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The adoption of digital systems for social assistance distribution has become
increasingly vital in enhancing efficiency and accessibility. This study examines the
acceptance of such a system using the Unified Theory of Acceptance and Use of
Technology (UTAUT) model, analyzing six key constructs: Performance
Expectancy (PE), Effort Expectancy (EX), Social Influence (SI), Facilitating
Conditions (FC), Behavioral Intention (BI), and Actual Use (AU). A total of 150
respondents participated in the survey, providing insights into their perceptions of
the system. The findings indicate that Performance Expectancy (4.2) received the
highest mean score, demonstrating that users perceive the system as beneficial in
improving efficiency. Effort Expectancy (4.0) suggests that the system is easy to use,
while Social Influence (3.8) highlights the moderate role of external encouragement.
Facilitating Conditions (3.9) reveal the availability of infrastructure but also suggest
areas for improvement. Additionally, Behavioral Intention (4.1) and Actual Use (4.0)
indicate strong user commitment toward system utilization. The study contributes to
the understanding of digital technology adoption in social welfare programs and
provides recommendations for optimizing system implementation. Future research
should explore the long-term impact of digital adoption, assess its effectiveness in
different demographic groups, and integrate qualitative insights to deepen the
understanding of user experiences. Additionally, expanding the analysis to include
external factors such as policy support, economic conditions, and digital literacy
could further enhance the model’s applicability.

This is an open access article under the CC-BY-SA license.

I. PENDAHULUAN

The advancement of information technology has brought
about significant changes in various aspects of life, including
the distribution of social assistance. The digitalization of
social assistance distribution systems aims to enhance
efficiency, transparency, and accuracy in delivering aid to
communities in need. Governments and various social
institutions are now adopting technology-based systems to
reduce misallocation, misuse, and improve accountability in
social assistance programs. However, the successful
implementation of digital social assistance distribution
systems heavily relies on the digital readiness of users, both
beneficiaries and program administrators. Factors such as
digital literacy, access to technology, and public acceptance
of the new system pose challenges that warrant further

analysis. In this context, the utilization of a theoretical
framework capable of measuring digital acceptance and
readiness becomes crucial in evaluating the effectiveness of
such systems.

The Unified Theory of Acceptance and Use of Technology
(UTAUT) is a model employed to understand the factors
influencing technology acceptance by users. This model
identifies four key variables contributing to technology
acceptance: Performance Expectancy, Effort Expectancy,
Social Influence, and Facilitating Conditions [1]. Utilizing
UTAUT, this research aims to analyze digital readiness in the
implementation of social assistance distribution systems and
identify the factors influencing its adoption. While digital
social assistance distribution systems hold significant
potential in enhancing efficiency and transparency, several
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challenges persist in their implementation, including a lack of
digital literacy, limited access to technology, socio-cultural
factors that can affect the adoption of digital systems, and
uneven infrastructure support. According to [2], Performance
Expectancy plays a vital role in building public trust in digital
systems, while research by [3] indicates that Effort
Expectancy is also a key determinant of whether users are
willing to adopt the technology being introduced.

Research conducted by [4] found that social support and
infrastructure availability play an important role in the
successful adoption of technology-based systems among
communities with limited digital access. This suggests that
Social Influence and Facilitating Conditions must be
considered in the evaluation of digital readiness. Another
study by [5] highlights that the adoption of e-government
services is significantly influenced by technology availability
and the digital literacy level of the community. Furthermore,
a study by [6] found that the acceptance of digital
transformation in public services heavily depends on the
readiness of organizations and the public to adapt to new
technologies.

[7] identified that the digital divide and demographic
factors also influence the successful implementation of digital
systems in public services. In the context of social assistance
distribution, research by [8] shows that the use of digital
systems can reduce inefficiencies in aid distribution but still
faces challenges such as limited access and resistance to new
technology. [9] also highlight that the level of digital literacy
has a direct impact on the readiness of communities to adopt
e-government services, particularly in areas with limited
digital infrastructure.

