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Abstract
The adopting a new technology behavior is strongly affected by
environmental conditions and underlying psychological factors. The
gap between education level and social level as the background of this
research is very influential toward the adoption of new information
technology behavior. Technology Acceptance Model (TAM) is a theory
that considered capable in understanding, explaining, and predicting
the adoption of an information technology behavior. Thus, this study
aims to uncover the application of the TAM development model
through the factors that cause perceived usefulness variable
(subjective norms, images, and result demonstrability) in
understanding, explaining, and predicting the intention of the people
in Palu City to use the SIM On Line Web Registration for extending
SIM A and SIM C. The study used a sequential exploratory design with
a sample size of 300 people which diversed across the city of Palu.
Data collection techniques using surveys and purposive sampling.
The Social Desirability Response (SDR) test was also conducted in
this study to assure the naturalness of the respondents in filling out
the questionnaire. The data analysis technique uses Structural
Equation Modeling (SEM) with the help of the AMOS application. The
results showed that the main predictor variables in TAM affect the
intention to adopt the SIM On Line Web Registration application.
Perceived usefulness, behavioral intention, and image are influenced
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by subjective norms. While the perception of usefulness is affected by
the perceived ease of use, image, and results from demonstrability.
Keywords: TAM; SDR; SEM; subjective norms; image; result
demonstrability

1 INTRODUCTION

Nowadays, information and communication technology (ICT) is
developing rapidly. Based on data from Hootsuite, as of January 2021,
there is 7.83 billion population of the world, according to UN data, and
4.66 billion of them have used the internet. Meanwhile, smartphone
users have reached 5.22 billion users, and for social media, users
have reached 4.2 billion (Fatria, 2021). Based on a survey conducted
by the Association of Indonesian Internet Service Providers (APJII) in
April 2019, the number of internet users in Indonesia was 171.7 million
people which accounted for 64.8% of the total population. Moreover,
internet users increased by 10.2% or 27.9 million people when
compared to the previous year. This increase is due to rapid
infrastructure development in various regions, such as the availability
of fiber optic and other supporting communication infrastructure
technology that supports internet activities for 540 APJII members
(Wahyudiono, 2019).

According to Burhan (2020), one of the ten trends in the
development of technology, communication, and information in
Indonesia is the increased use of the internet or IoT in the rapidly
growing industrial sector. Moreover, the significant growth, both in
terms of the types of active consumers and the development of
technology applications and communication technology devices,
shows that there are excellent opportunities for the evenly distributed
development of internet infrastructure throughout Indonesia.

Likewise, Palu, the capital city of Central Sulawesi Province, also
experienced significant development in the use of ICT. One of the
contributing factors is to avoid clashes between villagers that often
occur in Palu. As stated by Aliana (2014) to anticipate the rise of
clashes between residents in Palu, the Kabonena Sub-district
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government, Ulujadi District, has arranged internet network facilities
for the whole community in that area. Further, Kabonena chief of the
village, Lukman Lawengah, said that the facility can also help his party
in preventing clashes between residents that often occur in Palu. In
addition, the public can also learn about ICT. "Internet network
facilities are located at the kelurahan office and are intended for the
people of Kabonena," according to Lukman Lawengah.” Moreover, he
also stated that the internet network was specifically intended for
teenagers where this group is indicated as the trigger of the clashes.
Thus, with the development of ICT, the public is expected to update
their information fast (Alihana, 2015).

It has been known that people in Palu have realized the
usefulness of ICT. There are several reasons why Palu citizens enjoy
using internet technology, which the authors summarize from the
results of the author's initial interviews with 10 people in Palu in 2020.
These reasons include:

1. Following current trends.

“The majority of our society is very up to date on the

developments. Whether it's in the real world or cyberspace.

Especially now that the price of gadgets is very low! Almost

everyone, young and old, even children, can be connected

(online) via a smartphone or tablet. Everything is sophisticated

and easy....". (male; 30 years old; civil servant)
2. Means to make friendship

“If we have lost contact with our old friends, we can get

reconnected on social media. Just type his name, if he is actively

using social media then we can find him again. We can also gather

our friends using a special group as a sharing place as well as a

reunion. we can also meet new friends from various areas”.

(adolescent; 19 years old; student)

3. Relieve stress

“For those of us who have a lot of activities, both studying and

working, we often experience stress and boredom. In my opinion,

social media is one of the most effective ways to release our
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boredom. We can share with friends, chat, and much more.
Updating social media can eliminate boredom and tiredness when
we are waiting for something or when there is no work at the office.
Sometimes I'm a little curious to see the activities of my friends.
So, with the internet, we can share exciting experiences to relieve
stress.” (female; 28 years old; private employee)

4. Network building facilities.
“Just like in the real world, we can also socialize with more people
across regions and even across countries. We can follow different
communities that suit our interests. For me, social media can bring
me together with people who have the same interests. For people
who have businesses, social media can expand their network to
get customers from all over the country and even abroad.” (male;
40 years old; BUMN employee)

5. As self-identity.
“Using the internet makes us seen as up-to-date people, not
ignorant. Nowadays, everything is on the internet everywhere. It's
a shame if you don't know what the internet is” (female; 20 years
old; student)

6. Gives its satisfaction.
“If there is the internet, many problems can be solved without
having to come to the crime scene. | was once asked to help a
friend to find information on boarding houses. Just click on the
internet, you can immediately get the boarding house he wants.”
Likewise, if you want to pay for electricity and water, all you have
to do is click on it.” (female; 35 years old; housewife)

The excerpt from the interview above shows that the people of
Palu have a positive attitude towards the use of ICT. Additionally, they
also have positive subjective norms regarding the use of the internet
network in supporting their activities. Based on the perception of
usefulness, it is clear from the excerpt, that in general, the people of
Palu have a good perception of the usefulness of ICT to support their
daily activities. Further, other factors that contribute to their need in
using ICT are images related to self-identity and satisfaction from
using ICT.
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The conditions of application and use of ICT in an organization are
a major concern in information systems studies and practice.
However, despite impressive progress in terms of hardware and
software capabilities, problems related to the underutilization of the
system remain. Abdullah and Ward (2016) state that low use of
installed systems is a major factor in the “productivity paradox”
associated with an organizational investment in information
technology. Understanding and creating conditions when information
systems are accepted by all members of the organization remains a
major issue and priority in research related to information systems.

