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Implementing Internal Management Information Systems (Intranets) varies in effectiveness 

across different organizations and is often influenced by system and information quality and 

utilization. This study evaluates the effectiveness of the Intranet system at Indonesia’s National 

Zakat Collection Agency, employing the Information System Success Model developed by  DeLone 

and McLean. A quantitative approach was employed using survey data from 206 employees, with 

67 valid responses (response rate 32.5%). Structural Equation Modelling-Partial Least Squares 

(SEM-PLS) was used in this study to examine nine hypothesized relationships among system 

quality, information quality, service quality, use, user satisfaction, and net benefits. The analysis 

revealed that five hypotheses were supported: (1) information quality significantly influences user 

satisfaction (β=0.335, p<0.005), (2) service quality positively affects user satisfaction (β=0.540, 

p<0.001), (3) use significantly impacts net benefits (β=0.326, p<0.005), (4) use positively 

influences user satisfaction (β=0.762, p<0.001), and (5) user satisfaction significantly affects net 

benefits (β=0.538, p<0.001). Four hypotheses were rejected, indicating non-significant 

relationships between information quality-use, service quality-use, system quality-use, and system 

quality-user satisfaction. The findings suggest that the Intranet’s success is primarily driven by 

user satisfaction and system usage rather than technical aspects. Management should improve 

user experience and promote system utilization to enhance organizational benefits. 

Keywords: Information Systems Evaluation, DeLone and McLean Model, Zakat Management, 

User Satisfaction, System Success. 

 

INTRODUCTION 

Established under the 2011 Constitution Number 20, which governs national zakat management, the National Zakat 

Collection Agency (BAZNAS) functions under the supervision of a minister and reports directly to the president. 

BAZNAS implemented its Internal Management Information System (IMIS) in 2014. This system was designed to 

enhance employees’ daily performance and improve services for donors, recipients, and distributors. Its ultimate aim 

is to accurately target and elevate the economic conditions of the disadvantaged, aligning with the agency’s non-profit 

nature that focuses on collecting, distributing, and managing zakat effectively. 

Despite its critical role, the current implementation of the IMIS has proven to be neither effective nor efficient. Issues 

identified include limited maintenance capabilities, restricted access, unstable connectivity affecting timely 

operations, and a lack of necessary employee training on effectively using the management information system. Given 

its scope, which spans national and international operations, the system requires substantial capacity to support the 

agency’s extensive data needs. Despite being partly operational with auxiliary support from external systems like 

Looke Data Studio, which integrates tools like Gform and Google spreadsheets for data processing and website 

integration, the existing IMIS does not fully support operational needs. This setup is crucial as the agency handles 

large volumes of data daily, which can overwhelm the network or the applications involved.  
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Evaluating the IMIS is crucial for organizations, particularly in non-profit sectors such as BAZNAS. The success of 

such systems directly influences operational efficiency and decision-making processes, which are vital for effective 

zakat management and distribution. The IMIS at BAZNAS is integral to managing significant financial transactions 

and aid distribution to needy people. Therefore, it is essential that the system not only functions effectively from a 

technological standpoint but also meets the expectations and needs of its users. Prior research indicates that user 

satisfaction and system usage are critical indicators of an information system’s success (Mulyani, Suroso, & Hasanah, 

2023). By focusing on these aspects, this study aims to uncover how the IMIS impacts the agency’s operations and 

the satisfaction of its employees. 

The necessity for a thorough evaluation is underscored by the variability in success factors observed in similar 

systems across different organizational contexts. Factors influencing success can differ significantly based on internal 

and external environments, highlighting the importance of tailored evaluations (Amalina & Suryani, 2022; Son, 

Hwang, Kim, & Cho, 2016). Previous studies have emphasized the interplay between technical attributes of 

information systems and human factors, such as user satisfaction and utilization rates, in determining overall 

effectiveness  (Dewi, Suprasto, Dwirandra, & Putri, 2021; Ojo, 2017). 

Utilizing Structural Equation Modelling-Partial Least Squares (SEM-PLS), this research investigates the 

relationships posited in the DeLone and McLean model, specifically adapted to the operational context of BAZNAS. 

