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PREFACE

This research project aims to examine the factors that influence Malaysian students'
adoption of digital government services. Understanding undergraduate university
students' perspectives is crucial to improving e-government platforms as they become
increasingly important to public administration and citizen participation. The study uses
the Unified Theory of Adoption and Use of Technology (UTAUT) to evaluate how
performance, effort, social impact, and facilitating factors shape students' e-government
service acceptance. This research examines Malaysia's digital governance challenges and
prospects through a quantitative survey of 368 undergraduates from six faculties at UTAR

Kampar.

This study aims to help policymakers, government agencies, and educational institutions
create more inclusive, user-centric e-government services. This study recommends
strategic actions to increase student participation with digital public services by
addressing usability, infrastructure, and digital literacy challenges. Thus, this report aims
to contribute to the discourse on e-government acceptance and encourage more research

to bridge the gap between technology innovation and citizen acceptance in Malaysia.
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ABSTRACT

This study explores the key determinants affecting undergraduate students'
acceptance of e-government services at UTAR, Kampar Campus, Malaysia.
Understanding how university students, who are both current customers and future
leaders, embrace e-government services is crucial as governments speed their
digital transformation projects. The Unified Theory of Acceptance and Use of
Technology (UTAUT) is used to examine how performance expectancy, effort
expectancy, social impact, and facilitating factors affect students' e-government
platform adoption. The quantitative study surveyed 368 undergraduates from six
UTAR Kampar faculties using a standardized questionnaire. SPSS was used for
descriptive statistics, reliability testing, and multiple linear regression to analyze
variable correlations. The results show that all four UTAUT constructs explain
87.5% of the variance in student acceptance of e-government services. The study
adds several significant entries to the literature. These findings imply that students
prioritize trustworthy technical support and resources when embracing
e-government services, followed by peer and societal influences, simplicity of use,
and perceived benefits. Enhancing technical infrastructure and support systems,
building more user-friendly interfaces and simpler processes, promoting
e-government services through peer networks and social media, and clearly
articulating their benefits and features. The study gives useful information, but it
has some flaws, like only looking at data from who worked there themselves.
Future studies could look at a larger group of students from more than one school

and use qualitative methods to learn more.

Keywords : e-government; private university students; students’ acceptance;

technology acceptance; UTAUT model

Subject Area: JQ21-6651 Political institutions and public administration
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CHAPTER 1: INTRODUCTION

1.0 Introduction

This research purpose tends to examine the factors that influence the acceptance
of university students towards the e-government services. This study could
potentially provide insights for government sectors regarding the factors of
acceptance among university students as they relate to the service quality
delivered by them. Information could be instrumental in making strategic
decisions. This chapter includes a research background, problem statement,
objectives of research, study objectives, hypotheses for research, research

significance, chapter layout, and lastly chapter summary.

1.1 Research Background

1.1.1 Definition of E-Government Services and Their

Importance for Public Service Delivery

The digitalization of government structures through advanced
Information and Communications Technology (ICT) enhances
e-government services which improve efficiency, accessibility, and
engagement with citizens, businesses, and organizations (Kurniati et al.,
2021). E-government services refer to government initiatives that use
ICT to automate public services electronically like secure data
transmission, e-procurement, and tax returns, replacing paper-based
methods with real-time internet access for transparency and efficiency
(Lykidis et al., 2021; Tremblay et al., 2023). In Malaysia, during the

COVID-19 pandemic, e-government services became critical owing to



government employees working remotely, which reduced direct
engagement with citizens and increased reliance on the services (Azri et
al., 2023). Based on Petrosyan (2024a) and Kemp (2024), Global
internet usage reached 5.4 billion, with Malaysia at 97.4% in 2024.
Teenagers and university students, aged 18-24, accounted for 11.2% of
the population, with 33.59 million internet users. Internet accessibility is
crucial for individuals to access e-government services, as it allows them
to connect to these services without any other necessary resources
(Tahiru et al., 2020). As a result of Malaysia's high internet usage and
technology-dependent population can lead to an increased number of
e-government services users. Malaysia's successful implementation of
e-government services is largely facilitated by the active participation of

all Malaysians in digital governance (Zubir & Latip, 2022).

Moreover, the importance of e-government services for public delivery
services. E-government services exhibit strong political commitments to
advance administrative reforms, develop government equipment, deliver
high-quality public services to all citizens, and foster citizen
participation (Pham et al., 2023). E-government services also improve
public service delivery by making it more accessible, ignoring
geographical barriers and simplifying procedures, yet limited
infrastructure and human resource availability prevent widespread
utilization (Zhang & Bhattacharjee, 2024). E-government services also
assist the government in improving transparency and accountability in
public service delivery systems, building confidence and strengthening
society by providing competent, efficient, and cost-effective social
services (Lawan et al., 2020). Digital transformation in government
services improves decision-making through data-driven techniques,
allowing for enhanced resource allocation, trend prediction, and focused
policy design that resolve social and economic challenges (Setyawan,
2024). As a result, with significant political commitments, high
accessibility, improved decision-making, and transparency and
accountability in service delivery, the e-government services gained

good relationships with citizens in public trust and participation.



1.1.2 The Growing Trends of Digital Transformation in

Government Services in Global and Malaysia.

The main digital transformation in government services trends included
Artificial Intelligence (AI) implementation in e-government services,
cybersecurity and smart city. Firstly, Al integration in public
administration enhances efficiency by automating processes, identifying
irregularities and safeguarding data, but it also raises concerns about
unregulated development, drawing global attention to the "AI regulation
race" (United Nations, 2024). From 2022 to 2023, global Al discussions
grew because of legislative efforts such as China's generative Al measures
and increasing interactions with the OECD, NIST, UNESCO, ISO, and G7
(Domin, 2024). For Malaysia, the Minister of Digital has highlighted the
necessity of incorporating Al into government services, highlighting its
numerous benefits (Ministry of Digital, 2024). For example, adopting Al
in government services can improve efficiency, service delivery, and
inclusivity, revolutionizing industries and driving economic growth;
meanwhile, Malaysia can lead in the global digital economy by fostering

collaboration across sectors.

Secondly, cybersecurity as for global cyberattacks on e-government
services can disrupt critical functions, affecting millions of individuals
thus it is critical to maintain service continuity (Alshehri et al., 2021).
Government organizations require increased cybersecurity measures to
protect their data on less secure platforms and understand their supply
chains, including those of third-party vendors, customers, and service
providers (Zagyi, 2021). Malaysia has followed up the trends to focus on
cybersecurity improvement. Malaysia experienced 57.8 million virus
attacks in Q1 2022, accounting for 1.1% of global cyberattacks; hence, the
government invested $434 million in the Malaysia Cyber Security Strategy
(MCSS) 2020-2024 (International Trade Administration, 2024). However,
despite rising cybersecurity budgets and 69% of Malaysian executives

prioritizing tech modernization, progress remains slow as hybrid threats,



generative Al risks, and regulatory demands challenge organizations, with
67% citing "hack-and-leak" attacks as a top concern and 83% planning to

adopt Al defences (Ng et al., 2023).

Thirdly, smart cities which is driven by technology, and globally enhances
growth, quality of life, efficiency, safety, engagement, and services
through information and communication technology, fostering e-learning,
urban development, e-democracy, and connected infrastructure (Aditya et
al., 2023; Nath et al., 2023). It relies on e-government services to facilitate
citizen involvement and decision-making, while also incorporating ICT for
smart transportation, building management, energy inspection, security,
public safety, and e-commerce (Zagyi, 2021). According to Science,
Technology, and Innovation Minister Datuk Seri Dr Adham Baba,
Malaysia is concentrating on developing smart cities to resolve
urbanization issues, strengthen residents' quality of life, stimulate
economic development, provide a safe environment, and encourage the
application of efficient urban management technology (BERNAMA,
2022). For example, Malaysia's capital, Kuala Lumpur, is spearheading
smart city programs such as SMART Selangor which improves
e-governance and digital infrastructure, and River of Life, which improves

river quality and public areas (Leong et al., 2023).

1.1.3 The Efforts of Malaysian Government in

Implementing E-Government Services

Moreover, the COVID-19 pandemic had a devastating impact on
Malaysia's Small and Medium Enterprises (SMEs), resulting in the closure
of approximately 32,000 operations (Hasin et al., 2021). In 2019, SMEs
faced serious COVID-19 issues, with 34% reporting 20% sales drops, 21%
expecting a poor performance, 25% optimistic, and 30% unsure about
retrenchments (Vaghefi & Yap, 2021). Based on Saidie et al. (2020), The
Malaysian government launched an RM35.0 billion Short-Term Economic

Recovery Plan (PENJANA) to speed economic recovery on 5 June 2020,



along with RM2.4 billion for financial stress support for micro-enterprises
and SMEs through tax relief measures and an additional financing facility.
It is the fourth step in a six-stage plan to address the health, economic, and
social consequences of the COVID-19 pandemic, which are 6R includes
Resolve, Resilience, Restart, Recover, Revitalize, and Reform. The
government has also allocated RM100 million for the Digitalisation
Matching Grant, RM500 million for the SME Technology Transformation
Fund, and RM100 million for the Smart Automation Grant to enhance

SMEs digitalization (Liew, 2020).

Besides that, the Personal Data Protection Act (PDPA) which protects
personal privacy in commercial transactions by regulating data from
collection to deletion, impacting e-government services by enabling user
control over data access, agreement, processing, and utilization, fostering
digital transformation (Alibeigi & Munir, 2020; Suhaidi, 2023). Thus,
implementing transparency and accountable privacy protection policies is
crucial for protecting personal information privacy and enhancing citizens'
trust in government systems. According to Tham et al. (2024), Malaysia’s
government has delivered an amendment with 8 key changes to the PDPA
in 2024. For instance, replacing “data user” with ‘“data controller”,
mandatory data breach notification, requires a Data Protection Officer
(DPO) appointment, strengthening cross-border data transfer rules,
increased data processors regulation, data portability rights, expanded
definition of sensitive personal data, and increased penalties for
non-compliance. Consequently, e-government services can improve public
trust and acceptance, by securing personal data, providing data protection
from breaching, allowing user data transfer, leveraging biometric
authentication for identity verification, and securely processing data to

prevent leaks and misconduct.



Furthermore, MyGovCloud which is a hybrid cloud system that combines
private and public cloud services from the Public Sector Data Centre
(PDSA) and Cloud Service Providers (CSPs), providing group savings,
value-added services, and employee training through the Cloud
Framework Agreement (Mahalingam, 2024). It offers cloud hosting
services to 730 Malaysian public sector entities, including network,
storage, server, and operating systems, including 250 applications
MyMTC, MyMesyuarat, and MAMPU websites for federal central and
operational agencies, and state agencies (Sallehudin et al., 2020).
MyGovCloud also collaborated with Microsoft, Google, TM, and AWS to
establish a strategic infrastructure (Kessler, 2021). CSPs and Managed
Service Providers (MSPs) engagement in MyGovCloud is expected to
create RM12 billion to RM15 billion in investment potential by 2025,
laying the groundwork for an effective digital environment and
encouraging long-term economic development (Sharon, 2022). Cloud
services allow e-government services to fasten projects, reduce upfront
expenses, remove hardware maintenance, and profit from effective service
delivery through rapid and accurate data processing controlled by cloud
providers (Jusop et al., 2021). However, MyGovCloud from MAMPU can
only handle about 25% of the cloud requirements of the public sector

(Amin, 2024).

1.1.4 Key Milestones or Government Initiatives in Digital

Service Promotions

Malaysia Digital Economy Blueprint (MyDigital), released in 2021
provides precise instructions and targets for the growth of the digital
economy (Lee, 2023). It establishes ambitious digitalization ambitions,
supporting collaboration among businesses, societies, and government
through six strategic thrusts with 22 strategies, 48 national initiatives, and
28 sectoral initiatives, intending to drive digital change throughout society

(Sharon, 2024; Rasiah et al., 2024). With MyDigital’s efforts, digital



customers accounted for 88% of the population, 216 e-payment
transactions per capita were achieved, and 235,327 new MSMEs have
joined e-commerce, bringing the total to 83% of the 2025 target (Aman,
2022). Additionally, MyDigital ID has registered over one million users,
marking a significant milestone in the country's digital transformation
efforts (Rozlan, 2024). Malaysia has also exceeded the RM70 billion
digital investment objective under MyDigital, attracting more than RM110
billion, owing to Singapore's data centre investments shifted from the
country between 2020 and 2022 (Jamil, 2023). However, by year's end,
Malaysian Prime Minister Datuk Seri Anwar Ibrahim expressed concern
about the delays in implementing MyDigital ID and 5G initiatives, pushing
for faster development (Nizam, 2024). For example, the MyDigital ID is
still a long way from meeting the government's goal of 10 million users by
the first quarter of 2024, due to the delayed introduction of online
registration (Opiah, 2024).

Thus, Malaysia's Modernisation and Management Planning Unit
(MAMPU) established MyGovernment portal as the official gateway to
consolidate government departments under the 'Digital Services' banner
and provide a unified platform for online government information and
services (Sivaji et al., 2019; Man & Manaf, 2023). It was introduced in
2017 and allows for the delivery of 90% of government services online, to
improve consumer satisfaction, transparency, competitiveness, and global
service delivery, and transform government services (Choi & Xavier,
2021). It has already collected data on nine types of life events: formal
education, facilities and welfare, healthcare, careers and retirement, family
institutions, tourism, business, personal identification, finance and
taxation, and IT and digital information (Kessler, 2020). Furthermore, it
developed in partnership with 28 ministries and 57 public sector entities
which allows consumers to access material and e-government services
without requiring them to visit government offices (Malay Mail, 2021). It
serves as a consolidated platform for integrated information and online
services, drawing 20.5 million visits as of February 2023 and combining

889 e-government services by the end of 2022 (Sharon, 2023).



The EGDI in e-government services uses ICT for communication and
organization, including devices, maps, and key measurements, to
accelerate regional and global development (Sukarno & Nurmandi, 2023).
The EGDI evaluates e-government services, particularly smartphone apps,
and social media is the most popular digital avenue for information
exchange and communication (Petrosyan, 2024b). Moreover, the
E-Government Development Index (EGDI) allows Malaysia's government
to benchmark best practices in the areas of digital services, infrastructure,
and human capital development. Malaysia's e-government services
initiative placed 53rd in the EGDI in 2022 based on services,
infrastructure, and capital (Ministry of Economy Malaysia, 2023).
Malaysia has a strategic plan for e-government services to enhance EGDI
rankings by 2030 through ongoing development. Thus, Malaysia's high
acceptability and rank in e-government services strengthens public
knowledge and trust in service delivery through the acceptance of modern

digital technologies with EGDI.

1.1.5 Types of E-Government Services in Malaysia

In an ideal world, e-government seeks to reduce expenses for
transportation, waiting periods, administrative time, corruption,
operational accessibility, and openness (Al-Abdallat, 2020). According to
Hariz Zubir and Abdul Latip (2024), e-government is an effort that seeks
to revamp the functioning of government agencies and raise the level of
communication between citizens and organizations. This can be done by
creating stronger connections, enhancing convenience, offering
high-quality services, and setting up more efficient procedures and systems
(Mees et al., 2019). The key objective of the deployment of e-government
is to restructure both the inner and outer connections between government
agencies to streamline and mitigate the burdensome and convoluted
bureaucratic system (Almutairi et al., 2020). As a result, the conversion

that follows enhances the government's ability to provide public services



by increasing its accountability and effectiveness (Li & Shang, 2024).
These factors make the idea of e-government valuable since it is

progressive, revolutionary, effective, and accessible.

The government of Malaysia has provided six types of e-government
services. Firstly, Government Office Environment - Electronic Document
Management System (GOE-EDMS) is a system for managing electronic
documents. In general understanding, the EDMS is an ICT system that is
used by the government that save, organize, and manage electronic files
for an organization, particularly documentation that does not change
frequently, such as legal documents, financial reports, promotional
materials, and scanned communications (Gamido et al., 2023). Secondly,
e-Khidmat for Frontline Agencies. In general acknowledgement, it is a
service that provides opportunities for the public to have access to
transactions, reporting situations, applications and assistance from
responsive public agencies which stand from the Royal Malaysian Police
(PDRM) and the Road Transport Department (JPJ) with timeliness,

convenience and effectiveness with just a few clicks.

Thirdly, the Project Monitoring System II (SPP II) is used for the
management of projects. In general, project monitoring is the process of
keeping an eye on the task's statistics, outcomes, and occupations to make
sure it's achieved on time, on budgetary constraints, and corresponding to
the project's requirements (Marie Vianney et al., 2020).Fourthly, the
Human Resource Management Information System (HRMIS) is used to
manage human resources. It is a technology-driven system that helps
organizations successfully gather, store, manipulate, analyze, retrieve, and
distribute important information about their human resources, allowing
them to perform their human resource obligations more efficiently (Vilani
Sachitra & Tharini Wimalasena, 2024). Fifthly, the e-Perolehan system for
government procurement. The electronic procurement method enables
companies to provide services and products to the government via online
platforms, resulting in cost, time, and reduced energy consumption via

electronic government applications, tender proposal submission,



application acceptance, status checks, and online payment transactions
(Malaysian Government eProcurement, 2024). Lastly, e-local government
(e-PBT) allows the local authorities to use e-PBT for their services. As a
digital transformation tool, it helps local governments manage their
resources more effectively by providing faster data integration, specific
business modules for different tasks, and benefits related to performance,

productivity, and reporting (Hazam et al., 2019).

E-government services are crucial for bridging government, public, and
private sectors, particularly for Malaysian university students, thereby
reducing political barriers and promoting economic growth. The university
students heavily depend on and require internet and electronic technology
for their academic and everyday activities (Zhao & Cheah, 2023).
Therefore, e-government services can effectively meet their requirements,
motivating them to use dependable, transparent, and accountable
e-government services (Nookhao & Kiattisin, 2023). This will eventually
enhance their participation in public services through convenient access.
As e-government services in higher education evolve, acceptability is
crucial for improving public and private administration and service
standards (Shaban & Alabboodi, 2019). Other than normal public services,
the government may also provide educational services. It will enable the
university students technology and digital skills, while reliable and stable
internet access helps students switch to digital learning, improve education
quality, and close the skills gap (Nimer et al., 2022). Hence, as
e-government services become more advanced, the university students will
be more likely to accept the e-government services. The potential of
e-government learning services to improve university students' access to
government resources and information in developing countries' higher
education has been demonstrated by earlier research (Al-Omairi et al.,

2020).

Additionally, the e-government services also provide information services

that educate students about government operations, budgets, and spending,
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allowing them to seek more transparency from the government (Mensah,
2019a). University students make important contributions to the
acceptance of e-government, making it critical to understand their motives
for using these resources in their careers (Méndez-Rivera et al., 2023).
This is because they were more likely and frequently to use the internet
and advanced technology in their lives for mainly educational, public
services, and transaction areas. It is usually said that public and private
university students represent the country's future, with the insight and
judgment to influence, challenge, and change its path (Tamimi et al.,
2023). Adolescents' participation in politics is critical for the survival of
democratic government because it increases engagement, legitimacy, and
accountability, which encourages civic engagement, public advocacy and
social improvement (Ibrahim et al., 2023). Digital technology in
e-government services can be used to increase university students'
involvement in volunteering, resolving problems, community events, and
political protests as well as to improve methods of learning, critical

thinking, and civic involvement (Mohino et al., 2023).

Thereby, the university students' acceptance of the e-government services
depends on their perception of the e-government services, as well as their
experiences of the services provided. They are critical in the digital age
and can respond to unique situations, exhibiting their potential as
beneficial, important, and thoughtful citizens, making them a key
component of civilization (Moustaghfir & Brigui, 2024). Back to the point,
an assumption, Malaysian university students' favorable ratings and
acceptance of the government are not ideal. Based on the Merdeka Center
for Opinion Research (2021), 70% of young adolescents of the average age
are not interested in politics, 46% and 21% of them get their information
from social media and people around them, while 66% believe that
politicians don’t care about them and 78% believe that the complicated
situation of politics. Hence, there is enough evidence to prove the
assumption that it needs time to achieve high acceptance of e-government
which also leads to low political awareness among university students

(Tajudeen, 2023).
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1.2 Problem Statement

According to Fransisca and Ningsih (2023), today's society has been greatly
impacted by the advancement of internet technology as it provides a new mode of
communication for individuals, corporations, and government organizations.
E-government differs from the public sector in management and new management
paradigms. (Ndou, 2021). It has created previously unheard-of communication
and information access options. Government information and services are now
available in ways inconceivable two decades ago. However, the effectiveness of
e-government execution largely depends on citizens' intents and readiness to
embrace this revolutionary idea (Khatib et al., 2019). In an ideal world, Malaysia's
public sector would use digital technologies to optimize resource allocation,
making data-driven choices that boost operational efficiency. According to
Malodia et al. (2021), this will reduce redundancy and streamline government
operations, allowing resources to be reallocated to essential sectors like education,
healthcare, and social welfare. For instance, the easy-to-use smartphone apps such
as MyJPJ and MyPay will make e-government services extremely accessible as it
enables residents to obtain vital services from the comfort of their homes (Suhaidi,
2023). According to Fam (2024), these apps would be designed to deliver a
seamless user experience, eliminating the need for in-person visits to government
offices and saving citizens time and effort. The implementation of e-government
would result in greater openness in government activities as digitalisation would
allow for better tracking and accountability (Santani, 2024). As a result, it could
reduce potential for corruption while increasing public faith in government
services. Ideally, private university students in Malaysia would accept
e-government services because it ensures secure and transparent transactions

without intermediaries (Zubir & Latip, 2022).
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Despite this advancement, Malaysia has encountered difficulties in enhancing the
quality of its electronic government services and increasing public usage in
e-government. Malaysia's position dropped from 29th in 2020 to 47th in 2022 on
the E-Participation Index, indicating a sharp loss in the nation's e-government
usage and capacity to provide efficient online government services (Man &
Manaf, 2023). According to UN E-Government Knowledgebase (2024), this drop
was accompanied by a decline in Malaysia's E-Participation Index score, which
fell from 0.8571 in 2020 to 0.6818 in 2022. Despite earlier developments, these
figures point to a challenge in keeping up with worldwide trends in e-government
services. Malaysia saw a further slide in its global standing in 2024 which fell
from 47th to 53rd out of 193 nations (UN E-Government Knowledgebase, 2024).
Although Malaysia's E-Participation Index score improved from 0.6818 in 2022 to
0.6986 in 2024 which shows that other countries have made more progress in
e-government acceptance and public digital participation. These persistent
difficulties show how important it is for Malaysia to improve its e-government
efforts. Thereby, Malaysia needs to keep addressing problems like user
accessibility, digital infrastructure, and public confidence in e-government

platforms if it wants to reclaim its competitive edge.

One particular instance that emphasizes the need of assessing the acceptance of
e-government is Malaysia's performance in Surfshark's 2023 Digital Quality of
Life Index (DQL), where the nation dropped from 31st place in 2021 to 37th place
worldwide (Surfshark, 2024). This reduction is indicative of deeper problems in
Malaysia's digital environment, where notable gaps continue to exist even with
modest development. For example, although Malaysia's average fixed Internet
speed of 133 Mbps is 38% faster than the global average, it still falls well behind
Singapore, which tops the global rankings with an astounding average speed of
300 Mbps (Ismail, 2023; Low, 2022). The glaring difference between the two
countries' digital infrastructures is highlighted by this contrast, underscoring
Malaysia's need for additional improvement to be competitive (Marion &
Augtania, 2023). However, the difficulties extend beyond infrastructure. Since
these elements are essential for winning over citizens' trust and involvement,
serious shortcomings in digital engagement and operational inefficiencies inside

Malaysia's e-government services also play a big influence (Shuib et al., 2019).
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Improving the effectiveness and acceptability of e-government services in

Malaysia requires addressing several problems (Saleh & Alyaseen, 2022).

The low use of e-government services is mostly caused by the digital gap among
B40 students in Malaysian higher education institutions (Muhamad Ali et al.,
2024). Limited internet connection is a major issue, with 39.5% of these students
living in rural locations where connectivity is frequently inconsistent or
unavailable (Devisakti et al., 2023). A lack of digital understanding and abilities is
another consequence of this digital divide, which deters students from using
e-government platforms. According to Devisakti et al. (2023), perceived utility
influences digital technology usage, suggesting that students who struggle with
digital learning may find e-government services difficult or unneeded. There are
still obstacles to overcome before the Malaysian government's efforts to upgrade
internet infrastructure and distribute laptops are consistently reflected in the use of

digital public services.

There is strong evidence of substantial usage of the e-government application
among the university students in Malaysia such as the myPTPTN as
approximately 1.2 million loan repayment transactions were completed online in
January and February (Ramli, 2022). During that time, this amounted to 51.66%
of all loan repayments and around 1.04 million Simpan SSPN deposits were made
online which made up 49% of all deposits (Gan & Solhi, 2022). These numbers
make it very evident that the myPTPTN app is widely utilised by PTPTN
borrowers, who are primarily university students in Malaysia. The application is
widely used and convenient for the university students because of its numerous
payment methods and improved security features like push notifications and

electronic identification verification (Ramli, 2022).
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Nevertheless, the actual situation regarding the acceptance of e-government
services by university students in Malaysia is laden with difficulties (Shuib et al.,
2019). According to the research by El-Ebiary et al. (2019), these include a weak
government response to online inquiries and ineffective interactive mechanisms
on government websites, scarcity of government officials interested in utilizing
the internet and Malaysia's governance inconsistent approach towards public
dialogue adds to the complexity which makes it difficult to foster meaningful
engagement between the government and citizens. According to Malodia et al.
(2021), these challenges seriously hinder private university students' acceptance
and usage on services of e-government, indeed preventing the realization of the
ideal situation where digital governance could enhance efficiency and

transparency.

E-government provides university students quick access to government services
and information, improving current public administration procedures (Al-Omairi
et al., 2020). It also provides an opportunity to have more interactions with the
students by providing information, services and communication (Malodia et al.,
2021). However, the major issue regarding the individual’s acceptance to
e-government in Malaysia is the inadequate digital engagement and operational
inefficiencies (Man & Manaf, 2023). Hyytinen et al. (2022) revealed that the
online services provided by the government often suffer from poor usability and
technological problems, such as inefficient interactive features and slow response
times. It can irritate consumers and reduce their willingness to participate with
these platforms (Basar et al., 2021). Additionally, some government servants and
agencies are not making the most of digital capabilities, which leads to antiquated
or ineffective online services that fall short of successfully serving the demands of
citizens (Dwivedi et al., 2021). The legitimacy and usefulness of e-government
services are compromised by this lack of thorough digital involvement (Zeebaree

et al., 2022).
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Furthermore, the problem is made worse by irregularities in public participation
and governance (Hazam et al., 2019). A major obstacle to meaningful exchanges
between the state and its citizens is the government's frequently inconsistent
attitude to public discourse (Hannon, 2023). According to Terrance (2023), this
discrepancy may cause residents to feel that their opinions and concerns are not
taken seriously or sufficiently handled. It would further deter people from
acceptance of e-government services. The technical issues such as server
breakdowns and extended maintenance websites are a major contributing cause to
the frequent inaccessibility of e-government websites (Zubir & Latip, 2022).
These problems cause annoyance and time loss for individuals, which irritates

them and makes them less inclined to accept e-government services (Li, 2021).

University students are a vital segment of the population since they constitute
future leaders and contributors (Wild et al., 2022). According to Amoah et al.
(2023), government officials and policy makers would have the opportunity to
incorporate their perspectives and ideas into the formation of public policy if they
could comprehend issues from the viewpoint of university students. The creation
and implementation of e-government services involve students significantly since
they are essential collaborators and citizens (Samsor, 2020). The government
offers e-government services that students can use to get things like birth
documentation, national identity cards, passports, registration for households
cards, driving licenses, medical insurance cards, digital learning facilities, and
national and local e-library subscriptions (Zubir & Latip, 2022). Education and
information services about the government's activities, especially its budget and
spending, can be provided by e-government (Wardana et al., 2022). This puts
university students in a better position to hold the government more accountable
to its people. Along with that, it will help the government to improve their
e-government system and could lead to more people using and accessing

e-government services (Chohan & Hu, 2020).
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According to World Bank Group (2024), Malaysia apparently had 40.27 % of
tertiary education enrolment in universities and colleges. The primary objective of
this study is to investigate the factors that influence Kampar Campus students'
acceptance of e-government services. Consequently, all undergraduate students at
the UTAR Kampar Campus comprise the study's target group. UTAR
undergraduate students are chosen as the target respondents for studying
e-government acceptance for several reasons. First, they belong to a tech-savvy
generation familiar with digital technology which is well-acquainted with
e-government services such as e-payment and digital registration (Assegaff et al.,
2021). According to Prime Minister Tan Sri Muhyiddin Yassin, Malaysian youths
aged 18-25 frequently use digital platforms for communication, education, and

accessing business and job opportunities (Ministry of Finance Malaysia, 2021).

