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Abstract. 
My TelU Mobile is a learning support application released by Telkom University on May 25, 
2021. This application can be downloaded on the Play Store and App Store and has become a 
super app that has quite a high number of downloads. However, its user traffic is not yet stable, 
as seen in the decreasing usage traffic during the lecture period. The purpose of this study was 
to determine the factors that influence the acceptance and use of the My TelU Mobile application 
using an integration of the UTAUT-2 and Delone & McLean models. This study uses a 
quantitative method with descriptive and causal research types. The sampling technique uses a 

non-probability sampling technique of the purposive sampling type with a sample size of 400 
respondents. The data analysis technique uses descriptive analysis and PLS. The findings of this 
study are that effort expectancy, information quality, service quality, user satisfaction have a 
significant effect on continue use intention and system quality, information quality, service 
quality have a significant effect on user satisfaction. However, performance expectancy, social 
influence, facilitating condition, habit, hedonic motivation, and system quality do not have a 
significant effect on continue use intention of My TelU Mobile application. 
 

Keywords:  Super App, Unified Theory of Acceptance and Use of Technology (UTAUT) 2, 
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I.  INTRODUCTION 

The development of information technology in the 21st century is one of the most significant 

phenomena because it is marked by the spread of the industrial revolution 4.0. Technological developments 

in the industrial revolution 4.0 gave rise to a new phenomenon, namely the growth in the number of internet 

users and mobile phone users throughout the world and one of the countries affected by this phenomenon is 

Indonesia.Reporting from the We Are Social and Hootsuite (2023), the number of internet users in Indonesia 

has reached 213 million people as of January 2023. The same report also states that 98.3% of internet users 

connect via mobile phones or the equivalent of 209.38 million people. Indonesian population [1]. The total 

number of mobile operating system users in Indonesia is dominated by Android reaching 88.75% of users 

and in second place is iOS (Iphone) reaching 11.09% of users in August 2023. This indicates that mobile 

technology designed by certain institutions needs to facilitate the Android operating system. and iOS because 

these operating systems are used by the majority of the Indonesian population.[2]In the digital era, the 

concept of applications has undergone a transformation. One of the striking changes is the super app concept, 

namely a platform that combines various services in one container, giving users unlimited access to features 

that can be tailored to the user's wishes [3].  

One of the higher education institutions that has utilized super apps in the world of education is 

Telkom University.One of the applications created is My TelU Mobile, using the Android and iOS operating 

systems. My TelU Mobile is an application built on the Telkom University campus environment with a super 

app concept focused on accommodating the various needs of the academic community within Telkom 

University, including students, lecturers, staff, alumni and parents, but for now the focus of its use is on 

students, lecturers and employees [4].Currently, My TelU Mobile has been downloaded by 93% of active 

students (January, 2024), but of all the downloaders they have not used it continuously (continue use 

intention). Apart from that, there are quite a lot of complaints that occur on services related to usage which 

are written from reviews of the Play Store and App Store to ratings on the Play Store and App Store which 

are still low compared to similar applications from several universities as well as ticketing data related to 
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problems which have increased in the last year, making the team My TelU Mobile must start fixing the most 

crucial variables that can make users want to use the service continuously. 

  

II.  METHODS 

This research uses descriptive quantitative research methods to determine the variables that influence 

user acceptance of the My TelU Mobile application. The aim of this research is conclusive or causal which 

analyzes the relationship between variables and the object under study in the nature of cause and effect. The 

data collection method uses a questionnaire, and looks at the implementation time on a cross-sectional basis, 

meaning that the data collection process takes place over time, with the data being processed, evaluated and 

conclusions drawn. The research population this time consisted entirely of active Telkom University 

students. For the sample, a purposive sampling technique was used with a non-probability sampling type 

where the researcher determined the sample criteria from the existing population, namely population data, 

and samples were collected from all active Telkom University students, totaling 400 respondents. This 

research uses partial least squares (PLS) analysis techniques which aim to test the predictive relationship 

between constructs (X to Y) by seeing whether there is a relationship or influence between these constructs. 

Model evaluation in PLS consists of two stages, namely the outer model and inner model [5]. 

The outer model assesses the relationship between latent variables by assessing convergent validity 

and discriminant validity. Convergent validity is related to the principle that the measures of a construct 

should be highly correlated with the measured values of the loading factor and average variance extracted 

[6]. Discriminant validity is related to the principle that measures of different constructs should not be highly 

correlated with measured values in cross loading, composite reliability, and Croanbach's alpha [6]. 

