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ABSTRACT 
This study aimed to 1) identify non-technical factors influencing the implementation of 
Enterprise Resource Planning (ERP) system and 2) determine the influence of 
organisational climate on system, information, and service quality of company and its 
implications on user satisfaction in the petrochemical manufacturing industry. The study 
procedures were carried out using a quantitative method and questionnaires. In addition, 
the sample population comprised employees who were ERP system users from 5 
managerial levels, including General Manager, Department Manager, Section Manager, 
Superintendent, and Supervisor. The data obtained were analysed using Structural Equation 
Modelling Partial Least Squares (SEM-PLS). The results of this study showed the 
significance of organisational climate in determining critical success factors for ERP 
implementation, including system, service, and information quality, leading to user 
satisfaction, were determined by both system and information quality. The findings also 
revealed that non-technical factors in organisations, namely organisational climate, 
determined the success of ERP implementation in company in the petrochemical 
manufacturing company. 
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1. INTRODUCTION 
 

The concept of the Fourth Industrial Revolution was initially introduced at the Hannover 
Fair, held from April 4th to 8th, 2011. This concept was coined by the German Government 
and indicated a pivotal shift in the industrial landscape propelled by technological 
advancements. In addition, Industrial Revolution 4.0 serves as a directive to facilitate the 
industrial sector to new heights through the integration of cutting-edge technology. Several 
studies have also shown that it advocates for global enterprises to enhance their 
productivity by leveraging information technology (IT) in their operations. This includes 
the adoption of various tools, such as information system, the Internet of Things (IoT), 
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artificial intelligence (AI), cloud computing, big data analytics, among others. 
According to previous studies, Industry 4.0 plays an essential role in both the 

production and service sectors, reshaping the way businesses operate. The advancement of 
IT has also profoundly influenced various facets of human life, including Petrochemical 
Company in Indonesia. Therefore, the integration of IT in Petrochemical Company in 
Indonesia is imperative. Effectively managing the resources at Petrochemical Company in 
Indonesia necessitates the implementation of an integrated system capable of enhancing 
performance. Tahat et al. (2017) demonstrated that leveraging IT could significantly 
enhance organisational performance. Another study by Sadikoglu & Zehir (2010) revealed 
the essential role of IT as a cornerstone for company performance. Consequently, strategic 
management of IT usage holds the potential to drive improvements in company 
performance. 

Petrochemical Company in Indonesia is the largest integrated petrochemical 
company in Indonesia, operating the sole Naphtha Cracker facility in the country. The latest 
data shows that this company is the largest company among publicly listed petrochemical 
companies totaling 28 companies. Total outstanding shares reached 26.78% (86.51 billion 
shares) and capitalisation value reached 81.88% (IDR 666.14 trillion) of the total 28 listed 
petrochemical companies (https://www.chandra-asri.com/).  This can be seen in the following 
table; 

 
Table 1  Listed of Petrochemical Company  in  Indonesia (December 2023) 

No Ticker 
Name 

Number of shares 
outstanding 

Proportional 
Shares (%) 

Capitalisation 
 

Proportional 
Capitalisation (%) 

1 ADMG 3.890.000.000 1,20%          482.260.000.000  0,06% 
2 AGII         3.070.000.000  0,95%         5.520.000.000.000  0,68% 
3 AKPI 612.250.000 0,19%            367.350.000.000 0,05% 
4 APLI         1.360.000.000  0,42%            742.660.000.000  0,09% 
5 AVIA      61.950.000.000  19,18%       32.530.000.000.000  4,00% 
6 BMSR  1.160.000.000 0,36%            417.310.000.000  0,05% 
7 BRPT      93.750.000.000  29,02%       91.870.000.000.000  11,29% 
8 CHEM         1.700.000.000  0,53%            115.600.000.000  0,01% 
9 CLPI            306.340.000  0,09%            324.720.000.000  0,04% 

10 DPNS            331.130.000  0,10%            137.750.000.000  0,02% 
11 EKAD         3.490.000.000  1,08%            789.620.000.000  0,10% 
12 ESSA      17.230.000.000  5,33%         1.430.000.000.000  0,18% 
13 FPNI         5.570.000.000  1,72%            996.300.000.000  0,12% 
14 INCI         2.076.600.000  0,64%            109.020.000.000  0,01% 
15 KKES         1.500.000.000  0,46%              75.000.000.000  0,01% 
16 LTLS         1.560.000.000  0,48%         1.640.000.000.000  0,20% 
17 MDKI         2.530.000.000  0,78%            473.140.000.000  0,06% 
18 MOLI         2.720.000.000  0,84%            653.770.000.000  0,08% 
19 NFGE         3.240.000.000  1,00%            162.010.000.000  0,02% 
20 OBMD            805.990.000  0,25%            209.560.000.000  0,03% 
21 OKAS         2.370.000.000  0,73%              23.022.000.000  0,00% 
22 SAMF         5.120.000.000  1,59%         3.480.000.000.000  0,43% 
23 SBMA            929.930.000  0,29%            132.050.000.000  0,02% 
24 SMLE         2.330.000.000  0,72%            232.810.000.000  0,03% 
25 SRSN         6.020.000.000  1,86%            301.000.000.000  0,04% 
26 TDPM      10.490.000.000  3,25%         1.250.000.000.000  0,15% 
27 TPIA*      86.510.000.000  26,78%    666.140.000.000.000  81,88% 
28 UNIC         3.890.000.000  0,12%         2.980.000.000.000  0,37% 

