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Abstract: The research’s purpose is to analyze the direct and indirect effects on financial crisis
management in light of the accounting information system’s success in the local government context.
The study adopted the positivist paradigm, a deductive quantitative approach, and a descriptive-
analytical nature. Data were collected through the questionnaire, and the local authorities in Palestine
represented the study population. The sample focused on the accounting and finance departments,
and the analysis unit was based on the accounting information systems users. The study employed
the techniques of Smart-PLS software in analyzing the data. The originality and novelty of the
study mainly stem from the development of its own theory and model based on the fact that
financial crisis management depends on accounting information systems. Establishing a model
that clarifies accounting information system’s success–financial crisis management relationships,
allowed examining that theory and relationships empirically. Empirical results and evidence prove
the theory’s validity and the high reliability of its tested empirical model. The outcomes revealed
the significant direct influence of the accounting information system’s success, with its dimensions
system quality, information quality, service quality, system use, and user satisfaction, on the financial
crisis management. In addition to the significant indirect influences of system quality and information
quality on financial crisis management through the mediation of system use and user satisfaction.
On the other hand, the system use and user satisfaction did not perform a mediating role in the
influences between service quality and financial crisis management.

Keywords: information systems effectiveness; accounting information systems; crisis management;
local authorities; pre & during-financial crisis management

JEL Classification: M41; H12; L86; G01; D80; H70

1. Introduction

The International Monetary Fund (IMF) indicated that financial crises arise in the
midst of the economic, administrative and accounting systems adopted by organizations, as
their weakness is one of the most important drivers towards the emergence of the crisis [1,2].
The rule in crisis management is that every crisis is a problem, but not every problem is
a crisis. This implies that some minor issues may escalate and extend their influence to
countries, organizations and people if they are not handled immediately or slowed down.
Every crisis seems to be a complex and multidimensional situation, and financial crises
have proven this belief. The financial crisis also showed that the Palestinian local authorities
suffer from a crisis of not paying enough attention to crisis management [3]. Al-Khatib
(2015) [4] expressed that there is a defect in the Palestinian local authorities’ dealing with
the crises they are exposed to. The performance of local authorities was not at the required
level during crises and emergencies, despite the recurrence of such crises, in addition to the
existence of a real financial crisis [5]. Palestinian local authorities’ financial management
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practices remain weak, not to mention the administrative fragmentation that prevents
savings in service provision [6].

In this regard, Ghorab (2017) [7] indicated that integrated accounting systems play
an important role in financial management and cost accounting. Accounting information
systems (AIS) work critically to reduce uncertainties and transform them into certain
cases that contribute to managing and addressing financial crises. In order to develop the
accounting information system in managing financial crises, it is crucial to intensify efforts
and devote attention to its study because the current world depends on information as a
main source for decision-making, and this century has become dependent on information as
a cornerstone in all fields [8]. The Palestinian Local Government Ministry emphasized the
importance of financial spending and investment in the field of information technology. In
addition to accrediting technical staff who are able to deal with technology, and establishing
an administrative unit responsible for information systems and their development in local
authorities (LAs) [9]. Due to the fact that these authorities need financial and accounting
systems, as well as follow accounting standards in their work [10].

The Palestinian Administrative and Financial Control Bureau’s report indicated the
importance of local authorities adopting accounting information systems that are charac-
terized by a high degree of reliability, security, integration, and access control, in addition
to comprehensive financial databases. This would provide the necessary financial infor-
mation and data for use in planning, supervision and direction processes, which leads to
strengthening the ability of local authorities to manage financial affairs effectively [11–14].
In the context of this, Al-Buhaisi (2013) [15] pointed out the consequences of the failure of
AIS to provide the information necessary for decision-makers in a timely manner and with
appropriate details, which affects its validity in the process of making decisions. Likewise,
the loss of the ability of the financial statements to display the results of the local authorities’
work and their financial position correctly, and the low level of reliance on the financial
statements in decision-making, which undermines their ability to manage the financial
crisis [16]. Thus, AIS acts a vital role in managing financial crises, and any weakness in the
systems will have an impact on the effectiveness and ability of those local authorities to
confront financial crises [17].

Consequently, the purpose of this research is to explore and analyze the effects be-
tween the accounting information systems success and financial crisis management in the
Palestinian local authorities. This purpose is motivated by the theoretical and contextual
gap in the literature, as defining the theory and models adopted in the study of variables
and measures, whether related to information systems or crisis management, was not suffi-
cient [18–22]. Studies focused on studying the effectiveness of management information
systems in general, without relying on specific and clear model variables to study the
effectiveness or success of information systems. In addition, some did not clearly define the
information system to be studied [19–25]. Crisis management was studied without clearly
defining the crisis to be studied, while ignoring the nature and specificity of each crisis
that the organization might face [22–30]. Emphasis was placed on studying the association
between management information systems and crisis management [19–22,25,28,31–33].

Studies examining the mediation of system use and user satisfaction have largely
focused on various information systems, including management information systems,
mobile banking, e-commerce, mobile learning, and enterprise resource planning systems
e.g., [34–40]. Previous studies were carried out in different sectors and settings than the
current study. It has been applied in sectors such as ministries, government agencies, univer-
sities and colleges, banking sector, tourism and industrial companies, and charitable orga-
nizations. In addition, previous studies were conducted in other countries [18–21,23,31,33].
Previous studies focused on managers, directors, heads of departments, and workers from
various departments and offices in their research population and assigned them without
explicitly specifying which departments and departments they targeted in the environment
to which the study was applied [19–23,33].
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Accordingly, this study demonstrates its novel contribution to the literature and the
scientific community by developing a framework that depicts and characterizes the rela-
tionship between AIS success and financial crisis management. Contribute to the expansion
of cognitive and theoretical aspects in the area of successful AIS and financial crisis man-
agement. The original contribution towards the development of measures that focus on
the success of accounting IS and take into account the nature of those systems. Likewise,
the novelty in developing a measure of the effectiveness of financial crisis management,
taking into account its nature and characteristics, and allowing the ability to measure it
empirically through specific and focused measures. In addition, the empirical contribution
originality and novelty of this study is demonstrated by exploring the associations and
effects on financial crisis management in the light of successful AIS adoption. They are
relationships that have not been studied before, and it is interesting to reveal their results,
whether in terms of direct or indirect effects, as it is the first study of its kind.

Regarding the originality of the professional and practical contribution, this study is
the first study to investigate whether the success of AIS had an impact on the managing
of financial crises (FCM) in the Palestinian localities. Therefore, the results of this study
will draw attention to the impacts and importance of the role of AIS in managing the
financial crisis, both at the level of the scientific and professional communities. This is
in the direction towards developing smart accounting and financial information systems
through which the financial crisis is managed professionally. It contributes to enhancing
the awareness of the Palestinian local authorities of the importance of adopting a successful
AIS, which improves the role of the financial and accounting departments in the local
authorities in decision-making and increases their ability to manage financial crises. The
study contributes to defining the main effective lines for managing the financial crisis with
advanced professionalism. Furthermore, confirming the originality and novelty of the
study is the scarcity and absence of studies related to accounting information systems and
financial crises in the Palestinian local authorities. As many studies and reports provided
recommendations in this regard e.g., [1,8,9,14,18,19,23,29,33,41,42].

Thus, the issue of the research could be understood and realized through the next
study questions: What is the influence of the AIS success (system quality, information
quality, service quality, system use, user satisfaction) on financial crisis management in
the Palestinian LAs? What are the influence of both system use and user satisfaction as
a mediating variable on the relationship between the quality dimensions of AIS success
(system quality, information quality, service quality) and financial crisis management in
Palestinian LAs?

The article is organized as follows: starting with the introduction, then the literary
review, which included the theoretical background and framework, then the hypotheses
were developed, as the relationship between accounting information systems and financial
crisis management was discussed, as well as the variables of the study. This was followed
by Section 4, where the study method, population, sample, and measures were defined.
Then Section 5, in addition to Sections 6 and 7.

2. Literature Review
Theoretical Background and Framework

Information system (IS) success, IS effectiveness, and IS evaluation or IS assessment are
usually the terms used in literature to measure the value of information systems. Evaluating
an IS may help achieve a number of goals, including but not limited to assuring the future
success of the system, facilitating changes to the system, and deciding whether or not to
scrap it altogether. When thinking about the implications of an Information system project,
it is important to see assessment as a process that might occur at many points in time or
be ongoing. Effectiveness is used as an IS evaluation measure since IS systems are object-
oriented. Effective IS helps a corporation accomplish its objectives [43–48]. Components of
IS success are described as including improved productivity. IS success (ISS) refers to the
achievement of those activities, where the measurement was reliant on the technical level
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using technical properties that focus on performance features, such as resource utilization,
reliability, response time, and ease of use. IS success/effectiveness represents the craved
state of an information system primarily on the usage level using dimensions such as use
and user satisfaction [49–53].

