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Abstract

The rapid digitalization of higher education services has
intensified the need to understand the factors that shape user
trust and satisfaction. While prior studies have emphasized
the role of system and service quality, they have given limited
attention to Integrating organizational and contextual
dimensions to explain user perceptions. This study addresses
this gap by proposing an integrated model that combines the
Technology—Organization—Environment (TOE) framework
and the Information Systems Success Model (ISSM). Using a
quantitative approach, data were collected via a survey of
higher education users and analyzed with Partial Least
Squares Structural Equation Modeling (PLS-SEM) and
Confirmatory Composite Analysis (CCA). The results
indicate that the proposed model demonstrates strong
explanatory power (R* = 0.896) and predictive relevance,
confirming its robustness in explaining user trust and
satisfaction. The findings reveal that information quality is
the most influential determinant, followed by organizational
factors, while system quality and service quality show
negligible effects. These results suggest a shift from a system-
centric to an information-driven, context-oriented evaluation
of digital services. This study contributes to the literature by
extending the TOE and ISSM frameworks into a unified
model and challenging traditional assumptions regarding the
dominance of technical system attributes. Practically, the
findings highlight the importance of higher education
institutions  prioritizing  information  quality  and
organizational readiness when designing user-centered digital
services.
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Introduction

The rapid advancement of Information and Communication Technology (ICT) has
fundamentally reshaped service delivery across multiple sectors, including higher education.
Universities are increasingly leveraging digital platforms to provide academic and
administrative services, positioning e-services as a critical component of institutional
competitiveness, operational efficiency, and long-term sustainability. In this evolving
landscape, the adoption of a student-centered approach has emerged as a strategic imperative,
recognizing students not only as users but as primary stakeholders whose perceptions
significantly influence institutional performance. Consequently, student satisfaction and trust
have become key indicators of digital service effectiveness, as they directly affect user loyalty,
institutional reputation, and sustained engagement (Martinez-Arguelles & Batalla-Busquet,
2016; Stodnick & Rogers, 2008).

Service quality has long been established as a central determinant of user satisfaction,
traditionally conceptualized as the gap between user expectations and perceived service
performance (Gronroos, 1990). The seminal work of Parasuraman et al. (Parasuraman et al.,
1988) introduced foundational dimensions of service quality, which have since been adapted
to various contexts. With the digital transformation of services, these dimensions have evolved
into the concept of e-service quality, encompassing system usability, information quality,
responsiveness, and security within online environments. Recent studies emphasize that e-
service quality plays a critical role in shaping user experience, perceived value, and behavioral
outcomes in digital platforms (Suradi et al., 2021; Zeqiri et al., 2023).

The integration of digital technologies into higher education has further intensified the
strategic importance of e-service platforms in shaping user experience (Dalbehera, 2020;
Jameel et al., 2021; Nasution et al., 2019; Suradi et al., 2024). Universities increasingly rely on
web-based systems to deliver information, facilitate communication, and support academic
processes. As a result, the quality of digital services significantly influences how users perceive,
evaluate, and engage with institutional systems (Efthymiou & Zarifis, 2021; Rachbini et al,,
2021). Empirical studies consistently demonstrate that e-service quality positively affects user
satisfaction and influences behavioral outcomes such as loyalty and Word-of-Mouth (WOM)
(Blut, 2016; Demir et al., 2021). In addition, trust has emerged as a critical factor in determining
user acceptance and continued use of digital services, particularly in environments
characterized by uncertainty, data sensitivity, and reliance on system reliability (Dwivedi et al.,
2021; Hooda et al., 2023).

Despite the growing body of literature, several critical gaps remain. First, prior studies
predominantly examine isolated relationships—such as the direct effect of e-service quality on
satisfaction—without simultaneously capturing its influence on trust and subsequent
behavioral outcomes. Second, many existing models adopt a technology-centric perspective
that may not fully reflect the complexity of user interactions within contemporary digital
ecosystems. Third, empirical evidence in higher education, particularly within developing-
country contexts, remains limited and fragmented. Moreover, the relationship between e-
service quality and broader relational outcomes, such as trust and Word-of-Mouth behavior,
has not been sufficiently examined within a unified analytical framework. This fragmentation
restricts a comprehensive understanding of how digital service quality translates into sustained
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user engagement and institutional value (AL Dulaimi & Al-Mashhadany, 2023; Cheung et al.,
2008).