Total  323.005.570.000 100,00% 813.584.952.000.000 100,00% 

Sources:  https://lembarsaham.com/daftar-emiten/industrial/B11/barang-kimia?page=1, 
https://lembarsaham.com/daftar-emiten/industrial/B11/barang-kimia?page=2 
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Note: * TPIA is Ticker Name of Chandra Asri as Petrochemical Company in Indonesia  
 

Based on table 1 above, it can be seen that Petrochemical Company in Indonesia is 
the largest company in Indonesia in the field of Petrochemical. Thus, the dynamics, 
developments that occur in the Company will affect the development of petrochemical 
business in Indonesia and will also affect the increase and decrease of the Composite Stock 
Index on the Indonesia Stock Exchange. Thus, the determination of this company as a 
research location reflects the overall picture of the industry in similar industries  

  Efficient management of company resources necessitates an integrated system 
capable of enhancing total performance. Previous reviews indicated that using IT could 
significantly enhance organisational performance (Tahat et al., 2017). Given its crucial 
role, effective management of the technology is necessary for optimising company 
performance (Sadikoglu & Zehir, 2010). 

In line with several reports, IT has facilitated transformations across various 
domains, including manufacturing, agriculture, transportation, and education. This 
transformation shows a growing imperative for organisation to embrace  IT, exemplified 
by the widespread adoption of Enterprise Resource Planning (ERP) system. Petrochemical 
Company in Indonesia, for instance, has been using ERP system since 1995. The 
proliferation of ERP system worldwide reflects the need to adapt to dynamic environments 
and transcend the constraints of legacy system (Kallunki et al., 2011). The escalating 
integration of IT in company has been reported to foster the advancement of IT company, 
exerting a significant influence on effectiveness, efficiency, and organisational 
competitiveness. Studies by Kulikov et al. (2020) and Mahraz et al. (2020) revealed that 
ERP system enhanced competitiveness and company performance. Information and 
Communication Technology (ICT) in the corporate sector emerges as a catalyst for 
efficiency, improved performance, sustained competitiveness, and heightened profitability 
(Stanimirovic, 2015). In the contemporary business landscape, the adoption of information 
system is imperative for company striving for competitiveness and sustainability. ERP 
system emerges as an essential choice for company seeking to streamline operations 
effectively and efficiently. Shao et al. (2015) also showed that company transitioned to 
ERP system to optimise operational, tactical, and strategic processes, thereby enhancing 
efficiency and effectiveness. 

Based on the results, this current study presents organisational climate as a crucial 
determinant influencing system quality, information quality, service quality, and user 
satisfaction, which collectively measure the success of ERP system implementation. 
Several studies showed that organisational climate referred to the collective atmosphere 
surrounding organisation, comprising the interplay of individual characteristics, 
organisational dynamics, and environmental factors influencing individual behaviour. In 
addition, key components of organisational climate include managerial competence, 
workload balance, task clarity, team cohesion, ethical standards, and employee 
participation (Revida & Munthe, 2020). When employees perceive alignment between 
work roles and organisational objectives, their resistance to change tends to diminish 
(Suryanarayana, 2023). The incorporation of organisational climate as a variable shaping 
the DeLone & McLean model's framework for evaluating ERP system implementation 
success presents an intriguing avenue for study, particularly in the automotive sector 
company in Indonesia. 

The DeLone & McLean model explains that the successful use of a system assesses 
how system usage influences user satisfaction (Lowry et al., 2007). According to the model, 
system and information quality indirectly affect individual and organisational outcomes 
through use and user satisfaction dimensions (Delone & McLean, 1992). User satisfaction 
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is the level where individuals believe that the use of the system can improve their 
performance (Davis, 1989). Several reviews suggest that user satisfaction plays a crucial 
role in the success of information system, as individuals who trust the information system, 
they use tend to feel more comfortable and confident, potentially improving the 
performance in completing delegated responsibilities (Mardiana et al., 2015). Therefore, this 
study investigates the influence of Organisational Climate in ERP Implementation on 
system quality, information quality and service quality and implication on  user satisfaction  
in ERP system at Petrochemical Company in Indonesia 

 
2. LITERATURE REVIEW 
 
2.1  Organisational climate in the success of ERP system implementation 
Organisational climate comprises the collective perceptions of employees regarding the 
internal workings of organisation, influencing behaviour and attitude (Burton et al., 2004). 
According to Pritchard & Karasick (1973, it is a stable characteristic shaped by the actions 
and policies of all members, particularly senior leadership, which is universally perceived 
in organisation. These perceptions form the backdrop against which organisational context 
is understood and decisions are made. Employees represent the cornerstone of organisation, 
driving the implementation of strategies and goals (Rufino, 2023). Forehand & Gilmer 
(1964) assert that organisational climate comprises enduring descriptors of organisational 
traits (Toulson & Smith, 1994). Litwin & Stringer, as cited by Toulson & Smith (1994), 
conceptualise organisational climate as a factor directly or indirectly measurable within the 
workplace, with implications for employees’ motivation and behaviour. 

