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This study investigates the impact of visual quality and user interface (UI)
responsiveness on user satisfaction and loyalty in Academic Information
Systems (AIS) within higher education. Given the growing demand for AIS
that combine both functional efficiency and aesthetic appeal, this study
aims to examine how these two dimensions contribute to users’
perceptions and continued use of AIS. Using the Technology Acceptance
Model (TAM) and SERVQUAL as theoretical frameworks, this research
conducted a path analysis with a sample of 104 students actively using an
AIS. The results reveal that visual quality positively influences perceived
ease of use (PEOU) but does not significantly affect perceived usefulness
(PU). In contrast, Ul responsiveness shows a significant positive impact on
both PEOU and PU, indicating that swift response times and system
availability are critical for user satisfaction. Both PEOU and PU were found
to be key predictors of user satisfaction, which in turn significantly
influences user loyalty. The implications of these findings highlight the dual

importance of interface design and functional responsiveness in developing
AIS that meet user expectations. This study enriches the existing knowledge
base on AIS user experience by providing empirical evidence of the
combined effects of aesthetic and functional factors on satisfaction and
loyalty. These findings offer practical recommendations for AIS developers,
suggesting that systems should prioritize both visual appeal and
performance efficiency to enhance student engagement and retention in
educational contexts.
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INTRODUCTION

In the digital era, higher education institutions have increasingly integrated technology to support
their administrative and academic processes. Academic Information Systems (AIS) play a critical role
in facilitating various tasks, including course registration, access to schedules, and viewing academic
records. These systems provide real-time data access that simplifies the interaction between
students and university administration, contributing to more efficient academic
operations(Widyanto & Ariyani, 2023). With technological advancements continuously evolving,
students’ expectations for AIS have expanded beyond basic functionality to include enhanced visual
design and responsive user interfaces (UI) (Kabir etal.,, 2022). The shift toward user-centered design
in AIS highlights the importance of ensuring both visual appeal and operational performance to meet
user satisfaction and retention (Yaacob et al., 2023).

Research shows that the quality of a Ul, characterized by well-coordinated color schemes, consistent
layouts, and aesthetic elements, impacts users’ perception of a system’s usability and reliability
(Xiang et al.,, 2020). A visually appealing interface fosters positive initial impressions and promotes
engagement by making navigation more intuitive and enjoyable (Sharma et al., 2024). Additionally,
the responsiveness of a system its ability to process user input swiftly and without delay has been
shown to significantly affect user satisfaction (Lee et al., 2022). High responsiveness minimizes
frustration, ensuring that users can access necessary information efficiently, which is essential for
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maintaining their positive experience and willingness to continue using the system (B. Yang & Zhao,
2021),(Rozan et al., 2024).

Despite the acknowledged significance of Accounting Information Systems (AIS) in academic
environments, there remains a noticeable gap in studies that simultaneously assess the impact of
visual quality and Ul responsiveness on user satisfaction. Most existing research tends to focus either
on the system’s usability or its functional efficiency, often neglecting the interaction between visual
and operational performance elements (Meiryani et al, 2023),(Marpaung et al., 2021). The
Technology Acceptance Model (TAM), proposed by Venkatesh and Davis (Venkatesh & Davis, 2000),
identifies perceived usefulness (PU) and perceived ease of use (PEOU) as key factors influencing the
adoption and sustained use of technology. Both factors are influenced by visual design and Ul
responsiveness, indicating that a combined examination of these elements could offer deeper insights
into user satisfaction and engagement with AIS (B. Yang & Zhao, 2021),(Jokonya, 2016).

