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1. Introduction

Information technology (IT), according to Roca et al. (2006), is capable of transforming the means
through which we access and learn information in two crucial means. First, IT allows us to efficiently
and swiftly accomplish a number of activities we normally do. It is also very flexible and has better
access. Secondly, IT allows us to accomplish issues that we are not able to do or in a substantially dif-
ferent ways. Through IT, a completely new environment is experienced in the course of learning which
takes place outside the curricula and classrooms. Like other systems of information, the achievement of
e-learning is pegged majorly on user contentment among other issues which will ultimately upsurge the
intention user to still utilize it. Khee et al. (2014) noted that the new trending technology being applied
in education worldwide today has influenced all learning and teaching aspects in higher learning institu-
tions. As cited by Ramayah (2006), the technology advent has reformed how commercial activities are
accomplished at the present. The sector of education is not sidelined since Internet advent has changed
how teaching is conducted and how learners acquire information. Various scholars including Mirza and
Mahmood (2012); Abbasi (2011); Dadzie (2005); Sutarso & Suharmadi (2011); Nedeva & Zlatev (2013);
Khwaldeh et al. (2017) and Kim-Soon et al. (2014) argue that the higher education institutions are expe-
riencing an extraordinary rate of growth. This tendency majorly influences on new empowering know-
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how, which has simplified the online delivery of academic packages. Educational technology is at present
among the most crucial discussion and debate issues amongst scholars and academicians. Higher educa-
tion sector has been leading in online service delivery. Adoption of technology appears very crucial in
availing latest information to learners who exploit it in a better and also very creatively. Information
resources are among the electronic tools and services, which are availed at the universities. Electronic
services are swiftly becoming a requirement in educational institutions. The primary objective of elec-
tronic services of students is to provide all educational related information and data to learners during
their educational lives and even after graduating. Thus, it integrates and gathers all educational infor-
mation from various university systems and is used as a meeting point amongst systems like library
service, finance system, grading and academic system and e-learning system (the LMS/LCMS).

According to Davis (1989) and Davis et al. (1989), TAM (Technology Acceptance Model) (Al-rahmi &
Othman, 2013; Moon & Kim, 2001) has been spread among the speculative models, which try to justify
how technology users will consent and utilize it. Davis et al. (1992) extended this model developing
nations like Arabic states (e.g., Saudi Arabia), which unlike the industrialized nations, have not utilized
it. The model claims several contributing factors will determine how a user will adopt the new technol-
ogy. Perceived usefulness (PU) and Perceived Ease of Use (PEU) are postulated to be the essential factors
of acceptance by the users. In the electronic services context, these two determinants are crucial in deter-
mining how the learners perceive the electronic services of the PSAU. This has marked stern study gap
as learners react to electronic services acceptance vary from one culture to another. Consequently it has
become obligatory to access the issues affecting the usage of the electronic services available in institu-
tions of higher educational in various cultures. Thus at Prince Sattam bin Abdulaziz University, the scar-
city of electronic services in higher educational sector originates the stimulus for researching these fac-
tors. Specifically, the students at the college of Business Administration have been appointed purposely
of this study. Particularly, little is understood and a lot of questions are unanswered concerning factors
affecting Saudi Arabia’s electronic services. To the best of the researchers, there are no statistical proves
which permit conclusion to be reached concerning the usage of the electronic services by the students at
Prince Sattam bin Abdulaziz University, Business Administration College. This article is an extension
attempted to the present study at the Saudi Arabian context. It is conducted in a diverse educational
scenario.