In the context, Shannon and Weaver (1949) [54] presented the mathematical theory
of communications, which became known as the information theory. It works on measur-
ing the information produced by the communication system in different circumstances
from several levels: Technical, it represents the accuracy and efficiency of the information-
producing system. Semantic, represents the success of information in conveying the desired
meaning. Effectiveness, representing the effects of information on the recipient. Mason
(1978) [55] presented the theory of the effect of information, considering that the informa-
tion system represents a source of information. It worked on modifying the communication
theory to fit the information system. DeLone and Mclean (D&M) (1992) [51] showed
that the concept of the levels of outputs in the communication theory explains the serial
nature of information since the information system produces the information, and it is
communicated to the beneficiaries. In this sense, information moves through a series of
levels from the moment it is produced to its use or consumption through its impact on the
individual or organization. Based on this understanding, they worked on distributing the
three mentioned levels into six categories, which can be applied to information systems.
The categories are as follows: System quality represents the characteristics of the IS itself.
Information quality represents the standards of the information and data used and their
characteristics. Usage represents the end user’s use of the results supplied by the infor-
mation system. User satisfaction represents the user’s response to the effective use of the
information system. Individual influence represents the effect of information on the behav-
ior of the recipient or user. Organizational impact represents the impact of information on
the performance of the organization in general. The ISS is a multi-dimensional structure
with interdependent relationships between these classifications. Figure 1 summarizes the
foundational theories and the theory of DeLone and Maclean (1992) [51]. Figure 2 shows a
model of the effectiveness of IS and the interrelationships between their dimensions and
their various elements.
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Seddon (1997) [56] worked to redesign the DeLone and McLean model [51], where
the idea of operations was removed from the model. The new model was considered a
contrast model. The part that includes the use is considered behavioral, and the second
part includes the effectiveness of the IS. Figure 3 shows the Seddon model.
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In this regard, DeLone and Mclean (2002) [57] conducted a study aimed at testing,
revising, and rewriting their model presented in 1992. They added or replaced some model
dimensions, such as intention to use, service quality, and final benefits. Following up on
the model that they designed, DeLone and Mclean (2003) [49] worked on updating this
model, as shown in Figure 4. In addition, they provided some important definitions and
metrics necessary for the success of the model work. They showed that quality has three
dimensions. Since they affect usage and satisfaction, they must be measured independently.
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The theories and models discussed above, demonstrate that the quality of IS has a
consequence on individual performance and the overall performance of an organization.
The use of high-quality AIS serves users’ information demands and makes their job easier,
which boosts satisfaction and reuse. These advantages help the system achieve its goals and
objectives. The Finance Department’s presence is one of the main reasons for the adoption
of an advanced and high-quality AIS system by the organization. Hence, organizations
need high-quality AIS systems in their various fields of work. AIS play an important
role in managing the financial crises that organizations are exposed to. Consequently, the
current study develops its theory from the fact that accounting information systems are
used to handle financial affairs, which affect the organization’s financial crisis management.
The theory states, “Effective financial crisis management is among the consequences of
successful accounting information systems”. This creates a framework for testing this theory
empirically, explaining its constituent structures, and developing hypotheses. Figure 5
presents and illustrates the theoretical context and originality of the current study. Figure 6
establishes the developed framework and model for this study, revealing the accumulative
nature of knowledge and scientific research for achieving novelty and innovation.
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3. Hypotheses Development
3.1. Accounting Information System Success (AISS) and Financial Crisis Management (FCM)

Information systems of all kinds have an important role in facing crises before, during,
and after their occurrence, by providing effective information to the organization’s man-
agement to make sound and correct decisions regarding the crises that the organization
is exposed to. As the use of information systems was not limited to large organizations,
but also small organizations due to the need of all these organizations for new and useful
information that helps them make successful decisions [24,32].

The concept of financial crisis management is related to crisis prevention and prepared-
ness. These tasks include identifying potential crises through the detection of early warning
signals and developing crisis plans, where the crisis team uses their powers and applies
plans involving the management of a crisis as it occurs. The real test of the plans and equip-
ment prepared in advance and the training conducted before the crisis occurred is actually
responding to a crisis as it occurs. The goal is to contain and reduce the damage from the
crisis. Thus, FCM includes looking at ways and means of preparedness for coming crises,
recording the flow of information during the crisis, and benefiting from it in the future.
Hence, it can be concluded that FCM is an administrative approach to dealing with crises
using sound scientific methodological methods, including planning, organizing, directing,
following up, forming crisis teams, leadership, communication system, information system,
and evaluating at all stages of the crisis. Effectiveness in crisis management is achieved
through the availability of decision support systems in the organization, whether support-
ing activities related to management before, during, or after the crisis. Such as the activities
of discovering early warning signs, preparedness and prevention, containment and harm
reduction, restoring normal activity, and learning [18]. The organization’s support for
electronic management would enhance its ability to manage crises [26]. Dahham, Atu, and
Abdullah (2020) [58] emphasize that effective management IS have a crucial act in the ability
to manage crises. Improving processes of crisis management in the pre-crisis, during, and
after the crisis stages through the effective information they provide for decision-making
regarding the crises facing the organization [19,33]. Employing information systems in
crisis management would enable the administration to diagnose and plan to confront crises
and reduce the seriousness of the crisis [21]. Appendix D explains the empirical results
of studies on the relationship between IS success and crisis management. Based on the
previous discussions, the following hypothesis is formulated:

H1: Accounting information systems success (AISS) has a significant influence on financial crisis
management (FCM) in the Palestinian ALs.
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3.2. System Quality (SQ) and Financial Crisis Management (FCM)

The compatibility of information systems with the administrative level and its re-
sponse to emerging changes and speed in decision-making would enhance the ability of
organizations to manage crises [24,25,30,58]. Equipment, software, and the organization’s
possession of the latest systems are among the main pillars of its ability to face the crisis [20].
Effective crisis management is closely related to the characteristics of management infor-
mation systems in terms of the degree of availability of devices, reliability, and flexibility of
systems [32]. Al-Hayaly (2011) [59] emphasized the important role played by the quality
of banking information systems in crisis management. Whereas, technical resources and
appropriate equipment are among the most important dimensions in the electronic man-
agement of organizations because of their effective contribution to their ability to manage
crises [26]. The importance of system quality in crisis management has been proven in
telecom organizations [60]. Adwan (2019) [33] indicated that the improvement of crisis
management processes in government organizations is affected by the system quality of
management information systems. In addition, this dimension in the context of accounting
information systems has critical importance in all phases of crisis management [29]. Detect-
ing early warning signs, preparedness and prevention, containing and limiting damage,
restoring activity and learning are among the activities of crisis management that depend
on the quality of the system [28]. In contrast, Gopinathan and Raman (2020) [61] indicated
that system quality did not play an important role in the emergency management process.
Appendix E explains the results of studies on the relationship between system quality and
crisis management. Based on the previous discussions, a perception is reached about the
association between “SQ” as an AIS success dimension and FCM. Thus, the following
hypothesis was formulated:

H1.1: System quality (SQ) has a significant direct influence on financial crisis management (FCM)
in the Palestinian ALs.

3.3. Information Quality (IQ) and Financial Crisis Management (FCM)

Alabaddi, et al. (2020) [60] the crisis management process in organizations is criti-
cally affected by information quality. The availability of information for organizations is
vital to their continuity, and the quality of that information is highly influential in their
ability to manage crises, whether before, during or after their occurrence [33]. Al-Amyan
(2016) [62] confirmed the clear impact on the work of disaster management in the case of
providing accurate, clear, comprehensive, and rapid information, with a high degree of
work completed without errors. In the same context, Gopinathan and Raman (2020) [61]
pointed out the pivotal role of information quality in the emergency management process
and success in crisis management. The quality of information constitutes a major basis in
crisis management activities related to detecting early warning signals, preparedness and
prevention, damage containment, recovery, and learning [27,28]. For managers’ ability to
manage crises, the quality of information is critical [26,59]. The relationship between the
quality of the outputs of management information systems in terms of their dimensions
(modernity, accuracy, relevance, comprehensiveness, timeliness) and crisis management
strategies. It is imperative for organizations to adopt high-quality information systems
that increase their ability to face the crises they are exposed to and in a way that enables
them to get out of the crisis with minimal losses [31]. In the context of accounting informa-
tion systems, information quality was essential in crisis management in all its stages and
activities [29]. Information security and speed in decision-making are also critical factors
in the organization’s ability to effectively manage the crisis [25,30,58]. The organization’s
management obtains high-quality information that enables it to make appropriate decisions
about crises and overcome them [24]. Crisis management strategies and practices require
adequate and quality information [20]. On the contrary, Fatiha (2022) [23] indicated that
the quality of information did not have an impact on crisis management in the context of
communication companies. Appendix E explains the results of studies on the relationship
between information quality and crisis management. Based on the previous discussions, a
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perception is reached about the association between “IQ” as an AIS success dimension and
FCM. Thus, the following hypothesis was formulated:

H1.2: Information quality (IQ) has a significant direct influence on financial crisis management
(FCM) in the Palestinian ALs.

