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ABSTRACT

The study explores how perceived ease of use influences the adoption of Urban Services Technology (UST) among Pandan Jaya residents, highlighting the importance of understanding these dynamics for smart, sustainable urban environments. There is a significant gap in understanding and knowledge regarding the adoption and perception of Urban Services Technologies (UST) within urban environments, particularly in the context of smart cities. Using a quantitative research methodology, this study polled the Pandan Jaya community to find out how easy they thought UST was to use and how it affected their willingness to utilize these technologies. A structured questionnaire focused on multiple dimensions was used as part of the technique. A sample of 101 people from Pandan Jaya participated in a survey. Results show a high positive correlation (r=0.730) between perceived ease of use and behavioral intention to use UST. Respondents agreed that learning to interact with UST would be easy (mean=3.75) and that UST is user-friendly (mean=3.60). However, some felt navigating UST may not be very easy (mean=3.57). But other people said it would not be that simple to navigate UST (mean = 3.57). The results indicate that Pandan Jaya people's propensity to use urban services technologies is significantly influenced by their perception of the technologies' ease of use. This study explores the impact of ease of use on technology adoption in urban settings, offering recommendations for improving user experience of Universal Services (UST) to boost adoption and utilization, aiding urban planners, technology providers, and policymakers.
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1.0 INTRODUCTION 

Urban service technologies are digital solutions that improve the quality of life, efficiency, and sustainability in cities (Mehmood et al., 2024). They use technological breakthroughs such as IoT, smart sensors, data analytics, and digital platforms to improve urban life, from transit to public safety (Shea & Burns, 2020). A citizen-centric strategy is required for successful implementation, with an emphasis on urban people' needs, preferences, and conduct. The purpose of this research is to examine community views of urban service technologies in Pandan Jaya, with a focus on criteria such as security, convenience of use, utility, and service quality. Understanding these perspectives may help guide methods for adopting citizen-centric urban technology, improving quality of life, and obtaining public support (Chang & Melanie Kay Smith, 2023).
Perceived ease of use and behavioral intention to utilize urban services technology (UST) in Pandan Jaya seem to be positively correlated. When it comes to using urban services technology (UST), especially in smart cities, customers' propensity to utilize it is greatly influenced by perceived ease of use. Because they are more likely to incorporate basic technologies into their everyday lives, users are more inclined to accept them. User-friendliness, software simplicity, and UST navigation are examples of elements that have a big impact on adoption and are thus important in assessing user acceptability (Aik Wirsbinna et al., 2023). Effort expectation, or the perceived ease of using a particular information technology, has been linked in a number of studies to behavioral intention to use technologies such as mobile health apps. Users are more inclined to adopt technology over time if it requires less work on their part (Sangeeta & Tandon, 2020).
The aim of this study is to fill the knowledge gap in the field of interaction and service design regarding issues related to urban development and transformation. Specifically, the research will focus on the connections between urbanism, urban cultures, digital technology, and the creation of new digitally based urban services (Budiarto, 2022; Motevalli, 2022; Zahari, 2021). Using a quantitative approach that includes surveys and standardized psychological assessments to collect data on behavioral intentions to use urban service technologies, the research will concentrate on understanding how the communities in Pandan Jaya who are 15 years of age and older perceive intentions to use these technologies. The association between behavioral intention to utilize urban services technology (UST) and perceived ease of use will also be examined by this research (Alias, 2026; Zahari, 2024b, 2024a).
The difference between prospective advantages and actual community acceptance of urban service technology is where the gap in the market is found. This impression may be influenced by elements including creators, perceived advantages, accessibility, usefulness, and trust. Technology usage may be hampered by obstacles, including poor mobile phone service, delayed internet, and power outages. Systematic information on digital technologies and urban development is lacking. Comprehending these impacts may enhance the efficiency, reachability, and response time of public services. Analyzing these consequences is the goal of this work (Modeshift, 2023).
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 Technology Acceptance Model (TAM), which is often used to examine how individuals interact with the adoption of technology, places a high value on perceived ease of use (Hariman Surya Siregar, 2023). People are more inclined to accept technology when they believe it to be user-friendly. This link is important in respect to UST as well. People are more likely to plan to utilize urban services technology—which might result in real use behavior—if they find it straightforward to use. Legislators, technology developers, and organizations may all benefit from an understanding of this connection by promoting the successful uptake and use of new technologies. Additionally, it may help in the creation of targeted interventions to get through potential obstacles to technology adoption. Therefore, focusing on the creation of technologies that people find simple to use may increase the likelihood that new technologies will be effectively adopted and integrated into a variety of industries, including the technology used in urban services (Puspitasari, 2023).



