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Abstract

This research aimed to study the perception and behavioral intention to use e-service
of the Office of the Attorney General (OAG) based on the Technology Acceptance Model
(TAM), and to develop a model for behavioral intention to use. A Mixed Methods Research
approach was utilized.The quantitative sample included 320 general public aged 20 years and
over in the OAG Region 1 area, selected by purposive sampling. Data were collected using
questionnaires and analyzed by Structural Equation Modeling (SEM). The qualitative key

informants were 17 OAG executives and officials, interviewed in-depth.Quantitative results
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revealed that perceived usefulness, attitude toward use, perceived ease of use, and behavioral
intention to use e-service were at a high level. All factors significantly influenced the
behavioral intention to use e-service at the $.05$ level. The developed model was named
the “BIU Model” (Behavioral Intention to Use).Qualitative findings suggest that increasing the
behavioral intention to use e-service must be accompanied by promoting ethical practices
and integrity in serving the public, alongside the development of human resources with digital
skills. This research provides a guideline for policy formulation and organizational
development towards excellence.

Keywords : Perceived Usefulness, Perceived Ease of Use, Attitude Toward Use, E-Service
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X 2=138062 df=78, Y 2/df=177 GFl =0.95 NFl =0.98, TLI = 0.98,
CFI =0.99, RMR = 0.01, RMSEA = 0.05

p <.001
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BeUsednd o 2 = 138.062 df = 78, 7y 2/ df = 1.77, GFI = 0.95, NFI = 0.98, TLI = 0.98, CFI=0.99,
RMR = 0.01, RMSEA = 0.05 sena g nienfe fuusnissuiuselewil (PU) T8vEnamwsaasynee ey
Fandenginssuanudalalunsliuing e-service (BIU) Tneiduusitaunisensidmududuys
deslu frudsn1ssuaude (PEOU) f8vEnemwsuaam el snsengAnssueuasialunisly
U3n13 e-service (BIU) Tnefisauusiiaunfnonisldaudusiuusdsinu dulsiauadsenisldeu
(ATU) SiBvBwammsadandengAnssunuidlalunisléuinig e-service BIU) Tnsiifaudsnisiug
Uselewd (PU) fuUsn1ssuiAnadne (PEOU) wazsuusiimuafsanisidau (ATU) asnsessiiu
S UL temg Anssuaudalalunisliusns e-service (BIU) W3oras 77.10

9. @yUnan1sINBUAzRAUTIEHE
1. Tunaaunislaseasauuudnaesenslases 19esw WU 4815 wam engR nasuenus dalums
U3 M3 esenvice BU) vodminmudemsgan dnudennaeenaunfuivdoya 1elsedny loellen
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A 2 =138.062,df =78,7% 2/df =1.770, GFl = 0.951, NFI = 0.977, TLI = 0.984, CFI = .990,
RMR = .008, RMSEA = .049, PCLOSE p-value for test of close fit) = 0.000 ez HOELTER = 255
agldilumaiivannduiimuaenndoanaundufudeyaidessdnslusedui (Hair et al, 2010)

2. fuUsn1ssuiuselevd n1sfuiaudne vimuadnenisidau dawaninsadenginssy
arusilaldan e-service vasdtinnusonisgean nammaaouidulufuwiolui

auufgiuil 1 mesuiustlen] daameswerimnfisionsliui s esenice tosdinmuSemsgan
aonndosrufliteyavaniiiuiosiuinnsiuiuslow Tovdnalnenseeviruainenisldauegig
Farau ilefldulddudanadnsfuiadsaziluganuidniiamels wazsonsunisiasunugszuy
Advialsogafiulonay Rafique et al. (2024) wuin len3andn e-LP fusslomilunisaey 1w e
Wisszansamvideanuazanlunsdanisieunisasy azdwalviAaviruafidsuindensldam
5¥UU Renatus & Mushi (2024) wu31 n155u3Uselevid 18vSnanenseie vimuainenisldaudema
sonaudalalunisldaussuy e-government agneiifud1Any Indri et al. (2024) 341 n13¥u3
Uselegtuaessuu QRIS d8nsnantanswasddudAysiongfinssunisujuifniunistissngves
User1ru

auugIuil 2 msfuimnudiedsanemsseriruafinenisliuinig e-service vosdningu
donsgagn aenadesiuilideyandnina1ninszuuldaudie lidudeu uavanunsaFouslase
ALY JeraanussiuiensiUAsuLlaslungudngs1vnng Rakhmania et al. (2024) wuin §l4453n
TsguutspduAiialinuie Sunliuisivruniiuasdonldinaluladdnanunniu dedld
YniunalulaBrosnasglieuldie wwdmalfAniauailudsandemsldmuuaniuarudals
lunsldu3nis uay Fahmi and Agustini (2024) wu31 ms5u3ANUdElunsldanu d8nsnanims
oghsiifddnseviruafienisldau msatuayuiasiaiuausiulavesaglunisly malulad AR Tu
Viousuuag1aiusEANSA M

