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ABSTRACT: Limited access to telecommunication isfractures has left communities in remote and raras in most of the
developing countries at disadvantage positionseims$ of accessibility to ICTs. Telecentre projeats implemented in an
attempt to curtail this anomaly by providing IT ifdes in shared manner. This paper attempts tofprward a conceptual
Model of UTAUT Modification with Management effeeéness and Program effectiveness constructs towartsacceptance of
Telecentre. The paper’s approach is base on literaeview on the basis that, the incorporatiothefe constructs into UTAUT
model in context of Telecentre demand attentiore Tbnstructs are proposed as antecedent factarseofacceptance of this
useful tool of bridging digital divide. Consequentlhe proposed model is set forward as the basifufure empirical study in
this area.
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1. Introduction

In developing countries, geographic and intercotettcadversities are some factors that may hinder

accessibility and physical access to ICTs (Akinsélarselman, & Jacobs 2005). Basic infrastructuxvipions,
like roads and electricity can pose challengesh® physical access to technology. High cost of Juard,
telecommunication and internet connectivity canatgea barrier to availability, accessibility andoadability of
ICTs in rural areas (Zahurin, Shafiz, Wan & Yus@f;10). The advancement in technological innovatiwess not
yet conveyed any remarkable transformation in thied standards of rural communities of sub-Saharations.
For instance, despite the liberalization of telemamication sub-sector in Nigeria in 1990’s, thesraf Internet
diffusion is slow compared to spread of mobile phlene, at the moment only 11 million Internet usare
documented (ITU, 2009).
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From the foregoing, one of the major consteain the accomplishment of the viability of ICTsrural areas in
sub-Saharan Africa is lack of access (Mayanja, 200he most viable solution to this problem is &stablishment
of Telecentres (Adam & Wood, 2001; Gomez & Hunt 9P9Telecentre provide wired, wireless or satellite
connectivity and quality assured portals to thebglonetwork. Telecentre are typically equipped wigtworked of
computers, internet access program and applicabétware. They are also equipped with common acciesslike
printers, scanners, photocopiers and telephoneploBment of Telecentre will bring the benefit @wICT to the
rural poor in an attempt to enhance universal acBslecentre permit access to Information and Comication
Technologies facilities in a shared manner, whertkes goals of providing access to individual ousehold for
most people of the world could not be realized. Toaception of Telecentre is a proven essential too
addressing the digital divide by providing the unsd and or underserved populations access to é8durces that
could not have been afforded privately (Zahurimlet2010). In recent time, the Universal Senkeevision Fund
(USPF) in Nigeria implements school Net and the @amity Telecentre (USPF, 2009). The USPF has nall-o
twelve communities Telecentre. Two centre in eathhe six geopolitical zones in Nigeria. The comiityn
Telecentre are being operated through franchisg¢ tkeliver connectivity to un-served and undersérv
communities with the intention of using ICT to fifeite poverty alleviation, employment generatianproving
understanding between different ethnic and religigtoup and as well as an improvement in e4garee and e-
commerce.

There is a paucity of studies regarding the ussreeptance of Telecentre in various communitiesrevithis
initiative commenced. Though, a lot of literatusésés in understanding technology acceptance iregdnresearch
in Telecentre acceptance is still at infancy. MesFpas an emerging strategy for bridging digitaldi; sufficient
literature is scarce in understanding the acceptahthis useful tool of bridging digital dividéhis paper proposed
a conceptual model for UTAUT Modification by incamation of Management Effectiveness and Program
Effectiveness as determinant of behavioral intenitocontext of user acceptance of Telecentre.mbdel can be
applied to find the answers to the following resbaguestions:

a. To what degree does the four constructs in the UTAtbdel demonstrate effect on user acceptance
of Telecentre?

b. Does anxiety has effect on behavioral intentinruser acceptance of Telecentre?

c. Does management effectiveness and program eféeess have effect on behavioral Intention in
UTAUT model in context of Telecentre?