The model encompasses multiple dimensions of success, including system quality, information quality, service 

quality, user satisfaction, usage, and net benefits, providing a comprehensive approach to evaluation (Rahayu & 

Setiyani, 2022; Ritchi, Irawan, Adrianto, & Aprilianisa, 2023; Sologia, Witjaksono, & Ramadani, 2024). This 

methodological approach allows for a nuanced understanding of the IMIS’s effectiveness within the unique 

institutional and cultural framework of the zakat agency (Dang, Zhang, & Chen, 2018; Hermawan, 2019; Karitis, 

Gallos, Triantafyllou, & Plagianakos, 2021). 

By analyzing the interdependencies among the model’s dimensions, the study aims to provide actionable insights 

that can inform future improvements to the IMIS, ultimately enhancing its contribution to the agency’s mission. This 

study not only contributes to the academic discourse on information systems in non-profit organizations but also 

provides practical recommendations for enhancing the operational capabilities of BAZNAS. 

LITERATURE REVIEW 

Indonesia’s National Zakat Agency 

Zakat, a fundamental pillar of Islam, plays a critical role in fostering social equity and alleviating poverty, particularly 

in Indonesia, which has the largest Muslim population globally. The management of zakat in Indonesia has evolved 

significantly since the establishment of the National Zakat Agency (BAZNAS) in 2001, which was created to 

streamline the collection and distribution of zakat across the nation. This transformation was necessitated by earlier 

regulatory frameworks, such as Presidential Decree No. 07/point/10/1968, which allowed for the establishment of 

zakat amil agencies but resulted in inconsistencies in zakat management due to its limited scope (As-Salafiyah & 

Fatoni, 2021; Wahyu et al., 2023). The subsequent Presidential Decree No. 8 of 2001 marked a pivotal shift, 

establishing BAZNAS as a national entity responsible for zakat management, addressing previous limitations, and 

ensuring a more organized system (Chotib, 2023; Mokodenseho et al., 2024).  

In Indonesia, zakat organizations are categorized into two main types: the Zakat Agency (BAZ) and the Zakat 

Institution (LAZ). BAZ is a government-formed agency operating under the president’s auspices, while LAZ is a 

community-formed organization authorized to operate at various levels, including internationally (Febriandika, 

Dilla, & Yayuli, 2023). BAZNAS has developed an extensive network comprising 34 provincial offices and numerous 

regency/city offices, enabling effective zakat distribution nationally and internationally (Herianingrum et al., 2023). 

This structured approach is crucial for ensuring that zakat reaches those in need, particularly vulnerable populations 

such as people experiencing poverty and orphans (Herianingrum et al., 2023; Mokodenseho, 2024).  

The primary objective of BAZNAS is to create a modern and efficient Zakat management system that enhances 

transparency and accountability. To achieve this, BAZNAS has prioritized the development of a national zakat 

management system that leverages technology for improved efficiency. This technological integration is vital for 

enhancing the effectiveness of zakat distribution, ensuring that assistance is targeted and impactful (Herianingrum 
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et al., 2023; Chotib, 2023; Mokodenseho, 2024). Furthermore, BAZNAS aims to raise awareness among affluent 

Muslims regarding their zakat obligations, fostering a culture of giving and social responsibility (Kholis & Mugiyati, 

2021).  

The establishment of BAZNAS has significantly impacted societal welfare in Indonesia, contributing to poverty 

alleviation and social justice (Kholis & Mugiyati, 2021), which aligns with the values of Pancasila, the foundational 

philosophical theory of the Indonesian state (Chotib, 2023). By facilitating zakat collection and distribution, BAZNAS 

has positioned itself as a key player in addressing social inequities and enhancing community welfare (Mokodenseho, 

2024). The ongoing commitment to improving zakat services through technological advancements will be essential 

for BAZNAS’s future success in meeting the diverse needs of Indonesia’s population (Herianingrum et al., 2023).  

The evolution of zakat management in Indonesia, mainly through the establishment of BAZNAS, represents a 

significant advancement in the country’s efforts to enhance social welfare and promote equity. By adopting a 

systematic and modern approach to zakat collection and distribution, BAZNAS has become a crucial instrument in 

the fight against poverty and social injustice, demonstrating the potential of zakat as a powerful tool for socio-

economic empowerment within the Muslim community.  