The significance of visual quality in enhancing the user experience is supported by both theoretical
and empirical evidence. SERVQUAL, a widely used model for assessing service quality, includes
tangibles as a key dimension. In AIS, tangibles translate to Ul design, where visual appeal builds trust
and motivates consistent interaction (Sharma et al., 2024), (Parham-Mocello & Gupta, 2023). A Ul
that is designed with attention to detail incorporating visually harmonious elements and clear
layouts can convey professionalism and reliability, thereby enhancing users’ trust in the system
(Mukred et al, 2024). Furthermore, responsiveness, as defined by SERVQUAL, pertains to the
system's promptness in handling user requests, which aligns with maintaining high service quality
(Dahri et al,, 2024), (W. Yang & Liu, 2021). Effective Ul responsiveness minimizes loading times and
ensures smooth interactions, which are crucial for academic environments where timely information
retrieval is paramount (Huang et al., 2023),(Aeni Hidayah et al., 2020).

The TAM framework offers a thorough perspective for analyzing how visual quality and
responsiveness impact perceived usefulness (PU) and perceived ease of use (PEOU). Within TAM, PU
is described as the extent to which a user feels that using the system enhances their performance,
while PEOU reflects the ease with which the system can be operated (Venkatesh & Davis, 2000). An
interface that is visually optimized aids PEOU by facilitating smoother navigation and enriching the
user experience. This seamless interaction can, in turn, heighten PU, as users are more inclined to
view the system as advantageous for academic tasks (Natasia et al., 2021). Moreover, a responsive Ul
reinforces both PEOU and PU by ensuring that the system reacts swiftly to user inputs, thereby
further boosting user satisfaction and encouraging ongoing usage (Panagoulias et al., 2023). This
theoretical framework highlights the importance of considering both visual and functional elements
to gain a comprehensive understanding of user satisfaction in AIS contexts (Gunawan et al,
2023),(Putri et al.,, 2023).

While TAM focuses on perceived ease of use and usefulness, SERVQUAL complements it by assessing
service quality from the user's viewpoint. Its dimensions of tangibles and responsiveness resonate
with user expectations for both design and functionality (Sharma et al., 2024), (Jo & Bang, 2023). A
study by Lee et al. (Lee et al., 2022) highlighted that when visual quality is paired with responsive
design, users experience reduced perceived risk and increased trust. This relationship is crucial for
fostering long-term engagement, as students who trust a system are more likely to continue its use
and recommend it to peers (Gunawan et al., 2023). This dual consideration of visual and operational
performance suggests that a holistic approach is necessary to capture the full spectrum of factors
influencing user satisfaction (Wang et al, 2023),(Forster, 2024). Existing literature provides
foundational insights but lacks a comprehensive analysis that simultaneously considers visual
quality and Ul responsiveness in AIS. Research by Mukred et al. (Mukred et al., 2024) revealed that
systems optimized for both aesthetic appeal and responsiveness yield higher user satisfaction,
confirming the need for further investigation in this area within higher education. Additionally,
findings by Xiang et al. (Xiang et al., 2020) indicated that an engaging visual design can significantly
enhance PEOU, which aligns with TAM's assertion that ease of use drives adoption. However, many
studies often isolate either visual or functional factors without considering their combined effect on
satisfaction (Meiryani et al., 2023). This study addresses this research gap by examining how visual
quality and responsiveness together influence student satisfaction with AIS.
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The literature on TAM has demonstrated that the interplay between PU and PEOU impacts user
acceptance of technology. SERVQUAL'’s tangibles and responsiveness further elucidate how physical
design and system promptness contribute to user experiences (Dahri et al., 2024),(Mata et al., 2024).
These findings suggest that a study integrating both TAM and SERVQUAL frameworks can offer a
more nuanced understanding of user satisfaction (Xiang et al., 2020). Insights from Huang et al.
(Huang et al,, 2023) indicated that when users find systems visually appealing and responsive, their
confidence in using the system increases, which supports TAM'’s premise that perceived usefulness
is a key predictor of continued use. Thus, examining these factors together is essential for providing
actionable guidance on AIS design and improvement (Widyanto & Ariyani, 2023). The objective of
this study is to investigate how visual quality and Ul responsiveness impact user satisfaction with
AlS, specifically within the context of higher education. This research hypothesizes that both factors
significantly enhance PU and PEOU, which in turn increase overall user satisfaction. This study aims
to combine TAM and SERVQUAL to address the research gap, offering empirical insights into how
both visual and performance factors jointly impact satisfaction with AIS. The findings are expected
to contribute to practical recommendations for AIS development, ensuring systems meet or exceed
user expectations (Panagoulias et al., 2023) This dual focus addresses both aesthetic and operational
elements, highlighting the importance of designing AIS that not only function effectively but also
appeal visually to enhance student engagement and retention (B. Yang & Zhao, 2021),(Rodriguez-
Lépez et al.,, 2024).

