfaction.

Table 6. User satisfaction measurement

Items Supporting literature

Execute the function well |Torkzadeh & Doll (1999)

Meet expectations Torkzadeh & Doll (1999), Baroudi,
Olson, lves (1986); Seddon & Kiew

(1994); DeLone & McLean (1992)

Satisfy about AIS Seddon & Yip (1992)

In summary, the observed indicators in the theoretical
model proposed by this study are largely derived from the

extant literature, with the some modifications to better
reflect the practical case of AIS use in Vietnam.

5. Conclusion

This study adds to the literature by proposing a
theoretical model of factors affecting user satisfaction of
AIS in the context of Vietnam. The four factors affecting
AIS user satisfaction included in the model are Information
quality, System quality, Quality of accounting staff, and
Perceived usefulness. Among the factors, System quality
and Quality of accounting staff are hypothesized to affect
Information quality, while Perceived usefulness is to
impact System quality. These features are expected to
better fit the model to the case of AIS in Vietnam than the
extant models for general IS. First, Quality of accounting
staff is included as an exploratory factor. Second, se and
Quality of service are excluded. Also, the observed
indicators are carefully constructed to be relevant.

As far as the author knows, this is the first study to
attempt to investigate AIS user satisfaction in Vietnam.
Because this study is basically theoretical, the author looks
forward to future empirical research that would confirm the
hypotheses suggested in the model. As the view has been
changing to be more accounting-focus for AIS in Vietnam,
factors influencing user satisfaction, which is a measure of
the value of the system, need to be carefully examined.
Theoretically and empirically investigating the factors’
relationship with each other and with the AIS user
satisfaction would help managers decide how to best
improve their AlS.

This research is funded by Funds for Science and
Technology Development of the University of Danang
under grant number: B2016-DNA-13-TT.
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