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The use of information systems (IS) in the security and defence organisations is widespread, but studies
highlighting their effectiveness in use are lacking. This paper aims to address this gap by zooming into
the Malaysian Armed Forces (MAF) to identify the factors that inﬂuence the personnel in using the
system. It also aims to examine the impact of Human Resource Management Information Systems
(HRMIS) on MAF personnel. This study reveals that there were seven factors that inﬂuenced the personnel’s use of the HRMIS, and the system also had some positive impact on the personnel. Studies
looking at the implementation of the IS often involve organisations, with little attention given to the
security and defence organisations such as the armed forces. In that regard, the ﬁndings of this study are
signiﬁcant because they are derived directly from the system users. This study also contributes to the
literature by providing evidence of the use of the IS in a setting that is rarely ventured into by
researchers.
© 2020 College of Management, National Cheng Kung University. Production and hosting by Elsevier
Taiwan LLC. All rights reserved.
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1. Introduction
The advent of the information and communication technology
(ICT) and its widespread usage today has dramatically changed the
lives of the individuals and the way organisations work. From the
individual perspective, ICT usage has allowed employees to interact
with their colleagues more efﬁciently by being able to share relevant information more speedily, such as in a matter of seconds
(Jorgenson & Vu, 2016). From the organisational perspective, ICT
usage has certainly improved the effectiveness of many organisations in terms of their planning, processing of information and in
decision making.
Despite this being the case, the implementation of the IS in
most organisations is not as easy as it was expected because it
involves various challenges and obstacles. Speciﬁcally, innovation
diffusion or any new innovative technology adoption is slower or
more difﬁcult across the public sector than in the private sector
(Nam, 2019). These challenges and obstacles can be attributed to a
variety of sources such as users, organisations, technologies, and
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environments (Alharthi, Krotov, & Bowman, 2017; Savoldelli,
Codagnone, & Misuraca, 2014).
The use of ICT is also prevalent among the public sector of
Malaysia. As a channel for communication and for conducting
internal administrative works that involves the government, ICT
is implemented by the Public-Sector ICT Strategic Plan
(Malaysian Administrative Modernization and Management
Planning Unit, 2016). This implementation is meant to support
the ICT application involved in the National Transformation
Programme of Malaysia and in particular, to improve the impact
of the public sector agencies and their service delivery and IS.
The importance of the ICT has also been recognised and duly
enforced by the Malaysian National Defence Policy (Malaysian
Ministry of Defence, 2010) which had stipulated that ICT usage
is compulsory within the Malaysian Armed Forces as a means to
achieve information dominance, and this usage needs to happen
at every level of the Malaysian Armed Forces (MAF). In fact, the
Fourth Dimension MAF (4DMAF) plan had postulated the strategy of having a capability-based approach that focusses on utilising ICT to promote information operations efﬁciency (Manuri,
2015).
To ensure that there is a systematic and competitive human
resource management within the Malaysian Ministry of Defence,
the MAF has also embarked on implementing the Human Resources
Management Information System (HRMIS) in August 2013
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(Malaysian MINDEF Internal Audit, 2017). The objectives of developing the HRMIS within the MAF are similar to those objectives
held by the Malaysian Public Services; the HRMIS is expected to
enable the accurate planning of the workforce, to automate the
operations’ processes of human resource management, and to
promote a paperless environment (Malaysian Public Service
Department, 2011).
Based on an internal audit conducted in 2016, it was found that
the level of usage of the HRMIS by the MAF personnel had not
reached the optimum level (100 per cent usage) set by the top
authorities in the MAF (Malaysian MINDEF Internal Audit, 2017). It
was further found that some of the personnel involved had a
preference for manual methods instead of the HRMIS. Such a situation seemed to have obstructed the effective implementation of
the HRMIS hence it also affected the objectives set for the procurement of this system.
To understand how the implementation of the HRMIS can be
better facilitated at the MAF, the current study aims to identify
the relevant factors that could inﬂuence the HRMIS usage and
what impact the system might have on the personnel in the MAF.
It is hoped that the outcome of this study would shed light on the
necessary measures to be taken by the MAF in overcoming the
shortcomings of the HRMIS application, thereby ﬁnding the
appropriate approach to increase the use of the HRMIS.
2. Literature review
Over the last two decades, the level of ICT usage among government employees has been increasing (Romdhane, 2013). ICT has
changed the way services are provided; it improves productivity
and service quality whilst also reducing operating costs (Zainol,
Fernandez, & Ahmad, 2017). At the organisation level, the use of
technology such as social media (driven by ICT advancement) helps
organisations to understand the needs of their customers, hence be
better prepared to address the needs of these customers (Tajudeen,
Jaafar, & Ainin, 2018). Information Systems (IS) has continued to
make a signiﬁcant impact on employees and organisations as a
whole. While IS was once used primarily to automate manual
processes, today it is transforming the nature of work, and in many
cases, the quality of the products and services offered (Stair &
Reynolds, 2018).
The implementation of the new technology and IS has been
explored quite widely. Yu, Lin, and Liao (2017) found that successful technology adoption was inﬂuenced by users’ digital skills
and information literacy. Whereas Choshin and Ghaffari (2017)
found that user satisfaction, infrastructure, costs, and system
performance, were factors that could determine the success of ecommerce technology adoption. In another study, Yusof & Aziz
(2015) found that the use of HRMIS was beneﬁcial to users,
especially in information management and job monitoring.
Related to this, Ibrahim & Yusliza (2015) noted three factors that
would determine successful HRMIS implementation which
include: user attitude, readiness for change, and technology
readiness. Likewise, Sappri, Baharudin, and Raman (2016) found
that user involvement and self-readiness was a key factor for user
satisfaction and net beneﬁts.
From the perspective of the application, HRMIS has been noted
to speed up the work process and efﬁciency, thereby reducing
bureaucracy (Laudon & Laudon, 2018). Most users tend to assume
that this application is ergonomic, and the scale of its use is simple
to moderate. Nonetheless, the implementation of the HRMIS
certainly requires organisational support, and this can be achieved
through continuous training or more online support (Intra et al.,
2016).
A similar study by Shahibi, Saidin, and Izhar (2016) looked at the