The main objective of this study is to examine the factors influencing the use of the available E-Services.
Specifically, this research explores the extent to which learners utilize the electronic services of PSAU
basing on the way they perceive the usefulness and the ease of electronic services related usage. The
current research aims at understanding the issues of Perceived Ease of Use (PEU) and Perceived Useful-
ness (PU) based on Electronic services. Hence, comprehending the issues affecting the exploitation the
electronic services will avail more leverage to promote acceptance by user as well as increasing the use
of Electronic services amongst learners in years to come. Ideally, this research is crucial due of its role,
which raises number of studies on Perceived Ease of Use and Perceived Usefulness concerning Electronic
services in institutions of higher education. In addition, it provides a more value to this research since it
is a study accomplished at KSA situation. An organized study will result to accurate and good data con-
cerning Perceived Ease of Use and Perceived Usefulness of Electronic services amongst the university
learners. Therefore, this research will assist in giving perception on the speculation, higher education as
well as the student body and also will create an understanding on the way to motivate the learners to
embrace Electronic services. The outcome from this research could be utilized by officers concerned
with Electronic services to either expand the system or use the information to look for means enticing
students to use Electronic services. Moreover, for knowledge body, this research will advance the precise
explanation concerning the adoption of technology. This research also utilizes the TAM in the situation
of electronic acceptance of the electronic services by PSAU learners. It also suggests Perceived Ease of
Use and Perceived Usefulness being the construct to promote the accepting of a behavioral usage of
Electronic services in the context of Education sector.
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The remainder of the paper proceeds as follows. The next section briefly discusses the literature review
and the hypotheses development. The third section describes the research design and methodology. The
empirical results and discussions of the study are reported in the fourth section while in the final section,
conclusions and implications are drawn.

2. Literature review and hypothesis development
2.1 E-service at Prince Sattam bin Abdulaziz University

In view of the growth in a society driven by technological advancement and electronic services that is an
impact of the necessity to undertake the transactions efficiently and faster, IT Deanship and PSAU Dis-
tance Learning have developed a united portal of electronic services. To reach every the e-service with
ease, the portal provides access to every electronic service at a specific point. The portal of services which
Dr. Abdul Rahman Al Asimi, Chancellor at PSAU initiated, is perceived as IT integrated portal which
helps the countrymen, learners, workforce and stakeholders of the faculty. It gives over 94 electronic
services, aiming at lowering time and energies needed to complete the communications. Students, em-
ployees, and members of the faculty are able to utilize the electronic services through the use of one time
sign-on system, whereas the countrymen are capable of using it right. In addition, the platform entails a
part devoted to the electronic services news portal. The following are the electronic services available to
students at PSAU:

(1) Academic Services platform: It comprises of many types of educational services, which assist the
learner, and members of the faculty. It allows the learner during registration, sending of letter requesting
loans or release and dropping or adding courses. It also allows the learner to request for a transfer from
one college to another. Moreover, through this platform, members of faculty are capable of tracking their
classes, courses, and the learners as well as availing consultation services to the students. (2) E-Mail:
Every learner receives the service immediately after acquiring a one time-sign-on username. It provides
them an e-mail account linked to the university’s domain. (3) E-learning platform: Blackboard allows
the learner and member of the faculty to undertake the courses registered electronically in the system. It
provides the members of the faculty member with various academic and important tools including setting
of homework, exams as well as correcting them. He is also possible for the users to upload and consoli-
date the content of the courses, and also track the status of the learners. Blackboard is linked to a systems
package like exams system, virtual classroom system and also SMS system. (4) Summer Training Sys-
tem: Summer training is among of the crucial activities in the learner’s education period. It provides the
instructor and the learner with an e-environment interactive system. The systems procedures begin from
advertising the training vacancy, then, tracking the learner and lastly evaluating him. Also, it provides
the training time in accordance with the learners major. (5) Calculation of GPA: It allows the learners to
determine their semester and GPA grades. (6) Students’ Employment System: It is a system, which
shows the presented vacancies. It allows the potential applicant to fill the job application and interactively
check the procedure on the field application. (7) Community Service Training Center: It allows the
beneficiaries to check and register electronically in the courses trained and diplomas available Commu-
nity Service Deanship as well as Continuous Education. It also allows the attraction of new trainers in
center. (8) Electronic-Amend Registration options: Through the platform, the students admitted will have
the option to change their selected courses during registration. (9) Students’ Activity Services: It is de-
signed in conjunction with the Students Affairs Dean. Its objective is to allow the campuses to electron-
ically arrange the students’ activities beginning with the publications and electronic invitations and end-
ing with the registrations of students as well as follow up. (10) Tawasol System: It avail a simple but
efficient means of filing a request as a suggestion, complaint or to inquire anything from official within
the university. It allows those requesting to track the status of their application through sending SMS or
e-mails. Conversely, it allows the process the application by the academic officers. It gives the top ad-
ministrators the capability of controlling all the actions accomplished using the application, and also,
checking related reports and signs. (11) Release Letter: It allows the learner to apply for a letter clearance
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from the institution depending on situations like dropping out, during graduation of moving from one
university to the other. (12) Graduation Certificate Service: It allows the learner to acquire an original
copy of certificate of graduation. (13) Student Status Service: It allows the external bodies to scrutinize
the learner’s data. (14) Graduation Projects: A system allows senior learners to apply for proposed topics
for graduation project by departments at PSAU, and tails the complete steps of the project of graduation
project during the course of various users like as the supervisors and the students. (15) Semester Re-Join
Service: It allows the learner to continue with his academic training. (16) Transferring Service: It allows
the learner to be move to PSAU from any university. (17) Postgraduate Study Academic Recommenda-
tion: Through this portal, the student will be able make a requisition concerning academic recommenda-
tion verifying his suitability for postgraduate studies. (18) Graduation Certificate Service: It allows the
learner to acquire an original copy of certificate of graduation.