Given the societal role of higher education institutions, understanding how users
perceive and evaluate digital services is of paramount importance. In digital environments,
trust serves as a critical mechanism for managing uncertainty about system reliability, data
security, and service transparency (Fahr et al., 2024). However, the interplay between e-service
quality, satisfaction, and trust remains insufficiently explored within an integrated,
multidimensional framework that captures both technological and organizational influences.

To address these limitations, this study proposes an integrated framework that combines
the Technology—Organization—Environment (TOE) framework and the Information Systems
Success Model (ISSM), with user satisfaction and trust (UST) as key outcome variables. This
multi-model approach enables a more comprehensive understanding of how organizational
readiness, system quality, and information quality interact to shape user perceptions and
behavioral responses. This study conceptualizes satisfaction not only as an outcome variable
but also as a mediating mechanism that strengthens trust in institutional digital services.

This study makes several important contributions. First, it advances the theoretical
understanding of digital service evaluation by integrating TOE and ISSM into a unified, multi-
level framework that captures the interplay between contextual, technological, and user-
perception dimensions. Second, it provides empirical evidence on the role of information
quality, organizational readiness, and system characteristics in shaping trust and satisfaction
within higher education digital services, particularly in developing-country contexts. Third, it
extends prior research by linking e-service quality to relational and behavioral outcomes,
including trust and word of mouth, thereby offering a more holistic perspective on digital
service success. Finally, this study provides practical insights for higher education institutions
to design user-centered digital services that enhance trust, improve satisfaction, and support
sustainable digital transformation.

Methodology

Research Design and Model Development (Theoretical Framework)

This study adopts a quantitative research design to empirically examine the relationships
among e-service quality, user satisfaction, and trust within higher education digital services. A
quantitative approach is appropriate for testing theoretically grounded relationships and
validating a conceptual model using empirical data. The study aims to provide robust statistical
evidence on how multiple dimensions interact to shape user perceptions and behavioral
outcomes in digital service environments.

The proposed research model is developed by integrating two well-established
theoretical frameworks: the Technology—Organization—Environment (TOE) framework and
the Information Systems Success Model (ISSM). The TOE framework explains how
technological readiness, organizational capability, and environmental conditions influence the
adoption and implementation of technological innovations (Oliveira & Martins, 2010;
Tornatzky et al., 1990). In contrast, the ISSM evaluates system success through core
dimensions such as system quality, information quality, and service quality, which collectively
influence user satisfaction and system effectiveness (Al-Hattami, 2021; Del.one & MclLean,
2003; Suradi et al., 2020).
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The integration of TOE and ISSM provides a comprehensive, multi-level perspective
that captures the interaction between organizational context and system performance in
shaping digital service outcomes. In the context of higher education, this approach is
particulatly relevant, as digital services are embedded within complex socio-technical systems
that involve not only technological infrastructure but also institutional readiness and user
engagement dynamics. The proposed model conceptualizes e-service quality as a mediating
construct linking TOE factors to user satisfaction, while satisfaction serves as a key antecedent
of trust in digital service environments.

Figure 1. The proposed model
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Hypothesis development

Trust has become a central construct in digital service environments, particularly in
contexts where users depend on system reliability, data security, and institutional transparency.
In higher education, digital platforms serve not only as service delivery tools but also as critical
interfaces through which students engage with academic and administrative processes. As
such, trust reflects users' confidence in the institution's ability to deliver reliable, secute, and
meaningful digital services.

In environments characterized by uncertainty and information asymmetry, trust plays a
pivotal role in shaping user engagement, continued usage, and institutional credibility. Prior
research indicates that trust is closely associated with user satisfaction and service experience,
suggesting that positive digital interactions reinforce user confidence and strengthen long-term
relationships with institutions.
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TOE framework and organizational readiness

The adoption of digital services has become a strategic priority for higher education
institutions seeking to enhance service effectiveness and operational efficiency. While prior
studies have extensively employed models such as TAM, TPB, and UTAUT to explain user
behavior, these approaches primarily focus on individual perceptions and often overlook
broader organizational and contextual influences (Hung et al., 2013; J. LLee & Rao, 2009; Rana
et al., 2017; Zhang & Zhu, 2020).