Therefore, this research seeks to fill the gap in the literature
by exploring how the four factors in the UTAUT model
influence the digital readiness of communities in accepting
social assistance distribution systems. This study aims to
analyze the digital readiness of communities in the
implementation of technology-based social assistance
distribution systems, identify factors influencing technology
acceptance based on the UTAUT model, measure the
relationship between Performance Expectancy, Effort
Expectancy, Social Influence, and Facilitating Conditions
with the digital readiness of communities, and provide
strategic recommendations to improve the acceptance and
effectiveness of digital social assistance distribution systems.

This research is expected to provide academic benefits by
increasing insights into the study of technology acceptance in
the field of social assistance distribution and contributing to
the development of literature related to the digital readiness
of communities in adopting technology-based systems using
the UTAUT model. Practically, this research can provide
recommendations to policymakers in improving the
effectiveness of digital social assistance distribution systems
and provide an overview of the challenges and opportunities
in implementing technology-based systems among
beneficiary communities. From a social perspective, this
research can encourage increased digital literacy among

social assistance recipients and accelerate the adoption of
technology to improve transparency and accountability in
social assistance distribution. With this research, it is hoped
that digital social assistance distribution systems can be better
accepted and optimized in improving community welfare
more efficiently and accurately.

Several previous studies have also highlighted the
importance of external factors in the implementation of digital
technology in the social sector. According to [10],
government policies that support the adoption of technology
greatly influence the success of implementing digital systems
in various social programs. In addition, a study conducted by
[11] shows that the level of digital literacy of the community
greatly influences the speed of adoption of new systems.
Another study by [12] found that local community support
and active community participation in the use of digital-based
systems can increase the effectiveness of technology
implementation.

By considering these various factors, this study will use a
quantitative approach through a survey that will be distributed
to beneficiaries of social assistance programs and managers
of digital-based social assistance distribution systems. The
results of this study are expected to provide more
comprehensive insights into the factors that influence digital
readiness in the context of social assistance distribution and
offer strategic recommendations for the government and
related institutions in increasing the effectiveness of
technology-based systems.

II. METHOD

This study uses a quantitative approach with a survey
method to analyze digital readiness in implementing a
technology-based social assistance distribution system using
the Unified Theory of Acceptance and Use of Technology
(UTAUT) model [13]. This method was chosen because it
allows for systematic measurement of the level of technology
acceptance through the main variables in UTAUT, namely
Performance Expectancy, Effort Expectancy, Social
Influence, and Facilitating Conditions [6][14].

A. Research Design

This study is descriptive and explanatory in nature with the
aim of identifying factors that influence the digital readiness
of the community in using a technology-based social
assistance distribution system. Data were collected through a
questionnaire developed based on indicators in the UTAUT
model. The following table summarizes the main indicators in
this study [1].

B. Population and Sample

The population in this study were social assistance
recipients in certain areas. The sample was selected using a
purposive sampling technique, with the criteria of
respondents who already had access to a digital-based social
assistance distribution system. The number of samples taken
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was 150 respondents, in accordance with the minimum TABLEIL
recommendations in quantitative research based on UTAUT. UTAUT BASED QUESTIONNAIRE MODEL

Var Questions 1 2 131415

PE | Ibelieve that the digital system o|o|o|olg
PE will increase the speed of
receiving social assistance.

This system helps me get more o|lolololo
accurate information about social

EX assistance.
\’ The use of a digital system ojlo|o|o|O

Behavioral Intention »|  Use Behavior makes it easier for me to access
social assistance without having

3| ___j to come directly to the relevant
office.

This system helps reduce the ololol|lolo
potential for errors in the social
assistance distribution process.

FC

I feel more confident using this glo|lo|ogolo
system because it provides real
benefits for me.

I believe this systemcanincrease | O | O | O | O | O
transparency in the distribution
of social assistance.

BI

EX | Ifound the system easy to use. o|o|o|olag

AU I had no difficulty understanding Oo|lo|o|o)|o

how the social assistance

Figure 1: UTAUT Research Model [12] distribution system works.
The system has a clear and easy- ojlo|o|o|O
to-understand interface.

C. Research Instrument
The main instrument in this study is a closed questionnaire Icanuse the system withouthelp | O | O | O | O | O
consisting of two main parts: from others.
1. Respondent Characteristics (age, education level, access

to technological devices, and experience in using digital

Idonotneed any specialtraining | O | O | O | O | O
to use the system.