3.4. Service Quality (SVQ) and Financial Crisis Management (FCM)

Service quality is one of the most important dimensions of the effectiveness of man-
agement information systems in improving crisis management processes before, during
and after the crisis in the government context [33]. The quality of personal characteristics
of system management and its employees is a decisive factor in crisis management in
banks [59]. Dalloul et al. (2023) [1] emphasized that management during financial crises
was affected by the quality of service as a quality dimension of the success of accounting
information systems in the Palestinian Ministry of Finance. In contrast, Gopinathan and
Raman (2020) [61] indicated that service quality did not affect the emergency management
process. Appendix E explains the results of studies on the relationship between information
quality and crisis management. Based on the previous discussions, a perception is reached
about the association between “SVQ” as an AIS success dimension and FCM. Thus, the
following hypothesis was formulated:

H1.3: Service quality (SVQ) has a significant direct influence on financial crisis management
(FCM) in the Palestinian ALs.

3.5. System Use (SU) and Financial Crisis Management (FCM)

The use of information systems had a role in the ability of organizations to manage
crises, especially during activities related to preparedness, prevention, containment and
damage reduction, and recovery [22]. In the same context, Nour Al-Daem (2015) [28]
emphasized the importance of using information systems in crisis management, whether
before, during, or after the crisis [24]. Alkshali & Al-Qutob (2007) [30] pointed out that the
ability of organizations to prepare, prevent, contain damage, restore activity, and learn are
crisis management activities dependent on the use of management information systems in
the organization. Likewise, the use of accounting information systems has an impact on all
activities related to crisis management in terms of detecting warning signs, preparedness
and prevention, containing or limiting damage, restoring normal activity, and learning [29].
Crisis management practices such as problem-solving, crisis analysis, crisis management,
and crisis follow-up require the use of information systems [20]. Appendix E explains the
results of studies on the relationship between system use and crisis management. Based on
the previous discussions, a perception is reached about the association between “SU” as an
AIS success dimension and FCM. Thus, the following hypothesis was formulated:

H1.4: System use (SU) has a significant direct influence on financial crisis management (FCM) in
the Palestinian ALs.

3.6. User Satisfaction (US) and Financial Crisis Management (FCM)

User satisfaction with information systems is a cornerstone in enabling organizations
to manage crises in their various stages and activities, such as detecting early warning
signals, preparedness and prevention, damage containment, recovery and learning [24,25].
Additionally, Alkshali and Al-Qutob (2007) [30] stressed that the activities of crisis manage-
ment related to detecting early warning signs, containing damage, and learning showed
that they were affected by the level of end-user satisfaction with management information
systems. In context, Dahham et al., (2020) [58] indicated the significant impact of user
satisfaction on crisis management in banks. Training programs related to information
systems have a role in the ability of organizations to manage crises [32]. Moreover, training,
participation in decision-making, motivation, and control affected the ability of organi-
zations to manage crises in terms of detecting warning signs, readiness and prevention,
containing damage, restoring activity, and learning [63]. On the contrary, Nour Al-Daem
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(2015) [28] and Zwyalif, (2015) [29] indicated that crisis management was not affected by the
dimension of user satisfaction with information systems. Appendix E explains the results
of studies on the relationship between user satisfaction and crisis management. Based on
the previous discussions, a perception is reached about the association between “US” as an
AIS success dimension and FCM. Thus, the following hypothesis was formulated:

H1.5: User satisfaction (US) has a significant direct influence on financial crisis management
(FCM) in the Palestinian ALs.

3.7. System Use (SU) as Mediator

Turkmendag and Tuna (2022) [34] found that empowering leadership affects followers’
knowledge management practices through acceptance and utilization of hotel management
system. In the study by Quyen and Nguyen (2020) [35], the SU variable serves as a mediator
between the perceived accounting benefits and ERP system success. Ease of use mediate the
association between antecedent factors and behavioral intention to use, according to Chen
and Aklikokou (2019) [36]. Perceived ease of use and openness to experience affect the
association between awareness and e-purchase intention [64]. Perceived utility mediates
the association between trust in system factors (correctness, reaction time, and security)
and continuing usage intention [65]. Ke and Su (2018) [66] observed that IS success metrics
and net benefit are mediated by user experience usability. Al-Jabri (2015) [67] revealed
that ease of use entirely and partially mediates training, satisfaction, communications,
and benefits. Outcomes from Mustapha and Obid’s (2015) [68] study showed that the
perceived ease of use mediates the association between tax service quality and the online
tax system. The results of Dalloul et al. (2023) [1] revealed that the use of the system played
an essential mediating role in the effect of both SQ and IQ on financial crisis management
in the Palestinian Ministry of Finance. In contrast, this mediation has not been proven with
regard to the quality of service. Appendix F explains the results of studies on the role of
system use as a mediator variable. Based on the previous discussions, which point to the
mediating role of SU in many associations and in different contexts. Thus, a perception
was reached about the mediation of SU in the association between the quality dimensions
of AIS success (SQ, IQ, SVQ) and FCM. Thus, the following hypotheses were formulated:

Hypothesis Hm1: System quality (SQ) has a significant indirect influence on financial crisis
management (FCM) via system use (SU) in the Palestinian ALs.

Hypothesis Hm2: Information quality (IQ) has a significant indirect influence on financial crisis
management (FCM) via system use (SU) in the Palestinian ALs.

Hypothesis Hm3: Service quality (SVQ) has a significant indirect influence on financial crisis
management (FCM) via system use (SU) in the Palestinian ALs.

3.8. User Satisfaction (US) as Mediator

According to research by Riandi et al. (2021) [37], user satisfaction mediates the
association between system quality, service quality, and student performance in online
learning. An intermediate factor between m-banking usage and customer engagement was
found to be user satisfaction, as shown by Kamboj et al. (2021) [38]. Akel and Armağan
(2021) [39] determined that the satisfaction factor has a significant mediating effect between
hedonic, utilitarian benefits and the intention to continue implementation. Demir et al.
(2021) [40], in the context of online meeting platforms, displayed that perceived value and
satisfaction mediate the relationships between service quality and willingness to pay. In
the context of electronic commerce, Trivedi and Yadav (2020) [69] found that e-satisfaction
acts as a mediator between security concerns, usability, and willingness to repurchase.
Pramod and Bae (2019) [70] revealed that the indirect influence of IQ and SQ on the intent
to use the system is observed via US. Ahmad and Balal (2019) [71] demonstrated that US
is a complete mediator of the association between perceived MIS quality and managerial
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innovation. In online ride-hailing services, Phuong and Trang (2018) [72] demonstrated
that customer satisfaction mediates SVQ and repurchase intention. In m-learning, user
satisfaction mediates the effects of information, system, and service quality on system use,
according to Alorfi (2018) [73]. Appendix F explains the results of studies on the role of
user satisfaction as a mediator variable. Based on the previous discussions, which point to
the mediating role of US in many relationships and in different contexts. Thus, a perception
was reached about the mediation of US in the relationship between the quality dimensions
of AIS success (SQ, IQ, SVQ) and FCM. Thus, the following hypotheses were formulated:

Hypothesis Hm4: System quality (SQ) has a significant indirect influence on financial crisis
management (FCM) via user satisfaction (US) in the Palestinian ALs.

Hypothesis Hm5: Information quality (IQ) has a significant indirect influence on financial crisis
management (FCM) via user satisfaction (US) in the Palestinian ALs.

Hypothesis Hm6: Service quality (SVQ) has a significant indirect influence on financial crisis
management (FCM) via user satisfaction (US) in the Palestinian ALs.