RESEARCH METHODOLOGY

The study was designed to analyze the impact of Visual Quality and Ul Responsiveness on User
Satisfaction, mediated by Perceived Ease of Use and Perceived Usefulness, as well as their
implications for User Loyalty. The research population consisted of students from the School of
Management and Computer Science Lombok, selected through purposive sampling. The criteria for
inclusion required students to be active during the odd semester of the 2023/2024 academic year,
to have used the campus information system for at least one year or two semesters, and to have
completed a questionnaire in full. Based on these criteria, a sample of 104 respondents was obtained.
The data were analyzed using path analysis through SmartPLS 4.0 software(German Ruiz-Herrera et
al, 2023),(Pal & Vanijja, 2020). The research design is presented in Figure 1. This study was
structured to examine how Visual Quality and UI Responsiveness influence User Satisfaction, with
Perceived Ease of Use and Perceived Usefulness serving as mediating factors, and to explore their
effects on User Loyalty. The research population included students from the School of Management
and Computer Science Lombok, selected through purposive sampling. Eligibility criteria required
that students be actively enrolled in the odd semester of the 2023 /2024 academic year, have used
the campus information system for at least one year (or two semesters), and have fully completed a
questionnaire. With these criteria, a sample of 104 respondents was gathered. Data analysis was
conducted using path analysis in SmartPLS 4.0 software (German Ruiz-Herrera et al.,, 2023),(Pal &
Vanijja, 2020). The research model is illustrated in Figure 1.

This study extends prior research, such as the work of Widyanto & Ariyani, 2023, who investigated
satisfaction and loyalty within blockchain-based online media platforms using the Technology
Acceptance Model (TAM). In a similar approach, this study incorporates TAM and combines it with
the SERVQUAL model to examine how Ul aesthetics and functionality affect user satisfaction in
academic information systems (AIS) (Ly & Ly, 2022). Visual Quality, which includes elements like
design aesthetics and color schemes, is proposed to improve Perceived Ease of Use (PEOU), a
construct linked to increased user engagement across various technology platforms, as noted by
Rozan et al. (2024)(Rozan et al., 2024). Additionally, Ul Responsiveness, covering factors like system
response time and page load speed, is expected to influence both PEOU and Perceived Usefulness
(PU), echoing findings by Kabir et al. (2022) regarding ICT preferences among field officers(Kabir et
al,, 2022), (Belmonte et al,, 2024), (Muhasyah et al.,, 2024)
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Figure 1: Research design

The mathematical equations that can be formulated based on the research design are as follows:

PEOU=B1VQ+B2UIR+ €
PU=B1VQ+B2 UIR+ e+ ¢
US=B1PEOU+P2PU+¢e
UL=BUS+¢

Explanation:

€ = Residual

B, B1, B2 = Koefisien

VQ = Visual Quality

UIR = Ul Responsiveness

PEOU = Perceived Ease of Use

PU = Perceived Usefulness
US = User Satisfaction
UL = User Loyalty

(1)
(2)
(3)
(4)

All research variables and the indicators used to measure each variable are defined in Table 1.

