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ABSTRACT

In the Netherlands, housing corporations are increasingly adopting self-service
technologies(SSTs)tosupportaffairstheirtenantsneedtoarrange.Thepurposeof
thestudyistoexaminethecustomers’motivationsofusingSSTsinthecontextof
theDutchpublichousingsector.Anempiricalinvestigationispresentedbasedona
sampleof1,209tenants.Usingpartialleastsquares(PLS),theacceptancemodelof
Blut,Wang,andSchoeferisadoptedandtested.Theresultsshowthatespeciallythe
needforinteractionnegativelyinfluencetheadoptionofSSTsbytenants.Positively,
subjectivenormandself-efficacyinfluencetheadoption.Furthermore,playfulness
negativelyinfluencesthisadoption.DevelopersofSSTsshouldfocusonitsulitalitarian
function,rathertheninvestinitsplayfulness.Moreover,adoptionispropelledbythe
encouragementofothers.Thiscanbeenhancedbypositiveword-ofmouthandshould
thereforestimulated.
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1. INTRoDUCTIoN

Althoughe-governmentservicestendtoboostpublicvalue(Valle-Cruz,2019),there
isalackofdisseminationofthesetypeof(Lopes,Macadar,&Luciano,2019).This
studyfocusesonaspecifictypeofe-service,namelyself-servicetechnology(SST).
Moreover,itexaminesthistechnologyinaspecificpublicsector,thehousingsector.
Investmentsinenablingtechnology-basedself-servicehasriseninthepublichousing
sector(Veuger&Chafia,2018).Housingcorporationshaveenthusiasticallyadopted
self-service technologies (SSTs) to support various types of (Roach & Beddeau,
2015).For instance,whenschedulinga repair requestorcancellationof the rental
agreement,SSTsserveasanalternativeorreplacementforpersonalcontactbyphone
oratthecounter.Ingeneral,thebenefitsoftheadoptionofSSTsincludelaborcost
reductionovertime(Chang&Yang,2008)andimprovementinconsumerserviceand
operationalefficiency(Curran&Meuter,2005).Despitetheincreasinginvestments
andambitions,thehousingsectorremainslackingbehindinthepenetrationofSSTs
anditsusagebythetenants(Veuger&Chafia,2018).

Hitherto,empiricalresearchontheadoptionofSSTshasprimarilyfocusedonSSTs
intheairlineindustry(Chang&Yang,2008),thebankingsector(Proença&Antónia
Rodrigues,2011),theretailcontext(Weijters,Rangarajan,Falk,&Schillewaert,2007;
WangM.,2012;Demoulin&Djelassi,2016),andthehotelindustry(Oh,Jeong,&
Baloglu,2013).Motivationsbythecustomersofhousingcorporationscouldhowever
differfromcustomersinthesecontexts,speciallyastenantsofhousingcorporations
tendtobelowerincomegroupswithalsoalowereducationallevel.Veuger&Chafia
(2018)alreadyindicatedadifferenceinbehaviorwithregardtodigitalserviceswhen
municipalities arecompared tobanks.This is supportedbyKaushik,Agrawaland
Rahman(2015)whofounddifferentattitudesofcustomerstowardsdifferentSSTs.
Moreover, these studies are conducted in contexts that already have a strong self-
service penetration. The self-service concept is still in its infancy in the housing
sector.Againstthisbackground,theobjectiveofthepresentstudyistoexplorethe
customers’ motivations of using SSTs in the context of the Dutch public housing
sector.Subsequently,thefollowingresearchquestionisformulated:

RQ: What factors could affect the adoption of self-service technology (SST) by tenants 
in the context of the Dutch public housing sector?

Thisresearchpursuesthisquestionbyutilizingtherigorousmodelofacceptanceof
SSTsdevelopedthroughameta-analysis(Blut,Wang,&Schoefer,2016)andapplying
itinthecontextoftheDutchpublichousingsector.Anempiricalexaminationamong
1209tenantsoffourhousingassociationsisconducted.Thisstudyaimstoprovide
managersandpolicymakerswithinsightsintohowtoaddresscustomersatisfaction
andusagebehaviorwithself-servicetechnology.