Application of DeLone and McLean Approach 

Recent scholarly efforts have further expanded and validated the DeLone and McLean Information Systems Success 

Model (2003), adapting it to diverse contexts and integrating it with other theoretical frameworks to enhance its 

applicability and explanatory power across various domains and geographies. 

Aldholay et al. (2018) extended the original DeLone and McLean model (2003) by incorporating self-efficacy as a 

precursor to user satisfaction and system usage, focusing on the educational sector in Yemen. Their study surveyed 

higher education students and demonstrated that self-efficacy significantly boosts user satisfaction and system usage, 

supporting the model’s adaptability and relevance in addressing educational challenges in developing countries. 

Thongsri et al. (2019) applied the model to assess Thailand’s ClassStart online learning platform. Their 

methodological approach centered on evaluating service quality, user satisfaction, and net benefits through student 

surveys. Their findings highlighted the importance of service quality and user satisfaction as critical predictors of net 

benefits, affirming the model’s effectiveness in evaluating e-learning systems. 

Cheng (2019) developed a hybrid model that combined the DeLone and McLean (2003) framework with theories of 

user continuance intention, targeting cloud ERP systems. The study found that system and information quality are 

crucial for fostering user satisfaction, directly influencing continuance intentions among ERP users. Mustafa et al. 

(2020) creatively merged Tan’s failure model with the DeLone and McLean framework to explore digital service 

failures. By gathering data from users who experienced such failures, their findings highlighted the pivotal roles of 

information quality and user satisfaction in mitigating the negative impacts of service failures. Alotaibi and 

Alshahrani (2022) extended the model to evaluate e-learning platforms, emphasizing the impact of system and 

information quality on user satisfaction. Based on student surveys, their research showed that high-quality systems 

and reliable information enhance user satisfaction and platform success.  

Bashiri et al. (2023) focused on Iran’s Electronic Health Record System, evaluating system quality, information 

quality, and user satisfaction. Data collected from healthcare professionals and system users indicated that high 

system and information quality significantly enhanced user satisfaction, contributing to the overall success of the 

healthcare information system. Ikenyei and Haggerty (2024) validated the DeLone and McLean model in the context 

of infectious disease pandemics in a developing country. The research adapted the model’s dimensions to fit the 

unique challenges posed by health crises, illustrating the model’s flexibility in different situational contexts. 

These studies collectively reinforce the robustness of the DeLone and McLean model, showcasing its flexibility to be 

adapted and extended across various types of information systems and user contexts, including BAZNAS, ultimately 

contributing to a deeper understanding of the determinants of IS success. 

METHODS 

This study employs a quantitative approach with a cross-sectional survey design to test the DeLone and McLean IS 

Success Model (2003)  in the context of the National Zakat Agency’s Intranet system. Figure 1 illustrates the adapted 
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DeLone and McLean Model (2003), which includes system quality, information quality, service quality, usage, user 

satisfaction, and net benefits. All of the six constructs were adopted in this study to develop nine hypothesized 

relationships.   

 

Figure 1. IS Success Model Delone and Mclean (2003) 

The quality of a system is a critical determinant of its success, characterized by its ability to meet user expectations 

and effectively serve its intended purpose. System quality refers to how well a system functions to meet user needs, 

and it can be assessed through various indicators such as system speed, accuracy of responses, ease of use, timeliness, 

and the overall capacity of the system to support performance. According to Sari, Ervianingsih, and Zahran (2023), 

these indicators collectively ensure that a system is functional and relevant to its users. 

Moreover, information quality is integral to a system’s success, reflecting its capacity to deliver complete, accurate, 

and reliable data. Hariyanto (2021) emphasizes that this involves adherence to predefined standards and adapting to 

evolving requirements. Indicators such as clarity, effectiveness, efficiency, and support infrastructure (e.g., robust 

networks and up-to-date facilities) are crucial. A high-quality information system minimizes errors and prevents 

misinformation, ensuring users can rely on its outputs. 

