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Abstract 

 Indonesia is among the countries developing the concept of smart city. The national 

government envisions Indonesia 2030 which shall implement the smart city towards sustainable 

development. Many regions in Indonesia have already implemented the concept of smart city, 

but still on the level of smart government and smart technology, lacking on the smart citizen 

component of a smart city. This paper aims to analyze the citizens behavior of using technology 

on Sleman smart citizen 2021 through the lapor sleman mobile application. This research uses 

mixed method of quantitative and qualitative approaches in examining the data. The authors 

distributed 100 questionares and conducted interviews to the government which is department 

of communication and information, Sleman and the several community that ever use the lapor 

sleman application. The result of the study reveals the following: firstly, performance 

expectancy, social influence, and behavioral intention  are three independent variables which 

affect the users’ behavior. Secondly, the behavioral intention has the biggest significant effect 

on users’ behavior. Thirdly, the citizen behavior of using technology has affect the making a 

smart citizen. Therefore, using technology in term of lapor sleman mobile application can make 

the citizens as active participants in public life, in terms of social cooperation, freedom of 

expression and flexibility. However, there are still many problems in the use of lapor sleman 

mobile application such as the limited access to only android smartphones, lack of technical 

know-how, and people’s reluctance to use the lapor sleman mobile application. 
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INTRODUCTION 

Indonesia is among the countries which is developing the concept of smart city 

(smartcityindonesia.org, 2018). The elements of the smart city concept include the following: 

smart government, smart education, smart building, smart mobility, smart technology, smart 

healthcare, smart infrastructure, smart development planning, smart energy, smart security and 

smart citizen (Siti, 2018). All these elements are interconnected. Hence, the concept of smart 

city will not run effectively and efficiently, if not being supported by smart citizens. The 

concept of smart citizen is about the synergy between technology and the citizens; without 

smart people, smart city development will not run well. Intelligent societies are urgently needed 

as the main driving force of the digital economy which is expected to produce a change in the 



future of the economy (smartcityindonesia.org, 2018). According to Pew Research (2014) in 

Comptutrade Technology International (2016), a citizen or community who often use the 

internet will most likely to be more productive. The more connectivity people have, the more 

information they can get. This makes wireless technology as an essential component in building 

smart citizens.  

In Yogyakarta, some districts have implemented smart city/smart regency. In this study, 

Sleman Regency which is one of the pilot project of Ministry Of Communication and 

Informatics of Republic Indonesia in terms of application smart city (Indera, 2018). On 2017, 

Sleman was awarded by Indonesian Government Awards (IGA) 2017  as a district committed to 

continue the implementation of smart city and 24 other cities/districts in Indonesia 

(slemankab.go.id, 2018). On the same year, Sleman has completed five quick win in one data of 

SMEs (Small Medium Enterrprise, namely; smart room, Lapor Sleman, Sleman Creative House, 

and Sleman Creative Space (slemankab.go.id, 2018). Regent Sri Purnomo of Sleman Regency is 

fully committed to make Sleman as Smart Regency in 2021, which is based on the application 

of integrated information and communication technology. Strategy and road map of smart city 

implementation is found in the Regional Medium Term Development Plan (RPJMD) of Sleman 

2016-2021. The implementation of good information technology will ultimately support the 

process of determining the direction and policy of an organization, as well as the Sleman 

regency. This is in accordance with the vision of Sleman Regency, to quote "The realization of 

a more prosperous Sleman community, Independent, Cultured and Integrated system to the 

Smart Regency in 2021” (RPJMD Sleman 2016-2021). Specifically, the policy direction of 

Smart Regency development in Sleman Regency Government is focused on several aspects as 

follows:   

1. Service, emphasis on technology utilization and improvement of human 

resource commitment to realize excellent service toward Sleman Smart 

Regency. 

2. Internal efficiency, simpliflying  procedures, standardization, 

emphasis on time efficiency and cost of unnecessary 

pruning/bureaucratic procedures, as well as standard setting. 

3. Networks/inter-governmental institutions, emphasis on establishing 

connections between government institutions for resource sharing, 

particularly related to data resources (RPJMD Sleman, 2016-2021). 

The application that is often used by the people in Sleman is Lapor Sleman 

mobile application based on the staff of the department of communiaction and 



information in Sleman (Sleman Report, 2018, interview). Every year there are about 

1500 complaints forwarded to the government through Lapor Sleman mobile 

application. The functionality of the Lapor Sleman varies. In general, this application is 

used as a communication medium which bridge the community and the regency 

government to the various problems occurring in Sleman. This include things that can 

be reported, among others, ranging from the condition of damaged roads, public 

infrastructure, problems of handling waste, licensing, criminal and so forth (Ariya, 

2018). Hence, this will pave the way for developing high tech adaptation in Sleman and 

can be a pilot for other districts in the rest of the cities and regencies in the Yogyakarta 

region. Subsequently, technology-aided citizens lead to smart city with smart citizens.  

Moreover, this paper analyzes the factors that influence the citizen behavior using lapor 

sleman application and how does citizens behavior affect the Sleman smart citizen 2021 

vision.  