The Technology—Organization—Environment (TOE) framework provides a more
comprehensive perspective (Oliveira & Martins, 2010; Tornatzky & Fleischer, 1990) by
incorporating technological readiness, organizational capability, and environmental support as
key determinants of digital service implementation (Bialas et al., 2023; Johnk et al., 2021). In
higher education, organizational readiness, including leadership commitment, governance
structures, and resource capability—plays a critical role in enabling institutions to deliver high-
quality digital services.

Rather than acting as a supportive factor, organizational readiness functions as a strategic
enabler that shapes the effectiveness of digital service ecosystems. Institutions with strong
technological infrastructure and aligned governance are better able to deliver consistent,
reliable, and user-oriented digital services.

H1: TOE factors positively influence e-service quality in higher education.
ISSM and digital service quality

The Information Systems Success Model (ISSM) provides a system-level perspective for
evaluating the effectiveness of digital services. The model posits that system quality,
information quality, and service quality collectively determine user satisfaction and system
success (DeLone & McLean, 2003).

In digital environments, these dimensions extend beyond technical functionality to
include usability, reliability, responsiveness, and information accuracy (Al-Hattami, 2021;
Dwivedi et al., 2011). In particular, information quality has become increasingly critical, as
users prioritize the relevance, timeliness, and credibility of information delivered through
digital platforms (Al-Hattami, 2021; Hooda et al., 2023; Rodriguez-Hevia et al., 2020).

In higher education, digital platforms function as integrated information ecosystems that
support academic, administrative, and communication processes. High e-service quality
enhances user experience and plays a key role in shaping user satisfaction and engagement.

H2: E-service quality positively influences user satisfaction in higher education.
Satisfaction and trust formation

User satisfaction represents a cumulative evaluation of digital service experiences and
serves as a key mechanism in building trust. Positive service experiences reduce perceived risk,

| ISSN: 2721-1193 | https: 40



https://iitss.or.id/ojs/index.php/jiksi/index
https://iitss.or.id/ojs/index.php/jiksi/index

| Jurnal Ilmu Komputer dan Sistem Informasi | JIKSI|Vol. 7| No. 1| May | Year 2026 |

enhance user confidence, and strengthen continued interaction with digital systems (Pittaway
& Montazemi, 2020; Wu & Chen, 2021).

The effectiveness of digital services—reflected in integration, efficiency, and
accountability—contributes to the development of institutional credibility and user trust
(Karunasena & Deng, 2012; Malodia et al., 2021). Integration enables seamless coordination
across systems, improving efficiency and accessibility, and accountability enhances
transparency and reliability (Adam, 2020; Chen & Aklikokou, 2020; Mutimukwe et al., 2020).

In higher education, satisfaction derived from digital services plays a crucial role in
shaping trust, as students rely on system performance, data security, and service transparency
when engaging with institutional platforms.

H3: User satisfaction positively influences user trust in higher education digital services.

Building on these perspectives, this study proposes an integrated TOE-ISSM-UST
framework that captures the interaction between organizational, technological, and user-
perception dimensions. This framework reflects a multi-level, socio-technical perspective, in
which the alighment among institutional readiness, system quality, and user experience shapes
digital service outcomes.

Unlike conventional models that examine isolated relationships, the proposed
framework emphasizes the dynamic interplay between contextual factors (TOE), system
performance (ISSM), and user responses (UST). In this model, e-service quality functions as a
mediating mechanism linking organizational readiness to user satisfaction, while satisfaction
serves as a critical pathway through which digital services influence trust.

Data collection

Data collection in this study used a survey-based quantitative approach, a commonly
applied method in information systems research to capture user perceptions and behavioral
responses. The research instrument was a structured questionnaire developed based on
validated constructs from previous studies. All items were measured using a five-point Likert
scale, ranging from 1 (strongly disagree) to 5 (strongly agree). The sampling technique
employed in this study is purposive sampling, in which respondents were selected based on
specific criteria relevant to the research objectives, namely, users of digital services in higher
education institutions.

Table 1. Respondents' descriptive statistics

Characteristic  Item Number of respondents
Gender Male 119

Female 127
Age 17-25 239

26-40 5

41-60 2

| ISSN: 2721-1193 | https: 41



https://iitss.or.id/ojs/index.php/jiksi/index
https://iitss.or.id/ojs/index.php/jiksi/index

| Jurnal Ilmu Komputer dan Sistem Informasi | JIKSI|Vol. 7| No. 1| May | Year 2026 |

The majority of respondents are aged 17-25, indicating that the sample is dominated by
students, who are the primary users of e-service platforms in higher education. This
demographic is considered appropriate for evaluating perceptions of digital service quality (T
Lee et al., 2020).