In line with previous studies, organisational climate significantly influences the 
behaviour and performance of members, consequently influencing the overall 
organisational performance. This influence can manifest both positively and negatively. 
For instance, when there is disharmony between superiors and subordinates, an 
uncomfortable workspace, or low job satisfaction, it often leads to diminished performance 
among organisational members. Meanwhile, harmonious relationship between superiors 
and subordinates, coupled with a comfortable workspace and high job satisfaction, tends 
to foster high performance among organisational members. The leadership style adopted 
in organisation also plays an essential role in shaping individual perspectives on 
performance. Several studies also showed that it held the power to either enhance or hinder 
employees' performance, thereby influencing their motivation to stay. When employees 
perceive a sense of purpose and meaning in their roles, as highlighted by Bautista & Uy 
(2023), these individuals are more likely to be motivated and committed to their tasks. 

According to previous studies, system quality represents a crucial aspect of 
information system, as emphasised by Delone & McLean (2003). A system is deemed 
effective when it is actively used by the intended users, reflecting their perception of the 
quality. In this framework, the ease of use of ERP system emerges as a key factor 
influencing users' assessments of system quality. The results of Chiawah (2019) further 
corroborate this, revealing a significant positive correlation between ERP system quality 
and ease of use. In addition, it is also essential to note that while there is no universally 
applicable metric for "System Quality" (Delone & McLean, 2003), certain consistent and 
validated measurements exist. One such critical dimension is information quality, 
representing the desirable characteristics of system output. Information, as defined by 
DeLone & McLean (2016), is the outcome of data processing in information system, which 
can yield either high-quality or poor results. This indicates that evaluating information 
quality is essential, with metrics, such as relevance, usefulness, understandability, 
accuracy, reliability, real-time availability, completeness, and timeliness serving as reliable 
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variables for assessment. 
Service quality in information system organisation, as provided by IT personnel, 

significantly influences user satisfaction and individual performance. Consequently, it 
warrants inclusion as a pivotal dimension in the success model of information system, as 
proposed by Delone & McLean (2003). This updated model recognises the importance of 
service quality in gauging the effectiveness of information system. The measurement 
framework for service quality comprises accuracy, reliability, technical competence, and 
empathy demonstrated by IT staff. Delone & McLean (2003) assert that "Use" represents 
the extent and manner in which employees and customers leverage the capabilities of 
information system. This entails considerations, such as the frequency, nature, suitability, 
degree, and purpose of system use. Highlighting the centrality of "Use" in assessing 
information system success, it becomes imperative to focus on how effectively and 
extensively system is used post-implementation. Understanding the patterns and benefits 
derived from system use serves as a key indicator of successful implementation and system 
effectiveness in organisation. 

Organisational climate, defined as employees' perception of the internal environment 
of organisation, exerts a significant influence on employee behaviour over an extended 
period. A conducive organisational climate can enhance service quality, information 
quality, and system quality during the successful implementation of ERP system. 
Environments fostering innovation, experimentation, and continuous learning are 
particularly conducive to the introduction of new system. In addition, it is essential that 
employees feel at ease with the implementation of the ERP system and actively develop 
the requisite skills.  

 
2.2 ERP system for user satisfaction 
The use of ERP presented significant challenges for company, often being difficult, time-
consuming, and expensive (Shehab et al., 2004). Therefore, the collaboration between user 
expectation and the quality of information, system, and service played a crucial role in 
determining the system success (Hariwibowo & Setiawan, 2020).  

 DeLone & McLean Information System Success Model (D&M IS Success Model), 
developed by William DeLone and Ephraim McLean, provided a valuable framework for 
comprehending the multidimensional success of information system. Based on the 
Communication Theory by Shannon & Weaver, W. (1949) and Mason, (1978), the model 
offered insights into various aspects of the system success. 

System quality, a key attribute of an information system, was characterised by its 
usability and user perception (Delone & McLean, 2003). Chiawah (2019) described a 
positive relationship between the system quality and the ease of use. Although there was no 
universal measure for "System Quality" (Delone & McLean, 2003), certain metrics could 
be consistently applied and validated. Information quality, another essential aspect, was 
referred to as the desirable characteristic of system output (DeLone & McLean, 2016). It 
covered factors such as relevance, usefulness, understandability, accuracy, reliability, real-
time availability, completeness, and timelines. 

Service quality referred to the support received by system users from IT organisations 
and personnel, contributing significantly to individual performance and thereby considered 
a dimension of information system success (Delone & McLean, 2003). It covered aspects 
such as accuracy, reliability, technical competence, and empathy of IT staff. 