 

THEORETICAL OVERVIEW 

 There are key components of smart city which set to clarify the relation between 

the factors and applications (Nam and Pardo, 2011). First, technological factors may 

transform  a regency or city into a smart city with the significant use of information and 

communications technology (ICT). While technological infrastructure is necessary, it is 

not a sufficient indicator of a  functioning smart city (Baldascino and Mosca, 2016); 

(Nam and Pardo, 2011). This view refers to the integrated network technology that 

provides ICT system for the public organization,  particularly as alternative action 

related to accessibility and availability information system.  For example, internet-based 

government is capable to transform itself from old government to new government 

(Nam and Pardo, 2011) 

Secondly, human capital and education have important implications to the 

process of development. It addresses the other factors such the roles of human actions, 

social capital, and education in smart city. The effect of technology could be mapped 

using several components of human capital, i.e. human conduct, human subjectivity, 

and functioning human life. Thus, it could be deduced that the development of smart 

people is linked to the quality of human and social capital, improving public 



participation, creativity, cultural, and public knowledge. Smart people are invested with 

norm and morals which can address ways to building a smart city (Vanolo, 2014).  

Third, institutional factors have implication to government structures, 

governmental powers, and regulatory process that impact a smart city. The assessment 

on regulatory rules in the institutionalization of a smart city for instance, depends on 

how it is approached, developed, and implemented by policy-makers. However, 

regulations and policies can bring solutions by changing the rules and institutions in aid 

of technology. In other words, the present of government support and governance is the 

main act to design and to implement a  smart city (Vanalo, 2014).  Nam and Pardo 

(2011) argued that institutions enable smart city to integrate transparent governance, 

strategic and supporting activities, networking, and partnership (Nam and Pardo, 2011).  

For Palomo and Navio (2017), the development of smart city is related to 

governance network, with patterns of social relation and interaction among the actors, 

aimed to create good partnership interaction (Palomo and Navio, 2017). Governance 

network is characterized by the following:  

1. formalized coordination pattern,  

2. organized network understanding,  

3. regulated rules to improve the ability of decision making process,  

4. bind agreements and building informal relationships.  

Be that as it may, growing concern on sustainability issues is explored in the 

smart city concept. Examining the context of human capital for developing smart city is 

important to link better service and infrastructure through participatory governance 

(Ahvenniemi et al. 2017). Several studies have been conducted to have a more holistic 

approach in the study of smart city.  A smart city brings together technology, 

government and society to achieve smart economy, smart environment, smart people, 

smart living, and smart governance (Ahvenniemi, et al. 2017); (Cocchia, 2014); (Travis, 

2017); (Aelenei et al. 2016); (Garcia-Ayllon and Miralles, 2015); (Massana et al. 2017); 

(Holler et al. 2014); (Allwinkle and Cruickshank, 2011). 

The methods of community participation have been tried and tested in 

controversial determinations (Bull et al., 2008) and transportation planning (Bickerstaff 

and Walker, 2005). Sovocool (2014) notes that there are three benefits to engage society 

using technology; firstly, democracy increases since all citizens have the right to 



participate and are represented in environmental decision-making; Secondly, 

communities are often more familiar with the local concerns of the people, and thirdly, 

greater acceptability can often achieved by involving those affected by the situation. 

Information technology is a platform to generate participatory processes from people in 

the community (Sovocool, 2014). Connecting data, people and knowledge, is the 

purpose of the platform serving as a node to build productive and open indicators and 

distributed tools, towards collective development of the city. Acceptance of information 

technology needs to be realized by members of the government and also the entire 

community to build a good country with good governance and adaptation to the 

technology-mediated era (Bull et.al., 2008).  

This paper utilizes UTAUT theory to analyze the Acceptance of information 

technology in Sleman regency. Unified Theory of Acceptance and Use of Technology 

(UTAUT) is one of the latest technology acceptance models developed by Venkatesh et 

al (2013). UTAUT combines the successful features of eight leading technology 

acceptance theories into one theory. The eight major theories incorporated in UTAUT 

are the theory of reasoned action (TRA), the technology acceptance model (TAM), the 

motivational model (MM), the theory of planned behavior (TPB), the combined TAM 

and TPB, the model of PC utilization (MPTU) , innovation diffusion theory (IDT), and 

social cognitive theory (SCT). UTAUT proved to be more successful than the other 

eight theories in explaining up to 70 percent of user variants. After evaluating all eight 

models, Venkatesh et al. found seven constructs that appear to be a significant direct 

determinant of behavioral intention or use behavior in one or more models.  

The constructs are performance expectancy (PE), effort expectancy (EE), social 

influence (SI), facilitating conditions (FC), attitude toward using technology, and self-

efficacy (Batara, 2017). After further testing, they found four major constructs that play 

an important role as a direct determinant of behavioral intention and use behavior, 

performance expectancy, effort expectancy, social influence, and facilitating conditions. 

While others are not significant as a direct determinant of behavioral intention. There 

are also four moderators: gender, age, voluntariness, and experience positioned to 

moderate the impact of the four major constructs on behavioral intention and use 

behavior. However in this study will not use the moderate variables. 