2. Literaturereview

The UTAUT proposed by Venkatesh et al., (90@%ough the incorporating eight famous Modelgdites in
the diverse discipline. The Models/Theories weredgmted in terms of their conceptual differenceswell as
empirical resemblances (Jackson, Park & Probstt0the idea behind the unifications of these Msfdieories
is to arrive at the unified view of user acceptaotél (Venkatesh et al., 2003). The eight ModEtsories used,
include the Theory of Reasoned Action (TRA) Fishb&nd Ajzen (1975). Technology Acceptance Model NIJA
Davis (1989), the Theory of Planned Behavior (TRRen (1991). The Combined TAM and TPB (C-TAM-TPB)
Taylor and Todd (1995), the Diffusion of Innovatidheorem (DOI) Rogers (2003). The Social Cognifiveory
(SCT) Bandura (1986), the Motivational Model (MMpWds, Bagozzi and Warshaw (1992) and the Model©f P
Utilization (MPCU) (Thompson, Higgins & Howell, 122 Empirical results of the UTAUT model revealedas
able to account for 70% of variance in usage indenfVenkatesh et al., 2003; Shaper & Pervan, 2005 result
to a large extent does better than that of anh@briginal eight Models/Theories and their extensi(Venkatesh et
al., 2003). A recommendation by Venkatesh et 2DP8), suggested that future studies on UTAUT matieuld
include developing deeper understanding of the mhjrs that may influence user acceptance of infaonat
technology by concentrating on construct that adah ta the prediction of intention and behavior osed above
what is known and understood in understanding ttgarozational outcomes associated with successeof n
Information System.

Previous literature on Technology Acceptailoelel (TAM) identified perceive usefulness and pére ease of
use as an important antecedents of an individtehtion to use a technology (Davis, 1989). In arlatsearch, the
perceived usefulness has been associated withrpenfice expectancy while perceived ease of usedwasdruated
to effort expectancy (Venkatesh et al., 2003). ¢tarhnce expectancy and effort expectancy is bynsita been
posited as determinant of an individual intentioruse particular technology. Studies by Venkatesdl.e(2003),
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established that performance expectancy remairstabwboth voluntary and mandatory environmentse Uiked of
social influence has foundation from both TRA Fisimband Ajzen (1975) and TPB Ajzen (1991). Its aatdility
to Telecentre initiatives required additional ati@m, being that Telecentre apart from providing $Cfacilities, it
does provide an avenue for social cohesion andsiwh to the community it is intended to serve Khairi et al.,
2009). Anxiety as a construct was introduced tonmiation system (IS) literature by (Campeau &dihs,
1985). Studies by Venkatesh et al., (2003) fourat it has no significant relation with behaviomstiension the
need to re-examine this construct in different eghtind culture required further attention. Prioodéls in TAM
assume Information System (IS) adoption to be fiEebstacles. The introduction of a facilitatingndition
construct by Triandis (1980) and adaptation by \a&te&h et al., (2003), makes the UTAUT model mobrisband
attractive in both mandatory and voluntary envirenn

Individual studies that reported the achiegetraspect for Telecentres exist in the litera{@enjamin 2000;
Pade, Mallinson & Sewry, 2006). But few of thendiss the issue of effectiveness of Telecentrds ZB&7). A
broad study on effectiveness of Telecentre from demand side (users) using the two levels of manage
effectiveness and program effectiveness is scame rso in non- profit organization like Telecentfdis study
introduces a two-level competing value approach,tito levels are effectiveness of the Telecentmatagement
and program levels which are proposed by Sowa,eBeddid Sandfort (2004) using multidimensional amegrated
model of nonprofit organizational effectiveness KMNOE), these two constructs has a theoretical fatiod from
Competing Value Approach (CVA) originated by (Quidn Rohrbaugh, 1983). The need for an effective
organization to function at both the management pnabram levels is imperative more so in non-profit
organization. An organization that provide well rymograms but has unmotivated staff or poor overall
organizational operations is not fully effectiva, the other hand an organization that is well madaand operated
but delivers poor programs is not fully effectiv&o(va et al., 2004). Most often out-come has beernntlicator of
measuring effectiveness in an organization withmastsidering the vital roles associated with these levels of
effectiveness. The relationships between Manageefégttiveness and Program effectiveness with tfeabioral
intention in UTAUT need to determined as suggebtetfenkatesh et al., (2003), earlier studies inliteeature that
examined this relation with behavioral intentiondfAUT to the best of our knowledge is limited ahdt research
focusing on measuring the two level of effectivenes Telecentre from the bottom up perspectiveperse. The
Figure 1, Shows the original UTAUT Model.

