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ABSTRACT

 Globally, cities are adopting technology to improve a range of services. However, successful implementation and sustainable urban growth depend heavily on the ability to comprehend how communities view and interact with these advances. This research explores the complex relationship that exists between the behavioral goals of the community and how they perceive the adoption and use of Urban Services Technology (UST). This strategy is in line with the larger goal of applying high-tech solutions to promote urban sustainability and growth in the face of challenges associated with urbanization in the twenty-first century. To ensure the effectiveness and sustainability of these initiatives, it is vital to understand the variables influencing people's behavioral intentions to embrace smart city living. Behavioral intentions are an important precursor to actual usage behavior when it comes to technology adoption. To collect data from a statistically meaningful subset of urban residents in industrialized nations, a quantitative methodological approach was utilized. A structured questionnaire developed utilizing the theoretical framework was distributed to 100 respondents in Pandan Jaya, representing a range of age groups. The results based on Cronbach's Alpha Coefficient demonstrate a favorable correlation, which is excellent. This work advances a more sophisticated comprehension of the dynamics of UST adoption by clarifying community views and behavioral intentions. The study's conclusions can help technology developers, urban planners, and legislators create user-centered, inclusive UST solutions that meet community needs and concerns and promote sustainable urban development and enhanced quality of life.
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1.0 INTRODUCTION
[bookmark: _Hlk162706447]One of the most important concepts in psychology and the social sciences for forecasting and comprehending human behavior is behavioral intention. It speaks to the subjective probability or preparedness of an individual to engage in a particular behavior in the future. Nevertheless, to understand behavioral intention, one needs to consider the attitudes, beliefs, perceptions, cognitive processes, and motivations that impact an individual's inclination to participate in a given behavior (Ajzen, 2019). Numerous external and internal factors, such as situational settings, perceived risks and advantages, prior experiences, social conventions, and personal values, may have an impact on this tendency. When it comes to the adoption and use of technology, people's behavioral intentions are crucial in dictating whether they will take up a new technology, stick with it, or give it up completely (Alias, 2026; Ghapar, 2019; Yahya, 2017). According to (Ahmed, 2023) examining the variables affecting communities' behavioral intention to use UST, provides important lessons about how urban contexts affect the adoption of new technologies and creates plans to encourage the effective uptake of UST for enhancing sustainability and urban services. Furthermore, (Sepasgozar, 2018) suggests Urban Services Technology (UST) comprises an extensive array of digital solutions designed to optimize resource utilization, improve the overall quality of life in urban settings, and improve the delivery of key services. However, community perception and interaction with these technologies are just as important to the effective deployment and uptake of UST as scientific improvements (Santos, 2019). To fully utilize the potential advantages of these advancements, it is imperative to comprehend how communities in Pandan Jaya view the behavioral intention to use Urban Services Technology (UST) (Hamzah, 2021; Ridzuan, 2022; Zahari, 2024). 

[bookmark: _Hlk162706510]This study also looks into the main variables affecting how communities view the value and usability of urban services technology. Therefore, the efficient utilization of resources in cities can result from favorable communities' perceptions of UST (Banzhaf, 2017). Intelligent transportation systems, waste reduction programs, and smart energy management systems are a few examples of technologies that can minimize environmental effects, optimize resource consumption, and reduce waste. Realistic resource conservation objectives can only be attained with community support and active engagement with these technologies. (Lynn, 2020) also addresses how communities' readiness to accept UST is impacted by issues with data security and trust and confidence in technology providers. Moreover, when these technologies are widely adopted and the community has a positive attitude toward them, more environmental data is collected, authorities can make well-informed decisions, and environmental issues can be addressed with targeted initiatives (Feroz, 2021). In addition, the research looks into how well-versed in and approachable the communities' perception is when it comes to using the services. (Too, 2015) discussed campaigns to modify behavior and engage the community in sustainability issues can be facilitated by UST. Good opinions of these engagement instruments boost support for sustainable practices and community involvement.

Furthermore, this study aims to investigate the complex link that exists between behavioral intentions and community perceptions surrounding the use of UST in Pandan Jaya. The purpose of this research is to shed light on the elements that influence communities' acceptance and adoption of UST by analyzing characteristics such as perceived security, perceived ease of use, service quality, and perceived usefulness. (Siagian, 2022) integrated to create reliable, safe, and easy-to-use technological solutions that foster confidence and trust in urban areas, it is imperative to comprehend how behavioral intention about UST is impacted by perceived security. (Fard, 2018) explained that the promotion of UST adoption and usage, which will ultimately lead to positive urban transformations and improve the quality of life in urban contexts, depends heavily on building a sense of security and trust. Moreover, the association between behavioral intention and perceived ease of use is highly relevant in the quickly changing technological environment of today, where digital literacy and user experience are critical factors in the adoption of new technology (Paramasivam, 2022). To gain knowledge that can guide the creation, advancement, and use of user-centered UST solutions, this introduction lays the groundwork for examining this relationship within the framework of urban services technology. Subsequently, according to (Madhee, 2023) Urban Services Technology (UST) has emerged as a key component of contemporary urban development, providing creative answers to intricate problems and enhancing urban living standards. Based on (Vu, 2021) to create and implement user-centric UST solutions that satisfy the various demands and preferences of urban communities, it is imperative to comprehend the relationship that exists between behavioral intention and service quality. Sufficient perceptions of service quality generate favorable user experiences, trust, and contentment, which in turn boosts the behavioral intention to regularly utilize UST platforms and services.