Data analysis

This study employs Partial Least Squares Structural Equation Modeling (PLS-SEM) to
analyze the data and test the proposed hypotheses. PLS-SEM is particularly suitable for this
study due to its ability to handle complex models, latent constructs, and relatively small sample
sizes (Hair et al., 2013). Additionally, PLS-SEM is well-suited for exploratory and predictive
research, making it appropriate for examining multidimensional relationships within integrated
theoretical frameworks.

To ensure the robustness of the measurement and structural models, this study adopts
Confirmatory Composite Analysis (CCA), a variance-based approach designed to assess the
reliability and validity of composite constructs in SEM (Henseler & Schuberth, 2020; Hubona
ct al., 2021). The CCA procedure consists of four main stages: (1) model specification, (2)
model identification, (3) model estimation, and (4) model evaluation.

The evaluation process includes assessing indicator reliability, internal consistency
reliability, convergent validity, and discriminant validity for the measurement model, followed
by hypothesis testing and path analysis for the structural model. This approach ensures both
theoretical consistency and empirical rigor in validating the proposed TOE-ISSM-UST

framework.
Results
Model specification

The first stage in Confirmatory Composite Analysis (CCA) involves specifying the
conceptual model and defining the relationships between constructs. To address the
complexity of digital service performance in higher education, this study develops an
integrated model by combining the Technology—Organization—Environment (TOE)
framework and the Information Systems Success Model (ISSM).

The TOE framework is operationalized through three dimensions—technology,
organization, and environment—which collectively influence e-service quality. Meanwhile, the
ISSM framework comprises system quality, information quality, and service quality, which
serve as key determinants of user satisfaction. Furthermore, user satisfaction is posited as a
mediating construct that influences user trust.

This integrated specification reflects a multi-model approach in which organizational
readiness and system performance jointly explain user perceptions and behavioral outcomes.
The model is designed to capture both structural and experiential dimensions of digital service
quality in higher education.
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Model identification

The second stage ensures that the proposed model is statistically identifiable and suitable
for estimation. Model identification requires that each construct is properly specified and that
the available data are sufficient to estimate the model parameters reliably. In this study, all
constructs are modeled as reflective, with each latent variable measured by multiple indicators
drawn from validated prior studies. This specification ensures that the constructs adequately
represent the underlying theoretical concepts.

The sample size meets the minimum requirements for PLS-SEM analysis, supporting
stable model estimation. In addition, each construct is measured by at least two indicators,
satisfying the minimum requirement for reflective measurement models. Furthermore, the
model fulfills identification criteria, as the number of known elements exceeds the number of
parameters to be estimated. This indicates that the model is not under-identified and can
produce reliable parameter estimates. Overall, the model is considered statistically adequate
and suitable for further estimation and evaluation.

Model estimation

The model estimation was conducted using Partial Least Squares Structural Equation
Modeling (PLS-SEM) to evaluate the measurement model, including convergent validity and
reliability. The results are summarized in Tables 2—4. Convergent validity was assessed using
outer loadings and Average Variance Extracted (AVE). As presented in Table 2, most
indicators demonstrate loadings above the recommended threshold of 0.70, indicating that the
constructs are well represented by their indicators.

Table 2. Outer loading

Environment Information Organization Service  System Technolo Trustand
Quality g Quality  Quality 8Y  Satisfaction

ENV1(Competitive intensity) 0,839

ENV2(Competitive pressure) 0,924

ENV3(Bandwagon effect) 0,950

1Q1(Completeness) 0,957

1Q3(Personalization) 0,492

1Q4(Relevance) 0,933

1Q5(Security) 0,868

ORG1(Top Management) 0,929

ORG2(Entrepreneurial orientation) 0,822

SEQ1(Assurance) 0,942

SEQ2(Empathy) 0,822

SQ1(Adaptability) 0,913

SQ3(Reliability) 0,936

TEC1(Relative Advantage) 0,932
TEC2(Cost-effectiveness) 0,921
TEC3(Compatibility) 0,730
TR1(Continuity) 0,951
TR2(Efficiency) 0,957

However, one indicator, IQ3 (Personalization = 0.492), falls below the acceptable threshold,
suggesting a relatively weak contribution to the Information Quality construct. Despite this,
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other indicators within the same construct show strong loadings, supporting the overall
validity.

