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ABSTRACT

The massive recourse to the use of the Open Source ERP (Enterprise Resource planning) recalls the
necessity of the evaluation of its success with the end user, the objective of this study is to propose a
model to evaluate the tendency of the end user to continue using an Open Source ERP. The proposed
model is the result of a review of theories and concepts linked with the IS Success in addition to a
qualitative study in the use context of the Open Source ERP. This model retains the causal link between
the expectations confirmation and the satisfaction of the end user in one hand, and the continuance
intention in the other hand as has been proved in the Bhattacherjee model of IS Continuance,
furthermore, we suggest to adopt the quality of the system, the information and the service as an
explanatory variable of the end user satisfaction, finally, the user background is shown as a moderator
variable.
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1. INTRODUCTION

The Open Source Software occupies currently an
increasingly large and important share of the ERP
Market, the principles on which they are founded
have favoured the significant increase of its use
specially by the small or medium-sized
companies who find in this kind of software an
economical solution for a simple and
efficient management of their information system,
however, despite its adoption for many years and
in various fields, there is little researches into the
success of OS ERP [24] especially in the
relationship with the end user, therefore, There is
alack in the determination of the appropriate
construct reflecting this success and the
dimensions leading to. In this context, this article
proposes to summarise the factors influencing the
end user OS ERP success with a continuance
intention view, we suppose that the success of the
OS ERP lies in the tendency of the user to
continue to use it rather than accept it for a first
use [3].

Our work is divided into two parts, the first
part consists on a literature review of six
reference models in measuring the IS Success
[3][6][16][29][30][33] in order to identify
theories, constructs and concepts deployed to
measure IS Success. The second part is devoted to
a qualitative study of the specific determinants of
OS ERP success in the real context of usage
through a textual analysis of thirty documents
addressing the feedback of OS ERP end user and
ten semi-structured interviews with professionals
in development and integration of OS ERP.
Finally, an adapted conceptual model of end user
OS ERP continuance intention will be proposed
taking into account the literature review and the
results of the qualitative study.

2. THE END-USER INFORMATION
SYSTEM SUCCESS : THEORIES,
CONSTRUCTS AND DIMENSIONS

2.1

success
The Previous researches in IS Success are based
mainly on three basic theories: Expectation
confirmation theory [21], theory of reasoned

Theoretical foundations of IS end user
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action [8] and Theory of Planned Behavior [2.
The Expectation confirmation theory is used in
marketing to explain the origin of the satisfaction
feeling in the use of a product, it argues that the
consumer compare his decision on the expected
performance before using the product and the
perceived performance after the wuse, this
comparison leads to either positive feeling
(satisfaction) if the perceived performance
coincide with or exceed the expectations, or
negative feeling (dissatisfaction) if the perceived
performance is not up to the expectations, in the
Context of use of information system, the
Expectation Confirmation theory has served as a
base for several models of success to explain user
satisfaction [16] and continuance intention [3][6].
In other reference models
[71[28]1[29][30][32][33], the Theory of reasoned
action has been used to explain the influence of
the attitude toward using the system and
subjective norm on behavioural intention to use it
and on the use Behavior, it explains that the
behaviour (the use of the system in IS context) is
the result of a pre-existing attitudes and
behavioural intentions. As an extension of the
Reasoned action theory, Azjen (1991) has
included in a Planned Behavior Theory the impact
of the perceived behavioural control on
behavioural intention, according to this theory, the
individual connects the ease or the difficulty of
performing the particular behaviour to some
facilitating factors such as self-efficacity, this
concept has been retained in TAM 3 to explain the
perceived ease of use of an information system.

2.2 IS Success constructs

The literature review shows a diversity in the
choice of constructs reflecting end user IS
success, the most widespread constructs are the
acceptance, the satisfaction, the net benefits and
the continuance intention. Some researchers
[29][30] have measured the success of an IS
through the tendency of the user to accept to use
the system rather than refuse to use it (Davis
1989), this success construct is logically adapted
to voluntary use contexts because in mandatory
use context the user cannot refuse the system.
Some researchers [1[13][16][17] have chosen the
satisfaction as a substitute of IS Success because
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of the wvalidity of its content, the ease of its
measurement and its reliability [16][26]. In their
Information System Success Model (ISSM),
Delone and Mclean [33] have retained the use of
the system and wuser satisfaction as two
independent variables leading to the perceived
benefits of Information System, they considered
that the success of an IS is a result of its capacity
to positively influence the managerial decisions of
the user (individual level) and the organizational
performance of the company (organizational
level). The continuance intention is another
success construct that have been introduced by
Bhattacherjee [3] and based on the Expectation
confirmation theory [21], he argues that « while
initial acceptance of IS is an important first step
toward realizing IS success, long-term viability of
an IS and its eventual success depend on its
continued use rather than the first time use », this
construct have gained prominence because it is
seen as “‘the key indicator to the successfulness of
information systems” [15]. In this paper, we
consider that the success of the ERP OS lies in its
positive long-term relationship with the user,
which foster the continuous intention to use it.