Second, UTAR's students come from a wide range of ethnic and socioeconomic
backgrounds. This makes them a good sample for looking at how e-government is
accepted by different groups of people. This corresponds with the findings from
the Merdeka Centre (2021), which emphasize differing opinions of digital
government services contingent upon area and economic level.Furthermore,
undergraduate students represent future professionals poised to influence the labor
and economy. Zulkifli and Zainal Abidin (2024) indicated that 70% of young
Malaysians deem digital technologies, such as e-government services, vital for
their personal and professional lives. Examining their current acceptance offers
insight into the long-term acceptance patterns of these services. Additionally,
Zainavy et al. (2023) found that UTAR students are more receptive to surveys due

to their rich academic background and experience with research activities.

According to the Department of Statistics Malaysia (2023), the young
demographic in Malaysia is significant as 26.6% of the population is aged
between 18 and 30 years. This demographic is a crucial catalyst for the digital
economy as Mohd Johan et al. (2022) study indicates that Generation Z and
Millennials in Malaysia have a greater propensity for technology use than earlier
generations. Ultimately, concentrating on UTAR undergraduates corresponds with
the objectives of Malaysia’s Digital Economy Blueprint which emphasizes

enhancing the utilization of digital government services, particularly among
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younger populations (Zalani, 2025). UTAR students, characterized by their
technological proficiency, diversity, and forward-thinking mindset, offer
significant perspectives on enhancing the use of e-government services among
private university students (Universiti Tunku Abdul Rahman, 2019). With the
inclusion of UTAR, this study guarantees that the perspectives of learners with
diverse educational backgrounds are advancing a more thorough and sophisticated
comprehension of how students engage with e-government systems. Therefore,
they are going to be representative of the younger generation as a whole in

Malaysia's private universities.

Despite the expanding role of e-government services in improving public service
delivery, research on university students' acceptance of these services has
primarily focused on public university students (Sampa et al., 2020). Eventually, it
creates a gap in understanding the viewpoints of private university students
(Singh, 2023). Private universities play an important part in Malaysian higher
education, with a large number of students enrolled in these institutions (Shaban
& Alabboodi, 2019). Although students at private universities have the potential
to influence digital governance as future professionals and leaders, little study has
been done on how they see and use e-government services (Tajudeen, 2023).
Examining private university students' acceptance of e-government services is
essential because they may differ from their public university counterparts in
terms of their socioeconomic origins, degree of digital accessibility, and

institutional support (Graham et al., 2020).

The Unified Theory of Acceptance and Use of Technology (UTAUT) framework
is a well-established paradigm used to analyze the factors influencing
undergraduate students’ acceptance of new technologies (Ayaz & Yanartas, 2020).
It comprises four important variables. The first element is  performance
expectancy which refers to the extent to which users believe that using a
technology such as e-government services will improve their efficiency and
productivity. Secondly, effort expectancy which measures the perceived ease of
using the technology. Thirdly, social influence which assesses the impact of
peers, instructors, or societal expectations on students' decisions to adopt the

technology. Lastly, facilitating conditions which evaluates whether adequate
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technical infrastructure, support, and resources are available to ensure smooth

usage.

While previous studies like Maznorbalia and Awalluddin’s (2021) research on
e-government acceptance in Malaysia have applied the Unified Theory of
Acceptance and Use of Technology model to the general population as there is a
lack of focus on how these factors influence private university students. This
study fills that gap by using the Unified Theory of Acceptance and Use of
Technology theory to analyze how performance expectancy, effort expectancy,
social influence and facilitating conditions impact undergraduate students'
acceptance of e-government services. By doing so, it provides vital insights into
the primary motivators and barriers in technology acceptance within an academic
setting. Hence, it ultimately contributes to a better knowledge of how to optimize

e-government service delivery for university students in Malaysia.

The acceptance of e-government services by private university students is crucial,
considering the important role they play as future leaders and digital natives
(Méndez Rivera et al., 2023). Hence, it is imperative to ascertain the factors that
influence the students' acceptance of e-government. Dagnoush and Khalifa (2021)
have highlighted the performance expectancy positively correlated between
individual’s acceptance. Nevertheless, some researchers presented differing
findings, with Morchid (2019) suggesting there is no correlation between
performance expectancy with the individual’s acceptances. In addition, Jevsikova
et al. (2021) have demonstrated a positive association with the effort expectancy
and the individual’s acceptances. Yet, Pan and Gao (2021) found different findings
that proved there is no association between effort expectancy and the individual’s

acceptances.

Regarding the factor of social influence, Junnonyang (2021) showed that social
influence has a strong association on the individual’s acceptances. However, Tang
et al. (2021) research has proven that there is no significant influence of social
influence on the individual’s acceptances. Besides, Ma et al. (2019) asserted that
there exists a direct correlation between facilitating conditions and individual’s

acceptances. Nevertheless, Abd Rahman et al. (2021) revealed that facilitating
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conditions did not affect the individual’s acceptance. Thereby, the correlation
between factors of the Unified Theory of Acceptance and Use of Technology
model that impact an individual's acceptance is unclear due to the research on
students’ acceptance has found mixed results, no significant, with significant,
positive, no relationships or negative. It is essential to research how the UTAUT
model could influence the students' acceptance among private universities’
students. Research from the standpoint of private university students regarding
these factors is scarce as previous studies focus only on undergraduates at public
universities. Therefore, the present study seeks to fill this gap in knowledge. In
summary, research on the variables that influence private university students'
acceptance and uptake of e-government services in Malaysia are very limited. A
specialized target group is needed to grasp private university students' viewpoints,
especially since the younger generation is viewed as the nation's growth and

development driver.
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1.3 Research Objectives

1.3.1 General Objectives

To examine the factors influencing undergraduate students’

acceptance of e-government services in UTAR Kampar.

1.3.2 Specific Objectives

To examine whether there is a significant relationship between
performance expectancy and undergraduate students’ acceptance of

e-government services in UTAR Kampar.

To examine whether there is a significant relationship between
effort expectancy and undergraduate students’ acceptance of

e-government services in UTAR Kampar.

To examine whether there is a significant relationship between
social influence and undergraduate students’ acceptance of

e-government services in UTAR Kampar.
To examine whether there is a significant relationship between

facilitating conditions and undergraduate students’ acceptance of

e-government services in UTAR Kampar.
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1.4 Research Questions

1.4.1 General Research Questions

e What are the factors that affect undergraduate students’ acceptance

of e-government services in UTAR Kampar ?

1.4.2 Specific Research Question

e s there a significant relationship between performance expectancy
and undergraduate students’ acceptance of e-government services

in UTAR Kampar ?

e Is there a significant relationship between effort expectancy and
undergraduate students’ acceptance of e-government services in

UTAR Kampar ?

e s there a significant relationship between social influence and
undergraduate students’ acceptance of e-government services in

UTAR Kampar?

e [s there a significant relationship between facilitating conditions
and undergraduate students’ acceptance of e-government services

in UTAR Kampar ?
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1.5 Hypotheses of the Study

The research purpose is to look into the factors affecting undergraduate students’
acceptance of e-government services in UTAR Kampar from a UTAUT view. To

that end, we have established hypotheses based on the study question.

HI: There is a significant relationship between performance expectancy and

undergraduate students’ acceptance of e-government services in UTAR Kampar.

H2: There is a significant relationship between effort expectancy and

undergraduate students’ acceptance of e-government services in UTAR Kampar.

H3: There is a significant relationship between social influence and

undergraduate students’ acceptance of e-government services in UTAR Kampar.

H4: There is a significant relationship between facilitating conditions and

undergraduate students’ acceptance of e-government services in UTAR Kampar.

1.6 Significance of Study

Insights from this study can help government agencies like National Digital
Department of Malaysia design strategies to enhance e-government service
acceptance among private university students. This includes improving service
design, communication strategies, and technological infrastructure to better meet
the expectations and preferences of this demographic. Recognizing the elements
that influence acceptance can help e-government service providers in Malaysia
customize their offerings to align with the preferences and behaviors of university
students. This can lead to increased usage, satisfaction, and ultimately, improved

effectiveness of e-government initiatives (Chohan & Hu, 2020).

23



This study can assist private institutions like UTAR to close the digital divide and
promote acceptance by revealing how their students view and interact with
e-government services. Institutions can provide focused assistance through
workshops, awareness campaigns, and improved access to online government
systems by identifying obstacles such as usability problems and low levels of
digital literacy. Undergraduate students can acquire critical digital skills by
incorporating e-government-related knowledge into their courses, particularly in
business, IT, and public administration. Accessibility can be further improved by
working with government organisations to set up training sessions and service
hubs. In addition to increasing student satisfaction, bolstering digital engagement
guarantees that undergraduate students are more equipped to advocate for and
navigate enhanced e-government services, supporting Malaysia's digital

transition.

Moreover, this study holds significant value for academics and researchers by
expanding the application of the UTAUT framework in the understudied context
of undergraduate students' acceptance of e-government services, in Malaysia.This
study was testing the model's core constructs like performance expectancy, effort
expectancy, social influence, and facilitating conditions. This bridges critical
research gaps by focusing on a distinct demographic such as private university
undergraduates which was often overlooked in existing literature, employing
quantitative methods that provide a replicable framework for future studies, and
contributing to theoretical advancements in technology acceptance models
particularly regarding generational (Gen Z) and cultural influences. The findings
offer foundational insights for cross-disciplinary research in information systems,
public administration, and behavioral science, while establishing a benchmark for
subsequent studies on digital governance in ASEAN and similar developing
regions. Hence, this study ultimately enriches both academic discourse and

practical policy formulation in e-government acceptance.
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Lastly, this study was significant for undergraduate students as this study will raise
student understanding of accessible e-government services and their benefits. This
will potentially enhance involvement with digital governance platforms.
Undergraduate students can gain crucial digital skills by incorporating
e-government-related knowledge into their coursework. Accessibility can be
further increased by engaging with government entities to set up training sessions
and service hubs. In addition to enhancing student satisfaction, bolstering digital
engagement guarantees that undergraduate students are more ready to advocate for
and understand increased e-government services, helping Malaysia's digital shift.
The findings may also encourage students to submit input for service

improvements, creating a more user-centric e-government environment.

1.7 Chapter Layout

This research study has included three chapters which are:
Chapter 1: Introduction

This research study offers a comprehensive examination of the existing body of
research and presents the problem definition in Chapter 1. In this chapter, the
research purpose, research question, study hypothesis, and significance of the

research will be examined.
Chapter 2: Literature Review

The key variables of the study will be examined and analyzed. Additionally, this
section will lay out the theoretical framework for future research and hypothesis

testing.
Chapter 3: Research Methodology

The chapter will cover the planning of research, gathering and analyzing data
methods, measurement scale, operational construct definitions, sample design, and

data processing procedures.
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1.8 Chapter Summary

The primary objective of Chapter 1 is to provide the reader with a foundational
understanding of the research topic. The present chapter serves as a foundational
framework for doing research by clearly defining the objective of the
investigation, the contextual context of the study, and the problem statement.

Chapter 2 will provide a more comprehensive analysis of this research.
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CHAPTER 2: LITERATURE REVIEW

2.0 Introduction

The previous chapter discussed the research context and problem statement for the
factors that influence the acceptance of university students on e-government
services. We will discuss the factors that influence the acceptance of private
university students towards the e-government service which is performance
expectancy, effort expectancy, social influence and facilitating conditions. After
that, the conceptual framework will be shown and the hypotheses will be

developed.

2.1 Theoretical Framework

The following theories have been developed by past studies to explain the
relationship between students' acceptance of e-government and its determinants
which are performance expectancy, social influence and facilitating conditions.
They include the Technology Acceptance Model, Theory of Planned Behaviour
and Unified Theory of Acceptance and Use of Technology.

2.1.1 Technology Acceptance Model

Figure 2.1 :

Technology Acceptance Model

/" Perceived Usefulness ‘
E:xtemal Intention to Use Actual Use
Variables /

\ ‘ Perceived

Ease of Use ‘

Source: (Davis, 1989)

27



The Unified Theory of Acceptance and Use of Technology (UTAUT) is
based on Davis's (1989) Technology Acceptance Model (TAM). Its main
idea is that people adopt technology based on how useful they think it is
and how easy they think it is to use (Venkatesh et al., 2003). According to
this framework, perceived usefulness and perceived ease of use directly
affect the behavior and intention of an individual to accept a new
technology (Tamimi et al., 2023). The framework is very important for
studying how UTAR Kampar undergraduates use e-government services.
The students' acceptances to use these services depends on how useful they
think they are for making administrative tasks like transcript requests
easier and how easy they think they are to use the MyGovernment portal
(Junnonyang, 2021). Previous studies on e-government in Technology
Acceptance Model show that perceived usefulness and perceived ease of
use are still important (Zubir & Latip, 2022; Al-Hadid et al., 2022) . This
supports including them in UTAUT as indicators of how well Malaysia's
tech-savvy but institutionally unique private university group will accept

digital services.

Research has investigated the acceptance of new e-technology or
e-services using the Technology Acceptance Model (TAM) (Davis, 1989;
Venkatesh & Davis, 1996). Among Ajzen and Fishbein's Theory of
Reasoned Action (TRA) , the most useful contribution is TAM. Davis's
technology acceptance model (Davis, 1989; Davis et al., 1989) is one of
the most widely utilised theories for user acceptance and application of
modern technology. It has been discovered that consumers' attitudes and
intentions to employ a technology are related to their perceptions about its
usefulness (Venkatesh & Davis, 1996). According to this framework,
technology acceptance occurs in three stages. Firstly, the external factors
such as system design features trigger cognitive responses which include

perceived ease of use and perceived usefulness (LaCaille, 2013).
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Ultimately these shape an affective response such as attitude toward
technology or intention to use it which will influence user behavior (Lai,
2017) . Technology Acceptance Model predicts that behavior is driven by
perceived ease of use, perceived usefulness, and behavioral intention
(Davis, 1989; Davis, 1993). The association between perceived usefulness
and application is more agreeable than those of other model variables
(Davis, 1993). In order to create a novel research model, the researcher
chooses to employ PU and PEOU (Davis et al., 1989). This theory was
used by Al-Hadid et al. (2022), Hariz Zubir and Abdul Latip
(2024),Tamimi et al. (2023), Lee et al. (2025) and Zubir and Latip (2022)

to study the factor that affecting the individual’s acceptance.

2.1.2 Theory of Planned Behaviour

Figure 2.2 :

Theory of Planned Behaviour
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Source: (Ajzen, 1991)
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The Unified Theory of Acceptance and Use of Technology was formulated
by expanding upon the theoretical underpinnings of the Theory of Planned
Behavior (Davis, 1989). This model is an extension of the preceding
Theory of Reasoned Action The Theory of Planned action introduced the
significant concept of perceived behavioral control as an additional
determinant of action, supplementing the fundamental attitudinal and
normative components found in the Theory of Reasoned Action
(Karakoyun and Basaran, 2024).  Within the Unified Theory of
Acceptance and Use of Technology framework, the components were
modified and enhanced, with subjective norms from previous theories
evolving into social influence, and perceived behavioral control being
redefined as enabling conditions (Shaban and Alabboodi , 2019). This
study investigates the acceptance of e-government services among
undergraduate students at UTAR Kampar which highlights the
considerable impact of social influence. Social influence originates from
the subjective norms aspect of the Theory of Planned Behavior denoting
how students' decisions regarding technology acceptance are influenced by
the views and actions of significant reference groups within their
surroundings (Davis, 1989). For Malaysian university students, these
significant groups generally comprise peers, faculty members, and

institutional authorities.

The social influence of technology acceptance is particularly significant in
Malaysia's collectivistic culture =~ where group norms and social
expectations heavily impact individual decision-making (Marion &
Augtania, 2023). The integration of social influence from these known
theoretical frameworks offers a solid basis for comprehending how
interpersonal and normative aspects impact e-government acceptance
trends within the student population under investigation (Chen et al.,
2021). In 1991, social scientist Icek Ajzen created the Theory of Planned
Behaviour (Ajzen, 1991). Based on the Theory of Reasoned Action
(TRA), the Theory of Planned Behaviour (TPB) expanded TRA to

increase its predictive power (Ajzen, 1991). According to Madden et al.
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(1992), the perceived behavioural control is one more variable added to

this theory than the Theory of Reasoned Action (Madden et al., 1992).

In addition to influencing behavioural intention, this variable will also
affect actual behaviour (Sadiq et al., 2025). Since perceived behavioural
control is a non-volitional component, it can improve the theory's
predictability (Ajzen, 1991). Intention can be strong, medium, or weak,
positive or negative, depending on how these factors show up (Al-Hadid et
al., 2022). The possibility of engaging in the behaviour increases with the
strength and positivity of the intention (Conner & Norman, 2022). On the
other hand, engagement is less likely when the intention is weak or
undesirable (Fishbein & Ajzen, 1975). This theory has been utilized in
various studies examining individual’s acceptance behaviour (Huang,
2023, Lai, 2017). According to Yusoff et al. (2022), this theory indicates
how university students intend to use technology, how they behave when
using it, and how comfortable they are using and accepting new
technology. Hence, it is an empirically tested theory as this theory has
validated its ability to predict human behavior across various contexts

(Ajzen, 2020).

2.1.3 Unified Theory of Acceptance and Use of Technology

Venkatesh et al. discovered the initial version of this framework in 2003.
This key internet commerce study by Venkatesh et al. (2003) combined the
technology acceptance model (TAM), theory of reasoned action (TRA),
and theory of planned behavior (TPB) to create the UTAUT model.
Subsequently, the models presented an extensive and detailed framework
in Figure 2.3 that is known as the Unified Theory of Acceptance and Use
of Technology (UTAUT). Performance expectancy, effort expectancy ,
social influence, and facilitating conditions are the four importance
structures identified by the theory. These four constructs have been revised

based on competing models. Performance expectancy is particular to a
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person's belief in the system's capability to help them achieve
improvements in job performance. Effort expectancy represents the
system’s level of user-friendliness. Social influence quantifies the degree
to which an individual perceives that important individuals in their life
want them to adopt the new system. Facilitating conditions measures a
person's view of the existence of the operational and technical framework

necessary to allow system utilization.

Figure 2.3:

Unified Theory of Acceptance and Use of Technology Model

Performance
Expectancy

Effort
Expectancy

Behavioural Use
Intention Behaviour

Social
Influence

Facilitating
Conditions

I Age “ Gender || Experience “ Voluntariness of Use

Source : (Venkatesh et al., 2003).

According to Blaise et al. (2018), this framework incorporates four
moderators, namely experience, gender, age, and voluntariness. The
moderating components of the four main variables have been determined
to be age, gender, experience, and voluntariness of use (Ayaz & Yanartas,
2020). The original UTAUT model was created to assess the installation
and utilization of technologies within a business context, and these factors
were not incorporated into the model concerning client acceptance
processes (Mensah & Khan, 2024). Thus, its moderators are linked to the

prediction of technology usage intentions and actual usage, mostly in
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enterprise situations. Yet, these four moderate factors won't be employed
or examined in the research. Figure 2.3 shows a visual depiction of the
UTAUT model. Researchers and practitioners are able to evaluate a
person's willingness to use a particular system by assessing these
conceptions' existence in an actual setting. The ongoing management
challenge of ensuring user acceptance of technology has occupied
researchers in information technology (IT) to the degree to which research
on technology acceptance and diffusion is currently regarded as one of the

more developed fields of study (Schwarz & Chin, 2007).

When comparing UTAUT with TAM,TRA and TPB, UTAUT
demonstrated the ability to describe technological acceptance behavior
which is 70%. This is a significant enhancement compared to previous
models, which often only describe acceptance of just more than 40%
(Venkatesh et al., 2003). Abd Rahman et al. (2021) indicate that this
model has an impact on the endogenous variable, behavioral intention
(BI), which ultimately results in use behavior (UB). The study by Bagozzi
(2007) argued that the UTAUT framework is too complicated with 41
independent variables for intents and at least 8 for conduct. Technology
acceptance is chaotic due to complexity. A coherent theory of
decision-making is developed through merging divergent knowledge. Van
Raaij and Schepers (2008) disagreed with the UTAUT for exhibiting less
austerity than the prior Technology Acceptance Model since its high R”.
Li (2021) only applies to crucial correlations with up to four variables. The
labeling and grouping of items and constructs was also seen as
troublesome because different items were put together to show a single

psychometric construct.

Thus, Li (2021) argued that using moderators like experience, gender,
age, and voluntariness to deliberately achieve high in UTAUT is
unnecessary and unsuitable when analyzing organizational technology
acceptances. He revealed that simple models can have good predictive
power with proper initial screening. Sykes et al. (2009) introduced the
Model of Acceptance with Peer Support (MAPS), a novel paradigm that

combines theories of individual acceptance with studies on organizational
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social networks. It revealed that analyzing social network structures can
provide insights into the acceptance of new information technologies
(Tugiman et al., 2023). Later, Chao (2019) created and examined a model
to forecast the characteristics that influence students' inclination to utilize
mobile learning (m-learning). The research expanded upon the UTAUT
paradigm by incorporating other factors such as perceived satisfaction,
mobile self-confidence, happiness, confidence and deemed risk. There was
a cross-sectional study carried out collecting data from 1,562 respondents,

utilizing several technological acceptance theories.

Numerous recent research have utilized the Unified Theory of Acceptance
and Use of Technology (UTAUT) framework to analyze technology
acceptance behaviors pertinent to this inquiry into e-government
acceptance among undergraduate students. Ayaz and Yanartas (2020)
validated the UTAUT model for evaluating e-government system
acceptance and illustrating that performance expectancy and effort
expectancy significantly affect behavioral intentions. Thus, it reinforces
the framework's relevance to digital service acceptance in educational
contexts. Xue et al. (2024) expanded UTAUT to examine the significant
influence of social influence in educational settings which aligns with this
study's emphasis on undergraduate students’s acceptance of e-government
service. Al-Hadid et al. (2022) utilized UTAUT to analyze the acceptance
of e-health systems that offer direct empirical and theoretical insights into
the influence of facilitating conditions and social factors on technology
adoption in public service settings. Collectively, these studies validate the
robustness of UTAUT in forecasting technology acceptance across many
domains, while confirming its appropriateness for examining the unique
aspects influencing undergraduate students' uptake of e-government

services.

34



2.2 Review of the Literature

2.2.1 Dependent Variable- Students' Acceptance of

E-Government Services

The term “students’ acceptance” describes the way in which users respond
to the services they receive (Martin, 2022). It displays the general level of
satisfaction both before and after utilizing the offered services. The
longevity of the service provider is one of the most crucial indicators of
public acceptance (Abbad, 2021). The period of time that service providers
are able to remain in business is known as sustainability. Since it will
demonstrate that the individuals are embracing the service provider, the
time frame is measured. According to Leary and Gabriel (2022), one of
them is the recognition of the people's future requirements. Technologies
that can adapt to the many shifts in people's demands are needed as their
needs continue to alter. Additionally, the viewpoints on service quality
generated by service providers are also used to calculate students’

acceptance (Ayaz & Yanartag, 2020).

The effectiveness and user retention of e-government services are
intrinsically linked to the foundational tenets of the Technology
Acceptance Model (TAM) introduced by Davis (1989). According to
Surahman (2023), the TAM construct of perceived usefulness is directly
related to how well a service meets set standards, which is a measure of its
efficiency. When e-government services regularly fulfill users'
requirements and expectations, students regard them as useful resources,
resulting in increased acceptance and adoption. The relationship is well
illustrated in the findings of Kong and Yuen (2022) which indicate that
active usage patterns and favorable user attitudes are definitive markers of
services being properly aligned with student needs. Perceived ease of use

is demonstrated in practice by user retention, as investigated by Rane et al.
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(2023). Over time, undergraduate students' continued use of e-government
platforms indicates that the systems are user-friendly and require little

work.

Thi et al. (2024) identified individual acceptability as a critical factor in
determining the effectiveness of e-government, and this ongoing usage
behavior is essential for evaluating the genuine acceptance levels.
Alvarez-Garcia et al. (2019) underscore the significance of these elements
by identifying user happiness as a critical success criterion for intangible
services such as digital governance platforms. Ilieva et al. (2024) offer
further insights by demonstrating that usage frequency and user attitudes
are dependable markers of acceptability levels. Their research corroborates
the findings of Zubir and Latip (2022) that students are inclined to utilize
services that effectively merge practical utility with operational ease. The
benefits of well-designed systems are diverse, encompassing improved
knowledge transmission as noted by Chen et al. (2021) and prolonged user
engagement as evidenced by Rita et al. (2019). These empirical findings
jointly affirm the ongoing significance of the Technology Acceptance
Model in elucidating e-government adoption trends among university
students. The model's fundamental concepts of perceived usefulness and
perceived ease of use accurately elucidate the psychological processes

influencing student adoption of digital services.

Analysing acceptance levels via frequency, willingness to utilise, and
attitudes towards these services might yield insights into potential
obstacles and opportunities for enhancement in the acceptance of digital
governance among young people (Mohd Suki & Ramayah, 2010). The
student’s acceptance of e-government service is significant research as the
dynamic nature of technology and the changing perceptions of consumers
toward digital government services (Mensah, 2019b). This is because it
helps them figure out what users want, what they expect, and what stops
them. Ultimately, this helps governments and policymakers make services
that people will use and like and shows how culture and country-specific

factors affect the use of e-government service (Jung, 2019).

36



2.2.2 Independent Variable- Performance Expectancy (PE)

Performance expectancy relates to the degree of belief of individuals in
adopting a system that would help them achieve benefits and enhance high
performance effectively which they believe their performance will enhance
if they adopt the system (Sewandono et al., 2022; Alblooshi & Abdul
Hamid, 2022). According to Alblooshi & Abdul Hamid (2022), defined
the impact on society as the perceived relevance of others in utilizing new
technology, with word-of-mouth influenced by family, friends, and IT
professionals, which in turn influences the acceptance or use of new
information technology. It means that individuals’ aspects, willingness,
and beliefs about new technologies can be affected by the way that
people’s insights and opinions around them(Sang & Fortenberry, 2021).
For instance, individuals’ willingness to try anything new is increased after
they hear people introduce it positively which also increases their

curiosity.

Additionally, performance expectancy from the perspective of individuals
on e-government service. Performance expectation, which is driven by
process clarity and efficiency of time and cost, indicates that implementing
e-government services would increase performance by improving
information and service accessibility (Sabani, 2020). According to the
research, the facets that affect performance expectancy of system use in a
setting include relative advantage, job fit, perceived usefulness, extrinsic

motivation, and result expectations (Maznorbalia & Awalluddin, 2021).

Performance expectancy relates to the ability to complete activities with
greater efficiency, improve job performance, and boost productivity (Tahar
et al., 2020). Extrinsic motivation is essential for accomplishing desired
results. Job fit describes the capacity of the system to enhance job
performance. Relative advantage refers to the superiority of innovation in
making work more efficient. Outcome expectations refer to the expected
rise in job effectiveness, career output, and job satisfaction. In sum, these

factors help e-government services to fulfill the individuals’ expectations
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and needs in their performance by emphasizing the usefulness, motivation,
capabilities, benefits, and outcomes in enhancing the acceptance on
services of e-government while also satisfying the individuals (Raffaghelli

et al., 2022).

There are mixed results for the performance expectancy on the students’
acceptance of e-government services. It was found that have a significant
impact on the behavioural intentions for students’ acceptance of
e-government services in several countries, including Malaysia, Turkey,
Philippines, Oman, Indonesia, Saudi Arabia, China, Colombia, and
Pakistan. Performance expectancy is a significant factor in determining
students' behavioural intention to use e-learning and e-government
services, especially after COVID-19 (Akbar et al., 2023). Cloud services,
such as Electronic Document Management Systems (EDMS), can enhance
academic achievement and task completion (San et al., 2024; Ayaz &
Yanartag, 2020). These solutions allow people to execute work more
efficiently in document-intensive environments such as universities.
Students' perceived utility of e-government learning services is highly
influenced by information quality, and this influence has a beneficial effect
on students' perceived learning value (Al-Omairi et al., 2020). The
availability of features and high-quality content reinforces their belief that
these tools would help them achieve their learning objectives (Xin et al.,
2022). For example, performance expectancy can be used to assess public
perception of e-government's usefulness or future applications, such as
e-taxation and e-complaints in government agencies (Berlilana et al.,

2017).

Since individuals believe that online services save time and money while
improving performance outcomes, performance expectancy is a powerful
predictor of adoption in the context of e-government services (Nasri,
2025). However, several studies' findings revealed that performance
expectancy had no significant impact on students' intentions to use
e-government services, most likely due to a lack of appreciation or

understanding of the potential work performance benefits of e-government
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services (Mensah, 2019a). Performance expectancy has no substantial
influence on continued desire to utilize the service. It's possible that
undergraduate students already have a positive perception of digital
platforms, which could mitigate the influence of performance expectancy
on their behavioural intentions (Méndez-Rivera et al., 2023). A positive
user experience for undergraduate students is more important in
determining long-term engagement. For some users, performance
expectancy may not have a substantial impact on long-term usage
intentions, with other variables such as user experience taking priority

(Napitupulu et al., 2024).