aunfig i 3 VieusRrenslimasmmessenginsmar e daiUs e senvice tedmInmLSENT
awn aeandesfudlideyandnimuaiiiuiiosh nstuledoussuy e-service lapraflanidies
waluladfiviuasiols uididudesendosimadnidveldnudugiudidny Nurhayati et al. (2023)
wuin viruafdsunduiadedidglunsndndulininniseensuszuu e-leaming lunquiindnen
Leelavathi et al. (2023) wui flfauiiiiruniludsuindeusundindy fuuilduiiazlfousioies
wazuuzthiduldausoude Richter et al. (2023) wuin msadrevimuniiindIsduasunginssunis
pousumaluladognadsdu uay Ramayani et al. (2023) wudn Tneg{ldewidvinuad 13auanaed
unlhldszuu AIS eewioiles

aunfigiudl 4 masuiusslemidsmannssiengfnssuauddlalduinig e-service a3
dinaudunisgean aoandosiudlvideyandndiazvieuliifiuststaouin Werldausanin
waluladfuselomiatatonsiiny deufiunldufiazsonsuuasldnussuvegeraiiosnniy
Setiono et al. (2022) Wy ;ﬂm'nmsugmswuuﬂiﬂmumimaﬂswamnmLLazLﬂummazmﬂ
Tunsdrssiu fuunldufiesseusuuasdslaldanuszuunniu Alkurd et al. (2020) nud §iid
Usraumsnlldnuanntuaeiudiesslenivessruuainiu dealiduualiuseniuua gldussuy
seLiles uay Ronyastra and Muhammad (2019) wu31 I muilfuinssuudefiummazmnuas
UsgAvB anlumsdemsenensmesRaiiunliiuee Suiadimassuueewiodles

auufigudl 5 msfuifsanudiglunsldaulddmanmssengfinssu anudslalday
e-service Y09d1NIUTHNNTEIEA donAdaiudoyadenanINazyoudn Aud1elunislday
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f8n3naludnvazidudiy i lddaduladaladigszuy eservice wiazhifdvedmAmyd ey
ut i ugmnd vl melulad messg noess uuesldold 939 Afriani and Hayati (2022) wuin n15¥us
arudglaifdvinananssedaideddydenginssuausidlalunisliuins e-service vasnguau
sl lesangliduenesiumelulad arwdrglunsldaudddlededoddnlunisdndulalivinig
Putri et al. (2023) wuin gudafunguiiesiszutiinousueeulay Tdnude funlidy azauladh
$211NTU WAy Octafia & Widia (2023) nun fuszneumsndgsiisdnitmealuladldaudie axd
wulfndAnaudesuluszuy uashluganuddalumsldnuieaunssheuniu

3. mamia%’mLL'UUai’ﬂaaqwqﬁﬂiiumm&ga‘lﬂumﬂ%’u‘%mi e-service YOIF1UNIUDUNIT
geannunsoungun1sueusuwmalulad §33ulaviin1sasne BIU Model Usenausae PU, PEOU,
ATU, BIU fil#nnszuiunside warldvinnismeaeulnglédumnudadiunngiBemaiomun 17
viu Ainganfiansanmsains Model uazlinmuAnufiufionsandn BIU Model azansnsatiluldls
asmqummmmmmQ"Lﬂumﬂ%Uims e-service Thiinnnmung sy wanisdaunsziann
ALY Wa 17 i 1iunsaiudi BIU Model anansadsaiungfinsunisld e-service vosdntinau
domsaedn waziluwwmslifuimailuinuiesinsdanududelaeddsdedads PU, PEOU,
ATU uay BIU. fan1wdl 3 uans BIU Model

Perceived
Usefulness (PU)

Perceived
Ease of

Behavioral Intention
to Use e-Service
(BIU)

PU = mssuduselew (PU)

PEOU = sun1siuianudte (PEOU)

ATU = viaua@nanisideu (ATU)

BU = wofinssuanuislalunislduinig e-service (BIU)

AR 3 BIU Model

10. daiauauuz

v o a o v

FaauauuzTunisdinanisideluldy

A1uulguIgAITAIAUALUINIINAUITT UL e-service baadar ldwduqudnans
niludanatiauasiningl Inas5suUseausesulasaasiiugIu NMSENBUTY kagTEuUTIEae
LU real-time niaunalnairausegdlannevausanginssugldass
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funsuFUAnsmslinaifeiamnagniineusuiineulandgléiundiazngy daadu
N15138U3 wuUailonase nieudanuaduayuneluliduugiiegelnddn wazuiulseseuu
mudeiausuuzgliifieladuussgslauazanuiulalunsldony

fudmnismssesennslivgul] TAM fumhsnuizduiiowssudounginssdld uas
waundunseunuiAnsed A naunauiunguidu 1wy UTAUT w3e Diffusion of Innovation
w¥ouldidauvunannauiiedoulesdngAinssu Ininen wazinalulad
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