4. Data and Methodology

Research Philosophy, the study followed a quantitative/positivist paradigm. It con-
centrated on theories and variables from the literature. Quantitative design/deductive
approach measure phenomena objectively. It requires numerical data analysis and statisti-
cal tests. It uses ‘testing theory’, which involves deduction from the theory to construct
hypotheses, data collection, and summarize results to confirm or deny the hypotheses.
Which are suitable for analyzing the relationship between groups and understanding the
dependence of variables, as well as testing the proposed hypotheses. This study used the
questionnaire survey as its research strategy and adopted the five-point Likert scale in its
questionnaire design (see Appendix A). It can be classified as descriptive and analytical in
nature. The population of this research is the Palestinian local authorities in the Gaza Strip
(the southern Palestinian governorates). There are 25 municipalities registered with the
Palestinian Ministry of Local Government. According to the estimates of the Palestinian
Ministry of Local Authorities, there are 132 employees in the financial and accounting
departments in 25 Palestinian municipalities in the Gaza Strip. These numbers constitute
the frame and setting for taking the sample for this research. Thus, according to Krejcie and
Morgan’s (1970) [74] table for determining sample size, the appropriate sample size was
97 employees. However, the sample size was increased to 132 to mitigate the possibility of
sampling error and address the non-response rate. Therefore, the units of analysis for this
research are represented by the employees in the LAs’ accounting and finance department.
The motive behind adopting them as the units of analysis is that they are direct users
of the accounting information systems and have sufficient knowledge and specialized
information about the systems. They are also the ones who have the information and
actually deal with financial crises and are the most capable of managing them.

The data collection period took about a month and a half. Descriptive statistics and
tests provide a better understanding and clarification of variables and their underlying
structures to summarize and present data in a logical and comprehensive way, using
software such as Smart PLS and SPSS. Descriptive statistical analysis is followed by the
quantitative inferential analysis of the data using Partial Least Squares Structural Equation
Modelling (PLS-SEM) using Smart PLS software techniques. To ensure the validity of the
questionnaire and its components, experts, academics and professionals with knowledge
and experience in the subject of the research were consulted. The pilot study was also
conducted in many business sectors, organizations and companies, thus ensuring the
validity of the questionnaire to proceed with the main study.

This section displays measurements of variables based on studies related to the issues
of AIS and FCM (see Appendices D–F). Previous studies focused on SQ, IQ, SVQ, use/intent
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to use, and US as determinants for evaluating the ISS. These dimensions, which have
attracted the attention of previous researchers, have their roots mainly in the model of D&M
(1992). Regarding FCM, previous studies have adopted the study of crisis management
by understanding the stages through which organizations deal with various crises. These
stages, which have attracted the attention of researchers, have their roots mainly in Mitroff’s
(1994) model [75]. Focus on the five phases that fall within three time periods: the signal
detection phase, the preparation and prevention phase, the containment/damage reduction
phase, the recovery phase, and the learning phase. For the current study, to measure the
AISS, the following dimensions were adopted: SQ, IQ, SVQ, SU, and US. Whereas, to
measure the financial crisis management effectiveness, the following levels or categories
were adopted: the level of Pre–financial crisis management (Pre-FCM) includes (signal
detection tasks, and preparation and prevention tasks), the level of During–financial crisis
management (D-FCM) includes (containment/damage limitation tasks), and the level of
Post–financial crisis management (Post-FCM) includes (recovery tasks and learning tasks).
Regarding this aspect, the study will focus on the level of Pre-financial crisis management
and During-financial crisis management. The fact that financial crisis in the Palestinian
local authorities is still in a state of continuity and repetition. Table 1 presents measures of
AIS success dimensions and measures of FCM. It is worth noting that these measures have
been adopted in a manner that takes into account the nature of both accounting information
systems and financial crises.

Table 1. Measurement of Independent and Dependent Variables.

Dimension/Variables Indicators/Items

System Quality Flexibility. Reliability. Easiness. Integration. Availability. Response Time.

Information Quality Relevance. Predictability. Accuracy. Verifiability. Completeness, Comparability. Timeliness.
Format. Understandability.

Service Quality Responsiveness. Empathy. Reliability. Assurance. Tangibles.

System Use Reports requested. Attitude Toward Use. Expectations and Amount of Use. Duration of
Use. Importance/Appropriateness of Use. Frequency of Use.

User Satisfaction Performance and Overall Satisfaction. Needs. Training. Participation.

Pre-Financial Crisis Management
(Signal Detection Tasks)

Identifying and Collecting. Classifying and Analyzing. Monitoring Internal and External
Environment. Organizational Culture. Information Systems. Financial Analysis.
Forecasting.

Pre-Financial Crisis Management
(Preparation/Prevention Tasks)

Crisis Management Team and Centre. Training. Workshops, Meetings. Experiments and
Simulation. Control, Monitoring and Analysis. Planning and Scenario Development.
Review and Develop Plans. Coordination and Resource Accessibility. Communication and
Cooperation Channels. Expert Use. Information Systems. Databases. Financial Risk
Assessment. Financial Planning. Financial crisis information.

During-Financial Crisis
Management
(Containment/Damage
Limitation Tasks)

Realizing and Managing Time. Distributing Tasks, Responsibilities, and Powers.
Leadership, Holding Meetings and Crisis Management Units. Responsiveness. Awareness
and Media. Preventing Exacerbations and Sub-Crises. Implementing Plans and Scenarios
and Follow-Up. Participation and Cooperation. Motivation and Reward. Emergency
Financial Allocations and Maintaining Workflow. Rationalization of Expenditures.
Information Systems. Financial Position. Decision Making Support. Speed and Updating of
Information. Confidentiality, Integrity and Availability of information. Optimal Utilization
of Available Resources.

5. Findings and Analysis
5.1. Descriptive Analysis

This research distributed 132 questionnaires to the respondents, who are employees of
the accounting and finance department in the Palestinian local authorities, and 115 ques-
tionnaires were returned valid for statistical analysis, with a response rate of 87.12%. Table 2
presents the descriptive analysis of respondents and constructs.
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Table 2. Descriptive Analysis.

Distribution and Response Rates (Frequency, Rate)

Distributed questionnaires (132) Returned questionnaires (121)

Usable questionnaires (115) Unusable questionnaires (6)

Initial response rate (91.67%) Final (valid) response rate (87.12%)

Respondents Characteristics

Qualification

5 (4.3%) Diploma

Experience

24 (20.9%) Less than 5 years
90 (78.3%) Bachelor’s

18 (15.7%) Master’s
23 (20%) 5 years & less than 10 years

2 (1.7%) PhD

CM Training
courses

40 (34.8%) None

27 (23.5%) 10 years & less than 15 years37 (32.2%)
1–3 courses

12 (10.4%)
4–5 courses

41 (35.7%) 15 years & over
26 (22.6%) More than
5 courses

Specialization

72 (62.6%)
Accounting

AIS Training
courses

37 (32.2%) None

12 (10.4%) Finance 54 (47%) 1–3 courses

23 (20%)
Management 12 (10.4%) 4–5 courses

5 (4.3%) Economics

12 (10.4%) More than 5 courses3 (2.6%) Financial
& banking

Variables Mean Standard
Deviation

Relative
Mean Rank

System Quality (SQ) 3.72 0.622 74.32% 2

Information Quality (IQ) 3.67 0.539 73.43% 4

Service Quality (SVQ) 3.63 0.460 72.62% 5

System Use (SU) 3.79 0.587 75.88% 1

User Satisfaction (US) 3.69 0.473 73.80% 3

AIS Success (overall) 3.70 0.412 74.01% -

Pre-financial crisis management
(P-FCM) 3.66 0.319 73.28% 2

During-financial crisis management
(D-FCM) 3.68 0.409 73.64% 1

Financial Crisis Management (FCM)
(overall) 3.67 0.313 73.46% -

5.2. Measurement Model Assessment

The first stage in analyzing a research model is to evaluate the measurement model or
outer model through the PLS-SEM technique. The main purpose is to evaluate the reliability
and validity of the elements associated with the model constructs. Figure 7 displays the
measurement model for this study.
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Table 3 presents the findings related to the reliability and validity tests of the measure-
ment model. Regarding the factor loading (FL) values, they must be ≥0.5. The coefficient
values of Cronbach’s alpha (CA) and composite reliability (CR) > 0.7, “good & acceptable”
in general. Values < 0.6 is “poor”, 0.6–0.8 is “acceptable”, and >0.8 is “good”. The average
variance extracted (AVE) value > 0.5, “acceptable” [76–81].
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Table 3. Constructs Reliability and Validity.