The instructions for use in the olololoaolo
systems). system are easy to follow.
2. UTAUT variables, which are measured using a 5-point SI. | People around me encourageme | O | O | O | O | O
Likert scale (1 = Strongly Disagree, 5 = Strongly Agree). to use this system.
I will use this system if olololoaolo

recommended by the government
or authorities.
I am more confident in using this ololololo

TABLE L
VARIABLES AND INDICATORS IN THE UTAUT MODEL

Variable Indicator system if people I know are also
using it.
Performance Perceived benefits of the system, increased I feel more comfortable using ololololno
Expectancy efficiency, ease of access to assistance this system because many people
Effort Ease of use, ease of learning, ease of have used it.
Expectancy accessibility The opinions of friends and ololo|lolo
Social Support from family, friends, and community family influence my decision to
Influence for system usage use this system. :
— T - - Support from my community or Oolo|lo|lolo
Facilitating Availability of infrastructure, technical social group makes me more
Conditions support, and access to technology training confident in using this system.
FC I have sufficient devices ololololo
D. Data Collection Techniques (smartphone/laptop) to use this
system.

Data were collected using an offline survey method

. . . I'h fficient internet
through a questionnaire that had been prepared using a T e e Aceess e R R

to use this social assistance

framework referring to the UTAUT variable that was distribution system.
distributed and worked on by all respondents. In addition, There are help servicesavailable | O | O | O | O | O
short interviews were conducted with several respondents to lflthave difficulty using this

system.

gain deeper insight into the existing social assistance
distribution system [15].
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I can contact the authorities if I o|o|ojoldg
experience technical difficulties
in this system.

The technological infrastructure ojo|lo|go|o
in my area supports the use of
this system.

I know where to get information olo|lgo|o|oOo
or training related to the use of
this system.

BI I plan to continue using this ojo|lo|go|o
system in my next social
assistance claim.

I would recommend this system olo|lgo|o|oOo
to others who need social
assistance.

If there is a similar system in o|o|ojoldg
other areas, I am interested in
using it.

I feel comfortable switchingfrom | O | O | O | O | O
a manual method to a digital
method in accessing social
assistance.

I will continue to use this system olo|lgo|o|o
even if there are some technical

difficulties.

AU | Ihave used this system in ojo|lo|o|oOo
collecting social assistance.
I often access this system to ojlo|lo|o|o

check my social assistance status.

I use this system withoutneeding | O | O | O | O | O
help from others.

I prefer this system over manual o|lo|olo|ldg
methods in distributing social
assistance.

I actively seek the latest o|go|o|jo|dg
information about social
assistance through this system.

I am satisfied with theexperience | O | O | O | O | O
of using a digital system in
distributing social assistance.

E. Data Analysis

After data collection, the data was analyzed in depth to
answer the question of how acceptable the social assistance
system that has been running is so that it is more measurable
in the acceptance of the system using the UTAUT framework,
in addition to that descriptive analysis was also carried out to
describe the digital readiness of the community in general
[16].

II1. RESULTS AND DISCUSSION

A. Overview of Respondents

Table 3 presents the demographic characteristics of the
respondents, including the number of participants, average
age, gender distribution, and education level.

TABLE III.
DEMOGRAPHIC RESULTS OF QUESTIONNAIRE ACQUISITION
Respondent > Average Gender Education
Category Age (M/F)
Beneficiaries of 80 45 years 30/50 60% High School,
Social 40% Junior High
Assistance School

Village 40 38 years 25/15 50%

Officials/Distrib Associate/Bachelor

ution Officers 's Degree, 50%
High School

Other 30 42 years 18/12 70% Bachelor's

Stakeholders Degree, 30% High
School

Total 150 42 years 73/77 Varied

B. Calculation Method for UTAUT Model Analysis
The UTAUT model evaluation is based on responses

collected wusing a 5-point Likert scale, where:
1= Strongly Disagree
2 = Disagree
3 = Neutral
4 = Agree
5 = Strongly Agree
For each variable (Performance Expectancy, Effort

Expectancy, Social Influence, and Facilitating Conditions),
the mean score is calculated using the following formula:

¥ Individual Score
N

Mean Score = (13)
Where:
e 3 Individual Scores is the total score obtained from
all respondents for a specific variable.
e  Nis the total number of respondents.

