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A Study of User Satisfaction with Internal Control
Quality in ERP Systems

Hsing-Hwa Hsiung~ Juo-Lien Wang  Huei -Ju Lee

Abstract: Using the dimensions of system, information, and service qualities under the
D&M Model framework, as well as communication quality dimension suggested from
relevant literature, this study explores the impact of these foregoing qualities on user
satisfaction with internal control quality in an ERP system. The findings are as follows: (1)
“system-Information quality” and “service quality” directly affect user satisfaction with
the ERP’s internal control quality. This suggests that enhancing “system-information
quality” is more effective than enhancing “service quality” for improving user satisfaction
with the ERP’s internal control quality. (2) “Communication quality” is an essential direct
antecedent variable which influences the “system-Information quality” and “service
quality” of the ERP system. (3) Superior “communication quality” enhances internal
auditors’ awareness of “system-information quality” and “service quality”, and indirectly
improves user satisfaction with the internal control quality. The study results above
suggest that, in addition to taking account of system level (system-Information quality)
and technologic level (service quality) factors, the element of interpersonal
communication (communication quality) cannot be undermined while enterprises seek to
implement internal control in ERP system. Thus, the symbiosis of superior systems,
technologies, and interpersonal communication improves internal auditors’ satisfaction

with the system’s internal control quality.
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