Performance
Expectancy

Effort
Expectancy

Uses
Behawior

Social
Influence

Facilitating
Conditions

Woluntariness|

Gender Age Experience of Use

Figure 1. Source: The UTAUT Mo@ékenkatesh et al., 2003, p.447)

3. Proposed Conceptual M odéel

The constructs of UTAUT model are perforecmrexpectancy, effort expectancy, social influemce
facilitating conditions Venkatesh et al.,(2003)lirding anxiety that was established not to hapesitive relation
with behavioral intention. The proposed constractes management effectiveness and program effeetbsewhich
are entirely posit to have a significant role agdi determinants of behavioral intention towardruscceptance of
Telecentre. Moderated by age, gender, voluntarinetdsicity and Location, Venkatesh et al., (20@38)their
analysis of eight models/theories of technologyeptance, found that with the exception of Sociabi@tive
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Theory (SCT) and Motivational Model (MM), the pretive validity of the models increased after inchglthe
moderating variables. The model is constructeahtwer the following research question:

(i) To what degree did the four constructs of th€AUT model demonstrate effect on user acceptance of
Telecentre?, (i) Does anxiety has effect on Betrabilntention on user acceptance of Telecenae®,(iii) Does
management effectiveness and program effectivehags effect on behavioral intention in UTAUT model
context of Telecentre? These questions are inditte Venkatesh et al., (2003), recommendation, finaire studies

on UTAUT model should concentrating on constriett tcan add to the prediction of intention and bieover

and above what is known and understood in undatistgrihe organizational outcomes associated wititess of
new Information System. Figure, 2 below shows threceptual model of the UTAUT modifications.

Figure 2. A Conceptual Model of UTAUT modificatiam context of Telecentre

The variables indicated in the conceptual modelthus defined based on (Venkatesh et al., 2003juB&l &
Buelen, 2008; Sowa et al., 2004):
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Perfor mance expectancy

Performance expectancy is defined, as theegean individual user believes that using thedesitre will assist
in enhancing his/her performance (Venkatesh et28l03). This construct was reported as the mostenfial
among all the UTAUT in predicting behavioral intemt and remains significant at all point of measueat
regardless of environmental settings (Venkatesth. e2003).

Effort Expectancy

Effort Expectancy is related to the degresiofplicity associated with the use of Telecentigis construct has
theoretical foundation from the three Theories/Msdesed by (Venkatesh et al., 2003).

Social Influence

Social Influence is defined as the extent kicl an individual user perceives that importathteothelieve he or
she should use Telecentre. Social influence hds fras six Theories/Models used by (VenkatesHh.ef803).

Anxiety

Anxiety towards used of technology, is ddsedi as evolving anxious or emotional reactions wiheomes to
performing a behavior (e.g., using a computer) dpprehension, or even the fear an individual hastd the
possibility to use a technology (Venkatesh et 2003). Anxiety as a construct has foundation fréva Social
Cognitive Theory (SCT) introduced to Informations&m by Campeau and Higgins (1985), as an exteB@ddin
the context of computer utilization.

Management Effectiveness

Management effectiveness refers to chaiatitey that deal with organizational issues and agament actions
on the staff within organizations (Balduck & Buel@008). Measure of management encompasses varitialetap
capacity (structure and process) as well as thefgesent the outcomes of these management systehactivities
(Sowa et al., 2004). This construct has basis filGWA) theory (Quinn & Rohrbaugh, 1983).

Program Effectiveness

Sowa et al., (2004) refers to Program as pleeific service or intervention provide by the argation. Going by
this definition Telecentre as an intervention taerserved folks, has suitably fits into this ddfom. Further, Sowa
et al., (2004), support that program has a variathat relate to the capacity (structure and pgjcas well as
outcomes created by the intervention. The progréfecteveness refers to the characteristics that déth the
services or programs provided by the organizat{@ssduck & Buelen 2008). Program effectiveness troies has
the same theoretical support from CVA.