Based on the model of UTAUT theory, the authors proposed a new one research 

model as shown in Figure 1 below.  

 

 

 

 

 

 

Figure 1. Research model. Source: Compiled by the author (Fridayani, 2018). 

Performance Expectancy 

Performance Expectancy  as revealed by the studies of Yang, et.al., (2007); 

Song, et. al., (2008), and Qian, et. al., (2008) is one of the constructs of UTAUT which 

has a significant effect on behavior intention. Performance Expectancy is defined as the 

extent to which individuals believe that the use of a system will help them to achieve 

maximum performance in their works (Venkatesh et al., 2003). Ajzen (1991:181) 

mentioned that intention is one of the motivating factors which influences behavior. 

Behavioral Intention indicates the extent to which a person will use a particular 

technology in the future (Marhaeni, 2014). Performance expectancy in the use of 

technology is defined as how high a person, believes that using a system will help 

him/her to gain performance benefits at his/her job. The indicators used to measure are: 

a. The usefulness of perceptions in the technology use of Sleman Smart Citizen is 

how far a person believes that using a particular system will improve the 

performance of his work. 

b. The relative advantage in the technology use of Sleman Smart Citizen is how the 

capabilities of a system improve the performance of individual work. 

c. The results outcomes are a relation to the consequences of behavior. Based on 

empirical evidence in the technology use of Sleman Smart Citizen, they are 

separated into performance expectations and personal expectations. 

Performance Expectancy 

Effort Expectancy 

Social Influence 

Facilitating Condition 

X1 

X2 

X3 

X4 

User Behavior 

Behavioral Intention 

X5 



H1: The performance expectancy has significant effect on users behavior 

Effort Expectancy 

Effort Expectancy according to Venkatesh et al. (2003) has a positive influence 

on Behavioral Intention. The same was expressed by Pahnila et al. (2011) stating that 

effort expectancy is one of the important factors in the acceptance of Tao Bao, Chinese 

eBay (Pahnila et.al., 2011). This was corroborated by the research of Foon and Fah‘s 

(2011) on Internet Banking adoption in Kuala Lumpur, which revealed that effort 

expectancy was one of the factors that directly affected Behavioral Intention (Foon and 

Fah, 2011). However the study from Tibenderana & Ogao (2008); Qian, et. al., (2008), 

and Šumak, Polančič & Heričko (2010) concluded that effort expectancy does not 

significantly influence behavioral intention. Effort Expectancy is the level of ease 

perceived by the users in using a system (Venkatesh et al., 2003). Effort expectancy in 

technology use is defined as the level of convenience associated with the use of a 

system. The indicators used to measure Effort Expectancy are: 

a. Ease of use of perceptions is how far one believes that using a system will be 

free from difficult attempts. 

b. Ease of use is how far using a perceived innovation is easy to use. 

H2 : The effort expectancy has significant effect on users behavior 

Social Influence 

Social Influence is the extent to which a person perceives that other people 

around him or her (eg, family and friends) can influence him or her to use a certain 

technology (Venkatesh et al., 2013). According to the research of (Foon and Fah (2011), 

social influence has a significant influence on behavioral intention, it is also supported 

by a research conducted by Indrawati and Haryoto (2015) showing that social influence 

has a positive influence on behavioral intention. According to Venkatesh et al. (2003), 

social influence is the factor determining behavioral intention directly. While Xu (2014) 

argued that social influence is the most important determinant of the continuous 

intention. Social influence in technology use is defined as the extent to which an 

individual perceives interests believed by others who will influence it using a new 

system. The indicators used to measure social influence are: 



a. The subjective norm is the perception of a person that most people who matter 

to him think he or she should or should not do the behavior. 

b. Social factors are the internalization of a person about the subjective culture of 

the reference group and the specific interpersonal agreement that a person 

undertakes with others in specific social situations. 

H5 : The social influence has significant effect on users behavior 

Facilitating Condition 

Facilitating Conditions are defined as the extent to which an individual believes 

that organizational and technical infrastructures exist to support the use of a system 

(Venkatesh et al., 2013). A research by Foon and Fah (2011) stated that facilitating 

conditions are the factors influencing behavioral intention. In the UTAUT  model, 

Venkatesh et al. (2013:162) added that the direct influence of facilitating conditions on 

behavioral intention. In contrast, the study of Indrawati and Haryoto's (2015) found out 

that there is no evidence to suggest that facilitating condition variables have a positive 

influence on behavioral intention. However, The results of this study are in line with the 

results of research by Al Awadhi & Morris (2008), Foon & Fah, (2011) which 

concluded that facilitating conditions has a significant effect on behavioral intention. 

Facilitating Conditions in technology use are defined as the extent to which one believes 

that organizational and technical infrastructure is available to support the system. The 

indicators used to measure facilitating conditions are: 

a. Perceptual behavior control is a reflection of perceptions of internal and external 

constraints on behavior and includes self-belief, resource facilitation conditions, 

and technological facilitation conditions. 

b. Facilitating conditions are objective factors in the environment in which the 

observers agree to make an action to be easy to perform, including the provision 

of computer support. 