effect of the HRMIS on the employees of the Human Resource
Department, Kuala Lumpur City Hall, Malaysia. They found that the
employees were satisﬁed with the system usage, especially in its
information quality. However, this study also revealed that the level
of usage was still not satisfactory, with 29 per cent of the respondents found to never use the system.
The measurement of an organisation’s success rate in technology adoption can be done through a technology-organisationenvironment (TOE) framework that explains the three key factors inﬂuencing the implementation of technological innovation:
technological, organisational and environmental factors (Yeh &
Chen, 2018). In contrast, the measurement of an individual’s success rate in technology adoption is evaluated through context,
attitude and behavioural factors. Most research focussing on the
individual context have used theories such as: Theory of Planned
Behaviour (TPB), Theory of Reasoned Action (TRA), Technology
Acceptance Model (TAM), Model of PC Utilisation (MPCU), Motivational Model (MM), and TAM Extension and Updated Information System Success Model (ISSM) (Dwivedi, Rana, Jeyaraj,
Clement, & Williams, 2017; Dwivedi, Rana, Jeyaraj, Clement, &
Williams, 2019).
The updated ISSM model by DeLone and McLean (2003) provides an understanding of the system usage and its subsequent
impact on the organization. The impact is deﬁned as the extent to
which information systems can impact the individuals, groups,
organisations, industries, and nations. Based on ISSM, the current
study will investigate the antecedents of HRMIS usage and its
impact on (MAF) personnel. The ISSM seems to be the most suitable
model to use as the theoretical lens for this study, as it emphasizes
on information system success within organizational settings and
also focuses on the impact in terms of individual (personnel)
beneﬁts.
3. Methodology
To accomplish the aim of this study, a qualitative approach
encompassing two FGDs and two personal interviews was
applied. These two approaches were the most appropriate for
examining personal feelings and the underlying behaviours of
individuals who form part of the human resource of the Malaysian Armed Forces (MAF). The combination of the FGDs and interviews would help to validate the issues that emerged in the
FGDs (Lambert & Loiselle, 2008; Morgan, 1996). The rationale for
using the FGD was due to its appropriateness for identifying
various perspectives within an organisation so as to gain better
insights about the issues being examined (Hennink, 2014).
Similarly, the interviews were used as an approach to gather
practical insider knowledge on particular issues which may be
difﬁcult or impossible to obtain from other accesses (Bogner,
Littig, & Menz, 2009; Mann, 2016).
In this study, after reviewing the literature on Information system adoption and impact, the general questions for focus group
discussions and interviews were developed (Appendix 1 and 2) The
primary objective of these sessions is to have an open discussion
and obtain as much information as possible regarding the use and
impact of HRMIS in MAF. The information collected should also
provide the best answer to the research question under investigation (Rosenthal, 2016). At the same time, these questions must
ultimately help achieve research objectives (Barbour & Morgan,
2017; Hennink, 2014). Therefore, when designing focus group
questions and interviews, the above points are always taken into
consideration. Also, the questions posed in focus groups and interviews must meet the nature and principles of each of these
methods (Carey & Asbury, 2016). The questions developed were
designed to fulﬁl the so-called questioning route by which they
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help trigger the memories or thoughts of the participants (Krueger
& Casey, 2014).
The respondents for the FGD were selected through purposive
sampling involving one MAF unit from Kuala Lumpur and one MAF
unit from Sungai Besi. These two units are among the biggest units
in the MAF that have widely used the HRMIS since 2016 (Malaysian
MINDEF Internal Audit, 2017). The ﬁrst FGD involved 11 personnel
who used HRMIS, and the second FGD involved six personnel. All
the participants were of various ranks from the administrative
departments who have experience in using the HRMIS. Unit A is
under the MAF Headquarters that manages trunk communications
and also a service provider for the Signals Dispatch Services (SDS)
whereas Unit B is a unit of the Army’s central workshop that
maintains communications’ equipment. These units were selected
based on the size of the unit, the availability of the personnel as
well as the consent given by the respective Commanding Ofﬁcers of
the unit. The FGD for Unit A was conducted on April 30, 2018, and
the activity lasted for about an hour. The FGD for Unit B was conducted on July 8, 2018, and it lasted approximately 45 min. The
respondents were numbered accordingly, i.e., A1, A2 until A11 and
B1, B2 until B6.
The respondents were asked for their consent to use their data
verbally, and all agreed. The participants were then asked about
their views about the HRMIS systems. The respondents also
responded by giving their views about the advantages and disadvantages of the system in terms of performance, ease of use, support, and so on. Following their voluntary input, the respondents
were also asked if they had any suggestions to improve the system.
Malay language was used as the medium for the interaction. All
interactions were audio recorded with the consent of the
respondents.
Following the FGD, interviews were also conducted with two
senior ofﬁcers of the MAF, who were the ICT Project Manager and
the Navy ICT Project Manager. The two interviews took place on
July 15th, and 17th, 2018 and both lasted approximately for half an
hour. The aim was to gather their expert views on the technical
aspects, and development of the HRMIS at the MAF headquarters,