The Palu Police Traffic Unit (PPTU) starting on October 6, 2015,
implemented an online network system for the making of driving
license (SIM) and the extension of SIM (Hajiji, 2015). As stated by the
Head of Registration and Identification of the PPTU, Ipda Suprojo, in
Palu for this initial stage, SIM making using the online network is
limited to SIM extensions first but will be applied to the making of new
SIMs shortly. Thus, according to him, all data regarding SIM
ownership will be synergized between districts/cities and between
provinces throughout Indonesia. However, there is a slight problem in
implementing online SIM services in Central Sulawesi, namely that
there are Police Resort Office (Polres) who do not yet have a SIM
Administration Implementing Unit. In addition, the main problem
related to online SIM renewal registration is that many people are not
accustomed to using electronic devices (computers) and online
systems (Hajiji, 2015). He explained that there are around 300
participants who have registered for the online SIM extension, mostly
from Palu. Therefore, the Palu Police will try to continue to raise public
awareness regarding SIM renewal and extension using an online
network system for simplification purposes in providing SIM services.

The appropriate social cognition model in understanding,
explaining, and predicting this phenomenon is the Technology
Acceptance Model (TAM) proposed by Davis (1985). This theoretical
model is a development of the Model Theory of Reasoned Action
(TRA) proposed by Fishbein and Ajzen (2010) regarding the role of
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subjective attitudes and norms in explaining and predicting intentions

and behavior in social psychology research. In TRA, there are three

important items, namely:

1. The existence of conformity in the measurement of attitudes and
behavior. In other words, the attitude that is measured is an
evaluation of the behavior to be displayed, so that the attitude
towards the behavior can explain and predict the behavior
displayed.

2. There is a difference between belief and attitude.

3. Explain the relationship between external stimuli, in this case, the

attitude object, with beliefs, attitudes, and behavior.
Furthermore, Fishbein and Ajzen (2010) explain the difference
between two attitude constructs, the attitude toward the
object/attitude toward the object (Ao) which is an individual's
positive/negative evaluation of a particular object, and the attitude
toward the behavior/attitude toward the behavior (Ab) which is an
individual's positive/negative evaluation of the behavior displayed.
Ajzen and Fishbein (1980) state that attitudes toward behavior
(Ab) have a stronger relationship with displayed behavior than
attitudes toward objects (Ao). Thus, in TAM theory, attitude
towards behavior is used to explain and predict behavior. Because
the output in TAM theory is to use or not to use technology in their
work, so the attitude variable is the attitude towards the use of new
technology.

Based on attitude studies in management information systems,
Fishbein and Ajzen (2010) distinguish between beliefs that shape
attitudes and attitudes themselves. They proposed that beliefs are
consequences perceived by individuals as a result of the behavior
displayed. In terms of using technology according to TAM theory, the
beliefs that shape attitudes towards technology use consist of
perceptions of ease of use and perceived usefulness of using the
technology (Chauhan and Jaiswal, 2017; Davis, 1989; Hsiao and
Yang, 2011).
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Perceived usefulness is defined as an individual's level of belief
that using a certain technological system will improve his or her
performance at work (Davis et al., 1989). Perceived ease of use is
defined as the individual's level of belief about the ease with which it
is physically and mentally in using a particular technological system
(Davis et al., 1989). The TAM model states that the effect of external
variables, such as system characteristics, development processes,
and training, on intention to use new technology is mediated by
perceived usefulness and perceived ease of use (Venkatesh and
Davis, 2000).

The last decade has shown significant progress in explaining and
predicting the acceptance behavior of the use of information
technology in organizations. In particular, the TAM model proposed by
Davis (1989) and Davis et al (1989), has provided substantial
theoretical and empirical support for this phenomenon. Many empirical
studies are showing that the TAM model is consistent in explaining
and predicting (about 40%) the use, intention, and behavior of using
information technology better than the TRA and TPB models
(Venkatesh and Davis, 2000).

However, based on the results of previous studies, the perceived
usefulness in the TAM model is consistent in explaining and predicting
behavioral intentions. While perceived usefulness is one of the main
factors driving the intention to use new technology, it is important to
understand the causal factors and the effect of changing these factors
over time as experience increases in using the new technology. On
the other hand, perceived ease of use is less consistent in explaining
and predicting behavioral intentions based on previous studies.
Venkatesh and Davis (2000) conducted a study to uncover the factors
that cause perceived ease of use associated with a lack of ability to
explain and predict intentions to use new technologies. However, the
role of perceived usefulness in the TAM model to explain and predict
intention to use new technology has always been a major concern for
researchers in information systems technology. Therefore, a better
understanding of the factors that cause perceived usefulness allows
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organizations to design intervention programs so that users can
accept the use of new information system technologies. They also
showed several factors that shape attitudes towards the behavior of
using new technologies, namely: subjective norms, image, job
suitability, output quality, and results that can be shown.

Based on the results of initial interviews with ten residents of Palu,
their perceptions of usefulness regarding the use of internet network
technology are shaped by subjective norms, images, and results that
can be shown. Therefore, the TAM model that will be used in this study
is extended through the formation of a relationship between the
influence of subjective norms, images, and results that can be shown
in the perception of usefulness regarding the use of Online SIM
Registration Web for SIM A and SIM C extensions which are applied
in Central Sulawesi Province on October 6, 2015. Thus, this study
aims to reveal the application of the extension of the TAM model
through the causal factors of perceived usefulness variables
(subjective norms, images, and demonstrable results) in
understanding, explaining, and predicting the intentions of the people
of Palu to use the Online SIM Registration Web in extending the SIM
for SIM A and SIM C groups.

A theoretical review and hypothesis development

Figure 1 shows the extension of the TAM model used in this study
by adding subjective norm variables and result in demonstrability
which influenced the usability perception variable which in turn formed
attitudes towards the use of new technology which had an impact on
the intention to use new technology. Similarly, perceptions of ease-of-
use shape attitudes toward the use of new technologies, which in turn
explain and predict intentions to use new technologies.

Subjective norm and its influence on behavioral intention
According to Fishbein and Ajzen (2010), the subjective norm is an

individual's perception regarding the approval of his/her important

people to display certain behaviors. In the TRA model proposed by
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Fishbein and Ajzen (2010) and the TPB model proposed by Ajzen
(1991), subjective norms have a direct effect on behavioral intentions
because, although, someone has a negative attitude towards the
behavior to be displayed, if his/her important people (reference group)
suggest him/her to behave in a certain way, then he/she is motivated
to comply with the expectations of this reference group.