2.0 LITERATURE REVIEW
[bookmark: _Hlk162723711]2.1 Behavioral Intention To Use Urban Services Technology (UST) 
When the world becomes more urbanized, smart cities are solving urban problems related to electricity, transportation, safety, environment, economy, welfare, and efficient use of municipal resources. As demonstrated in the study (Alavibelmana, 2018), the notion of a smart city, according to some academics, is holistic in nature; that is, buildings for residential and commercial use are first constructed as parts of a bigger project that could yield better outcomes than the sum of their separate parts. (Turok, 2013) also suggested that it is said that tiny towns could undergo smart growth because of this and that smart growth begins with the residents' involvement. A growing number of people believe that "smart cities" can improve living conditions for all. Still in its early phases of development, nevertheless, is this concept. Moreover, (Gracias, 2023) found the embrace and active engagement of the city's citizens, however, is essential to the smart city vision's successful execution. To ensure the effectiveness and sustainability of these initiatives, it is vital to understand the variables influencing people's behavioral intentions to embrace smart city living.

When it comes to the adoption of technology, behavioral intentions play a crucial role as a prelude to actual usage behavior. However, it was also found that technology developers, legislators, and organizations trying to encourage the effective adoption and deployment of new technologies can learn a lot by understanding consumers' intents to acquire and utilize technology (Uren, 2022). Therefore, studying behavioral intentions also aids in the development of focused interventions to overcome possible obstacles to technology adoption by researchers and practitioners (Kelly, 2023). By focusing on the formation of positive attitudes, subjective norms, and improved behavioral control, organizations can increase their chances of successfully adopting and integrating technology into a range of industries, including urban services technology (UST) (Mohamad, 2025; Musa, 2025). 

Despite their advantages, smart city projects primarily require public support and commitment to be successful. Found in the study (Alsmadi, 2019) since the requirements, preferences, and behaviors of citizens directly affect the efficacy and acceptance of these technologies, citizens are essential to the co-creation and co-design of smart city solutions. Consequently, it would be crucial to assess the factors influencing people's behavioral intention to embrace smart city living in the Pandan Jaya area through this study. (Wirsbinna, 2023) stated that to effectively manage population expansion in urban environments, environmental safety is a critical component that is included within the larger framework of sustainability. Key variables including perceived security (PSY), perceived usefulness (PU), perceived ease of use (PEOU), and inclination to adopt service quality (SQ) are all included in the structure. The idea underlying the Urban Services Technology Acceptance Model (USTAM) states that actual technology adoption is driven by behavioral intention.

2.2 Perceived Security
According to (Bellini, 2022), a smart city's infrastructure consists of thousands of devices and applications designed to improve processes and benefit citizens, such as smart healthcare and smart homes. However, utilizing these programs and platforms may raise privacy and security issues (Adil, 2021). These systems affect citizens' lives, gather personal data, and manage city infrastructure. The research also highlights how most people are ignorant of the dangers of providing personal information online, such as the possibility that it could be sold to unaffiliated parties (Kokolakis, 2015). The article emphasizes the benefits of smart city infrastructure, specifically, its potential to improve the citizens’ lives using applications such as smart healthcare and smart housing. However, it raises questions regarding the implications of these technologies for privacy and security. Many people are unaware of potential difficulties regarding the administration of civic facilities and the collecting of personal data. (Nguyen, 2023) emphasizes the need for an increased understanding of internet privacy concerns, such as the danger of personal information being transferred to unknown parties. Although the study acknowledges the advantages of smart city technology, it makes it abundantly evident that privacy and security concerns must be resolved to guarantee citizens' well-being and informed consent (Ghani, 2024; Murad, 2018; Zahari, 2021).


Given that security encompasses every aspect of the community, it can be seen as a key component of a smart city. It is also present in every component of it (Ristvej, 2020). Additionally, the organizations that created the technology need to be receptive to public opinion to uphold a positive security perception and a positive reputation. This is necessary to earn and retain the trust of individuals. Based on the previous article, perceived security has a beneficial impact on urban service technology citizens’ intention to use citizen-oriented technology in constructing smart cities (Sepasgozar S. M., 2018). The article focuses on the need for security in smart cities, describing it as an essential aspect that encompasses all community features. According to (Shayan, 2022) this underscores the necessity for technological establishments to remain cognizant of both personal and collective viewpoints to establish and maintain trust. Organizations must preserve a positive reputation and a feeling of security. Furthermore, based on the previous article, the perception of security influences people's decision to embrace citizen-focused technologies in the creation of smart cities (Belanche, 2015). The study highlights the interdependence of safety, confidence, and public perception in the effective implementation and adoption of smart city technologies.