and the MAF service levels. They were selected based on their
knowledge on the development of the HRMIS, and also their
availability for the interview. They explained in detail about the
HRMIS, especially the implementation process. They were asked
about the constraints and issues that had been raised by the
participants in the FGD. The respondents also gave their views as a
user of HRMIS. The interviews were also conducted in Malay
language and audio recorded with the consent of the interviewees
(1 and 2).
Data were then transcribed verbatim in Malay and then
translated into English. The translation transcripts were veriﬁed by
a bilingual expert before they were processed for comparison and
the thematic analysis as recommended by Jukic, Gagliardi,
Fagnani, Venturini, and Orlandoni (2017). In the analysis, the
meaning units (message units) were identiﬁed, and similar ones
were ﬁrst coded together. These codes were then categorised according to the characteristics and dimensions identiﬁed in the
scope of the technology adoption study. From the category, the
appropriate theme was then selected. Based on the themes, the
factors were identiﬁed.
Studies (Lincoln & Guba, 1985) suggest that validity for a
qualitative study can be determined through credibility, dependability, transferability, and conﬁrmability. Credibility refers to the
systematic process of obtaining data for analysis. This helps to
verify the accuracy of the study so that nothing is left out (Miles,
Huberman, & Saldana, 2014). The credibility of this study was
determined by ensuring that transcripts were produced verbatim
from the recordings. The transcripts were also veriﬁed with the
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respondents. Dependability refers to the consistency of the
research process; it should be reasonably stable over time, and
across researchers and methods (Cash & Snider, 2014). Dependability in this study was determined by ensuring that all steps in
this study are systematically recorded and stored, which begins
with conceptualizing the study, data collection, data analysis, and
reporting the results. The context in this study was consistently
emphasised where the respondents and the organisation were
operated in general military settings.
Transferability refers to how the results may be applied to other
settings (Bengtsson, 2016). All these steps adhered to in this study
helped to ensure the transferability. Conﬁrmability refers to the
conﬁrmation of the results by the respondents involved, and it
fulﬁlled the study context (Au, Lo, Cheong, Wang, & Van, 2016). For
this study, conﬁrmability was ensured by determining that the
interviews followed a common interview protocol and can be easily
veriﬁed by other researchers.
4. Research results
Based on the FGDs and interviews conducted, the factors
inﬂuencing the HRMIS usage among the MAF personnel were
identiﬁed. By using the constant comparison method as proposed
by Strauss and Corbin (2008), the ﬁnal list of factors was identiﬁed.
After referring to the related literature, the factors were speciﬁed
with appropriate names. The section below further elaborates in
detail the factors which were discussed in the FGDs and the
interviews.
4.1. Focus group discussion
The outcome generated from the two FGDs were analysed, and
the following sub-sections outline the seven factors detected, based
on the frequency it appeared.
4.1.1. System quality
According to the output of the respondents gathered from the
FGDs, the system quality of the HRMIS was among the factors that
affected the use of the HRMIS. In this regard, system quality refers
to the system’s technical characteristics, its accessibility and usability to users (McKnight, Lankton, Nicolaou, & Price, 2017). Cohen,
Coleman, and Kangethe (2016) found that the system quality of the
Hospital Information System (HIS) had signiﬁcantly affected user
satisfaction, which encouraged the system usage. In the current
study, the respondents in the FGDs felt that the system quality of
the HRMIS was good, hence it encouraged them to use the system
more readily. Some evidence is provided.
“I have a view on the HRMIS. I think that this system is best to use in
the MAF as it eases our administration and it saves time as well. For
example, as I am a clerk; I will check the documents of each
personnel. For me, it makes my task easier because it’s online.
When I open the system, all personal details will appear. I do not
need to look at a manual (hardcopy) anymore. By using the online
system, I can see all the details and have all the requirements.”
(Respondent B2)
However, some respondents felt that the quality of the system
could have some problems.
“...data is not saved and need to repeat. When I spoke with the Staff
of Signal Directorate, he notiﬁes me there is no update whereas I
have updated the data already. I’m not sure what’s going on, maybe
the system is slowly updating.” (Respondent A2)
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4.1.2. Information quality
The second factor that emerged from the FGDs was information
quality of the HRMIS which refers to the information characteristics
such as relevance, timeliness, completeness, accuracy, understanding, and accessibility of the system output (Sharma, Gaur,
Saddikuti, & Rastogi, 2017). This factor plays an important role in
ensuring that an IS continues to be used. This will also increase user
satisfaction (Almaiah & Alismaiel, 2018). End-user satisfaction, it
has been claimed, inﬂuences the usage of a system even more. The
results drawn from the FGDs showed that the information quality
of the HRMIS played a vital role in enhancing user acceptance of the
system.
“it’s a good system because when we go to the hospital, we can
check on HRMIS for our data, where all of the information for our
GL are complete as in our records.” (Respondent A1)
“Information can be accessed when it needs to be used and it
always available.” (Respondent B4)