Table 1: Operational variables

Variable Variable Types Indicators Code
Design Aesthetics vQ1l
Visual Quality (VQ) Independen Layout Consistency vVQ2
Color Selection VQ3
Display Consistency VQ4
Information Access Speed UIR1
UI Responsiveness Independen Page Loading Speed UIR2
(UIR) System Availability UIR3
Interface Responsiveness to Input | UIR4
Ease of Operation PEOU1
Perceived Ease of Use Intervening Clarity of Information PEOU2
(PEOU) Interface Navigation PEOU3
Effortless Use PEOU4
System Effectiveness PU1
Perceived Usefulness Intervening Productivity Improvement PU2
(PU) Performance Enhancement PU3
Needs Fulfillment PU4
Overall Satisfaction US1
User Satisfaction Intervening Comfort US2
(us) Positive Experience Us3
Willingness to Reuse US4
Desire for Continued System Use UL1
User Loyalty (UL) Dependen Recommendation UL2
System Attachment UL3
Usage Frequency UL4
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Based on the research design, the following research hypotheses are proposed:
H1: Visual quality positively influences perceived ease of use.

H2: Visual quality positively impacts perceived usefulness.

H3: Ul responsiveness positively influences perceived ease of use.

H4: Ul responsiveness positively impacts perceived usefulness.

H5: Perceived ease of use has a positive effect on user satisfaction.

H6: Perceived usefulness positively influences user satisfaction.

H7: User satisfaction positively impacts user loyalty.

RESULTS AND DISCUSSION
Measurement outer model

This test aimed to assess the validity of each indicator used to measure the latent variables by
analyzing the loading factor values for each indicator. A satisfactory validity level is indicated when
the loading factor value exceeds 0.70. The results of the convergent validity test are displayed in
Figure 2
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Figure 2: Loading factor values

The visual quality (VQ) variable, assessed through four indicators, met the requirements for
convergent validity, with each indicator’s loading factor exceeding the 0.70 threshold. The lowest
loading factor was for color selection (VQ3) at 0.825. Other indicators, such as design aesthetics
(VQ1), layout consistency (VQ2), and display consistency (VQ4), also passed, with values of VQ1 =
0.832,VQ2 =0.905, and VQ4 = 0.895. For Ul responsiveness (UIR), the loading factors were similarly
above 0.70: information access speed (UIR1) = 0.856, page loading speed (UIR2) = 0.922, system
availability (UIR3) = 0.810, and interface responsiveness to input (UIR4) = 0.895. The perceived ease
of use (PEOU) variable also demonstrated convergent validity, with all indicators above 0.70: ease of
operation (PEOU1) = 0.902, clarity of information (PEOU2) = 0.802, interface navigation (PEOU3) =
0.879, and effortless use (PEOU4) = 0.898.

Perceived usefulness (PU) showed similar validity, with all indicators having loading factors greater
than 0.70: system effectiveness (PU1) = 0.883, productivity improvement (PU2) = 0.909,
performance enhancement (PU3) = 0.906, and needs fulfillment (PU4) = 0.903. User satisfaction (US)
indicators were also validated, with loading factors as follows: overall satisfaction (US1) = 0.846,
comfort (US2) = 0.912, positive experience (US3) = 0.920, and willingness to reuse (US4) = 0.861.
Lastly, user loyalty (UL) was confirmed valid, with indicators such as the desire to continue using the
system (UL1) = 0.836, recommendation (UL2) = 0.910, attachment to the system (UL3) = 0.888, and
usage frequency (UL4) = 0.821, all exceeding the 0.70 threshold.

Discriminant validity

All variables are deemed to satisfy the validity requirement if their Average Variance Extracted (AVE)
value exceeds 0.50. This test is conducted to evaluate the validity level of all latent variables defined
in the research framework. The outcomes of the discriminant validity test are displayed in Table 2.
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Table 2: AVE values

Variables Cronbach'’s alpha Average variance extracted (AVE)
PEOU 0.893 0.759
PU 0.922 0.811
UIR 0.894 0.760
UL 0.887 0.747
uUs 0.908 0.784
vQ 0.887 0.748

Table 2 indicates that the AVE values for all latent variables in the study satisfy the validity criteria,
with the lowest AVE recorded for user loyalty (UL) at 0.747, which is above the 0.50 threshold.
Likewise, the other variables meet the validity standards: visual quality (VQ) = 0.748, Ul
responsiveness (UIR) = 0.760, perceived ease of use (PEOU) = 0.759, perceived usefulness (PU) =
0.811, and user satisfaction (US) = 0.784, all surpassing the required AVE threshold of 0.50.