Furthermore, as shown in Table 3, all constructs achieve AVE values above the
recommended threshold of 0.50, ranging from 0.696 to 0.911, confirming adequate convergent
validity. The highest AVE is observed in the Trust and Satisfaction construct (0.911),
indicating strong explanatory power of its indicators.

Table 3. [ alidity test

Average variance extracted (AVE)

Envitonment 0,820
Information Quality 0,696
Organization 0,769
Service Quality 0,782
System Quality 0,854
Technology 0,750
Trust and Satisfaction 0,911

Reliability was evaluated using Cronbach's Alpha and Composite Reliability. As shown in
Table 4, all constructs meet the recommended threshold of 0.70, indicating satisfactory
internal consistency.

Table 4. Reliability test

Cronbach's Composite reliability

Alpha (tho_a) Composite reliability (rho_c)
Environment 0,889 0,903 0,932
Information Quality 0,841 0,924 0,897
Organization 0,711 0,802 0,869
Service Quality 0,738 0,886 0,877
System Quality 0,830 0,843 0,921
Technology 0,834 0,895 0,899
Trust and Satisfaction 0,902 0,904 0,953

Cronbach's Alpha values range from 0.711 to 0.902, while Composite Reliability values range
from 0.869 to 0.953. The Trust and Satisfaction construct demonstrates the highest reliability
(CR = 0.953), followed by Environment (CR = 0.932) and System Quality (CR = 0.921).
Although the Organization construct (« = 0.711) shows the lowest reliability, it still meets the
acceptable threshold, indicating adequate consistency.

Overall, the measurement model demonstrates satisfactory levels of convergent validity
and reliability. Most indicators and constructs meet the recommended thresholds, confirming
that the measurement model is robust and suitable for further structural analysis. All results
confirm that the measurement model meets the recommended criteria proposed by Hair et al.
However, the presence of a single indicator with relatively low loading suggests that minor
refinements may be warranted to further enhance model quality.
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Table 5. Collinearity assessment (V'IF)

VIF
ENV1(Competitive intensity) 1,928
ENV2(Competitive pressure) 3,969
ENV3(Bandwagon effect) 4,604
1Q1(Completeness) 6,399
1Q3(Personalization) 1,293
1Q4(Relevance) 5,554
1Q5(Security) 2,348
ORG1(Top Management) 1,438
ORG2(Entreprenecurial orientation) 1,438
SEQ1(Assurance) 1,520
SEQ2(Empathy) 1,520
SQ1(Adaptability) 2,013
SQ3(Reliability) 2,013
TEC1(Relative Advantage) 3,084
TEC2(Cost-effectiveness) 2,775
TEC3(Compatibility) 1,507
TR1(Continuity) 3,073
TR2(Efficiency) 3,073

However, certain indicators within the Information Quality construct, particularly 1Q1 (VIF
= 6.399) and 1Q4 (VIF = 5.554), slightly exceed the threshold. This suggests potential
redundancy among indicators, reflecting conceptual overlaps in respondents’ perceptions of
information-related attributes. While this does not invalidate the model, it highlights the need
for cautious interpretation of the Information Quality construct and suggests opportunities
for refinement in future research.

Hypothesis testing and structural relationships

The significance of structural relationships was assessed using bootstrapping
procedures. The results (Table 6) reveal a nuanced pattern of relationships rather than
uniformly strong effects.

Table 6. T-statistics

T statistics (|O/STDEV |) P values
Environment -> Trust and Satisfaction 1,689 0,091
Information Quality -> Trust and
Satisfaction 1,746 0,081
Organization -> Trust and Satisfaction 1,800 0,072
Service Quality -> Trust and Satisfaction 0,019 0,985
System Quality -> Trust and Satisfaction 0,596 0,551
Technology -> Trust and Satisfaction 1,194 0,233
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Specifically, environment (t = 1.689, p = 0.091), information quality (t = 1.746, p =
0.081), and organization (t = 1.800, p = 0.072) are marginally significant at the 10% level,
indicating context-dependent, moderate influences on trust and satisfaction. In contrast,
service quality, system quality, and technology do not exhibit statistically significant effects.
From a theoretical perspective, these findings suggest that contextual and organizational
dimensions may outweigh purely technical attributes in shaping user perceptions of digital
services in higher education. This diverges from the traditional assumptions of the
Information Systems Success Model, in which system and service quality are typically the
dominant predictors.