The role of human resources in system success cannot be understated. Effective human resource management, built 

on trust, appropriate expectations, and a focus on customer satisfaction, is essential. Service quality indicators 

enhance user satisfaction, including adequate infrastructure, reliable services, and trust-building measures. 

Training—its type, content, and delivery—is another key factor that supports service quality, as skilled personnel are 

better equipped to manage and utilize the system effectively (Admaja & Febian, 2015). 

The interplay between system and human resource factors extends to the system’s usability. Usability includes user-

friendly features that simplify operations and are supported by qualified human resources knowledgeable in 

information systems or technology. Additional aspects such as fair compensation, initiative, responsibility, loyalty, 

and wisdom further contribute to the effective use and management of the system. These factors foster motivation 

and a high level of engagement, which are vital for the emergence of a high-quality system. 

The success of a system is ultimately contingent upon its alignment with user needs and expectations. User initiatives 

and factors such as adaptability, comfort, and comprehensive design are instrumental in ensuring the system meets 

its objectives. A well-rounded approach that integrates technical excellence, human resource development, and a 

focus on user-centric design is essential for a system to achieve its intended outcomes. This holistic perspective 

reinforces that system quality and success are interdependent and require collaboration between technology and 

human users. 

The population of this study consists of 206 employees at the National Zakat Agency of Indonesia. Using Slovin’s 

formula with a 10% margin of error, the minimum required sample size was calculated as 67 respondents: n = N / (1 

+ Ne²) n = 206 / (1 + 206(0.1)²) n = 67.32 ≈ 67 respondents. The study employed stratified random sampling to 

ensure proportional representation across different organizational levels and departments. The questionnaires were 

developed based on validated scales from previous studies. All items were measured using a 5-point Likert scale (1 = 

strongly disagree to 5 = strongly agree). The instrument was pre-tested with 30 respondents to assess reliability and 

validity. Data was collected over two months in 2024 using an online survey platform. The response rate was 32.5% 

(67 valid responses from 206 distributed questionnaires).  

The partial least squares-structural equation modeling (PLS-SEM) was used for data analyses due to its suitability 

for smaller sample sizes while effectively confirming the quality of measurement models and analyzing causal-

predictive relationships among variables (Chin et al., 2020; Hair, Page, & Brunsveld, 2020). PLS-SEM was explicitly 
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utilized to assess the measurement model (outer model), structural model (inner model), and hypothesis testing. 

Construct validity was determined through convergent validity, indicated by loading values and Average Variance 

Extracted (AVE) greater than 0.5, and discriminant validity, where the square root of AVE exceeded the inter-

construct correlations. Reliability was evaluated using Cronbach’s Alpha, with a threshold of > 0.7 (Supriyanto & 

Maharani, 2012). The structural model (inner model) was assessed using measures of goodness of fit, including the 

coefficient of determination (R-square or R²), which reflects the influence of exogenous variables on endogenous 

variables. Hypotheses were accepted based on p-values < 0.05 (Narimawati, Sarwono, Affandi, & Priadana, 2020). 

RESULTS AND DISCUSSION 

Measurement Model Assessment 

Table 1 shows that the indicators used to measure the variables in this study exhibit loading values greater than 0.6 

and an AVE exceeding 0.5, confirming that the items effectively converge on their respective latent constructs. 

Additionally, both Cronbach’s Alpha and Composite Reliability (CR) values for all variables are above 0.7, indicating 

sufficient reliability and strong internal consistency. Moreover, the discriminant validity test shows that the square 

root of the AVE for each variable surpasses the correlation values among other constructs, confirming that all 

constructs are valid and meet the criteria for discriminant validity. 

