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ABSTRACT 
 
Public demand for better, accountable, fast and satisfactory 
services encourages the government to provide a reliable 
electronic service (digital-government) that can be accessed 
whenever and wherever. The issuance of Indonesian 
Presidential Instruction No. 3 of 2003 was an early milestone 
in the use of digital government services on a national scale. 
However, the challenges faced by the Indonesian government 
is to determine the key factors of the public satisfaction in 
adopting the digital-government.  The goal of this paper is to 
explore the key factors that influences Indonesians' people in 
adopting the digital government based on the UTAUT 
framework. In this work, five hypotheses are formulated and 
five factors are identified that may affect the Indonesians' 
level of adoption towards using the digital services. Survey 
data from 237 citizens in five big cities in Java and Sumatra 
region of Indonesia were collected and used to test the 
proposed hypotheses. Based on the structural equation model 
(SEM) approach, the results present several key findings that 
are in line with the goal of the government to create 
digital-government that are compatible with citizens' needs, 
desires, and expectations these findings indicated, thus 
unveiling the key drivers of adoption level. The result of the 
work also presents deep insight for governmental 
policy-makers and practitioners to increase 
digital-government service via behavioral and managerial 
factors. Finally, implications and recommendations of these 
findings were discussed. 
 
Key words : Digital government, Indonesia,  Adoption, 
UTAUT Framework, SEM.  
 
1. INTRODUCTION 
 
The development of Information and Communication 
Technology (ICT) now has a big impact for  the world. 
Indeed, it makes several changes in behavior of human life 
and government, include the  public sector services. West 
simply defines digital-government as follows: Activities are 
undertaken by governments using Information Technology 
(IT) to provide services to the public [23]. Meanwhile World 
Bank states digital-government refers to the use of 
government agencies of information technologies such as the 
Internet, and smartphone that can transform relations with 
citizens, businesses, and other arms of government [25]. 

These technologies can serve a variety of different ends: 
better delivery of government services to citizens, improve 
interactions with business and industry, citizen empowerment 
through access to information. Rigid government services 
today can be overcome with digital-government to become 
more flexible, and more oriented to user satisfaction [24].  
 
Some researchers argue that one of the most important factors 
for successful digital-government services is the acceptance 
and willingness of people to adopt digital-government 
services [1]-[3].Based on the report of the 13th Waseda 
University in International Digital Government ranking 2017, 
Indonesia ranks 32th out of 65 countries in the world as a 
country that adopts a digital-government system in running a 
government system [4]. Indonesia still stays behind ASEAN 
member countries such as Thailand [21], but quite superior to 
Philippines [33] and Malaysia [36]. Whereas the opportunity 
for development of digital-government usage in Indonesia is 
very big considering the number of internet users in 2017 
reached 121.6 million. 
 
The level of public participation in adopting 
digital-government is certainly influenced by certain factors. 
These factors need to be known to be an input to the 
government in increasing the participation of its people in 
adopting digital-government services so that 
digital-government provided by the government is not a 
waste. Therefore, the assessment of the factors that affect the 
acceptance and use of digital-government is an important 
thing.  
 
This study tries to explore factors that affect the acceptance of 
digital-government in Indonesia using the Unified Theory of 
Acceptance and Use of Technology (UTAUT) model 
[10]-[16]. Furthermore, Structural Equation Modeling (SEM) 
was chosen to determine the relationship between variables in 
the model. Furthermore, research question for this work is 
“What factors affect the usage of digital-government services 
in Indonesia based on the UTAUT framework?”  
 
2. RELATED WORKS 
 
2.1 Transformation from Electronic-Government (EG) to 
Digital-Government (DG 

The Digital Government landscape is continuously changing 
to reflect how governments are trying to find innovative 
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digital solutions to social, economic, political and other 
pressures, and how they transform themselves in the process 
[4]. According to Waseda University the transformation from 
[electronic-government] to [Digital government] as the new 
definition which covers more comprehensive activities [26]. 
Both Digital Innovation and Digital Economy are the keys for 
economic growth and challenges. five highlights of the new 
trends in digital-government such as Mobile Government, 
Artificial Intelegent  and Internet of Think for Digital 
Government, Smart City, Cloud Computing Technology and 
Digital Government, and ICT for Anti-Corruption. 