2.2.3 Independent Variable- Effort Expectancy (EE)

Effort expectancy means the level of individuals’ belief in effortlessness
while using the system, especially important in the early acceptance stage
of new technologies (Camilleri, 2024). It implies that depending on the
correlation between effort, performance, and rewards, ease of use becomes
irrelevant after long-term use of new technology (Onaolapo & Oyewole,
2018; Camilleri, 2024). The more effortlessness in using the system, the
higher the expectation, and the higher the acceptance of individuals in new
information and communication technology (ICT). This approach to
technology utilization is based on the belief that it doesn't require user
effort and relies on innovation and the latest technology to advance the
objectives, highlighting how users perceive technology usage (Anggraeni
et al., 2024). Moreover, effort expectancy evaluates the ease with which
information systems may be used, showing the level of ease of use that
users experience which represents the complexity of software-based
operations such as payment and application systems (Zainavy et al., 2023).
Effort expectancy is consistent with being viewed as user-friendly, which
has been explained to have a beneficial and important effect on the views

of individuals toward accepting and adopting a new technology.
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Besides, effort expectancy from the perspective of individuals on service
of e-government. During the early phases of e-government, individuals'
perceptions of its ease of acceptance are important factors that impact its
acceptance (Sabani, 2020). Since people are reluctant to embrace new
technologies, improvements in learnability could encourage the acceptance
of e-government, which has been viewed as a more successful approach
(Sabani, 2020). Complexity indicates that the system is regarded as
difficult to understand and operate. In conclusion, effort expectancy factors
took on an important responsibility in e-government services which
improved the service to become more effortless, efficient, and effective in
fulfilling the expectations and satisfaction of individuals. It helps the
government to increase the acceptance of individuals on services of
e-government by improving services’ accessibility and degree of

simplicity.

Effort expectancy has shown mixed results in influencing the intention to
use e-government services across various countries, including Malaysia,
Philippines, Oman, Indonesia, China, Scotland, Saudi Arabia, and
Pakistan. Effort expectancy has demonstrated varying levels of influence
on the intention to use e-government services. In several studies, students
indicated that perceived ease of use significantly impacts their intention to
engage with cloud-based or online public services, suggesting that
simplicity and user-friendliness are important factors in task completion
and satisfaction (San et al., 2024; Berlilana et al., 2017). Effort expectancy
has also been shown to affect students' behavioral intention to adopt
e-government platforms, often emphasizing the importance of intuitive
design and minimal effort in using the systems such as user-friendly
government-run websites (Wu et al., 2024: Xin et al., 2022). In educational
contexts, information quality linked to effort expectancy contributes to
students’ willingness to use e-government learning services (Al-Omairi et
al., 2020). Effort expectancy is also associated with higher satisfaction and
continued use, especially when systems are designed to accommodate
users with varying levels of technological proficiency (Napitupulu et al.,

2024).
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Students are more likely to adopt Iot technology for educational purposes
if it's easy to use, aligning with the trend of students preferring intuitive
systems that require minimal effort, enhancing their experience and
encouraging continued usage (Almetere et al.,, 2020). Furthermore, a
user-friendly interface can be a stronger influence on satisfaction than
perceived usefulness alone. However, the study discovered that effort
expectancy had no significant influence on students' behavioral intentions
to use e-government services, most likely due to their familiarity and
proficiency with internet-related applications (Mensah, 2019a; 2019b).
This could be due to the EDMS requirements and terms of service, which
can make users unwilling to utilize the system due to its ease or difficulty
(Ayaz & Yanartas, 2020). A simple interface can help overcome obstacles
and reduce the number of transactions required to access the essential
information. However, effort expectancy had a large influence on attitude,
probably because undergraduate students have a good attitude toward

technology regardless of its ease of use (Méndez-Rivera et al., 2023).

2.2.4 Independent Variable- Social Influence (SI)

Social influence is the extent to which a person believes that influential
individuals think they ought to adopt the new technique (Venkatesh et al.,
2003). According to Wang et al. (2024), SI is the level to which the notion
is used to improve one's social standing and the reference group's
subjective culture. The subjective standard, social influence, and image are
similar constructs found in several earlier models and theories (Wijaya et
al., 2022; Fitrianie et al. (2021) state that subjective norms also refer to the
impact of the perception of most significant persons on an individual's
behavior. Individuals who have authority over their behavior, for example,
feel that they ought to apply the system, or those who have a significant

amount of value over them ought to use it.
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According to Chen et al. (2023), social influence could influence
individuals who utilize a system because their friends or coworkers do the
same, and the system is endorsed by the organization. The final component
of this variable is the reputation (Nguyen & Chu, 2021), which measures
how much using the system is thought to improve a person's standing or
look in their social network. People who use the system are seen as more
prestigious within the organization or community than those who do not.
In addition, users hold significant positions and access to the system serves
as a status marker (Dwivedi et al., 2021). In general, Social influence is the
degree to which users believe important people share their views about
how to use new technologies. The researchers discovered that these
constructs have no importance and that social influence shows a minimal
positive association in the UTAUT model. Thereby, the social influence
component seems to be significant just in the early phases of acceptance
and to become insignificant with more expertise when required
(Raffaghelli et al., 2022). In other words, if a person is comfortable with
the technology, other people's opinions have no bearing on their intentions.
However, social influence and individuals' acceptance of the use on the
services of e-government should or would be expected to have a link when

it turns up to services of e-government (Al-Hadid et al., 2022).

Although e-government is accessible in Malaysia, the social influence may
have an indirect impact on the intention to utilize it. Nevertheless, current
research yields inconsistent results concerning the influence of social
influence on technology acceptance. Tang et al. (2021) observed no
significant association between social influence and technological
acceptability in China, suggesting that societal pressure may not promote
acceptance. In Indonesia, subjective standards and social pressure
significantly influenced technology acceptance, emphasizing cultural
disparities in how social expectations drive acceptance behaviors.
Additionally, Wang et al. (2024) revealed that social influence in China
positively affects individual acceptability through social standing and

cultural judgments rather than peer or authority pressure.
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The mixed results indicate that the influence of social influence on
e-government acceptance may differ based on cultural, sociological, and
environmental variables (Jung, 2019). Although social influence may exert
considerable impact in settings characterized by robust hierarchical
structures and collective standards, its efficacy wanes in contexts where
individuals prioritize personal experience and usability above external
expectations. Despite the availability of e-government services in
Malaysia, social influence may still exert an indirect impact on acceptance,
particularly through perceived repute and peer endorsement (El-Ebiary et
al., 2019). Nonetheless, its impact may be more pronounced during the
initial phases of acceptance and diminish as users develop proficiency with
the system (Raffaghelli et al., 2022). Consequently, comprehending the
particular context in which social influence is essential for assessing its
genuine influence on the wundergraduate students’ acceptance of

e-government services in UTAR Kampar.

2.2.5 Independent Variable -Facilitating Conditions (FC)

According to Venkatesh et al. (2003), "facilitating conditions" are the
perceived availability of the organizational and technological
infrastructure required to allow the efficient utilization of a system or
technology. The idea is essential to comprehending the variables that affect
people's acceptance and use of modern technologies. It includes a range of
components that influence how users perceive the system's viability and
suitability for their needs (Venkatesh et al., 2003). Facilitating Conditions
refer to the technological and organizational frameworks that enable the
utilization of a system (Abd Rahman et al., 2021). This entails possessing
the requisite technology and understanding its utilization. It also pertains
to the accessibility of resources that facilitate the utilization of the system
(Ayaz & Yanartas, 2020). This indicates that the individual has access to
dependable Wi-Fi, computers, or technical assistance that facilitates the
successful use of e-government services (Zeebaree et al., 2022). According

to Hagger et al. (2022), facilitating conditions is the belief that people
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have about their capacity to use the system effectively, and it interacts with
enabling factors. This encompasses things like the availability of required
resources and technological support as well as self-efficacy, or the belief
in one's capacity to carry out activities mandated by the system (Al-Hadid
et al., 2022). In order to efficiently navigate and operate the system, users
have to know that they must be equipped with the necessary skills and

knowledge.

Institutional support and system compatibility are two facilitating
conditions for e-government adoption among UTAR Kampar
undergraduates which have a substantial impact on their acceptance of
digital government services. Ambarwati et al. (2020) note that enabling
conditions require proactive guidance such as targeted training on
myPTPTN online and accessible support systems to troubleshoot technical
issues. Chatterjee et al. (2021) emphasize the compatibility of the
congruence between e-government systems and students' academic
processes, values, and digital practices. These synergies between
institutional support and user-system fit reduce adoption barriers and
improve undergraduates' acceptance of e-government service which is

crucial to their sustained use and satisfaction.

Facilitating conditions are crucial when it turns up to services of
e-government, as citizen acceptance and utilization are crucial (Raffaghelli
et al., 2022). If citizens are aware of strong external support from
organizational infrastructure such as clear policies, accessible support
channels and technical infrastructure such as dependable platforms, secure
networks, they tend to use services of e-government (Li, 2021). The idea
of facilitating conditions emphasizes how crucial it is to make sure that the
equipment, networks, and compatibility elements required to enable users'
acceptance and efficient use of new technologies are available (Dwivedi et
al., 2021). Organizations and politicians can increase the chances of
effective technology acceptance and integration in a variety of sectors,

including e-government services, by attending to these factors.
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The association between facilitating conditions and technological
acceptability is inconsistent in extant studies. In Malaysia, Abd Rahman et
al. (2021) discovered no significant correlation between facilitating
conditions and individual technology acceptance, indicating that the
availability of resources and infrastructure may not directly affect user
acceptance. This contrasts with research in the UK, where Hagger et al.
(2022) demonstrated that facilitating conditions positively influences
technology acceptance as individuals with enhanced resource availability
and heightened perceived behavioural control are more inclined to accept
new technologies. In China, Li (2021) discovered that infrastructure,
technical support, and organisational help substantially improved

facilitating conditions hence facilitating e-government acceptance.

The varied findings indicate that the influence of facilitating conditions on
e-government acceptability may be contingent upon circumstance. Some
research imply that infrastructure and assistance positively influence
acceptance while others argue that external resources alone may be
inadequate without considering additional behavioural or motivational
elements. In the Malaysian context, the absence of a substantial correlation
between facilitating conditions and acceptance suggests that alternative
factors, such as individual motivation or trust in e-government services,
may exert a more influential effect. Comprehending these contextual
variables is essential for policymakers seeking to improve e-government
acceptance by ensuring that facilitating conditions correspond with users'

expectations and requirements.

45



2.3 Proposed Conceptual Framework

Figure 2.4 :

Conceptual Framework Model

Independent Variable Dependent Variable

‘ Performance Expectancy

Students' Acceptance of

‘ Effort Expectancy ‘
\l e-government service

‘ Social Influence | —

|
‘ Facilitating Conditions }/”//

Source : Developed for the research

The study's conceptual framework is illustrated in Figure 2.4 to study the
students’ acceptance of e-government services among undergraduate students in
UTAR, Kampar. This framework consists of four independent variables which are
performance expectancy , effort expectancy , social influence and facilitating
conditions. These variables are drawn from the theory of technology acceptance
model, theory of reasoned action, theory of planned behaviour and UTAUT which
are expected to significantly influence students' acceptance of e-government
services among undergraduate students in UTAR, Kampar. Based on prior
research, it is inferred that these independent variables will play a crucial role in
shaping students’ acceptance behavior. Therefore, this framework will be used to
examine whether this inference is correct. In the subsequent section, hypotheses

will be formulated based on this conceptual framework.
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2.4 Hypotheses Development

2.4.1 Performance Expectancy and Students' Acceptance of

E-Government Services

According to Venkatesh et al. (2016), performance expectancy is the
degree to which people think that utilizing the system will enable them to
perform better at work. The degree to which individual users perceive
telecenters as a means to improve their overall efficiency. Additionally, it
serves as a significant indicator of the intention to utilize information
systems (Macedo, 2017). Lallmahomed et al. (2017) conducted empirical
research to identify the elements impacting the willingness to accept
telecenter users. The results revealed that performance expectancy is a
highly influential variable in determining its acceptance. Rehman et al.
(2016) found that performance expectancy has a notable impact on
individuals' attitudes and opinions about the implementation of
e-government. Sharma et al. (2018) observed that performance expectancy
had a crucial role in determining users' inclination to utilize mobile apps
for government services.Therefore, Dagnoush and Khalifa (2021)
discovered that performance expectancy had a substantial link with
students’ acceptability of mobile commerce transactions in their research
of Libya. The study conducted by Leong et al. (2021) additionally claimed
that performance expectancy has a substantial influence on students’

acceptance of M-payment in Malaysia.
Hence, the hypothesis has been formulated as follows :

H % There is a significant relationship between performance expectancy

and undergraduate students' acceptance of e-government service in UTAR

Kampar.
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2.4.2 Effort Expectancy and Students' Acceptance of

E-government Service

Venkatesh et al. (2003) defined effort expectancy as the degree of ease,
particularly when used in conjunction with the system. Users feel relieved
when technology requires less effort to utilize. It is connected to the level
of simplicity associated with using e-government in telecenters. Telecenter
users tend to accept e-government if it is easy to use and requires little
effort. Most research revealed that effort expectancy was associated with a
higher desire to utilize information systems (Bhatiasevi, 2016). Other
scholars like Yaseen and El Qirem (2018) also discovered that effort
expectancy has a significant influence on behavioral intention. Effort
expectancy described the simplicity of learning how to use e-government
through telecenters based on perceptions of ease related to its usage.
Numerous studies have proven that effort expectancy has a significant
influence on behavior intention in terms of technology utilization
(Venkatesh et al., 2016). According to Jevsikova et al. (2021), effort
expectancy has a major impact on teachers' students’ acceptance of online
educational tools. Furthermore, Wijaya et al. (2022) further demonstrate
that effort expectancy has a major impact on the students’ acceptances of

the implementation of micro-lecture Mathematics instructors in China.
Hence, the hypothesis has been formulated as follows :

H,: There is a significant relationship between effort expectancy and

undergraduate students' acceptance of e-government service in UTAR

Kampar.
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2.4.3 Social Influence and Students' Acceptance of
E-Government Service

According to Venkatesh et al. (2016), social influence is a notion that other
people's experiences should be used to create a new system. This is due to
the assumption that ambiguity created by new services in the center like
e-government has a significant impact on telecenter users and will compel
them to consult with others prior to adopting the service. When SI is
considered as a key component of a communal culture like Malaysia, this
study implies that users would be heavily impacted by others (Tabassum et
al., 2019). Past studies (Xin et al., 2022; Zubir and Latip, 2022) have
revealed that social influence is a crucial factor for launching

e-government in many circumstances.

According to Fitrianie et al. (2021), social influence has a considerable
effect on the individual's acceptance of mobile phones for mental
behavioral treatment of insomnia. Nguyen and Chu (2021) further revealed
that social influence has a strong relationship on the students’ acceptance
among university students particularly on the digital instruments for
learning English in the UTAUT Model. Thereby, social influence also has
a significant impact on the students’ acceptance for using the electronic
payments for the financial industry (Chen et al., 2023). Raffaghelli et al.
(2022) also concluded that social influence is positively influencing the

students’ acceptance to adopt the alert system on tertiary education.

Hence, the hypothesis has been formulated as follows :

H 5 There is a significant relationship between social influence and

undergraduate students' acceptance of e-government service in UTAR

Kampar.

49



2.4.4 Facilitating Conditions and Students' Acceptance of
E-government Service

According to Venkatesh (2003), facilitating conditioning refers to an
individual's view that their current system facilitates acceptance of
technology. Each technology requires unique infrastructure to function
properly. For health support facilities, consumers require a reliable internet
connection, a cell phone, and a grasp of technology. Facilitating conditions
is the premise that there exists a well-established institutional and practical
framework to support the use of the system (Venkatesh et al., 2016).
Robust technological assistance, explicit instructions, and a conducive
system of regulation guarantee that individuals can confidently access and
make use of these services (Camilleri, 2019). It can be defined as the user's
belief that there is a well-established operational and scientific framework
to support the usage of e-government in telecenters. Wardana et al. (2022)
and Terrance (2023) reveal that facilitating conditions is an important
characteristic that impacts e-government acceptances by citizens in
multiple nations. Furthermore, Al-Mansoori et al. (2018) determined that
having strong support and adequate facilities should increase the
behavioral intention to utilize mobile applications for government services.
According to Ma et al. (2019), facilitating conditions has a strong
relationship with the students’ acceptance particularly on transformation of
digital information among the teachers in China. Thus, Abbad (2021)
noted that facilitating conditions significantly influenced the students’
acceptances specifically on the acceptance of online learning among

students.
Hence, the hypothesis has been formulated as follows :

H A There is a significant relationship between facilitating conditions and

undergraduate students' acceptance of e-government service in UTAR

Kampar.
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2.5 Chapter Summary

In conclusion, this chapter briefly discusses the literature review of the
research. It focused on the literature review of independent variables
(performance expectancy, effort expectancy, social influence and facilitating
conditions) and the dependent variable (undergraduate students' acceptance of
e-government service). In this chapter, the researchers reviewed theories,
conceptual frameworks, and developing hypotheses. The research methodology

will be discussed in the next chapter.
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CHAPTER 3 : RESEARCH METHODOLOGY

3.0 Introduction

This chapter briefly described what is the method to carry out the research and
how the study from the research has been undertaken. This chapter discusses
whether the research design is qualitative or quantitative, who the target
participants are, and why they were chosen. In this chapter, researchers will
discuss layout, gathering data, sampling, instruments for construct measurement,

processing of information and analysis.

3.1 Research Design

This research aims to study which factors will have a significant influence
towards the acceptance of e-government among private university students. For
the purpose of this study, quantitative research will be conducted because this
research focuses on collecting and analyzing the data received from the
respondents (Busetto et al., 2020). In quantitative research, the research questions
are often proposed at the early stage of the study to investigate the correlation
between the variables of the study (Barroga & Matanguihan, 2022). An
investigation is held to perform statistical techniques with the quantifiable
variables to collect data from the targeted respondents. In quantitative research, a
survey form is distributed to private university students to collect their opinion.
The survey will provide multiple-choice answers for each question of variables to
avoid complexity and reduce the burden of respondents online with open-ended
questions. This research proposal adopts a causal research design as being adopted
by Al-Omairi et al. (2020) and Méndez Rivera et al. (2023) to investigate the
factors affecting the student's acceptance on e-government services. As we are
only focusing on sending survey forms to university students to receive a wide

range of opinions, it can be classified as quantitative research (Sivasamy, 2023).
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3.2 Data Collection Methods

Collection of data is identified as a crucial process to gather information for the
research project. Which can be sourced in two ways namely primary and
secondary data. Primary data is also known as original data which is directly
collected from the source itself, also known as first-hand data (Mubarok et al.,
2023). This study was carried through a questionnaire survey. The online survey
form will be sent to our target respondents using Microsoft Teams, Google form
and email. This data gathering approach is preferred for its reliability and ease of
coding, analysis, and interpretation. This way, we are able to reduce the amount of
time, use less cost, and, at the same time, reach a wider target audience (Nayak &
Narayan, 2019). Secondary data is existing data that was gathered by someone
else to assist their research for purposes different from the current research topic
(Ajayi, 2023). We used secondary data sources such as journals and articles to

conduct more reliable literature reviews (Rosmayanti et al., 2022).

3.3 Sampling Design

3.3.1 Target Population

The targeted population is a specific subset of the population that is the
main focus of study or analysis (Willie, 2023). It is the responsibility of the
researchers to ensure that the respondents are from the target population in
order to collect and analyze the appropriate data. In essence, verifying the
respondents' eligibility for the survey is of the utmost importance. The
purpose of this study is to examine the elements that could influence
undergraduate students' acceptance of e-government services in UTAR

Kampar.
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3.3.2 Sampling Frame and Sampling Location

A sampling frame is a list of individuals or items included in a selected
population for research purposes. Residents and data sampling differ in
that population sampling comprises all individuals, whereas sampling
frames are more specific (Mooney & Garber, 2019).The place that is
selected to collect the data is the sampling location and the target
population are all undergraduate students in UTAR Kampar Campus. This
research analyzes undergraduate students from six faculties that are

located from Universiti Tunku Abdul Rahman, Kampar.

3.3.3 Sampling Elements

An element represents an individual unit or instance from a specified
population. A specific sampling technique will be employed to choose
certain elements from the population for analysis in the study. The research
project targets UTAR undergraduate students from six different faculties at
the Kampar campus, selected by quota sampling. In addition to faculties,
the chosen respondents for this survey also vary by gender, age, ethnicity,

highest education completed and current year of study.

3.3.4 Sampling Technique

Sampling approaches consist of two components which are probability and
non-probability (Raifman et al., 2022). One way to choose responders is
through probability sampling, in which each part has an equal chance of
being chosen (Singh et al., 2023). According to Ahmed (2024), there is a
method known as non-probability sampling that does not offer a means of
assessing the likelihood that each element of the population will be

represented in the sample.

54



For this study, researchers used questionnaires delivered to undergraduates
as a means of collecting data. Quota sampling which is a non-probability
sampling technique was chosen for this study in order to pick respondents
from the UTAR Kampar Campus. Without a sampling frame, this sampling
method can be applied (Mooney & Garber, 2019). The reason this method
was chosen is because Ahmed (2024) indicates that quota sampling gives
results that are similar to those found with probability sampling. In
addition, quota sampling helps with the limited response rate difficulties

that probability sampling has (Raifman et al., 2022).

This methodology was employed in several empirical research projects.
Zubir and Latip (2022) and Zagyi (2021) implemented quota sampling
methods to gather data from individuals utilizing e-government service. In
summary, quota sampling is a fundamental sampling selection method that
is straightforward to comprehend. It enables researchers to sample a subset
to achieve the aims of their study. Consequently, implementing quota
sampling facilitates the acquisition of sufficient and reliable data to
conduct the pilot test and thereafter evaluate the hypotheses (Raifman et

al., 2022).
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3.3.5 Sampling Size

Figure 2.5 :

Sample size table

Table for Determining Semple Size from g Gicen Population

N 8 N o N 8
10 10 220 140 1200 2091
15 14 230 144 1300 207
20 10 240 148 1400 a02
25 4 250 152 1500 306
a0 8 260 155 1600 3o
35 32 270 150 1700 a3
40 36 280 163 1800 37
45 40 200 165 1900 az0
50 4 300 160 2000 3z
53 48 320 175 2200 3
1] 52 340 131 2400 33
53 56 300 1846 2000 335
70 50 s 191 2800 338
7 [ 400 196 3000 341
ED 6 420 201 3500 346
85 70 440 203 4000 51
%0 7 460 210 4500 354
95 ki 480 214 5000 a57
100 80 500 217 000 361
110 ) 550 226 7000 364
120 02 600 734 8000 367
120 o7 650 242 go00 368
140 103 700 248 10000 a0
150 108 750 24 15000 375
“100 113 £00 260 20000 3
170 118 850 263 30000 379
150 123 900 269 40000 380
190 127 230 274 50000 381
200 132 1000 278 TH000 382
210 130 1100 285 1000000 381

Kot~ b populstion size.
5 ia anmple aloe.

Source : (Krejcie & Morgan, 1970)
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Table 3.1 :

Population of undergraduate students in UTAR, Kampar Campus

Faculty Undergraduate % of Overall Number of
Students Students Respondents
Faculty of 463 5.2% 19
Engineering and
Green Technology
(FEGT)
Faculty of 1,972 22.6% 83
Information and
Communication
Technology (FICT)
Faculty of Science 1,489 17.1% 63
(FSc)
Faculty of 3,058 35.1% 129

Business and
Finance (FBF)

Faculty of Arts and 1,467 16.8% 62
Social Science
(FAS)

Institute of 286 3.3% 12
Chinese Studies
(ICS)

Total 8,735 100% 368

Source: Developed for the research

Table 3.1 showed that there are 8,735 undergraduates students enrolled in
total at the six faculties in UTAR Kampar in 2023. The sampling sizes
provided in by Krejcie and Morgan (1970) can be used by researchers to
estimate the number of respondents required for this study. As a result,
Figure 2.5 indicates that in order to guarantee more precise data and
outcomes without experiencing significant difficulties, this research

minimum must gather about 368 responses.
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3.3 Research Instrument

3.3.1 Questionnaire Design

There were six primary components to the questionnaire, which were
components A, B, C, D, E, and F. Section A will request the respondent's
demographic information, while Section B is composed based on the
independent variable, performance expectancy. Thus, Section C is the
second independent variable which is effort expectancy while Section D is
the third independent variable which is social influence. Section E is the
last independent variable which is facilitating conditions. In contrast,
Section F is the dependent variable which is the students’ acceptances.
Both nominal and ordinal scales were used in Section A. Section B, C, D,

E and F used an interval scale with a 5-point Likert scale.

3.3.2 Pilot Studies

According to Arain et al. (2010) , pilot studies is a small feasibility
investigation envisaged to assess multiple elements of the methods
proposed for a more extensive, exacting, or corroborated examination.
Pilot examination is an early feasibility study performed to investigate
multiple components of the proposed methodology in preparation for a
more vast, accurate, or proved investigation (Lowe, 2019). For the pilot
testing reliability test to be conducted using Cronbach's alpha, a minimum
of thirty respondents are needed as stated by Bujang et al. (2024). There
are 30 sets of questionnaires that have been distributed to UTAR students.
In this study, the pilot studies were conducted for five days from 26
August 2024 to 30 August 2024. The researchers used the SPSS program

to develop the data after the data collection was completed.
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3.4 Constructs Measurement

3.4.1 Nominal Scale

Question 1 (Gender), Question 3 (Ethnic group), and Question 4 (Faculty)

are the three questions in Section A that employ a nominal scale.

1.Gender :
[(J Male
[J Female

3.4.2 Ordinal Scale

Question 2 (Age), and Question 5 (Year of study) are the three items in

Section A of the questionnaire that use an ordinal scale.

2. Age:
[J 18 to 21 years old

[J 22 to 25 years old
[J 26 to 29 years old
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3.5.3 Interval Scale

In parts B, C, D, E, and F, scales based on Likert were used to analyze

questionnaire variables categorized as 1 respectively disagree strongly, 2

indicates disagreement, 3

agree, and 5 represent

below :
Figure 2.6 :

Example of questionnaire

indicates neutral in nature, 4 representatively

highly agree. An illustrative example is given

Performance
Expectancy

(PE)

Strongly
disagree

Disagree

Neutral

Agree

Strongly
agree

PE1 | By using
e-government
services, [ would
be able to complete
tasks in the public

sector quickly.

PE2 | Using
e-government
services enables
me to effortlessly
get the information

I require.

PE3 | E-government
leads to reduced
service times with
simplification of

processes.

PE 4 | Using the
e-government
services improve
the quality of

Services.
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3.5.4 Origin of Measure of Construct

The questionnaire comprises 22 question elements. The questionnaire

sought to determine the factors that influence the undergraduate students'

acceptance of e-government service in UTAR Kampar. Some of the

questions in Sections B through F were taken from previous research. Each

and every questionnaire is assessed using the five-point Likert measure.

Table 3.2 :

Origin of Construct Questionnaire

Construct Number of Adapted From Scale
Items
Performance 4 (Maznorbalia & Strongly disagree (1) to
Expectancy Awalluddin, 2021) Strongly agree (5)
Zahid & Haji Din,
2019; Zeebaree et al.,
2022)
Effort Expectancy 4 (Maznorbalia & Strongly disagree (1) to
Awalluddin, 2021) Strongly agree (5)
Social Influence 4 (Alblooshi & Abdul | Strongly disagree (1) to
Hamid, 2022; Strongly agree (5)
Maznorbalia &
Awalluddin, 2021)
Facilitating 5 (Haji et al., 2023; Strongly disagree (1) to
Conditions Zeebaree et al., 2022) Strongly agree (5)
Students’ 5 (Alblooshi & Abdul | Strongly disagree (1) to
Acceptance of Hamid, 2022; Strongly agree (5)
e-government Maznorbalia &
service Awalluddin, 2021;
Zahid & Haji Din,
2019)
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3.5.5 Measurement of Independent Variables and

Dependent Variable: Operational Definition

In this research, four factors shaped university students’ acceptance of
e-government services in Malaysia, including performance expectancy,
effort expectancy, social influence, and facilitating conditions. The items
from the questionnaire were all measured using the five-point Likert scale,
which represents the respondents' association degree on a scale from 1 to

5, “Strongly disagree” to “Strongly agree.”