Table 1. Convergent Validity, Composite Reliability, and Discriminant Validity 

Constructs 
Ite

m 

Loading 

Factor 

AV

E 

Cronbach’s 

Alpha 

Composite 

Reliability 

Discrimina

nt Validity 

System Quality (QS) QS1 0.938 

0.78

4 0.837 0.926 

0.885 

 QS2 0.899    
 

 QS3 0.841    
 

 QS4 0.864    
 

Information Quality 

(IQ) IQ1 0.840 

0.67

6 0.803 0.871 

0.882 

 IQ2 0.826     

 IQ3 0.807    
 

 IQ4 0.854    
 

 IQ5 0.858    
 

 IQ6 0.745    
 

Service Quality (SQ) SQ1 0.843 

0.65

1 0. 808 0.903 

0.843 

 SQ2 0.797    
 

 SQ3 0.828    
 

 SQ4 0.810    
 

 SQ5 0.764    
 

Actual Usage (U) U1 0.839 0.71 0.843 0.935 0.863 

 U2 0.883    
 

 U3 0.804     

User Satisfaction 

(US) US1 0.832 

0.74

5 0.851 0.880 

0.807 

 US2 0.906    
 

 US3 0.850    
 

Net Benefit (NB) NB1 0.852 

0.69

3 0.840 0.898 

0.833 

 NB2 0.801    
 

 NB3 0.849    
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Structural (Inner) Model Analysis 

The evaluation of the inner model highlights the explanatory power of the variables within the structural model. The 

Net Benefit construct exhibits an R-Square value of 0.671, which signifies that Use and User Satisfaction effectively 

account for 67.1% of the variability in the Net Benefit construct. This robust power means that the degree to which 

the system delivers value (e.g., efficiency, effectiveness, or other measurable outcomes) can be primarily attributed 

to how the system is used and how satisfied users are with it. However, the remaining 32.9% of the variability is 

influenced by external factors not addressed in this study. These could include organizational culture, economic 

conditions, or individual user characteristics, suggesting potential areas for further investigation to understand better 

what drives net benefits. 

The Use construct, with an R-Square value of 0.166, indicates that only 16.6% of its variance is explained by the 

constructs Information Quality, System Quality, and Service Quality. This relatively low explanatory power suggests 

that while these factors play a role in influencing system use (e.g., ease of use, availability of support, and system 

reliability), a significant 83.4% of the variance is determined by factors outside the study’s scope. Additional 

influences could include user motivation, training, external pressures, or other system-related characteristics such 

as accessibility or integration with other tools. 

The User Satisfaction construct shows a substantial R-Square value of 0.707, which implies that 70.7% of its variance 

is explained by Information Quality, System Quality, Service Quality, and Use. This finding demonstrates that the 

perceived quality of the system’s information output, functional capabilities, the support provided, and the extent of 

its utilization substantially contribute to user satisfaction. However, the remaining 29.3% of the variability is left 

unexplained, suggesting the influence of other factors like user expectations, individual preferences, or external 

feedback mechanisms not included in the study. 

Hypotheses Testing  Results 

The hypotheses tests show the nuanced relationships among information quality, service quality, system quality, use, 

user satisfaction, and net benefits. This study revealed a mix of hypotheses’ acceptance and rejections. As indicated 

in Table 2, the rejected hypotheses include H1, H3, H5, and H6.  

Hypothesis H1, which proposed a positive relationship between information quality and use, was rejected, as the P-

value (0.549) indicated insignificance despite a positive original sample value (0.191). Previous studies have indicated 

that while information quality is essential, it does not always lead to increased usage, as other factors, such as user 

experience and service quality, may play a more critical role in influencing usage patterns. Johnson et al. (2016) 

suggest that information quality evaluation encompasses various attributes, including content and relevance, which 

may not directly translate into usage. Similarly, Zhenyu’s (2023) study shows that perceived usefulness and 

reciprocity are more significant determinants of information sharing than quality alone. 

For H3, service quality did not significantly affect use (P-value 0.229, original sample 0.247), leading to the rejection 

of the hypothesis. This finding suggests that the quality of service delivery might not be a direct driver of system use. 

Instead, perceived ease of use could overshadow service quality and influence user behavior. The literature indicates 

that user satisfaction and engagement are often more closely linked to ease of use than the quality of service provided 

(Andwika & Witjaksono, 2020). Furthermore, the importance of individual factors and management support in 

determining the effectiveness of information systems may be more influential than service quality alone (Mkonya, 

Jintian, Nanthuru, & Jinyevu, 2018). 