User satisfaction served as an important indicator in verifying the total success of the 
information system (Urbach et al., 2009). It showed the perceived improvement in service 
levels or system performance by users (S.- K. Lee &; Yu, 2012). For instance, user 
satisfaction included the aspect of reports, websites, and support services (Ives et al., 1983). 
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Based on the aforementioned explanations, the following hypotheses were proposed :  
H1 : Organisational climate has a significant positive influence on system quality. 
H2 : Organisational climate has a significant positive influence on information quality. 
H3:  Organisational climate has a significant positive influence on service quality. 
H4 : System Quality has a significant positive effect  on user satisfaction 
H5 : Information Quality has a significant positive effect on user satisfaction 
H6 : Service Quality has a significant positive effect on user satisfaction 
 

Organisational 
Climate 

System 
Quality 

Information 
Quality 

Service 
Quality 

H1

H2

H3 

 
Figure 1. Study Conceptual Framework 

 
3 METHOD 
 
This study used quantitative method by distributing questionnaires using Likert, which was 
delivered to respondents using a 5-point scale, namely 5= strongly agree, 4= agree, 3= 
disagree, 2= disagree, and 1= strongly disagree. In addition, the study population 
comprised 222 employees across 5 levels of Petrochemical Company in Indonesia. 
Sampling was conducted using side probability, such as stratified random sampling 
method. 

Data analysis method was performed using Structural Equation Modelling Partial 
Least Squares (SEM-PLS) with SmartPLS 3.2.9 software. The first stage was an evaluation 
of the measurement model, which included individual verification of Convergent Validity 
(seen from outer loading and AVE values), Discriminant Validity (seen from cross loading 
values), Fornell-Larcker Criterion Test, Heterotrait-Monotrait Ratio (HTMT Test), and 
Composite Reliability Test, as well as structural model evaluation. Meanwhile, the second 
stage was hypothesis testing with a bootstrapping process that produced a calculated T 
value. 

 
Table 2. Study Samples 

Position Sample Size 
1. General Manager 13 
2. Department Manager 22 
3. Section Manager 58 
4. Superintendent 39 
5. Supervisor 90 
Total 222 

 
 
4 MEASUREMENTS 
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The scale used to assess non-technical factors in the successful implementation of system 
information system was ERP, which was a factor of organisational climate with reference 
to Renato Tagiuri et al., (1968), George H Litwin & Stringer Jr., (1968), Owen Jones, 
(1991), (Stringer, (2002), Burton et al., (2004), Pritchard & Karasick, (1973), Forehand 
& Von Haller, (1964) old Toulson & Smith, (1994) and (Wirawan, 2008). In addition, 
organisational climate was measured through indicators that characterised the variable, 
which were operationalised into 7 statements, using an instrument in the form of a 
questionnaire. 

The success model of ERP System implementation using Delone & McLean (2003) 
was measured through indicators that characterised the variable, operationalised into 27 
statements, and categorised into 3 variables, including System Quality Variables, 
Information Quality Variable, and Service Quality Variable. The variables were measured 
using an instrument in questionnaire form with 6, 6, and 16 statement indicators, 
respectively. User satisfaction with ERP was measured using 4  items, as outlined by Akrong 
et al. (2022), Nelson et al. (2005), and Sedera & Tan (2005). The items evaluated user 
satisfaction with various aspects of the system, including its functionality, support, and total 
satisfaction. 

 

5 RESULT 
 

PLS algorithm analysis improved the model based on the outer loadings. According to 
Ghozali (2014), indicators with outer loadings values below 0.6 in the explanatory model 
analysis must be excluded from the model. Figure 2 and Figure 3 illustrated the analysis of 
the final model with a loading factor value above 0.7 was ideal. This indicated that the 
indicator was significant for the measurement of variables. 

Based on the presentation of data in Table 3 , the test analysis construct reliability 
and validity for each indicator required Cronbach's alpha value of > 0.7, while composite 
reliability required a value of > 0.6. In terms of average variant extracted (AVE), the value 
must be > 0.5 for a good model (Ghozali, 2008). Consequently, the distribution of Outer 
Loadings data met the criteria above 0.7. Cronbach's Alpha value for each variable was 
above 0.7, Composite Reliability value on each variable was above 0.6, and the AVE 
value on each variable was above 0.5. All variables and indicators had met the established 
value standards. 

Based on the data presented in Table 4, reliability testing of constructs was conducted 
by examining the values of composite reliability and Cronbach's alpha. A composite 
reliability value exceeding 0.7 was considered satisfactory, while Cronbach's alpha above 
0.6 indicated construct reliability. Additionally, for the average variance extracted (AVE), 
a value greater than 0.5 signified a good model (Ghozali, 2008). The results of reliability 
testing showed that Cronbach's alpha, composite reliability, and AVE values for each 
variable exceeded the established standards, indicating all variables and indicators met the 
required criteria. 
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Figure 2. PLS Algorithm in SmartPLS 

 
Source: Obtained using SmartPLS software 

 
Figure 3. PLS algorithm in SmartPLS 

 
Source: Obtained using SmartPLS software 
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Table 3. Results of a Reflective Model Organisational Climate on system quality, 

information quality and service quality 
 

Variables Indicators Outer 
Loadings 

Cronbach's 
Alpha 

Composite 
Reliability 

AVE 

Organisational 
Climate 

OC2 0.785  
 

0.897 

 
 

0.919 

 
 

0.618 
OC3 0.807 
OC4 0.757 
OC5 0.844 
OC6 0.773 
OC7 0.797 

System Quality SyQ1 0.728  
 

0.878 

 
 

0.908 

 
 