2.0 LITERATURE REVIEW

2.1 Perceived Ease of Use 
Several studies from (Hariman Surya Siregar, 2023) believe in terms of technology, perceived ease of use is the degree to which a person feels that utilizing a specific system or technology would be effortless. One of the main components of Davis' Technology Acceptance Model (TAM) is perceived ease of use (PEOU) (Gefen & Straub, 2024). The technological acceptance model emphasizes how user perceptions are influenced by perceived ease of use, which represents how simple a system is to operate (Chen & Huang, 2022). An important determinant of user acceptability and behaviors in regard to technology is perceived ease of use.
A study by (Samad M.E. Sepasgozar et al., 2019) examined how user acceptability of technology in smart cities is influenced by perceived ease of use. The notion that technology will make tasks simpler, or perceived ease of use, has a significant influence on customers' propensity to employ UST. In another study by (Liébana-Cabanillas et al., 2020) user acceptability and satisfaction are significantly influenced by the relationship between perceived ease of use (PEOU) and urban service technologies (UST), such as mobile payment systems. Studies have shown the influence of perceived ease of use across several areas, including mobile banking (Widiar et al., 2023), and also mobile financial services (Mariki, 2022). All of this research highlight how user intentions and behaviors across various technology applications are shaped by perceived ease of use. Based on the research, communities' in Pandan Jaya impressions of the ease of use of these technologies may have a direct impact on their willingness to utilize the services, and addressing issues like privacy and security is critical for improving user acceptability and adoption (Samad, 2025).
Moreover, (FakhrHosseini & Chan, 2024,) had said that use and acceptance of technology in intelligent environments have also identified a number of variables influencing user acceptability. Among them include self-assurance, expertise, enjoyment, perceived risks, expense, appropriateness, value, and personal abilities. He has also investigated the relationship between the purchase of smart houses and attributes including control, connectivity, dependability, automation, and internet of things (IoT) abilities. According to some research, people's propensity to utilize technology in their smart homes is greatly influenced by a variety of factors, including their feelings, their perceptions of the technology's compatibility, their level of belief in it, and the influence of their friends and family (Ismail, 2019; Mohd-Ramly, 2017).
In conclusion, perceived ease of use has been thoroughly researched across a wide range of fields and is a critical component of the Technology Acceptance Model. Even though its significance and connections to other constructs are well known, more study is needed to further our comprehension of its influences, moderators, and consequences for the adoption and use of technology.
2.2 Behavioural intention to use urban services technology (UST)
In order to fully reap the benefits of smart city projects, residents must embrace and make use of urban services technology (UST). Thus, a crucial topic of study is understanding the elements that impact people's behavioural intention to utilise UST. The Unified Theory of Acceptance and Use of Technology (UTAUT) and the Technology Acceptance Model (TAM) are two examples of technology acceptance models that have been used in much research to examine this subject.
As demonstrated in the study (Marikyan, 2023), One of the most popular models for predicting and explaining people's adoption of information systems and technology is the Technology adoption Model (TAM). Perceived usefulness and perceived ease of use are two important elements that influence a person's propensity to utilise technology, according to TAM. Perceived ease of use is the degree to which utilising a technology is seen as easy, while perceived usefulness is the extent to which a person feels using it would improve their performance (Rahman, 2023; Rani, 2024; Yahya, 2018).
A number of variables affect people's intention to utilise UST. People are more inclined to embrace UST if they believe it would improve urban services, therefore perceived usefulness emerges as a crucial factor. A major factor is perceived ease of use, since customers often oppose complicated and laborious UST solutions. Furthermore, organisational characteristics, social influence, and technological trust all have a significant impact on behavioural intention towards UST adoption (Aik Wirsbinna et al., 2023). It has been discovered that behavioural intention is favourably influenced by the perceived usefulness or performance anticipation of UST in enhancing effectiveness, convenience, and quality of life. If citizens believe there are real advantages, they are more inclined to utilise UST. The study by (James, 2022), Aadoption intention is influenced by the degree to which UST is seen to be simple to use and need little effort. Adoption is facilitated by user-friendly interfaces and seamless integration into regular activities.
As a result, it will be crucial to assess the factors influencing people's behavioural intention to embrace smart city living in the Pandan Jaya region.The structure includes important characteristics including propensity to adopt service quality (SQ), perceived security (PSY), perceived utility (PU), and perceived ease of use (PEOU). The Urban Services Technology Acceptance Model (USTAM) is based on the notion that true technology adoption is driven by behavioural intention.