Previous studies revealed the influence of subjective norms on
intentions to use new technology systems has yielded mixed results.
For example, Blut et al (2016) show that subjective norms have an
insignificant effect on behavioral intentions, which is contrary to
Hwang et al (2016). Davis et al (1989) examined the comparison of
TAM and TRA models and proposed that subjective norms had an
insignificant effect compared to perceived usefulness and perceived
ease of use on intentions to use new technology. However, they
realize that further research is needed to reveal the social influence
on intention and behavior of using new technology through subjective
norms. Thus, in this study, we will reveal the influence of subjective
norms on behavioral intentions to use internet technology, namely the
use of the SIM Online Registration Web for the extension of SIM A and
SIM C.

H1: Subjective norms have a positive effect on the intention of the
people of Palu to utilize the SIM On Registration Web Line for
extension of SIM A and SIM C.

Subjective norms and their effect on perceived usefulness

In the TRA (Ajzen and Fishbein, 1980) and TPB (Ajzen and
Madden, 1986) models, subjective norms have a direct influence on
behavioral intention as in this study. However, this study also
establishes the relationship between the influence of subjective norms
on the intention to utilize SIM Online Web Registration technology
indirectly through perceived usefulness.

Based on the influence of subjective norms on behavioral
intentions mediated by perceived usefulness, two processes are
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underlying the relationship, which is internalization and identification.
Identification according to Hopp (2013) and Igwe et al (2020) is a
process that shows the incorporation of individual beliefs with the
beliefs of the reference group regarding the behavior to be displayed.
The concept of internalization here is following Baierl et al (2014) who
proposed that internalization is a process where informational social
influence. In other words, it is an influence because it receives
information from other parties as evidence that shows a reality.

As in the context of this study, if the reference group (other people
who are considered important) states that the technology is useful,
then the people of Palu will have confidence in the SIM Online
Registration Web technology, and subsequently, that belief will form
an intention to utilize the technology. Under the type of power to
French and Raven's taxonomy (1958), namely expert power, that
internalization is based on that power (Baierl et al., 2014). The basis
for this statement is a reference group (other people who are
considered important) who approve or suggest individuals behave in
a certain way, are considered to have expertise and credibility related
to the behavior displayed (Baierl et al., 2014).

Based on the internalization process, subjective horms have an
indirect influence on the intention to use new technology through
perceived usefulness, not a direct influence on behavioral intentions
based on individual adherence to their reference group (Venkatesh
and Davis, 2000). The information processing model based on George
and Desmidt (2018) is following the influence of the internalization
process which was also proposed by Kelman and Myers (2011).

The TAM model developed in this study shows that the
internalization process concerning the influence of subjective norms
on behavioral intentions mediated by perceived usefulness will occur
in the context of using a technology system that is voluntary or
mandatory (Wang and Goh, 2017). Thus, when the perception of the
people of Palu regarding the benefits of the SIM Online Registration
Web is formed due to the reference group, which presents the
response to persuasive social information.
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H2: Subjective norms have a positive effect on the perception of the
people of Palu regarding the usefulness of using the SIM Online
Registration Web.

Image and social influence

Individuals often respond to normative social influences to
develop and maintain a good image in front of their reference group
(Kelman and Myers, 2011). Mijin et al (2019) examined the diffusion
of innovation that defines the image. According to them, image is a
level that shows using innovation is an increase in one's status in
society. The model used in these studies shows that subjective norms
have a positive effect on an image because it is important for an
individual in a group or society to display a behavior that is believed to
improve his or her self-image in the group or society (Lin et al., 2015;
Hopp, 2013). Kelman and Myers (2011) state that the source of social
influence is a process of identification that is different from compliance
and internalization. Based on the taxonomy of power proposed by
French and Raven (1958) that the basis of identification is referent
power.

In a work/organizational environment, with a high level of
interdependence among organizational members, the status of an
individual increase due to the presence of power and influence
through the process of social exchange, coalition formation, and
resource allocation (Kelman and Myers, 2011). As stated by Laws and
Rivera (2012) that an individual who displays certain behaviors and is
consistent with group norms will gain recognition as a member of the
group, as well as social support as a member of the group.
Furthermore, this individual can also achieve his/her goals that only
happen in a group action or group membership (Laws and Rivera,
2012).

High power and influence resulting from increased individual
status is the basis for generating even greater productivity (Hwang et
al., 2016). For example, in a work/organizational environment, a
member of the organization perceives that using a new technology
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system will improve his or her performance, then this will indirectly
improve his/her self-image beyond the performance benefits he
receives due to the use of the new technology. Thus, the identification
process in this study occurs in the relationship between the influence
of subjective norms on self-image, which in turn affects the perception
of usefulness.

H3: Subjective norms have a positive effect on the public image of
Palu in utilizing the OnLine SIM Registration Web.

H4: The public image of Palu has a positive effect on the perception
of the usefulness of using the SIM Online Registration Web.

The results that can be shown and their influence on perceptions
of usefulness

The effectiveness of the use of new technology can be seen in the
acceptance of the community towards the technology because people
feel that the existence of new technology is convenient for daily work.
Moreover, this is a result of innovation through the application of new
technological systems that affect people's perceptions of their
usefulness (Cengiz and Bakirtas, 2020). Hence, individuals are
expected to form a positive perception of the usefulness of the new
technology system if its use and the positive results are real. On the
other hand, if the implementation of a system is effectively able to
provide results that are in line with a particular job, but it still looks
vague, then system users will not understand the actual use of the
system (Gangwar and Date, 2016).

Godoe and Johansen (2012) found a positive and significant
correlation between the results indicated by the intention to use a new
technology system. The relationship between demonstrable results
and perceived usefulness is also consistent in the job characteristics
model which emphasizes that knowledge of job outcomes is a key
psychological underlying motivation for work (Mortenson and Vidgen,
2016).
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H5: The results that can be shown have a positive effect on the
perception of the people of Palu on the usefulness of using the
SIM Online Registration Web.

Perceived ease of use and its effect on perceived usefulness and
intention to use.

In the TAM model, Davis et al (1989) stated that the perceived
ease of use had a direct effect on the individual's perceived usefulness
of the new technology to be used and the perceived usefulness had a
direct effect on the intention to use. This is because the perception of
usefulness indicates the expected impact of the use of a new
technology system on improving job performance, while the
perception of ease of use is more directed at the process of using the
new technology system (Davis, 1993). In other words, the perceived
impact of increased performance is caused by the ease of using the
new technology system.

Thus, the application of a new technology system that is easier to
use should further increase the benefits for users of the technology.
Furthermore, Davis et al (1989), and Venkatesh (1999) show that
perceived ease of use had a direct influence on intention to use as
well as an indirect effect on the intention to use through perceived
usefulness.