H5 : The facilitating condition has significant effect on users behavior 

Behavioral Intention 

According to Wu et al. (2012), Use Behavior measures the actual use frequency 

of a technology by the users. Use Behavior is measured from the actual frequency of a 

particular technology use (Venkatesh et al., 2003). The research made by Indrawati and 



Marhaeni (2015) found out that use behavior has a positive and significant influence on 

behavioral intention. In the study of Wu et al. (2012), it was found that behavioral 

intention is one of the variables having an influence on use behavior. This is followed 

by a research of Indrawati and Marhaeni (2015) revealing that behavioral intention has 

an influence on use behavior. Behavioral Intention in use technology is defined as a 

person's desire to perform a certain behavior. Indicators used to measure behavioral 

intention are: attitudes toward behavior and normative considerations to use the 

technology in the future. 

H5 : The behavioral intention has significant effect on users behavior. 

The idea of smart citizen is important in contributing to the urgent debate about 

the future of a city. An industry is developing around the vision of 'Smart City', 

estimated to be worth more than that $ 20 billion of annual market value by 2020 (Pike, 

2013). However, debating merely on the vision will not give citizens the economic 

benefits that they claim (Pike, 2013).  Thought of smart citizen as a co-creator refers to 

a rich intellectual background in both technology design and urban design (Pike, 2013). 

Digital culture has spawned collaborative code ethics, and there has been a tendency to 

apply thought and methods from open source software development to other domains 

(Giffinger, 2007). This idea  resonates with the tradition in urban planning that was first 

articulated by Patrick Geddes (Pike, 2013) at the turn of the 20th century, and held by 

Jane Jacobs in the 1960s when he demanded that institutional city planning make room 

for the voices and views of citizens. 

The concept of smart citizen is a platform to generate participatory processes of 

people in the city. Connecting data, people and knowledge to serve as a node in building 

productive and open indicators, and distributed tools for the collective development of 

the city. Smart citizen needs to be realized by members of the government and also the 

entire community to build a good country with good governance as well and not left 

behind in development. Table 1 below enumerates the characterictics of a  smart citizen 

in terms of the behavioral intention and user behavior (Giffinger et.al., 2007); 

(Handiawan, 2017).  

 

 



Table 1. The characteristic of Smart Citizen 

Behavioral Intention User Behavior 

Affinity to long life learning Active 

Open Mindedness Flexibility 

Social and Ethnic Plurality Participation in public life 

Level of Qualification Be Cooperative 

 Express opinion 

 Self Control 

 Creativity 

        Source: Data compiled by the author (Fridayani, 2018) 

 

RESEARCH METHOD 

 The research method is basically a scientific way to get the data with a specific 

purpose and usefulness. This study uses a mixed method of both quanlitative and 

qualitative research techniques. Quantitatively, the study connects variables using the 

SmartPLS the method of Structural Equity Models with AMOS techniques. This 

quantitative approach is based on the philosophy of positivism, examining a particular 

population or sample, data collection using quantitative/statistical data analysis, with the 

aim to test the predefined hypothesis (Sugiyono 2016: 11). For the qualitative method, 

the researchers conducted interviews with several respondents from government which 

is department of communication and information and the community which ever use the 

lapor sleman mobile application. The qualitative approach refers to the meanings, 

concepts definitions, characteristics, metaphors, symbol, and description of the things to 

compliment the quantitative data (Sugiyono, 2016). The researchers distributed 

questionaires, after validity and reliability test were undertaken to  a total of 100 

respondents. The unit of analysis refers to the level of data units collected during the 

data analysis stage (Sekaran, 2007:173). In this case, the unit of analysis is individual. 

Data was collected in one period, then it was processed, analyzed and then drawn in 

conclusion. Hence, this research used cross-sectional method (Indrawati, 2015:118).  

Data collection involved both the primary and secondary data. According to 

Sekaran and Bougie (2010:180), primary data refers to the information gained first-hand 

by researchers related to the interest variables for specific study purposes. The primary 

data in this study are obtained through questionnaires and indepth interviews conducted 

from May to June 2018. On the other hand, the secondary sources of data collection 



which refers to information collected from the existing sources (Sekaran and Bougie, 

2010:180) included reviews of related literatures, journals, researches, articles, and 

other electronic resources relevant to the study. In this paper, the researchers used 

probability sampling technique  from the 1,500 potential respondents based on the 

number of population associated with the daily use of lapor sleman every years around 

1500 complaints. More specifically, the type of probability sampling technique used in this 

study is the purposive sampling of the citizens using the lapor sleman application in Sleman 

regency with solvin formula that is found 100 respondents.  

 

RESEARCH FINDINGS 

 Smart regency does not only requires good technology and good governance, 

but also need support system from the community called smart citizens. Smart regency 

will be created, if there are smart citizens who maximize technology use. The 

technological applications which are created and updated by the government in order to 

realize the smart regency will be useless, if not supported by the people who are 

consciously using technology in Sleman. That is why citizens behavior towards using 

technology is an important factor in making smart citizens. 

At this juncture, the convergent validity test, discriminant validity test results, 

reability test and hypothesis testing are summarized in the path coefficients table 

presented in figure 2 and table 2, respectively. 