2.3 Urban Services Technology Acceptance Model (USTAM)
A model called the Urban Services Technology Acceptance Model (USTAM) was created to forecast how well-received urban technologies would be, particularly in the context of creating smart cities. It is an expansion of the Technology Acceptance Model (TAM), modified to fit the context of smart cities and urban services (Samad M.E. Sepasgozar et al., 2019). A survey-based methodology was used to create and cross-validate the model in Pandan Jaya, sampling a diverse population across several age groups. The finished model is significant for several reasons. Above all, it is crucial to ensure that the selected technology is compatible with the cultural context of the area. Additionally, it's critical to ensure that technology integration at urban sizes is skillfully handled. In concordance with previous research, (Lee, 2023) mentioned that the last important argument is that it may effectively assist developing economies in taking advantage of smart city development while utilizing resources efficiently.
In creating USTAM, Sepasgozar et al. integrated Social Cognitive Theories (SCT) with Technology Acceptance Model (TAM) to identify factors influencing the acceptance of technology in urban planning settings. Based on the study by (Ibrahim & Sri Rahayu Syah, 2021), the finished USTAM model is useful for a number of reasons, including ensuring that certain technologies are well-suited to the cultural context of the area, facilitating successful integration at the urban scale, and helping emerging economies take advantage of smart city growth while making optimum use of available 
In order to encourage the uptake of technology-driven urban services, USTAM has practical consequences for planners, policymakers, and service providers in the urban environment. Through comprehension of the factors that influence UST adoption, interested parties may create interventions that improve perceived utility, usability, and service quality, ultimately leading to increased acceptability among urban dwellers. Furthermore, it is essential to tackle issues pertaining to accessibility and trust in order to provide fair access to UST for a variety of urban groups (Baldi et al., 2022).
The acceptance of technologies in smart cities has previously been studied using the Urban Service Technology Acceptance Model (USTAM), which is attributed to the importance of location-specific elements in technology adoption and its application to different populations. People's perceptions of the ease of use of smart city technologies are a significant contributing element to its broad adoption.  On the flip side, (Tilahun, 2020) had says perceived ease of use relates to how little a person feels utilising technology would need effort on their behalf. Research on the subject was done. According to USTAM, people's motivations for adopting or using new technologies are significant variables. Each person's viewpoint and evaluation of the practicality and usability influence their desire to behave in a certain way.  
In conclusion, the Urban Services Technology Acceptance Model (USTAM) offers a thorough framework for understanding the acceptance of technology-driven urban services. Through the integration of TAM's theoretical underpinnings and domain-specific elements, USTAM offers important insights into the factors that influence adoption behaviour in urban settings. Empirical applications demonstrate the usefulness of USTAM in examining various UST implementations and guiding urban management policy and practice.


3.0 METHODOLOGY

Research data were collected from community during Program Rewang Komuniti Strata Negeri Selangor in Padang Awam, Taman Pandan Jaya Ampang. The questionnaires were made for 100 respondents. As for the technique used in sampling, it was simple random sampling. The set of questionnaires consist of 26 items with five sections in google form. The data gathered in this survey will be analyzed using Statistical Package for the Social Science (SPSS) version 29. The use of this will help researchers to save a lot of time by just keying in the data and the data will be automatically processed and the results will instantly be tabulated. Cronbach's alpha may be used to determine the dependability based on such data. We should look at the Pearson correlation coefficient to see the outcome of our hypothesis that perceived ease of use and behavioural intention to use urban services technology are related. The research framework of this study is to investigate the relationship between perceived ease of use and behavioural intention to use urban services technology as shown in figure. 
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Figure 1: Research Framework


4.0 FINDINGS AND DISCUSSION

4.1 Demographic of respondent
The fundamental analysis of the study includes the frequency analysis. Questions about gender, age, education, monthly income, daily internet usage, and working sector were included in Part A of the questionnaire. The respondents' demographic profile is displayed as a table. 

	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 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: Profile of the Respondents