The model demonstrates substantial explanatory power, with an R? value of 0.896 for
the Trust and Satisfaction construct. This indicates that the integrated TOE—ISSM framework
explains a significant proportion of the variance in user perceptions. Importantly, this high R?
value suggests that although individual path coefficients may appear weak or insignificant, the
model's overall explanatory power remains strong. This reinforces the argument that user trust
and satisfaction are shaped by multidimensional, interdependent factors rather than isolated
variables.

The effect size analysis provides further insight into the relative importance of each
construct. The results indicate that information quality (f* = 0.497) exerts a substantial effect,
making it the most influential determinant of trust and satisfaction. Organization (f> = 0.233)
demonstrates a moderate effect, highlighting the importance of institutional readiness and
internal support mechanisms. Meanwhile, technology (f> = 0.155) and environment (f* =
0.105) exhibit smaller but still meaningful contributions. In contrast, system quality (f> = 0.029)
and service quality (f* = 0.000) show negligible effects, suggesting that these factors may
function as baseline expectations rather than differentiating drivers in the higher education
context.

The model's predictive capability was assessed using the blindfolding procedure. All QQ?
values are above zero, confirming that the model has adequate predictive relevance. Notably,
the Trust and Satisfaction construct (Q* = 0.596) demonstrates strong predictive performance.
Similarly, environment (0.603) and Information Quality (0.518) indicate high predictive
relevance, reinforcing their importance within the model. These results suggest that the model
is not only explanatory but also has robust out-of-sample predictive capability, a key
requirement in contemporary structural equation modeling research.

Discussion

The findings of this study provide strong empirical support for a multi-level
understanding of trust and satisfaction in higher education digital services. By integrating the
Technology—Organization—Environment (TOE) framework, the Information Systems
Success Model (ISSM), and user satisfaction/trust (UST) as key outcome variables, the
proposed model captures the complex interactions among organizational readiness, system
characteristics, and user perceptions. The results indicate that isolated technological factors do
not determine digital service success; rather, they emerge from the dynamic interplay among
organizational, informational, and user-centered dimensions.

A central insight of this study lies in the dominant role of information quality as the
most influential determinant of trust and satisfaction. This finding reflects a fundamental shift
from a system-centric to an information-centric paradigm, in which users prioritize the
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relevance, accuracy, security, and timeliness of information over purely technical attributes.
Within the context of higher education, digital platforms function not merely as service-
delivery tools but as integrated information ecosystems that support academic processes,
administrative decision-making, and institutional communication (I<han et al., 2021; Prasetyo
etal, 2023; Tolbert & Mossberger, 2000). Consequently, the perceived value of digital services
is increasingly shaped by the quality of information rather than by system functionality alone.

In parallel, the significant influence of organizational factors highlights the critical role
of institutional readiness in enabling effective digital service implementation. Elements such
as leadership commitment, governance structures, and internal capabilities serve as
foundational enablers that sustain the delivery of high-quality information and reliable services.
These findings reinforce the perspective that digital transformation in higher education is
inherently a strategic and organizational process, rather than a purely technical upgrade. The
interaction between TOE and ISSM further suggests that organizational readiness amplifies
the effectiveness of the system and information quality in shaping user trust and satisfaction.

Conversely, the relatively weak effects of system and service quality challenge the
traditional assumptions of the Information Systems Success Model. In mature digital
environments, these dimensions may operate as baseline expectations rather than key
differentiators. Users increasingly assume system reliability, usability, and availability as given,
shifting their evaluation toward higher-order attributes such as information value and user
experience. This transition reflects an evolution toward a more context-driven and experience-
oriented assessment of digital services, where the informational and organizational context
becomes more salient than technical performance alone.

From a theoretical standpoint, this study advances the literature by proposing an
extended TOE-ISSM-UST framework that integrates contextual, technological, and user-
perception dimensions into a unified model. The findings demonstrate that trust and
satisfaction are not merely operational outcomes but represent critical mediating mechanisms
through which digital services generate broader institutional value. In this regard, UST can be
interpreted not only as an individual-level response but also as a proxy for institutional
credibility and user engagement within digital ecosystems.