The remainder of this paper is organized as follows, the next section presents
theliteratureandconceptualframeworkforthestudy,includingthedevelopmentof
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hypotheses.Thethirdsectiondescribesthemethodologyoftheempiricalstudy.The
resultsarepresentedinthefourthsection.Thefifthsectiondiscussesthefindingsin
thecontextoftheextantliterature.Thepaperconcludeswithasummaryofthemajor
findings,themanagerialimplications,andthelimitationsofthestudy.

2. CoNCEPTUAL FRAMEwoRK

ThisresearchadoptsthemodelasproposedbyBlut,Wang,&Schoefer(2016)toserve
asafoundationinordertoinvestigateacceptanceofdifferentSSTtypes.Blutetal.
(2016)conductedameta-analysisofthefactorsthatinfluencecustomeracceptanceof
SSTs.TheirmodelisbasedonseveralacceptancemodelsincludingtheTechnology
AcceptanceModel(TAM;Davis,Bagozzi,&Warshaw,1989)andtheUnifiedTheory
ofAcceptanceandUseofTechnology(UTAUT;Venkatesh,Thong,&Xu,2012).The
conceptualframeworkofthisstudyisillustratedinFigure1.

Asisshown,themodelconsistsofthreedifferentparts:(1)potentialdeterminants
ofSSTuse,(2)mediatorsand(3)theoutcomeinrelationtotheintendeduseofSST.
Studyingbehavioralintentionasanindicatorofuseracceptanceisinlinewithprevious
studies(e.g.Wang,2012).Therelationshipbetweenintentiontouseandactualusage
iswellsupportedinpriorliterature(e.g.Chin&Lin,2016).Perceivedeaseofuseand
perceivedusefulnessaretwokeyvariablesthatserviceasmediator.Whenconsidering
thecontextofSST,perceived usefulnessreferstoanindividual’sconcernsaboutusing
SSTtocompletehis/herneedsinregardstoservicetransactionsinatimelyandefficient

Figure 1. Self-service technology acceptance framework based on the work of Blut, Wang, & Schoefer (2016)
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manner(Weijters,Rangarajan,Falk,&Schillewaert,2007).Perceived ease of useon
theotherhandreferstohowtheindividualperceivesthetimeandefforthe/shespends
toobtaintheservicethroughtheuseofaself-servicetechnology(Berry,Seiders,&
Grewal,2002).Alsoattitude toward useisincluded,asproposedintheoriginalTAM
(Davis,Bagozzi,&Warshaw,1989).The relationshipsamong these threearewell
establishedandsupportedbyanextensiveamountofscientificliterature(e.g.Chin
&Lin,2016),thereforthefocusofourstudyisnotontherigourofthemodelitself
butontheapplicabilityofSSTsbythepublichousingsector.

Determinantsintheframeworkhaveamultitudeoftheoreticalroots.Subjective 
norm is introducedbyFishbeinandAjzen(Fishbein&Ajzen,1975)fromrational
behaviouraltheory.Itreferstopeople’sexpectationsregardingtheperformanceofa
particularbehaviour.InthecontextofSSTresearchfoundakeyroleofthisfactorin
theacceptanceofanSST(Kaushik,Agrawal,&Rahman,2015;Demoulin&Djelassi,
2016).ExperienceisrootedintheUTAUTmodelandreferstothegeneralexperience
customershavewithtechnology.Meuter,Bitner,OstromandBrown(2005)foundthis
tobeanantecedentintheacceptanceofSSTs.

Theneed for interaction,thedesiretoretainpersonalcontactwithothersduring
aserviceencounter,isoftenfoundtonegativelyimpacttheuseofSSTs(e.g.Meuter,
Bitner, Ostrom, & Brown, 2005; Demoulin & Djelassi, 2016). Veuger & Chafia
(2018)alsosuggestthisisadeterminantforunderutilizingSSTsinpublichousing
associations. Self-efficacy is considered a key cognitive determinant of human
behaviour.Studiesalsofoundthistoaffectacustomer’sintentiontocontinueusing
anSST(Wang,Harris,&Patterson,2013;Demoulin&Djelassi,2016).Whileself-
efficacyisrelatedtointernalcontrol,external controlisaboutthecustomer’sbelief
regardingtheavailabilityoforganizationalresourcesandsupportstructuretofacilitate
theuseofthetechnology(Venkatesh&Bala,2008).It isalsofoundtoplayarole
intheintentiontouseanSST(Demoulin&Djelassi,2016).Anxietyfortechnology
isanindividual’sapprehension,orevenfear,ofusing,orsimplyconsideringusing,
technology in general. Research showed that this play(Meuter, Ostrom, Bitner, &
Roundtree, 2003; Demoulin & Djelassi, 2016). Fun, excitement, joy, pleasure and
contentmentaretermsassociatedwithcomputerplayfulness.Withtheseminalwork
ofVanderHeijden(2004)enjoymentisanintegralpartofacceptancemodels.Itis
thereforenotsuprisingthatstudiesonSSTacceptancealsofoundsignificantresults
inthiscontext(e.g.Wang,Harris,&Patterson,2013).