3.5.5.1 Performance Expectancy

The operational definition of performance expectancy is referred to as the
degree to which individuals expect that using the technologies will assist
them attain gains in job performance (Xue et al., 2024). In this research, it
can be explained that the students’ acceptance of e-government services is
influenced by the improvement in their performance through service

efficiency, information accessibility, time-reduction, and service quality.

Performance expectancy is measured using the four items derived from
Zahid and Haji Din (2019), Maznorbalia & Awalluddin (2021), and
Zeebaree et al. (2022). For example, “By using e-government services, |
would be able to complete tasks in the public sector quickly.”, “Using
e-government services enables me to effortlessly get the information I
require.”, “E-government leads to reduced service times with

)

simplification of processes.”, and “Using the e-government services

improve the quality of services.”
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3.5.5.2 Effort Expectancy

The operational definition of effort expectancy is defined as the extent to
which individuals assume that the utilization of new technologies would be
easy to use without difficulties (Faroqi et al., 2020). In this research, it can
be explained that the students’ acceptance of e-government services is
influenced by the ease of use, ease of learning, skill development, and ease

of access to government services.

Effort expectancy is measured using the four items derived from
Maznorbalia & Awalluddin (2021), including “Learning to use the

PN T4

e-government services system is easy.”, “Using the e-government services
system is easy.”, “It is easy for me to become skillful at using the
e-government services system.”, and “By using the e-government system, |

am able to get government services easily.”

3.5.5.3 Social Influence

The operational definition of social influence is referred to as the degree of
the impact of others, such as peers, friends, and family, on an individual's
decision to use or avoid a certain new technology (Bulya & Pribadi, 2024).
It can be explained that the students’ acceptance of e-government services
is the willingness of the students to decide on using e-government services
is affected by the university’s lecturers and tutors, course mates, friend

groups, influencers and family members (Zeebaree et al., 2022).

Social influence is measured using the four items derived from Shaban and
Anas Salman Alabboodi (2019), and Maznorbalia & Awalluddin (2021).
For instance, “People who are important to me think that I should use
e-government services.”, “People who influence my behavior think [

’

should use the e-government services.”, “I would use e-government
services if my peers did use the services.”, and “Government agencies

encourage citizens to use the e-government services system.”
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3.5.5.4 Facilitating Conditions

The operational definition of facilitating conditions is defined as the extent
to which individuals view the availability of organizational and technical
infrastructure to facilitate system utilization (Abbad, 2021). It can be
explained that the students’ acceptance of e-government services is
considered the foundation to enjoy the services based on the infrastructure
and guidelines provided by the government, their resources, and their

internet experience.

Facilitating conditions are measured using the four items derived from
Maznorbalia & Awalluddin (2021), Zeebaree et al. (2022), and Hajj et al.

(2023). For example, “I have the resources necessary to use e-government

’

services.”, “I have sufficient experience with the Internet to utilize

)

e-government services.”, “There is technical assistance from government

)

available for using e-government services.”, “When I use e-government
services, I am guided by good instructions.”, and “The e-government

services are provided with the necessary infrastructure.

3.5.5.5 Students' Acceptance

The operational definition of students’ acceptance describes an individual's
personal possibility of engaging in a specific behaviour, such as accepting
and utilizing technology, which affects their willingness and attitude to

utilize it in the present and the future (Antoniadis et al., 2022).

Students’ acceptance is measured using the four items derived from
Shaban and Anas Salman Alabboodi (2019), Zahid and Haji Din (2019),
Mensah et al. (2020) and Maznorbalia & Awalluddin (2021). For instance,

“I am confident that I will use e-government services in the future.”, “I

’

use e-government services on a regular basis.”, “Most of my government

o«

requests are done through e-government services.”, “Using e-government
services is a good idea.”, and “I recommend for my peers to utilize the

>

e-government services platform.’
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3.6 Data Processing

Data processing is a critical element of research as it empowers organizations to
enhance their strategic initiatives and increase their competitive edge. It involves a
number of steps, such as editing, checking, and deleting unnecessary content,
before it is analyzed. In order to compile the survey data, we input the responses

into the Statistical Package for the Social Sciences (SPSS) software.

3.6.1 Data Checking

Data checking is an important part of data processing that makes sure the
information from the questionnaire is accurate and valid. Out of the 50
answers we got, we had to check to make sure no one answered the same
question more than once or only partially. The design of the questionnaire

takes into account the needs of our research.

3.6.2 Data Editing

Data editing was the process of applying examinations to identify entries
that are absent, incorrect, inconsistent, or pointers to possibly false data
records. Although our questionnaire had no missing or nonsensical
answers, we changed it to guarantee that there were 50 responses in total.
The questions on the questionnaire were clear to our responders, who did

not need to modify any information.
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3.6.3 Data Coding

Coding data was a classification technique utilized in the statistical
analysis of observational data. SPSS software was used to code each and
every questionnaire response for the research project. The demographic

section's (Section A) numbers are coded as follows:
Table 3.3 :

Data Coding

Question 1 Gender 1 =Male

2 = Female

Question 2 Age 1 =18 to 21 years old
2 =22 to 25 years old

3= 26 to 29 years old

Question 3 | Ethnic Group |l= Malay
2= Chinese
3= Indian

4=Others

1= Faculty of Engineering and Green

ion 4 Facul
Question aculty Technology (FEGT)

2=Faculty of Information and Communication
Technology (FICT)

3= Faculty of Science (FSc)
4 = Faculty of Business and Finance (FBF)
5= Faculty of Arts and Social Science (FAS)

6= Institute of Chinese Studies (ICS)
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Year of study in|l1= Year 1

Question 5 . .
university

2= Year 2
3= Year 3

4= Year 4 or above

In addition, the responses to question Section B to C were ranged on a
scale from 1 — 5, with “1” that indicates strong disagree and “5”

representing strong agree such as:
A response of 1 indicates a strong disagreement with the statement.
A response of 2 signifies disagreement.

A response of 3 reflects a neutral stance, meaning no agreement or

disagreement.
A response of 4 indicates agreement.

A response of 5 represents strong agreement with the statement.

3.6.4 Data Transcribing

Data transcription refers to the process of converting data from one format
to another. Once the data has been collected from all questionnaires, it will
be inputted into computer software in order to expedite the analysis
process. Prior to being inputted into the SPSS software, the data will
undergo encoding. The questionnaire's validity and reliability will
thereafter be assessed by reliability analysis, aligning with the objectives

and hypotheses of our study.
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3.7 Data Analysis

Data analysis converts collected data into meaningful facts that can be used to
understand, analyze qualitative or quantitative data, compare outcomes, determine
relationships, and estimate results to achieve research objectives (Alem, 2020).
The researchers used SPSS 16.0, a statistical software to analyze the collected
data. SPSS is a software for quantitative data analysis among researchers in social
sciences and educational institutions due to its user-friendly features and
availability on Windows and other platforms (Rahman & Muktadir, 2021). The
analyses used by SPSS included descriptive analysis, reliability analysis,

inferential analysis and multiple linear regression analysis.

3.7.1 Descriptive Analysis

Descriptive analysis is the first step of the data analysis as a fundamental
part of the analysis which must be the starting point. Furthermore,
descriptive analysis is also a type of statistical analysis that compares
dependent and independent variables by calculating frequency, central
tendency, and distribution (Kaur et al., 2018). The demographic section of
the questionnaire was analyzed, focusing on factors such as gender, age,
ethnicity, faculty, and year of study. The analysis will be interpreted with
tables and charts by showing the analyzed data from percentage and

frequency.
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3.7.2 Scale Measurement

3.7.2.1 Reliability Analysis

Reliability analysis in data analysis and statistics refers to the consistency
and repeatability of measurements or evaluation, which is frequently
measured using statistical measurements like test-retest reliability,
inter-rater reliability, or internal consistency (Hassan, 2023). Cronbach's
alpha coefficient is a statistic frequently used by researchers to illustrate
that tests and scales developed or accepted for research projects are
suitable for the research objectives (Taber, 2018). The method has been
used in this research to determine the reliability between dependent and

independent variables.
Table 3.4 :

Cronbach's Alpha Coefficient

Cronbach’s Alpha (a) Reliability Level
a>0.9 Excellent reliability
0.8<0<0.9 Good reliability
0.7<a<0.8 Acceptable reliability
0.6<0<0.7 Questionable reliability
0.5<a<0.6 Poor reliability
a<0.5 Unacceptable reliability

Source: Shukla et al. (2023)
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3.7.3 Preliminary Data Screening

3.7.3.1 Multicollinearity Test

Multicollinearity testing is a crucial diagnostic tool in regression analysis
that assesses the extent of correlation among independent variables inside
a model (Kim, 2019). It can skew results by complicating the isolation of
each predictor's independent effect on the dependent variable (Hatem et
al., 2022). Using Variance Inflation Factors (VIF), results above 5 indicate
considerable multicollinearity and values above 10 indicate severe
concerns that need to be addressed (Shrestha, 2020). Tolerance values
(1/VIF) below 0.2 indicate significant overlap among variables( Tsagris &
Pandis, 2021). In multicollinearity, standard errors increase and statistical

significance decreases, which may lead to inaccurate conclusions

(Tyzhnenko & Ryeznik, 2019) .

3.7.3.2 Normality Test

Normality testing is an important part of statistical analysis because it tells
you if a set of data follows the expected trend of normal distribution
(Khatun, 2021). This bell-shaped distribution is essential for regression
analysis, ANOVA tests, and structural equation modeling (Hatem et al.,
2022). Checking for normality helps make sure that the results are correct
when it comes to important concepts (Orcan, 2020). The Shapiro-Wilk test
works best for smaller sample sizes, while skewness and kurtosis
measurements can be used for larger datasets (Mishra et al., 2019). Values
below 2 and 7 for these measurements, respectively, usually mean that the
dataset is normal (Kuranga et al., 2020). Visual inspection tools, such as
Q-Q plots and histograms can also be used to find possible deviations from

normal distribution trends (Hatem et al., 2022).
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3.7.4 Inferential Analysis

Inferential statistics are used to make inferences about a population by
investigating random samples and aiming for generalizations (Cuemath,
2021). Moreover, the pilot study in this research uses inferential analysis
by collecting data from 30 students at the Universiti Tunku Abdul
Rahman, Kampar campus. In order to be able to comprehend the
perspectives of all undergraduate students acceptance of e-government
services in UTAR Kampar, this research will be using Multiple linear
regression analysis to investigate the relationship between dependent and

independent variables.

3.7.4.1 Multiple Linear Regression Analysis

Multiple linear regression estimates the intensity of the relationship
between a single dependent variable and two or more independent
variables (Taylor, 2022). This research uses multiple regression analysis to
predict the dependent variable's value using known variables. ANOVA
test, coefficient, and model summary tables will display multiple linear

regression results.

The equation of the multiple linear regression:

SAL, = B0 + BIPEi + BZEEi + B3SIi + B4FCi +
SAl, = Undergraduate Students’ acceptance of e-government service
PE = Performance expectancy
EE = Effort expectancy

SI = Social influence
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FC = Facilitating conditions

W= Error term

3.8 Chapter Summary

In conclusion, Chapter 3 delves into research methodology, which involves data
collection methods, research design, research tools and sampling design. In
addition to this, we also used construct measurement in the questionnaire, and
subsequently, data processing shall be performed to handle the data that was
provided by respondents. Finally, this chapter concludes the analysis methods
used to test questionnaire data through data analysis, including reliability analysis,

descriptive analysis, and inference analysis.
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CHAPTER 4: DATA ANALYSIS

4.0 Introduction

In this chapter, we will go over the findings from the survey that were derived
from the data collected using SPSS. From the questionnaire collection, 368
questionnaires were collected. Outputs obtained using SPSS software will be
outlined, quantified, and analysed in this chapter. The results of this chapter will
be the subject of Chapter 5, which will analyse and discuss them in light of prior

research and literature.

4.1 Descriptive Analysis

In descriptive analysis, researchers utilise fundamental visual tools such as bar
charts, pie charts, and tables to succinctly show and interpret the collected data.
This enables a comprehensive understanding of the respondents' demographic

traits, providing a concise overview.

4.1.1 Respondent Demographic Profile

In this section, we utilize tables, graphs, and pie charts that illustrate
demographic information and conduct a descriptive analysis of

respondents based on gender, age, ethnic, faculty and year of study.
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4.1.1.1 Gender

Table 4.1 :

Descriptive Analysis for Gender

Gender Frequency Percent Valid Percent| Cumulative
Percent
Male 170 46.2 46.2 46.2
Female 198 53.8 53.8 100.0
Total 368 100.0 100.0
Source: Developed for the research
Figure 4.1 :
Descriptive Analysis for Gender
Gender
Male Gender Femal

The first step is to classify the respondents by gender. There were 368
undergraduates who filled out the survey, as shown in Table 4.1. Then,
according to Table 4.1 and Figure 4.1, there are 198 female respondents

(53.8%) and 170 male respondents (46.2%)).
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4.1.1.2 Age

Table 4.2 :

Descriptive Analysis for Age

Age Frequency | Percent Valid Cumulative
Percent Percent
18 to 21 years 142 38.6 38.6 38.6
old
22 to 25 years 212 57.6 57.6 96.2
old
26 to 29 years 14 3.8 3.8 100.0
old
Total 368 100.0 100.0

Source: Developed for the research

Figure 4.2 :

Descriptive Analysis for Age

212

Age

142

Age
18 to 21 years old
22 to 25 years old
M 26 to 29 years old
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The ages of the respondents were classified into categories, as illustrated in
Table 4.2 and Figure 4.2. In the total of 368 respondents, 38.6% (142
respondents) were between the ages of 18 and 21, 57.6% (212
respondents) were between the ages of 22 and 25, and 3.8% (14
respondents) were 26 to 29 years old. There are no respondents aged 17 or

younger who participated in this research questionnaire.

4.1.1.3 Ethnic Group

Table 4.3:

Descriptive Analysis for Ethnic Group

Ethnic Group | Frequency Percent | Valid Percent| Cumulative
Percent
Malay 8 2.2 2.2 2.2
Chinese 329 89.4 89.4 91.6
Indian 31 8.4 8.4 100.0
Total 368 100.0 100.0

Source: Developed for the research
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Figure 4.3:

Descriptive Analysis for Ethnic group

Ethic group

Ethic group
Malay

M Chinese
Indian

The third category is related to ethnicity. Table 4.3 and Figure 4.3 indicate
the presence of three ethnic categories among the participants. The
majority of respondents are Chinese, comprising 89.4% (329 respondents)
of the total participants. 8.4% (31 respondents) of the participants are of

Indian nationality. The smallest proportion of respondents are Malays,

comprising about 2.2% (8 respondents).
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4.1.1.4 Faculty

Table 4.4 :

Descriptive Analysis for Faculty

Faculty

Frequency

Percent

Valid
Percent

Cumulative
Percent

Faculty of

Engineering and
Green

Technology
(FEGT)

19

5.2

5.2

5.2

Faculty of
Information and
Communication

Technology
(FICT)

83

22.6

22.6

27.7

Faculty of
Science (FSc)

63

17.1

17.1

44.8

Faculty of
Business and
Finance (FBF)

129

35.1

35.1

79.9

Faculty of Arts
and Social
Science (FAS)

62

16.8

16.8

96.7

Institute of
Chinese Study
(ICS)

12

33

33

100.0

Total

368

100.0

100.0

Source: Developed for the research
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Figure 4.4 :

Descriptive Analysis for Faculty

Faculty

129

125

1007

Frequency
3

50

25

Faculty of Faculty of Faculty of Faculty of Faculty of Arts Institute of
Engineering and Information and Science (FSc) Business and and Social Chinese Study
Green Communication Finance (FBF) Science (FAS) (Ics)

Technology Technology
(FEGT) (FICT)

According to Table 4.4 and Figure 4.4, the Faculty of Business and
Finance (FBF) was the most represented, making up 35.1% (129
respondents). The Faculty of Information and Communication Technology
(FICT) accounts for 22.6% (83 respondents), while the Faculty of Science
(FSc) comprises 17.1% (63 respondents). The Faculty of Arts and Social
Science (FAS) accounted for 16.8% (62 respondents), whilst the Faculty of
Engineering and Green Technology (FEGT) represented 5.2% (19
respondents). The Institute of Chinese Studies (ICS) exhibited the least
representation, accounting for 3.3% (12 respondents). Most respondents
were from the Faculty of Business and Finance (FBF), while the Institute

of Chinese Studies (ICS) had the fewest.
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4.1.1.5 Year of Study

Table 4.5 :

Descriptive Analysis for Year of Study

Year of | Frequency Percent Valid Cumulative
Study Percent Percent
Year 1 83 22.6 22.6 22.6
Year 2 90 24.5 24.5 47.0
Year 3 174 47.3 473 94.3
Year 4 21 5.7 5.7 100.0
and
above
Total 368 100.0 100.0

Source: Developed for the research

Figure 4.5 :

Descriptive Analysis for Year of Study

Year of Study

5.7%

Year1 MYear? MHYear3 Year 4 and above
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Table 4.5 and Figure 4.5 illustrate the distribution of respondents by year
of study reveals that Year 3 students constituted the majority, accounting
for 47.3% (174 respondents) of the overall sample. Subsequently, Year 2
pupils represented 24.5% (90 respondents), while Year 1 students
constituted 22.6% (83 respondents). Students in Year 4 and above
constituted the lowest demographic, at merely 5.7% (21 responses). The
data indicate that the survey primarily included respondents from Year 3,

whereas students in Year 4 and higher were the least represented.

4.1.2 Central Tendencies and Dispersion Measurement of

Constructs

The subsequent part analyses the replies to the questions concerning the
dependent and independent variables gathered in part B and Section F. The
analyses conducted encompass a measure of central tendency, specifically
the mean, and a measure of dispersion, namely the standard deviation. The

analysis is conducted individually for each variable.
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4.1.2.1 Students’ Acceptance of E-Government Services

Table 4.6 :

Central Tendencies Measurement of Students’ Acceptance of

E-Government Services

Question

Statement

Sample
Size (N)

Mean

Standard
Deviation

Mean
Ranking

Standard
Deviation
Ranking

SAl

I am confident
that I will use
e-government
services in the
future.

368

4.4158

0.85357

2

3

SA2

I use
e-government
services on a
regular basis.

368

4.3777

0.90788

SA3

Most of my
government
equests are done

through
e-government
services.

368

4.3777

0.90788

SA4

Using
e-government
services is a
good idea.

368

4.4212

0.85727

SAS

I recommend
for my peers to
utilize the
e-government
services

platform.

368

4.4049

0.88381
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Firstly, the questions associated with students' acceptance of e-government

services are analysed. Table 4.6 indicates that SA4 possesses the highest

mean of 4.4212. Nevertheless, it possesses the lowest standard deviation of

0.85727, signifying that students exhibited greater uniformity in their

responses to this statement. SA1 possesses the second-largest mean of

4.4158,

accompanied with a standard deviation of 0.85357. The

third-largest mean of 4.4049 is associated with SAS which has a standard
deviation of 0.88381. Despite SA2 and SA3 exhibiting the fourth-highest

mean of 4.3777, they also possess the highest standard deviation of

0.90788, indicating substantial variation in students' responses.

4.1.2.2 Performance Expectancy

Table 4.7 :

Central Tendencies Measurement of Performance Expectancy

Question

Statement

Sample
Size,
N

Mean

Standard
Deviation

Mean
Ranking

Standard
Deviation
Ranking

PEI

By using
e-government
services, I would be
able to complete tasks
in the public sector
quickly.

368

4.4511

0.86582

2

3

PE2

Using e-government
services enables me to
effortlessly get the
information I require.

368

4.4158

0.87874

PE3

E-government leads to

reduced service times

with simplification of
processes.

368

4.4565

0.84057

PE4

Using the
e-government services
improves the quality

of services.

368

4.4321

0.88324
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Secondly, the variable that has been examined is regarding the
performance expectancy. According to Table 4.6, PE3 ranks 1 since its
mean is 4.456 and its standard deviation is the smallest at 0.84057. PE3
which has the least variation is placed in Rank 4 for both variance and
standard deviation. PE1 owns the second-largest mean of 4.4511 which
places Rank 2. With a standard deviation of 0.86582, PE1 falls in Rank 3
on variability. PE4 is ranked third because it has the third-highest mean, at
4.4321. But with a 0.88324 standard deviation, it ranks first in variability
which has the most response variation. With a mean of 4.4158, PE2 ranks
fourth overall. PE2 is ranked second-highest for variability, with a standard

variation of 0.87874.

4.1.2.3 Effort Expectancy

Table 4.8 :

Central Tendencies Measurement of Effort Expectancy

Question Statement Sample | Mean | Standard | Mean | Standard
Size, Deviation|Ranking | Deviation
N Ranking

EEl1 | Learningtouse | 368 [4.3940| 0.90090 4 1
the e-government
services system
is easy.

EE2 Using the 368 |4.4103| 0.87509 2 4
e-government
services system
is easy.

EE3 |[Itiseasy forme | 368 [4.4239| 0.87638 1 3
to become
skillful at using
the e-government
services system.
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EE4 By using the 368 |4.4076| 0.89330 3 2
e-government
system, [ am able
to get
government
services easily.

Thirdly, the variable that has been studied is the effort expectancy. Table
4.8 illustrates EE3 has the highest mean of 4.4239 and first place as it has
a standard deviation of 0.87638 thus placing it at Rank 3 in terms of
unpredictability. The second-largest mean of 4.4103 belongs to EE2 .
However, it has the smallest standard deviation of 0.87509, making it
Rank 4 in unpredictability. The third-largest mean of 4.4076 belongs to
EE4 placing it at Rank 3. Its standard deviation is 0.89330, making it
Rank 2 in unpredictability. Lastly, EE1 has the smallest mean of 4.3940,
placing it Rank 4. EE1 has the largest standard deviation of 0.90090,
earning it Rank 1 in terms of variability, signifying the most consistency

among replies.

4.1.2.4 Social Influence

Table 4.9 :

Central Tendencies Measurement of Social Influence

Question Statement Sample | Mean |Standard | Mean | Standard

Size, Deviation|Ranking | Deviation
N Ranking
SI1 People who are 368 [4.3451|0.94418 4 1
important to me
think that I should
use e-government
services.
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SI2 People who 368 (4.3723(0.91013 3 2
influence my
behavior think I
should use
e-government
services.

S13 I would use 368 |4.4103 | 0.90569 1 3
e-government
services if my
peers used the
services.

Si4 Government 368 [4.3913 0.86980 2 4
agencies
encourage citizens
to use
e-government
services.

Social influence is the fourth variable that has been studied in this
research. According to Table 4.9 SI3 has the biggest mean of 4.4103,
making it Rank 1.SI 3 has a standard deviation of 0.90569, placing it at
Rank 3 in terms of unpredictability. The second-largest mean of 4.3913
belongs to SI4 making it Rank 2. However, it has the least standard
deviation of 0.86980, making it Rank 4 in unpredictability. The
third-largest mean of 4.3723 corresponds to SI2 and its the second-largest
standard deviation with 0.91013. Lastly, SI1 has the smallest mean of
4.3451. However, it has the largest standard deviation of 0.94418, making

it Rank 1 in terms of variability, showing the highest variety in answers.
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4.1.2.5 Facilitating Conditions

Table 4.10 :

Central Tendencies Measurement of Facilitating Conditions

Question

Statement

Sample
Size, N

Mean

Standard
Deviation

Mean
Ranking

Standard
Deviation
Ranking

FCl1

I have the
resources
necessary to use
e-government
services.

368

4.3696

0.90974

3

3

FC2

I have sufficient
experience with
the Internet to
utilize
e-government
services.

368

4.3832

0.93228

FC3

There is
technical
assistance from
the government
available for
using
e-government
services.

368

4.3668

0.89728

FC4

When I use
e-government
services, I am

guided by good
instructions.

368

4.3967

0.94260

FC5

The
e-government
services are
provided with
the necessary
infrastructure.

368

4.3668

0.90935
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According to Table 4.10, FC4 has the largest mean of 4.3967, making it

Rank 1 in terms of agreement. It also has the largest standard deviation of

0.94260, placing it at Rank 1 in variability, indicating the highest variation

in responses. The second-largest mean of 4.3832 belongs to FC2 ranking it

Rank 2. It has a standard deviation of 0.93228, placing it Rank 2 in

variability. The third-largest mean of 4.3696 belongs to FC1 making it

Rank 3. It has a standard deviation of 0.90974, placing it at Rank 3 in

variability. The fourth-largest mean of 4.3668 belongs to both FC3 and

FCS5 placed at Rank 4. However, FC3 has the smallest standard deviation
(0.89728), making it Rank 5, while FC5 has a slightly higher standard

deviation (0.90935), placing it at Rank 4 in variability.

4.2 Scale Measurement

4.2.1 Reliability Test

Table 4.11 :

Cronbach s Alpha Reliability Analysis

No | Type of the Name of the Number | Cronbach’s | Reliability
Variable Variable of Items Alpha Test

1 Dependent Students’ 5 0.960 Excellent
Variable Acceptance of

E-government
Services

2 |Independent| Performance 4 0.967 Excellent
Variable Expectancy

3 |Independent| Effort Expectancy 4 0.967 Excellent
Variable

4  |Independent| Social Influence 4 0.949 Excellent
Variable

5 |Independent Facilitating 5 0.968 Excellent
Variable Conditions
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The reliability of the components in this study was examined using
Cronbach’s Alpha as demonstrated in Table 4. 11. From the table, all
variables exhibited excellent reliability. The facilitating conditions
variable received the greatest reliability value (0.968), showing strong
internal consistency among its five components. Similarly, performance
expectancy and effort expectancy both revealed a Cronbach’s Alpha of
0.967, validating the dependability of questions measuring performance
expectancy and effort expectancy of e-government services. Lastly, social
influence obtained a reliability score of 0.949 which indicates excellent
reliability too. The dependent variable which names the undergraduate
students’ acceptance of e-government services likewise demonstrated
excellent reliability with a Cronbach’s Alpha of 0.960. It shows that the

measuring items adequately represented students’ acceptance levels.

4.3 Preliminary Data Screening

4.3.1 Multicollinearity Test

According to Kim (2019), multicollinearity happens when there is a
significant level of correlation between the independent variables.
Unreliable findings are produced when this issue is present in a model as it
causes a high error term. The variance inflation factor (VIF) and tolerance
value are the two methodologies employed to identify the multicollinearity
issue in this study (Tsagris & Pandis, 2021). A high multicollinearity
problem is present when the VIF is greater than 10 and the tolerance value

is less than 0.1 (Shrestha, 2020).
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Table 4.12 :

Multicollinearity Analysis

Independent Variable Collinearity Statistics
Tolerance VIF
Performance Expectancy 0.185 5.420
Effort Expectancy 0.122 8.210
Social Influence 0.127 7.847
Facilitating Conditions 0.158 6.340

According to Table 4.12, all independent variables have VIF values below

10. Thus, their tolerance levels exceed 0.1. Consequently, it is evident that

the multicollinearity issue is absent among the independent variables.

4.3.2 Normality Test

Normality tests are used to investigate data normalcy following the
multicollinearity test. Skewness and kurtosis values, a histogram, and a

normal Q-Q plot are the three methodologies used to determine the

normality of the data in this study.
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Table 4.13 :

Normality Analysis
Variable Skewness Kurtosis
Dependent Variable :
Students Acceptaqce of 1580 7 495
e-government service
Independent Variable 1 :
Performance Expectancy -1.898 4.054
Independent Variable 2 :
Effort Expectancy -1.736 3.109
Independent Variable 3 : 1556
Social Influence ' 2.348
Independent Variable 4:
Facilitating Conditions -1.529 2.077

The degree of normality of the data is assessed by examining its skewness
and kurtosis. If the sample size exceeds 300, the data exhibits a normal
distribution when skewness is between -2 and +2, and kurtosis is between
-7 and +7 (Hatem et al., 2022). Table 4.13 indicates that the analysis of
data normality for the sample size of 368 revealed that all variables
satisfied the established criteria for normal distribution in large samples.
All skewness values were within the allowed range of -2 to +2, with
performance expectancy exhibiting the most pronounced negative
skewness (-1.898) and facilitating conditions reflecting the least negative
skewness (-1.529). All kurtosis values consistently fell within the specified
range of -7 to +7 as performance expectancy demonstrated the highest
kurtosis at 4.054 whereas facilitating conditions exhibited the lowest
kurtosis at 2.077. Thus, the data for all variables is viewed as being

normally distributed.
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Figure 4.6 :

Histogram of Undergraduate Students’Acceptance of E-Government
service in UTAR Kampar
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Thereby, an alternative way to check if the data is normal is to look at the
histogram (Orcan, 2020). Figure 4.6 shows the histogram of undergraduate
students' acceptance of e-government services has a negatively skewed
(left-skewed) bell curve distribution with numerous notable characteristics.
The data exhibits an asymmetrical bell curve, with the peak displaced
towards the upper end of the 1-5 scale with the mean of 4.40 and standard
deviation of 0.818 resulting in an elongated tail on the left side. This
left-skewed bell distribution illustrates a pronounced, narrow peak
concentrated around the 4.00-5.00 scores, a swift decrease in frequency
towards the lower scores (1.00-3.00) and a truncated left tail with
negligible responses at the scale's lowest points, signifying a ceiling effect.
Although the overall bell shape indicates a rough normality, the significant
left skew and elevated peak differentiate it from an ideal symmetrical

normal distribution (Mishra et al., 2019). The altered bell shape indicates
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that although parametric tests are applicable, the distribution's skewness
and kurtosis may necessitate further robust analysis to address the
concentration of high-value responses and minimal negative feedback in
the dataset. The visual bell curve pattern thus confirms the numerical
findings of non-normal characteristics within an overall normal

framework.