H6: The perception of the people of Palu on the ease of using the SIM
Online Registration Web has a positive effect on the perception of
usability.

H7: The perception of the people of Palu on the ease of using the SIM
Online Registration Web has a positive effect on the intention to
use.

H8: The perception of the people of Palu on the usefulness of using
the SIM Online Registration Web has a positive effect on the
intention to use.
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Figure 1. TAM research-development model
Source: Davis et al (1989); Davis (1993); Venkatesh (1999)

2 METHODOLOGY

This research was conducted qualitatively and quantitatively. The
qualitative phase was carried out on September 10, 2015, until
September 12, 2015, the period before the implementation of the
online SIM registration web. The author conducted a Focus Group
Discussion (FGD), as a preliminary study, with 10 people consisting
of 4 students from one of the universities in Palu, 3 civil servants, and
3 entrepreneurs. The selection of respondents was based on the
following considerations: (1) understanding the use of internet network
technology, (2) having SIM A or SIM C or both which will expire in
December 2015, and (3) being willing to be involved in the research.
As stated by Mak and Ip (2017) that the main emphasis of study
exploratory is on finding ideas and inputs as it relates to the issue of
ecological validity so that the authors choose a research background
that is truly real according to the situation and conditions when the
online SIM registration web will be implemented. Further, it is also
intended to guarantee the generalizability of the research results to
other situations and conditions similar to this research.
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After conducting the FGD, the author made a transcript from the
FGD recording. The transcript was made with the help of a researcher
at P2EB UGM. The transcribed FGD recordings were analyzed using
content analysis. Mak and Ip (2017) state that in content analysis,
validity is not a significant problem. With careful operational definition
and appropriate selection of indicators, the coding sheet is assumed
to measure adequately. Meanwhile, Ahmed and Ting (2020) proposed
that the validity test in content analysis is enough to use content
validity or face validity.

In addition to testing face validity, coding sheets must also have
high reliability. Ringle and Sarstedt (2016) state that the importance of
reliability lies in the assurance provided that the data obtained are
independent of the event, instrument, or person who measures it. In
addition, this reliability test wants to see whether the coding sheet can
produce the same findings when carried out by different people. There
are 3 ways to test the reliability of coding sheets (Krippendorff, 2004),
namely stability, reproducibility, and accuracy. Due to its simple
nature, most researchers who use content analysis use the
reproducibility method as in this study, where the reliability test was
carried out by looking for the value of the coefficient of reliability, Holsti
(1963) gave the following formula:

o 2(C15)2(Cyy)

~ C1+C2C1+C2
C 1,2 = Number of categories of assessment results that were
approved (considered equal) by all coders.
C1, C2 = Sum of all categories used by all coders.

The value of the coefficient of reliability generated in this stage is
0.76. The value of intercoder reliability is categorized as good because
it is more than 0.6 (Holsti, 1963), which means that different people's
interpretation of the interview results is the same.
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From the results of the FGD, the authors summarized several

items selected by at least 10% of the respondents (Fishbein and
Middlestadt, 1995), and considered them important as the basis for
compiling a questionnaire to be used in conducting confirmatory factor
analysis. These items include:

1. |If the online SIM Registration Web is implemented then | will use
it when extending the SIM.

2. If the online SIM Registration Web is implemented then | plan to
use it when extending the SIM.

3. If an online SIM Registration Web is implemented then | want to
use it when extending SIM.

4. If the online SIM Registration Web is implemented then | am
willing to use it when extending the SIM.

5. With the SIM Registration Web online, my work in the office will
not be disturbed.

6. Web SIM registration online will save my time in activities.

7. With the online SIM Registration Web, it is easy for me to extend
my SIM.

8. 1think the online SIM Registration Web is easy to use.

9. In my opinion, the online SIM Registration Web can be accessed
anywhere.

10. I'm sure my friends suggest using the SIM Registration Web online
when extending the SIM.

11. I'm sure my friends also use SIM Registration Web online when
extending SIM.

12. If I use the SIM online Registration Web, | don't look like a tech-
savvy person.

13. In my opinion, the use of Web SIM registration online is
prestigious.

14. It's easy for me to explain the SIM renewal process to other people
if | use the SIM Registration Web online.

15. | feel there are benefits if you use the SIM online Registration
Web.
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Based on these items, the authors compiled a questionnaire to be
used in conducting Confirmatory Factor Analysis (CFA) with a total of
150 respondents. CFA was carried out using the SPSS 21 program
with the following results (see Table 1):

Table 1. Confirmatory Factor Analysis

Value
Variable Iltem factor
loading
e If the online SIM Registration Web is applied 0.76
then | will use it when extending the SIM.
e If the online SIM Registration Web is
implemented then | plan to use it when 0.47
extending the SIM.
1 e If the online SIM Registration Web is
implemented then | want to use it when 0.89

extending the SIM.

e [fthe online SIM Registration Web is
implemented then | am willing to use it when 0.44
extending the SIM.

e  With the online SIM Registration Web, my work

. ) . } 0.77
in the office will not be disturbed.
2 e Web SIM registration online will save my time in 0.85
activities.
e With the SIM Registration Web online, it is easy 0.39
for me to extend my SIM.
3 e | think the online SIM Registration Web is easy 0.81
to use.
e | think the online SIM Registration Web can be 0.73
accessed anywhere.
e |'m sure my friends recommend using the
4 online SIM Registration Web when extending 0.76
the SIM.
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Value
Variable Iltem factor
loading
e I'm sure my friends also use the SIM
Registration Web online when extending their 0.83
SIM.
e If | use the SIM Registration Web online, | don't 0.74
look like a tech-savvy person.
> e | think the use of the online SIM Registration 0.71
Web is prestigious.
2 ltis easy for me to explain the SIM renewal
process to other people if using the online SIM 0.92
6 Registration Web.
e | feel there are benefits if using the SIM 0.90
Registration Web online.

Based on the results of Table 1, it can be seen that item 2 and
item 4 in variable 1 and item 1 in variable 3 have a loading factor value
below 0.6, so the authors decided to exclude these items. Then, we
test the construct validity back (discriminant validity and validity of
convergence) uses the same 150 respondents, with the following
results (see Table 2):
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Table 2.Results of the validity and reliability

Universitas Terbuka

Variable

Item

Values
Loading
factor

AVE

CR

If the Web SIM online
registration is applied,
I will use it when
extending the SIM.

If the online SIM
Registration Web is
implemented then |
want to use it when
extending the SIM.