2.2 Technology Acceptance Model (TAM)

The TAM (Technology Acceptance Model), a theory originally advanced by Davis (1989) is the primary
theory, which marks the foundation of the study and is a speculative extension linked to Theory of Rea-
soned Action (TRA). According to Davis (1989) and Davis et al. (1989), TAM theory is believed the
most extensively established model compared to other theoretic models, which try to justify the relation-
ship between satisfaction and attitude of user and behavioral goal. Fishbein and Ajzen (19751) and Ajzen
and Fishbein (1980) argued that the TAM is established on the TRA which forecasts user acceptance
referring to the impact of two issues: Perceived Usefulness and Perceived Ease of Use. TAM postulates
that user opinions on usefulness and ease of use define attitudes in the utilization of the system. Davis
(1986) views that both PU and PEU are opinions influencing on purpose of using technology, though
PEU has also a direct impact on PU. Additionally, Davis et al. (1989) postulate that a later progress of
TAM is the BI to be utilized as a fresh variable, which would be influenced, directly by PU and goal to
utilize social media (Kwon & Wen, 2010; Mazman & Kocak-Usluel, 2010; Pelling & White, 2009; Woje
etal., 2013; Yang et al., 2011).

PU speaks of the belief by potential user that embracing a particular technology will lead to an improved
performance. According to Davis (1986) and Davis (1989), PEU means the extent at which a person
expects no mental and physical challenges in embracing the technology at stake. In particular, PEU
demonstrates the magnitude of effort that a person requires to while applying an advent in technology.
Therefore, PEU and PU are the two appropriate notions for defining aims of applying technology. Earlier
scholars have attempted to justify that TAM demonstrate behavior of adoption of various systems and
technologies of information (Ma & Liu, 2004; Yousafzai et al., 2007). Kalin (2012), argued that before
one can knows the importance of technology, he/she must understand better on how our learners use it
through TAM.

2.3 Perceived Ease of Use

Perceived Ease of Use has been defined in a number of ways. In 1989, Davis argued that a requisition
that seems easy to adopt is more possible to be embraced by users relative to others. Many researches
have been executed to find out the impact of perceived usefulness on technology acceptance. Rogers
(1995) claimed that the acceptance of a technology relies on the degree to which every innovation is
understood and seen as fairly simple to utilize and understand. The technology, which is seen as simple,
appeals more users in relatively to the one that is complicated. The system of delivery has to be direct
during its use so that less effort is applied. Moreover, Perceived Ease of Use is also defined as “the extent
to which an individual considers that applying a given system requires minimum effort”, (Dholakia &
Dholakia, 2004). Additionally, Teo (2001) argued that it referred to “the extent at which the operator
presumes the system use to be easy to him or her”. Furthermore, the ISO 9241 reach a conclusion that
“Perceived Ease of Use refers to the degree at which a technology could be adopted by particular users
so as to efficiently and effectively attain particular goals, while satisfying in a particular use context (ISO,
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1998)”. Rao Hill and Troshani (2007) believed that, the outcome of Perceived Ease of Use on the aim of
the while accepting a discovery either indirectly or directly has been researched well and recorded in the
literature. According to Zhang et al. (2008), the TAM presumed that learners are expected to accept a
new innovation to the degree which they consider helpful in enhancing their performance in research and
the extent of every person expectation in embracing a new innovation would not require any intellectual
power ease of use. Davis (1989) believes that perceived usefulness possess more straightforward impact
on physical more than attitude, while Perceived Ease of Use impact on the behavior and attitudes. Earlier
studies by Dishaw and Strong (1999) show that the theories which TAM included can be useful to a
various computer innovation; but an extended model or combined model can make it potential in provid-
ing more power of explanation relative to using only the original model.