Reliability test

The reliability test assumes that composite reliability and Cronbach's alpha values must exceed 0.70
to satisfy the reliability criteria for the latent variables in the study. Table 3 presents the reliability
test results.

Table 3: Reliability test values

Composite

Cronbach'’s alpha | reliability
PEOU 0.893 0.894
PU 0.922 0.924
UIR 0.894 0.896
UL 0.887 0.888
uUs 0.908 0.910
vQ 0.887 0.890

Table 3 shows that both Cronbach's alpha and composite reliability values confirm that all latent
variables meet the reliability standards, with the lowest Cronbach's alpha being 0.887 for visual
quality (VQ) and user loyalty (UL), and the lowest composite reliability also found in user loyalty
(UL). These values exceed the 0.70 threshold, indicating strong consistency among all indicators in
measuring the latent variables.

Measurement inner model
Values R-square

Two approaches to evaluate the influence of independent variables on dependent variables involve
analyzing the R-Square and Adjusted R-Square values. This study emphasizes the Adjusted R-Square
value, as it offers a more precise representation when multiple dependent variables are involved.
Table 4 presents the Adjusted R-Square values.

Table 4: Adjusted R-square values

R-square R-square adjusted
PEQU 0.760 0.755
PU 0.546 0.536
UL 0.731 0.728
us 0.803 0.798

Table 4 shows that perceived ease of use (PEOU) has an Adjusted R-Square value of 0.755, indicating
that visual quality and Ul responsiveness account for 75.5% of the variance in perceived ease of use,
while the remaining 24.5% is influenced by factors outside the research model. This value of 0.755
reflects a strong relationship. In contrast, perceived usefulness (PU) has an Adjusted R-Square value
of 0.536, or 53.6%, suggesting that the ability of visual quality and Ul responsiveness to explain
perceived usefulness is moderate, with other factors accounting for 46.4% of the variance in PU.
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User loyalty (UL) shows an Adjusted R-Square value of 0.728, or 72.8%, suggesting a nearly strong
relationship where user satisfaction (US) accounts for a significant portion of the variance in user
loyalty, with the remaining 27.2% attributed to factors outside the model. In contrast, user
satisfaction (US) holds the highest Adjusted R-Square value at 0.798, or 79.8%, indicating that
perceived ease of use and perceived usefulness explain user satisfaction robustly, while the
remaining 20.2% is due to external variables. This underscores the strong explanatory power of
perceived ease of use and perceived usefulness for user satisfaction.

Path coefficient and significance test

The path coefficient test results are used to measure the strength of relationships between latent
variables and to determine the direction of these relationships based on the research design. The
larger the coefficient value, the stronger the relationship between the variables being tested.
Significance values provide information on the degree of influence between variables. Significance is
determined by a T statistic greater than 1.96 at a 5% significance level (0.05) and a p-value less than
0.05. The path coefficient values are presented in Table 5.