0.66

0.78

0.522

0.684

0.766

With the SIM
Registration Web
online, my work in the
office will not be
disturbed.

The SIM Registration
site online will save
me time in the move.

0.76

0.75

0.570

0.726

0.865

| think the online SIM
Registration Web is
easy to use.

| think the online SIM
Registration Web can
be accessed
anywhere.

0.91

0.83

0.759

0.862

0.771

I'm sure my friends
recommend using the
SIM Registration Web
online when extending
the SIM.

0.86

0.636

0.884

0.976
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Variable

Iltem

Values
Loading
factor

AVE

CR a

I'm sure my friends
also use a SIM
Registration site
online when extending
a license.

0.73

If I use the SIM
Registration Web
online, | don't look like
a tech-savvy person.
According to my use,
the SIM Registration
site online is of greater
prestige.

0.94

0.91

0.856

0.922 | 0.739

It is easy for me to
explain the SIM
renewal process to
other people if using
the online SIM
Registration Web.

| feel there are
benefits when using
the SIM Registration
Web online.

0.72

0.80

0.579

0.733 | 0.822

The results of the discriminant validity test in Table 2 show that
the items or indicators used to represent the construct to be measured
with a factor loading value above 0.6. As stated by Hair et al (2014)
that the loading factor value above 0.6 for each indicator representing
the construct to be measured has good discriminant validity.
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The AVE value which indicates the validity of the convergence is
obtained by calculation with the formula:

1 1
() H(a7)
AVE ==L 0=
n
n = number of measurement indicators; Ai= factor loading (Hair et al.,
2014)

The results of calculation of the value AVE produced more than
0.5, thus, the three constructs have a good convergent validity (Hair
et al,2014; Kock, 2019).

The value of construct reliability generated in this study was
obtained through the formula:

n = number of measurement indicators; Ai= factor loading (Hair et al.,
2014)

Table 2 also shows that the value of Cronbach alpha and
composite reliability of each construct exceeds 0.7, thus the measure
used in this study is reliable (Hair et al ., 2014; Kock, 2019). In this
study, the method of reliability test used is a composite of reliability,
which is better to estimate the internal consistency of a construct (Hair
et al., 2014; Ringle and Sarstedt, 2016)

Development of a scale of measurement in research using scales
of measurement used by previous researchers, such as indicators for
variables of perceived usefulness, perceived ease of use, and
behavioral intentions were adapted from Davis (1989) and Davis et al
(1989). Subjective norm variable indicators were adapted from Taylor
and Todd (1995). Indicators of self-image variables and results that
can be shown are adapted from Moore and Benbasat (1991). Based
on the results in Table 2 then: variable 1 is the intention to use the SIM
Online registration web (2 indicators); variable 2 is perceived
usefulness (2 indicators); variable 3 is the perceived ease of use (2
indicators); variable 4 is a subjective norm (2 indicators); variable 5 is
self-image (2 indicators), and variable 6 is the result that can be shown
(2 indicators).
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Socially Desirable Response

The Socially Desirable Response (SDR) test is conducted using a
non-paired sample, for each indicator of the 6 constructs measured.
In doing so, we entrusted each of the 30 questionnaires in the South
Palu District for the questionnaire with direct questions and in the West
Palu District (Pondok Indah Simple Restaurant) for the questionnaire
with indirect questions. This test was performed using non-parametric
statistics using SPSS 16. For non-paired samples, the test used was
Mann Whitney. The test results show that the p-value obtained is more
than 0.05 which concluded that the two samples (non paired) come
from a population that has the same average (mean) or expectations.
In other words, the average respondents' answers from both samples
are the same. For more details see Table 3.

Table 3.Test Results Socially Desirable Response

Constructs Indicators Measurement | Value p
intention to use 11 0.831
12 0,363
perception of usefulness PUL 0.797
PU2 0.309
i PoU1l 0.599

Perceived ease of use
PoU2 0.088
Norma subjectively SN1 0.357
SN2 0.850
Citra ?mgl 0.230
img2 0,400
results can be shown RD1 0.611
RD2 0.788
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3 RESULTS

Characteristics of Respondents

Respondents of this study consist of 300 people. All of these
respondents have SIM A and SIM C with a validity period that will
expire in December 2015. Of the 300 people, 67.5% were male and
32.5% were female; 64.2% married and 35.8% unmarried; 20.8%
aged 30 years and under, 33.3% aged 31 to 45 years, and 45.8% aged
45 years and over; 8.33% are students, 25% work as civil servants,
39.2% work as employees in private companies, 26.7% work as
employees in State-Owned Enterprises, and 0.83% work elsewhere;
8.33% were high school graduates, 50% were undergraduates, and
41.7% were postgraduates; 64.2% of the respondents have SIM C and
35.8% have SIM A; 67% of them earn IDR 2,400,000 — IDR 4,000,000
and 33% more than IDR 4,000,000.

Structural Model Test Results

The sample size used in this study is 300 respondents obtained
through a survey using a purposive withdrawal technique. There are
no clear directions for determining the appropriate sample size for
using SEM. For example, Rakotoa Simbola and Blili (2018) state that
a sample size of 100 - 200 is a sufficient number to use SEM. With a
sample of 300 people, this number follows the considerations above.
Data analysis in this study used Structural Equation Modeling (SEM)
with the help of IBM SPSS AMOS 23 software. The selection of SEM
estimation techniques for this study was based on the consideration
that the data contained outliers and were not normal. Thus, the
Maximum Likelihood (ML) estimation technique was determined to be
used. This is because it is very suitable for the assumption of data
normality that is not met (Tabachnick and Fidell, 2019; Kock, 2019;
Ringle and Sarstedt, 2016; Alam et al, 2019; Weijters and
Baumgartner, 2019)
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Figure 2. Structural model test results
Remarks : * significant at p < 0.05; ** significant at p < 0.001

Table 4. The Goodness of fit v model

Index
Type goodness Recommended .
) goodness of Result | Information
of fit model ) value
fit model
Chi-square
statistic (x? or Small 5.801 Good
Absolute fit CMIN)
measures P >0.05 0.604 Good
GFI >0.90 0.976 Good
RMSEA <0.08 0.050 Good
Normed?
2<Normed? <5 | 2.771 Good
(CMIN/DF) - -
Incremental fit
CFI >0.94 0.951 Good
measures
Parsimonious
. AGFI >0.90 0.983 Good
fit measures
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Table 5. Estimated Structural Parameters
Path Hypothesis  Path coefficient  t-value Conclusion

H1l 0.340 3.100** Supported
H2 0.211 2.200** Supported
H3 0.156 2.002*  Not Supported
H4 0.176 * Supported
H5 20130.190 2.186 * Supported
H6 0.220 2.329** Supported
H7 0.280 2.901* Supported
H8 0.270 2.333* Supported

Note: * significant at p < 0.05; ** significant at p < 0.001

The results of this study indicate that the extended TAM model,
used in this study, can explain and predict the intention of the Palu
citizens to use the Online SIM Registration Web implemented by the
Central Sulawesi Provincial Government. TAM was developed by
adapting the Theory of Reasoned Action (TRA) to explain the causal
relationship between the user's internal beliefs (usability and ease of
use), attitudes, intentions, and usage behavior. Although, in the last
20 years TAM has successfully emerged as a well-established model
capable of explaining and predicting user acceptance of the
technology (Venkatesh and Davis, 2000), several studies have
attempted to validate the developed TAM model with all its original
constructs such as this study.