Meanwhile, the inner model predicts causal relationships between latent variables or variables that cannot be 

measured directly. The inner model is evaluated through R2, Q-Square, effect size (F2), and goodness of fit 

(GoF). Hypothesis testing uses path coefficient and t-statistic values to show the influence and level of 

significance in hypothesis testing. 

 

III.  RESULT AND DISCUSSION  

This research observed 400 Telkom University students who used the My TelU Mobile application. 

The respondents were 46% male and 54% female, with the largest age group being 19-20 years (74%). For 

the majority of respondents from the 2023 college class, namely 39%, the largest source of information about 

applications came from introduction to campus life activities for new students (PKKMB) with 291 

respondents (73%). The highest frequency of application use is more than twice a week, namely 41%.  

Outer Model 

Evaluation outer model is an evaluation of the tools used for collect research data. This evaluation is 

used to determine validity and the reliability of data collection tools. Outer model or measurement model 

using test convergent validity, discriminant validity and reliability. 

 
Fig. 1. Measurement Model Test 

Based on the picture above, the loading factor value can be seen, so the result is that all 

indicators/items have a loading factor value > 0.7 so they can be declared valid. 
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Inner Model 

The second test carried out was the inner model test. The inner model test has 4 types of evaluation 

carried out, namely R-square, Qsquare, effect size, and path coefficient, using the help of the SmartPLS 

application. 

Table 1. R-Square Value 

Variable Item R-Square 

User Satisfaction 0,677 

Continue Use Intention 0,655 

Based on the table above, the r-square value for the user satisfaction variable is 0.677 which can be 

stated to be in the good category, this shows that 67.7% of the influence contribution is from the system 

quality, information quality and service quality variables, while the rest amounting to 32.3% is a contribution 

to user satisfaction outside of this research. Furthermore, the r-square value for the continuity use intention 

variable was obtained at 0.655 which can be stated to be in the medium category. This shows that 65.5% of 

the influence contribution is from the variables performance expectancy, effort expectancy, social influence, 

facilitating conditions, hedonic motivation, habit, hedonic motivation, system quality, information quality, 

and service quality, while the remaining 34.5% is a contribution to continuity of use intention outside of this 

research. 

Table 2. Q-Square Value 

Variable Item Q-Square 

User Satisfaction 0,519 

Continue Use Intention 0,582 

Based on the table above, it shows that the largest Q-square results are the continuity use intention 

variable of 0.582 or 58.2%, and user satisfaction of 0.519 or 51.9%, so it can be concluded that the value of 

the continuity use intention and user satisfaction variables has predictive relevance value. 

Table 3. Goodness of Fit 

Parameter Saturated Model Estimated Model 

User Satisfaction 0,082 0,085 

Continue Use Intention 0,580 0,570 

Based on the table above, the SRMR value is 0.082 <0.010 and the NFI value is 0.580 (between 0 

and 1). This shows that the measurement and structural model in this research meets the suitability criteria so 

that the model can be used and is good at describing the relationship between variables. 

Hyptesis Result 

Table 4. Hypotesis Test Result 

Hypotesis Connection Information 

H1 PE -> CI Rejected 

H2 EE -> CI Accepted 

H3 SI -> CI Rejected 

H4 FC -> CI Rejected 
H5 HM -> CI Rejected 

H6 HB -> CI Rejected 

H7a SYSQ -> CI Rejected 

H7b SYSQ -> US Accepted 

H8a IQ -> CI Accepted 

H8b IQ -> US Accepted 

H9a SERVQ -> CI Accepted 

H9b SERVQ -> US Accepted 

H10 US -> CI Accepted 

The results of calculating the performance expectancy variable on continue use intention have an 

influence figure of 0.059, a t-statistic figure of 1.053 and a p-value of 0.293. Based on these figures, testing 

performance expectancy on continued use intention on the My TelU Mobile application does not have a 

significant effect. These results show that the performance expectancy variable has a very small influence, in 

contrast to the majority of research which always finds that the performance expectancy variable has a 

significant effect on continue use intention, such as research by Malewar & Bajaj, 2020; Soren & 

Chhakraborty, 2024; Barata & Coelho, 2021. However, the results of this research are in line with what was 
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found by Fanani et al (2018) that students have not been helped when using the My TelU Mobile application. 