2.3 Perceived Ease Of Use
Several studies (Worthington, 2021) believed that perceived ease of use is described as an individual's belief that using a specific technology will need no effort. (Megaro, 2022) analyzed the relationship between perceived ease of use (PEOU) and urban services technology (UST) as an important factor in determining user acceptance of technology in smart cities. Customers' propensity to use UST is significantly influenced by the perceived ease of use construct, which is linked to the notion that technology would make tasks easier. However, users' judgments of how simple it is to interact with and become proficient with UST, the ease of navigation within UST, and the software's simplicity all play a big role in determining how well-liked UST is (Al-Emadi, 2021).

Based on the study (Liébana-Cabanillas, 2020), the link between perceived ease of use (PEOU) and urban service technologies (UST), such as mobile payment services, is a significant component of user acceptance and satisfaction. Mobile commerce is one of the technologies as well. Research has shown that, when it comes to mobile payment services, perceived ease of use influences perceived utility, which influences user satisfaction and inclination to utilize the service (Efrata, 2023). In the urban setting, where mobile services like payments are increasingly incorporated into daily activities, these technologies must be easy to use to be widely accepted and used consistently. Thus, there is a favorable correlation between urban service technologies—like mobile payment services—and perceived ease of use.

2.4 Service Quality
Numerous studies have examined service quality. Using the Service Quality (SERVQUAL) model is one method of assessing service quality (Lemon, 2016). They contended that no passionate approach to evaluating every facet of customer pleasure and service excellence is widely accepted. According to (Naik, 2010), the fundamental SERVQUAL model comprises five characteristics related to service quality, taking into account the customer's expectations as well as their assessment of the service's actual quality. The five dimensions are tangibles, responsiveness, empathy, assurances, and dependability. Urban co-production and technology have a significant impact on the quality of services offered to inhabitants. Therefore, (Mouratidis, 2021) analyzed that understanding the connections between urbanization, society, and the environment is necessary to provide higher-quality services. Research shows that smart city services significantly meet human needs, underscoring the need to match technological advancements with user expectations to enhance service quality and satisfaction.

Smart city is a new concept and model of urban development, and it has received considerable attention in academia in recent years (Zhu, 2022). According to (Sutriadi, 2018), a smart city is an intelligently designed, high-performing urban region where autonomous, independent, and responsible citizen activities have been thoughtfully integrated. Thus, smart governance (related to participation), smart people (related to social and human capital), smart environments (related to natural resources), smart mobility (related to transport and ICT), smart economy (related to competitiveness), and smart living (related to quality of life) are some of the smart characteristics identified in a previous study by (Hsu, 2021). Furthermore, to accomplish the goals of urban services technology, surveys must be carried out to enhance public opinion and service quality due to how the community views this technology. (Oh, 2021) state that to increase user satisfaction with facilities and technologies while gauging citizen-centric smart cities, a methodical assessment strategy has been developed.

2.5 Perceived Usefulness
Based on the results of partial hypothesis testing (Raksadigiri, 2020), perceived usefulness has no significant effect on behavioral intention to use. This can be attributed to variations in research subjects and responder profiles, in addition to variations in service utilization patterns and expeditious benefit acquisition strategies. The study (Dwivedi, 2021) said, that in light of this circumstance, businesses need to be flexible in ensuring that the application meets user needs and preferences at all times. Customers will find it very easy to switch to using other applications if they encounter difficulties accessing or using the application, which will have an impact on the amount of utility they receive (Hughes, 2022). The results of this study are in line with research (Azzahra, 2023), which claims perceived utility has no appreciable impact on behavioral intention to use.

Based on the previous study (Henderson, 2013), perceived usefulness, rather than perceived ease, is the most important criterion in user adoption of a technology. There exists a correlation between the system's perceived usefulness and its overall benefits in terms of improving user performance, productivity, and effectiveness. According to (Durodolu, 2016) the core tenets of the Technology Acceptance Model (TAM) are that people's use of technology is mediated by their acceptance of it, which is based on two cognitive factors: perceived usefulness (PU) and perceived ease of use (PEOU). Stated differently, it describes the extent to which a person believes that using a technical instrument would improve the caliber of the job they produce. Furthermore, enhancing efficiency and convenience is one of the main aspects impacting Pandan Jaya residents' perceptions of the value of urban services technology. (Fang, 2023) stated that by utilizing the streamlined operations made possible by waste management plans, public safety initiatives, and smart transit networks, communities may save a substantial amount of time and effort. If community members believe these services improve general efficiency and ease daily tasks, they are more inclined to employ them.

2.6 Urban Services Technology Acceptance Model (USTAM)
In an attempt to meet this requirement, this study incorporates the extensive literature on technology acceptance modeling into the conversation around smart cities. A survey-based methodology that sampled a diverse population from a range of age groups was used to create and cross-validate the model in Pandan Jaya. The outcome of the aforementioned procedure is a brand-new model known as the Urban Services Technology Acceptance Model (USTAM). The (Hawken, 2019) study stated when predicting technology acceptability for the deployment of smart cities, the USTAM is a helpful instrument. The finished model is significant for various reasons. Above all, it is crucial to ensure that the selected technology is compatible with the cultural context of the area. Furthermore, it is important to guarantee that the integration of technology at urban scales is proficiently managed. In concordance with previous research, (Lee, 2023) mentioned that the final and most significant reason is that it might help emerging economies benefit from the development of smart cities while making appropriate use of available resources.