Construct Items FL CA CR AVE

System Quality (SQ)

SQ1 0.889

0.938 0.953 0.803
SQ2 0.796

SQ3 0.939

SQ5 0.911

SQ6 0.936

Information Quality
(IQ)

IQ1 0.838

0.910 0.926 0.680
IQ4 0.839

IQ5 0.924

IQ6 0.653

IQ8 0.792

IQ9 0.875

Service Quality (SVQ)

SVQ1 0.780

0.760 0.846 0.579SVQ2 0.770

SVQ3 0.738

SVQ4 0.757

System Use
(SU)

SU1 0.894
0.860 0.912 0.776SU3 0.880

SU4 0.868

User Satisfaction (US)
US1 0.944

0.790 0.901 0.821
US2 0.866

Pre-Financial
Crisis Management
(P-FCM)

Pre12 0.728

0.918 0.943 0.807Pre14 0.922

Pre20 0.952

Pre3 0.971

During-Financial Crisis
Management (D-FCM)

Dur11 0.897

0.950 0.958 0.767

Dur12 0.888

Dur16 0.864

Dur17 0.931

Dur2 0.836

Dur4 0.797

Dur5 0.909

Discriminant Validity: Fornell-Larcker Criterion

Construct D-FCM IQ P-FCM SQ SU SVQ US

D-FCM 0.876

IQ 0.547 0.824

P-FCM 0.614 0.769 0.898

SQ 0.698 0.68 0.701 0.896

SU 0.512 0.758 0.765 0.597 0.881

SVQ 0.478 0.551 0.594 0.62 0.475 0.761

US 0.608 0.637 0.706 0.798 0.752 0.484 0.906
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Table 3. Cont.

Construct Items FL CA CR AVE

Discriminant Validity: Cross Loading

Latent Variable D-FCM IQ P-FCM SQ SU SVQ US

Dur11 0.897 0.680 0.634 0.703 0.657 0.576 0.652

Dur12 0.888 0.605 0.743 0.708 0.628 0.555 0.691

Dur16 0.864 0.556 0.474 0.556 0.397 0.324 0.435

Dur17 0.931 0.478 0.523 0.646 0.427 0.523 0.597

Dur2 0.836 0.244 0.367 0.641 0.249 0.303 0.484

Dur4 0.797 0.194 0.350 0.421 0.213 0.204 0.231

Dur5 0.909 0.416 0.532 0.531 0.388 0.292 0.483

IQ1 0.288 0.838 0.514 0.531 0.642 0.547 0.424

IQ4 0.641 0.839 0.775 0.747 0.665 0.426 0.736

IQ5 0.398 0.924 0.699 0.642 0.731 0.631 0.573

IQ6 0.447 0.653 0.332 0.453 0.417 0.351 0.322

IQ8 0.250 0.792 0.361 0.245 0.518 0.298 0.262

IQ9 0.530 0.875 0.816 0.559 0.675 0.445 0.576

Pre12 0.358 0.366 0.728 0.333 0.251 0.420 0.182

Pre14 0.596 0.756 0.922 0.674 0.760 0.395 0.661

Pre20 0.590 0.791 0.952 0.672 0.836 0.650 0.734

Pre3 0.613 0.755 0.971 0.751 0.759 0.631 0.799

SQ1 0.456 0.524 0.485 0.889 0.460 0.551 0.682

SQ2 0.572 0.337 0.501 0.796 0.248 0.446 0.577

SQ3 0.775 0.694 0.749 0.939 0.604 0.621 0.765

SQ5 0.603 0.707 0.548 0.911 0.515 0.523 0.646

SQ6 0.664 0.699 0.765 0.936 0.726 0.605 0.849

SU1 0.309 0.612 0.524 0.470 0.894 0.242 0.599

SU3 0.592 0.745 0.839 0.500 0.880 0.418 0.724

SU4 0.383 0.608 0.578 0.619 0.868 0.596 0.632

SVQ1 0.439 0.525 0.438 0.455 0.342 0.780 0.323

SVQ2 0.400 0.432 0.444 0.559 0.277 0.770 0.406

SVQ3 0.441 0.362 0.535 0.473 0.454 0.738 0.401

SVQ4 0.146 0.372 0.363 0.392 0.345 0.757 0.327

US1 0.635 0.623 0.785 0.810 0.750 0.523 0.944

US2 0.433 0.519 0.432 0.606 0.589 0.319 0.866
Legend: SQ: System Quality. IQ: Information Quality. SVQ: Service Quality. SU: System Use. US: User Satisfaction.
Pre: Pre-financial crisis management. Dur: During-financial crisis management. P-FCM: Pre-financial crisis
management. D-FCM: During-financial crisis management.

5.3. Structural Model Assessment

The next stage is to evaluate the structural model (inner model). The model estimates
the direct and indirect associations between independent and dependent variables.

5.3.1. Hypotheses Testing (Path Analysis): Direct Influences

The magnitude of path parameters for variables was observed using the PLS-SEM
algorithm. Meanwhile, the bootstrapping technique, using Smart PLS 3.0, was used to
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test the associations between the independent and dependent variables, with 5000 boot-
strapping samples. Figure 8 and Table 4 display the output of the PLS-SEM algorithms for
determining the statistical estimates of the structural model path parameters. In addition,
the bootstrapping method outcomes are introduced to determine the significance of the
associations between the variables.
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Table 4. Hypotheses Testing Results (Direct Influences).

Hypo. Path β S.E. T Statistics p Value Decision

H1 AISs→ FCM 0.885 0.015 58.946 0.000 Supported

H1.1 SQ→ FCM 0.202 0.074 2.818 0.005 Supported

H1.2 IQ→ FCM 0.155 0.064 2.372 0.018 Supported

H1.3 SVQ→ FCM 0.242 0.068 3.406 0.001 Supported

H1.4 SU→ FCM 0.225 0.064 3.638 0.000 Supported

H1.5 US→ FCM 0.245 0.070 3.476 0.001 Supported
Legend: Significant at 0.05 (2-tailed). AISs: Accounting Information Systems success. SQ: System Quality.
IQ: Information Quality. SVQ: Service Quality. SU: System Use. US: User Satisfaction. FCM; Financial Crisis
Management.

5.3.2. Hypotheses Testing (Path Analysis): Indirect Influences

This study applied the bootstrapping method using PLS-SEM to confirm the effect of
mediation between variables. The test began by evaluating the model’s path coefficients
for direct relationships between variables without the mediating variables. The results of
this evaluation are displayed in Table 4. The table shows that the association between the
variables (SQ, IQ, SVQ) and the (FCM) is significant. It also shows that the relationship
between SU and US and FCM is significant. Appendix B shows the results of the direct
relationship test between the independent variables (SQ, IQ, SVQ) and the mediating
variables (SU, US), where the results were significant. Nevertheless, the result for SVQ is
not significant with both mediating variables. Thus, the US and SU variables should not
have any mediating role in any relationship with them. Figure 9 and Table 5 present the
computed mediation outcomes.
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Figure 9. PLS-SEM Mediation Relationship.

Table 5. Hypotheses Testing Results (Indirect Influences) and Bootstrap Confidence Intervals.

Hy. Path β S.E. T P Decision Low-B. Up-B.

Hm1 SQ→ SU→ FCM 0.073 0.028 2.612 0.009 Supp. 0.03 0.13

Hm2 IQ→ SU→ FCM 0.239 0.039 6.184 0.000 Supp. 0.17 0.31

Hm4 SQ→ US→ FCM 0.347 0.060 5.800 0.000 Supp. 0.22 0.45

Hm5 IQ→ US→ FCM 0.075 0.028 2.646 0.008 Supp. 0.02 0.13

Legend: Significant at 0.05 (2-tailed). SQ: System Quality. IQ: Information Quality. SVQ: Service Quality. SU:
System Use. US: User Satisfaction. FCM: Financial Crisis Management. Supp.: Supported.
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Table 5 shows the results of the bootstrap confidence interval. The results of the
bootstrapped indirect effect of the variables SQ and IQ on FCM via SU reveal that the point
estimates are 0.073 and 0.239, respectively, with upper and lower bounds from 0.03 to 0.13
and 0.17 to 0.31, respectively. The results of the bootstrapped indirect effect of the SQ and
IQ variables on FCM via US reveal that the point estimates are 0.347 and 0.075, respectively,
with lower and upper bounds from 0.22 to 0.45 and 0.02 to 0.13, respectively. The results
are significant at a confidence level of 95%. Since zero is not observed in the confidence
interval, the outcome values are aligned with the assumption that SQ and IQ effects on
FCM are indirectly and partially via both SU and US.

5.4. Determination Coefficient (R2), Effects Sizes (f2) and Predictive Relevance (Q2)

Falk and Miller (1992) [82] considered the 0.10 value of R2, as the lowest acceptable
level. The value of 0.26 “substantial”, 0.13 “moderate” and 0.02 “weak” [83]. The value
is above 0.67 “substantial”, 0.67–0.33 “moderate”, and 0.33–0.19 “weak” (Chin, 1998) [84].
R2 values of 0.75 “substantial”, 0.50 “moderate”, and 0.25 “weak” [76]. On the other hand,
a value less than 0.19 is “unacceptable” [85–87]. Cohen (1988) [83] Interprets the effect
size values, higher than 0.35 “high effect” size, 0.35–0.15 “medium effect”, and 0.15–0.02
“small effect”, less than 0.02 “no effect” [76,88]. Q2 values larger than zero, indicating that
the exogenous constructs have predictive relevance for the endogenous construct under
consideration [76,81,88,89]. Table 6 illustrations the values of the determination coefficient
(R2), effect size, and predictive relevance.