Among the resources and tools of Electronic service offered by the university is the information re-
sources. E-services are quickly gaining fame in the academic sector. The major target of e-services of
the student is to offer any related academic information and data to learners while they are going on with
their studies even after completion. Thus, Mirza and Mahmood (2012), Abbasi (2011), Dadzie (2005)
Sutarso and Suharmadi (2011), Nedeva and Zlatev (2013), Khwaldeh et al. (2017) and Kim-Soon et al.
(2014) believe that it combines and integrates all content of education from various systems within the
university and is used as a meeting point connecting systems like finance, library service, the
LMS/LCMS or the e-learning system, grading and academic system. Purposely for this research, the
Perceived Ease of Use means “the extent to which learners considers that the use of E-Services will not
involve the mental and the physical and input that, as a result, will improve the actual usage of Electronic-
Services”. Therefore, the following hypothesis is proposed:

Hi: There is a positive relationship between Perceived Ease of Use of the E-Services and the use of the
E-Services.

2.4 Perceived Usefulness

TAM believes that learners are expected to embrace a new innovation to the degree, which they consider
helpful to them by enhancing their academic progress (usefulness). Dholakia and Dholakia (2004) re-
ferred Perceived Usefulness to be “the extent at which an individual consider that applying a given system
will improve his/her performance in the job sector”. Additionally, Perceived Usefulness is also referred
to as “the extent at which a person considers that utilizing the services would result to attaining a given
objective” (Dickinger et al., 2006). In accordance with Lexhagen et al. (2005), acceptance of information
system research provided that “a system which does not assist a worker in their task is unlikely to be
accepted warmly despite how best implementation efforts will be”. Furthermore, note that Perceived
Usefulness is among the powerful variable of clarifying the attitude variance (Daneshgar et al., 2007).
Particularly for this research, the Perceived Usefulness means “the extent at which a learner considers
that utilizing E-Services will improve his/her education and performance in academics”. At the resources
and tools of Electronic service offered in the institution, information resources should be included. E-
services are rapidly gaining popularity the educational institutions. The leading aim of learners’ elec-
tronic services is to offer all information and data associated with education to learners in the course of
their academic odysseys and even beyond. Hence, according to Mirza and Mahmood (2012), Abbasi
(2011), Dadzie (2005), Sutarso and Suharmadi (2011), Nedeva and Zlatev (2013), Khwaldeh et al. (2017)
and Kim-Soon et al. (2014), it combines and links every content considered educational from various
systems within the institution and used as a hub linking systems like academic and grading system, fi-
nancial system, library service and the LMS/LCMS or e-learning system. Perceived Usefulness has been
noted by earlier scholars like Alenezi et al. (2015), Alalwan et al. (2016), Abdullah et al. (2016) and
Obeidat et al. (2016) to directly influence the E-Services Actual Use. Therefore, the following hypothesis
is proposed:

Hi; There is a positive relationship between Perceived Usefulness of the E-Services and the actual use of
the E-Services.
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2.5 Actual usage (AU)

The E-Services actual use might be justified by the forecast of the Davis’ (1989) model, TAM, which
was model initially launched by him. According to Fishbein and Ajzen (1975), Davis (1989) and Davis
etal. (1989), TAM is an extension of TRA extension which forecasts user acceptance based on the impact
of two determinants: Perceived ease of use and Perceived Usefulness. Regarding this study, Lederer et
al. (2000) believed that the E-Services actual use in TAM is considered a frequency and time self-re-
ported strategy in applying the application.