Even though based on table 4.1 the descriptive assessment figures for the performance expectancy variable 

in this case are quite high because they have an average score of 74.1%, it is felt that these variables do not 

have a significant influence on users of the My TelU Mobile application.The results of calculating the 

performance expectancy variable on continue use intention have an influence figure of 0.095, a t-statistic 

figure of 2.221 and a p-value of 0.027. Based on these figures, testing effort expectancy on continue use 

intention on the My TelU Mobile application has a significant effect. These results show that the effort 

expectancy variable has a big influence, as in research by M et al, 2021. It can be concluded that in this 

research the My TelU Mobile application users are easy to use. 

The results of calculating the social influence variable on continue use intention have an influence 

figure of -0.065, a t-statistic figure of 1.098 and a p-value of 0.273. Based on these figures, testing social 

influence on continued use intention on the My TelU Mobile application does not have a significant effect. 

These results show that the social influence variable has a very small influence, in contrast to the majority of 

research which always finds that the social influence variable has a significant effect on continue use 

intention, such as research by Kania et al, 2022; Shen, 2023; Bhattacharyya et al, 2021. However, the results 

of this research are in line with what was found by M et al, (2021) that social influence or influence from 

people around them is not a determining factor for students in using the My TelU Mobile application. Even 

though based on table 4.3 the descriptive assessment figures for the social influence variable in this case are 

quite high because it has an average score of 83.1%, it is felt that these variables do not have a significant 

influence on users of the My TelU Mobile application.The results of calculating the facilitating condition 

variable on continue use intention have an influence figure of -0.070, a t-statistic figure of 1.298 and a p-

value of 0.195. Based on these figures, testing facilitating conditions on continue use intention on the My 

TelU Mobile application does not have a significant effect. These results show that the facilitating condition 

variable has a very small influence, in contrast to research by M et al, 2021. which found that the facilitating 

condition variable has a significant effect on continue use intention. However, the results of this research are 

in line with what Santoso (2024) found that the condition of the facilities is not a factor in influencing the 

intention to use the My TelU Mobile application. Even though based on table 4.4 the descriptive assessment 

figures for the facilitating condition variable in this case are quite high because they have an average score of 

74%, it is felt that these variables do not have a significant influence on users of the My TelU Mobile 

application. 

The results of calculating the hedonic motivation variable on continue use intention have an 

influence figure of 0.091, a t-statistic figure of 1.396 and a p-value of 0.163. Based on these figures, testing 

hedonic motivation on continue use intention on the My TelU Mobile application does not have a significant 

effect. These results show that the hedonic motivation variable has a very small influence, in contrast to 

research by M et al, 2021 which found that the hedonic motivation variable has a significant effect on 

continue use intention. However, the results of this research are in line with what Santoso (2024) found that 

hedonic motivation is not a factor in influencing intentions to use the My TelU Mobile application. Even 

though based on table 4.5 the descriptive assessment figures for the hedonic motivation variable in this case 

are quite high because it has an average score of 75.7%, it is felt that these variables do not have a significant 

influence on users of the My TelU Mobile application.The results of calculating the habit variable on 

continue use intention have an influence figure of 0.078, a t-statistic figure of 1.633 and a p-value of 0.103. 

Based on these figures, habit testing on continued use intention on the My TelU Mobile application does not 

have a significant effect. These results show that the habit variable has a very small influence, in contrast to 

research by M et al, 2021 which found that the habit variable has a significant effect on continue use 

intention. However, the results of this research are in line with what Santoso (2024) found that habitual 

conditions are not a factor in influencing intentions to use the My TelU Mobile application. Even though 

based on table 4.6 the descriptive assessment figures for the habit variable in this case are quite high because 

they have an average score of 76.7%, it is felt that these variables do not have a significant influence on users 

of the My TelU Mobile application. 
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The results of calculating the system quality variable on continue use intention have an influence 

figure of -0.0721, a t-statistic figure of 1.388 and a p-value of 0.166. Based on these figures, system quality 

testing on continued use intention on the My TelU Mobile application does not have a significant effect. 

These results show that the system quality variable has a very small influence, in contrast to research by M et 

al, 2021 which found that the system quality variable has a significant effect on continue use intention. 