Table 6. R2, f2 & Q2.

Latent Variables Variance Explained (R2)

Financial Crisis Management
(FCM) 0.802

Total SSO SSE Q2 (=1 − SSE/SSO)

Financial Crisis Management
(FCM) 575.000 223.330 0.612

Exogenous Construct f-Squared (f2) Effect Size

System Quality (SQ) 0.056 Small

Information Quality (IQ) 0.038 Small

Service Quality (SVQ) 0.154 Medium

System Use (SU) 0.076 Small

User Satisfaction (US) 0.070 Small

6. Discussion

In this study, in the context of the Palestinian local government sector, the following
hypotheses related to the success of accounting information systems and financial crisis
management were analyzed. This study’s main hypothesis H1 is ‘accounting informa-
tion systems success (AISS) has a significant influence on financial crisis management
(FCM) in the Palestinian ALs’. This hypothesis is supported, and the hypothesis tests
for the two stages of FCM reveals a significant direct relationship between AIS success
and the two stages (P-FCM and D-FCM) (see Appendix C). These results are consistent,
e.g., with [18–21,26,29,33,58]. The first sub-hypothesis H1.1 is ‘System quality (SQ) has a
significant direct influence on financial crisis management (FCM) in the Palestinian ALs’.
This hypothesis is supported, this relationship implies that if the system quality is suffi-
ciently improved and the necessary development and periodic maintenance of accounting
information systems are carried out, they will increase the ease of learning, understanding,
and use and improve integration, response time, reliability, and availability. Thus, AIS
success will promote the effectiveness of FCM at the management tasks level before and
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during the financial crisis. These results are consistent, e.g., with [26,32,33,58,60]. However,
the results are not consistent with [61]. The second sub-hypothesis H1.2 is ‘Information
quality (IQ) has a significant direct influence on financial crisis management (FCM) in the
Palestinian ALs’. This hypothesis is supported, this result shows that improving the IQ
by making it more relevant, accurate, complete, timely, understandable, well-formatted,
comparable, verifiable, and predictable would increase the effectiveness of FCM. Effective
FCM would enable the LAs to detect early warning signs of financial crises, improve
the tasks of preparedness and prevention of the financial crisis, and contain and limit its
damage. The result is consistent, e.g., with [26,27,58,60,61]. However, this result differ
from [23]. The third sub-hypothesis H1.3 is ‘Service quality (SVQ) has a significant direct
influence on financial crisis management (FCM) in the Palestinian ALs’. This hypothe-
sis is supported, this result confirming the importance of availability of a high level of
support and services provided by the staff of information systems to users of accounting
information systems. These services and support are characterized by a great deal of
empathy, reliability, assurance, and tangibles, improving AIS effectiveness and keeping
them updated and developed. Effective AIS leads to effective FCM and enhances its proba-
bility of detecting financial crises before they occur, thereby improving the preparedness,
prevention, and control of the financial crises and mitigating their effects. The results are
consistent with [1,33,37,59], but differ from [61]. The fourth sub-hypothesis H1.4 is ‘System
use (SU) has a significant direct influence on financial crisis management (FCM) in the
Palestinian ALs’. This hypothesis is supported, the use of accounting information systems
is considered key in the performance of financial and accounting functional tasks, and the
level of use of a system by employees shows the extent of the success achieved by those
systems. This success will be reflected in the LAs’ ability to manage financial affairs and
financial crises effectively. The increase in the frequency of use, required reports, period of
use, expected use, and the trend towards use is an indication of the essential role played
by accounting systems for employees and the organization. It also reflects their reliance
on AIS in managing financial crises. The result is consistent with [18,22,24,28–30]. The
fifth sub-hypothesis H1.5 states, ‘User satisfaction (US) has a significant direct influence on
financial crisis management (FCM) in the Palestinian ALs’. This hypothesis is supported,
user satisfaction is an important indicator of the success of accounting information systems.
The systems’ high-quality performance would assist the users to effectively achieve their
desires and needs, along with adequate training and being involved in the development
of these systems. This would create a high level of user satisfaction with the information
systems, which will be reflected in the greater effectiveness of FCM. The result is consistent
with [25,30,32,58,63]. However, it differs from [28,29]. The results are mixed regarding the
hypotheses of system use as a mediating variable. These findings indicate the importance
of the mediating role played by system use in most of the tested relationships. The findings
are consistent with several previous studies, such as [1,34–36,90]. Hypothesis Hm1 states,
‘System quality (SQ) has a significant indirect influence on financial crisis management
(FCM) via system use (SU) in the Palestinian ALs’. This hypothesis is supported. This
outcome is consistent with many previous studies, for example [1,66,91–93]. Hypothesis
Hm2 states, ‘Information quality (IQ) has a significant indirect influence on financial crisis
management (FCM) via system use (SU) in the Palestinian ALs’. This hypothesis is sup-
ported. This result is consistent with numerous previous studies, for example [1,66,92,93].
However, it disagrees with [91]. However, hypothesis Hm3 states, ‘Service quality (SVQ)
has a significant indirect influence on financial crisis management (FCM) via system use
(SU) in the Palestinian ALs’. This hypothesis is not supported. The direct relationship
between SVQ and SU is not significant (see Appendix B). Hence, it is not assumed to be
mediated by SU. This result is consistent with many previous studies, for example [1,91].
However, differs from [66,68]. The results are mixed regarding the hypotheses of user
satisfaction as a mediating variable. These results indicate the important mediating role of
user satisfaction in most of the tested relationships. They are consistent with many previous
studies, such as [38,39,69,72,94–97]. Hypothesis Hm1 states, ‘System quality (SQ) has a
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significant indirect influence on financial crisis management (FCM) via user satisfaction
(US) in the Palestinian ALs’. This hypothesis is supported. This result is consistent with
many previous studies, for example, [37,70,71,73,98,99]. Hypothesis Hm2 states, ‘Informa-
tion quality (IQ) has a significant indirect influence on financial crisis management (FCM)
via user satisfaction (US) in the Palestinian ALs’. This hypothesis is supported. This result
is consistent with many previous studies, for example, [70,71,73]. However, it disagrees
with [91]. However, hypothesis Hm3 states, ‘Service quality (SVQ) has a significant indirect
influence on financial crisis management (FCM) via user satisfaction (US) in the Palestinian
ALs’. This hypothesis is not supported. The direct relationship between SVQ and US is not
significant (see Appendix B). Hence, it is not assumed to be mediated by US. This result
differs from many previous studies, for example [37,40,71].

7. Conclusions

This research addressed the literature gap by presenting new empirical evidence about
the direct and indirect effects of the success of accounting information systems on managing
financial crises in the context of local government, in addition to investigating the mediating
role of system use and user satisfaction. The study followed the positivism paradigm and
the quantitative deductive approach, with a descriptive and analytical nature, as the
questionnaire was used for data collection. The Palestinian local authorities represented
the study population, with a sample focusing on accounting and finance departments, and
study unit analysis of employees who use accounting information systems. Accordingly,
132 questionnaires were distributed and 115 questionnaires were retrieved for statistical
analysis, with a response rate of 87%.

The study included a descriptive and quantitative analysis of the direct and indirect
effects. Thus, the significant direct impact of the success of accounting information systems,
with its dimensions of system quality, information quality, service quality, system use
and user satisfaction on financial crisis management in the Palestinian local authorities,
was revealed. Besides, the analysis revealed significant indirect effects of system quality
and information quality on financial crisis management in Palestinian local authorities,
through the mediation of both system use and user satisfaction. In contrast, system
use and user satisfaction did not play any mediating role in the effects between service
quality and financial crisis management in Palestinian local authorities. Moreover, DeLone
and Mclean’s theory and model of information systems success indicated that the more
successful the information systems, the greater the net positive impacts, thus achieving
the purpose of their adoption. Therefore, the results of this study are consistent with that
theory, as the AIS success has positive effects on the FCM in the Palestinian LAs. This
result shows that the Palestinian local authorities’ adoption of AIS can positively improve
the effectiveness of FCM. In other words, in order to achieve effectiveness in financial
crisis management for local authorities (before or during the financial crisis), it requires the
assistance of AISS at a high level of success and quality (SQ, IQ, or SVQ) and a high degree
of use and user satisfaction with the system.