H5, which linked system quality to use, was rejected (P-value 0.892, original sample 0.032), suggesting system 

quality lacks a direct influence on these factors. This finding suggests that users may not prioritize system quality 

(e.g., performance, interface design) when determining usage. Instead, other factors, such as perceived usefulness 

and ease of use, might take precedence (Li, Zhu, & Li, 2022). Furthermore, the effectiveness of enterprise resource 

planning systems is influenced more by user perception and organizational factors than by system quality alone 

(Wibowo & Widya Sari, 2018).  

Finally, H6 (system quality to user satisfaction) was rejected with similar findings (P-value 0.410, original sample -

0.115), suggesting that system quality may not directly influence user satisfaction (Li et al., 2022), highlighting 

potential gaps in expectations versus performance. 
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Table 2. Path coefficient of direct effects 

Hypotheses Path 

Coefficients 

Original 

Sample 

Sample 

Mean 

T 

Statistics 

STDEV P 

Value 

Decision 

H1 IQ → U 0.191 0.191 0.600 0.319 0.549 Rejected 

H2 IQ →US -0.335 -0.330 2.092 0.150 0.037 Accepted 

H3 SQ → U 0.247 0.253 1.204 0.205 0.229 Rejected 

H4 SQ →US 0.540 0.552 3.346 0.161 0.001 Accepted 

H5 QS → U 0.032 0.048 0.135 0.239 0.892 Rejected 

H6 QS → US -0.115 -0.119 0.824 0.139 0.410 Rejected 

H7 U → NB 0.326 0.320 2.173 0.150 0.030 Accepted 

H8 U →US 0.762 0.752 8.196 0.093 0.000 Accepted 

H9 US → NB 0.538 0.541 3.845 0.140 0.000 Accepted 

 

As shown in Table 2, five hypotheses, H2, H4, H7, H8, and H9, are accepted. Hypothesis H2, positing a positive 

impact of information quality on user satisfaction, was accepted with a significant P-value (0.037) and a negative 

original sample (-0.335), demonstrating a complex influence where higher information quality enhances satisfaction 

despite its directionality. This finding aligns with findings emphasizing Information Quality’s importance in 

enhancing user satisfaction (Maesaroh, Haddow, Kholis, & Mujib, 2024; Nurhayati, Umiyarni P, & Syafe’i, 2019). 

This finding highlights the importance of information quality for user satisfaction, suggesting that users value 

information accuracy, relevance, and comprehensiveness (Kusuma, Suarti, & Fitri, 2024).  

H4 established a significant and positive relationship between service quality and user satisfaction (P-value 0.001, 

original sample -0.540), supporting the hypothesis. This finding underscores service quality’s critical role in 

satisfaction. High service quality appears to influence user satisfaction positively. However, the negative coefficient 

suggests dissatisfaction with certain aspects of the service, such as responsiveness or reliability. This finding is 

consistent with the literature, which posits that Service Quality directly influences user satisfaction levels (Nidiacitra 

& Gede Sri Darma, 2023) in terms of meeting their needs and supporting the daily activities of employees (Suardika, 

Candiasa, & Divayana, 2024). 

Furthermore, H7 indicated a significant and positive relationship between use and net benefits (P-value 0.030, 

original sample 0.326), demonstrating that increased use directly enhances perceived benefits. Increased system use 

positively influences the perceived net benefits, such as efficiency and productivity. This finding aligns with previous 

studies highlighting the positive correlation between system use and perceived net benefits (Ameylda & Djamaludin, 

2022; Lestari, Kurniawan, & Usino, 2019). Thus, it is critical to increase the use of the system so that users can 

potentially experience net benefits.  

Similarly, H8 showed a robust, significant relationship between use and user satisfaction (P-value 0.000, original 

sample 0.762), emphasizing use’s pivotal role in satisfaction. Frequent use correlates with higher satisfaction levels, 

likely due to familiarity and perceived utility. This finding supports that higher engagement with a system enhances 

user satisfaction (Nidiacitra & Gede Sri Darma, 2023). User satisfaction may even improve when the system is 

convenient and practical. The literature supports this assertion, indicating that user satisfaction is often a function of 

the perceived ease of use and the overall user experience with the system. For instance, the Technology Acceptance 

Model (TAM) emphasizes that perceived ease of use and usefulness significantly influence user satisfaction and 

technology acceptance (Johnson et al., 2016). Furthermore, studies have shown that systems that facilitate user tasks 

and provide a seamless experience tend to yield higher satisfaction rates (Zhenyu, 2023). 