However, the results of this research are in line with what Santoso (2024) found that system quality is not a 

factor in influencing the intention to use the My TelU Mobile application. Even though based on table 4.7 

the descriptive assessment figures for the system quality variable in this case are quite high because it has an 

average score of 82.4%, it is felt that these variables do not have a significant influence on users of the My 

TelU Mobile application.The results of calculating the system quality variable on user satisfaction have an 

influence figure of 0.524, a t-statistic figure of 7.949 and a p-value of 0.000. Based on these figures, system 

quality testing on user satisfaction on the My TelU Mobile application has a significant effect. These results 

show that the system quality variable has a big influence, as in research by M et al, 2021. It can be concluded 

that in this study My TelU Mobile application users were satisfied with the quality of the My TelU Mobile 

application system. 

The results of calculating the information quality variable on continue use intention have an 

influence figure of 0.612, a t-statistic figure of 9152 and a p-value of 0.000. Based on these figures, testing 

information quality on continued use intention on the My TelU Mobile application has a significant effect. 

These results show that the information quality variable has a big influence, as in research by M et al, 2021. 

It can be concluded that in this research users of the My TelU Mobile application will continue to use the 

application because it has quality information.The results of calculating the information quality variable on 

user satisfaction have an influence figure of 0.247, a t-statistic figure of 3.841 and a p-value of 0.000. Based 

on these figures, testing information quality on user satisfaction on the My TelU Mobile application has a 

significant effect. These results show that the information quality variable has a big influence, as in research 

by M et al, 2021. It can be concluded that in this study users of the My TelU Mobile application felt satisfied 

with the quality of information.The results of calculating the service quality variable on continue use 

intention have an influence figure of 0.214, a t-statistic figure of 3.907 and a p-value of 0.000. Based on 

these figures, testing service quality on continued use intention on the My TelU Mobile application has a 

significant effect. These results show that the service quality variable has a big influence, as in research by M 

et al, 2021. It can be concluded that in this research users of the My TelU Mobile application will continue to 

use the application because it has quality service. 

The results of calculating the service quality variable on user satisfaction have an influence figure of 

0.097, a t-statistic figure of 2.414 and a p-value of 0.016. Based on these figures, service quality testing on 

user satisfaction on the My TelU Mobile application has a significant effect. These results show that the 

service quality variable has a big influence, as in research by M et al, 2021. It can be concluded that in this 

study users of the My TelU Mobile application felt satisfied with the quality of service.The results of 

calculating the user satisfaction variable on continue use intention have an influence figure of 0.145, a t-

statistic figure of 2.440 and a p-value of 0.015. Based on these figures, testing user satisfaction on continued 

use intention on the My TelU Mobile application has a significant effect. These results show that the user 

satisfaction variable has a big influence, as in research by M et al, 2021.It can be concluded that in this 

research users of the My TelU Mobile application will continue to use the My TelU Mobile application 

because they are satisfied with the quality of the system, services and information provided by the 

application. 

 

IV.  CONCLUSION  

Based on the findings of the research, that involved collecting data using questionnaires, processing 

the data using Smart PLS 3, and conducting analysis of the data, the author can draw conclusions that answer 

the research questions provided in this study. According to the findings, based on research findings which 

include collecting data using a questionnaire, processing data using Smart PLS 3, and conducting data 

analysis, the author can draw conclusions that answer the research questions given in this study. According 
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to these findings, effort expectancy, information quality, service quality, and user satisfaction have a 

descriptive analysis that is in accordance with the significance test on continue use intention, namely it is felt 

to be good and has a significant effect and system quality, information quality, service quality also has a 

descriptive analysis that is in accordance with the test. The significance of user satisfaction is that it feels 

good and has a significant effect. However, performance expectancy, effort expectancy, social influence, 

facilitating conditions, hedonic motivation, and habit have good descriptive analysis but do not have a 

significant effect. This is because there are still several indicators of low assessment on this variable, such as 

there are still similar applications that can be used other than My TelU Mobile so that users feel they are not 

yet effective, applications that they feel have not been able to improve the user's self-image, applications that 

they feel have not been updated with features and information. newest, an application that users don't find 

exciting, so users don't get addicted to using it. 

 

V.  ACKNOWLEDGMENTS  

The researcher suggests that the central information technology directorate that handles the My TelU 

Mobile application can improve existing features and add new features that can support student lecture 

activities so that expectations regarding the application can be further increased and the central information 

technology directorate can collaborate with the directorate. others to improve the user's self-image. For 

example, collaborating with the student section to announce the owner of the most Academic Activity 

Transcripts (TAK), or you can collaborate with the faculty section to inform outstanding students from their 

faculty. 