Figure 4.7:

Normal Q-Q plot
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Additionally, a normal Q-Q plot is a kind of normal probability plot that
helps visualize if the data is normally distributed (Mishra et al., 2019).
Figure 4.7 shows a normal Q-Q plot of undergraduate students' acceptance
of e-government services shows crucial data distribution insights.
Complete normalcy is demonstrated by points lying precisely along the
diagonal reference line in the plot of observed values against a theoretical
normal distribution (Kuranga et al., 2020). There are big differences at
both ends of the distribution, but the middle part of the distribution stays

close to the diagonal line, which means that mid-range scores are pretty
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normal large-sample normality thresholds where skewness of -1.582 and
kurtosis of 2.495 are acceptable. Points curve well below the diagonal line
on the left side, confirming the left-skewed distribution and indicating
fewer low-scoring responses than expected under normality (Khatun,
2021). The higher end (right side) has points arching above the diagonal,
indicating a ceiling effect when many respondents gave high acceptance
ratings which ranged from 4 to 5 on the measurement scale. This core
normality with skewed tails suggests leptokurtosis which is a sharper peak

and heavier tails than a normal distribution (Hatem et al., 2022).
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4.4 Inferential Analysis

4.4.1 Multiple Linear Regression Analysis

Table 4.14

Multiple Linear Regression Analysis

Model Unstandardized | Unstandardized | Standardized t Sig.
Coefficients Coefficients Coefficients
Beta Std. Error Beta
Multiple R 0.935
R Square 0.875
Adjusted 0.874
R Square
Std. Error 0.29106
F 634.622
Sig.F’ 0.000
Constant 0.325 0.085 3.821 0.000
Performanc 0.085 0.043 0.086 1.998 0.046
e
Expectancy
Effort 0.139 0.051 0.144 2.707 0.007
Expectancy
Social 0.177 0.050 0.183 3.527 0.000
Influence
Facilitating 0.526 0.044 0.557 11.906 0.000
Conditions

According to Table 4.14, the multiple regression model analysing the
predictors of undergraduate students' acceptance of e-government services
in UTAR Kampar reveals a significant explanatory power as demonstrated
in the R-value of 0.935. This implies a high correlation between the
independent variables and the dependent variable. The R Square value of
0.875 implies that 87.5% of the variance in students’ acceptances of
e-government services can be explained by the independent variables
included in the model. However there are still 12.5% (100% - 87.5%) still

left unaccounted for. Hence, some elements and characteristics that can
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explain undergraduate student's acceptance of e-government service in

UTAR Kampar have been missed out of this study.

Furthermore, the regression model is statistically significant at the
confidence level of 95%. This is because the p-value of F-test is 0.000
which is less than the significance level of 0.05. Hence, the F-statistic of
534.622 is significant. Hence, this model significantly illustrates the
relationship between the four independent variables, which are
performance expectancy, effort expectancy, social influence and
facilitating conditions and  the dependent variable, which is the
undergraduate students’ acceptance of e-government services in UTAR
Kampar. The considerable F-statistic indicates compelling evidence that
the model significantly outperforms an intercept-only model. Thus, the
multiple linear regression analysis showed very significant results, with all
independent factors exhibiting statistically significant correlations with the

dependent variable at p-value less than 0.05.

In this study, the dependent and independent variables were modelled to
show that undergraduate students' acceptance of e-government services in
UTAR Kampar is significantly explained by the independent variables. In
this study, the relationship between the four independent variables, which
are performance expectancy, effort expectancy, social influence and
facilitating conditions and the dependent variable, which is the
undergraduate  students’ acceptance of e-government of e-government
service in UTAR Kampar is examined. The data are consistent with the
alternate hypothesis. The significance level is higher at a 95% confidence
level (= = 0.05), which means that variables with a p-value below 0.05 are

only thought to be significant.
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First independent variable which is performance expectancy is significant
at a 95% confidence level. This is due to its p-value of 0.0046 being lower
than the significance level of 0.05. This outcome aligns with the
conclusions of Al-Hadid et al. (2022), Chen et al. (2021), Dwivedi et al.
(2021) and Wijaya et al. (2022). The outcome aligns with this study's
hypothesis that the performance expectancy is highly correlated with the
undergraduate students' acceptance of e-government service in UTAR
Kampar. Furthermore, the unstandardized regression coefficient is 0.085,
signifying that a one-unit rise in performance expectancy results in a 0.085
unit increase in the undergraduate students' acceptance of e-government

service in UTAR Kampar,ceteris paribus.

The second independent variable is the effort expectancy is significantly at
a 95% confidence level as its p-value of 0.007 is less than the significance
level of 0.05. The result was similar to the findings of Abbad (2021),
Al-Hadid et al. (2022), Jevsikova et al. (2021) and Maznorbalia and
Awalluddin (2021). The outcome aligns with this study's hypothesis that
the effort expectancy is highly correlated with the undergraduate students'
acceptance of e-government service in UTAR Kampar. Thereby, it is
proven that the effort expectancy is significantly related to the
undergraduate students' acceptance of e-government service in UTAR
Kampar. A positive unstandardized regression coefficient of 0.139
indicates that effort expectancy with a one unit improvement in
undergraduate students acceptance of e-government service in UTAR

Kampar.

Besides that, the third independent variable which is the social influence is
significant at a 95% confidence level. This is due to the p-value of the
social influence is 0.000 and it is less than the significance level of 0.05.
The result was similar to the findings of Abbad (2021), Jevsikova et al.
(2021), Junnonyang (2021) and Maznorbalia and Awalluddin (2021). The
outcome aligns with this study's hypothesis that the effort expectancy is
highly correlated with the undergraduate students' acceptance of

e-government service in UTAR Kampar. Thereby, it indicates that the
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social influence is significantly related to the undergraduate students'
acceptance of e-government service in UTAR Kampar. A positive
unstandardized regression coefficient of 0.177 indicates social influence
with a one unit improvement in undergraduate students' acceptance of

e-government service in UTAR Kampar.

Last but not least, the facilitating conditions which is the fourth
independent variable is significant at a 95% confidence level. This is due
to the p-value of the social influence is 0.000 and it is less than the
significance level of 0.05. The result was similar to the findings of
Al-Hadid et al. (2022), Camilleri (2019), Fitrianie et al. (2021) and
Raffaghelli et al. (2022). The outcome aligns with this study's hypothesis
that the facilitating conditions are highly correlated with the undergraduate
students’ acceptance of e-government service in UTAR Kampar. Thereby,
it indicates that the facilitating conditions are significantly related to the
undergraduate students’ acceptance of e-government service in UTAR
Kampar. A positive unstandardized regression coefficient of 0.526
indicates facilitating conditions with a one unit improvement in
undergraduate students’ acceptance of e-government service in UTAR

Kampar.

4.5 Conclusion

In this chapter, we disseminated, gathered, assessed, and presented the results of
the questionnaire. The SPSS program was used to calculate the results of the
Multiple Linear Regression. In short, from the multiple regression analysis, all the
four independent variables which are performance expectancy, effort expectancy,
social influence and facilitating conditions are significantly related to the

undergraduate students acceptance of e-government service in UTAR Kampar.
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CHAPTER 5: DISCUSSION AND CONCLUSION

5.0 Introduction

Chapter five provides a full discussion of the findings presented in chapter four.
The findings of the inferential analysis are summarised first. Secondly, the
rationale behind these outcomes is examined. Thirdly, recommendations for the
application of the findings are presented. Finally, the limitations of this study and

recommendations for future research are addressed.

5.1 Summary of Inferential Analysis

Table 5.1

Summary of inferential analysis findings

Independent Variable T-statistics P-value Results
Performance Expectancy 1.998 0.046 (p <0.05) Significant
Effort Expectancy 2.707 0.007 (p<0.05) Significant
Social Influence 3.527 0.000 (p<0.05) Significant
Facilitating Conditions 11.906 0.000 (p<0.05) Significant
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Table 5.1 illustrates that performance expectancy, effort expectancy, social
influence and facilitating conditions average is significant with the undergraduate
students' acceptance of e-government service. Consequently, these four
independent variables serve as robust predictors of undergraduate students'

acceptance of e-government services in UTAR Kampar.

5.2 Discussion on Major Findings

In this section, the major findings, which are summarized in Section 5.1, are

analysed in a more detailed manner.

5.2.1 Key Determinants of Undergraduate Students’
Acceptance of E-Government Services in UTAR KAMPAR

5.2.1.1 Performance Expectancy and Students’ Acceptance of
E-Government Services

Inferential analysis indicates no significant association between
performance expectancy and e-government service acceptance among
undergraduate students at UTAR, Kampar. This is similar to the finding of
the Morchid (2019) , Raffaghelli et al. (2022) and Utomo et al. (2021)
which show a significant relationship between performance expectancy

and the students' acceptance.

UTAR can increase students' acceptance of e-government services by
providing workshops and training on digital literacy as well as internet
tools. This includes training on government portals, online payment
systems, and other e-services. Undergraduate students' desire to use
e-government platforms improves as they perceive them to be efficient,

time-saving, and dependable. They are more likely to consider these
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services helpful if they recognize substantive advantages such as quicker
document processing, higher quality of public information, and more types
of application procedures. These findings are consistent with the UTAUT,
which implies that users are more inclined to accept technology that they
believe will improve performance. Exposure to practical applications of
e-government through educational activities and university services
strengthens these favourable expectations. UTAR's roles in promoting
e-government services enable students to understand the value of
e-government systems, which improves performance expectancy and leads

to higher undergraduate students’ acceptance of e-government services.

5.2.1.2 Effort Expectancy and Students’ Acceptance of E-Government

Services

Inferential analysis indicates there is significant association between
effort expectancy and e-government service acceptance among
undergraduate students at UTAR, Kampar. This is similar to the finding of
the Jevsikova et al. (2021), Raffaghelli et al. (2022) and Tang et al.
(2021) which show a significant relationship between effort expectancy

and the students' acceptance.

UTAR can increase students' acceptance of e-government services by
providing user-friendly interfaces, simple processes, and easily accessible
information. This can be performed with instructions, instructional videos,
and multilingual assistance. Intuitive interfaces, clear instructions, and
ease of access to e-government services all have a substantial impact on
students' adoption behaviour. This simplicity of use reduces worry and
minimizes the learning curve, particularly for undergraduate students with
diverse degrees of digital literacy. UTAR's educational programs and
digital literacy efforts provide undergraduate students with the required
abilities to comfortably interact with e-government services. UTAR's

tech-friendly environment involves internet access, digital platforms, and
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regular usage of digital university systems, which makes e-government
services feel more accessible. Undergraduate students are more likely to
accept e-government services as a result of the reduced effort needed to
understand technology and its increased ease of use, which is consistent

with effort expectancy.

5.2.1.3 Social Influence and Students’ Acceptance of E-Government

Services

Inferential analysis indicates there is significant association between social
influence and e-government service acceptance among undergraduate
students at UTAR, Kampar. This is similar to the findings of the Jevsikova
et al. (2021), Junnonyang (2021) and Maznorbalia and Awalluddin (2021)
which show a significant relationship between effort expectancy and the

students' acceptance.

UTAR can promote the use of e-government services by utilizing the
influence of peers and instructors. This can be conducted by integrating
e-government service use into assignments, projects, or student-led
activities. Social influence is important in developing undergraduate
students' views regarding digital public discussions. Respected faculty
members and favourable peer experiences can encourage people to use
e-government services. Participation in group assignments, internet
campaigns, or student-led initiatives multiplies the impact. The university
community's collaborative conduct and approval foster a supportive
atmosphere, making undergraduate students more willing to use and trust
e-government services. UTAR organizes speeches and activities,
collaborates with government agencies and other influencers, and
introduces undergraduate students to inspirational individuals and peers
who use e-government services. Their conduct is also influenced by social

interaction gained through groups or coursework. Integrating students with
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influencers and professionals enhances their probability of accepting and

using e-government services.

5.2.1.4 Facilitating Conditions and Students’ Acceptance of
E-Government Services

Inferential analysis indicates there is significant association between
facilitating conditions and e-government service acceptance among
undergraduate students at UTAR, Kampar. This is similar to the findings of
the Maznorbalia and Awalluddin (2021), Raffaghelli et al. (2022) and
Abbad (2021) which show a significant relationship between effort

expectancy and the students' acceptance.

UTAR can assist students in accepting e-government services by providing
them with the necessary resources and support. This includes dependable
internet access, computers, and IT assistance on campus. UTAR can also
collaborate with e-government services providers to give on-site support
and advice. The availability of dependable internet connectivity, technical
assistance, and direction from faculty or administration has a substantial
impact on undergraduate students' ability to use e-government services.
The university's offering of digital technologies, campus facilities, and
informative resources helps to overcome potential acceptance challenges.
UTAR's collaboration with government agencies to raise awareness and
provide access to services such as e-filing for fees and online educational
applications further reduces entrance restrictions. These favourable
conditions provide a solid foundation for undergraduate students'
confidence and preparedness to interact with e-government services
platforms. UTAR provides instruction, technical assistance and
administrative assistance with e-filing, digital job applications, and online
government portals. It also makes it easier for undergraduate students to
access e-government services by conducting awareness campaigns or

providing one-stop support centres.
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5.3 Implications of the Study

In this part, the practical implications are discussed. It provides key insights for
addressing factors influencing acceptance and implementing practical actions to
enhance undergraduate students' acceptance of e-government services among

government agencies and universities based on the data analysis findings.

5.3.1 Practical Implications

Based on the findings of the multiple regression analysis, performance
expectancy was found to have a significant impact on the students’
acceptance of e-government services. In the hope of raising the students’
acceptance of e-government services, government agencies play a critical
role in increasing the perceived benefits and effectiveness of these
services. Government agencies must highlight the advantages of
e-government services for undergraduate students, including convenience,
improved information availability, and quicker processing times. They can
boost the utilization of these services by simplifying online procedures,
offering transparent information, and attending to undergraduate students'
requirements. For instance, simplified renewal of driving licence,
scholarship applications, or document registration. Meanwhile, universities
can include critical e-government services within its online portal,
allowing students to access them from a familiar platform. For example,
UTAR can include a linked pathway in the UTAR portal to access the
e-government services portal directly. Universities and the government can
collaborate to promote e-government services on campus and run digital
literacy programs, such as informational talks to showcase practical

benefits.
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Apart from that, effort expectancy also has a significant positive
relationship with the students’ acceptance of e-government services.
Intending to accelerate the students’ acceptance of e-government services,
government agencies play an important role in simplifying access and
usability. ~ Government  agencies should create  user-friendly,
mobile-optimised, multilingual e-government platforms that cater to
undergraduate students' diverse needs. These platforms should feature
clear interfaces, simplified menus and task steps. Interactive auto Al
chatbots, detailed video instructions, and clear guidelines should be
provided to guide university students through various services. Platforms
should also support multiple languages, including English, Malay, and
Mandarin, to accommodate the multilingual undergraduate student
population. At the same time, universities can enhance student acceptance
by offering technical support through dedicated helpdesks or online
support systems and conducting training workshops to guide
undergraduate students in using e-government services effectively. For
example, these workshops can include hands-on training sessions, digital
literacy workshops, and assigning information technology help personnel

or peer guides in computer labs.

On the other hand, social influence significantly influences the dependent
variables, the students’ acceptance of e-government services. In order to
increase the degree of student acceptance, government agencies play a
vital role in raising awareness and gaining social influence. Government
agencies can raise awareness among students about e-government services
by providing appealing information and engaging with social media. They
can work with university administrators to incorporate e-government
services into campus ecosystems, promote success stories, and interact
with social student influencers and campus ambassadors. Short videos or
reels can be developed to explain the benefits of using e-government
platforms, which will improve undergraduate students' understanding and

acceptance. In the meantime, universities can promote e-government

105



services by introducing them during orientation, encouraging lecturers to
briefly discuss them in class, and fostering peer-to-peer recommendations,
which can positively influence student adoption and acceptance. For
instance, faculty lecturers should highlight or illustrate e-government
services when supporting undergraduate students with real-world issues

and include student leaders in organizing peer-to-peer sharing sessions.

Last but not least, students' acceptance of e-government services was
found to be significantly impacted by the facilitating condition. For the
purpose of enhancing the students’ acceptance of e-government services,
the government agencies have a crucial role in upgrading e-government
service support systems and necessary infrastructures. Government
agencies can improve information technology infrastructures,
cybersecurity, service quality, and server connection stability by
establishing a professional information technology team. They should
offer 24-hour technical assistance, ensuring that platforms are suitable with
mobile devices and low-bandwidth internet, and create designated
educational accounts for e-government portals to simplify access to
student-related services. Simultaneously, universities should develop
advanced computer and internet access systems to enhance campus
connectivity, ensuring that undergraduate students with unreliable internet
access can efficiently use e-government services. For example, they can
optimize campus facilities by installing strong Wi-Fi zones, particularly in
hostels, study bases, computer labs, and libraries, to allow efficient access

to e-government services.
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5.4 Limitations of Study

Several constraints have been identified for the study. First and foremost, this
study focuses on undergraduate students at UTAR Kampar campus, as stated in
the title. This is because undergraduate students, the generation who are familiar
with technologies, are the primary audience for e-government services due to their
familiarity with these technologies. The Malaysian government is implementing
technology into the education system by providing students with e-gov services,
including online application platforms, accessibility to e-learning resources, and
online educational and instructional tools. For instance, Malaysia's Ministry of
Education provides centralized online platforms like MOE Online Services, UPU
Online, eSSem, and SSM for educational applications, promoting digital learning
through DELIMa and virtual libraries. However, the study's findings may not be
applicable to undergraduate students from other Malaysian universities. This is
because UTAR is not the only Malaysian university, and there are limited
acknowledgements of other universities' perspectives, which may lead to different

levels of acceptance of e-government services.

Furthermore, quantitative methods are used for the data collection in this study to
gather the perspectives of undergraduate students to examine the relationship
between students’ acceptance of e-government services as the dependent variable
and performance expectancy, effort expectancy, social influence, and facilitating
conditions as the independent variables. The study utilized a survey to collect data
from undergraduate students since it is an effective method for acquiring different
information, including beliefs, perspectives, behaviours, and attitudes, making it
applicable to a variety of fields of study, including social sciences (Albudaiwi,
2017). In addition, it also provides advantages in cost-effectiveness, ease of
management, data collection efficiency, and significant data identification.
However, the involvement of undergraduate students as survey respondents may
not provide a comprehensive understanding of their perspectives, and their
responses may lack seriousness. As a result, the data analysis may not accurately
represent university students’ acceptance of e-government services, leading to

potential inaccuracies.
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Lastly, the Unified Theory of Acceptance and Use of Technology (UTAUT) is the
theoretical framework that was implemented for the purpose of the study in
examining the relationship between the dependent variable and the independent
variables directly. This is due to the reason that UTAUT is chosen to assess
students' acceptance of e-government services, as it predicts behaviour intention,
understands usage, and identifies factors like perceived usefulness, perceived ease,
influences, and accessibility. However, UTAUT's focus on behavioural intention,
with the concentration on the four core constructs, may overlook e-government
services implementation. Highlighting its shortcomings in organizational contexts
and the need for considering contextual and local changes. Thus,
oversimplification in UTAUT perspectives leads to inefficient analysis due to a

lack of specific examination.

5.5 Recommendations for Future Research

Certain aspects of the research can be enhanced in future studies examining the
factors influencing undergraduate students' acceptance of e-government services,
hence facilitating a more comprehensive understanding of this topic.

Consequently, several recommendations are provided in this section.

Due to potential institutional differences in e-government service acceptability,
this study can only draw conclusions based on undergraduates enrolled at private
university UTAR Kampar. Therefore, future studies should examine this by
comparing the acceptance trends of e-government among students from
Malaysia's public and private universities. There may be differences between
public universities and other private universities in terms of their digital
infrastructure, support for e-services, and types of students in Malaysia. By using
a wide range of samples, researchers can find similar issues and solutions that
work in various educational settings. This gives policymakers more complete
information to help make nationwide e-government projects better. In order to

better tailor initiatives to particular institutional environments, data analysis
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stratifying the sample by university type may also show whether students at public

or private universities accept digital government services more frequently.

The second recommendation is for future scholars to employ qualitative research
methodologies in their investigations. To mitigate potential limits in survey
replies, future research should employ mixed-method approaches by integrating
surveys with interviews or focus group discussions. This would facilitate more
profound qualitative insights and corroborate survey results. For instance,
qualitative research methodologies, including focus group interviews and
in-person interviews could be implemented to accumulate information regarding
the factors that undergraduate students’ acceptance. Surveys effectively identify
general trends in user attitudes, whereas qualitative methods enable researchers to
investigate the underlying reasons for students' acceptance or resistance to
e-government services. This may enable future researchers to comprehend the

respondents' perspectives more profoundly.

Lastly, the future researcher should consider adding complementing theories like
the Technology Acceptance Model (TAM) and Diffusion of Innovation (DOI)
theory to the UTAUT framework to boost future investigations. Though UTAUT's
four primary factors explain the acceptance of technology, adding these models
would shed light on e-government service perceived utility, ease of use, and
innovation diffusion patterns. The framework could also be improved by adding
contextual factors like cultural norms, institutional policies, and government laws
that have a big impact on how technology is used in the public sector. Moderating
elements including digital infrastructure quality, government support, and
cybersecurity perceptions may significantly affect students' acceptance of
e-government platforms. This will lead to more solid findings and useful

suggestions for policymakers.
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5.6 Conclusion

The primary objective of this study is to examine the factors affecting
undergraduate students' acceptance of e-government services at UTAR, Kampar.
Questionnaires were circulated to gather data, and SPSS was utilized for data
analysis. The results indicate all hypotheses are supported. The data are
comprehensively analysed, and several implications are presented. Finally, the
limitations of the study are examined, and relevant recommendations for future
research are presented. Consequently, this study may offer valuable insights to

future studies about respondent selection, data collecting, and variable selection.

110



References

Abbad, M. M. M. (2021). Using the UTAUT model to understand students’ usage
of e-learning systems in developing countries. Education and Information

Technologies, 26, 7205—7224. https://doi.org/10.1007/s10639-021-10573-5

Abd Rahman, S. F., Md Yunus, M., & Hashim, H. (2021). Applying UTAUT in
predicting ESL lecturers intention to use flipped learning. Sustainability,

13(15), 1-13. https://doi.org/10.3390/su13158571

Aditya, T., Ningrum, S., Nurasa, H., & Irawati, 1. (2023). Community needs for
the digital divide on the smart city policy. Heliyon, 9(8), 1-15.

https://doi.org/10.1016/j.heliyon.2023.e18932

Agbozo, E., & Asamoah, B. K. (2019). The role of e-government systems in
ensuring government effectiveness and control of corruption. R-Economy,

1(2), 53-60. https://doi.org/10.15826/recon.2019.5.2.006

Ahmed, S. K. (2024). Research methodology simplified: How to choose the right
sampling technique and determine the appropriate sample size for
research. Oral Oncology Reports, 12(100662), 1-7.

https://doi.org/10.1016/j.001.2024.100662

111


https://doi.org/10.1007/s10639-021-10573-5
https://doi.org/10.3390/su13158571
https://doi.org/10.1016/j.heliyon.2023.e18932
https://doi.org/10.15826/recon.2019.5.2.006
https://doi.org/10.1016/j.oor.2024.100662

Ajayi, V. O. (2023). A review on primary sources of data and secondary sources
of data. European Journal of Education and Pedagogy, 2(3), 1-7.
https://www.researchgate.net/publication/370608670 A Review on Prim

ary_Sources of Data and Secondary Sources of Data

Ajzen, 1. (1991). The Theory of Planned Behavior. Organizational Behavior and
Human Decision Processes, 5002), 179-211.

https://doi.org/10.1016/0749-5978(91)90020-T

Ajzen, 1. (2020). The theory of planned behavior: Frequently asked questions.
Human  Behavior and Emerging Technologies, 2(4), 314-324.

https://doi.org/10.1002/hbe2.195

Akbar, M. A. H., Ali, M. H., Mat Deli, M., & Alawi, H. (2023). The intentions to
adopt e-learning using UTAUT-3 model : A post covid-19 perspective.
International Journal of Business and Society, 24(3), 1266—1283.

https://doi.org/10.33736/1jbs.6373.2023

Albudaiwi, D. (2017). Surveys, advantages and disadvantages of. The SAGE
Encyclopedia of Communication Research Methods, 4, 1735-1736.

https://doi.org/10.4135/9781483381411.n616

Al-Abdallat, W. 1. M. (2020). Toward a mandatory public e-services in Jordan.