3. Research design and methodology

Based on the ATM theory developed Davis (1989) and derived from the prior literature (Rogers, 1995;
Dholakia and Kholakia, 2004; Teo, 2001; Rao Hill & Troshani, 2007; Zhang et al., 2008; Lou et al.,
2000; Dishaw & Strong, 1999; Mirza & Mahmood, 2012; Abbasi et al., 2011; Dadzie, 2005; Sutarso &
Suharmadi, 2011; Nedeva & Zlatev, 2013; Khwaldeh et al., 2017; Kim-Soon et al., 2014; Dickinger et
al., 2006; Lexhagen et al., 2005; Daneshgar et al., 2007; Shin & Kim, 2008), the present study uses a
survey-based methodology to obtain data from the respondents. This study adopts and modifies a self-
administrative survey questionnaire that has been developed to be applicable for the academic context.
The questionnaire was divided into two sections, namely; section A and section B. In specific, section A
comprised 9 statements designed to ascertain the views of the College of Business Administration stu-
dents on factors influencing their use of the university E-Services. A five-point Likert scale was used in
this section and the respondents were required to state the extent to which they agreed or disagreed with
the statements in the questionnaire. Section A comprised questions eliciting demographic characteristics.
The sample of the study comprised 189 College of Business Administration students enrolling for the
academic year 2017/2018 at Prince Sattam bin Abdulaziz University in Saudi Arabia. A total of 250
questionnaires were distributed to College of Business Administration students during classroom time
using a simple random sampling. Students were asked to return back the questionnaires after two weeks.
The response rate for this study was 75.6%. Variables included in the model of this study are “Perceived
ease to use” (PEU) and “Perceived Usefulness”(PU) to identify reasons contributing to the actual use of
E-Services among students. Actual use is used as the dependent variable in the model. To measure the
impact of the individual factors, a 3-item measure was used to examine the Perceived Ease of Use and a
3-item measure was used to test the Perceived Usefulness. The dependent variable “Actual Use” is meas-
ured using a 3-item measure to determine the extent to which E-Services are used among students. The
functional equation of regression model is utilized to determine the extent of the association of each of
the independent variable on actual use as shown in Eq. (1):

AU=p0+B1 PEU+ B2 PU +e (1)

4. Empirical results and discussion
4.1. Descriptive statistics and correlation analysis

Demographic characteristics of students in this study are gender, age, level of study and CGDP as shown
in Table 1. Based on the demographic information depicted in Table 1, the majority of students (76.7%)
were male. Regarding the age, the majority of the students (48.7%) are between 21 and 23 year old. In
terms of CGPA, the majority of students (25.4%) obtained between 3.0 -3.49 cumulative grade point
averages. The Pearson correlations among the Actual Use (AU), Perceived Ease of Use (PEU) and Per-
ceived Usefulness (PU) are presented in Table 2. Table 2 illustrates the Pearson correlation coefficient
at 95% confidence level.



S. A. O. Bahaj et al. / Management Science Letters 9 (2019) 657

Table 1
Profile of respondents
Demographic characteristics Frequency (n=189) Percent %
Gender:
Male 145 76.7
Female 44 23.3
Age:
18-20 75 39.7
21-23 92 48.7
24-26 18 9.5
26 and above 4 2.1
Level of study:
Preparatory Year 18 9.8
Freshmen 48 25.4
Sophomore 41 21.7
Junior 35 18.5
Senior 47 24.6
CGPA
Less than 3.0 45 23.8
3.0-3.49 48 25.4
3.5-3.99 26 13.8
3.4-49 24 12.7
4.5-5 46 243
Table 2
Pearson Correlation Analysis results (n = 189)
AU PEU PU
AU 1.00
PEU 0.504** 1.00
PU 0.539** 0.697** 1.00

** Significant at 1 per cent level (2-tailed).
*Significant at 5 per cent level (2-tailed).

The correlation matrix confirms that Perceived Usefulness (PU) and Actual Use (AU) with a correlation
coefficient of 0.539 and then between the Actual Use (AU) and Perceived Ease of Use (PEU) with a
correlation coefficient of 0.504. Thus, the Pearson Correlation Analysis supports the TAM theory's pre-
diction and the supportive empirical research. Importantly, due to the limitation of the Pearson Correla-
tion Analysis, further regression analysis is required for more support.