Importantly, the results also indicate that not all indicators contribute equally to the
model's explanatory power. This suggests the need to refine the model and prioritize key
determinants, particularly information quality and organizational readiness, which consistently
demonstrate strong effects. Such findings imply that digital service success is driven by a
limited set of critical factors rather than a broad range of generalized attributes, thereby
enhancing both theoretical clarity and practical applicability.

From a practical and managerial perspective, the findings highlight several strategic
priorities for higher education institutions. First, institutions should prioritize the development
of high-quality information ecosystems, ensuring that digital platforms deliver accurate,
relevant, secure, and timely information. Second, strengthening organizational readiness,
including leadership support, governance mechanisms, and staff competencies—is essential
for sustaining digital transformation initiatives. Third, institutions should adopt a user-
centered approach that emphasizes usability, transparency, and service integration, rather than
focusing solely on technological enhancements.

More broadly, the findings reposition digital transformation in higher education as a
strategic governance instrument that contributes to institutional legitimacy, accountability, and
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long-term sustainability. By aligning technological capabilities with organizational readiness
and information quality, universities can foster stronger trust relationships with users and
enhance overall service effectiveness. In this sense, digital services serve not only as
operational tools but also as critical enablers of institutional performance and stakeholder
engagement. Furthermore, this study has broader implications for development agendas,
particulatly in supporting transparent, accountable, and user-oriented digital ecosystems. The
emphasis on information quality and governance alignment aligns with global priorities in
institutional effectiveness, digital innovation, and sustainable development.

Conclusion and Recommendations

This study provides robust empirical evidence that trust and satisfaction in higher education
digital services are shaped by the dynamic interaction of organizational, technological, and information-
related factors, as conceptualized through the integration of the Technology—Organization—
Environment (TOE) framework and the Information Systems Success Model (ISSM). The findings
confirm that isolated system characteristics do not drive digital service success; rather, they emerge
from a multidimensional, socio-technical configuration involving institutional readiness, system
performance, and information value.

A key contribution of this study is identifying information quality as the most influential
determinant of user trust and satisfaction, surpassing traditional emphases on system and service
quality. This finding signifies a critical shift from a system-centric to an information-centric paradigm,
where the accuracy, relevance, and reliability of information become central to user evaluation. In
addition, organizational readiness—reflected in governance structures, resource capability, and
strategic alighment—plays a pivotal role in shaping user perceptions and reinforcing the effectiveness
of digital service delivery.

From a theoretical standpoint, this study advances existing knowledge by extending the TOE
and ISSM frameworks into a more integrative, multi-level perspective that captures the interplay
between contextual, technological, and informational dimensions. The results challenge the
conventional assumptions of the ISSM model by repositioning information quality as a dominant driver
and by highlighting the critical role of organizational context in mediating digital service outcomes.
Furthermore, the findings suggest that trust and satisfaction in digital services are not merely
operational outcomes but also foundational elements that contribute to broader institutional legitimacy
and user engagement.

From a practical and managerial perspective, the study underscores the need for higher
education institutions to adopt a holistic approach to digital transformation. Beyond technological
enhancement, institutions must prioritize the development of high-quality information ecosystems,
strengthen organizational governance, and ensure the alignhment of digital strategies with user needs.
Such efforts are essential for fostering sustainable user trust, enhancing satisfaction, and improving the
overall effectiveness of digital service delivery. In this context, digital transformation should be viewed
not only as a technological initiative but as a strategic instrument for strengthening institutional
credibility and long-term service sustainability.

Despite its contributions, this study acknowledges several limitations. The relatively limited
sample size and the focus on a specific institutional context may constrain the generalizability of the
findings. Future research is encouraged to validate the proposed model across diverse educational
environments and cultural settings. Longitudinal and comparative studies may further reveal how user
trust and satisfaction evolve in response to ongoing digital innovation. Additionally, incorporating
moderating and mediating variables—such as digital literacy, user experience, and perceived risk—
could provide deeper insights into the mechanisms underlying digital service success. The integration
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of emerging technologies, such as artificial intelligence and data analytics, is also recommended to
explore their potential in enhancing information quality, personalization, and adaptive service delivery.
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