4.1.3. Service quality
The third factor to emerge from the respondents’ contribution
was service quality which refers to the responsiveness, convenient
operating hours, reliability, and easy communication of the service
providers (Sharma et al., 2017). It is also an important factor for
ensuring that the user continues to use the IS because of user
satisfaction. Almarashdeh (2016) found that service quality had the
highest share in inﬂuencing user’s satisfaction and acceptance of
the system. In this regard, most of the respondents also mentioned
the quality of the service provided by the HRMIS0 technical support.
“If we have a problem with the system, it will be referred to the
HRMIS team. We can refer to it by telephone, as stated in the
booklet or manual. Often, they will guide in the phone ﬁrst; if the
problem cannot be resolved, they will send their nearest staff to
handle it.” (Respondent B2)

4.1.4. ICT infrastructure
The fourth factor in line was ICT infrastructure which refers to
the physical assets an organisation possesses, including any hardware and software that can be used to support technology usage (Li,
Dai, Gershberg, & Vasarhelyi, 2018). According to Ahmadi, Nilashi,
Shahmoradi, and Ibrahim (2016), ICT infrastructure is one of the
most highly cited factors to affect the adoption process. ICT comprises tangible resources such as hardware and software.
Bhattacherjee and Hikmet (2016) had suggested that ICT infrastructure plays an important role in motivating organisational IT
usage. In this study, majority of the respondents highlighted the
importance of the infrastructure and its inﬂuence on the HRMIS
usage. They were of the opinion that the existing infrastructure was
inadequate, hence affecting the HRMIS usage among the MAF
personnel.

et al., 2016). Vacca (2017) had highlighted that information security is a major concern of many organisational managements. Security solutions based on technical aspects alone are insufﬁcient for
protecting corporate data. It would seem that successful information security depends on appropriate user behaviour while using
the IS. In this study, most of the respondents were conﬁdent of the
security features available in the HRMIS.
“I feel the information in this system is secure because each user
has their username and password to update their documents. The
document administrator only monitors to determine the data is the
same as in the document.” (Respondent A7)

4.1.6. Commander support
The sixth factor was traced to commander support, which is
similar to top management support. It clearly points to the degree of understanding the top management places on the
importance of the IS function, and the extent top management is
involved with IS activities (Lin, 2014). Top management support
is critical in organisational behaviour (Zhang, Wei, & Zhou, 2018).
Organisations that have top management support for new technology were more likely to adopt the system (Giotopoulos,
Kontolaimou, Korra, & Tsakanikas, 2017). In this study, all the
respondents were aware that they need to use the HRMIS as a
directive was already given by the Commanding Ofﬁcer (CO).
They highlighted that the CO’s support had motivated them as
personnel to use the system.
“I think there is an instruction from higher headquarters that directs the use of HRMIS by ensuring the updating of data to achieve
one hundred per cent. The CO also has issued instructions so that
the system is used as in the orders.” (Respondent A3)
“The CO put the usage instruction in Part One Orders, which need to
be abided by all personnel in this unit.” (Respondent B2)