Due to the significance of location-specific factors in the adoption of technology and its application to various populations, the Urban Service Technology Acceptance Model (USTAM) has previously been used to study the acceptability of technologies in smart cities. In this case, perceived usefulness is a crucial component. However, the (Araral, 2020) study stated to increase the possibility that smart city technology will be widely adopted, it is essential to demonstrate to the inhabitants the advantages of doing so. People's impression of how easy it is to use is a significant contributing factor to the widespread adoption of smart city technologies. On the flip side, (Tilahun, 2020) conducted a study on perceived ease of use refers to how little a person believes using technology will need work on their part. According to USTAM, people's motivations for adopting or using new technologies are significant variables. A person's behavioral intention is influenced by their perspective and evaluation of the utility and simplicity of use.

Within the USTAM, perceived security can mitigate the impact of social norms on behavioral intentions. Individuals who think UST is safe are probably going to adopt it as a social norm. (Dhagarra, 2020) found that technology acceptance requires trust and one of the main factors influencing trust in technology is perceived security. If individuals feel that UST is trustworthy and secure, they are more likely to have confidence in their ability to use it to efficiently access urban services. Finally, people perceive USTAM's value proposition partly as a result of the high caliber of its offerings. Reliability, ease of use, and ease of exploration are often hallmarks of well-designed UST systems. Moreover, (Ong, 2022) mentioned in his studies people are more likely to accept and use UST for accessing urban services if they have positive experiences with it in terms of dependability, responsiveness, and effectiveness. Furthermore, based on (Jameel, 2023), Since USTAM consistently provides high-quality and trustworthy services, customers are more likely to trust and rely on it, which influences their behavioral intention to utilize the technology.

3.0 METHODOLOGY

3.1 Research Approach
The methods created for the current study will be applied using descriptive quantitative research approaches. This approach fits the research problem since the researcher is trying to collect quantitative information to make sense of certain research questions. This study attempts to characterize and classify a respondent according to several variables based on Figure 1, including the community's perception of the behavioral intention to use urban services technology in Pandan Jaya, the community's perception of security regarding the use of urban services technologies in Pandan Jaya, the community's perception of the ease of use of urban services technologies in Pandan Jaya, the community's perception of the perceived usefulness of urban services technologies in Pandan Jaya, and the relationship between the quality of services and the use of urban services technologies in Pandan Jaya.

[image: ]
Figure 1: Research Framework 

3.2 Research Design
This research uses a quantitative design that includes a survey study. As cited by (McCombes, 2023), Assembling data about a group of people by questioning them and then assessing their responses is known as survey research. The goal of this research is to examine how four independent variables—perceptions of intentions to utilize urban services technologies and technological acceptance models—affect the dependent variables of behavioral intentions to use urban services technologies (UST). To collect data, a population of 100 respondents will be selected from four age groups: 12 to 15 (Teenagers), 15 to 24 (Early Working Age), 25 (Prime Working Age), and 55 to 64 (Mature Working Age). A questionnaire is an organized list of questions made with a certain goal in mind. It consists of several well-crafted questions meant to extract specific information from responses (Williams, 2024). Next, based on population and sample, the researcher will give survey questionnaires to each group of ages.


3.3 Population and Sample
The community under Programme Rewang Komuniti Strata Negeri Selangor in Padang Awam, Taman Pandan Jaya Ampang, is the subject of this analysis study. The population for this study was drawn from all of the communities listed in Padang Awam, Taman Pandan Jaya Ampang's Rewang Komuniti Strata Negeri Selangor program, which is attended by 100 residents overall, both male and female. This study's sample was chosen using probability sampling, a straightforward procedure, and technique for random sampling. Therefore, the study sample was drawn from the population that was readily available and consisted of the groups that have consented to participate in the research. 

3.4 Research Instrument
The instrument used in the data collection of this research study is a questionnaire. The questionnaire was adapted from the perceived security by Carter and Belanger (2005), services quality by Bandura (1989), perceived ease of use, perceived usefulness, and behavioral intention to use urban services technology by Venkatesh and Davis (2000) with a thematic approach. Likert scales and dichotomous scales (very unsatisfied and highly satisfied) are used in the research questionnaire to gauge community opinions of the communities' intentions to employ urban services technology in Pandan Jaya. The instrument was created with various modifications following the goals of the researchers' current investigation, building on some earlier studies. The 26 items that make up the total number of questions are broken down into five sections: A, B, C, D, E, and F. To enhance the questionnaire's design, the questions were separated into several sections. The descriptions of each section are as follows:

	SECTIONS 
	DESCRIPTIONS 
	NUMBER OF ITEMS

	Part A: Demographic 
	This section carries the general questions on demographic data of the respondents such as gender, age, education, monthly income, internet per day, and working sector. 