3. RESEARCH METHoD

Thisstudyscrutinizesindividualmotivationsandbehavior.Itisrathercommonforthis
unitofanalysistoadoptaquantitativemethod(Groeneveld,Tummers,Bronkhorst,
Ashikali,&Thiel,2015).Across-sectionalquestionnaireisthususedfortheanalysis
oftheusageofSSTs.
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3.1 Measures
Thequestionnairewasplannedtobeasshortaspossibleandeasytocomplete.Before
collectingdata,thesurveywaspre-testedwith10tenantsandexpertstoclarifywhether
thequestionswereunderstandableandcorrectlyinterpreted.Thequestionnairecontains
severalconstructsandusesbothmulti-itemmeasurementandsingle-itemmeasures.
Althoughmulti-itemmeasurementiscommonpracticeinpriorself-servicetechnology
adoptionstudies(e.g.Curran&Meuter,2005),single-itemmeasuresarealsofound
tobevalidwhenexaminingtechnologyusage(Rossiter&Braithwaite,2013).This
issupportedbyCheah,Sarstedt,Ringle,Ramayah,andTing(2018),whofoundonly
marginal differences between single and multi-items in the context of hospitality
intermsofconvergentvalidityandrecommendedonshortsingleitemsinorderto
minimize survey length.Especiallywhen the constructs are concrete, single-items
increase the response rate, and have a closer linkage between academic rigor and
practicalrealities(Nair,Ataseven,Habermann,&Dreyfus,2016).

Theconstructsthataremeasuredbysingleitemsincludeself-efficacy,computer
playfulness, experience, subjective norm, attitude and behavioral intention. The
constructs that aremeasuredwithmultiple itemsare anxiety, need for interaction,
externalcontrol,perceivedusefulnessandperceivedeaseofuse.Allthemeasurement
items were measured using a five-point Likert scale ranging from “1 = strongly
disagree”to“5=stronglyagree”.Bothtypeofmeasures,singleitemsandmultiple
items,wereadoptedfromtheextensiveworkdonebyBlut,WangandSchoefer(2016).

3.2 Data Collection and Sample
TheNetherlandshas339housingcorporationswithmorethan2millionhousesintheir
portfolio.TheNetherlandshasthehighestpercentageofsocialhousing(35%)inthe
EuropeanUnion(VanderVeer&Schuiling,2005).Datawascollectedfromtenants
atfourhousingcorporationsintheNetherlandsin2019.Thesecorporationsprimarily
operateinthewestoftheNetherlands.Threeoftheseareconsideredlarge(between
10.000and25.000rentableunits)andoneextralarge(>25.000rentableunits).

Twohousingcorporationsshared thesurveyvia theironlinechannels (website
andFacebook).Theothertwocorporationssendthesurveyviaaresearchagencyto
a selectpartof their tenantbase.Criteria for this selectionentailed that theemail
adresswasknown,andthattheywereregistreredforthecustomerpanel.Thisresulted
in1570respondentsthatstartedtheonlinequestionnaire,ofwhich1209werefully
completed.Onlythelatterareusedforfurtheranalyses.

Thesocio-demographiccharacteristicsareshowninTable1.Inthesample,the
ratioofmentowomenwasapproximatelyequal(45.4%vs.54.6%).Themajorityof
thesample(>60%)wereabovetheageof60.Thesampleisthussomewhatskewedto
olderpeople.Withregardtotheeducationalleveloftherespondents,thedescriptive
figuresshowthemajorityofthesamplehasatleasttheirhighschooldiploma.
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4. RESULTS

Partialleastsquares(PLS)isusedtotestthemodel.Thisisusedbecausetheresearch
presentedinthisstudycanbecharacterizedasexploratoryasitaimstoidentifykey
‘driver’constructs rather than theory testingorcomparison.Also,PLSmakes less
demandonmeasurementscales(Gefen,Straub,&Boudreau,2000;Hair,Ringle,&
Sarstedt,2011)andnormaldistribution(Chin,1998).UsingthesoftwareSmartPLS
(Ringle, Wende, & Becker, 2015), the measurement model is examined to assess
reliabilityandvaliditybeforetestingthestructuralmodelandthustestthehypotheses.