4.1.7. Training
The last factor that was identiﬁed from the FGDs was training.
Technical training which provides users with sufﬁcient knowledge
about the system is important for ensuring the success of its
implementation. Limbu, Jayachandran, and Babin (2014)
mentioned that technical training has a signiﬁcant relationship
with system usage. In the current study, most of the respondents
also felt that training on HRMIS use could help to facilitate the
personnel to understand the modules in the HRMIS. Nonetheless,
some of the respondents felt that even though there were training
provided, they were inadequate.
“I have attended HRMIS courses, just one week and only taught
personal details module even though there are many other modules
available. What I learned is just to key-in personal data during the
week-long course. The course duration is not enough because the
system has a lot of modules; there is a duty module; a posting
module and others. All I have learned was just personal details
module.” (Respondent B2)

“I suggest adding more terminal and increase the speed of the
network so that more user can use it.” (Respondent A9)
4.2. Interview
4.1.5. Security
The ﬁfth factor identiﬁed from the FGDs was security. In this
regard, security refers to the extent to which one believes that the
HRMIS is secure for transmitting sensitive information (Ahmadi

In order to get more in-depth information about the implementation of the HRMIS, two interviews were also conducted. All
the factors derived from the FGDs were explained to the two interviewees, and their opinions were then sought further.
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From the interviews, it was noted that the system quality of the
HRMIS and its development had been enhanced to enable it to be
accessed through various types of web browsers. Evidence is drawn
from Interviewee 1:
“So, the contractor has taken the initiative to create what is called
multi-platform integration through their R&D. The response given
by the contractor is that HRMIS can be opened and used using any
web browser. The user needs to download “IE tab software” to
allow other web browsers other than IE. Just open HRMIS and get
the best possible display quality. The instructions are included in
the “IE tab” download in the MAF HRMIS user manual.” (Interviewee 1)
Information quality in the HRMIS allows information to be
accessed and processed quickly, especially in the planning process,
which involved the personnel. This is explained clearly by Interviewee 2.
“Previously, if we want to know the statistics of our personnel, we
need to calculate it one by one, how many in 2018, how many in
2019, but with the HRMIS we just need to click, and the system will
display a statistic, how many personnel retiring in 2019, how many
ofﬁcers still in service.” (Interviewee 2)
In terms of service quality, when a user experienced a problem
with both the technical use and issues, the user can get it by contacting the technical assistance provided to handle the matter.
Interviewee 2 veriﬁed this:
“We have a team called the RMN HRMIS team. Users can WhatsApp
anytime 24/7. For example, if the system down, they will assist
immediately.” (Interviewee 2)
The lack of ICT infrastructure to support the HRMIS was
acknowledged by Interviewee 1.
“Access bandwidth is great, but when it is about to access the
system, it is slow due to the computer component itself. According
to bandwidth allocation, MAF has 154 sites across Malaysia within
MindefNet network. For bandwidth allocation, we take into account the number of users, as well as other system being used by
the units. These are the two main factors how we allocate for
bandwidth. And then, out of the way, we’re going to review usage
levels every year. If underutilised, we will reduce the bandwidth for
that particular unit and will allocate the said bandwidth to the unit
that needs extra bandwidth.” (Interviewee 1)
The security aspect of the system was also explained by Interviewee 2.
“This system is located in a secured infrastructure with a ﬁrewall
and has been endorsed by CDOC (Cyber Defence Operation Centre).
At the same time, we are testing HOI (HRMIS on Internet). While
this has been outstanding due to security issues, the issues have
been overcome and we will open HRMIS on the Internet soon.”
(Interviewee 2)
The factor related to commander support was endorsed by
Interviewee 2.
“If we realise, the Royal Malaysian Navy’s (RMN’s) top management is playing an important role, not only play a role but 100 per
cent support for system usage. For example, the Chief of Navy
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provided 100 per cent support to ensure ICT culture in the RMN.”
(Interviewee 1)
The training factor was also supported by Interviewee 1.
“… at the same time, we have conducted about 64 training sessions
throughout the country as well as a session for senior ofﬁcials in the
formation.” (Interviewee 1)
The gap distancing the HRMIS usage by personnel is also due to
the users’ lack of technical knowledge, and it was explained by
Interviewee 1 as follows:
“The step the user follow may be incorrect. The user key-in the data
and did not click SAVE. After that, he just logged out. So now the
process is incomplete and the data not saved to the system.”
(Interviewee 1)
The result of this study showed that the HRMIS system quality,
information quality and security were moderately acceptable, but
the usage of the HRMIS was hindered by poor ICT infrastructure
and the lack of adequate training for the personnel at the MAF
units. Another factor uncovered was the importance of commander support to use the HRMIS, which is similar to top management support. The other factor revealed by the current study
involved training, which is essential for end-users in order to increase the productive use of the system as well as users’ conﬁdence in it (Limbu et al., 2014; Mirzajani, Rosnaini, Ayub, & Wong,
2016). Further, ICT infrastructure was also mentioned as it provides the platforms and technologies for sharing the system used
(Ahmadi et al., 2016). Nonetheless, this study showed that infrastructure needs to be improved to enhance the HRMIS usage.
Similarly, the security factor was equally important when a system that is introduced involves access to classiﬁed data (Ahmadi
et al., 2016; Lu, Yu, Liu, & Wei, 2017). Table 1 shows the various
themes that were derived from the FGD and Interviews and the
appropriate names that were given after referring to the literature. The next section will discuss the impact of HRMIS on MAF
personnel.