This study uses an extended TAM model by combining three
additional variables, namely subjective norms, self-image, and
demonstrable results. In general, the two main variables in the TAM
model, perceived usefulness and perceived ease of use can explain
and predict the intention of the people of Palu to use the online SIM
registration web which will be implemented by the Central Sulawesi
provincial government. Overall, the variance in the intention of the
people of Palu to use the online SIM registration web can be explained
by predictor variables of 48% and the rest is explained by other factors
outside the model.
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The first hypothesis in this study is supported. As the results
presented in Table 5, the Critical Ratio (t-statistic) value is above 1.96,
implying that the more positive the subjective norms possessed by the
people of Palu regarding the use of the Online SIM Registration Web
for the extension of SIM A and SIM C, the more it will affect their
intention to use them. The results of this study further emphasize the
influence of subjective norms on behavioral intentions. As stated by
Fishbein and Ajzen (2010) that the direct effect of subjective norms on
behavioral intentions is that people will display a behavior, even
though he/she does not prefer the behavior or its consequences as a
result of his/her belief in one or more people whom they consider
important who suggest/agrees on those certain behaviors, and is
sufficiently motivated to comply (Fishbein and Ajzen, 2010).

TAM studies that have successfully demonstrated the direct effect
of subjective norms on behavioral intentions have yielded mixed
results. For example, research conducted by Patiro et al (2016), Patiro
and Budiyanto (2016), and Patiro and Sihombing (2014) found a
significant effect of subjective norms on behavioral intentions. Cengiz
and Bakirtas (2020) also state that some psychological studies
suggest that subjective norms are important determinants of
perceived usefulness and behavioral intentions. As stated earlier, TRA
identified subjective norms and attitudes as determinants of
behavioral intentions (Davis et al., 1989), but the original TAM model
did not include subjective norms as a variable.

The use of information technology can stem from an individual's
desire to perform such actions, which implies that user perceptions
may influence the decision to participate or not (Godoe & Johansen,
2012). Many studies have been conducted and show that subjective
norms positively influence individual behavior related to technology
acceptance and use (Mortenson & Vidgen, 2016). Following
Venkatesh and Davis (2000) who stated that subjective norms were
included in the model as an effort to increase understanding of user
adoption behavior and acceptance of new information systems and
technologies. The results of this study indicate that the people of Palu
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intend to use the online SIM registration web to extend SIM A and C if
the people closest to them advise them to use it.

The second hypothesis in this study is supported. As the results
show. in Table 5, that the Critical Ratio (t-statistic) value is above 1.96.
This means that the more positive the subjective norms regarding the
use of the online SIM registration web application for the extension of
SIM A and SIM C, the people of Palu will feel a positive perception
about the usefulness of the application.

The direct relationship between subjective norms and behavioral
intentions in TRA and TPB is based on the principle of compliance.
The TAM model in this study includes two additional theoretical
mechanisms that subjective norms can influence intentions indirectly
through perceived usefulness. The two mechanisms are
internalization and identification as proposed by Venkatesh and Davis
(2000). Internalization refers to the process when an individual feels
that important people think he or she should accept and use the
system. Additionally, he incorporates the beliefs of the important
person into his belief structure. Internalization is equivalent to that
referred to by Deutsch and Gerard (1955) as quoted by Sharma et al
(2016), informational social influence (as opposed to normative),
which is defined as “the influence of receiving information from others
as evidence of the existence of reality. In the context of this current
study, if a supervisor, co-worker, colleague, friend, or relative suggests
that the online SIM registration web system is very useful in extending
SIM A and SIM C, then someone might believe that the systemis really
useful, and ultimately form an intention to use it.

In the case of internalization, subjective norms have an indirect
effect on intentions through perceived usefulness, as compared to a
direct adherence effect on intentions. Salancik and Pfeffer (1978)
examined the social information processing model (cited by
Venkatesh and Davis (2000)), where the results are consistent with
the resulting internalization effect in this study. The TAM model
developed in this study explains the concept of internalization.
According to Hsiao and Yang (2011), internalization is not a form of
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compliance. In addition, internalization will appear in the context of
acceptance and use of systems that are voluntary or mandatory, when
the use of the system is carried out by what is mandated or is
mandatory, the user's perception of the usability will increase in
response to persuasive social information. Thus, as in this study, when
the online SIM registration web is perceived to be of real benefit, then
the information conveyed by the web user to relatives, friends, co-
workers, colleagues, and superiors will be well internalized which in
turn will form the intention to want to participate and use it.

The third hypothesis is also supported in this study. The results of
the support for this hypothesis can be seen in Table 5 which is
indicated by the Critical ratio (t-statistic) value that exceeds 1.96.
Individuals often respond to social normative influences to build or
maintain their image held in reference groups (Hsiao and Yang, 2011).
Moore and Benbasat (1991) cited by Venkatesh and Davish (2000)
define an image as "the extent to which the use of innovation is
considered to improve a person's image which has an impact on his
status in a social system.

The TAM model developed in this study states that subjective
norms will affect This is because, if an individual believes that he or
she should perform the behavior (eg, using the system) as suggested
by his reference group, then he will then do so and that will tend to
improve his position in the group to which he belongs (Partala and
Saari, 2015).