0.624 
SyQ2 0.830 
SyQ3 0.825 
SyQ4 0.855 
SyQ5 0.751 
SyQ6 0.742 

Information 
Quality 

IQ1 0.789  
 

0.900 

 
 

0.924 

 
 

0.670 
IQ2 0.713 
IQ3 0.797 
IQ4 0.883 
IQ5 0.889 
IQ6 0.827 

 
Service Quality 

SeQ1 0.739  
 
 
 
 
 
 

0.966 

 
 
 
 
 
 
 

0.969 

 
 
 
 
 
 
 

0.661 

SeQ2 0.806 
SeQ3 0.858 
SeQ4 0.856 
SeQ5 0.854 
SeQ6 0.826 
SeQ7 0.861 
SeQ8 0.840 
SeQ9 0.862 
SeQ10 0.801 
SeQ11 0.723 
SeQ12 0.814 
SeQ13 0.761 
SeQ14 0.741 
SeQ15 0.858 
SeQ16 0.789 

  Source: Obtained using SmartPLS software 
 
 

Table 4. Results of a Reflective Model System Quality, Information Quality and Service 
Quality on User Satisfaction 

Variable Indicator Outer 
Loadings 

Cronbach's 
Alpha 

Composite 
Reliability 

AVE 

System Quality SyQ1 0.896  
0.910 

 
0.944 

 
0.848 SyQ2 0.923 

SyQ3 0.944 
Information 
Quality 

IQ1 0.804  
 

 
 

 
 IQ2 0.732 
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IQ3 0.797 0.900 0.924 0.669 
IQ4 0.870 
IQ5 0.880 
IQ6 0.815 

Service Quality SeQ1 0.739  
 
 
 
 
 
0.966 

 
 
 
 
 
 
0.969 

 
 
 
 
 
 
0.661 

SeQ2 0.802 
SeQ3 0.852 
SeQ4 0.853 
SeQ5 0.853 
SeQ6 0.828 
SeQ7 0.860 
SeQ8 0.838 
SeQ9 0.857 
SeQ10 0.800 
SeQ11 0.724 
SeQ12 0.817 
SeQ13 0.770 
SeQ14 0.748 
SeQ15 0.859 
SeQ16 0.790 

User Satisfaction US1 0.890  
0.831 

 
0.886 

 
0.662 US2 0.886 

US3 0.713 
US4 0.750 

  Source: Obtained using SmartPLS software 
 
 Discriminant validity 
Discriminant validity tests are conducted to assess whether two instruments measuring 
different constructs are correlated. This test adopted the Fornell-Larcker Criterion, which 
showed variables’ validity when it had a greater correlation compared to the correlation 
between different variables (Chin, 1998). Table 4 showed the correlation value of the 
variable organisational climate, which was high compared to other variables, indicating the 
presence of good discriminant validity. In this case, the Fornel-Larcker Criterion value with 
the lowest value was Information Quality 0.819. The value was greater than the correlation 
between the variables of Organisational Climate 0.710, Service Quality 0.581, and System 
Quality 0.799. 

Table 5. Fornell–Larcker Criterion to Discriminant Validity of the Model 
 Information 

Quality  
Organisational 

Climate  
Service 
Quality 

System Quality 

Information Quality  0.819    
Organisational Climate 0.710 0.786   
Service Quality  0.581 0.648 0.813  
System Quality 0.799 0.693 0.523 0.790 

    Source: Obtained using SmartPLS software 

Measurement path-coefficient was used to describe the relationship between study 
variables, with a significant level of 0.05, hence, hypotheses with T Statistics >1.96 were 
accepted (Ghozali, 2014; Hair Jr et al., 2017). To determine the influence between variables 
with Original Sample, there was a positive or negative sign on the value. Therefore, when 
the value Original Sample had a positive sign, any increase or decrease in the independent 
variable must increase or decrease the value of the dependent variable. When the value of 
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the path coefficient was marked negative, then every increase in the independent variable 
should decrease the dependent variable and vice versa (Ghozali, 2014). 

 
 Discriminant validity 
Discriminant validity tests are conducted to assess whether two instruments measuring 
different constructs are correlated. This test adopted the Fornell Larcker criterion, 
comparing the square root of AVE with the correlation between latent variables. According 
to the criterion, when the correlation between the main construct and the measurements 
exceeded that with other constructs, the latent construct better predicted the indicators 
(Chin, 1998). Table 5 presented that Information quality variable had a higher correlation 
compared to others, indicating good discriminant validity. Specifically, information quality 
showed the lowest Fornell-Larcker Criterion value of 0.818, exceeding the correlation 
between service quality, system quality, and user satisfaction. 

Table 6. Fornell–Larcker Criterion to Discriminant Validity of the Model 
 Information 

Quality 
Service 
Quality 

System 
Quality 

User 
Satisfaction 

Information Quality 0.818    
Service Quality 0.584 0.813   
System Quality 0.701 0.416 0.921  
User Satisfaction 0.730 0.519 0.878 0.814 

  Source: Obtained using SmartPLS software 
 
The measurement path coefficient described the influence between variables at a 

significant level of 0.05. A T-statistics value exceeding 1.96 indicated acceptance of 
hypotheses (Ghozali, 2014; Hair Jr et al., 2017). Moreover, the positive or negative sign of 
the path coefficient in the original sample showed the direction of influence between 
variables. A positive sign indicated that an increase or decrease in the independent variable 
would affect the dependent variable in the same direction, while a negative sign indicated 
an inverse relationship (Ghozali, 2014). 