4.2.1. Personnel beneﬁts
The impact of using the IS within an organisation can be
measured accordingly through: consumer impact, workgroup
impact, societal impact, inter-organisational impact or industry
impact (DeLone & McLean, 2003; Stair & Reynolds, 2018; Valacich
& Schneider, 2017). In the context of this study, the beneﬁts of
using the IS at the individual level (personnel beneﬁt) is examined. The results drawn from the FGDs and interviews noted that
the personal beneﬁts of using the HRMIS could be divided into
three categories: job performance, productivity, and decision
making.

4.2.1.1. Job performance. Job performance refers to employees’
behavioural efﬁciency that contributes to organisational goals; it
consists of task performance and contextual performance (Singh,
2016). Job performance also relates to actions and behaviours
deemed important for the achievement of organisational objectives
(Lee & Lee, 2018). An organisation that uses the IS in its operations
tend to beneﬁt from the work efﬁciency of its employees. In this
study, the respondents stated that the HRMIS helped them to
enhance their job performance.
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Table 1
Factors inﬂuencing HRMIS usage.
Themes

Category/Factor

System functionality, poor system reliability, poor system quality (Unit A), easy to use, system reliability, poor system quality, poor system reliability
(Unit B)
Easy to use, system functionality, system reliability, system integration (Interviewee 1), system reliability, system functionality (Interviewee 2)
Infrastructure, poor infrastructure, lack of infrastructure (Unit A), infrastructure, poor infrastructure, lack of infrastructure (Unit B),
Infrastructure, lack of infrastructure (Interviewee 1), infrastructure, lack of infrastructure (Interviewee 2)
Instruction to use (Unit A), instruction to use, top management support (Unit B)
Instruction to use (Interviewee 1), instruction to use, top management support (Interviewee 2)
Basic HRMIS training (Unit B)
Basic HRMIS training (Interviewee 1), train the trainer, basic HRMIS training (Interviewee 2)
Username and password (Unit A), username and password (Unit B)
Username and password (Interviewee 1), username and password (Interviewee 2)
Information quality (Unit B)
information quality (Interviewee 1), information quality (Interviewee 2)
Technical support (Unit A)
Technical support (Interviewee 1), technical support (Interviewee 2)

System quality

“I used the HRMIS regularly, and I think this system provides many
facilities to ease my tasks and allow me to improve my daily job
performance.” (Respondent A11)
“I think the system is good as it enhances our skill in using a systematic way of managing our data compared to manual methods.”
(Respondent B2)

4.2.1.2. Work productivity. Work productivity refers to employees’
capacity to perform their job effectively and efﬁciently (Bautista,
Rosenthal, Lin, & Theng, 2018). It also refers to the amount of
useful production contributed by the individual or organisation in
optimising the speciﬁc technology (Valacich & Schneider, 2017).
This study found out the using HRMIS has improved their productivity. This was noted from the FGDs.
“This system is good because it enables us to ﬁnish our work faster
and can complete more tasks in terms of updating personal details,
applying for leave etc.” (Respondent A3)
“By using the HRMIS, it speeds up and simpliﬁes my work, so it
saves my time. Therefore, I can complete more work within a
shorter period.” (Respondent B3)

4.2.1.3. Decision making. Decision-making refers to the optional
process made either by a manager or superior in formalising a
decision (Yu et al., 2018). Technology enables individuals with authority in any organisation to make quick and accurate decisions by
using readily available information and timely data (Stair &
Reynolds, 2018). In this study, the respondents also asserted that
the HRMIS helped them with decision making.