First and foremost, the percentage of gender responses as 101 respondents. Most of the respondents are female, with 54 people, or 53.5%, and the different gender category has 47 people, or 46.5%. 
In the second place represents the number of respondents by a percentage of age. This study had 59 respondents (58.4%) aged from 25 to 54 years old. The second highest age group is 15 to 24 years old. This category contains 34 people, which represents 33.7% of the total population. There are 7 people in the 55 to 64 years old age group, which constitutes 6.9%. The group of between 12- and 15-year-olds had the lowest response rate, with only one person (1%). 
Third, the number of percentages for education. The majority of respondents in this survey are coming from bachelor and above, which is 45 people, or 44.6%. It follows with respondents from education background of diploma, accounting for 26 respondents, or 25.7%. The group for secondary education was also able to collect for 21 respondents, or 20.8%. Meanwhile, there are 7 respondents from preuniversity / form 6/ matriculation equivalent to 6.9%. Lastly, the group for primary education has 2 respondents, or 2%. 
Coming in at number four, the monthly income of our respondents. The majority of respondents in this survey are having less than RM3440 monthly income, which is 40 people (39.6%). It follows with respondents from no income which is 27 people (26.7%). The RM3440 - RM5249 monthly income group is also able to collect data from 16 people (15.8%). Meanwhile, respondents that had RM5249-RM7689 monthly income were 9 people, which is 8.9%. The respondents have RM7689 - RM11,819 monthly income in total of 8 people (7.9%).  Lastly, the group for RM11,819 and above monthly income has 1 respondent (1%). 
Furthermore, the percentage of how long our responders use the internet per day. Most of the respondents answered 4 hours and above per day with 79 respondents, or 78.2%. The second highest is 2 to 3 hours per day with 18 responders, meanwhile the 4 respondents equivalent to 4% use the internet only for 1 to 2 hours per day. 
Lastly, the percentage of the working sector that responded to the survey. The government sector, with 36 responses, or 35.6% has the most occupants. Meanwhile the next highest is the private sector with 29 respondents, or 25.7%. This also includes respondents from students which is 26, or 25.7% of them contributing in this survey. For self-employed and unemployed both have 7 respondents with 7 percent.




4.2 Independent Variable: Perceived Ease of Use 
	No.
	Measurement Items
	1
	2
	3
	4
	5
	Mean
Standard Deviation

	1
	Learning to interact with UST would be easy for me.
	4 
4%
	1 
1%
	29 
28.7%
	49 
48.5%
	18 
17.8%
	3.75 
0.899

	2
	It would be easy for me to become skilful using UST.
	4 
4%
	1 
1%
	29 
28.7%
	48 
47.5%
	19 
18.8%
	3.76 
0.907

	3
	The UST software is user-friendly
	3 
3%
	4
4%
	35 
34.7%
	47 
46.5%
	12 
11.9%
	3.60 
0.861

	4
	It is easy for me to navigate UST.
	3 
3%
	2 
2%
	41 
40.6%
	44 
43.6%
	11 
10.9%
	3.57 
0.829



Table 2: Descriptive Statistic of Perceived Ease of Use
Table 2 shows the result of the mean and standard deviation analysis on the independent variable of perceived ease of use among the respondents that answered the survey about urban service technologies (UST). The highest mean was item 2, which had 0.907 standard deviation and a mean of 3.76. This shows that using UST enables consumers to accomplish their becoming skillful in using UST. Item 4 shows the lowest mean, which is 3.57, while the standard deviation was 0.829, which shows some of the respondents' perception towards UST was uneasy for them to navigate UST.

4.3 Reliability Analysis
	Variables
	Instruments
	Cronbach’s Alpha Coefficient

	Independent Variables
	
	

	Perceived Ease of Use
	
4

	
0.945




Table 3: Result of Reliability Test

Table 3 showed the overall value of Cronbach’s Alpha Coefficient for the independent variable. The four questions that were required to determine the perceived ease of use Cronbach’s Alpha coefficient in this section is α = 0.945, which indicates that it is excellent. As a result, the coefficients found for the social variable were reliable.

4.4 Pearson Correlation Coefficient 
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 4: Result Perceived Ease of Use of Pearson Correlation Coefficient

Table 4 shows the relationship between perceived ease of use and behavioural intention to use urban services technology (UST) is a high positive relationship with correlation coefficient of 0.730.
	Both significant values are .001, which is less than the highly significant level of 0.05. It shows a significant statistical relationship between perceived ease of use and behavioural intention to use urban services technology (UST).

5.0 CONCLUSION

An investigation of the link between behavioral intention to utilize Urban Services Technology (UST) and perceived ease of use was the goal of the Pandan Jaya project. The community was surveyed on their opinions of UST's usability and how it affected their readiness to embrace these technologies as part of a quantitative technique used in the study. A structured questionnaire was used to collect data. 
According to the findings, there is a strong positive association (r=0.730) between behavioral intention to use UST and perceived ease of use. Most respondents believed that UST is user-friendly (mean=3.60) and that learning to engage with it would be simple (mean=3.75). But other people said it would not be that simple to navigate UST (mean=3.57). 
The results indicate that inhabitants of Pandan Jaya's inclination to adopt urban services technology is greatly impacted by how easy they believe the technologies to be to use. This research advances our knowledge of how user-friendliness affects urban technology uptake. It provides suggestions for enhancing the UST user experience to increase acceptance and use, which may be helpful to legislators, technology suppliers, and urban planners. 
The research concludes by emphasizing how crucial it is to understand the interplay between behavioral intention to use UST and perceived ease of use in order to create smart, sustainable urban settings. It emphasizes the need of implementing urban service technology with a citizen-centric perspective, putting security, usability, usefulness, and service quality front and center. 
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