	6 Items:
Question 1 - 6

	Part B: 
Perceived security
	This section consists of several questions that are related to the perceived security. This part could be beneficial in strengthening the communities' impression of perceived security. The items consist of 4 items that are related to the perceived security.
These elements were selected to gather data and draw conclusions on how communities view urban services technologies and perceived security. The scale used in these sections is dichotomous (extremely dissatisfied and extremely satisfied).  

	4 Items:
Question 1 - 4

	PART C: 
Perceived ease of use 
	This section consists of several questions that are related to the method of perceived ease of use of Urban Service Technology (UST). This section might be helpful and a point toward the method of perceived ease of use of Urban Service Technology (UST). The item consists of 4 items.  

	4 Items:     
Question 1 - 4

	PART D: 
Perceived usefulness 
	This section consists of several questions that are related to the perceived usefulness of UST. This Likert Scale question consists of 5 items that are related to the perceived usefulness of UST.  

	5 Items:     
Question 1 - 5

	PART E:
 Service quality 
	This section consists of several questions that are related to the service quality of adopting UST in communities. This Likert Scale question consists of 3 items that are linked to the service quality of UST in adopting UST in communities.  

	3 Items:   
Question 1 - 3

	PART F: Behavioural intention to use Urban Services Technology (UST)
	This section shows an expression of communities toward behavioral intention to use Urban Services Technology (UST). This Likert Scale question consists of 4 items that are linked to the behavioral intention to use Urban Services Technology (UST).

	4 Items:
Question 1 - 4


Table 1: Description of the Questionnaire
3.5 Data Collection
The respondents of this questionnaire are communities from Pandan Jaya, Ampang Selangor. The responder pool was drawn from all of the communities listed in Padang Awam, Taman Pandan Jaya, Ampang, and Selangor, as specified under the Programme Rewang Komuniti Strata Negeri Selangor. One hundred responders were intended for the questions. Since a questionnaire is the most efficient approach to getting information and data from respondents, it has been chosen as the instrumentation method (Santrock, 2008). This method will give enough time for informants to answer the questions. The set of questionnaires consists of 26 items with five sections. The questionnaire used in this research was adapted from the perceived security by Carter and Belanger (2005), services quality by Bandura (1989), perceived ease of use, perceived usefulness, and behavioral intention to use urban services technology by Venkatesh and Davis (2000). Based on the study's research question and purpose, the researcher has made a few small changes to the questionnaires. The researcher will record the answers as examples of data collecting based on the responses provided later in the findings. Considering that there are 26 items in total, it takes five to ten minutes to answer questions. The researcher will give a quick summary of the research project and its methods before the start of the Q&A session. The briefing will focus on the objectives of the study, the requirements of the questionnaire, and the need to provide truthful and sincere responses to the questions.

3.6 Data Analysis
SPSS version 29, a statistical package for social science, will be used to analyze the data collected in this survey. Survey research works better with SPSS software. The data can be entered and processed automatically. The results are tabulated quickly, saving researchers a great deal of time. Subsequently, an analysis of the data will determine whether the questionnaire's results are consistent with the study goals. Following analysis, the researcher will have a conclusion and recommendation based on the findings. The questionnaire consists of seven parts, which are; Part A (Demographic data of the respondents), Part B (Perceived security (PSY)), Part C (Perceived ease of use (PEOU)), Part D (Perceived usefulness (PU)), Part E (Service quality (SQ)), and Part F (Behavioural intention to use urban services technology (UST)). The test will be analyzed based on the research objectives as shown below:

	Research Objective
	Section
	Analysis

	i) To investigate the relationship between Perceived security and UST in Pandan Jaya

	
B
(Questions 1 – 4)
	Data were analyzed to the frequency, percentage, mean and standard of each item, and a bar chart table was produced

	ii) To identify the relationship between Perceived ease of use and UST in Pandan Jaya

	
C
(Questions 1-4)
	Data were analyzed to the frequency, percentage, mean and standard of each item, and a bar chart table was produced

	iii) To investigate the relationship between Perceived usefulness and UST.
 
	
D
(Questions 1-5)
	Data were analyzed to the frequency, percentage, mean and standard of each item, and a bar chart table was produced

	iv) To identify the relationship between service quality and UST in Pandan Jaya.

	
E
(Questions 1-3)
	Data were analyzed to the frequency, percentage, mean and standard of each item, and a bar chart table was produced


Table 1.2: Summary of Data Analysis

Therefore, all of the items were evaluated using descriptive statistics using SPSS version 29. Charts and tables will be used to examine and show the quantitative data from Parts B, C, D, and E. 




3.7 Validity and Reliability
The Cronbach's Alpha value will be used to gauge the validity of the instruments. The level of Cronbach’s Alpha values is shown below:

	Cronbach’s Alpha
	Internal Consistency / Reliability Indicator

	a > 0.9 / >0.9
	Excellent / Very highly reliable

	0.7 ≤ a < 0.9 / 0.8-0.9
	Good / Highly reliable

	0.6 ≤ a < 0.7 / 0.70-0.79
	Acceptable / Reliable

	0.5 ≤ a < 0.6 / 0.60-0.69
	Poor Marginally minimally reliable

	a < 0.5 / <0.60
	Unacceptable / Unacceptably low reliability


Sources from Lee Cronbach (1951)
Table 1.3: Shows Cronbach’s Alpha Values and Internal Consistency

4.0 FINDINGS AND DISCUSSION

4.1 Descriptive Analysis
The demographic profiles in section A of the questionnaire, as well as the mean and average mean of the dependent and independent variables in sections B, D, E, and F, are explained using descriptive analysis. Based on the data collected, a narrative or a straightforward quantitative summary might be produced. This summary can help to contextualize and transform the gathered data into meaningful information, which will enhance the reader's understanding of the study.