Table 5: Path coefficients and significance values

Variables Original sample (0) T statistics P values
PEOU -> US 0.470 5.475 0.000
PU -> US 0.494 6.178 0.000
UI -> PEOU 0.310 2.590 0.010
Ul -> PU 0.494 2.979 0.003
US -> UL 0.855 26.307 0.000
VQ ->PEOU 0.597 5.962 0.000
vQ->PU 0.276 1.596 0.111

Table 5 shows that the effect of visual quality on perceived ease of use has a p-value of 0.000 anda T
statistic of 5.962, exceeding the threshold of 1.96. This outcome indicates that visual quality
significantly impacts perceived ease of use at both the 5% and 0.01 levels. The relationship is positive,
with a coefficient of 0.597, supporting the acceptance of the first hypothesis (H1), which asserts that
visual quality positively influences perceived ease of use. Visual quality, encompassing elements such
as design aesthetics, layout consistency, and effective color schemes, contributes to a visually
pleasing and comfortable interface, which enhances users' perception of ease in using the campus
information system. This finding is consistent with Widyanto and Ariyani's (2023) research, which
demonstrated that visual aesthetics and an attractive layout notably improve perceived ease of use
(Widyanto & Ariyani, 2023).

The second hypothesis (H2), which suggests that visual quality significantly and positively impacts
perceived usefulness, is not supported. This is based on a p-value of 0.111, which is above 0.05, and
a T statistic of 1.596, which is below the critical value of 1.96, with a coefficient of 2.276. These results
imply that users of the campus information system do not attribute substantial benefits or practical
value to its aesthetic qualities. Users appear to prioritize functionality over visual appeal when
assessing the system's usefulness. These findings are consistent with Rozan et al. (2024), who
observed that users value functionality more than aesthetics in determining the usefulness of
application platforms (Rozan et al., 2024).

Ul responsiveness has a significant positive impact on perceived ease of use, as demonstrated by a p-
value of 0.010 (below 0.05) and a T statistic of 2.590, which exceeds the critical value of 1.96, along
with a coefficient of 0.310. Therefore, the third hypothesis (H3), which posits that Ul responsiveness
positively influences perceived ease of use, is supported. Fast access and reliable availability of the
campus information system improve users' perceptions of ease of use. This outcome aligns with the
findings of Kabir et al. (2022), which indicated that response speed and system availability enhance
perceived ease of use in IT platforms (Kabir et al., 2022).

The influence of Ul responsiveness on perceived usefulness shows a p-value of 0.003, which is below
0.05 and even 0.01, indicating significance at the 1% level. With a T statistic of 2.979, greater than
1.96, and a coefficient of 0.494, this confirms the acceptance of the fourth hypothesis (H4), which
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posits that Ul responsiveness significantly and positively impacts perceived usefulness. This result
suggests that perceived usefulness is enhanced when users experience quick access, rapid interface
responses, and minimal load times for new pages, providing notable benefits to campus information
system users. This outcome is consistent with Sharma et al. (2024), who found that interface
responsiveness and fast access times substantially influence perceived usefulness within FinTech
(Sharma et al., 2024).

The fifth hypothesis (H5), which proposes that perceived ease of use impacts user satisfaction, is
supported. With a p-value below 0.05, or even 0.010, a T statistic of 5.475 (exceeding 1.96), and a
coefficient of 0.470, perceived ease of use demonstrates a strong and significant influence on user
satisfaction. This finding indicates that an intuitive and easily navigable user interface enhances the
user experience, enabling students to use the campus information system smoothly and contributing
to their overall satisfaction. This result is in line with the study by Yaacob et al. (2023), which found
that ease of navigation and high accessibility positively impact user satisfaction (Yaacob et al., 2023).

The sixth hypothesis (H6), which suggests that perceived usefulness significantly and positively
influences user satisfaction, is supported. This is demonstrated by a p-value of 0.000, confirming
significance at both the 5% and 1% levels. The substantial effect is further validated by a T statistic
of 6.178, which is above the threshold of 1.96, and a coefficient of 0.494. These findings imply that
when users view the system as valuable and beneficial such as aiding academic tasks, enhancing
productivity, and fulfilling academic needs it fosters a sense of satisfaction with the system. This
result aligns with the study by Sharma et al. (2024), which found that a strong perception of
usefulness enhances productivity and promotes greater satisfaction with system usage in
organizational settings (Sharma et al., 2024).