Based on the bootstrapping analysis results in  Figure 4 and Table 7, H1 : revealed 
that organisational climate had a significant positive influence on system quality. T 
Statistics had a value of 19,502, which was >1.96, while the original sample had a positive 
value of 0.693. H2 : organisational climate had a significant positive influence on 
information quality. T Statistics had a value of 20,205, which was more than >1.96, while 
the original sample had a positive value of 0.710. H3 : organisational climate had a 
significant positive influence on service quality. T Statistics had a value of 13,009 more 
than >1.96, while the original sample had a positive value of 0.648. 

 
Table 7. Structural Model 

 Original 
Sample (O) 

Sample Mean 
(M) 

Standard 
Deviation 
(STDEV) 

T Statistics 
(|O/STDEV|) 

Organisational Climate  System Quality 0.693 0.700 0.036 19.502 
Organisational Climate  Information 
Quality 

0.710 0.716 0.035 20.205 

Organisational Climate  Service Quality 0.648 0.655 0.050 13.009 
Source: Obtained using SmartPLS software 
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Figure 4. Bootstrapping in SmartPLS 

 
Source: Obtained using SmartPLS software 

 
Figure 5. Bootstrapping in SmartPLS 

 

 
Source: Obtained using SmartPLS software 
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Table 8  Structural Model Organisational Climate on System Quality, Information 
Quality, and Service Quality 

 Original 
Sample (O) 

Sample 
Mean 
(M) 

Standard 
Deviation 
(STDEV) 

T Statistics 
(|O/STDEV|) 

Organisational Climate  System 
Quality 

0.693 0.700 0.036 19.502 

Organisational Climate  
Information Quality 

0.710 0.716 0.035 20.205 

Organisational Climate  Service 
Quality 

0.648 0.655 0.050 13.009 

Source: Obtained using SmartPLS software 
 
 
Table 9. Structural Model System Quality, Information Quality and Service Quality on User 

Satisfaction 
 Original Sample 

(O) 
Sample 

Mean (M) 
Standard 
Deviation 
(STDEV) 

T Statistics 
(|O/STDEV|) 

System Quality  User
Satisfaction 

0.718 0.719 0.040 17.821 

Information Quality  User
Satisfaction 

0.148 0.148 0.050 2.932 

Service Quality  User
Satisfaction 

0.134 0.132 0.044 3.044 

  Source: Obtained using SmartPLS software 
 

Based on the bootstrapping analysis results in Figure 5 and Table 8, H4 suggested 
that system quality significantly influenced user satisfaction, with a T-statistics value of 
17.821 and a positive original sample value of 0.718. H5 indicated a significant effect of 
information quality on user satisfaction, supported by a T-statistics value of 2.932 and a 
positive original sample value of 0.148. Finally, H6 proposed a significant effect of service 
quality on user satisfaction, with a T-statistics value of 3.044 and a positive original sample 
value of 0.134. 

 
6 DISCUSSION 

 

H1: The Influence of Organisational Climate on System Quality 
The results of the hypothesis test were consistent with several previous studies (Akrong, 
Shao, et al., 2022; Akrong, Yunfei, et al., 2022; H. Lin, 2011). Organisational climate 
referred to the perception of organisational members, such as individuals and groups also 
related to organisation. Support referred to the perception of tolerance of organisational 
behaviour by superiors, including allowing members to learn from their mistakes without 
fear and punishment (Koys & DeCotiis, 1991). Therefore, it was important to create 
organisational climate that supported the implementation and use of ERP System to achieve 
the desired quality and maximise the benefits of investment in the technology. Several 
studies showed that organisational climate influenced member productivity and 
organisational effectiveness and efficiency. This study showed that there were success 
factors for ERP implementation with non-technical measures. Success was measured by 
technical factors, such as hardware and software used by company. However, there were 
also non-technical factors, such as work situations, relationships between employees, 
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cooperation between employees, support, and job pressure. 
The results were confirmed by General Manager, Department Manager, Section 

Manager, Superintendent, and Supervisor in the Production, Maintenance, Warehouse, 
Contract and Procurement, Human Resources, Accounting, and Sales Division that 
received support from the Top Management. The assistance provided, including the 
provision of quality computers and training for ERP system users, facilitated ease of use 
and learning, ensuring optimal use of ERP system features to meet employees' work needs. 
Regardless of the sophistication and power of ERP system used, without support from Top 
Management, inter-departmental cooperation, and comprehensive training, system could 
risk paralysis, reducing the use to mere data storage. Additionally, the company conducts 
plant maintenance every five years through Turn Around Maintenance (TAM), involving 
all divisions. Effective inter-divisional cooperation enhances ERP integration, enabling 
smooth and successful preparation, implementation, and post-TAM operations. 