Cogent Business & Management, 7(1), 1-18.

https://doi.org/10.1080/23311975.2020.1727620

112


https://doi.org/10.1016/0749-5978(91)90020-T
https://doi.org/10.1002/hbe2.195
https://doi.org/10.1080/23311975.2020.1727620

Al-Hadid, 1., Abu-Taieh, E., Alkhawaldeh, R. S., Khwaldeh, S., Masa’deh, R.,
Kaabneh, K., & Alrowwad, A. (2022). Predictors for e-government
adoption of SANAD app services integrating UTAUT, TPB, TAM, trust,
and perceived risk. International Journal of Environmental Research and

Public Health, 19(14), 8281. https://doi.org/10.3390/ijerph19148281

Al-Mansoori, K. A., Sarabdeen, J., & Tchantchane, A. L. (2018). Investigating
Emirati citizens’ adoption of e-government services in Abu Dhabi using
modified UTAUT model. Information Technology <& People, 31(2),

455-481. https://doi.org/10.1108/itp-12-2016-0290

Al-Omairi, L., Al-Samarraie, H., Alzahrani, A. 1., & Alalwan, N. (2020).
Students’ intention to adopt e-government learning services: A developing
country perspective. Indonesian Journal of Electrical Engineering and
Computer Science, 39(1). Library Hi Tech.

https://doi.org/10.1108/1ht-02-2020-0034

Alblooshi , S., & Abdul Hamid, N. A. B. (2022). The effect of performance
expectancy on actual use of e-learning throughout the mediation role of
behaviour intention. Journal of E-Learning and Higher Education, 2022,

1-11. https://doi.org/10.5171/2022.628490

113


https://doi.org/10.3390/ijerph19148281
https://doi.org/10.1108/itp-12-2016-0290
https://doi.org/10.5171/2022.628490

Alem, D. D. (2020). An overview of data analysis and interpretations in research.
International Journal of Academic Research in Education and Review,

8(1), 1-27. https://doi.org/10.14662/ITARER2020.015

Alibeigi, A., & Munir, A. B. (2020). Malaysian Personal Data Protection Act, a
mysterious application. University of Bologna Law Review , 5(2),

362-374. https://doi.org/10.6092/issn.2531-6133/12441

Almetere, E. S., Kelana, B. W. Y., & Mansor, N. N. A. (2020). Using UTAUT
Model to determine factors affecting internet of things acceptance in
public universities. International Journal of Academic Research in
Business and Social Sciences, 10(2), 142—150.

https://doi.org/10.6007/ijjarbss/v10-i2/6915

Almutairi, F. L. F. H., Thurasamy, R., & Yeap, J. A. L. (2020). Historical
development of e-government in the middle east. International Journal of
Recent Technology and Engineering, 8(5), 748-751.

https://doi.org/10.35940/ijrte.e4912.108520

Alshehri, A., Alharbi, S., Khayyat, M., & Aboulola, O. (2021). Global

e-government trends, challenges and opportunities. SAR Journal - Science

and Research, 4(4), 175-180. https://doi.org/10.18421/sar44-04

114


https://doi.org/10.14662/IJARER2020.015
https://doi.org/10.6092/issn.2531-6133/12441
https://doi.org/10.35940/ijrte.e4912.108520
https://doi.org/10.18421/sar44-04

Alvarez-Garcia, J., Gonzalez-Vazquez, E., Del Rio-Rama, M. de la C., &
Duran-Sanchez, A. (2019). Quality in customer service and its relationship
with satisfaction: An innovation and competitiveness tool in sport and

health centers. International Journal of Environmental Research and

Public Health, 16(20), 1-17. https://doi.org/10.3390/ijerph16203942

Aman, A. S. (2022). MyDigital Corp charts strategic thrusts, sectoral and
national initiatives under MDEB. New Straits Times.
https://www.nst.com.my/business/2022/03/778119/mydigital-corp-charts-s

trategic-thrusts-sectoral-and-national-initiatives

Ambarwati , R., Harja, Y. D., & Tharmin , S. (2020). The role of facilitating
conditions and user habits: A case of Indonesian online learning platform.
The Journal of Asian Finance, Economics and Business, 7(10), 481-489.

https://doi.org/10.13106/jateb.2020.vol7.n010.481

Amin, E. (2024). The problem with Malaysia’s PADU initiative. PS Engage.

https://ps-engage.com/the-problem-with-malaysias-padu-initiative/

Amoah, M. D., Smith, S. L., O’Neal, D., Clay, 1., Alonso Morris, E. A., & Kho, A.
(2023). Understanding the education policy making process in the United
States. Encyclopedia, 4(1), 46—59.

https://doi.org/10.3390/encyclopedia4010005

115


https://doi.org/10.3390/ijerph16203942
https://www.nst.com.my/business/2022/03/778119/mydigital-corp-charts-strategic-thrusts-sectoral-and-national-initiatives
https://www.nst.com.my/business/2022/03/778119/mydigital-corp-charts-strategic-thrusts-sectoral-and-national-initiatives
https://doi.org/10.13106/jafeb.2020.vol7.no10.481
https://ps-engage.com/the-problem-with-malaysias-padu-initiative/
https://doi.org/10.3390/encyclopedia4010005

Anggraeni, E., Normasyhuri, K., & Kurniawan, M. (2024). Continuity intention
segment mobile payments: Review the immediate effects of performance
expectancy and effort expectancy. KnE Social Sciences, 9(16), 499-524.

https://doi.org/10.18502/kss.v9116.16266

Antoniadis, K., Zafiropoulos, K., & Mitsiou, D. (2022). Measuring distance
learning system adoption in a Greek University during the pandemic using
the UTAUT model, trust in government, perceived university efficiency

and  coronavirus  fear.  Education  Sciences,  12(9),  625.

https://doi.org/10.3390/educscil1 2090625

Arain, M., Campbell, M. J., Cooper, C. L., & Lancaster, G. A. (2010). What is a
pilot or feasibility study? A review of current practice and editorial policy.
BMC Medical Research Methodology, 10(1).

https://doi.org/10.1186/1471-2288-10-67

Assegaff, S., Andrianti, A., & Astri, L. Y. (2021). Evaluation of the factors
influencing the trust of millennial citizens in e-government. Journal of
Physics: Conference Series, 1898(1), 1-10.

https://doi.org/10.1088/1742-6596/1898/1/012009

116



Ayaz, A., & Yanartas, M. (2020). An analysis on the Unified Theory of
Acceptance and Use of Technology theory (UTAUT): Acceptance of
Electronic Document Management System (EDMS). Computers in Human
Behavior Reports, 2(100032), 1-7.

https://doi.org/10.1016/j.chbr.2020.100032

Azri, M., Manan, A., Singh, K., & Kipli, A. (2023). The citizen satisfaction
towards e-government in Sarikei town during covid-19 pandemic.
International Journal of Business and Technology Management, 5(3).

https://doi.org/10.55057/ijbtm.2023.5.3.20

Bagozzi, R. (2007). The legacy of the technology acceptance model and a
proposal for a paradigm shift. Journal of the Association for Information

Systems, 8(4), 244-254. https://doi.org/10.17705/1jais.00122

Barroga, E., & Matanguihan, G. J. (2022). A practical guide to writing
quantitative and qualitative research questions and hypotheses in scholarly
articles. Journal of Korean Medical Science, 37(16), 1-18.

https://doi.org/10.3346/jkms.2022.37.e121

Basar, Z. M., Mansor, A. N., Jamaludin, K. A., & Alias, B. S. (2021). The
effectiveness and challenges of online learning for secondary school
students — A case study. Asian Journal of University Education, 17(3),

119-129. https://doi.org/10.24191/ajue.v1713.14514

117



Berlilana, Hariguna, T., & Nurfaizah. (2017). Understanding of public behavioral
intent to use e-Government Service: An extended of Unified Theory of
Acceptance Use of Technology and information system quality. Procedia
Computer Science, 124, 585-592.

https://doi.org/10.1016/j.procs.2017.12.193

BERNAMA. (2022). Malaysia focusing on creating smart cities - Dr Adham.

BERNAMA. https://www.bernama.com/en/news.php?id=2093211

Bhatiasevi, V. (2016). An extended UTAUT model to explain the adoption of
mobile banking. Information Development, 32(4), 799-814.

https://doi.org/10.1177/0266666915570764

Blaise, R., Halloran, M., & Muchnick, M. (2018). Mobile commerce competitive
advantage: A quantitative study of variables that predict m-commerce

purchase intentions. Journal of Internet Commerce, 17(2), 96—114.

https://doi.org/10.1080/15332861.2018.1433911

Bujang, M. A., Omar, E. D., Hui, D., & Yoon , K. H. (2024). Sample size
determination for conducting a pilot study to assess reliability of a
questionnaire. Restorative Dentistry and Endodontics, 49(1).

https://doi.org/10.5395/rde.2024.49.e3

118



Bulya, B., & Pribadi, U. (2024). Community acceptance of SIKESAL: An
UTAUT model approach in e-government services in Jambi city. Scientific
Journal of Informatics, 11(3), 661-680.

https://doi.org/10.15294/sj1.v11i3.7511

Busetto, L., Wick, W., & Gumbinger, C. (2020). How to use and assess qualitative
research methods. Neurological Research and Practice, 2(1), 1-10.

https://doi.org/10.1186/s42466-020-00059-z

Camilleri, M. (2019). The online users’ perceptions toward electronic government
services. Journal of Information, Communication and Ethics in Society,

18, 221-235. https://doi.org/10.2139/ssrn.3476543

Camilleri, M. A. (2024). Factors affecting performance expectancy and intentions
to use ChatGPT: Using SmartPLS to advance an information technology
acceptance framework. Technological Forecasting and Social Change,

201, 123247. https://doi.org/10.1016/j.techfore.2024.123247

Chao, C.-M. (2019). Factors determining the behavioral intention to use mobile

learning: An application and extension of the UTAUT Model. Frontiers in

Psychology, 10, 1-14. https://doi.org/10.3389/fpsyg.2019.01652

119



Chatterjee, S., Rana, N. P., Khorana, S., Mikalef, P., & Sharma, A. (2021).
Assessing organizational users’ intentions and behavior to Al integrated
CRM systems: A Meta-UTAUT approach. Information Systems Frontiers,

25, 1299-1313. https://doi.org/10.1007/s10796-021-10181-1

Chen, C. L., Lin, Y. C., Chen, W. H., Chao, C. F., & Pandia, H. (2021). Role of
government to enhance digital transformation in small service business.

Sustainability, 13(3), 1-24. https://doi.org/10.3390/ijerph16203942

Chen, L., Jia, J., & Wu, C. (2023). Factors influencing the behavioral intention to
use contactless financial services in the banking industry: An application
and extension of UTAUT model. Frontiers in Psychology, 14.

https://doi.org/10.3389/fpsyg.2023.1096709

Chohan, S. R., & Hu, G. (2020). Strengthening digital inclusion through
e-government: Cohesive ICT training programs to intensify digital
competency. Information Technology for Development, 28(1), 1-23.

https://doi.org/10.1080/02681102.2020.1841713

Choti, J. H., & Xavier, J. (2021). Digitalization of public service delivery in Asia.
Asia Productivity Organization.
https://www.apo-tokyo.org/papers/digitalization-of-public-service-delivery

-in-asia/

120



Conner, M., & Norman, P. (2022). Understanding the intention-behavior gap: The
role of intention strength. Frontiers in Psychology, 13(13), 1-16.

https://doi.org/10.3389/fpsyg.2022.923464

Cuemath. (2021). Statistics - definition, examples, mathematical statistics.

Cuemath.

https://www.cuemath.com/data/statistics/#:~:text=measures%200t%20disp

ersion.-

Dagnoush, S. M. M., & Khalifa, G. S. A. (2021). The relationship between Users’
performance expectancy and Users’ behavioral intentions to use mobile
commerce transactions in the Libyan context. Asia-Pacific Journal of
Management and Technology, 2(2), 22-29.

https://doi.org/10.46977/apjmt.2021v02102.003

Davis, F. D. (1989). Perceived usefulness, perceived ease of use, and user
acceptance of information technology. Journal of Risk and Uncertainty,

18(3), 321-325. https://doi.org/10.1023/a:1011156710779

Davis, F. D. (1993). User acceptance of information technology: System
characteristics, user perceptions and behavioral impacts. International
Journal of Man-Machine Studies, 38(3), 475-487.

https://doi.org/10.1006/imms.1993.1022

121



Davis, F. D., Bagozzi, R. P., & Warshaw, P. R. (1989). User acceptance of

computer technology: A comparison of two theoretical models.
Management Science, 35(8), 982—1003.

https://doi.org/10.1287/mnsc.35.8.982

Department of Statistics Malaysia . (2023). Current Population Estimates,

Malaysia, 2023. Www.dosm.gov.my.

https://www.dosm.gov.my/portal-main/release-content/current-population-

estimates-malaysia----2023

Devisakti, A., Muftahu, M., & Hu, X. L. (2023). Digital divide among B40
students in Malaysian higher education institutions. Digital Divide among
B40 Students in Malaysian Higher Education Institutions, 29.

https://doi.org/10.1007/s10639-023-11847-w

Domin, H. (2024). Al governance trends: How regulation, collaboration, and
skills demand are shaping the industry. World Economic Forum.

https://www.weforum.org/stories/2024/09/ai-governance-trends-to-watch/

Dwivedi, Y. K., Ismagilova, E., Hughes, D. L., & Carlson, J. (2021). Setting the
future of digital and social media marketing research: Perspectives and

research propositions. International Journal of Information Management,

59(1), 1-37. Sciencedirect.

https://doi.org/10.1016/j.1jjinfomgt.2020.102168

122



El-Ebiary, Y. A. B., Al-Sammarraie, N. A., & A. Saany, S. (2019). E-government
challenges and possibilities by using information and communication
technologies in Malaysian governance. International Journal of Recent
Technology and Engineering, 8(12), 1144—1149.

https://www.ijrte.org/portfolio-item/al12010581¢219/

Fam, C. (2024). MyJPJ app now supports online banking for drivers licence and
road tax renewals. The Star.
https://www.thestar.com.my/tech/tech-news/2024/06/05/myjpj-app-users-c

an-now-pay-via-online-banking-for-drivers-licence-and-road-tax-renewals

Faroqi, A., Suryanto, T. L. M., & Safitri, E. M. (2020). The determinant of
e-government services adoption among citizen in Indonesia. 2020 6th
Information Technology International Seminar (ITIS), 130—134.

https://doi.org/10.1109/itis50118.2020.9321068

Fishbein, M., & Ajzen, 1. (1975). Belief, attitude, intention, and behavior: An
introduction to theory and research. Addison-Wesley .
https://www.researchgate.net/publication/233897090 Belief attitude inten

tion _and behaviour An_introduction to theory and research

123



Fitrianie, S., Horsch, C., Beun, R. J., Griffioen-Both, F., & Brinkman, W.-P.
(2021). Factors affecting user’s behavioral intention and use of a
mobile-phone-delivered cognitive behavioral therapy for insomnia: A
small-scale UTAUT analysis. Journal of Medical Systems, 45(12).

https://doi.org/10.1007/s10916-021-01785-w

Fransisca, V., & Ningsih, W. (2023). The advancement of technology and its
impact on social life in Indonesia. Devotion Journal of Community

Service, 4(3), 860—-864. https://doi.org/10.36418/devotion.v413.445

Gamido, M. V., Gamido, H. V., & James, D. (2023). Electronic document
management system for local area network-based organizations.
Indonesian Journal of Electrical Engineering and Computer Science,

31(2), 1154-1154. https://doi.org/10.11591/ijeecs.v31.i2.pp1154-1163

Gan, C., & Solhi, F. (2022, March 29). myPTPTN app launched to facilitate
customers. New Straits Times.
https://www.nst.com.my/news/nation/2022/03/784332/myptptn-app-launc

hed-facilitate-customers

Graham, M. A., Stols, G., & Kapp, R. (2020). Teacher Practice and Integration of
ICT: Why Are or Aren’t South African Teachers Using ICTs in Their
Classrooms. International Journal of Instruction, 13(2), 749-766.

https://doi.org/10.29333/1j1.2020.13251a

124



Hagger, M. S., Cheung, M. W. L., Ajzen, 1., & Hamilton, K. (2022). Perceived
behavioral control moderating effects in the Theory of Planned Behavior:
A meta-analysis. Health Psychology, 41(2), 1-133.

https://doi.org/10.1037/hea0001153

Hajj, E., Karadas, G., & Zargar, P. (2023). How e-government can help societies
during a crisis: Implications of UTAUT model in Lebanon. Sustainability,

15(6), 1-18. https://doi.org/10.3390/sul 5065368

Hannon, M. (2023). Public discourse and its problems. Politics, Philosophy &

Economics, 22(3), 3. https://doi.org/10.1177/1470594X221100578

Hariz Zubir, M. H., & Abdul Latip, M. S. (2024). Behavioural intention to use
e-government services in Malaysia: Extended TAM model to examine the
effect of perceived security. Journal of Administrative Science, 19(2),

119-139. https://journal.uitm.edu.my/ojs/index.php/JAS/article/view/2559

Hasin, H., Jamil, A., Johari, Y. C., & Kasim, E. S. (2021). COVID-19 and its
impact on small and medium enterprises: Evidence from Malaysia.
International Journal of Academic Research in Accounting, Finance and
Management Sciences, 11(3), 719-739.

https://doi.org/10.6007/ijarafms/v11-13/11437

Hassan, M. (2023). Reliability- types, examples and guide. Research Method.

https://researchmethod.net/reliability/

125



Hatem, G., Zeidan, J., Goossens, M., & Moreira, C. (2022). Normality testing
methods and the importance of skewness and kurtosis in statistical
analysis. BAU Journal - Science and Technology, 3(2), 1-7.

https://doi.org/10.54729/KTPE9512

Hazam, S. R., Mansor, N., & Bahari, A. (2019). Integrated reporting and ePBT
system implementation in Malaysia local authorities . International
Journal of Accounting, Finance and Business, 4(22), 90—100.
https://www.researchgate.net/publication/336799252 INTEGRATED RE
PORTING_AND ePBT SYSTEM_IMPLEMENTATION IN MALAYSI

A LOCAL AUTHORITIES

Huang, Y. C. (2023). Integrated concepts of the UTAUT and TPB in virtual reality
behavioral intention. Journal of Retailing and Consumer Services, 70,

103127. https://doi.org/10.1016/j.jretconser.2022.103127

Hyytinen, A., Tuimala, J., & Hammar, M. (2022). Enhancing the adoption of
digital public services: Evidence from a large-scale field experiment.
Government Information Quarterly, 39(3), 3.

https://doi.org/10.1016/j.g1q.2022.101687

126



Ibrahim, M. Y., Muis, M. A., Bakar, M. H., Zainal, M. A., Hashim, M. J., &
Jusoh, M. H. (2023). Factors on political involvement among university
student in Malaysia. Multidisciplinary Science Journal, 6(5), 1-11.

https://doi.org/10.31893/multiscience.2024060

Ilieva, G., Yankova, T., Ruseva, M., Dzhabarova, Y., Zhekova, V., Belcheva, S.
K., Mollova, T., & Dimitrov, A. (2024). Factors influencing user

perception and adoption of e-government services. Administrative

Sciences, 14(3), 54—54. https://doi.org/10.3390/admsci14030054

International Trade Administration. (2024). Malaysia - information &
communications technology. United Stetes International Trade
Administration.
https://www.trade.gov/country-commercial-guides/malaysia-information-c

ommunications-technology

Ismail, 1. (2023). Malaysia ranks 37th in digital quality of life | New Straits Times.
NST Online.
https://www.nst.com.my/lifestyle/bots/2023/09/957528/tech-malaysia-rank

s-37th-digital-quality-life

Jamil, N. (2023). MDEC: Malaysia has surpassed RM70bil digital investments
target. New Straits Times.
https://www.nst.com.my/business/corporate/2023/10/97168 1/mdec-malays

1a-has-surpassed-rm70bil-digital-investments-target

127


https://www.trade.gov/country-commercial-guides/malaysia-information-communications-technology
https://www.trade.gov/country-commercial-guides/malaysia-information-communications-technology

Jerry Chun-Fung Li. (2020). Blockchain technology adoption: Examining the
fundamental drivers. Proceedings of the 2020 2nd International
Conference on Management Science and Industrial Engineering.

https://api.semanticscholar.org/CorpusID:218982506

Jevsikova, T., Stupuriené, G., Stumbriené, D., JuskeviCiené, A., & Dagiene, V.
(2021). Acceptance of distance learning technologies by Teachers:
Determining factors and emergency state influence. Informatica, 32(3),

517-542. https://doi.org/10.15388/21-infor459

Jung, D. (2019). “Assessing citizen adoption of e-government initiatives in
Gambia: A validation of the technology acceptance model in information
systems success”. A critical article review, with questions to its publishers.
Government Information Quarterly, 36(1), 5-7.

https://doi.org/10.1016/j.g1q.2018.11.003

Junnonyang, E. (2021). Integrating TAM, perceived risk, trust, relative advantage,
government support, social influence and user satisfaction as Predictors of
mobile government adoption behavior in Thailand. International Journal
of E-Business and E-Government Studies, 13(1), 159-178.

https://doi.org/10.34109/ijebeg.202113108

128



Jusop, M., Mohd Fadhil, N. F., Wan Mohamad, W. I. A., Mustafa, N. H., &
Mansor, N. (2021). Exploring the big data and cloud computing
management in e-government services: A qualitative case study in
Terengganu public sector. The Journal of Management Theory and

Practice (JMTP), 2(3), 24-27. https://doi.org/10.37231/jmtp.2020.2.3.172

Kamarudin, S., Zobidah Omar, S., Zaremohzzabieh, Z., Bolong, J., & Osman, M.
N. (2021). Factors predicting the adoption of e-government services in
telecenters in rural areas : The mediating role of turst. Asia-Pacific Social
Science Review, 21(1), 20-38.
https://www.researchgate.net/publication/349711229 Factors Predicting t
he Adoption of E-Government Services in Telecenters in Rural Areas

_The Mediating Role of Trust

Karakoyun, F., & Basaran, B. (2024). Profiling university students’ technology
acceptance through UTAUT. Malaysian Online Journal of Educational

Technology, 12(2), 78-92. https://doi.org/10.52380/mojet.2024.12.2.550

Kaur, P., Stoltzfus, J., & Yellapu, V. (2018). Descriptive statistics. International

Journal of Academic Medicine, 4(1), 60—63.

https://doi.org/10.4103/ijjam.ijjam_7 18

129



Kazakov, S., Ruiz-Alba, J. L., & Mufioz, M. M. (2020). The impact of information
and communication technology and internal market orientation blending
on organisational performance in small and medium enterprises. European
Journal of Management and Business Economics, 30(2), 129-151.

https://doi.org/10.1108/ejmbe-04-2020-0068

Kemp, S. (2024). Digital 2024.: Malaysia. Data Reportal.

https://datareportal.com/reports/digital-2024-malaysia

Kessler, F. (2020). From birth registrations to healthcare - MyGovernment portal
aims to be a single gateway for all online services. New Straits Times.
https://www.nst.com.my/lifestyle/bots/2020/10/632210/birth-registrations-

healthcare-mygovernment-portal-aims-be-single

Kessler, F. (2021). MAMPU provides cloud computing services to government
agencies . New Straits Times.
https://www.nst.com.my/lifestyle/bots/2021/11/749658/mampu-provides-c

loud-computing-services-government-agencies

Khatib, H., Lee, H., Suh, C., & Weerakkody, V. (2019). E-Government systems
success and user acceptance in developing countries: The role of perceived
support quality. Asia Pacific Journal of Information Systems, 29(1), 1-34.

https://doi.org/10.14329/apjis.2019.29.1.1

130



Khatun, N. (2021). Applications of normality test in statistical analysis. Open
Journal of Statistics, 11(01), 113—122.

https://doi.org/10.4236/0js.2021.111006

Kim, J. H. (2019). Multicollinearity and misleading statistical results. Korean
Journal of Anesthesiology, 72(6), 558—5609.

https://doi.org/10.4097/kja.19087

Kong, S.-C., & Yuen, C.-N. (2022). An analysis of the attitudes and behaviours of
university students and perceived contextual factors in alternative
assessment during the pandemic using the attitude—behaviour—context

model. Heliyon, 8(10), 1-9. https://doi.org/10.1016/j.heliyon.2022.e11180

Krejcie, R. V., & Morgan, D. W. (1970). Determining sample size for research
activities. Educational and Psychological Measurement, 30(3), 607-610.

https://doi.org/10.1177/001316447003000308

Kuranga, J. O., Ayinde, K., & Solomon, G. S. (2020). Empirical investigation of
type 1 error rate of some normality test statistics. International Journal of
Psychosocial Rehabilitation, 24(04), 591-599.

https://doi.org/10.37200/ijpr/v24i4/pr201037

Kurfali, M., Arifoglu, A., Tokdemir, G., & Pagin, Y. (2017). Adoption of

e-government services in Turkey. Computers in Human Behavior, 66,

168—178. https://doi.org/10.1016/j.chb.2016.09.041

131



Kurniati, P. S., Sholihin, I., Winarta, R., & Insan, M. H. (2021). Information
technology policy through the e-government programs in improving public
services quality. International Journal of Computer in Law & Political
Science, 1, 1-8.

https://ojs.unikom.ac.id/index.php/injucolpos/article/view/4823

LaCaille, L. (2013). Theory of reasoned action. Encyclopedia of Behavioral
Medicine, 1(1), 1964—1967. Springer.

https://doi.org/10.1007/978-1-4419-1005-9 1619

Lai, P. (2017). The literature review of technology adoption models and theories
for the novelty technology. Journal of Information Systems and
Technology Management, 14(1), 21-38.

https://doi.org/10.4301/s1807-17752017000100002

Lallmahomed, M. Z. 1., Lallmahomed, N., & Lallmahomed, G. M. (2017). Factors
influencing the adoption of e-Government services in Mauritius.
Telematics and Informatics, 34(4), 57-72.

https://doi.org/10.1016/j.tele.2017.01.003

Lawan, B., Ajadi, 1., Abdulrazaq, A., Abubakar, K., & Yaru, U. (2020).
E-government and public service delivery in Nigeria. Journal of Social
Science and Humanities, 17(5), 1823—1884.

https://journalarticle.ukm.my/15161/1/39919-126920-1-SM.pdf

132



Leary, M. R., & Gabriel, S. (2022). The relentless pursuit of acceptance and
belonging. Advances in Motivation Science, 9, 135-178.

https://doi.org/10.1016/bs.adms.2021.12.001

Lee, A. T., Ramasamy, R. K., & Subbarao, A. (2025). Understanding psychosocial
barriers to healthcare technology adoption: A review of technology
acceptance model and unified theory of acceptance and use of technology
and UTAUT Frameworks. Healthcare, 13(3), 250.

https://doi.org/10.3390/healthcare13030250

Lee, C. (2023). Strategic Policies for Digital Economic Transformation: The Case
of Malaysia. Journal of Southeast Asian Economies (JSEAE), 40(1),

32-63. https://muse.jhu.edu/article/895982.

Leong, T. K., Chiek, A. N., & Lim, C. W. (2021). A modified UTAUT in the
context of m-payment usage intention in Malaysia. Journal of Applied
Structural Equation Modeling, 5(1), 39—60.

https://doi.org/10.47263/jasem.5(1)05

Leong, W. Y., Heng, L. S., & Leong, Y. Z. (2023). Smart city initiatives in
Malaysia and Southeast Asia. /2th InterInational Conference on
Renewable Power Generation (RPG 2023), 1-7.

https://doi.org/10.1049/icp.2023.2440

133



Li, W. (2021). The role of trust and risk in citizens’ e-government services
adoption: A perspective of the extended UTAUT model. Sustainability,

13(14), 1-17. https://doi.org/10.3390/su13147671

Li, Y., & Shang, H. (2024). Service quality, perceived value, and citizens’
continuous-use intention regarding e-government: Empirical evidence
from China. Information & Management, 57(3), 1-15.

https://doi.org/10.1016/5.im.2019.103197

Liew, J. T. (2020). Cover story: Budget 2020: SME digitalisation the main focus.
The Edge Malaysia.
https://theedgemalaysia.com/article/cover-story-budget-2020-sme-digitalis

ation-main-focus

Low, D. (2022). Singapore tops in global ranking of median fixed broadband
speeds | The Straits Times. Www.straitstimes.com.
https://www.straitstimes.com/tech/tech-news/singapore-tops-in-global-ran

king-of-median-fixed-broadband-speeds

Lowe, N. K. (2019). What is a pilot study? Journal of Obstetric, Gynecologic &

Neonatal Nursing, 48(2), 117-118.

https://doi.org/10.1016/j.jogn.2019.01.005

134



Lykidis, I., Drosatos, G., & Rantos, K. (2021). The use of blockchain technology
in e-Government services. Computers, 10(12), 168.

https://doi.org/10.3390/computers10120168

Ma, M., Chen, J., Zheng, P., & Wu, Y. (2019). Factors affecting EFL teachers’
affordance transfer of ICT resources in China. Interactive Learning
Environments, 30(6), 1-16.

https://doi.org/10.1080/10494820.2019.1709210

Macedo, I. M. (2017). Predicting the acceptance and use of information and
communication technology by older adults: An empirical examination of
the revised UTAUT2. Computers in Human Behavior, 75, 935-948.

https://doi.org/10.1016/j.chb.2017.06.013

Madden, T. J., Ellen, P. S., & Ajzen, 1. (1992). A Comparison of the Theory of
Planned Behavior and the Theory of Reasoned Action. Personality and
Social Psychology Bulletin, 18(1), 3-9.

https://doi.org/10.1177/0146167292181001

Mahalingam, S. (2024). The power behind cloud adoption in healthcare digital
government. Journal of Emerging Technologies and Industrial
Applications, 3(2), 1-5.

https://jetia.ttasmbot.org.my/index.php/jetia/article/view/44

135



Malay Mail. (2021). Use MyGovernment portal to access its services, govt agency
tells public. Malay Mail .
https://www.malaymail.com/news/malaysia/2021/07/13/use-mygovernmen

t-portal-to-access-its-services-govt-agency-tells-public/1989625

Malaysian Government eProcurement. (2024). ePerolehan . Official Portal for
Malaysian Government E-Procurement.

https://www.eperolehan.gov.my/en/eprocurement

Malodia, S., Dhir, A., Mishra, M., & Bhatti, Z. A. (2021). Future of
e-Government: An integrated conceptual framework. Technological
Forecasting and Social Change, 173, 121102.

https://doi.org/10.1016/j.techfore.2021.121102

Man, M. N. S., & Manaf, H. A. (2023). Exploring on acceptance of e-participation
in the Malaysian public sector: A review paper. E3S Web of Conferences,

440(3019), 1-22. https://doi.org/10.1051/e3sconf/202344003019

Marie Vianney, S. G. J., Prudence, Dr. N., & Nathan, N. M. (2020). Monitoring
and evaluation and institutional performance. International Journal of
Scientific and Research Publications , 10(11), 367-377.

https://doi.org/10.29322/ijsrp.10.11.2020.p10745

136



Marion, E. C., & Augtania, A. Y. (2023). Comparison of technology
transformation in digital leadership Indonesia and Malaysia in era society
5.0. E3S Web of Conferences, 426, 02077.

https://doi.org/10.1051/e3sconf/202342602077

Martin, T. (2022). A literature review on the Technology Acceptance Model.
International Journal of Academic Research in Business and Social
Sciences, 12(11), 2859-2884.

https://doi.org/10.6007/ijarbss/v12-111/14115

Mayasari, 1., Hendrowati, R., Sofia, A. 1., & Wiadi, . (2017). Implementation of
e-government through implementation of technology acceptance model.
Jurnal Aplikasi Manajemen, 15(4), 659—669.

https://doi.org/10.21776/ub.jam2017.015.04.13

Maznorbalia, A. S., & Awalluddin, M. A. (2021). Users acceptance of
e-government system in Sintok, Malaysia: Applying the UTAUT model.
Policy & Governance Review, 5(1), 66—81.

https://doi.org/10.30589/pgr.v5i11.348

Mees, H. L. P, Uittenbroek, C. J., Hegger, D. L. T., & Driessen, P. P. J. (2019).
From citizen participation to government participation: An exploration of
the roles of local governments in community initiatives for climate change

adaptation in the Netherlands. Environmental Policy and Governance,

29(3). https://doi.org/10.1002/eet. 1847

137



Méndez Rivera, C. A., Patifio Toro, O. N., Valencia Arias, A., & Arango Botero,
D. M. (2023). Factors influencing the adoption of e-government services:

A study among university students. Economies, 11(9), 225.

https://doi.org/10.3390/economies11090225

Mensah, 1. K. (2019a). Factors influencing the intention of university students to
adopt and use e-government services: An empirical evidence in China.