User satisfaction, with a p-value of 0.000 below both the 0.05 and 0.01 significance levels and a T
statistic of 26.307, significantly higher than 1.96, demonstrates a substantial positive influence on
user loyalty, as indicated by a high coefficient of 0.855. This strongly supports the seventh hypothesis
(H7), which asserts that user satisfaction has a significant positive impact on user loyalty. When users
are content with the system's interface and functionality, feel at ease using it, and enjoy a positive
experience, their loyalty to the system grows, motivating them to use it regularly and increasing their
frequency of use. This result aligns with Xiang et al. (2020), who found that user satisfaction with a
system's functional design strongly correlates with sustained user loyalty over time (Xiang et al.,
2020).

Based on the results of the path coefficient and significance tests, the final mathematical equations
for the research model can be formulated as follows:

PEOU = 0.597VQ + 0.310UIR + 0.245 (5)
PU = 0.276VQ + 0.494UIR + 0.464 (6)
US = 0.470PEOU + 0.494PU + 0.202 (7)
UL = 0.855US + 0.272 (8)
CONCLUSION

This study underscores the importance of both visual quality and user interface (Ul) responsiveness
in enhancing user satisfaction and loyalty within Academic Information Systems (AIS). The results
indicate that visual quality comprising design aesthetics, layout uniformity, and color schemes
positively influences perceived ease of use (PEOU) but does not directly affect perceived usefulness
(PU). In contrast, Ul responsiveness, reflected in access speed and system reliability, significantly
enhances both PEOU and PU, highlighting its crucial role in delivering a smooth user experience. Both
PEOU and PU are pivotal in fostering user satisfaction, which, in turn, drives user loyalty. These
findings suggest that while users appreciate visually appealing interfaces for easier navigation, they
prioritize functional effectiveness when evaluating the usefulness of an AIS. This insight supports the
integration of the Technology Acceptance Model (TAM) with the SERVQUAL framework, offering a
comprehensive view of user satisfaction in higher education information systems. This study adds to
the literature by clarifying the combined effects of aesthetic and functional qualities on AIS user
satisfaction and provides practical recommendations for system designers to emphasize both visual
design and operational efficiency. Future research could expand these insights by exploring other
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contextual factors, such as user demographics or specific AIS features, that may impact the relative
importance of visual quality and responsiveness. Additional studies might also examine how these
elements interact with other SERVQUAL dimensions, like reliability and empathy, to develop a more
nuanced approach to AlS design and user satisfaction.

Implications of the study

This study provides valuable insights for developers and decision-makers in academic institutions
aiming to improve their Academic Information Systems (AIS). The findings underscore the dual
importance of visual quality and user interface (UI) responsiveness in enhancing user satisfaction
and loyalty. The significant role of visual quality in improving perceived ease of use (PEOU) highlights
the necessity for AIS developers to prioritize design aesthetics, layout consistency, and intuitive
navigation to create an engaging user experience. Additionally, the critical impact of Ul
responsiveness on both PEOU and perceived usefulness (PU) suggests that ensuring fast response
times, system availability, and efficient page loading is essential to boost user satisfaction and
retention.

For academic institutions, understanding that user satisfaction significantly influences loyalty
provides a foundation for developing retention strategies through well-designed AIS. By integrating
features that enhance satisfaction, institutions can foster long-term engagement with students.
Furthermore, the integration of the Technology Acceptance Model (TAM) and SERVQUAL in this
study offers a comprehensive framework for evaluating and enhancing AIS. This framework serves
as a guide for future improvements and innovations to better align AIS functionalities with student
needs and expectations. From a policy perspective, the study emphasizes the importance of investing
in both visual and functional aspects of AIS to maximize academic outcomes. Such investments not
only improve operational efficiency but also build trust and loyalty among students. By addressing
both aesthetic and operational elements, this research bridges a critical gap in the existing literature
on AIS user satisfaction, offering actionable recommendations for creating systems that are both
effective and user-friendly.
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