H2: The Influence of Organisational Climate on Information Quality 
The results of the hypothesis test were in line with several previous reports (Akrong, 
Shao, et al., 2022; Akrong, Yunfei, et al., 2022). Organisational climate had a significant 
influence on the quality of information in an enterprise. In addition, organisational 
climate that supported good internal communication must ensure a smooth flow of 
information between different units or departments (Titang, 2013).  

When transparency in policies, procedures, and decision-making were 
encouraged, there was often a  tendency for better-quality information. This was 
necessary because employees needed to be informed and up-to-date to make informed 
decisions, and transparency helped prevent information from being hidden or distorted 
(Cascante et al., 2002). 

 The results were confirmed by General Manager, Department Manager, Section 
Manager, Superintendent, and Supervisor in the Production, Maintenance, Warehouse, 
Contract, and Procurement Division, that ERP system as an integrated system required 
support and cooperation between divisions in the use. Inaccuracies or errors in data 
supplied by a division often had an influence on the quality of information generated by 
ERP system. In addition, the warehouse must be able to ensure the amount of spare parts 
available for factory machinery needs. When a machine was damaged, the warehouse 
must be able to repair it immediately to ensure the continued operation of the Production 
Division.  

Therefore, the warehouse must obtain the right and correct data from several 
divisions, departments, or sections. Information on spare parts needed for each factory 
machine was supplied by the Maintenance division, while those on the time needed to get 
spare parts were supplied by the Contract and Procurement division. Therefore, the 
warehouse through ERP system could produce quality information to decide the value of 
the reorder point that must be used as a basis for purchasing spare parts according to the 
needs of factory machinery. 

H3: The Influence of Organisational Climate on Service Quality 

The results of the hypothesis test were in line with previous studies (Akrong, Shao, et al., 
2022; Akrong, Yunfei, et al., 2022). Employee perceptions of company practices, such as 
organisational goal setting, communication, employee engagement, empowerment, 
teamwork, training, trust, creativity, rewards, and co-worker performance could influence 
perceptions of their ability to deliver high-quality service to customers (Indrastuti, 2020).  

Service quality received by system users and the support of IT personnel was 
influenced by a supportive work environment, such as company cultural values and 
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stakeholder support (Delone & McLean, 2003). In addition, company adopting ERP must 
consider whether system was a strategic value (Saffu et al., 2012). Organisation comprised 
not only the structural frameworks but also the intangible aspects of organisational culture 
and values, which established norms and influenced employee behaviour. When 
organisational culture emphasised principles, such as teamwork, innovation, and a steadfast 
commitment to customer satisfaction, employees were inclined to engage with zeal and 
could significantly enhance service quality in system (Schneider et al., 2013).  

Moreover, the support extended by management played a significant role in shaping 
organisational climate. Senior executives who demonstrated support, fairness, and a clear 
understanding of the significance of service quality could serve as catalysts for improved 
employee performance (Holloway, 2012). A positive organisational climate fostered an 
atmosphere where employees were motivated to deliver high-quality service, while a 
negative climate detrimentally influenced employee morale and effectiveness, thereby 
compromising service quality. 

The results were confirmed by General Manager, Department Manager, Section 
Manager, Superintendent, and Supervisor in IT, Production, Maintenance, Warehouse, 
Contract and Procurement, Human Resources, Accounting, and Sales Divisions that in 
carrying out their activities, employees must apply iSTAR company value (integrity, safety, 
teamwork, accountability, respect). Company values shaped behaviour and made 
employees work professionally, cooperate and support each other, behave responsibly in 
every action, respect fellow employees, and prioritise work safety.  

H4: The effect of system quality on user satisfaction 
The hypothesis test results were in line with the observations of Abdillah et al. (2020), Al- 
Okaily et al. (2023), and Mohanty et al. (2022). However, system quality covered factors 
such as ease of use, system dependency, ease of learning, response time, and adaptability 
(Petter et al., 2008), showing a significant relationship with user satisfaction. 

Veeramootoo et al. (2018) expressed a significant relationship between information 
quality and service quality. Similarly, Pizarro-Uy et al. (2023) showed that support system 
quality, learner quality, instructor quality, and perceived usefulness all influenced users' 
satisfaction with the e-learning system. Previous reviews suggested that the substantial 
impact of system quality on service quality arose from the system’s flexibility, simplicity, 
and quick response times, enhancing user-friendliness. Enhanced system quality resulted 
in clear information outputs and timely reports that met users' information needs. 

The results were validated by the General Manager, Department Manager, Section 
Manager, Superintendent, and Supervisor across various divisions, including IT, 
Production, Maintenance, Warehouse, Contract and Procurement, Human Resources, 
Accounting, and Sales. They affirmed that ERP was user-friendly and facilitated ease of 
learning, accurate data processing, and streamlined workflow. System offered an integrated 
method, fostering collaboration between divisions and presenting a comprehensive view of 
the entire process from start to finish (end-to-end process). Features such as Preventive 
Maintenance helped the Maintenance division in scheduling periodic equipment 
maintenance, ensuring optimal machine lifespan, and preventing unplanned production 
downtime.  