4.2 Respondent Demographic Profile
The frequency analysis is part of the study's fundamental analysis. Part A of the questionnaire asked questions regarding age, gender, education, monthly income, amount of time spent online each day, and industry of employment. A table displaying the demographic profile of the responders is shown below:

	Demographic
	Categories
	Frequency
	Percentage (%)

	Gender
	Female
Male
	54
47
	53.5
46.5

	Age
	12 - 15 (Teenagers)
15 – 24 (Early Working Age)
25 – 54 (Prime Working Age)
55 – 64 (Mature Working Age)
	1
34
59
7
	1.0
33.7
58.4
6.9

	Education
	Primary Education
Secondary Education
Pre-university (Form 6 / Matriculation)
Diploma
Bachelor and above
	2
21
7
26
45
	2.0
20.8
6.9
25.7
44.6

	Monthly Income
	No income
Less than RM3440
RM3440 – RM5249
RM5240 – RM7689
RM7690 – RM11819
RM11820 and above
	27
40
16
9
8
1
	26.7
39.6
15.8
8.9
7.9
1.0

	Using the Internet Per Day
	1-2hours
2-3hours
4hours – more
	4
18
79
	4.0
17.8
78.2

	Working Sector
	Student
Unemployed
Self-employed
Government
Private
	26
5
5
36
29
	25.7
5.0
5.0
36.5
28.7


Table 1.4: Profile of the Respondents

4.3 Reliability Test
To assess the dependability of the questionnaire, reliability analysis was employed. The data's dependability and internal consistency were confirmed using Alpha Cronbach analysis. The table below shows the Alpha Cronbach coefficient size for each construct according to The Rules of Thumb.
 
	Alpha Coefficient Range
	Strength of Association

	< 0.6
	Poor

	0.6 to < 0.7
	Moderate

	0.7 to < 0.8
	Good

	0.8 to < 0.9
	Very Good

	0.9
	Excellent


Source: Hair et al (2016)
Table 1.5: The Alpha Cronbach Analysis 

The Cronbach's Alpha values of manufactured instruments are used in this article to assess the degree of instrument dependability. A poor index is defined as one with a Cronbach's Alpha coefficient of less than 0.60. If the Cronbach Alpha result is between 0.60 and less than 0.70, the instrument is considered moderate. A good value is in the range of 0.70 to less than 0.80. Very good quality falls between 0.80 and less than 0.90 in the next range. The consistency and stability of an instrument is measured by its reliability. The Cronbach's Alpha values for each of the study's constructs were significantly greater than 0.90, which is considered excellent.






4.4 Reliability Analysis for Independence Variables and Dependent Variables

	Variables
	Instruments
	Cronbach’s Alpha Coefficient

	Independent Variables
	
	

	Perceived Security
	4
	0.904

	Perceived Ease of Use
	4
	0.945

	Perceived Usefulness
	5
	0.947

	Service Quality
	3
	0.887

	Dependent Variables
	
	

	Behavioral Intention
	4
	0.891


Table 1.6: Result of Reliability Test

The aggregate Cronbach's Alpha Coefficient value for the independent and dependent variables in this study is displayed in Table 1.6. With a mean of 0.891, the variables were all more than 0.9. Cronbach's Alpha has been used to examine four independent variables in total. 

Four queries were used to gauge the perceived level of security. Concerning Table 1.6, the outstanding Cronbach's Alpha value for the question in this part was α = 0.904. The social variable's coefficients were therefore reliable.

Following that, the four inquiries necessary to ascertain the perceived ease of use were the region in question has an excellent Cronbach's Alpha coefficient of α = 0.945. The social variable's coefficients were therefore reliable.

Perceived usefulness was then examined using five questions. For this part, Cronbach's Alpha was α = 0.947, which is considered good. Consequently, the situational variable's reported coefficients for the query were reliable. 

Additionally, the service quality was assessed using the three questions. This section’s Cronbach’s Alpha was α = 0.887, indicating very good quality. Consequently, the situational variable’s reported coefficients for the query were reliable. 

The dependent variable showed an α = 0.891 Cronbach’s Alpha score. Consequently, out of all the variables, the coefficients produced for these four questions regarding the behavioral intention to use urban services technology (UST) were the most reliable. 












4.5 Pearson Correlation Coefficient
[bookmark: _Hlk162960832] The Pearson correlation coefficient analysis is a crucial tool for assessing the strength of the linear relationship between the independent variable (IV) and dependent variables (DV). This analysis is to identify whether a correlation exists between the independent variables (perceived security, perceived ease of use, perceived usefulness, and service quality) and dependent variables (behavioral intention to use Urban Services Technology (UST)). Once a correlation was found, the researchers were responsible for determining the direction and strength of the association between the variables. Therefore, whether or not to maintain the relationship depends on how strong the association is.