2.3 IS Success Dimensions:

System characteristics:

Referring to IS end user Success models, we have
observed that different System characteristics
have been deployed to explain success constructs.
in the Technology Acceptance Model [28][29],
the acceptance of the technology depends on two
major factors: the perceived usefulness or ‘“the
degree to which a person believes that using a
particular system would enhance his or her job
performance” and perceived ease of use or “the
degree to which a person believes that using a
particular system would be free of effort” [7],
hence, the intrinsic performance of the system is
determined by its capacity to make the work more
effective in terms of productivity, clarity and
effortlessness. following the same logic, the
Unified Theory of Acceptance and Use of
Technology [30] links the usage behaviour with
the performance expectancy and effort expectancy
(respectively usefulness and ease of use in TAM).
In the ISSM [33], the user satisfaction and system
acceptance are the result of the system quality:
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“the desired characteristics such as accuracy,
meaningfulness, and timeliness”, the information
quality “the desired characteristics of the
information system itself which produces the
information” and the service quality, in this
model, Delone and Mclean have criticised the
ease of use dimension in TAM because of its
“inability to capture the system quality as a
whole” [25]. In our article, we propose to retain
the system characteristics given by Delone and
Mclean because they appeared in several IS
Success studies especially in ERP use context
[26].

User background:

In addition to the system characteristics, several
dimensions related to the user background have
been used either as an independent or as a
moderator variables to explain IS success, in
TAM?2 [29], Venkatesh et al have demonstrated
the moderator role of the user experience and the
voluntariness in influencing the perceived
usefulness and intention to use, in the same
model, they have also found that the subjective
norm defined as “The degree to which an
individual perceives that most people who are
important to him think he should or should not
use the system” has also a direct impact on
perceived usefulness. The UTAUT Model [30]
have added the gender, the age to the moderator
variable that appear in TAM. Finally, the user
experience, skills and involvement in system
development have been proposed by Mahmood
and al. [16] to explain the IT end-user
satisfaction.

The summary table below gives a review of
the several theories, constructs and dimensions
deployed in the reference models of IS Success.

Table 1. Constructs, Theories and Concepts deployed in
IS Success Reference Models

Success Model Success Basic theory Success factors
construct

Technology Usage behavior Theory of Perceived

Acceptance Reasoned Action  usefulness —

Model [28] — Theory of Perceived ease of
Planned Behavior use

UTAUT [30] Use behavior Theory of Performance
Reasoned Action expectancy —
— Theory of Effort expectancy
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Planned Behavior — Social

influence -
Facilitating
conditions
ISSM [33] Use - User Theory of System quality —
satisfaction - Reasoned Action Information
Net benefits — Theory of quality
Planned Behavior
ISC [3] Satisfaction — Expectation Perceived
Continuance Confirmation usefulness —

intention Theory Confirmation
ITPAM [6] User Expectation Perceived
satisfaction Confirmation usefulness —
Theory Perceived ease of
use —
Confirmation of
expectations —
Compatibility —
Support — User
characteristics.
Mahmood and |End user Expectation Perceived
al. [16] satisfaction Confirmation benefits —
Theory Organizational

support — User
background

3. THE OPEN SOURCE SORTWARE
USE CONTEXT

An Open Source Software is an application that
the wuser can execute, study, modify and
redistribute the modifications without restrictions
from the publisher, the possibility to read the
source code lets see how the application works
through an understandable language by the user.
The Open source software presents a development
model that differs from that of the proprietary
software, the user and the developer are in mutual
collaboration for the study and the amelioration of
the software, thereby constituting an informal
community. In the usage context of an Open
Source ERP, the user can either have recourse
directly to the community for assistance or
request the services of an integration service
provider.