 

REFERENCES  

[1] We Are Social And Hootsuite (2023). Digital 2023 Indonesia : The Essentsial Guide to The Latest Connected 

Behaviors. (Diakses tanggal 5 Januari 2024 dari https://wearesocial.com/id/blog/2023/01/digital-2023/) 

[2] Statista (2023). Market Share of Mobile Operating System in Indonesia from January 2019 to August 2023 

(Diakses tanggal 5 Januari 2024 dari https://www.statista.com/statistics/262205/market-share-held-by-mobile-

operating-systems-in-indonesia//) 

[3] Forbes (2022). The Journey of A Super App Through The Lens of Uptime and Experience (Diakses tanggal 5 

Januari 2024 dari https://www.forbes.com/sites/forbestechcouncil/2022/11/30/the-journey-of-a-super-app-

through-the-lens-of-uptime-and-experience/?sh=4ef78fda7d79) 

[4] Aksara (2021). Mengulas Aplikasi My TelU  (Diakses tanggal 5 Januari 2024 dari 

https://aksarapers.com/mengulas-aplikasi-my-tel-u/) 

[5] Jogiyanto, H.M. (2007). Sistem Informasi Keperilakuan. Yogyakarta: Andi Offset. 

[6] Haryono. (2017). Metode SEM untuk Penelitian Manajemen AMOS LISREL PLS. Jakarta Timur: Luxima. 

[7] Eneh, A. H., Udanor, C. N., Ossai, N. I., Aneke, S. O., Ugwoke, P. O., Obayi, A. A., Ugwuishiwu, C. H., & 

Okereke, G. E. (2023). Towards an improved internet of things sensors data quality for a smart aquaponics system 

yield prediction. MethodsX, 11. https://doi.org/10.1016/j.mex.2023.102436 

[8] Engel, D. W., Dalton, A. C., Anderson, K. K., Sivaramakrishnan, C., & Lansing, C. (2012). Development of 
Technology Readiness Level (TRL) Metrics and Risk Measures (PNNL-21737). Pacific Northwest National Lab. 

(PNNL), Richland, WA (United States). https://doi.org/10.2172/1067968 

[9] Hemal, M. M., Rahman, A., Nurjahan, Islam, F., Ahmed, S., Kaiser, M. S., & Ahmed, M. R. (2024). An Integrated 

Smart Pond Water Quality Monitoring and Fish Farming Recommendation Aquabot System. Sensors, 24(11),. 

https://doi.org/10.3390/s24113682 

[10] Islam, M., Kashem, M., Alyami, S., & Moni, M. (2023). Monitoring water quality metrics of ponds with IoT 

sensors and machine learning to predict fish species survival. Microprocessors and Microsystems, 102, 104930. 

https://doi.org/10.1016/j.micpro.2023.104930 

[11] Jiang, Y., & Yan, F. (2022). Aquaculture Prediction Model Based on Improved Water Quality Parameter Data 

Prediction Algorithm under the Background of Big Data. Journal of Applied Mathematics, 2022(1), 2071360.  

[12] Maricar, M. A. (2019). Analisa Perbandingan Nilai Akurasi Moving Average dan Exponential Smoothing untuk 
Sistem Peramalan Pendapatan pada Perusahaan XYZ. Jurnal Sistem Dan Informatika (JSI), 13(2). 

[13] Mueller, J. P., & Massaron, L. (2021). Artificial Intelligence For Dummies. John Wiley & Sons. 

[14] Petropoulos, F., Apiletti, D., Assimakopoulos, V., Babai, M. Z., Barrow, D. K., Ben Taieb, S., Bergmeir, C., 

Bessa, R. J., Bijak, J., Boylan, J. E., Browell, J., Carnevale, C., Castle, J. L., Cirillo, P., Clements, M. P., Cordeiro, 

C., Cyrino Oliveira, F. L., De Baets, S., Dokumentov, A., … Ziel, F. (2022). Forecasting: Theory and practice. 

International Journal of Forecasting, 38(3), 705–871. https://doi.org/10.1016/j.ijforecast.2021.11.001 

 

http://ijstm.inarah.co.id/index.php/ijstm/about/submissions
https://www.statista.com/statistics/262205/market-share-held-by-mobile-operating-systems-in-indonesia/
https://www.statista.com/statistics/262205/market-share-held-by-mobile-operating-systems-in-indonesia/
https://aksarapers.com/mengulas-aplikasi-my-tel-u/