4.2. Regression results and discussions
4.2.1. Reliability test

The dependent and independent variables examined in this study were tested for their reliability as shown
in Table 3. The reliability indicates to the accuracy which concern on stability, dependability and con-
sistency of an instrument. In this study, the Cronbach’s alpha coefficient is used, which is based on the
average correlation of items within a test if the items are standardized. Hari et al. (1998) documented that
the lower limit of acceptability could be .60.

Table 3
Mean scores and analysis of internal consistency
Variables No. of Items Mean SD Cronbach’s Alpha
Perceived ease of use 3 3.705 .890 .642
Perceived Usefulness 3 3.429 1.494 .666
Actual use 3 4.042 .882 .760

As displayed by Table 3, all the alpha coefficients exceed the recommended minimum cutoff level of
.60. Thus, the items measuring the variables are considered acceptable. In another word, the instruments
are reasonably accepted for the purpose of reliability.
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4.2.2. Regression results

Table 4 shows that the coefficient of determination (R?) for the model is equal to 32.1 per cent which
means that all the variables accounted for 32.1% of the variance in E-Services actual use. The table also
depicts that the model is a statistically significant where the F test statistic = 42.052 with a p-value <
0.000.

Table 4
Summary of the model

Adjusted R
R R square square F Sig.
.566 321 0.31 42.052 .000
Variables Expected sign Coeff. t Sig
(Constant) 10.117 .000
Perceived ease to use + 241 2.797 .006
Perceived Usefulness + 372 4318 .000

Table 4 shows the beta coefficients for the independent variables. The largest ¢ statistics is -4.318 (p-
value < 0.001) which is the Perceived Usefulness. This indicates that the PSAU's College of Business
Administration's students perceive the university's E-Services as a useful technology. This determinant
has a degree of importance in explaining the actual use of E-Services. This result is consistent with the
prediction of TAM theory and supportive extant research. The second ¢ statistics is 2.797 (p-value <
0.001) which is the Perceived Ease of Use of E-Services. This shows that the College of Business Ad-
ministration's students perceive the PSAU's E-Services as an easy technology to be used with exerting
any physical or mental efforts. This result is in line with suggestion of TAM theory and the supportive
literature. Thus, hypotheses Hi and H» were supported.

5. Conclusions and implications

The main objective of this study was to examine the factors influencing the use of E-Services among
College of Business Administration's students at PSAU. A sample of 189 College of Business Admin-
istration students at Prince Sattam bin Abdulaziz University in Saudi Arabia enrolling for the academic
year 2017/2018 has been used for distributing out a survey questionnaire as a means of collecting data.
Two factors (Perceived Ease of Use and Perceived Usefulness) were determined as contributing factors
influencing the extent to which E-Services were used by students. Using the multiple regression, con-
sistent with the ATM theory and the previous studies, this study has found that the Perceived Ease of Use
and Perceived Usefulness were important factors influencing the level of using the E-Services among
students of College of Business Administration. This implies that Saudi government, educational policy
makers and universities should motivate educational environment by supporting the technological infra-
structure at the university and enhancing the students' confidence in using E-Services. One technique is
by encouraging students to involve in E-Services activities. Further, colleges should conduct conferences,
seminars and workshops that enhance the students’ ability in using IT applications. Moreover an attempt
should be made to update and keep pace with the current developments and issues in academic research
and database. One limitation of this study could be attributed to the self-reporting bias. Filling in the
survey questionnaire, students may misreport their opinions to make the surveys look better. Another
limitation of this study is the number of factors introduced in the model. The results of this study will be
of interest to the educational policy makers, researchers and academic community due to a lack of formal
research body addressing the issues of E-Services in Kingdom of Saudi Arabia and, therefore, this study
will provide with substantial information about issues in the educational context of Saudi Arabia to count
on, in the future, as premise data. Regarding future line of research, efforts should be put at introducing
other determinants influencing students’ usage of E-Services such as performance expectancy, effort
expectancy, social influence and facilitating conditions. Future line of research may investigate the usage
of E-Services among academic and administrative staff. Further research should replicate this model to
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determine its validity in different contexts of Saudi universities and GCC countries, in different time
periods, and with different sample size. These limitations may motivate more future research in the GCC
setting.
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