4.1 Measurement Model
First, the reliability of the multi-item measures is assessed. The Cronbach’s alpha
valuesarebetween0.801and0.916,thecompositereliabilitiesofmulti-itemscales
modelled with reflective indicators are 0.70 or greater, suggesting that the scales
haveahighlevelofinternalconsistencyreliability(Hair,Black,Babin,Anderson,&
Tatham,2009).ThevaluesofρAarealsoacceptableastheyareabove0.70(Henseler,
Hubona,&Ray,2016).Second,convergentvalidityoftheconstructsisassessed.As
showninTable2thefiguresalsodemonstratesufficientresultsastheaveragevariance
extracted(AVE)areatleast0.50(Fornell&Larcker,1981).

Thirdly,toassessdiscriminantvaliditytheFornell-Larckercriterion(Fornell&
Cha,1994)isexamined.Alatentconstructshouldbetterexplainthevarianceofits
ownindicatorratherthanthevarianceofotherlatentconstructs.Therefore,thesquare
rootofeachconstruct’sAVEshouldhaveagreatervaluethanthecorrelationswith
otherlatentconstructs.Table3providestheresultsforourstudyandshowsthatthe
criterionholdsforeveryconstruct.

Additionally, following the latest guidelines, the heterotrait-monotrait ratio of
correlations (HTMT) is also used to assess discriminant validity. Henseler Ringle
andSarstedt (2015) argued a strong caseof using this approach.The authors also
showedpoorperformanceofcross-loadingsinmeasurementmodelsandthusthisis
leftoutofthisstudy.Inordertoclearlydiscriminatebetweentwofactors,theHTMT
shouldbesmallerthan0.90(Henseler,Hubona,&Ray,2016).AsTable4shows,all
correlationscomplytothatcriterion.Hence,discriminantvalidityisdemonstratedby
theFornell-Larckercriterionandtheheterotrait-monotraitratio.

Totestformulticollinearity,thevarianceinflationfactors(VIFs)werecomputed
(Kock, 2015). All were found to be less than the conservative threshold of 5
with a minimal value of 1.32 and a maximum value of 3.76, thus suggesting that
multicollinearitywasnotamajorissueinthestudy.

4.2 Structural Model
Beforediscussingthepathcoefficients,theendogenouslatentvariable’scoefficients
ofdetermination(R2)andtheblindfolding-basedcrossvalidatedredundancymeasure
Q2 are examined. These are shown in Table 5. Using the guidelines of Henseler,
Ringle andSinkovics (2009)onecan state that theR2 ofperceived usefulness and
usage intentionindicateamoderatelevelofexplanatorypower.TheR2ofperceived 
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ease of useontheotherhandindicateasubstantiallevelofexplanatorypower.The
resultsshowthatthethreedependentvariableshaveaQ2lessthan0.50,whichdepicts
mediumpredictiveaccuracy.

Thedeterminantsshowdifferentresultswithregardtothemediators(usefulness
andeaseofuse).Perceived usefulnessissignificantlypositivelyaffectedbysubjective
norm(β=0.132;p<0.05),experience(β=0.050;p<0.05),externalcontrol(β=
0.176;p<0.05)andanxiety(β=0.074;p<0.05),andnegativelyaffectedbythe
needforinteraction(β=0.181;p<0.05)andcomputerplayfulness(β=-0.058;p
<0.05).Perceived ease of useispositivelyaffectedbyself-efficacy(β=0.287;p<
0.05)andexternalcontrol(β=0.087;p<0.05)andnegativelyaffectedbytheneed

Table 1. Descriptive statistics of sample characteristics (N=1209)

Frequency Percentage

Gender

Male 549 45.4%

Female 660 54.6%

Age

18-29 37 3.1%

30-39 90 7.4%

40-49 104 8.6%

50-59 235 19.4%

60-69 304 25.1%

70-79 309 25.6%

>80 130 10.8%

Education

Lessthanhighschooldegree 99 8.2%

Highschooldegreeorequivalent 744 61.5%

Highereducation 229 18.9%

Other 137 11.3%

Table 2. Cronbach’s alpha, composite reliabilities and average variance Extracted (AVE)