 

 

 

 

 

 

 

 

         

Figure 2. Hypothesis testing. Source: Figure from SmartPLS 2.0., 2018. 



Table 2. Hypothesis Test Result 

Hypothesis Lane 

Lane 

Coefficie

nt 

The Line of 

Influence 

P 

value 

(Sig) 

Information Conclusion 

H1 PE->UB 0,450 (+) 0,031 Significant Supported 

H2 EE->UB 0,005 (+) 0,984 Not Significant Rejected 

H3 SI->UB 0,365 (+) 0,008 Significant Supported 

H4 FC->UB 0,067 (+) 0,790 Not Significant Rejected 

H5 BI->UB 0,815 (+) 0,011 Significant Supported 

Source: The data is compiled by primary data, 2018. 

 

It can be seen that in H1 line the path coefficient has a positive influence 

direction of 0.450 and is significant because the significance value (p value) = 0.031 is 

less than 0.05, so it can be said that performance expectancy has a positive and 

significant effect on users behavior, which means if performance expectancy increases 

or increases by one unit, then user behavior increases or increases by 0.450 assuming 

the other independent variables remain or equal to zero, so it can be concluded that H0 

is rejected and Ha is accepted, which means that performance expectancy has a 

significant effect on users behavior. Based on these results, the first hypothesis of this 

study is accepted or proven 

In line H2, the path coefficient has a positive influence direction of 0.005 and is 

not significant because the significance value (p value) = 0.984 is greater than 0.05, so 

the effort expectancy has a positive and insignificant effect on users behavior, which 

that is, if effort expectancy increases or increases by one unit, then users behavior does 

not increase or increases by 0.005 assuming the other independent variables remain or 

equal to zero, so it can be concluded that H0 is accepted and Ha is rejected, which 

means that effort expectancy has no significant effect against users behavior. Based on 

these results, the second hypothesis of this study was rejected or not proven. 

At line H3, it can be seen that on the H3 line the path coefficient has a positive 

influence direction of 0.365 and is significant because the significance value (p value) = 

0.008 is smaller than 0.05, so social influence can be positively and significantly 

affected on users behavior, which means if social influence increases or increases by 

one unit, then user behavior increases or increases by 0.365 assuming the other 

independent variables remain or equal to zero, so it can be concluded that H0 is rejected 

and Ha is accepted, which means that social influence has a significant effect on users 



behavior. Based on these results, the third hypothesis of this study is accepted or 

proven.  

On the H4 line, shows that on the H4 line path coefficient has a positive 

influence of 0.067 and is not significant because the significance value (p value) = 

0.790 is greater than 0.05, so facilitating condition can be positively and insignificantly 

affected to users behavior, which that is, if the facilitating condition increases or 

increases by one unit, then the user behavior does not increase or does not increase by 

0.067 assuming another independent variable remains or equals zero, so it can be 

concluded that H0 is accepted and Ha is rejected, which means that facilitating 

condition has no significant effect against users behavior. Based on these results, the 

fourth hypothesis of this study is rejected or not proven. 

At line H5, shows the path coefficient has a positive influence direction of 0.815 

and is significant because the significance value (p value) = 0.011 is smaller than 0.05, 

it can be stated that intention behavior has a positive and significant effect on users 

behavior, which means if Intention behavior increases or increases by one unit, then 

users behavior increases or increases by 0.815 with the assumption that the other 

independent variables remain or equal to zero, so it can be concluded that H0 is rejected 

and Ha is accepted, which means that the intention behavior has a significant effect on 

users behavior. Based on these results, the fifth hypothesis of this study is accepted or 

proven. 

Based on the findings and analysis of the the hypotheses‘ testing, here is the 

proposed model made by the authors for citizens behavior of using lapor sleman mobile 

application to build the smart citizen. The model results in this study there are several 

independent variables that have no significant effect on the dependent variable, so to 

obtain the results of the research model that meets the goodness of fit must be made a 

new model called the proposed model. Proposed model is created by eliminating the 

lines of independent variables that do not have a significant effect on the dependent 

variable, as well as an invalid indicator of independent variables. 

: 



 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 3. Research Proposed model (Re-test of Goodness and Fit Model) 

      Source: Figure from Amos 21 Version., 2018. 

 

Table 3. Model Fitness re-test for the Proposed Model 

No  Criteria Cut off value  Estimation Result  Conclusion 

1 
Chi square (X

2
) Small 

Expected 

38,920 - 

2 Probability (p) ≥0,05 0,383 Fit 

4 GFI ≥0,90 0,942 Fit 

5 AGFI ≥0,90 0,878 Good 

6 CFI ≥0,95 0,996 Fit 

7 RMSEA ≤0,08 0,032 Fit 

8 TLI ≥0,95 0,994 Fit 

Source: This data is compiled by the primary data, 2018. 

 Despite the failure of the research model to pass the indices required for the 

good-model fit test, it should be noted that the relationships of the variables and the 

coefficient of determination are worth considering. As discussed in the preceding parts 

of the research, the variable of performance, social influence, and behavioral intention 

have significant effect of users behavior. Effort Expectancy and facilitating condition 

however, was revealed to have no significant relationship with users behavior. 