ICT infrastructure
Commander
support
Training
Security
Information quality
Service quality

“This system is good; we can look online on the personal details and
list of posts. For example, we can also nominate personnel to attend
the course by looking at the personnel course data.” (Respondent
A9)
“This system will simplify my job as it does not need to run here and
there to get the ofﬁcer’s signature for approval since all ofﬁcers can
access the system. All ofﬁcers can make immediate decision to
approve or not to any leave application by personnel.” (Respondent B6)
Table 2 illustrates the themes derived from FGD and interviews
on MAF personnel beneﬁts.
5. Discussion
The adoption of the HRMIS by organisations seemed to be on a
continuum, with some organisations having fewer obstacles in its
implementations and others having more difﬁculties, especially
when it concerns end-users. Based on the data gathered from the
FGDs and interviews, the ﬁndings showed that the personnel of the
MAF had some interesting information with regards to the HRMIS
implementation. Three important factors were found to inﬂuence
the adoption of the HRMIS, and they include system quality, service
quality, and information quality. This outcome is consistent with
earlier studies (McKnight et al., 2017; Salleh, Zakaria, & Abdullah,
2016). Increased system quality is expected to lead to greater user
satisfaction and system utilisation, both of which would positively
impact on the individual’s productivity. This has been conﬁrmed by
Cohen et al. (2016). Service quality is also important, but this comes
in the form of characteristics such as accuracy, technical skills,
dependability, and responsiveness. This was endorsed by

Table 2
Personal beneﬁts of HRMIS usage.
Themes

Category/Factor

Speed up tasks (Unit A), enhance skill using the system (Unit B)
Improve works process (Interviewee 1), improve works process, personal management (Interviewee 2)
Finish more tasks (Unit A), ﬁnish more tasks (Unit B)
Complete more tasks (Interviewee 1)
Decision making (Unit A), decision making (Unit B)
Decision making (Interviewee 1), decision making (Interviewee 2)

Job performance
Work productivity
Decision making
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Almarashdeh (2016). The importance of service quality can be seen
through the desirable features of the system output such as the
management web reports, and web interfaces. These desirable
features include relevance, comprehensibility, accurateness,
conciseness, completeness, currency, timeliness, and usability.
Previous IS researchers tend to focus on measuring the quality of
the system output rather than the quality of the system performance (DeLone & McLean, 1992). Supporting the current study’s
ﬁndings, Laumer, Maier, and Weitzel (2017) also maintained that
the quality of the information is an important factor for determining end-users’ satisfaction, which in turn, inﬂuences the
implementation of the system.
ICT infrastructure was also identiﬁed as an important factor
which supported the HRMIS usage among the military personnel
in the MAF. Inevitably, ICT infrastructure refers to the various
technologies that served as the foundation for any IS (Lin & Lin,
2008). According to Ahmadi et al. (2016), IS infrastructure is one
of the most important factors in the adoption process. It includes
tangible resources, including hardware and software. This is also
supported by Bhattacherjee and Hikmet (2016), and Limbu et al.
(2014). The latter had even suggested that adequate ICT infrastructure motivates IT usage and increases user satisfaction.
Apart from the above, commander support, where commander
as the lawful authority to perform his/her duties; or to direct, coordinate and control forces under him/her (Malaysian Army
Manual, 2009) is also relevant in inﬂuencing the usage of the
HRMIS. This has been noted by Lin (2014) who mentioned that top
management which engages in IS activities tend to positively inﬂuence their employees, as has been detected by Ahmadi et al.
(2018) and Zhang et al. (2018). They found that top management
support is important for the introduction of any IS. In brief, it is
imperative that organisations intending to introduce technology
implementations are backed by top management support
(Giotopoulos et al., 2017). Top management support not only develops a positive attitude but also increases user satisfaction in
using the IS (Wang & Song, 2017).
Training is an additional factor that may motivate the military
personnel to use HRMIS. It involves the transferring of necessary
knowledge of the IS concepts, technical skills, organisational skills
and speciﬁc IS products (El-Kassar & Singh, 2018; El-Masri &
Tarhini, 2017). Thus, technical training which provides users with
adequate system knowledge is compulsory for the successful
implementation of any IS. This outcome was also conﬁrmed by
previous studies (Marakarkandy, Yajnik, & Dasgupta, 2017;
Mirzajani et al., 2016).
Security is another crucial factor when a system uses a
networking platform that involves access to classiﬁed data
(Ahmadi et al., 2016; Lu et al., 2017). Information security within
an organisation has been an issue continuously addressed by ICT
security experts (Vacca, 2017). User behaviour has been
mentioned as one of the critical factors affecting security
(Warkentin, Sharma, Gefen, Rose, & Pavlou, 2018), hence users
need to have trust in the privacy and security of e-Government
services. In this study, the same issue was highlighted by the MAF
personnel. They were concerned about user identiﬁcations and
passwords. Nonetheless, they were also conﬁdent with these security features.
Further to the factors inﬂuencing the HRMIS usage, the impact
of the system on the MAF personnel beneﬁts were also detected.
The outcome derived from the FGDs and interviews endorsed three
relevant beneﬁts: job performance, work productivity, and decision
making. This implies that the effective implementation of appropriate technology can increase long-term beneﬁts to organisations,
thereby reducing operating costs in terms of labour payroll followed by optimal resource usage (Valacich & Schneider, 2017;
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Wang, Kung, & Byrd, 2016). Stair and Reynolds (2018) had maintained that effective technology usage within organisations
improved productivity. The implementation of a good IS promotes
employees’ skills, thereby facilitating the management’s planning,
monitoring and decision-making processes (Laudon & Laudon,
2018).
6. Conclusion
This study had focussed on the usage of the HRMIS among the
MAF personnel in Malaysia. Using the FGDs and interviews, data
were analysed, and the factors inﬂuencing the HRMIS usage were
identiﬁed. Based on these factors, the MAF would be in a better
position to implement the appropriate measures so as to increase
the usage of the HRMIS. This study was also able to show that the
HRMIS implementation also brought about personal beneﬁts for
the personnel.
From the practical viewpoint, the ﬁndings derived may be
applicable to other systems, for instance, other government
agencies. From the academic perspective, the ﬁndings can be used
by future studies, particularly those focussing on security and
defence organisations. Additionally, the factors detected in this
study form an integrated framework which can be further tested by
future studies to examine the use and impact of IS in another
similar organisational setting.
Like all research conducted, some constraints also prevailed in
this study. Given that this study focussed on a military environment with unique characteristics and cultures, the ﬁndings
might not be generalised to other organisation settings with
different characteristics. Further, this study had only applied the
data obtained from two FGDs and two individual interviews.
Reinforcements can be made by increasing the number of respondents for the interviews. In addition, this study had engaged
the human resource management system (HRMIS) as a review.
Future studies may consider using other IS such as control systems and commands, training systems or a logistics system to
generate more interesting ﬁndings. This study also used a qualitative approach; hence, future studies may consider validating
the ﬁndings through an empirical study using a quantitative
method.
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Estimated Time