SAGE Open, 9(2), 1-19. https://doi.org/10.1177/2158244019855823

Mensah, I. K. (2019b). Predictors of Electronic Government Services Adoption:
The African Students’ Perspective in China. International Journal of
Public Administration, 42(12), 997—1009.

https://doi.org/10.1080/01900692.2019.1572621

Mensah, I. K., & Khan, M. K. (2024). Unified Theory of Acceptance and Use of
Technology (UTAUT) model: Factors influencing mobile banking
services’ adoption in China. SAGE Open, 14(1).

https://doi.org/10.1177/21582440241234230

Mensah, 1. K., Zeng, G., & Luo, C. (2020). E-government services adoption: An
extension of the unified model of electronic government adoption. SAGE
Open, 10(2), 215824402093359.

https://doi.org/10.1177/2158244020933593

138



Merdeka Center for Opinion Research. (2021). Survey Report-National Youth
Survey 2021 - Merdeka Center. Merdeka Center.

https://merdeka.org/survey-report-national-youth-survey-2021/

Ministry of Digital Malaysia. (2024). Malaysia digital tech adoption summit:
Artificial intelligence (Al). Ministry of Digital Malaysia.
https://www.digital.gov.my/en-GB/siaran/MALAY SIA-DIGITAL-TECH-

ADOPTION-SUMMIT-:-ARTIFICIAL-INTELLIGENCE-(AI)

Ministry of Economy Malaysia. (2023). Mid-term review of the Twelfth Malaysia
Plan Malaysia beyond 2025: A sustainable and progressive society .
https://rmkel2.ekonomi.gov.my/ksp/storage/fileUpload/2023/09/20230911

35 10 beyond 2025.pdf

Ministry of Finance Malaysia. (2021). Youths play important role in steering
Malaysia s digitalisation efforts — PM Muhyiddin.
https://www.mof.gov.my/portal/en/news/press-citations/youths-play-impor

tant-role-in-steering-malaysia-s-digitalisation-efforts-pm-muhyiddin

Mishra, P., Pandey, C. M., Singh, U., Sahu, C., Keshri, A., & Gupta, A. (2019).
Descriptive statistics and normality tests for statistical data. Annals of
Cardiac Anaesthesia, 22(1), 67-72.

https://doi.org/10.4103/aca.ACA_ 157 18

139



Mohd Johan, M. R., Md. Syed, Md. A., & Mohd Adnan, H. (2022). Digital media
and online buying considerations among generation Z in Malaysia. Jurnal

Intelek, 17(1), 164. https://doi.org/10.24191/ji.v17i1.15920

Mohd Suki, N., & Ramayah, T. (2010). User acceptance of the e-government
services in Malaysia: Structural equation modelling approach.
Interdisciplinary Journal of Information, Knowledge, and Management, 5,

395-413. https://doi.org/10.28945/1308

Mohino, M. G., Domenech, M. A. R., Albifiana, A. 1. C., & Canalejo, A. C.
(2023). Empowering critical thinking: The role of digital tools in citizen
participation. Journal of New Approaches in Educational Research, 12(2),

258-275. https://doi.org/10.7821/naer.2023.7.1385

Mooney, S. J., & Garber, M. D. (2019). Sampling and sampling frames in big data
epidemiology. Current Epidemiology Reports, 6(1), 14-22.

https://doi.org/10.1007/s40471-019-0179-y
Morchid, N. (2019). The determinants of use and acceptance of mobile assisted

language learning: The case of EFL students in Morocco. SSRN Electronic

Journal, 5. https://doi.org/10.2139/ssrn.3431747

140



Moustaghfir, S., & Brigui, H. (2024). Navigating critical thinking in the digital
era: An informative exploration. International Journal of Linguistics,
Literature and Translation, 7(1), 137-143.

https://doi.org/10.32996/ij11t.2024.7.1.11x

Mubarok, M. A., Tsabitah, D., Ningtias, L. A., Meylianingrum, K., & Sapta
Pradana, A. W. (2023). UTAUT model to explore factors influencing QRIS
adoption among economics students in Malang. Peradaban Journal of
Economic and Business , 2(2), 137-154.

https://doi.org/10.59001/pjeb.v2i2.106

Muhamad Ali, M. N., Wan Zainodin, W. H., & Tengku Mahamad, T. E. (2024).
The challenges of digital inequalities in online and remote learning on B40
students during the covid-19 pandemic and beyond. Journal of Media and
Information Warfare, 17(1), 1-17.
https://www.researchgate.net/publication/380264751 THE CHALLENGE
S OF DIGITAL INEQUALITIES IN ONLINE AND REMOTE LEA
RNING_ON _ B40 STUDENTS DURING THE COVID-19 PANDEMI

C_AND BEYOND

141


https://doi.org/10.59001/pjeb.v2i2.106

Napitupulu, D., Usino, W., Azmi, N. A., Kartika, R. S., Supratikta, H., Suhendra,
A., Yohanitas, W. A., Saksono, H., Halik, A., & Suhandojo, S. (2024).
Understanding the key driver of e-government services continuance usage
intention: An integrated model of expectation confirmation model and
technology acceptance model. Journal of Infrastructure Policy and

Development, 8(12), 7957-7957. https://doi.org/10.24294/jipd.v8112.7957

Naryak, M. S. D. P., & Narayan , K. A. (2019). Strengths and weakness of online
surveys. Journal of Humanities and Social Sciences , 2(5), 31-38.

https://doi.org/10.9790/0837-2405053138

Nasri, W. (2025). Citizens’ acceptance and use of e-government services in
Tunisia: A UTAUT2-based approach. Management & Sustainability an

Arab Review. https://doi.org/10.1108/msar-03-2024-0014

Nath, N., Nitanai, R., Manabe, R., & Murayama, A. (2023). A globalscale review
of smart city practice and research focusing on residential neighbourhoods.
Habitat International, 142, 102963.

https://doi.org/10.1016/j.habitatint.2023.102963

Ndou, V. D. (2021). E - government for developing countries: Opportunities and
challenges. The Electronic Journal of Information Systems in Developing
Countries, 18(1), 1-24.

https://doi.org/10.1002/5.1681-4835.2004.tb00117.x

142



Ng, E., Chan, C., Cheng, A., & Singh, T. (2023). Findings from the 2024 Global
Digital Trust Insights Putting security at the epicentre of innovation

Malaysia report Content. In PwC Malaysia (pp. 1-16).

https://www.pwc.com/my/en/assets/publications/2023/pwc-malaysia-2024-

digital-trust-insights-report.pdf

Nguyen, T. H., & Chu, P. Q. (2021). Estimating university students’ acceptance of
technological tools for studying english through the UTAUT model.
International Journal of TESOL & Education, 1(3), 209-234.

http://eoi.citefactor.org/10.11250/1jte.01.03.012

Nimer, K., Uyar, A., Kuzey, C., & Schneider, F. (2022). E-government, education
quality, internet access in schools, and tax evasion. Cogent Economics &

Finance, 10(1), 41-56. https://doi.org/10.1080/23322039.2022.2044587

Nizam, F. (2024). PM frustrated over delays in MyDigital ID, 5G projects. New

Straits Times.

https://www.nst.com.my/news/nation/2024/12/1144015/updated-pm-frustr

ated-over-delays-mydigital-id-5g-projects
Nookhao, S., & Kiattisin, S. (2023). Achieving a successful e-government:

Determinants of behavioral intention from Thai citizens’ perspective.

Heliyon, 9, 8. https://doi.org/10.1016/j.heliyon.2023.e18944

143



Onaolapo, S., & Oyewole, O. (2018). Performance expectancy, effort expectancy,
and facilitating conditions as factors influencing smart phones use for
mobile learning by postgraduate students of the university of Ibadan,
Nigeria. Interdisciplinary Journal of E-Skills and Lifelong Learning, 14,

95—115. https://doi.org/10.28945/4085

Opiah, A. (2024). Malaysia's MyDigital ID hits 1M users as digital
transformation gains momentum. Biometric Update .
https://www.biometricupdate.com/2024 10/malaysias-mydigital-id-hits-1m-

users-as-digital-transformation-gains-momentum

Orcan, F. (2020). Parametric or non-parametric: Skewness to test normality for
mean comparison. International Journal of Assessment Tools in Education,

7(2), 236-246. https://dergipark.org.tr/en/pub/ijate/article/656077

Pan, M., & Gao, W. (2021). Determinants of the behavioral intention to use a
mobile nursing application by nurses in China. BMC Health Services

Research, 21(1), 1-11. https://doi.org/10.1186/s12913-021-06244-3

Petrosyan, A. (2024a). Number of internet users worldwide 2005-2017 | Statista.
Statista; Statista.
https://www.statista.com/statistics/273018/number-of-internet-users-world

wide/

144



Petrosyan, A. (2024b). E-government. Statista.

https://www.statista.com/topics/2420/e-government/#editorsPicks

Pham, L., Limbu, Y. B., Le, M. T. T., & Nguyen, N. L. (2025). E-government
service quality, perceived value, satisfaction, and loyalty: Evidence from a
newly emerging country. Journal of Public Policy, 43(4), 1-22.

https://doi.org/10.1017/S0143814X23000296

Raffaghelli, J. E., Rodriguez, M. E., Guerrero-Roldan, A.-E., & Bafieres, D.
(2022). Applying the UTAUT model to explain the students’ acceptance of
an early warning system in higher education. Computers & Education,

182, 104468. https://doi.org/10.1016/j.compedu.2022.104468

Rahman, A., & Muktadir, G. (2021). SPSS: An imperative quantitative data
analysis tool for social science research. International Journal of Research
and Innovation in Social Science, 5(10), 300-302.

https://doi.org/10.47772/ijriss.2021.51012

Raifman, S., DeVost, M. A., Digitale, J. C., Chen, Y.-H., & Mortris, M. D. (2022).
Respondent-driven sampling: A sampling method for hard-to-reach
populations and beyond. Current Epidemiology Reports, 9(1), 38—47.

https://doi.org/10.1007/s40471-022-00287-8

145



Ramli, N. A. (2022). PTPTN launches myPTPTN mobile app to offer services on
one platform. RinggitPlus.
https://ringgitplus.com/en/blog/apps/ptptn-launches-myptptn-mobile-app-t

o-ease-customers.html

Rane, N., Achari, A., & Choudhary, S. P. (2023). Enhancing customer loyalty
through quality of service: Effective strategies to improve customer
satisfaction, experience, relationship, and engagement. International
Research Journal of Modernization in Engineering Technology and
Science, 5(5), 427-452. Researchgate.

https://doi.org/10.56726/irjmets38104

Rasiah, R., Mohd-Nor, R., & Zhang, M. (2024). Charting the economy: Revisiting
the industrial policy experience of Malaysia. International Journal of
Business and Society, 25, 26-38.

https://publisher.unimas.my/ojs/index.php/IJBS/article/view/8194

Rehman, M., Kamal, M. M., & Esichaikul, V. (2016). Adoption of e-government
services in Pakistan: A comparative study between online and offline
users. Information Systems Management, 33(3), 248-267.

https://doi.org/10.1080/10580530.2016.1188570
Rita, P., Oliveira, T., & Almira Farisa. (2019). The impact of e-service quality and
customer satisfaction on customer behavior in online shopping. Heliyon,

16(20), 10. https://doi.org/10.1016/j.heliyon.2019.e02690

146



Rosmayanti, V., Noni, N., & Patak, A. A. (2022). Students’ acceptance of
technology use in learning English pharmacy. International Journal of

Language Education, 6(3), 314. https://doi.org/10.26858/ijole.v613.24144

Rozlan, I. (2024). MyDigital ID now has over one million registered users.
Lowyat.NET; Lowyat Media Group.

https://www.lowyat.net/2024/334865/mydigital-id-one-million-users/

Sabani, A. (2020). Investigating the influence of transparency on the adoption of
e-government in Indonesia. Journal of Science and Technology Policy

Management, 12(2), 236-255. https://doi.org/10.1108/jstpm-03-2020-0046

Sadiq, S., Jia, K. W., Aman, 1., & Mansab, M. (2025). Examine the factors
influencing the behavioral intention to use social commerce adoption and
the role of Al in SC adoption. European Research on Management and
Business Economics, 31(1), 100268—100268.

https://doi.org/10.1016/j.iedeen.2024.100268

Saidie, W. S. W. M., Azlan, A. N., Sapuan, M. S., & Abd. Rahim, A. A. S.
(2020). Covid-19: Short-Term economic recovery plan. In Kenanga (pp.
1-10).
https://www.kenanga.com.my/wp-content/uploads/2020/06/EV_COVID-1

9 Short-Term-Economic-Recovery-Plan 200609-Kenanga.pdf

147



Saleh, A. A., & Alyaseen, 1. F. T. (2022). E-Governance System Key Successful
Implementation Factors. International Journal on Perceptive and

Cognitive Computing, 8(1), 40—46.

Sallehudin, H., Mohd Aman, A. H., Razak, R. C., Ismail, M., Abu Bakar, N. A.,
Md Fadzil, A. F., & Baker, R. (2021). Performance and key factors of
cloud computing implementation in the public sector. International
Journal of Business and Society, 21(1), 134—152.

https://doi.org/10.33736/1jbs.3231.2020

Sampa, M. B., Hossain, Md. N., Hoque, Md. R., Islam, R., Yokota, F., Nishikitani,
M., Fukuda, A., & Ahmed, A. (2020). Influence of Factors on the
Adoption and Use of ICT-Based eHealth Technology by Urban Corporate
People. Journal of Service Science and Management, 13(1), 1-19.

https://doi.org/10.4236/jssm.2020.131001

Samsor, A. M. (2020). Challenges and prospects of e-Government implementation
in Afghanistan. International Trade, Politics and Development, 5(1),

51-70. https://doi.org/10.1108/itpd-01-2020-0001

San, Y. Y., Yew, M. P, Mei, C. Y., & Pin, C. T. (2024). Exploring the Factors of

Using Cloud Service in Malaysia Higher Education Institutions During

COVID-19 Pandemic Outbreak. Qeios. https://doi.org/10.32388/7szcv6

148



Sang, J., & Fortenberry, S. (2021). Performance expectancy and effort expectancy
in omnichannel retailing. Journal of Industrial Distribution & Business,

12(4), 27-34. https://doi.org/10.13106/jidb.2021.vol12.n04.27

Santani, S. J. (2024). Malaysia coming up with Al governance and code of ethics |
New Straits Times. NST Online.
https://www.nst.com.my/business/corporate/2024/01/998905/malaysia-co

ming-ai-governance-and-code-ethics

Saw, R. (2023). MyJPJ app down after Anthony Loke says physical road tax,
drivers licence no longer required. Malay Mail ; Malay Malil.
https://www.malaymail.com/news/malaysia/2023/02/10/myjpj-app-down-a
fter-anthony-loke-says-physical-road-tax-drivers-licence-no-longer-require

d/54335

Saylam, A., & Yildiz, M. (2021). Conceptualizing citizen-to-citizen (C2C)
interactions within the e-government domain. Government Information

Quarterly, 39(1), 1-11. https://doi.org/10.1016/j.giq.2021.101655

Schwarz, A., & Chin, W. (2007). Looking forward: Toward an understanding of

the nature and definition of IT acceptance. Journal of the Association for

Information Systems, 8(4), 230-243. https://doi.org/10.17705/1jais.00123

149



Setyawan, A. C. (2024). Enhancing public service delivery through digital
transformation: A study on the role of e-government in modern public

administration. Global International Journal of Innovative Research,

2(10), 2439-2453. https://doi.org/10.59613/global.v2110.340

Sewandono, R. E., Thoyib, A., Hadiwidjojo, D., & Rofiq, A. (2022). Performance
expectancy of e-learning on higher institutions of education under
uncertain conditions: Indonesia context. Education and Information
Technologies, 28(4), 127-136.

https://doi.org/10.1007/s10639-022-11074-9

Shaban, N. S., & Alabboodi, A. S. (2019). The adoption of e-government services
in the Iraqi higher education context: An application of the UTAUT model
in the University of Baghdad. Indian Journal of Applied Research, 5(5),

130-137.

Sharma, S. K., Al-Badi, A., Rana, N. P, & Al-Azizi, L. (2018). Mobile
applications in government services (mG-App) from user’s perspectives: A
predictive modelling approach. Government Information Quarterly, 35(4),

557-568. https://doi.org/10.1016/j.g1q.2018.07.002

Sharon, A. (2022). Malaysia begins digitally upgrading public sector via cloud —.
Opengov Asia.
https://opengovasia.com/2022/08/09/malaysia-begins-digitally-upgrading-

public-sector-via-cloud/

150



Sharon, A. (2023). Siti Sapura binti Raffee on accelerating Malaysia s digital
economy — Part Il — OpenGov Asia. Opengov Asia.

https://opengovasia.com/2023/06/27/siti-sapura-binti-raffee-on-acceleratin

g-malaysias-digital-economy-part-il/

Sharon, A. (2024). Energising Malaysia s digital economy growth. OpenGov Asia.

https://opengovasia.com/2024/01/16/energising-malaysias-digital-econom

y-growth/

Shuib, L., Yadegaridehkordi, E., & Ainin, S. (2019). Malaysian urban poor

adoption of e-government applications and their satisfaction. Cogent

Social Sciences, 5(1), 1-18.

https://doi.org/10.1080/23311886.2019.1565293

Shukla, A., Dogra, D. K., Bhattacharya, D., Gulia, S., & Sharma, R. (2023). A

comparative study on the viewership of different professional leagues in

India. The International Sports Law Journal, 23(3).

https://doi.org/10.1007/s40318-023-00243-8

Singh, A. (2023). E-governance: Moving towards digital governance. Journal of
Gujarat University, 2(1), 204-215.

https://doi.org/10.47413/vidya.v2i11.173

151



Singh, A. P., Vadakedath, S., & Kandi, V. (2023). Clinical research: A review of
study designs, hypotheses, errors, sampling types, ethics, and informed

consent. Cureus, 15(1). https://doi.org/10.7759/cureus.33374

Sivaji, A., Rasidi, S. H., Hashim, S. H., Kuppusamy, A. D. N., Abidin, F. Z., Ngip
, K. C., Musa, A. M. S., Sazali, N., & Deniel, A. (2019). Unified Theory of
Acceptance and Use of Technology of e-government services in Malaysia:
Validation of survey instrument. 2019 IEEE Conference on Open Systems,

6—11. https://doi.org/10.1109/icos47562.2019.8975688

Sivasamy, S. (2023). Sample size considerations in research. Endodontology (New

Delhi), 35(4), 304-308. https://doi.org/10.4103/endo.endo 235 23

Suhaidi, N. (2023). E-governance success depends on robust data privacy tools,
secure ecosystem. The Malaysia Reserve.
https://themalaysianreserve.com/2023/04/18/e-governance-success-depend

s-on-robust-data-privacy-tools-secure-ecosystem/

Sukarno, M., & Nurmandi, A. (2023). E-Government development index impact
on world governance indicator index in Southeast Asian countries. Journal
of Contemporary Governance and Public Policy, 4(1), 97-114.

https://doi.org/10.46507/jcgpp.v4il.106

152



Surahman, S. (2023). The influence of service quality, innovation, and customer
satisfaction on user compliance (literature review). Dinasti International
Journal of Digital Business Management, 4(4), 817-824.

https://doi.org/10.31933/dijdbm.v4i4

Surfshark. (2024). 2023 Digital Quality of Life Index. Surfshark.

https://surfshark.com/dql2023?country=MY

Sykes, T. A., Venkatesh, V., & Gosain, S. (2009). Model of acceptance with peer
support: A social network perspective to understand employees’ system

Use. MIS Quarterly, 33(2), 371. https://doi.org/10.2307/20650296

Tahar, A., Riyadh , H. A., Sofyani , H., & Purnomo , W. E. (2020). Perceived ease
of use, perceived usefulness, perceived security and intention to use
e-filing: The role of technology readiness. The Journal of Asian Finance,
Economics and Business, 7(9), 537-547.

https://doi.org/10.13106/jateb.2020.vol7.n09.537

Tahiru, F., Tei Asare, B., Asante, G., & Agbesi, S. (2020). Internet access and cost
and its impact on citizens engagement on e-government services. The 48th
Research Conference on Communication, Information and Internet Policy,

1-15. SSRN Electronic Journal. https://doi.org/10.2139/ssrn.3748400

153



Tajudeen, A. B. A. (2023). The challenges faced by private higher education in
Malaysia from the 1990s to Covid-19. Journal of History Department,

32(1), 166—187. https://doi.org/10.22452/sejarah.vol32no1.10

Tamimi, N. N. M. A., Mashrafi, O. M. S. A., & Thottoli, M. M. (2023). Exploring
the factors that influence university selection: Insights from college
students. Journal of Business and Management Review, 4(6), 439-454.

https://doi.org/10.47153/jbmr46.7142023

Tang, K. L., Aik, N. C., & Choong, W. L. (2021). A modified UTAUT in the
context of M-payment Usage intention in Malaysia. Journal of Applied
Structural Equation Modeling, 5(1), 39—60.

https://doi.org/10.47263/jasem.5(1)05

Taylor, S. (2022). Multiple linear regression. Corporate Finance Institute.
https://corporatefinanceinstitute.com/resources/data-science/multiple-linea

r-regression/

Terrance, M. (2023). E-government and public administration: Navigating through
the public administration paradigm of Governance to make sense of
e-governance. International Journal of Social Science Research and

Review, 6(8), 340-351. https://doi.org/10.47814/ijssrr.v618.1650

154



Tham, Y. M., Ho, S. M., & Huang, M. (2024). Important changes to malaysia's

data protection laws. Sidley Austin LLP.

https://www.sidley.com/en/insights/newsupdates/2024/08/important-chang

es-to-malaysias-data-protection-laws

Thi, T., Nguyen, P. V., Thi, H., Truong, G. Q., & Do, L. (2024). Unlocking
e-government adoption: Exploring the role of perceived usefulness, ease of

use, trust, and social media engagement in Vietnam. Journal of Open

Innovation, 10(2), 100291-100291.

https://doi.org/10.1016/j.joitmc.2024.100291

Tremblay, C.-A., Mellouli, S., Cheikh-Ammar, M., & Khechine, H. (2023).
E-government service adoption by citizens: A literature review and a

high-level model of influential factors. Digital Government: Research and

Practice, 4(1), 1-24. https://doi.org/10.1145/3580369

Tsagris, M., & Pandis, N. (2021). Multicollinearity. American Journal of
Orthodontics and Dentofacial Orthopedics, 159(5), 695-696.

https://doi.org/10.1016/j.aj0d0.2021.02.005
Tugiman, T., Herman, H., & Yudhana, A. (2023). The UTAUT model for

measuring acceptance of the application of the patient registration system.

Matrik, 22(2), 381-392. https://doi.org/10.30812/matrik.v22i2.2844

155



UN E-Government Knowledgebase. (2024). UN E-Government Survey 2024.

Un.org.

https://publicadministration.un.org/egovkb/en-us/Data/Country-Informatio

n/id/103-Malaysia/dataYear/2022

United Nations. (2024). Addendum on Al and digital government. United Nations

E-Government Survey, 159—-171.

https://doi.org/10.18356/9789211067286c010

Universiti Tunku Abdul Rahman. (2019). Achieving sustainable future with
UTAR s SDG efforts. Utar.edu.my.

https://news.utar.edu.my/news/2019/Nov/05/02/02.html

Utomo, P., Kurniasari, F., & Purnamaningsih, P. (2021). The effects of
performance expectancy, effort expectancy, facilitating condition, and
habit on behavior intention in using mobile healthcare application.
International Journal of Community Service & Engagement, 2(4),

183—197. https://doi.org/10.47747/ijcse.v214.529

Vaghefi, N., & Yap, J. Y. (2021). Analysing Penang, Malaysia and the region
helping smes rise to challenges posed by the covid-19 pandemic . In
Penang Institute (pp. 1-9).
https://penanginstitute.org/wp-content/uploads/2021/03/Helping-SMEs-Ri

se-to-Challenges-Posed-by-the-Covid-19-Pandemic.pdf

156



Van Raaij, E. M., & Schepers, J. J. L. (2008). The acceptance and use of a virtual
learning environment in China. Computers & Education, 50(3), 838—852.

https://doi.org/10.1016/j.compedu.2006.09.001

Veeraya, S., Raman, M., Gopinathan, S., & Singh, J. (2024). Digital business
transformation of Malaysian small and medium-sized enterprises: A
review on digital leadership and digital culture. International Journal of
Organizational Leadership, 13(4), 703—721.

https://doi.org/10.33844/1j01.2024.60439

Venkatesh, V., & Davis, F. D. (1996). A model of the antecedents of perceived
ease of use: Development and test. Decision Sciences, 27(3), 451-481.

https://doi.org/10.1111/.1540-5915.1996.tb00860.x

Venkatesh, V., Morris, M. G., Davis, G. B., & Davis, F. D. (2003). User
acceptance of information technology: Toward a unified view. MIS

Quarterly, 27(3), 425-478. https://doi.org/10.2307/30036540

Venkatesh, V., Thong, J. Y. L., Chan, F. K. Y., & Hu, P. J. H. (2016). Managing
citizens’ uncertainty in e-government services: The mediating and
moderating roles of transparency and trust. Information Systems Research,

27(1), 87—111. https://doi.org/10.1287/isre.2015.0612

157



Vilani Sachitra, & Tharini Wimalasena. (2024). Employee acceptance of human
resource management information system: Integrated UTAUT and TTF
model in a selected public firm in Sri Lanka. South Asian Journal of Social
Studies and Economics, 21(2), 75-87.

https://doi.org/10.9734/sajsse/2024/v21i2775

Wang, D., Ozden, M., & Yung, P. T. (2024). The impact of facilitating conditions
on electric vehicle adoption intention in China: An integrated Unified
Theory of Acceptance and Use of Technology model. International

Journal of Engineering Business Management, 15, 1-15.

https://doi.org/10.1177/18479790231224715

Wardana, D. K. A., Kamil, M., & Hijri, Y. S. (2022). Implementation of
e-government in education services through the development of education
management information systems (SIMDIK) in Malang City. Jurnal

Public Policy, 8(3), 187-194. https://doi.org/10.35308/ipp.v8i3.4975

Wijaya, T. T., Cao, Y., Weinhandl, R., Yusron, E., & Lavicza, Z. (2022). Applying
the UTAUT model to understand factors affecting micro-lecture usage by
mathematics teachers in China. Mathematics, 10(7), 1-20.

https://doi.org/10.3390/math10071008

158



Wild, H., Kyr6ldinen, A.-J., & Kuperman, V. (2022). How representative are
student convenience samples? A study of literacy and numeracy skills in
32 countries. Plos One, 17(7), 1-22.

https://doi.org/10.1371/journal.pone.0271191

Willie, M. M. (2023). Distinguishing between population and target population: A
mini Review. Surgery Research Journal, 3(2), 1-2.

https://doi.org/10.33425/2768-0428.1027

World Bank Group. (2024). School enrollment, tertiary (% gross) - Malaysia |
Data. Data.worldbank.org.

https://data.worldbank.org/indicator/SE. TER.ENRR ?locations=MY

Wu, X., Chong, A. Y. L., Peng, Y., & Bao, H. (2024). Predicting the acceptance of
e-government: A systematic review. Internet Research.

https://doi.org/10.1108/intr-12-2022-0970

Xin, Y., Dilanchiev, A., Ali, M., Irfan, M., & Hong, Y. (2022). Assessing citizens’
attitudes and intentions to adopt e-government services: A roadmap toward
sustainable development. Sustainability, 14(22), 15183.

https://doi.org/10.3390/su142215183

159



Xue, L., Rashid, A. M., & Ouyang, S. (2024). The Unified Theory of Acceptance

and Use of Technology (UTAUT) in higher education: A systematic

review. SAGE Open, 14(1), 1-22.

https://doi.org/10.1177/21582440241229570

Yaseen, S. G., & El Qirem, I. A. (2018). Intention to use e-banking services in the
Jordanian commercial banks. International Journal of Bank Marketing,

36(3), 557-571. https://doi.org/10.1108/ijbm-05-2017-0082

Yusoff, M. S. A., Wan Mohamed, W. N., Mohamed, Z., & Abdul Muin, N. (2022).