In the model construction, it must be cautiously considered how a researcher 

must arrive with a model that would meet all fit indices without sacrificing the 



relationships of the predictor variables to the other variables. The independent/predictor 

variables in this model are performance expectancy, social influence, behavioral 

intention while the dependent variables are the users behavior. Results of the study 

shows that there are independent variables that have no significant effect on the 

dependent variable, so to obtain the results of the research, the authors constructed a  

model that meets the goodness of fit based on 8 models of the tests. 

  

DISCUSSION 

The preceding discussion revealed the results of the nine hypotheses. Findings 

show that performance expectancy has a positive effect of 0.450 and is significant (p 

value = 0.031 <0.05) to users behavior, which means if the performance expectancy 

increases or increases by one unit, then the user behavior increases or increases by 0.450 

assuming the other independent variables remain or equal to zero, so the first hypothesis 

in this study is accepted or proven. This shows that the higher the performance of one's 

expectancy, the higher the user behavior. Performance expectancy has a positive and 

significant effect on users behavior in accordance with the results of research from 

Yang, et.al., (2007); Song, et. al., (2008), and Qian, et. al., (2008) which revealed that 

performance expectancy is one of the constructs of UTAUT which has a significant 

positive effect on user behavior. This means that the better the performance of the 

technology according to the expectations of the user, the more likely the interest in 

using the technology by the user is also higher. 

The results of the second hypothesis test in this study indicate that effort 

expectancy has a positive effect of 0.005 and is not significant (p value = 0.984> 0.05) 

to users behavior, which means if the effort expectancy increases or one unit, then the 

user behavior does not increase by 0.005 assuming the other independent variables 

remain or equal to zero, so the second hypothesis in this study is rejected or not proven. 

This shows that an ups and downs or a high or low effort expectancy of the government 

cannot affect users behavior. These results are in line with the results of research from 

Taiwo et al. (2013), Tibenderana & Ogao (2008); Qian, et. al., (2008), and Šumak, 

Polančič & Heričko (2010) which concluded that effort expectancy had no significant 

effect on users behavior. 



The results of the third hypothesis testing in this study indicate that social 

influence has a positive effect of 0.365 and significant (p value = 0.008 <0.05) on users 

behavior, which means that if social influence increases or increases one unit, then user 

behavior increases or increases by 0.365 assuming the other independent variables 

remain or equal to zero, so the third hypothesis in this study is accepted or proven. This 

means high and low social influence from other parties, causing significant changes in 

one's users behavior. The results of this study are supported by the results of research 

from Yang, et.al., (2007) which states that social influence has a significant effect on 

users behavior. 

The results of the fourth hypothesis in this study indicate that facilitating 

condition has a positive effect of 0.067 and is not significant (p value = 0.790> 0.05) for 

users behavior, which means that if the facilitating condition increases or increases by 

one unit, then the user behavior does not increase or not increased by 0.067 assuming 

the other independent variables remain or equal to zero, so the fourth hypothesis in this 

study is rejected or not proven. This shows that the good and bad facilitation of existing 

conditions does not have a significant effect on users behavior. These results are 

consistent with the results of research conducted by Maldonado, Khan, Moon and Rho 

(2009) which found that facilitating conditions did not significantly influence users 

behavior. 

The results of the fifth hypothesis test in this study indicate that the behavior 

intention has a positive effect of 0.815 and is significant (p value = 0.011 <0.05) to 

users behavior, which means that if the intention behavior increases or increases one 

unit, then the user behavior increases or increases by 0.815 assuming the other 

independent variables remain or equal to zero, so the fifth hypothesis in this study is 

accepted or proven. This shows that if the intention behavior is higher, then the user 

behavior will be higher, on the contrary if the behavior intention is lower, then the user 

behavior tends to be lower. This means that intention behavior has a positive and 

significant effect on users behavior. These results are consistent with the results of 

previous studies from He & Lu (2007), as well as Maldonado et al. (2009) which 

revealed that behavior intention had a significant effect on user behavior.Figure 5. The 

factors affected the user behavior in using Lapor Sleman Application to build the 

Sleman Smart Citizen. 



 

Table 4. The Proposed Model Affected of Using Lapor Sleman Mobile Application to 

build Sleman Smart Citizen 

Hypothesis Lane 

Lane 

Coefficien

t 

Influen

ce Line 

P value 

(Sig) 
Information Conclusion 

H1 PE->UB 0,568 (+) 0,016 Significant Supported 

H2 SI->UB 0,335 (+) 0,013 Significant Supported 

H3 BI->UB 0,943 (+) 0,003 Significant Supported 

Source: This data compiled by the author, (Fridayani, 2018). 

H1 shows that expectancy performance variable has a positive path coefficient 

of 0.568 and is significant because the significance value (p value) = 0.016 is smaller 

than 0.05, so it can be said that the performance expectancy has a positive and 

significant effect on users behavior, which means if the performance expectancy 

increases or increases by one unit, then users behavior increases or increases by 0.568 

assuming the other independent variables remain or equal to zero. Based on these 

results, the first hypothesis of the proposed research model is accepted or proven. 