 
H5 : The effect of information quality on user satisfaction 
The hypothesis test results were in line with the observation of Dessyana & Yolanda 
(2022), Gunasih (2021), and Ilmawawn & Pujani (2020) who indicated that information 
quality significantly influenced user satisfaction. ERP has various types of software, 
including systems, applications, and products in data processing, commonly abbreviated 
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as SAP. System integrated the business processes (Handini, 2017), facilitating efficient 
operations and aiding decision-making by company management. High-quality information 
expedited the decision-making process, allowing ERP users to quickly identify trends, 
problems, or opportunities (Sigalingging &; Permatasari, 2021; Zai, 2014). 

The results were validated by the General Manager, Department Manager, Section 
Manager, Superintendent, and Supervisor across various divisions such as IT, Production, 
Maintenance, Warehouse, Contract and Procurement, Human Resources, Accounting, and 
Sales. They attested that ERP provided quality information crucial for decision-making. 
System offered a comprehensive view of business processes from start to finish (end-to-
end process). For instance, information related to purchasing goods or services included 
requisitioning, purchase approval status, goods or services delivery processes, and payment 
procedures, contributing to user satisfaction with ERP system. 

H6 : The effect of service quality on user satisfaction 
The hypothesis test results were in line with the observations of Hsu et al. (2006) and 
Isnaeningsih et al. (2021). A key factor contributing to user satisfaction with the system 
was the quality of service provided by ERP provider or internal IT department. Users 
tended to expect fast and responsive service from the provider when encountering problems 
or needing support. Having a competent technical support team and ensuring fast response 
times could significantly enhance user satisfaction (D. Lee et al., 2010). 
The results were validated by the General Manager, Department Manager, Section 
Manager, Superintendent, and Supervisor across departments such as IT, Production, 
Maintenance, Warehouse, Contract and Procurement, Human Resources, Accounting, and 
Sales. It was evident that the service quality of IT department services played an important 
role in the successful use of ERP. The services included addressing user issues promptly, 
delivering timely responses to user requests, and having knowledgeable and competent staff 
who could efficiently resolve any challenges.  
 
7 CONCLUSION 
 
In conclusion, this study showed that non-technical factors, such as organisational climate, 
could determine the success of ERP implementation at Petrochemical Company in 
Indonesia, which influenced critical success factors, including system quality, information 
quality, and service quality. Organisational climate which referred to the perception of 
employees to the internal environment of organisation could influence employees’ 
behaviour as a determining factor in ERP implementation process. In addition, the role of 
ERP system was to manage all company operations effectively and efficiently. This could 
occur because ERP system was equipped with centralised data management, making 
decision support system for company to analyse and business policies more easily. 

System quality, information quality, and service quality significantly enhanced user 
satisfaction in ERP system use at Petrochemical Company in Indonesia. Moreover, the 
results supported the DeLone & McLean (2003) model regarding the successful use of 
information system. System quality was associated with the ease of use and usability of 
ERP in the company. Information quality pertained to system ability to deliver crucial 
information effectively, and well-integrated data could streamline business processes and 
aid decision-making by company management. Lastly, the quality of service provided by 
ERP provider or internal IT department, characterised by fast and responsive assistance, 
was instrumental in addressing user needs and ensuring satisfaction. 
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Appendix A: Scale Development 
 
Variables Code Indicators 
 
Organisational 
Climate 

OC1 With SAP I know my work priorities clearly 

OC2 I am fully aware of my duties in relation to SAP 

OC3 Company makes good use of SAP users 

OC4 Employees in company are of exceptional quality 

OC5 My department uses SAP effectively with other departments 

OC6 Company workforce tends to help each other 

OC7 My team members support the use of SAP 

 
System Quality 

SyQ1 SAP system is easy to use 

SyQ2 SAP system meets my work needs 

SyQ3 SAP system has the necessary features for my work 

SyQ4 SAP system has the necessary functions for my work 

SyQ5 The look of SAP system can be easily customised with my personal approach 

SyQ6 SAP can be easily modified according to my needs 

Information 
Quality 

IQ1 Information generated by SAP system is in accordance with the needs of my work 

IQ2 Information I need from SAP system is always available 

IQ3 Information generated by SAP system in a ready-to-use form 

IQ4 Information from SAP system is easy to understand 

IQ5 Information from SAP system is easy to read 

IQ6 Information from compact SAP system 

 
Service Quality 

SeQ1 The staff in the IT department are well-groomed 

SeQ2 IT department performs the work according to the promised time 

SeQ3 IT department takes every user problem seriously 

SeQ4 IT department is reliable 

SeQ5 IT department is reliable 

SeQ6 IT department tells users exactly when service will be performed  
SeQ7 IT department provides fast service to users 

SeQ8 IT department always responds to respond to user requests 

SeQ9 Staff behaviour in IT department in stills trust in users 

SeQ10 I feel safe in interacting with IT department staff 

SeQ11 Staff in IT departments have the knowledge to do their jobs well 

SeQ12 IT department has convenient operating hours for all users 

SeQ13 IT department gives personal attention to users 

SeQ14 IT department puts the interests of users first 

SeQ15 IT department staff understand the specific needs of users 
User 
Satisfaction 

US1 I am satisfied with the function on SAP 
US2 SAP has simplified the work process 
US3 I received adequate support while using SAP for my work 
US4 In general, I am satisfied using SAP 

 