To provide a more detailed picture, here is an example of the
distribution of responses from 150 respondents:

C. Performance Expectancy (PE)
The total score from each category is calculated as
follows:

TABLEIV.
CALCULATION OF MEAN SCORE PE
Skor Likert Number of Question Respond
Respondents
1 (Strongly Disagree) 5 5x6=15
2 (Disagree) 10 10 x 6 =60
3 (Neutral) 20 20 x 6=120
4 (Agree) 60 60 x 6 =360
5 (Strongly Agree) 55 55 x6=330
Total 150 150 x 6 =900

The total score from each category is calculated as follows:

Total Score = (1x45) + (2x90) + (3x180) + (4x315) + (5x270)
=45 + 180 + 540 + 1260 + 1350 = 630

Next, calculate the Mean Score:
Mean Score=Total Score Total Respondents= 630/ 150 =4.2

Alternatively, considering the number of questions:
Mean Score per Question = 630 /900 = 0.7
Mean Score per Respondent =0.7 x 6 =4.2
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The majority of respondents (65%) rated 4 or 5, indicating
that they agree or strongly agree with the benefits of the
digital system. Only 15% of respondents disagreed or strongly
disagreed, suggesting that most users positively perceive the
system. The Mean Score of 4.2 indicates that Performance
Expectancy received the highest score in the UTAUT model,
implying that the digital system is perceived as beneficial by
social assistance recipients.

D. Effort Expectancy (EX) Response Distribution

74% of respondents rated 4 or 5, indicating that they found
the system easy to use and accessible. Only 16% of
respondents rated 1 or 2, suggesting that usability challenges
are minimal. The Mean Score of 4.0 confirms that Effort
Expectancy is perceived positively, meaning the system is
user-friendly and accessible the table below:

TABLE V. EFFORT EXPECTANCY (EX) RESPONSE DISTRIBUTION

plays a significant role in system adoption. Only 14% of
respondents rated 1 or 2, suggesting that external
encouragement is not a major obstacle.

The Mean Score of 3.8 suggests that while social support
is present, its influence is moderate compared to Performance
Expectancy and Effort Expectancy.

F. Facilitting Conditions (FC)

The mean score of 3.9 indicates that respondents generally
agree that the necessary infrastructure, technical support, and
access to technology training are available. However, the
presence of some lower ratings suggests that there are still
challenges in ensuring smooth system adoption. Improving
technical assistance and expanding access to digital training
programs could further enhance user experience.

TABLE VIL
DISTRIBUTION OF FACILITTING CONDITIONS

Calculation of Mean Score for Effort Expectancy, the total
score is calculated as follows:

Total Score = (1x24) + (2x72) + (3x132) + (4x408) +
(5%264) =24+ 144 + 396 + 1632 + 1320 = 4516

Next, we calculate the Mean Score:
Mean Score = Total Score / Total Responses
=4516/900=4.0

E. Social Influence (SI)

The total score is calculated as follows:

Total Score = (1x36) +(2x90) + (3x180) + (4x360) + (5%234)
=36+ 180+ 540 + 1440 + 1170 = 3366

Next, we calculate the Mean Score:
Mean Score = Total ScoreTotal Responses = 3366 /900 = 3.8

TABLE VL
SOCIAL INFLUENCE (SI) RESPONSE DISTRIBUTION
Likert Score Number of Total Responses
Question
Respondents
1 (Strongly Disagree) 6 6x6=36
2 (Disagree) 15 15x6=90
3 (Neutral) 30 30x6=180
4 (Agree) 60 60 x 6 =360
5 (Strongly Agree) 39 39x6=234
Total 150 150 x 6 =900

66% of respondents rated 4 or 5, indicating that social
influence (support from family, friends, and community)

Likert Score Number of Total Responses
Question ikert Score Number of Total Responses
Respondents Question
1 (Strongly Disagree) 4 4x6=24 Respondents
2 (Disagree) 12 12x6="72 1 (Strongly Disagree) 7 7x6=42
3 (Neutral) 22 22x6=132 2 (Disagree) 14 14x6=284
4 (Agree) 68 68 x 6 =408 3 (Neutral) 28 28 x 6 =168
5 (Strongly Agree) 44 44 x 6 =264 4 (Agree) 64 64 x 6 =384
Total 150 150 x 6 =900 5 (Strongly Agree) 37 37 x6=222
Total 150 150 x 6 =900