2.2. The acceptance of Information Technology 

Studies on technology adoption have aimed to understand, 
predict and explain variables influencing adoption behavior at 
the individual as well as organizational levels to accept and 
use technological innovations [26]. There are still some 
inhibiting factors that are very influential people in using 
information technology, so its utilization is still very less. 
Furthermore, if technical obstacles can be overcome, it 
becomes a very important factor in developing the ability to 
create applications for users. Meanwhile, The Unified Theory 
of Acceptance and Use of Technology (UTAUT) is one of the 
most recent models of technological acceptance developed by 
Venkatesh et al [10]. UTAUT synthesizes elements in eight 
leading technology acceptance models to gain a unified view 
of user acceptance.  

2.3 Structural Equation Modeling   

Structural Equation Modeling (SEM) is a statistical model 
used to describe relationships between several variables [6]. 
SEM examines the interdependent structure among the 
variables described in several equations. These equations 
describe the overall relation between constructs (dependent 
variables and independent variables).  

3.  EXPERIMENTAL PROCEDURES 
 
3.1 Research Framework  
 
This study is an empirical study to test hypotheses on the 
following research problems. The research framework is 
shown in Fig. 1. The work was started with developing a 
research model, and the designing a questionnaire, 
furthermore the questionnaire have to check the reliability 
before distributed. The Final stage is SEM PLS analysis to 
know the hypotheses includes the relationship between major 
dependent variables and independent variables. 

 

Figure 1: Research Framework  

3.2 Research Method 

This research adapted UTAUT framework for measuring the 
level of digital-government adoption [5-9]. Unlike some other 
models, UTAUT is quite popular because it is able to account 
for nearly 70 percent of behavioral intentions to empower a 
system or technology [10]. Furthermore, Digital-government 
has been regarded as a reliable support technology because of 
its excellent ability to exchange information between 
government and citizens. 

The rationale behind deploying the UTAUT framework is 
support in examining the social and other factors which 
impact the information technology linked with technology 
adoption. UTAUT is one of the latest technology acceptance 
models developed by Venkatesh, et al. UTAUT combines the 
successful features of eight leading technology acceptance 
theories into one theory (Figure 2). 

 

 
 

Figure 2: Research Method 

 
3.2.1. Performance Expectancy (PE) 
 
Performance expectancy (PE) is the most powerful variable 
affecting a person's intention to use information systems 
[10]-[16].  Furthermore, PE variable has a positive 
relationship with behavior invention in accordance with 
previous studies [11]-[13]. This positive relationship 
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illustrates that the higher the level of confidence a person in 
using digital-government will be able to improve their 
performance, the higher the intention of the person to use 
digital-government. Therefore, the first hypothesis (H1) is PE 
is positively linked with the behavioral intention to use and 
accept digital-government. 

 
3.2.2 Effort expectancy 
 
Effort expectancy (EE) informs that the person feels the 
digital-government system is not difficult to use and also does 
not require a high skill effort to use it so that the higher the 
intention of the person to use the system when available later. 
This relationship in line with past work which says that effort 
expectancy is positively associated with behavior intention 
[14]-[17]. Hence, the second hypothesis (H2) is derived as: 
Effort expectancy gives a positive influence on the 
improvement of one's intention-behavior in using the 
digital-government system. 

 
3.2.3 Social influence 
 
Social influence can be interpreted as an attempt made by an 
individual or more in changing a belief, perception and 
behavior of others [16]. Therefore, the influence of colleagues, 
friends, and family members can be decisive for individuals in 
using the digital government, so the hypothesis (H3) states 
that the SI is positively related to behavioral intent to use and 
accept the digital government. 
 

 
3.2.4 Facilitating condition 
  
Facilitating conditions (FC) can be defined as the extent to 
which one believes that organizational and technical 
infrastructures are available to support the operation of the 
system [10,16]. Next, hypothesis (H4)  for FC is positively 
linked with the behavioral intention to use 
digital-government. 