	Size of Correlation
	Interpretation

	0.90 to 1.0 (-0.90 to 1.0) 
	Very high positive (negative) correlation

	0.70 to 0.90 (-0.70 to -0.90)
	High positive (negative) correlation

	0.50 to 0.70 (-0.50 to -0.70)
	Moderate positive (negative) correlation

	0.30 to 0.50 (-0.30 to -0.50)
	Low positive (negative) correlation

	0.00 to 0.30 (-0.00 to -0.30)
	Negligible correlation


[bookmark: _Hlk162961526]Source: Mukaka (2012)
Table 1.7: Table of Pearson Correlation Coefficient

Hypothesis 1

H1:  There is a positive relationship between perceived security with behavioral intention to use urban services technology (UST). 
*There is a significant relationship between Perceived security and UST.

	
	
	Perceived Security
	DVbi

	Perceived Security
	Pearson Correlation
	1
	.627**

	
	Sig. (2-tailed)
	
	<.001

	
	N
	101
	101

	DVbi
	Pearson Correlation
	.627**
	1

	
	Sig. (2-tailed)
	<.001
	

	
	N
	101
	101


**. Correlation is significant at the 0.01 level (2-tailed)
Table 1.8: Result Perceived Security of Pearson Correlation Coefficient

With a correlation coefficient of 0.627, Table 1.8 demonstrates the positive association between behavioral intention to utilize urban services technology (UST) and perceived security. The highly significant level of 0.05 is exceeded by the two significant values of.001. It demonstrates a statistically significant correlation between behavioral intention to use urban services technology (UST) and perceived security.

Hypothesis 2

H2: There is a high positive relationship between perceived ease of use with behavioral intention to use urban services technology (UST). 
*There is a significant relationship between Perceived ease of use and UST.

	
	
	Perceived Ease of Use
	DVbi

	Perceived Ease of Use
	Pearson Correlation
	1
	.730**

	
	Sig. (2-tailed)
	
	<.001

	
	N
	101
	101

	Dvbi
	Pearson Correlation
	.730**
	1

	
	Sig. (2-tailed)
	<.001
	

	
	N
	101
	101


**. Correlation is significant at the 0.01 level (2-tailed)
Table 1.9: Result Perceived Ease of Use of Pearson Correlation Coefficient

With a correlation coefficient of 0.730, Table 1.9 demonstrates the strong positive association between behavioral intention to use urban services technology (UST) and perceived ease of use. The highly significant level of 0.05 is exceeded by the two significant values of.001. It demonstrates a statistically significant correlation between behavioral intention to utilize urban services technology (UST) and perceived ease of use.

Hypothesis 3

H3: There is a high positive relationship between perceived usefulness with behavioral intention to use urban services technology (UST). 
*There is a significant relationship between Perceived usefulness and UST.

	
	
	Perceived Usefulness
	DVbi

	Perceived Usefulness
	Pearson Correlation
	1
	.815**

	
	Sig. (2-tailed)
	
	<.001

	
	N
	101
	101

	DVbi
	Pearson Correlation
	.815**
	1

	
	Sig. (2-tailed)
	<.001
	

	
	N
	101
	101


**. Correlation is significant at the 0.01 level (2-tailed)
Table 1.10: Result Perceived Usefulness of Pearson Correlation Coefficient

With a correlation coefficient of 0.815, Table 1.10 demonstrates the strong positive association between behavioral intention to use urban services technology (UST) and perceived usefulness. The highly significant level of 0.05 is exceeded by the two significant values of.001. It demonstrates a statistically significant correlation between behavioral intention to use urban services technology (UST) and perceived usefulness.

Hypothesis 4

H4: There is a high positive relationship between service quality with behavioral intention to use urban services technology (UST).
*There is a significant relationship between Service quality and UST.

	
	
	Service Quality
	DVbi

	Service Quality
	Pearson Correlation
	1
	.854**

	
	Sig. (2-tailed)
	
	<.001

	
	N
	101
	101

	DVbi
	Pearson Correlation
	.854**
	1

	
	Sig. (2-tailed)
	<.001
	

	
	N
	101
	101


**. Correlation is significant at the 0.01 level (2-tailed)
Table 1.11: Result Service Quality of Pearson Correlation Coefficient

With a correlation coefficient of 0.854, Table 1.11 demonstrates the strong positive association between behavioral intention to utilize urban services technology (UST) and service quality. The highly significant level of 0.05 is exceeded by the two significant values of.001. There is a statistically significant correlation between the behavioral intention to utilize urban services technology (UST) and the quality of the services provided.



















4.6 Discussion
This research project aims to ascertain the association between perceived security, perceived ease of use, perceived usefulness, and service quality and behavioral intention to utilize urban services technology (UST). Based on the collected data, there is a noteworthy correlation between the independent variables of perceived security, perceived ease of use, perceived usefulness, and service quality and the dependent variable of consumer behavioral intention to use urban services technology (UST). Previous studies that found a link between the independent and dependent variables lend weight to this notion.