The originality and novelty of this study stem primarily from the development of
its own theory, which is that the effectiveness of managing financial crises is achieved
by adopting successful accounting information systems. In fact, accounting information
systems affect the management of financial crises in the organization. Thus, the study
made its original contribution, as a framework and a model were developed that depict the
relationship between the success of accounting information systems and the management
of financial crises. This made it possible to test that theory and those relationships experi-
mentally. The experimental results and evidence of this study have proven the validity of
that theory, in addition to the high reliability and validity of its tested experimental model.

This study contributed to the development of knowledge and scientific theoretical
aspects in the field of AIS success and financial crisis management. Among its original and
novelty contributions is the adoption of the trend towards developing special measures that
focus on the success of accounting information systems and take into account the nature



Sustainability 2023, 15, 8131 22 of 31

of those systems. Likewise, adopting the trend towards developing special measures that
focus on managing financial crises, and taking into account their nature and character-
istics. In addition to allowing the ability to measure them empirically through specific
and focused measures. In addition, the originality of the empirical contribution and the
novelty of this study are shown by exploring the correlations and effects on financial crisis
management in light of the adoption of successful accounting information systems. These
relationships and effects have not been studied before. Thus, this study is the first of its kind
to investigate whether the success of AIS affects financial crisis management in the context
of the Palestinian local government, whether in terms of direct or indirect influences.

The results of this study support the theory and model of DeLone and Mclean of
the information systems success, as well as the theory and model of the current study. In
their emphasis on the importance of adopting successful accounting information systems
to achieve the positive impacts that the organization aims to achieve by adopting these
systems, including managing financial crises. The results of this study contributed to
drawing attention not only to the direct relationships between the variables indicated by
the theory and model of DeLone and Mclean about the success of information systems in
particular. Rather, it went beyond to investigate the indirect relationships that the theory
did not focus on significantly and clearly. The results of this study expand the scope of
testing DeLone and Mclean’s theory and model of information systems success to include
the investigation of indirect effects between variables.

Recommendations for this research. Accounting information systems are necessary
to support the tasks of detecting early warning signs of a financial crisis, and preparing
for, planning, controlling, monitoring and preventing a financial crisis. Increasing the
authorities’ ability to confront financial crises and carrying out tasks to contain and limit the
repercussions of the financial crisis. This finding means that system quality and information
quality can drive the use and user satisfaction of accounting information systems, which in
turn drives the effectiveness of financial crisis management. The higher the system quality,
information quality, and service quality, the more effective it is in managing financial crises.
System quality, information quality, service quality, usability and user satisfaction are
critical factors for managing financial crises at a high level of effectiveness. Therefore, this
study recommends raising the quality characteristics of accounting information systems,
both in terms of system quality or information quality, in addition to the quality of services.
The study recommends the need to pay more attention to improving the tasks of managing
financial crises, whether at the level of management before or during the financial crisis. It
is necessary to conduct more studies on the success of accounting information systems, in
particular, to improve and support the trend towards developing special measures that take
into account the characteristics and specifications of accounting information systems. It is
also necessary to conduct more studies on the effectiveness of managing financial crises that
would improve and support the trend towards developing measures that take into account
the specificity and characteristics of financial crises and methods of managing them. It is of
great importance that the current study model (AISS-FCM) has been examined in different
research studies to provide further support for the theory and model in different contexts.

Regarding the limits and directions of future studies, this study is the first to inves-
tigate the relationship between the success of accounting information systems and the
management of financial crises in the Palestinian local authorities, which requires further
studies and investigation in this field. The population and sample of this study are the
Palestinian local authorities operating in the Gaza Strip. Therefore, similar studies should
be conducted in other Palestinian regions. Further studies in other types of organizations
and in different countries are also necessary. This study targeted workers in the financial
and accounting departments of the Palestinian local authorities. Therefore, other depart-
ments at various administrative levels have not yet been explored. This study used a
questionnaire as the main tool for data collection, similar to empirical research. Thus, it is
suggested that future studies use other tools and approaches, such as qualitative methods
and interviews, to identify more factors that may have an impact on the effectiveness of
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managing financial crises and enhancing the success of accounting information systems.
This study indicated the mediating roles of system use and user satisfaction. Therefore,
future studies can expand this mediating role and identify other factors that are likely to
have a mediating role as well.
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Appendix A. Questionnaire

Section A:
The Following Statement Measures the Success of Accounting Information Systems (AIS).

Agreement Degree

V.H. H. M. L. V.L.

System Quality

1. The AIS is easy to learn, understand, and use. 5 4 3 2 1

2. The AIS is flexible enough for maintenance and development. 5 4 3 2 1

3. The AIS is integrated with its components and the other systems. 5 4 3 2 1

4. The AIS reacts and responds quickly (without delay). 5 4 3 2 1

5. The AIS is operating properly and reliably (no crash or failure). 5 4 3 2 1

6. The AIS is available and easy to access whenever needed. 5 4 3 2 1

7. The AIS has security, access control, and permissions. 5 4 3 2 1

Information Quality

8. The information provided by AIS is appropriate and meets the needs. 5 4 3 2 1

9. The information provided by AIS is accurate and neutral (no errors, correct). 5 4 3 2 1

10. The information provided by AIS is complete and comprehensive. 5 4 3 2 1

11. The information provided by AIS is timely and up-to-date. 5 4 3 2 1

12. The information provided by AIS is understandable. 5 4 3 2 1

13. The information provided by AIS is clearly organized and well-formatted. 5 4 3 2 1

14. The information provided by AIS is consistent and comparable. 5 4 3 2 1

15. The information provided by AIS is verifiable. 5 4 3 2 1

16. The information provided by AIS is predictive and confirmatory. 5 4 3 2 1

Service Quality

17. The IS staff is willing to help users and give prompt service. 5 4 3 2 1

18. The IS staff gives users suitable personal attention and considers their best interests. 5 4 3 2 1

19. The IS staff is dependable and provides services at the promised time. 5 4 3 2 1

20. The IS staff have user confidence and sufficient knowledge of their jobs. 5 4 3 2 1

21. The IS staff provides updating of the hardware and software of the AIS. 5 4 3 2 1
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System Use

22. The AIS is used frequently and extensively. 5 4 3 2 1

23. The number of reports requested from the AIS is sufficient to perform the job well. 5 4 3 2 1

24. The AIS is used for long periods of time. 5 4 3 2 1

25. The use of AIS is greater than originally expected. 5 4 3 2 1

26. The trend towards using the AIS will increase. 5 4 3 2 1

27. The use of the AIS is of major importance in performing the financial and accounting
functional tasks. 5 4 3 2 1

User Satisfaction

28. The current performance of AIS and the quality of its electronic services are
very satisfactory. 5 4 3 2 1

29. There is a conviction that the design of AIS takes into account the desires and needs of
its users. 5 4 3 2 1

30. The users of AIS receive adequate training to develop their skills. 5 4 3 2 1

31. The users of AIS are involved in its development and their opinions are taken
into account. 5 4 3 2 1

Section B:
The following statement measures the effectiveness of Financial Crisis Management (FCM).

Agreement Degree

V.H. H. M. L. V.L.

Pre-Financial Crisis Management
(involves tasks of early warning signal detection and preparedness/prevention).

32. There is sufficient interest in identifying and collecting signs of financial
crisis occurrence. 5 4 3 2 1

33. There is sufficient interest in the classification and analysis of signs of financial
crisis emergence. 5 4 3 2 1

34. The internal and external work environment is monitored for detecting signs of financial
crisis occurrence. 5 4 3 2 1

35. There is a supportive organizational culture for detecting signs of financial
crisis occurrence. 5 4 3 2 1

36. The AIS contributes to supporting the processes for detecting signs of financial
crisis occurrence. 5 4 3 2 1

37. The AIS contributes to supporting the processes of financial analysis and forecasting the
financial crisis occurrence. 5 4 3 2 1

38. There is a unit/team that performs the tasks of preparing and preventing the
financial crisis. 5 4 3 2 1

39. Sufficient courses and training programs are available in the field of financial
crisis management. 5 4 3 2 1

40. Periodic and regular meetings and workshops are held to discuss dealing with potential
financial crises. 5 4 3 2 1

41. Experiments and simulations are conducted to deal with a potential financial crisis. 5 4 3 2 1

42. There is control, monitoring, and analysis of the practices and events that lead to a
financial crisis. 5 4 3 2 1

43. Adequate and comprehensive planning and preparedness are available for all financial
crisis scenarios. 5 4 3 2 1

44. There is a regular and continuous review and development of plans prepared to manage
the financial crisis. 5 4 3 2 1

45. There is effective coordination between departments to access the resources necessary to
manage the financial crisis. 5 4 3 2 1
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46. Effective channels of communication and cooperation are available with various
relevant organizations to manage the financial crisis. 5 4 3 2 1