Based on the taxonomic perspective of power proposed by French
and Raven (1959) as cited by Venkatesh and Davis (2000), the basis
for identifying a person's image is based on the strength of a reference
group. In a typical work environment, with a high degree of
interdependence high among members of society in carrying out its
duties, the increase in status in the group is the basis of power and
influence through processes such as social exchange, coalition
formation, and resource allocation (Abbasi et al., 2015). As stated by
Fagih et al (2015) by performing behavior that is consistent with group
norms, an individual will achieve a special status and social support
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received from his group so that it has a positive impact on his self-
image. The background of this research is the application of an online
SIM registration web system to extend SIM A and SIM C. Therefore,
like it or not, the people of Palu City are required to adopt the system,
although it is not a necessity. This is because the people of Palu City
maintain the image they have in community groups that they are
people who tend to be open to new technological systems. Thus, his
subjective norms will affect his self-image when faced with the
acceptance and use of a new technology system, which in this case is
an online SIM registration web.

The fourth hypothesis is supported by the results shown in Table
5. According to Deutsch and Gerard (1955), informational social
influence can be defined as the influence received when a person
accepts information obtained from others as evidence of the fact that
happened. The informational social influence will be accepted if it is
considered as an instrument for finding solutions to some problems
faced by individuals, or because it supports or adds to what individuals
already believe about some prominent aspects of their environment
(Burnkrant and Cousineau, 1975).

When an individual feels that there is still insufficient information,
an ambiguous situation, or an immediate demand to perform an action
or decision, it will make people replace information that seems to be
considered more competent than others through direct proof of their
own (Cohen and Golden, 1972). Lee and Hong (2016) show that when
an individual makes a purchase decision, he/she tends to receive
informational social influence if he thinks that information from others
(for example, product reviews) will help him achieve the goal of
reducing buying costs.

Increased power and influence resulting in higher status will be
the common basis for greater productivity gains (Sharma et al., 2020).
Thus, an individual learns that using the system will lead to an
increase in his or her performance (which is the definition of perceived
usefulness) which is indirectly due to an improved image, on top of all
the performance benefits that are directly attributed to the use of the
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new technology system (Venkatesh and Davis, 2000). As in the
background of this study, the image observed by people of Palu as a
consequence of perceived subjective norms will shape their
perception that using an online SIM registration web when extending
a SIM will provide many benefits. The benefits he will receive are the
information he receives from his reference group when he will decide
to behave or not. This will affect his self-image as a representation of
the reference group related to the acceptance or use of the new
system.

The fifth hypothesis in this study is also well supported. The results
perceived by Palu citizens regarding the use of online SIM registration
web when extending a SIM have further increased their perception of
the usefulness of the new system and technology. The results of this
study are in line with Moore and Benbasat (1991), Agarwal and Prasad
(1999), and Zhang et al (2010). Results demonstrability is defined as
the extent to which the results obtained from using new systems and
technologies can be seen and communicated (Moore & Benbasat,
1991). Further, this variable is crucial when adopting an innovation
(Agarwal & Prasad, 1999). According to Moore and Benbasat (1991)
and Agarwal and Prasad (1999), there is a significant correlation
between behavioral intentions to adopt and the results that can be
demonstrated. Zhang et al (2010) examined mobile health
applications, stated that the results that can be shown are considered
real and observable because they can express and share with others
their pleasant experiences while using certain mobile health
applications.

This study shows that when the people of Palu have a pleasant
experience in using the online SIM registration web application to
extend their SIM, they will deliver this information to their closest
people. Therefore, supporting Venkatesh and Davis (2000) who state
that the results that can be demonstrated, are tangible aspects of the
results when the individual uses a new technological innovation and
will directly shape and affect the perceived usefulness, which implies
that individuals can be expected to form more positive perceptions of
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the usefulness of a system if the covariance between use and positive
outcomes is easy to see. On the other hand, if a new system and
technology produce work that is relevant and effective by the results
desired by users, but is not visible in reality, then system users will not
likely understand how useful the system is (Gow et al., 2019).
Empirically, Calisir et al (2014) also found a close and significant
relationship between perceived usefulness of use and proven results.
The relationship between demonstrable results and perceived
usefulness is also consistent with the job characteristics model, which
emphasizes knowledge of the actual results of work activities as a
psychological state that underlies work motivation.

The sixth hypothesis is also well supported in this study. These
results can be seen in Table 5 which is indicated by the Critical Ratio
(t statistic) value above 1.96. The results of this study indicate that the
more positive the perception of the people of Palu in using the online
SIM registration web application, the perception of the people of Palu
regarding the usefulness of the application is also more positive.

The TAM model developed in this study adopts the TAM model
proposed by Davis et al (1989) by linking perceived ease of use to
perceived usefulness variables, because the easier a system is to use,
the more it will increase the perceived job performance (Venkatesh
and Davis, 2000; Dwivedi et al. 2016). There is plenty of empirical
evidence accumulated over a decade which shows that perceived
ease of use will have a positive and significant effect on the intention
to use, either directly or indirectly through its effect on perceived
usefulness (Davis et al. 1989; Venkatesh, 1999; Venkatesh and Davis,
2000). For example, the TAM model developed by Venkatesh and
Davis (1996) considers that ease of use is the psychological basis for
a person's self-efficacy towards a new technological system that is
adjusted to the objective usefulness that is felt through direct
behavioral experience in using the system. As a result of this study,
Palu citizens who find it easy to use the online SIM registration web
application automatically immediately feel the benefits that will be
received when they use the application.
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The TAM model developed by Davis et al (1989) integrates
perceived ease of use of technology and perceived usefulness of
technology as two main constructs. The perception of usability in this
study shows the extent to which the people of Palu believe that using
an online SIM registration web application will improve their
performance. The existence of an online SIM registration web
application should provide various benefits for its users, especially the
people of Palu, such as general convenience, simplification of
payments compared to other forms of payment, all of which may
support a positive attitude towards use and a higher intention to use
the application when extending driver's license.

The perception of the ease of using the online SIM registration
web application shows the perception of the people of Palu about the
effort and time on using the service and the extent to which the
technology can be understood. Previous studies have consistently
acknowledged that perceived ease of use has a direct effect on
perceived usefulness and attitudes (Chauhan, 2015; Yousafzai et al.,
2007). A study using TAM also revealed that there is a significant
positive relationship between perceived ease of use and perceived
usefulness (Van der Heijden, 2003; Yang, 2012). Thus, as the results
of this study, the ease of using the online SIM registration web
application system when extending a SIM can affect the perception of
usability and attitudes of users.

Hypothesis seven is also supported. The results of this study
indicate that the higher the positive perception of the people of Palu
regarding the ease of using the online SIM registration web
application, the more they will intend to use it when extending their
SIM.