Total Score = (1x42) + (2x84) + (3x168) + (4x384) + (5x222)
=42+ 168 + 504 + 1536 + 1110 = 3360

Mean Score =3360/900=3.9

G. Behavioral Intention (BI)

With a mean score of 3.87, most respondents show a
positive inclination toward using the system. However, the
score is slightly lower than Performance Expectancy (4.2) and
Effort Expectancy (4.0), suggesting that while users recognize
the system's benefits and ease of use, external factors such as
social encouragement or concerns about reliability may
influence their willingness to adopt it fully. Strengthening
communication strategies and user engagement initiatives
could improve adoption rates.

TABLE VIIL
BEHAVIORAL INTENTION DISTRIBUTION

Likert Score Number of Total Responses
Question
Respondents

1 (Strongly 5 5x6=30
Disagree)

2 (Disagree) 10 10 x 6 =60

3 (Neutral) 25 25 x 6 =150
4 (Agree) 70 70 x 6 =420

5 (Strongly Agree) 40 40 x 6 =240
Total 150 150 x 6 =900
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Total Score = (1%30) + (2x60) + (3x150) + (4x420) + (5%240)
=30+ 120+ 450+ 1680 + 1200 = 3480
Mean Score = 3480 /900 = 3.87

H. Actual Use (AU)
The mean score of 3.77 indicates that actual usage of the
system is slightly lower than the intention to use it (BI: 3.87).

TABLE IX.
RESULT ACTUAL USE RESPOND

Likert Score Number of Total Responses
Question
Respondents
1 (Strongly Disagree) 6 6%x6=236
2 (Disagree) 12 12x6=72
3 (Neutral) 30 30 x 6=180
4 (Agree) 65 65 x6=390
5 (Strongly Agree) 37 37 x6=222
Total 150 150 x 6 =900

Total Score = (1x36) + (2x72) + (3x180) + (4x390) + (5%222)
=36+ 144+ 540+ 1560+ 1110 =3390
Mean Score = 3390 /900 = 3.77

This suggests that while users express a willingness to
adopt the system, certain barriers—such as infrastructure
issues, usability concerns, or lack of continuous motivation—
might hinder regular use. Addressing these challenges
through better user training, system improvements, and policy
support can help ensure higher adoption and sustained
engagement.

IV. CONCLUSION

This study analyzed technology acceptance using the
UTAUT model, focusing on Performance Expectancy (PE),
Effort Expectancy (EE), Social Influence (SI), Facilitating
Conditions (FC), Behavioral Intention (BI), and Actual Use
(AU). The findings indicate that Performance Expectancy
(4.2) and Effort Expectancy (4.0) had the highest scores,
showing that respondents perceive the system as beneficial
and easy to use. Meanwhile, Social Influence (3.8) and
Facilitating Conditions (3.9) scored slightly lower, suggesting
the need for stronger external encouragement and improved
infrastructure to support adoption. Additionally, Behavioral
Intention (3.87) was higher than Actual Use (3.77), implying
that while users express willingness to adopt the system, some
barriers still hinder full implementation.
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Figure 2: Distribution of Respondents' Likert Scale Responses for UTAUT
Constructs

EX WPE

Future research should explore longitudinal studies to
examine how user behavior and technology adoption evolve
over time. Additionally, structured training programs could be
investigated to determine their impact on improving digital
literacy and user engagement. Further research could also
focus on system optimization, particularly through Al-driven
personalization and automation, to enhance user experience.
Moreover, studies on accessibility and inclusivity are
necessary to assess how the system can be adapted for users
with varying levels of digital competence. Lastly, an
evaluation of policy and governance could provide insights
into the role of government and institutional support in
driving the successful implementation of technology in social
assistance programs. By addressing these areas, future
research can contribute to the development of more inclusive,
efficient, and user-friendly digital systems, ensuring broader
adoption and sustained impact.
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