The findings demonstrate that there was a positive correlation strength and a significant statistical connection between perceived security and behavioral intention to use urban services technology (UST). According to the research findings, (Javed, 2021), due to its reliance on cutting-edge technology for data gathering and analysis, the smart city is a crucial part of society's future infrastructure and requires a high level of security. According to a study (Leong, 2010), customer satisfaction, which was influenced by their opinions of the security and privacy of urban services technology, will reinforce data privacy regulations and ethical norms controlling the collection, use, and sharing of data within urban services technology. Empirical evidence suggests that the establishment of objective security and data privacy is a crucial prerequisite for the growth of citizens' trust and security (Kanaan, 2023), as it ensures that they have safeguards against unauthorized access or inappropriate use of their data, both in terms of the provision of services or products purchased. Furthermore, making sure that the technology used for urban services is inclusive and accessible, taking into account the various needs and preferences of every person (Itair, 2023). To secure the trust and approval of citizens, a smart city must have a comprehensive infrastructure that integrates security from the outset (Braun, 2018).

The results indicate that there is a statistically significant and strong positive association between the behavioral intention to utilize urban service technology and perceived ease of use. The results of a study that was conducted by (Manogaran, 2023) provide credence to the idea that a key determinant of consumer acceptance of technology in smart cities is the relationship between perceived ease of use (PEOU) and urban services technology (UST). Consumers' propensity to use UST is significantly influenced by the perceived ease of use construct, which is related to the belief that technology would make tasks easier. In another study (Yigitcanlar, 2018), regarding urban service technologies, particularly within the framework of smart cities, the relationship between perceived ease of use and these technologies is a multifaceted subject involving numerous stakeholders. Moreover, people are more inclined to utilize urban services technology to the fullest extent possible when they find it easy to use (Paiva, 2021). Based on (Cuesta-Valiño, 2022) a positive experience with simple-to-use urban services technology can lead to word-of-mouth recommendations and help to build a positive reputation for the technology and the organizations implementing it. The acceptance and efficacy of these technologies are therefore significantly correlated with how simple they are regarded to be to use. This is a result of people's propensity to accept and integrate technology that they see as being easy to use into their daily operations. 

The results show that there is a statistically significant association with a high positive correlation strength between behavioral intention to utilize urban service technology and perceived usefulness. The consequences for the usefulness are substantial, as evidenced by the research findings showing a strong positive association between communities' behavioral intentions towards urban service technology and perceived usefulness. Based on the previous study (Jones & Kauppi, 2018), when it comes to user adoption of technology, perceived usefulness—rather than perceived ease—is the most crucial factor. The total benefits of the system to improve user performance as well as its productivity and effectiveness are connected with perceived usefulness.  (Ali, 2022) also mentioned that urban services technology's perceived usefulness is mostly determined by its capacity to improve convenience and efficiency. Using the streamlined operations made possible by waste management plans, smart transit networks, and public safety initiatives, communities can save a substantial amount of time and effort.




In summary, there is a statistically significant association with a high-strength positive correlation between service quality and behavioral intention to utilize urban services technology (UST). The research findings suggest that there is little relationship between the behavioral intention of communities to use urban services technology (UST) and the quality of such services. This has important consequences for service quality. service quality, according to (Khan, 2023), is the choice that customers make based on how much they perceive the quality of the service to differ from what they receive. As it will improve customer involvement and relationships, high service efficiency is expected to result in higher customer satisfaction, (Rane, 2023). Clients who receive excellent service are more likely to say they plan to embrace and make use of technology-enabled urban services, according to (Meuter, 2017), making businesses more competitive in the market. This study employs the framework for characterizing service quality. Furthermore, the quality of the service can be ascertained by examining the variations between the anticipated and perceived services. Quality of service and client satisfaction are positively correlated. According to (N., 2019), Service quality is defined as an organization's capacity to satisfy the needs of its customers.

5.0 CONCLUSION
By using survey analysis, the study was able to address all four research questions, meet its objectives, and accept all four hypotheses. According to the study, behavioral intentions to use Urban Services Technology (UST) are significantly influenced by perceived security, ease of use, usefulness, and service quality. In general, this study is crucial to determining how communities, particularly in Pandan Jaya, Ampang, Selangor, perceive the purpose of using Urban Service Technology (UST). The study showed how Urban Services Technology (UST) has increased community productivity and efficiency by simplifying the everyday duties carried out by communities. Based on the results, this study shows how Urban Services Technology (UST)'s ability to provide real-time information and services has successfully improved accessibility and mobility. Additionally, it makes it easier for locals to plan their routes, access transit alternatives, and traverse the city. It demonstrates how the safety and security of both residents and visitors are increased by technologically enabled urban services, hence enhancing overall urban security measures. The use of Urban Services Technology (UST) thereby improves the quality of life for urban people. Furthermore, the findings of this study support the use of urban services. Technology fosters economic growth and encourages innovation. Through the establishment of new company opportunities, employment opportunities, investment attractiveness, and creative solutions, digital startups and entrepreneurs can bring economic prosperity to urban regions. To sum up, it is thought that future researchers working in the same field could find this study helpful. 
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