The H2 line shows the social influence variable has a positive path coefficient of 

0.335 and is significant because the significance value (p value) = 0.013 is smaller than 

0.05, so social influence can be said to have a positive and significant effect on users 

behavior, which means if social influence increases or increases by one unit, then the 

user behavior increases or increases by 0.335 assuming the other independent variables 

remain or equal to zero. Based on these results, the second hypothesis of the proposed 

research model is accepted or proven. 

Line H3 shows the intention behavior variable has a positive path coefficient of 

0.943 and is significant because the significance value (p value) = 0.003 is smaller than 

0.05, it can be said that intention behavior has a positive and significant effect on users 

behavior, which means if the behavior intention increases or increases by one unit, then 

users behavior increases or increases by 0.943 assuming the other independent variables 

remain or equal to zero. Based on these results, the third hypothesis of the proposed 

research model is accepted or proven. 

The most dominant independent variables influencing users behavior in the 

proposed model is the behavioral intention variable because it has the greatest influence 

path coefficient of 0.943, compared with the performance expectancy path coefficient = 

0.568, and social infleunce = 0.335. This means that 94.3% of changes that occur in 

users behavior variables are influenced or can be explained by the variable intention 

behavior. 

This finding implies (Batara, 2017) that the regency government employees and 

the citizens believe that using Lapor Sleman mobile application can or have already met 

their expectation in term of performance, especially to build the smart citizen in Sleman. 

In addition, this means that giving criticism of the UTAUT theory (Vankatesh, 2003), 

not all the four independent variables influence behavioral intention and user behavior 



of using technology in Sleman regency. The findings of the study provides an 

illustration that only three independent variables namely performance expectancy, social 

influence, and facilitating conditions have significant effects as indicators in technology 

use of making smart citizens, as essential component of a smart city. Unlike with this 

study that facilitating condition has no significant effect on user behavior. 

In addition to this, facilitating conditions in Sleman apparently cannot directly 

affect the user behavior. Unlike the UTAUT theory (Vankatesh, 2003) which states that 

facilitating conditions directly affect of user behavior. All independent variables 

received are performance expectancy, social influence, and behavioral intention 

affecting the users behavior. Besides, performance expectancy can directly affect on 

user behavior. In accordance with the results of interviews which stated that the 

community believed that with the government's efforts to improve the quality of public 

services and shown by better performance, the longer the community increasingly 

trusted the government and wanted to use the Sleman Report application and the longer 

it would be a continuing behavior done and finally advanced using technology. Then, 

agree with the UTAUT theory (Vankatesh, 2003) that behavioral intention will 

automatically influence user behavior. When there is intention and willingness to use a 

technology, the longer it will become a habit and behavior. 

As mentioned before, the most dominant independent variables influencing 

users behavior in the proposed model is the intention behavior variable because it has 

the greatest influence path coefficient of 0.943, compared with the performance 

expectancy path coefficient = 0.568, and social infleunce = 0.335. This means that 

94.3% of changes that occur in users behavior variables are influenced or can be 

explained by the variable intention behavior. 

This means that giving criticism of the UTAUT theory (Vankatesh, 2003), that 

not all independent variables of influence user behavior of using technology in Sleman. 

The case in Sleman Regency provides an illustration that only 3 independent variables 

can be accepted as indicators that affect the use of technology, namely performance 

expectancy, social influence, and also behavioral intention. In addition to this, 

facilitating conditions and also effort expectancy in Sleman apparently cannot affect the 

user behavior. Unlike the UTAUT theory (Vankatesh, 2003) which states that 

facilitating conditions and effort expectancy directly affect on user behavior. All 

independent variables received are performance expectancy, social influence, behavioral 

intention affecting the users behavior. In accordance with the results of interviews 

which stated that the community believed that with the government's efforts to improve 

the quality of public services and shown by better performance, the longer the 

community increasingly trusted the government and wanted to use the Lapor Sleman 

application and the longer it would be a continuing behavior done and finally advanced 

using technology. Then, agree with the UTAUT theory (Vankatesh, 2003) that 

behavioral intention will automatically and the biggest influence user behavior. When 

there is intention and willingness to use a technology, the longer it will become a habit 

and behavior. 

As explained above, social influence has smallest influences people to use 

technology to reach smart citizens if there is someone, or even the community that 



advises and informs the application of Lapor Sleman. In order to achieve smart citizens 

need support from all parties, including the government, the private sector, and the 

community must work together in realizing this. Based on the results of the interview, it 

is also said that the community actually wants to use it if there is a socialization, and the 

learning to use the Lapor Sleman application in Sleman. 

In addition, smart citizens have the characteristics of flexibility, activeness in 

expressing opinions providing the community and the government on how regional 

development should proceed. Subsequently, it will result to good cooperation between 

the government and the community to realize smart citizens in smart regency. It can be 

conclude that from use behavior of using technology, and from this study of the three 

independent variables that received the smart citizens in Sleman Regency. Therefore 

people in Sleman can be categorized as a quite good citizen, and become the smart 

citizen. Judging from the theory of Giffinger at al. (2007) and Hendiawan (2017) above, 

with a good performance, social influence and behavioral intention, a smart citizen is in 

the making in Sleman regency.  