Intention to choose education course in UiTM using Theory of Planned

Behaviour (TPB). Proceedings, 8§2(1), 40.

https://doi.org/10.3390/proceedings2022082040

Zagyi, O. (2021). The role of e-government in the smart city ecosystem. NISPAcee
Annual Conference, 1-15.
https://www.nispa.org/files/conferences/2021/e-proceedings/system_files/p

apers/FZO_The role o %?20e-government in_the smart city ecosystem.

pdf

Zahid, H., & Haji Din, B. (2019). Determinants of intention to adopt

e-government services in Pakistan: An imperative for sustainable

development. Resources, 8(3), 128.

https://doi.org/10.3390/resources8030128

160



Zainavy, S. F., Pratama, B. C., Fakhruddin, 1., & Pandansari, T. (2023). E-filing
report: Is performance expectancy, effort expectancy, trust, and perceived

risk influencing the intention to use the system. Journal of Accounting and

Business, 8(2), 234-250. https://doi.org/10.32424/1.sar.2023.8.2.10162

Zalani, A. (2025). Digital economy programmes in Malaysia over the years. The
Malaysian reserve.
https://themalaysianreserve.com/2023/05/05/digital-economy-programmes

-in-malaysia-over-the-years/

Zeebaree, M., Agoyi, M., & Agel, M. (2022). Sustainable adoption of
e-government from the UTAUT perspective. Sustainability, 14(9), 1-24.

https://doi.org/10.3390/su14095370

Zhang, M. Z., & Bhattacharjee, B. (2024). Evaluating the impact of e-governance
on public service delivery: A case study of Bangladesh. Malaysian Journal
of Social Sciences and Humanities (MJSSH), 9(9), 1-19.

https://doi.org/10.47405/mjssh.v919.2960

Zhao, S., & Cheah, K. S. L. (2023). The challenges of Malaysian private
universities in reaching sustainable education toward responsible
consumption. Cleaner and Responsible Consumption, 10, 1-11.

https://doi.org/10.1016/j.clrc.2023.100130

161



Zubir, M. H. H., & Latip, M. S. A. (2022). Behavioural intention to use
e-government services in Malaysia: Extended TAM model to examine the
effect of perceived security. Journal of Administrative Science, 19(2),

119-139.

Zuhair, Q. (2024). JPJ clarifies MyJPJ app digital driving license mix up.
Thesun.my.
https://thesun.my/local-news/jpj-clarifies-myjpj-app-digital-driving-license

-mix-up-due-to-system-maintainance-AA 12218697

Zulkifli, F., & Zainal Abidin, R. (2024). Identity in the digital age: An
investigation of Malaysian perspectives on technology and privacy.
Journal of Advanced Research in Applied Sciences and Engineering

Technology, 43(2), 1-20. https://doi.org/10.37934/araset.43.2.120

162



Appendices

Appendix 1 : Questionnaire

UNIVERSITI TUNKU ABDUL RAHMAN
TEH HONG PIOW FACULTY OF BUSINESS AND FINANCE
BACHELOR OF PUBLIC ADMINISTRATION (HONS)

TOPIC: Factors shaping undergraduate students’ acceptance of
e-government services in UTAR Kampar : A UTAUT Perspective

Dear respondents,

We are undergraduate final year students from Universiti Tunku Abdul Rahman
(UTAR), pursuing Bachelor of Public Administration (Honors) and currently
conducting our final year project. The aim of this research questionnaire is to
study performance expectancy, effort expectancy, social influence and facilitating
conditions that could affect the undergraduate students' acceptances of
e-government services in UTAR Kampar.

There are Six (6) sections in this questionnaire. Section A is on demographics.
Section B,C,D E and F which cover all of the variables in this study. Please read
the instructions carefully before answering the questions. Please answer ALL
questions in ALL sections. Completion of this questionnaire will take you
approximately 5 to 10 minutes.

Your participation in this study is entirely voluntary. There will be no
disadvantage if you decide not to complete the attached anonymous questionnaire.
You can withdraw at any time without any penalty. You can refuse to answer any
question at any time if you feel uncomfortable. The information collected from
you will be kept strictly private and confidential. All responses and findings will
be used solely for academic purposes.

Your assistance in completing this questionnaire is very much appreciated. Thank
you for your participation. If you have any questions regarding this questionnaire,
you may contact our leader at wanwei@]1utar.my or 011-33668014.

If you decide to complete this attached anonymous questionnaire, this will be
taken as you voluntarily agree and formally consent to participate in this study.
Thank you very much for your cooperation and willingness to participate in this
study.

Yours Sincerely,

Ho Ying Xuan yingxuan313@ lutar.my
Suzanne Yap Shu Xuan suzanne090902(@ lutar.my
Yeo Wan Wei wanwei(@ lutar.my.
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PERSONAL DATA PROTECTION STATEMENT

Please be informed that in accordance with Personal Data Protection Act 2010
(“PDPA”) which came into force on 15 November 2013, Universiti Tunku
Abdul Rahman (“UTAR?”) is hereby bound to make notice and require consent
in relation to collection, recording, storage, usage and retention of personal

information.
Notice:

1. The purposes for which your personal data may be used are inclusive but not
limited to:-
e For assessment of any application to UTAR
For processing any benefits and services
For communication purposes
For advertorial and news
For general administration and record purposes
For enhancing the value of education
For educational and related purposes consequential to UTAR
For the purpose of our corporate governance

For consideration as a guarantor for UTAR staff/ student
applying for his/her scholarship/study loan

2. Your personal data may be transferred and/or disclosed to third party
and/or UTAR collaborative partners including but not limited to the respective
and appointed outsourcing agents for purpose of fulfilling our obligations to
you in respect of the purposes and all such other purposes that are related to the
purposes and also in providing integrated services, maintaining and storing
records. Your data may be shared when required by laws and when disclosure is
necessary to comply with applicable laws.

3. Any personal information retained by UTAR shall be destroyed and/or
deleted in accordance with our retention policy applicable for us in the event
such information is no longer required.

4. UTAR is committed to ensuring the confidentiality, protection, security
and accuracy of your personal information made available to us and it has been
our ongoing strict policy to ensure that your personal information is accurate,
complete, not misleading and updated. UTAR would also ensure that your
personal data shall not be used for political and commercial purposes.
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Consent:

1. By submitting this form you hereby authorize and consent to us
processing (including disclosing) your personal data and any updates of your
information, for the purposes and/or for any other purposes related to the

purpose.

2. If you do not consent or subsequently withdraw your consent to the
processing and disclosure of your personal data, UTAR will not be able to fulfill
our obligations or to contact you or to assist you in respect of the purposes
and/or for any other purposes related to the purpose.

3. You may access and update your personal data by writing an email to
our leader wanwei@ lutar.my or call 011-33668014 (Yeo Wan Wei).

Acknowledgment of Notice

( ) I have been notified by you and that I hereby understood, consented
and agreed per UTAR above notice

( ) I disagree, my personal data will not be processed.
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Section A: Demographic Profile

Please place a tick “\” for each of the following:

1.Gender:
[(J Male
[J Female

2.Age:
[J 18 to 21 years old
[J 22 to 25 years old
[J 26 to 29 years old

3.Ethnic group:

[J Malay

[J Chinese

[J Indian

[J Others,please specify

4.Faculty :

[J Faculty of Engineering and Green Technology (FEGT)

[J Faculty of Information and Communication Technology (FICT)
[J Faculty of Science (FSc)

[J Faculty of Business and Finance (FBF)

[J Faculty of Arts and Social Science (FAS)

[J Institute of Chinese Studies (ICS)

5.Year of study in university :

[J Year 1
[J Year?2
[J Year3
[J Year 4 or above
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Section B:Performance Expectancy (Independent Variable)

Based on your experience, please circle the most appropriate option that
best indicates your agreement level about the following statements.

Level of agreement
1- Strongly disagree;
2- Disagree;
3- Neutral;
4- Agree
5- Strongly agree

Performance
Expectancy
(PE)

Strongly
disagree

Disagree

Neutral

Agree

Strongly
agree

PE 1

By using
e-government
services, I would
be able to complete
tasks in the public
sector quickly.

PE 2

Using
e-government
services enables
me to effortlessly
get the information
I require.

PE 3

E-government
leads to reduced
service times with
simplification of
processes.

PE 4

Using the
e-government
services improve
the quality of
services.
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Section C: Effort Expectancy (Independent Variable)

Based on your experience, please circle the most appropriate option that best

indicates your agreement level about the following statements.

Level of agreement
1- Strongly disagree;
2- Disagree;
3- Neutral;
4- Agree
5- Strongly agree

Effort Expectancy (EE)

Strongly
disagree

Disagr
ee

Neutr
al

Agree

Strongl
y agree

EE 1

Learning to use the
e-government
services system is
easy.

EE 2

Using the
e-government
services system is
easy.

EE 3

It is easy for me to
become skillful at
using the
e-government
services system.

EE 4

By using the
e-government
system, [ am able
to get government
services easily.
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Section D: Social Influence (Independent Variable)

Based on your experience, please circle the most appropriate option that best
indicates your agreement level about the following statements.

Level of agreement
1- Strongly disagree;
2- Disagree;
3- Neutral;
4- Agree
5- Strongly agree

Social influence Strongly | Disagree | Neut | Agree | Strongly
disagree ral agree

SI'1 | People who are
important to me 1 2 3 4 5
think that I should
use e-government
services.

SI 2 | People who
influence my 1 2 3 4 5
behavior think I
should use the
e-government
services.

SI3 | I would use
e-government 1 2 3 4 5
services if my
peers did use the
services.

SI'4 | Government
agencies encourage 1 2 3 4 5
citizens to use the
e-government
services system.
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Section E: Facilitating Conditions (Independent Variable)

Based on your experience, please circle the most appropriate option that best

indicates your agreement level about the following statements.

Level of agreement
1- Strongly disagree;
2- Disagree;
3- Neutral;
4- Agree
5- Strongly agree

Facilitating Conditions

Strongly
disagree

Disagree

Neutral

Agree

Strongly
agree

FC1

I have the
resources necessary
to use
e-government
services.

FC2

I have sufficient
experience with the
Internet to utilize
e-government
services.

FC3

There is technical
assistance from the
government
available for using
e-government
services.

FC4

When I use
e-government
services, I am
guided by good
instructions.

FCS5

The e-government
services are
provided with the
necessary
infrastructure.
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Section F: Undergraduate Students’ Acceptance of e-government services

(Dependent Variable)

Based on your experience, please circle the most appropriate option that best
indicates your agreement level about the following statements.

Level of agreement

1- Strongly disagree;

2- Disagree;

3-

Neutral;

4- Agree
5- Strongly agree

Students’

Acceptances

Strongly
disagree

Disagree Neutral Agre

Strongly
agree

SA'1

I am confident
that I will use

e-government

services in the
future.

SA 2

Iuse
e-government
services on a
regular basis.

SA3

Most of my
government
requests are
done through
e-government
services.

SA 4

Using
e-government
services is a
good idea.

SAS

I recommend
for my peers to
utilize the
e-government
services
platform.

Thank you for your participation.
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Dependent Variable : Students’ Acceptance (SA)

Appendix 2 : Reliability Test Analysis Results for Pilot Test

Scale: |A - Reliability Analysis

Case Processing Summany
I %
Cases Valid 30 100.0
Excluded? 0 L
Total li] 100.0

a. Listwise deletion basead on all variables in the procedure.

Reliability Statistics
Cronbach's
Alpha Based
on
Cronbach's Standardized
Alpha tems M of Items
524 927 5
Irited -Hem Correlaton Matri
Used for
govemment Lise on Did most
Plannéd uge | Like o use requesls regular basis requist
Planned use 1.000 ] T43 T Tar
Like 1o use 8xa 1.000 693 B19 e
Used for govemment 7
requests T43 693 1.000 Ti0 T34
Lise on regular basis 724 619 Fali] 1.000 599
Did mosi request 737 T81 739 599 1.000
Rem-Total Statistics
Scale Cormacted Squared Cronbach's
Scale Mean if Wariance if Rem-Total MuRiple Alpha if Ibern
e Deleted Itern Deleted Comelation Comelation Deleted
Planned use 18,7000 13.734 ] TS 296
Like o use 16.7000 13.528 813 752 02
Used for govemniment
requests 15.6333 14.033 815 67T 05
Lise on regular basis 169333 13237 ™ 590 924
Did ot reguest 15.7000 13.459 200 GER ao7
Scale Statistics
Mean Variance | Std Deviation | M of hems
19.6667 20.851 4 56624 5
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Independent Variable 1 : Performance Expectancy (PE)

* Scale: PE -

Reliability Analysis

Case Processing Summary
N %
Cases Valid 30 100.0
Extluded? i} 0
Tolal an 100.0

a. Listwize deletion based on all varnables in the procedure

Reliability Statistics
Cronbach's
Alpha Based
oh
Cronbach's Standardized
Alpha Herms M of Rerms
945 946 4

Inter-tem Correlation Matrix

Accomplishm Faimess and Quiality af
ent of needs equality Timesaving SEnites
Accomplishment of
neRds 1.000 .96 a0s 883
Faimess and equality 706 1.000 751 GE4
Timesaving o8 751 1.000 881
Quality of senvices 893 BG4 821 1.000
ftem-Total Statistics
Scale Correcled Squared Cronbach's
Scale Mean if Variance if lerm-Total Multiple Alpha if ltem
ltem Deleted ltern Deleted Correlation Caorrelation Deleted
Accomplishment of
nasds 12.0000 9.931 839 885 ans
Faimess and equalily 121333 10671 TES 652 958
Timesaing 120667 8.961 M6 858 a14
Qluality of services 12.0000 9.931 JHGE 823 428
Scale Statistics
Mean Variance | Std, Deviation | M ofltemns
16,0667 17,237 415172 4
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Independent Variable 2 : Effort Expectancy (EE)

Scale: EE - Reliability Analysis

Case Processing Summary
N &
Cases Walid a0 100.0
Excludad® 0 0
Total 30 100.0

a. Listwise deletion based on all variables in the procedure

Reliability Statistics
Cronbach's
Alpha Based
on
Cronbach's Standardized
Alpha tems M of lems
a03 406 4

Inter-Hem Correlation Matrix

Easyto
become Easy access
Easytoleamn | Easyio use skillful o service
Easy to learn 1.000 832 653 BFT
Easylo use 83z 1.000 703 135
Easy to become skillful B53 703 1.000 E34
Easy access lo senice BTT 735 634 1.000

Itern.Total Statistics

Scale Cormected Squared Cronbach's
Scale Meaan if Variance if Ieri- Total Il iibtipsli Alpha if tem
Item Deleted Item Deleted Correlation Corelation Deleted
Easyto learn 121333 7.154 805 o7 867
Easyto use 12,0000 r.379 862 TEE 850
Easyto become skillful 11 8667 7.292 726 533 aar
Easy access to senvice 11.9000 7.403 752 575 a86

Scale Statistics

Mean Variance | Std Dewiation | M of llems
159667 12.585 354754 [
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Independent Variable 3 : Social Influence (SI)

Scale: Sl - Reliability Analysis
Case Processing Summany
M %
Cases Walid i} 100.0
Excluded? ] 0
Total an 100.0

a. Listwise deletion based on all variables in the procedune.

Reliability Statistics
Cronbach’s
Alpha Based
on
Cronbach's Standardized
Alpha ltems M of lermns
TE4 783 4
Inter-Hem Correlation Matrizx
Imporant Friends and Govermnment
peopla Influencer colleagues agencies
Impaortant people 1.000 845 308 A1
Influgncer B4s 1.000 265 408
Friends and colleagues 308 265 1.000 602
Government agencies 421 A08 G602 1.000
em-Total Statistics
Scale Corrected Squared Cronbach's
Scale Mean if Variance if tern-Tatal Muliple Alpha if lem
ltlem Deleted ltem Deleted Correlation Corelation Deleted
Important people 11.5667 5.702 705 J23 GE8
Influemncer 11.3667 5.826 BTG Al 685
Friends and colleagues 11.0667 7.857 438 g .8oo
Government agencies 10.9000 7472 573 433 T45
Scale Statistics
Mean Mariance | Std. Deviation | M of lems
14 9667 11.137 3.33718 4
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Independent Variable 4 : Facilitating Conditions (FC)

Scale: FC - Reliability Analysis
Cage Processing Surmmanys
M %
Cazes  Walid 30 100010
Excluac® ] 0
Tilal a0 100.0

& Listwise delation based on all vaniables in'the procacdure

Reliahility Stalistics
Cronbach's
Maha Based
an

Cronbach's Standarded

Alpha Birrmis i ol Higsns
— — —

Bid 0 g 5

Inter e Correlation kMatri:

Assistance of Syslem
encountered Confidence in compatible
technical sacurity and with other

Resources | Knowledoge problgms privacy FYSIRMNS
Resources 1.000 751 TE4 776 595
Krinwledge -1 1.000 .TO6 BT 692
Assistance of
encountered tachnical TEd ToE 1.000 ET4 JTE
prablems
Confidence in Security
and privacy T76 671 ETg 1.000 551
System compatible with
ol slemm s 595 BO2 EF9 551 1.000

Mem-Total Statistics
Scale Caomecled Sguared Cronbach's

Scale Mean if wvariance if Ibem-Tokal Pultigle Alpha il llem

Nier Degliled Merr) Doglted Coarekation Corrglation Db
Resources 15,2667 14133 B33 726 293
Knomwledge 15.2000 13.200 B36 s 882
Assislance of
encounterad technical 18,3333 13.540 B4 A ae
probleams
Confidence in security
and privacy 15,3000 14.148 T56 B26 A0a
Systern compatible with 5
aliy i sl 151667 15,661 J03 526 g18

Scabe Statistics
Mean Varlance | Sid Desialion | N of kems

19.0BET I E51 4 B5302 =
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Appendix 3 : Reliability Test Analysis Results for Final Test

Dependent Variable : Students’ Acceptance (SA)

Scale: Reliability Analysis - Students’ Acceptance [SA)
Case Processing Summary
N o
Cases  Valld B8 1000
Exchued® i} i}
Taolai 35 {040.10
8. Listwess dedation Dased on all vanailkes in e prossduns
Reliability Statistics
Cronbach's
Alpha Bazad
on
Cronbach’s Htandardirad
SAdpha RIS Pl o |lesmis
858 1] 5
Invtar-oerm Corralation Matrix
Confidsnt v Hequests
LR ET Regular basis gdong anling e 188 Resmananicl
Confident in fubure s 1 0D B13 0 [ Rz BE0
Regular basis 813 1.000 851 TEd Too
Fequests dons anlinsg B8 is1 1000 uu i 117
Inter-item Correlation Matrix
Confident in Riaquesls
future wse Regular basis done online Good idea Recommend
Good idea B3z T80 803 1.000 Bag
Recommendation AE0 7o 217 BAS 1 D00
Item-Total Statistics
) Scale Correctad Squarad Cronbach's
Scale Mean if Warance if Itesmn-Tuatal Multipe Alpha if [tem
e Diabaled Jlem Diedaliad Comedalion Caredalion el
Confickent in Tuture use 17 5815 10,474 3451 ann 940
Reqular bases 17 G106 10, 760 B 774 053
Requaests done onling 17 G106 10.689 81 Ta1 951
Good idea 17.5761 10.964 ga0 819 344
Recommendation 17 5924 10,738 a0z2 845 947
Scale Statistics
IMaan YVanance | Sid. Deviation | N of lems
21,9073 16.744 4 08193 7]
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Independent Variable 1 : Performance Expectancy (PE)

Case Processing Summary

v e
Cases  Valid 368 100.0
Excluded? 0 0
Total 368 100.0

a. Listwise deletion based on all variables in the procedure.

Reliability Statistics

Scale: Reliability Analysis - Performance Expectancy (PE)

Cronbach’s
Alpha Based
on
Cronbach's Standardized
Alpha lams Mof ltems
066 067 4
Inter-ltem Correlation Matrix
Task
accomplishm Information Reduced Improve
ent accessibility servicse limes service quality
Task accomplishment 1.000 899 o03 845
Information accessibility &00 1.000 BEG B9
Reduced service times 203 BEG 1.000 B8B4G
Improve service quality 845 891 846 1.000
Item-Total Statistics
Scale Comected Squared Cronbach's
Scale Mean if Variancs if Nem-Total Multiple Alpha if Item
Item Delated Item Daleted Correlation Corredation Daleted
Task accomplishment 13,3043 6.207 a21 BE2 054
Infarmeation acceassibity 13,3307 & 100 035 arr as0
Reduced service timeas 132080 6546 a16 #40 56
Improve seraca qualily 13.3234 5.219 893 211 063
Scale Statistics
Mean Wariance | Std. Deviation | M of ltems
17.7554 10.932 330633 4
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Independent Variable 2 : Effort Expectancy (EE)

Scale: Reliability Analysis - Effort Expectancy (EE)

Case Processing Summary

M o
Cases Walid 368 100.0
Excluded? 0 0
Total 368 100.0

a. Listwise deletion based on all vanables in the procedure.

Reliability Statistics

Cronbach's
Alpha Based
oan
Cronbach's Standardized
Alpha Items M of ltems
967 D67 4

Inter-ltem Correlation Matrix

Easily
become Easily get
Easy to leam | Easy lo use skillful SEIVICES
Easy to leam 1.000 828 916 8BGO0
Easy to use a28 1.000 870 845
Easily become skillful a1 BT0 1 000 BER
Easily get services 860 345 868 1.000
Item-Total Statistics
Scale Comected Squared Cronbach's
Scale Mean if “arance if Item-Total Multiple Alpha if ltem
liem Deleted ltem Deleted Comelation Cormrelation Deletled
Easy 1o leam 13.2418 6.347 046 911 049
Easy 1o use 13,2255 6.568 18 870 057
Easily become skillful 13.2120 6.544 924 865 855
Easily get services 13,2283 5.501 BRG T8O D66
Scale Statistics
Maan Vanance | Std.Deviation | M of llems
17 6359 11.453 3.38421 4

1
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Independent Variable 3 : Social Influence (SI)

Scale: Reliability Analysis - Social Influences (Sl)

Case Processing Summary

N %
Cases Walid 68 100.0
Excluded? i 0
Total 368 100.0

Reliabili

ty Statistics

Cronbach’s
Alpha

Cronbach's
Alpha Based
on
Standardized

Items M

of ltems

8949

949

4

a. Listwise deletion based on all variables in the procedure

Inter-ltem Correlation Matrix

People who People who Peer's Govemnmment's
important influence utilization encourage
People who important 1.000 203 828 797
People who influence o03 1.000 829 7a3
Peers utilization B2ER 870 1.000 74972
Government's encourage 97 793 J92 1.000
ltem-Total Statistics
Scale Corrected Squared Cronbach's
Scale Mean if Variance if Itern-Total Multiple Alpha if Item
Item Daleted Item Deleted Correlation Correlation Dealetad
Feople who important 13,1739 6.275 a04 842 025
Feople who influence 13.1467 6.442 903 a4 025
Peer's utilization 13,1087 6.503 867 751 37
Government's encourage 13,1277 6.875 836 700 046

Scale Statistics

flean

Std. Dewviation

\ariance
—

N of ltems

17.5190

11,444

3. 36287

4
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Independent Variable 4 : Facilitating Conditions (FC)

Scale: Reliability Analysis - Facilitating Conditions (FC)

Case Processing Summary

N . )
Cases Wahd 368 100.0
Excluded? ] ]
Total 368 100.0

a. Listwise deletion based on all variables in the procedure.

Reliabllity Statistics
Cronbach's
Alpha Based
an
Cronbach’s Standardized
Alpha Ilems M ol llems
o968 268 5
Inter-ltem Correlation Matrix
Necessary Intemet Technical Guided by Necessary
resourcas Sxperence assislancs Instruclicns infrastructure
Mecessary resournces 1.0000 az2 BT2 B3G B30
Internet expanance 022 1.000 B854 840 808
Technical assistance 872 854 1.000 a00 863
Guided by instructions 836 240 o000 1.000 BTG
Mecessary nfrastructura B30 sO8 BE3 BTG 1.000
ltem-Total Statistics
Seala Corrected Squared Cronbach's
Scale Mean if Variance if Iltem-Total Multiple Alpha if ltem
Itermn Delatad Item Dealetad Caorralation Corralation Dealatad
Mecessary resources 17.5136 12.098 /M5 880 960
Internel experience 175000 12.011 a04 857 062
Technical assistance 17.5163 12131 825 865 958
Guided by instructions 17 4864 11,806 0913 857 a60
Mecessary infrastructure 17.5163 12.240 888 808 0G4
Scale Statistics
hean Vanance | Std. Deviation | M of [tems
21.8832 18.719 432658 )
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Appendix 4 : Multiple Linear Regression Analysis Results

Model Summary®

Adjusted R Std. Error of
Model R R Square |Square the Estimate
1 935s 875 874 29106

a. Predictors: (Constant), Facilitating Conditions average,
Performance Expectancy average, Social Influences average,
Effort Expectancy average

b. Dependent Variable: Students' Acceptance average

ANOVE
Sum of
Model Squares df lMean Sguare F Sig.
1 Regression 215.048 4 53.762 634,622 .0oo®
Residual 30.752 383 Das
Total 245 800 367

a. Predictors: (Constant), Facilitating Conditions average, Performance Expectancy average, Social Influences average,
Effort Expectancy average

b. Dependent Variable: Students’ Acceptance average

Coefficients®

Standardized
Unstandardized Coefficients Coefficients
| Model E Std. Error Beta t Sig.
1 (Constant) 325 .08S 3.821 000
Performance Expectancy
average 085 043 086 1.908 048
Effort Expectancy average 138 081 144 2,707 007
Social Influences average AT7 080 183 3,527 000
Facilitating Conditions
average 5286 044 557 11.908 000

a. Dependent Variable: Students’ Acceptance average
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Appendix 5: SPSS Output of Normality Test

Case Processing Summary

Cases
Valid Missing Total
N Percent N Percent N Percent
Social Influences average 368 | 100.0% 0 0% 368 | 100.0%
Facilitating Conditions
average 368 100.0% 0 .0% 368 100.0%
Variable Statistic Std. Error
Mean 4.3995 04266
Students' 95% Confidence | Lower Bound 43156
Acceptance | Interval for Mean | Upper Bound 44833
average % Trimmed Mean 4 4591
Median 4 .83000
Variance 670
Std. Deviation 81839
Minimum 1.00
Maximum 5.00
Range 4.00
Interquartile Range 1.00
Skewness -1.582 A27
Kurtosis 2.495 254
Mean 4.4389 04309
Performance
895% Confidence | Lower Bound 4.3541
Expectancy | nterval for Mean
average Upper Bound 4.5236
5% Trimmed Mean 4. 5435
Median 5.0000
Variance 683
Std. Deviation 82658
Minimum 1.00
Maximum 5.00
Range 4.00
Interquartile Range 1.00
Skewness -1.898 A27
Kurtosis 4.054 254
Mean 4.4090 04410
Effort Expectancy
average 895% Confidence | Lower Bound 4.3222
Interval for Mean
Upper Bound 4.4957
5% Trimmed Mean 4.5140
Median 5.0000
Variance 716
Std. Deviation 84605
Minimum 1.00

183




Maximum 2.00
Range 4.00
Interguartile Range 1.00
Skewness -1.736 A27
Kurtosis 3.109 24
Mean 4.3798 04409
Social Influence 95% Confidence Lower Bound 4 2931
average Interval for Mean Upper Bound Y
5% Trimmed Mean 4 4748
Median 4 8750
Wariance 715
Std. Deviation 84572
Pinimum 1.00
Maximum 5.00
Range 4.00
Interquartile Range 1.00
Skewness -1.556 A27
Kurtosis 2.348 254
Mean 4 3766 0451
Facilitating
Conditions IE:]EIE?V (;.F%Tldrjg;en Lower Bound 4 2879
average Upper Bound 4 4653
5% Trimmed Mean 4. 4761
Median 5.0000
Wariance 749
Std. Deviation .66532
Pinimum 1.00
Maxdmum 5.00
Range 4.00
Interquartile Range 1.00
Skewness -1.529 A27
Kurtosis 2077 254
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Tests of Normality

Kelmagarav-Smirmo Shapira-Wilk
Stalistic df Sig. Stalistic df

Students’ Acceplance 263 358 000 THT 358
average

|Perfarmancea Expectancy 282 358 000 713 358
average

Efforl Expeclancy 287 358 000 Iy 358
average

Social Influences 268 358 000 Far 358
average

Facilitating Conditions 278 358 000 FH1 358
average

a. Lilliesfors Significance Correction
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Appendix 6 : Multicollinearity Test Result

Coefficients
Unstandardized Standardized
Coefficients Coefficients Collinearity Statistics
Std.
Model B Error Beta t Sig. Tolerance VIF
1 (Constant) 325 085 3821 000
Performance 085 043 086 1.908 046 185 5420
Expectancy
average
Effort 139 051 144 2.707 .007 122 8.210
Expectancy
average
Social 177 050 183 3527 .000 127 7.847
Influences
average
Facilitating 526 044 557 11.90 .000 158 6.340
Conditions 6
average

a. Dependent Variable: Students’ Acceptance average
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