 
3.2.5 Voluntariness of Use 
 
The Voluntariness of Use (VU) describes the level of 
individual trust in using or accepting technology, so far the 
digital-government is perceived as a technology that can be 
used voluntarily and there will be a greater trend in the future 
in its use. [10]. Therefore, the hypothesis (H5) is: VU is 
positively related to behavioral intent to use and receive 
digital government. 

4. EXPERIMENTAL RESULT  

4.1. Demographic Data  

Data used in this study is the result of the survey conducted in 
2016. The population of data used in this study based on the 

survey in several major cities in Indonesia. The survey 
method was conducted through an online survey.  

 
Table 1: Characteristics of respondents 

 
Demographic Category Sample 

N Percent 
Gender Male 97 40.9% 

Female 140 59.1 % 
Age Under 30 230 96.9% 

31 – 40 4 1.6 % 
41 – 50 3 1.2 % 

Above 50 -  
DG User 

Experience 
Less than 1 year 2 0.8% 

1-3 Years 127 53.5% 
4-6 Years 102 45.7% 

 
Table 1 shows a description of data population. Demographic 
data shows that most digital-government users are women 
with a long experience of about one to three years. Although 
this technology is more than a year old, this illustrates that 
some new respondents in using this technology. This may 
reflect the lack of user enthusiasm in using the system. 
 
4.2  Partial Least Squares (Pls) Approach 
 
4.2.1. Descriptive statistics, validity and reliability tests  
 
Smart PLS 3.0 statistical software for the data analysis, 
including factor analysis and hypothesis testing, was chosen 
to make a modeling based on structural equation modeling 
approach. One of the characteristics of PLS is robust against 
multicollinearity and can make no assumptions about the 
distribution of the variables [18,19]. Although,  the research 
model is relatively small with large numbers of indicators, 
small sample sizes, and moderators the PLS can analyze the 
data very well [6].  
 
Furthermore, based on the finding result, each construct has 
achieved convergent validity with factor loading value more 
than 0.7 except for two item in EE2 and FC2, which was 
deleted. The value of loading factor ranging from 0.703 to 
0.919. Next, the value of Convergent and discriminant 
validity also have passed the minimum limit where AVE > 0.5, 
ranging from 0.576 to 0.827, and with acceptable 
cross-loadings results. Table 2 and 3 represents the highest 
values for each item, which are correctly loaded on variables 
to be measured. This further indicates good discriminant 
validity. Reliability was also achieved (CR > 0.7; Cronbach α > 
0.7).   

 
Table 2: Structural model fit indices 

 
Dependent Variables R2 

Behavior Intention 0.70 
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Table 3: PLS Analysis Result  
 

Hypo 
thesis 

Relationsh
ips of  
variables  

Path 
Coefficient
s 

t- 
statistic 

Result 

H1 PE →BI 0,214 3,354 Suppor
t 

H2 EE →BI -0,120 2,034 Suppor
t 

H3 SI  →BI 0,074 1,453 Not  
H4 FC  →BI 0,421 6,082 Suppor

t 
H5 VU →BI 0,357 4,556 Suppor

t 
 

4.2.2. Structural model analysis 
 
The significance values of the path coefficients have to 
achieve more 1.96 or in other word t-value >1.96. The result 
of the model show t-value ranging from 1,453 to 6,082, it 
means that one of the five hypotheses were not supported. 
Meanwhile, based on the running analysis model has achieved 
fit value where R2 > 0.1. Correlation between FC to BI was 
found as the most significant relationship, followed by VU, 
PE,  and the last EE.  However, the results also showed that SI 
does not moderate the relationship. 
 
This study using structural equation modeling (SEM) 
technique, hence obtained t value or coefficient of the relation 
between latent variables. By looking at these values, the 
proposed research hypotheses can be evaluated.  
Hypothesis 1: H0: ρ = 0 → PE does not positively affect the 
BI community in using digital-government. H1: ρ ≠ 0 → PE 
positively affects the BI community in using 
digital-government. From the data processing, it is known that 
the value of t for the relationship of PE and BI is 3,354 which 
exceeds the value of 1,96 (at α = 5%), that means, H0 is 
rejected and H1 is accepted so it can be concluded that PE can 
positively influence to BI society in using digital-government. 
This result is consistent with previous studies which suggest 
that intention is a critical determinant of use [14[20],[21]. If 
digital-government can help and improve the performance of 
community performance it will increase their motivation to 
use the system. 
 