In the aim to understand the factors leading
the user to continue using an Open Source ERP,
we have conducted two qualitative studies, the
first one concerns an analysis of thirty texts of
user feedback collected from forums, download
websites and articles. The second study consists
of ten semi-structured interviews with ERP OS
Integrators.
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3.1 Textual analysis:

We have bundled thirty texts about user feedback
after using an Open Source ERP in one corpus,
we then have searched the most repeated words
and that have the strongest links with “OSS”
word, the results of the textual analysis are shown
in Appendix 1 and 2.

The textual analysis shows that other factors
could be taken in measuring ERP OS Success:

Flexibility in the needs response: this advantage
is often cited as the principal source of
satisfaction, it traduces the software's ability to
meet with the user requirements according to the
specificity of his task, the source code availability
allows to improve the system either in sense of
enrichment of features or in the sense of
adjustment to the task.

The control over the software: the visibility of
the source code allows the user to see how the
software works, which imparts the assurance
about the security, the availability, the stability
and the independence vis-a-vis the publisher.

The role of the community: the community has
an important contribution in facilitating software
use, the majority of users has cited their recourse
to the community for help and support.

3.2 Interviews with integrators:

We have conducted ten interviews with an
integration service providers using a semi-
structured interview guide based on the
dimensions retained from the literature review, we
suppose that the integrators are sufficiently close
to report the user interactions with the ERP OS
and have largely the experience and the
knowledge to address the subject of its Success,
we have synthesised the most relevant answers in
the table below:
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Table 2: Summary of the main sources of satisfaction
evoked by integrators

System System quality:

characteristics
Availability: the user manipulates the software in a
web surface that must be available at any time the user
needs it.
Adaptability: the user prefers to keep only the
necessary features for his task.
Interoperability: the OS software musts allow to the
user to export reports to other software with different
form.
Necessity of the documentation
Information quality:
The user prefers to have access to a filtered
information.
Service quality:
Importance of user assistance, listening and
formation.

User Positive attitude toward Open Source and Free

background software
The importance of the user involvement in software
implementation and adaptation, his remarks are
sometimes the source of a formal amelioration of the
software, which enhance his feeling of participation
and satisfaction.

Influence High expectations
The global satisfaction is linked to the adaptation to
the needs

4. PROPOSAL FOR THE INTEGRATED
MODEL

This article has as objective to propose an

System
characteristics

Confirmation of
expectations

System guality
Infarmation quality

Service quality

integrated model in order to measure the Open
Source ERP Success, we have chosen the
continuance intention construct to represent the
success because it reflects the result of a long
term relationship between the user and the
software [3], the proposed model is an adaptation
of the Information System Continuance Model of
Bhattacherjee (2001), we have kept up the initial
links between the user expectations, user
satisfaction and the intention to continue who
figure in the original model, in order to represent
the user satisfaction, we propose to integrate the
factorial structure defines by Delone and Mclean
[32][33] namely system quality, information
quality and service quality, this structure has been
proposed in several researches specially in
measuring End User Satisfaction with an ERP
System [26], furthermore, we propose to include
the user background to the model either as an
independent or a moderator variable, in this sense,
we suggest that user attitude and feeling of
control could affect the user satisfaction and
continuance intention in addition with the user
skills, experience and involvement proposed by
Mahmood and al. (2000).

The proposed causal links between the
dimensions of the Open Source ERP Success are
presented in the Research Model below.

Continuance

Satisfaction intention

User background

Experience
Skills
Attitudes
Involvement
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Fig. 1: Research Model of Open Source ERP End-user Continuance Intention

5. CONCLUSION

This article proposes a conceptual model for
measuring the user continuance intention with
Open Source ERP, the factorial structure is mainly
adopted from the ISC model of Bhattacherjee
(2001) with a difference concerning the factors
leading to the satisfaction, we propose to adopt
the dimensions figured in ISSM of Delone and
Mclean, we suppose that the influence of the
system quality, the information quality and the
service quality could be moderated by some
factors referring to the user background, such as
the experience and involvement. We have tried to
assemble the influencing factors of the
continuance intention of ERP OS user in a same
conceptual model, however, the present model is
still in the theoretical level, the validity and the
reliability of this model must be reinforced by
empirical studies.
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7. APPENDIX

APPENDIX 1. The Most associated Open Source ERP advantages in the text corpus
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APPENDIX 2. Word cloud of the most expressed sources of satisfaction
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