Finally, H9 confirmed a significant and positive link between user satisfaction and net benefits (P-value 0.000, 

original sample 0.538), highlighting satisfaction as a critical determinant of overall benefits. Satisfied users perceive 

more significant benefits from system use, including task efficiency and organizational value. This finding aligns with 

findings that suggest user satisfaction is a critical determinant of perceived net benefits (Ameylda & Djamaludin, 

2022; Lestari et al., 2019). When users are satisfied with the intranet system, they will have more benefits. The 

relationship between user satisfaction and perceived net benefits can be understood through the lens of the DeLone 

and McLean Information Systems Success Model, which posits that user satisfaction is a key outcome of system 
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quality, information quality, and service quality, ultimately leading to perceived net benefits (Andwika & Witjaksono, 

2020). 

These findings collectively provide valuable insights into system design and strategic decision-making, highlighting 

key factors that drive user satisfaction and perceived benefits.  It is suggested that the Internal of the National Zakat 

Amil Agency of the Republic of Indonesia maintains information quality and improves the usability and accessibility 

of the system to guarantee user satisfaction and benefits. 

CONCLUSION 

This study aimed to evaluate the effectiveness of the Internal Management Information System at the National Zakat 

Agency of the Republic of Indonesia using the DeLone and McLean Information Systems Success Model. The current 

study yields key findings, offering insights into the relationships between system quality, user satisfaction, and net 

benefits. First, users highly value information accuracy, relevance, and comprehensiveness, highlighting the critical 

role of information quality in enhancing user satisfaction. Second,  high service quality is essential for user 

satisfaction, suggesting that the Intranet maintains providing and improving service quality. Third, increased system 

use significantly enhances perceived net benefits, such as productivity and efficiency, highlighting the importance of 

encouraging frequent system use to maximize benefits. Fourth, frequent system use fosters higher satisfaction 

through familiarity and utility. Finally, user satisfaction directly increases net benefits, highlighting satisfaction as a 

cornerstone of organizational value and task efficiency.  

This study offers some practical recommendations. Upgrading the system’s technical infrastructure is essential to 

enhance the quality and quantity of system services and ensure uninterrupted operations, including adding RAM, 

expanding server capacity, and updating applications or platforms. These improvements will reduce disruptions, 

increase efficiency, and enable faster internal use of the intranet system. Furthermore, in-depth training sessions on 

Information Systems (IS) and Information Technology (IT) should be conducted to boost system usage and user 

satisfaction. These training programs should be designed to meet the workforce’s specific needs, enabling employees 

to fully utilize the system’s capabilities and increasing their proficiency and confidence in its use. 

In addition, the quality of information provided through the application or platform must be improved. Efforts should 

ensure employees can easily access and connect with relevant information by aligning the content with user needs 

and preferences. Paying close attention to the information criteria required by system users will help foster better 

communication and collaboration across the organization. These combined efforts will significantly optimize the 

intranet system’s performance and user satisfaction. 

The Internal Management Information System evaluation at the National Zakat Agency of the Republic of Indonesia 

using the DeLone and McLean Information Systems Success Model showed that the question items and indicators 

significantly influenced the evaluation outcomes. Thus, it is important to refine and expand the indicators to ensure 

a comprehensive measurement of the variables related to the system’s success. A more detailed exploration of these 

indicators is recommended to enhance the evaluation process and provide a clearer understanding of the system’s 

effectiveness. 

The intranet system supports employees’ work and can be enhanced with a more robust and versatile tool by 

incorporating additional features. These enhancements would enable the system to better cater to user needs by 

focusing exclusively on the primary application, eliminating reliance on multiple applications. This approach would 

improve consistency and streamline functionality, ensuring a more cohesive and efficient user experience. These 

measures would significantly contribute to optimizing the Intranet’s role in supporting organizational goals and 

improving employee productivity. 
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