The theory of reasoned action (TRA) proposed by Ajzen and
Fishbein (1980) states that attitudes have an important role in
explaining and predicting the intention to engage in the behavior. The
theory of planned behavior (TPB) and the technology acceptance
model (TAM) are each separate derivatives of TRA but are considered
as their development. In particular, the TPB extends the TRA to
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include a new determinant of behavioral intention, namely perceived
behavioral control (Taylor and Todd, 1995).

Perceived behavioral control according to Schifter and Ajzen
(1985) and Ajzen and Madden (1986) describes the extent to which
people perceive they have control over the behavior they display. The
logic of perceived behavioral control refers to the concept of self-
efficacy proposed by Bandura (1977) (cited by Fishbein and Ajzen
(2010)). According to Bandura (1977) self-efficacy means that
individuals are more likely to engage in behaviors they believe they
can control compared to behaviors they believe are less controllable
(cited by Fishbein and Ajzen (2010)).

The TAM model was developed at the same time as the TPB
development. The TAM model is based on the concept of TRA, which
proposes a set of determinants of behavioral intentions, especially for
the behavior of adopting systems and information technology. These
determinants include perceived ease of use, which refers to the
degree to which a person believes that using a particular system will
be free from difficult effort (Venkatesh and Davis, 2000). The effort is
a limited resource that a person can allocate to various activities for
which he is responsible (Fishbein and Ajzen, 2010). The results of this
study indicate applications that are considered easier to use will be
more likely to be accepted by potential users. Moreover, the results
also show when the online SIM registration web application was
launched by the Palu Police, the Palu citizens perceived that the
application was accessible and user-friendly when used to extend a
SIM. The application is expected to provide convenience for the
people of Palu when extending a SIM.

Finally, the eighth hypothesis is also well supported. The more
positive the perception of the people of Palu City regarding the
usefulness of the online SIM registration web application, the higher
the intention to want to use the application.

Perceived usefulness is defined as the extent to which a person
believes that using a particular system will improve his/her job
performance (Venkatesh and Davis, 2000). This refers to the definition

72 ISST 2021 — FST Universitas Terbuka, Indonesia
International Seminar of Science and Technology for Society Development
Science and Technology for Society 5.0



The 1st International Seminar of Science and Technology for Society Development
ISST 2021

Faculty of Science and Technology,

Universitas Terbuka

of the word useful, i.e. capable of being used profitably (Davis, 1989;
Venkatesh and Davis, 2000). In an organizational context, people are
generally forced to produce good performance with salary increases,
promotions, bonuses, and other rewards (Robbins and Judge, 2013).
A system that has high perceived usefulness is a system that is
believed by users to produce a positive relationship between use and
performance (Venkatesh and Davis, 2000).

The results of this study are in line with Davis et al (1989), Lin and
Lu (2000), Moon and Kim (2001), and Taylor and Todd (1995) which
successfully demonstrated that perceived usefulness was able to
explain and predict individual behavioral intentions in the behavior of
adoption of new information systems and technologies. The higher the
perceived usefulness of the new information technology system, the
higher the intention to use it. Further, the perceived usefulness is the
subjective probability that using technology will improve the way users
complete a given task. Based on theories in social psychology, such
as the TRA (Ajzen and Fishbein, 1980; Fishbein and Ajzen, 1975) and
the TPB (Schifter and Ajzen, 1985; Ajzen and Madden, 1986), the
TAM has been validated as a robust conceptual framework (Davis,
1989; Davis et al., 1989).

Davis et al. (1989) stated that perceived usefulness refers to
consumers' perceptions of the outcomes of past experiences. The
experience of the people of Palu in the past when interacting with the
internet will create information about the usefulness of the internet.
Based on this, when the online SIM registration web application was
launched by the Palu Police as a means of assistance for the
community to extend a SIM, the people of Palu have a positive
perception of the usefulness of the application because it was
considered to increase their comfort in doing so. With the formation of
positive perceptions about the benefits of the online SIM registration
web application, the intention of the people of Palu to use the
application is increasing.
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4 CONCLUSIONS

The TAM is a very popular model for understanding, explaining,
and predicting the use of new information technology systems. To
date, there have been many impressive studies on the application of
the TAM model. Although several studies have confirmed the ability of
the TAM model to explain and predict new information systems and
technologies, there is still some skepticism among researchers
regarding the application and theoretical accuracy of this model.
Consequently, the authors are interested in concluding that research
on TAM may have reached a saturation level, so that future research
will focus on developing new models that will take advantage of the
strengths of the TAM model while improving on its weaknesses.

In general, the extension of the TAM model in this study has
successfully explained and predicted the behavior of people who
adopt a new information technology system. As the background of the
study is the behavior of the people of Palu in using the SIM registration
web application online. Furthermore, the results of this study show that
the eight hypotheses proposed are well supported, indicating that the
TAM model used in this study has a good explanatory ability to the
behavior of the people of Palu related to the behavior of adopting a
new information technology system, namely the Online SIM
registration.

Behavioral intentions can be explained and predicted well by the
two main predictor variables, namely perceived usefulness and
perceived ease of use. Perceived usefulness can be explained by
perceived ease of use. Several additional variables which in this case
are considered as antecedents of perceived usefulness, namely:
subjective norms, images, and results that can be shown can explain
these variables well. Subjective norms can explain and predict
behavioral intentions very well which further emphasizes its role as an
antecedent of intention as stated in the TRA and TPB models.

Managerial implications

The results of this study can be used as a basis for internet
technology service providers in identifying and understanding the
antecedent factors of prospective users' intentions in adopting the new
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internet system and technology. To increase the intention of potential
users of the technology services offered, service providers must focus
on the usefulness and ease of use of the system. Service providers
do not need to reproduce redundant features but preferably features
that are user-friendly so that users can feel more useful and easier
when using them. Further, service providers must consider reference
group factors that can influence potential users' intentions to adopt the
new technology system. Hence, the resulting technological system
must be able to be accessed and used by various levels of society so
that the system can be well received.

Limitations and suggestions

This study only measures up to the behavioral intention. Thus, the
actual behavior of the people of Palu has not been seen in adopting
the online SIM registration web application. Henceforth, it is hoped that
the research conducted can measure up to the stage of actual
behavior.

This research is cross-sectional to determine the causal path of
several variables being measured. Future research is expected to be
able to be carried out longitudinally so that it can be carried out until
the measurement of actual behavior. In addition, future research
should consider experimental or longitudinal studies so that better
conclusions regarding causality can be drawn.

This study only covers the people of Palu in Central Sulawesi
Province. In the future, it is hoped that the research carried out will be
able to cover all districts/cities in Central Sulawesi Province and even
throughout Indonesia so that generalization of research results can be
carried out.
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