Facilitating Conditions

Facilitating conditions are defined as tlegree to which a user believes that an organizaltiand technical
infrastructure exist to support use of Telecentfenkatesh et al., 2003). The theoretical foundatibfacilitating
condition is derived from four Theories/Models usgdVenkatesh et al., 2003).

Behavioral Intention

The Behavioral intention construct originatesm the Theory of Reasoned Action (TRA) by Fishi8&\jzen,
1975. The construct is defined as “a measure ofsttength of one’s intention to perform a speciflehavior”
(Ajzen, 1991). Research has shown that behaviorahiion has a direct impact upon the individuatgual use of a
given technology (Ajzen, 1991). The behavioraémion construct was introduced to the MIS disaiplthrough
the technology acceptance model, an extremely itapbrconstruct in the information management, dudts
importance; it is, referred to “as a key criterinruser acceptance research” (Venkatesh et @030
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User acceptance

Use behavior is used in this study as th&atidr of user acceptance; as it is quite challdngeave data about
actual usage. Study by Venkatesh et al., (2008)sfes on individual acceptance of technology bpgigitention
or usage as a dependant variable. The study wikrdstrictly to the measurements and analysis tdag6] with
respect to reliability, validity. The survey instment is described for further validation.

5. Conclusion

A review of the IS success literature, reveals a paotistudies that broadly address the issuesfetifeness
incorporation into UTAUT model. This paper undeudies the UTAUT model and proposed a modification
particularly as it regard to management effectigsrend program effectiveness and the needs fantbeporation
of these constructs in to UTAUT model in contexfTefecentre. The paper merely proposes a concepindel for
measuring this effectiveness in context of Telewenthe research presented is limited being tinat,proposed
model is only based on literature review. Subseguesearches should focus on empirical validatiérthe
conceptual model using the survey instruments destin the appendix.
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Appendix
Per for mance Expectancy

I would find ICTsin Telecentre useful in nmgb.

UsingICTs in Telecentréelp in accomplishment of job more quickly

UsingICTs in Telecentrwill increase my productivity.

UsingICTs in Telecentrenhances job efficiency.

If  use ICTs in Telecentre, | will increase my olas of getting an elevation. (Raise)

Effort Expectancy

My interaction withICTs in Telecentrgvould be clear and understandable.
| find using ICTsin Telecentre’easy.

| find usingICTs inTelecentreo be flexible.

UsingICTs in Telecentrérequently makes one to be skillful

Overall, learning to operate facilities in Telegens easy for me

Social Influence

People in my community think | should use ICTs &leCentre

People who are important to me think that | shaugd ICTs in Telecentre.

People in my community who use Telecentre have mpastige than those who do not
Important people in my community have been helpfuhe use of ICTs in Telecentre.
In general, my community has supported the us€o§lin Telecentre.

Anxiety

| feel nervous about using ICT facilities in Telate.

It scares me to think that | could make mistakesidigig the ICTs in Telecentre
ThelCTs in Telecentre are somehow intimidating to me.

It scares me to use ICTs in Telecentre becalasxk ladequate skills.

Management Effectiveness

My expectation of this Telecentre is that it widd lbng-lasting

The management of this Telecentre receives finhragaistance towards rendering efficient
service

The management & staff of this Telecentre are flign

| observed team spirit and motivated staff withia Telecentre staff

Capable hands are available to impart knowleddgkemnrelecentre
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Program Effectiveness

Using Telecentre help in socio-economic developmé&nty community

ICTsFacilities in Telecentre are always accessibleiwithe operation hours

Telecentre staffs are competent enough in disah@utieir work.

There is mutual cooperation between Telecentré atalf the users.

Over all, the likelihood of replicating this prognan our neighboring community is clear.

Facilitating condition

I have the resources necessary tol@ges facilities in Telecentre.

I have the knowledge necessary to 3€s facilities in Telecentre.

Detail instruction about Telecentre use is avaglablme

There is sufficient Electricity and Internet see/to usdCTs facilities’ in Telecentre
A central support is available to help with teclahijsroblems

A specified person (or group) is available in casdifficulty

Behavioral intention

| intend to usdCTs facilities in Telecentre in the future.
| predict | would useCTsfacilities in Telecentrén the future.
| plan to use ICTs facilities Telecentre in theufet
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