Cronbach’s 
Alpha ρA Composite 

Reliability AVE

Externalcontrol 0.801 0.838 0.881 0.712

Needforinteraction 0.815 0.848 0.878 0.645

Anxiety 0.870 0.872 0.911 0.721

PerceivedEaseofUse 0.884 0.889 0.915 0.685

PerceivedUsefulness 0.916 0.918 0.934 0.704
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forinteraction(β=-0.181;p<0.05),anxiety(β=-0.406;p<0.05)andcomputer
playfulness(β=-0.050;p<0.05).

5. DISCUSSIoN AND CoNCLUSIoN

This explanatory study aimed at investigating the impact of positive and negative
determinantsonuseofself-servicetechnologybypublichousingcorporationsinthe
Netherlands.Inaddition,theexaminationofthemediatingroleofperceivedusefulness
and perceived ease of use was considered. The results, with 1209 respondents,

Table 3. Correlations (off-diagonal elements) and square root of the AVEs (diagonal elements)

External 
control

Need for 
interaction Anxiety Perceived 

Ease of Use
Perceived 
Usefulness

Externalcontrol 0.844

Needforinteraction -0.258 0.803

Anxiety -0.281 0.492 0.849

PerceivedEaseofUse 0.388 -0.592 -0.767 0.828

PerceivedUsefulness 0.456 -0.540 -0.520 0.693 0.839

Table 4. Heterotrait-monotrait ratio of correlations (HTMT)

External control Need for 
interaction Anxiety Perceived Ease 

of Use

Needforinteraction 0.302

Anxiety 0.317 0.561

PerceivedEaseofUse 0.442 0.673 0.875

PerceivedUsefulness 0.521 0.609 0.583 0.761

Table 5. Results of structural equation model

Determinant Perceived usefulness Perceived ease of use Usage intention

Subjectivenorm 0.132* 0.024 0.106*

Experience 0.050* 0.025 0.005

Needforinteraction -0.181* -0.198* -0.244*

Self-efficacy 0.040 0.287* 0.158*

Externalcontrol 0.176* 0.087* 0.045

Anxiety 0.074* -0.406* -0.056

Computerplayfulness -0.058* -0.050* -0.069*

R2 0.57 0.72 0.45

Q2 0.37 0.46 0.43

*p < .05.
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revealedempirical evidence for amajorpartof thedeterminants andmediators in
theconceptualmodel.

Encouragementbyothers, subjectivenorm, is influencing theSST’sperceived
usefulness.Thisalsoimpliesthatwhentenantscommunicate,theytendtodiscussthe
functionalitiesoftheSSTratherthanitseaseofuse.Moreover,itdirectlyaffectsthe
intentiontousetheSST.Priorresearchfoundthatapositiveword-of-mouthinfluences
theintentiontousebankingself-servicetechnology(Proença&AntóniaRodrigues,
2011).Thisstudy’sfindingsshowthatthisalsoholdsforSSTsinthepublichousing
sector.

Second, experiencewith theSST influences itsusefulnessasperceivedby the
user.Tenantsperceptionsabout theutilitarianbenefitsofanSSTis thus increased
whentheyuseitmoreoften.Thisisinlinewithresearchontechnologyacceptanceby
consumers(Venkatesh,Thong,&Xu,2012).Ithoweverdoesnotinfluencetheintention
touse theSST. Interestingly, thisdiffers frompriorSSTacceptance research (e.g.
Blut,Wang,&Schoefer,2016).Apossibleexplanationofthisdivergentresultisthe
lowfrequencyofusagebytenants.Forinstance,onlinebankingtechnologyorpump
terminalsareusedonadailyorweeklybasis(Meuter,Ostrom,Bitner,&Roundtree,
2003),whereasSSTinthepublichousingsectoristypicallyusedonalimitedbasis.

Thirdly, the need for interaction shows an overall significant impact. This
empiricallyconfirmsthesuggestionbyVeuger&Chafia(2018)thattenantsneedthis
interaction.Moreover,itplaysakeyroleforunderutilizingSSTsinpublichousing
associationsasitindicatesaverystrongnegativeeffectonitsusefulness,easeofand
theintentiontouseanSST.Tenantsthustendtopreferface-to-facecontactregarding
service issueswith their housing.This conclusionmustbe interpreted in the light
ofsocio-demographiccharacteristicsasthesampleisskewedtowardsolderpeople.
Prior research found thatagehasa stronganddirectnegativeeffectonpreference
forSSToverpersonnel-in-contact(Simon&Usunier,2007),thisisalsoconfirmed
inthisresearch.