47. Experts and specialists are engaged and utilized to manage the financial crisis. 5 4 3 2 1

48. The AIS contributes to improving the processes of preparedness and prevention of the
financial crisis. 5 4 3 2 1

49. The AIS contributes to providing comprehensive financial databases to manage the
financial crisis. 5 4 3 2 1

50. The AIS contributes to the storage, processing, and retrieval of information effectively to
manage the financial crisis with the ability to backup information. 5 4 3 2 1

51. The AIS contributes to financial risk assessment and financial planning for preparedness
and prevention of the financial crisis. 5 4 3 2 1

During-Financial Crisis Management
(involves tasks of containment and damage reduction)

52. There is an ability to manage time effectively while dealing with the financial crisis. 5 4 3 2 1

53. There is a rapid distribution of tasks and powers to manage the financial crisis. 5 4 3 2 1

54. There is speed and effectiveness in controlling the financial crisis and mitigating its
effects. 5 4 3 2 1

55. There is a holding of immediate and periodic meetings (crisis cell) to manage and
analyze the financial crisis. 5 4 3 2 1

56. There is an ability to raise public awareness of the financial crisis and reduce rumours. 5 4 3 2 1

57. There is an ability to prevent the exacerbation of the financial crisis and the occurrence
of sub-crises. 5 4 3 2 1

58. There is effectiveness and speed in following up on the implementation of pre-prepared
plans and scenarios to manage the financial crisis. 5 4 3 2 1

59. There is an active participation of the departments in the process of implementing the
financial crisis management plans. 5 4 3 2 1

60. Sufficient incentives, rewards, and facilities are provided to support the financial crisis
management process 5 4 3 2 1

61. Emergency financial allocations are created to maintain work during the financial crisis. 5 4 3 2 1

62. Activities expenditures are minimized to mitigate the effects of the financial crisis. 5 4 3 2 1

63. The AIS contributes to supporting the containment and limiting the damages processes
of the financial crisis. 5 4 3 2 1

64. The AIS contributes to maintaining the availability of up-to-date and real-time
information to manage the financial crisis 5 4 3 2 1

65. The AIS contributes to improving the speed of decision-making to manage the financial
crisis. 5 4 3 2 1

66. The AIS contributes to providing the decision-maker with accurate and rapid
information on the financial situation to manage the financial crisis. 5 4 3 2 1

67. The AIS contributes to maintaining the confidentiality, integrity, and availability of
information related to financial crisis management. 5 4 3 2 1

68. The AIS contributes to allocating available financial resources and rationalizing
expenditures accurately and effectively to manage the financial crisis. 5 4 3 2 1

Legend: V.H.: Very High. H.: High. M.: Medium. L.: Low. V.L.: Very Low.
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Appendix B. Outcomes of the Direct Association between the SQ, IQ, SVQ and
SU, US

Path B S.E. t-Statistics p-Value Decision

SQ→ SU 0.181 0.065 2.789 0.004 Supported

IQ→ SU 0.604 0.062 9.800 0.000 Supported

SVQ→ SU 0.031 0.074 0.412 0.680 Not supported

SQ→ US 0.719 0.061 11.824 0.000 Supported

IQ→ US 0.167 0.063 2.650 0.005 Supported

SVQ→ US −0.063 0.065 0.966 0.335 Not supported

Legend: Significant at 0.05 (2-tailed). SQ: System Quality. IQ: Information Quality. SVQ: Service Quality. SU:
System Use. US: User Satisfaction.

Appendix C. Outcomes of the Direct Association between the AISS and
P-FCM, D-FCM

Path B S.E. t-Statistics p-Value Decision

AISS→ P-FCM 0.883 0.018 47.949 0.000 Supported

AISS→ D-FCM 0.688 0.031 21.903 0.000 Supported

Legend: Significant at 0.05 (2-tailed). AISS: Accounting Information Systems success. P-FCM: Pre-financial Crisis
Management. D-FCM: During financial Crisis Management.

Appendix D. Literature Review of the Relationship between ISS and CM

Studies
Variable (Predicted Sign)

Crisis Management (+ve)

Alsaqqa and Soufi (2021) [18]; Ahmed and Al-Ani (2021) [26];
Dahham et al. (2020) [58]; Alzoubi (2020) [32]; Adwan, (2019) [33];
Hanna et al. (2018) [19]; Almashaqba (2017) [21]; Bushra
(2017) [20]; Nour Al-Daem (2015) [28]; Zwyalif (2015) [29];
Alsoudani and Altaany (2014) [22]; Abdul Razzaq (2011) [24];
Abu Omar (2009) [25]; Alkshali and Al-Qutob (2007) [30].

Overall Supported (positive)

Appendix E. Literature Review of the Association between SQ, IQ, SVQ, SU, US
and CM

Independent Variable
(AISS) (SQ, IQ, SVQ,
SU, US)

Dependent
Variable (FCM) Studies Result Overall

System Quality Crisis Management

Dahham et al. (2020) [58]; Alzoubi (2020) [32];
Al-Hayaly (2011) [59]; Ahmed and Al-Ani (2021) [26];
Alabaddi et al. (2020) [60]; Adwan (2019) [33];
Zwyalif (2015) [29]; Nour Al-Daem (2015) [28]; Abu
Omar (2009) [25]; Alkshali and Al-Qutob (2007) [30];
Bushra (2017) [20]; Abdul Razzaq (2011) [24].

S Supported
(positive)

Gopinathan and Raman (2020) [61]. NS
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Independent Variable
(AISS) (SQ, IQ, SVQ,
SU, US)

Dependent
Variable (FCM) Studies Result Overall

Information Quality Crisis Management

Dahham et al. (2020) [58]; Qaddoriy and Mahameed
(2020) [31]; Al-Hayaly (2011) [59]; Ahmed and Al-Ani
(2021) [26]; Al Jaberi and Qawasmeh (2020) [27];
Gopinathan and Raman (2020) [61]. Al-Amyan
(2016) [62]; Alabaddi, et al. (2020) [60]; Adwan
(2019) [33]; Nour Al-Daem (2015) [28]; Zwyalif
(2015) [29]; Abu Omar (2009) [25]; Alkshali and
Al-Qutob (2007) [30]; Bushra (2017) [20]; Abdul
Razzaq (2011) [24].

S Supported
(positive)

Fatiha (2022) [23]. NS

Service Quality Crisis Management
Dalloul et al. (2023) [1]; Adwan (2019) [33];
Al-Hayaly (2011) [59]. S Supported

(positive)
Gopinathan and Raman (2020) [61] SN

System Use Crisis Management

Alkshali & Al-Qutob (2007) [30]; Nour Al-Daem
(2015) [28]; Zwyalif (2015) [29]; Alsoudani and
Altaany (2014) [22]; Bushra (2017) [20]; Abdul Razzaq
(2011) [24].

S Supported
(positive)

User Satisfaction Crisis Management

Dahham et al., (2020) [58]; Alzoubi (2020) [32];
Lshammari et al. (2020) [63]; Alkshali and Al-Qutob
(2007) [30]; Abu Omar (2009) [25]; Abdul Razzaq
(2011) [24].

S Supported
(positive)

Nour Al-Daem (2015) [28]; Zwyalif (2015) [29]. NS

Legend: S = statistically significant, NS = not statistically significant.

Appendix F. Literature Review on System Use and User Satisfaction as MV

Studies Variable (Predicted Sign)

Turkmendag and Tuna (2022) [34]; Quyen and Nguyen
(2020) [35]; Chen and Aklikokou (2019) [36]; Kosasi et al.
(2019) [90]; Keikhosrokiani et al. (2020) [91]; Moslehpour
et al. (2018) [64]; Santhanamery and Ramayah (2018) [65];
Ke and Su (2018) [66]; Al-Jabri (2015) [67]. Mustapha and
Obid (2015) [68]; Mahama and Cheng (2013) [99]; Ali and
Younes (2013) [92,93]; Dalloul et al. (2023) [1].

System Use (SU) as a Mediator
Variable (MV) (+ve)

Overall Supported (positive)

Riandi et al. (2021) [37]; Kamboj et al. (2021) [38]; Akel &
Armağan (2021) [39]; Demir et al. (2021) [40]; Trivedi and
Yadav (2020) [69]; Al-Okaily et al. (2020) [98]; Pramod and
Bae (2019) [70]; Ahmad and Balal (2019) [71]; Phuong and
Trang (2018) [72]; Alorfi (2018) [73]. Yassien et al.
(2017) [94]; Islam et al. (2017) [95]; Waeyenberg et al.
(2017) [96].

User Satisfaction (US) as a Mediator
Variable (MV) (+ve)

Overall Supported (positive)
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