Hypothesis 2: H0: ρ = 0 → Effort expectancy does not give 
positive effect to the increase of behavioral intention of 
society in using digital-government. H1: ρ ≠ 0 → Effort 
expectancy gives positive influence on the increase of 
behavioral intention of society in using digital-government. 
From the result of data processing found that t value for effort 
expectancy and behavioral intention relation 2,034 more than 
value 1,96 (at α = 5%), then H0 refused and H1 accepted so it 
can be concluded that effort expectancy gives positive 
influence to behavioral intention society in using 
digital-government. This result is in accordance with previous 
studies which suggest that effort expectancy significantly 
positively affects behavioral intention [10], [14], [20], [21].  
 

The information above describes that the current ability of a 
person in using a computer is getting better where the level of 
ease in using a computer-based system is not disputed [22]. 
Hypothesis 3: H0: ρ = 0 → Social influence does not give a 
positive influence in the increase of behavioral intention of 
society in using digital-government. H1: ρ ≠ 0 → Social 
influence gives a positive influence in increasing behavioral 
intention of society in using digital-government. From the 
result of data processing found that t value for social influence 
relationship and behavioral intention equal to 1,453 where a 
value less than 1,96 (at α = 5%), then H0 accepted and H1 
rejected so it can be concluded that SI has no positive effect on 
behavioral intention society in using digital-government. This 
result is not in accordance with previous research which states 
that Social influence gives positivity effect to behavioral 
intention [10],[16]. 
 
Hypothesis 4: H0: ρ = 0 → Facilitating condition does not 
give positive influence to BI society in using 
digital-government. H1: ρ ≠ 0 → Facilitating condition gives 
positive influence to BI society in using digital-government. 
From the result of data processing found that t value for the 
relation of FC and BI equal to 6,082, the value more than 1,96 
(at α = 5%), it means that H0 rejected and H1 accepted, so it 
can be concluded that Facilitating condition give positive 
influence to BI society in using digital-government. This 
result is in accordance with previous research which states 
that facilitating condition has a positive effect on BI [10], 
[22]. 
 
Hypothesis 4: H0: ρ = 0 → Facilitating condition does not 
give positive influence to BI society in using 
digital-government. H1: ρ ≠ 0 → Facilitating condition gives 
positive influence to BI society in using digital-government. 
From the result of data processing found that t value for the 
relation of FC and BI equal to 6,082, the value more than 1,96 
(at α = 5%), it means that H0 rejected and H1 accepted, so it 
can be concluded that Facilitating condition give positive 
influence to BI society in using digital-government. This 
result is in accordance with previous research which states 
that facilitating condition has a positive effect on BI [10]-[22]. 
 
Hypothesis 5: H0: ρ = 0 → VU does not positively affect the 
BI community in using digital-government. H1: ρ ≠ 0 → VU 
gives positive influence to VU society in using 
digital-government. From the result of data processing found 
that value t for the relationship of VU and digital-government 
equal to 4,556 which exceed value 1,96 (at α = 5%), it means 
that H0 rejected and H1 accepted so it can be concluded that 
VU gives positive influence to BI. This result is in accordance 
with previous studies [10]-[16]. 

5. CONCLUSION 
There are several factors that affect the acceptance of 
digital-government either directly or indirectly. First 
influential factors are FC, this proves that supporting 
organizational and technological infrastructure has a direct 
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bearing on the individual's propensity to use and accept a 
system or a technology. Furthermore, Second factor is VU, it 
proves that every individual believes that the usage and 
acceptance of digital-government technology voluntarily or 
freely without any obligation, will result in a greater tendency 
to accept and use existing digital-government technologies. 
Furthermore, third factor is performance expectancy, PE 
directly influences people's behavior to use 
digital-government. By using digital-government the 
expected service is faster and efficient. The last factor is EE, 
Finally, it can be concluded that this research has succeeded to 
build a potential model and play a role in digital-government 
acceptance. 
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