Hence, smart regency will be created, if there are smart citizens. The mobile 

application that have been created and updated in such a way by the government in 

order to realize the smart regency will be useless if not supported by the people who  are 

consciously using technology for support in Sleman. It would be meaningless, if the 

applications implemented by the government to facilitate the community actually would 

not be readily available and accessible to the community.  

IMPLICATION TO THEORY 

 In the context of this study and from the government employees‘ department of 

communication and information and also the community perspective, social influence, 

and facilitating condition are the povital or dominant variable in the intention to use the 

lapor sleman mobile application (Table 4). This supports the argument that social 

influence which they have a positive affect (Foon and Fah, 2011; Indriwati and Haryoto, 

2013; Venkatesh, 2013, Xu, 2014), on user behavior to use technology. Besides, the 

performance expectancy also has emerge as predictor of the particular users behavior. 

Effort expectancy does not emerge as the predictors of the user behavior, thus not 

advancing support to the prevailing notions of many studies. This finding implies that 

both of government and community already believe that using the lapor sleman mobile 

application can or have already met their expectation in term of build the smart citizen. 

The findings support the generally validated models which report the performance 

expectancy, social indluence, and behavioral intention (Lin and Liang, 2011; Carter, et. 

al., 2012; Weerakkody, at.al., 2013) are predictor variables of the building smart citizen 

adoption through the citizen behavior. 

 Performance expectancy, social influence, and behavioral intention are pivotal 

predictors of the intention to adopt process for build the smart citizen. For this particular 

dimention, both of government and citizens view positive impacts on performance and 

external factors as the important reasons to build the smart citizen. An interesting 

finding in this aspect is that the effort expectancy and facilitating condition has 

negatively influence on the users behavior. As seen the validated research model, this 



study has shown that such constructs‘ roles as predictors (Performance expectancy, 

social influence, and behavioral intention) of users behavior can be measure to other 

dimensions of smart citizen. This is the evident contribution of this research to the smart 

citizen adoption literature: the examination and validation of the constructs‘ roles in the 

aspect of building the smart citizen. 

LIMITATIONS AND FUTURE RECOMMENDATIONS 

 Appropriate provisions have been carried out by the researchers in the conduct 

of this study, but certain limitations need to be considered with regard to the 

interpretation of its findings. First, the determination of the sample size was done 

through purposive sampling, so the application of the results should be done with 

prudence. Future researchers must take note of the community population size, so that if 

it is just a small and manageable size, then complete enumeration would be ideal. The 

result could then be safely generalized to the whole population. Second, the constructs 

used for the research model were chosen due to their prominence in the literature. 

Future researchers may consider investigating other variables or developing constructs 

which are appropriate in both of government and community context. Future researchers 

could frame other measures deemed to be approriate for the constructs. Then, this study 

made use of a simple linear regression model in hypothesizing the relationships of the 

constructs and therefore future research may develop research models that would 

explore some other nuances in the constructs‘ relationships. Future research may 

consider including other variables. 

Moreover, here the reccomendation of the research. Firstly, the Lapor Sleman 

application must be updated with a more efficient system, which provides easy access 

for the intended users. Secondly, the government must do information and educational 

campaigns (IECs) to disseminate the use of sleman report application technology 

towards realizing the smart citizen concept in Sleman regency. Lastly, performance 

expectancy, social influence, and facilitating conditions should be enhanced to increase 

smart citizens‘ participation. This is due to the fact that in the past 2 years, 2016-2018 

smart citizens in Sleman Regency have been seen, but have not shown significant or not 

yet maximum results. So, that in 2021 it can be realized Sleman smart citizen requires 

maximization in the context of performance expectancy, which makes the community 

more confident in using the Lapor Sleman application as a means to improve public 

services. Related to social influence, the government must provide socialization and 

give the influence to the community to encourage the use the Lapor Sleman application. 

Lastly, for the facilitating conditions, the government must provide internet network 

infrastructures that are sufficient to access the application, and not only on smartphones 

in the form of android but also available for IOS users such as the iPhone to increase 

application users of Lapor Sleman. 

CONCLUSION 

The citizens behavior of using technology in Sleman are influenced by three 

variables namely; perfomance expectancy, social influence, also the behavioral 

intention. The applications that have been created and updated in such a way by the 

government in order to realize the smart regency will not be meaningless if not 



supported by the people that conscious about the using technology for support the smart 

regency in Sleman. It would be very useless if the applications implemented by the 

government to facilitate the community actually even complicate the community 

considering the most important component of the success of smart city is support from 

citizen that ones is using the technology. Judging from the theory of Giffinger at al. 

(2007) and Hendiawan (2017) above, with a good performance, social influence and 

facilitating conditions, a smart citizen will be reached. Therefore, it can be seen that of 

the three independent variables that received which are performance expectancy, social 

influence, and facilitating conditions all is good, the smart citizens in Sleman Regency 

can be categorized as quite good and just improve the system of the application to make 

the Sleman smart citizen realize on 2021. 
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