Bothinternal(self-efficacy)andexternalcontrolplayasignificantroleinaffecting
theperceptionoftheconvenienceoftheSST.Especiallyself-efficacyhighlyimpacts
howeasilytheSSTisoperated.ThiscanbeexplainedbythefactthatSSTsbypublic
housing associations are primarily characterized by its utilitarian features. Self-
efficacy,similartoexperience,ismorerelevantforutilitarianSSTs.Forutilitarian
SSTs,customersaremorewillingtoputinmoreeffort themselves(Blut,Wang,&
Schoefer,2016).Thiscanalsoexplainthatexternalcontroldoesnotaffecttheintention
tousetheSSTsofferedbypublichousingassociations.

Thepenultimatedeterminant,anxiety,doesnotaffecttheintentiontousedirectly.
However, it does play a significant role in influencing the perceptions about the
usabilityoftheservice.Tenantsthathaveahighanxietylevelseemtocontemplate
theeaseofuse.

Lastly, computer playfulness was found to negatively influence the mediating
variablesaswellas theintentiontousetheSST.This is themostprevalentouting
oftheutilitarianroleofSSTsinpublichousing.Evenmore,signsofenjoymentare
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irrelevantwhenusing these technologies.This in contrast toother sectors suchas
retail,whereenjoymentofSSTshasasignificanteffectonitsconsumersatisfaction
(WangM.,2012).

5.1 Managerial Implications
Given that SST involves significant financial investment and that tenants are
increasinglyinteractingwithpublichousingassociationsthroughsuchtechnologies,the
presentstudyhasimplicationsformanagersofsuchservices.First,amajorinfluence
ontheadoptionisthelackofinteractioninthesetechnologies.Managersmustreflect
ontheimportanceofhumancontactinrelationtotheirservices.Thepossibilityto
communicateface-to-facewithapersonduringtheuseofanSSTisadvisable.Still,
managerswhoareinchargeofSSTmayalsoneedtoconsiderembeddingconversational
interfaces(e.g.chatbots)inordertoincreasethefeelingofinteraction.Thecausallink
thatexistsbetweenconsumers’perceptionsofcontroland thedependentvariables
suggeststhatenhancingconsumers’perceptionsofcontrolisessential.Managerscan
helptheirconsumerstoenhancetheirfeelingofcontrolbyminimizinguncertainty
during theservicedeliveryprocess.Bymeansof, for instance,avideo tutorialon
theSSTscreen thatgivesclear,step-by-stepdescriptionsof theserviceprocessor
providinganintuitiveoperatinginterfacefortheSST.Finally,whendevelopingSST,
oneshouldincludetenantsinthisprocess.Tenantsshouldbeconsultedandinvolved
inthedesignoftheSSTtoensurethatitaddressesimportantneeds.Especiallynon-
functionalrequirements.Thiswilldecreaseanxietyandincreaseapositiveword-of-
mouth,whichinturnincreasestheadoptionasthisisinfluencedbysubjectivenorm.

5.2 Limitations and Future Research
This research has some acknowledged limitations. First, it must be stipulated that
this study is conducted in theDutchcontext.Thepublichousing sector is far less
globalized then others. The results should therefore be generalized with caution.
Second,thequestionnaireofthisstudywasdistributedviaonlinechannels.Peoplewith
nointernetaccesswerethusnotconsidered.Futureresearchcanbroadenthesample
byidentifyingandincludingthisspecificgroupoftenants.Third,incontrasttoother
studies,thisstudyusedsomesingle-itemvariables.Althoughliteratureisindecisive,it
iscommonpracticetousemulti-itemvariables.Futureresearchthereforecaninclude
multi-itemvariablestoincreasethereliabilityofthemodel.Fourth,theintentionto
usetheSSTismeasuredinthisstudy.Althoughmuchpriorresearchshowedaclear
relationbetweentheintentionandactualusage,researchcanbeenrichedbystudying
itsactualusageaswellasmeasuringthecontinueduseofSSTovertime.
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