Agenda Item

0:00e0:10

Introduction
a. Moderator’ introduction. Background and experience.
b. Purpose. To get users’ insights on HRMIS usage and discuss their feedback on this system.
c. Use of data. This data will be used to ﬁnd out the factors why the HRMIS is still not widely used in the MAF units.
d. Anonymity. Participant identities will not be shared.
Warm-Up
a. Audit by Malaysian Armed Forces HQ in September 2016 found the usage of the HRMIS was unsatisfactory.
b. Weaknesses identiﬁed in the audit was the non-optimum system usage by users, whereby they were still using the manual method.
Writing Option
a. Write your recent experience in using HRMIS.
Question Period
a. What are your impressions of the HRMIS system?
(1) What are the system’s strengths?
(2) What are the system’s weaknesses?
b. What do you suggest in improving the system?
c. System characteristics and usage. (1) Performance. Does it speed up and ease the work process?
(2) Ease of use. Is it easy to use?
(3) Network access. Is the network easy to access?
(4) Hardware. Is there enough computer?
(5) Technical support. If there is a technical problem who should you contact?
(6) Training. Is the training provided sufﬁcient?
(7) Usage instruction. Is there any instruction to use the system?
(8) Security. Is it secure?
Summary
a. Clarify and summarise.
b. Strengths of HRMIS.
c. Weaknesses of HRMIS.
d. Final opinions if available.
Thank you/wrap up.

0:10e0:15

0:15e0:20
0:20e1:30

1:30e1:40

1:40e1:45

1:

What is your name, and when did you hold this appointment?

2:
3:
4:
5:
6:
7:
8:
9:
10:
11:
12:
13:
14:
15:
16.
17:
18:
19:
20:
21:
22:

Could you explain your duties brieﬂy?
Could you explain what HRMIS is?
Is the implementation of MAF HRMIS is on schedule as it stated in planning?
So far, what is the status of the implementation of this system?
So far, do you think that the objectives of this project have been achieved?
How is the infrastructure for this system determined?
Is there adequate training for users and system administrators?
Are users and units given enough time to make changes from manual methods to HRMIS?
Is the location of the Army unit affecting the use of HRMIS?
What if the unit failed or did not use this system?
Are users provided with technical assistance if there is a problem while using this system?
Regarding security, is the system secure?
How does the contractor demonstrate the performance of this project?
In your view, what is the acceptance level of users toward this MAF HRMIS system?
Is there an issue of using a web browser in a hospital?
Are there other unexpected problems in implementing this system?
What is the future planning for Malaysian Armed Forces HQ to manage the implementation of this system?
Is there any consideration to enable this MAF HRMIS to be accessed through a smartphone?
As a user, could you explain your experience in using this system?
Does it help signiﬁcantly in day-to-day work?
Are you experiencing problems such as missing data, not being updated, and so on?
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