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ABSTRACT 

 

The purpose of study was to investigate the factors impacting on the end-users 

intention to adopt and use ICT System in Cambodian SMEs. It was significant because 

there was no research study having been studied on factors influencing ICT System 

acceptance in Cambodian SMEs so far. The study could be served as the starting point 

for other researchers who wished to further study ICT System acceptance or other 

technology acceptant. The study was only focused on end-users who were working in 

Cambodian SMEs in Phnom Penh area. Similarly, this research study employed two 

models namely Technology Acceptance Model (TAM) and the extended TAM (TAM2) 

developed by Devis (1989), and the Diffusion of Innovations (DOI) theory developed 

by Roger (1985, 2003).  

In addition, there were two important factors, Perceive of Trust and Perceived 

of Support, suggested to be added up with TAM and DOI. Moreover, Perceived Ease 

of Use, Compatibility, Result Demonstration, Perceive of Trust, and Perceive of 

Support were also suggested as the moderators to moderate the relationship between 

Perceive of Usefulness and Intention to Use.  

Furthermore, quantitative method was used for this study. The primary data was 

collected through the questionnaire from a total of 274 end-users. Researcher analyzed 
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the data by using descriptive and inferential statistical techniques; Mean, Frequency, 

Standard Deviation, One Way Analyse of Variance (ANOVA), and Multiple 

Regressions. The respondents demographic, level of agreement, the relationship 

between Perceived of Usefulness, Perceived an Ease of Use, Compatibility, Result 

Demonstration, Perceive of Trust, and Perceive of Support with Intention to Use, and 

the moderators, Perceived an Ease of Use, Compatibility, Result Demonstration, 

Perceive of Trust, and Perceived of Support, were analyzed respectively.  

The respondent opinion was analyzed by using descriptive statistics. The result 

found that all end-users agreed that all factors such as Perceived of Usefulness, 

Perceived an Ease of Use, Compatibility, Result Demonstration, Perceive of Trust, and 

Perceive of Support were influenced on their intentions to adopt and use ICT System. 

Moreover, by running multiple regression analysis for all hypotheses, Image 

and Output Quality, had significant influenced on to Perceived of Usefulness. 

Meanwhile, Perceived of Usefulness, Compatibility, Perceive of Trust, and Perceive of 

Support had significant influence on end-users intention to accept and use ICT System 

in Cambodian SMEs. However, Perceived an Ease of Use and Result Demonstration 

had nothing impact on end-users intention to accept and use ICT System in Cambodian 

SMEs at all.  

On the other hand, regarding to moderation affect, all proposed moderators were 

not significant in moderating and influencing on the relationship between Perceive of 

Usefulness and Intention to Use. This result found that with different level of 

difficulties, knowledge and skill compatibilities, result demonstration, trust, and 

support, end-users would not perceive the ICT System to be more useful; consequently, 

the tendency of end-users toward ICT System adoption was not change at all.    
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CHAPTER 1 

 

INTRODUCTION 

The purpose of the study is to examine the drive factors which have influenced 

on end-users adoption Intention to Use Information and Communication Technology 

(ICT) system by Cambodian Small and Medium Enterprise (SMEs). This chapter first 

introduces the background of the research, statement of the problem, significances of 

the study, research objectives, research questions, expectation of the research, scope 

and limitation, and operational definitions. 

 

1.1 Background of the Research 

Information and Communication Technologies (ICT) and especially the usage 

of technology system such as computer software, hardware, people, and Internet and 

Web services are changing way of doing business. Along with the improvement of the 

business world, ICT System is the most flexible tools allowing small and medium 

enterprises (SMEs) to compete profitably in bigger and more dynamic markets. A 

continuous growing interest in the ICT System adoption is also attributed to the growth 

of the number of internet users worldwide, a greater increase of ICT devices, and the 

greater ICT System users (ITU, 2015). In recent past, ICT owned by information 

technology industry, IT managers, system engineers and support staff, but later on ICT 

System has become part of the mainstream of business strategy. In the present day, 

both business and non-business, ICT has certainly brought some benefits including 

maintenance of the systems, access to new technology, reduced costs and efficiency, 

reduced errors and improved consistency which leads to attainment of competitive 

advantage in business. 
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Moreover, through the analysis of report on country competiveness from World 

Economic Forum (WEF) for four years (2012, 2013, 2014, & 2015), the result has 

shown that countries with high level of ICT innovation are mostly gain more 

competitiveness and development than those which are not. Additionally, Aulet and 

Murray (2013) explained that the countries with high ICT innovation and entrepreneurs 

(SMEs) capacity were able to booth its economic growth by increasing it export 

capacity. More importantly, SMEs, entering the market with ICT Systems, are therefore 

able to take advantage of competitive advantages (Jensen, 1996).  Meanwhile, ICT 

System is found to play the significant role for organization (Brock, 2000). Recent 

researches have also found positive signs that SMEs can take advantage of ICT System 

in helping their business to expand (McGregor et al, 2002). 

By understanding the important of ICT innovation and SMEs on economic 

development, the researcher is conscious of his own country, Cambodia. Cambodia, 

along with other ASEAN nations, has been preparing themselves to global marketplace 

especially with adoption and usage of technology innovation system within SMEs. To 

make it ready, ASEAN States has addressed four key outcomes in ASEAN ICT Master 

Plan (2015) including employing ICT System for enhancing competitiveness; 

diagnosing the ASEAN as a global ICT innovation hub; strengthening a better lifestyle 

of people; and improving collaboration with business and citizens in ASEAN. More 

importantly, Royal Government of Cambodia (RGC) has already been trying to 

promote and encourage citizen, students, teachers, entrepreneurs, individual investors, 

SMEs, corporation companies, and government officers to use ICT Systems in their 

learning and teaching process, business transaction, communicating and living 

activities, as well as providing good public service to all related stakeholders.  
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While the development of the ICT sector in Cambodia has been significantly 

impacted by global trend, it can be assessed regarding to the number of cell phone lines, 

the quantity of PCs, Internet Service Providers (ISPs), the number of Internet users, 

broadcasting stations (Adler, 2014). Accessibility of education in ICT System is an 

essential asset. The Royal Government of Cambodia (RGC) has recognized this trend, 

so through the Ministry of Education Youth and Sports, has been introducing computer 

education in schools and other learning institutions. Computer Training Centres and 

universities has been set up in major urban area throughout the nation (Richardson, 

2011).  

Besides, Royal Government of Cambodia has tried to lower down the 

registration requirements and registration fee for SMEs in online registration. In the 

same time, the system such as accounting and finance have been simplified (ASEAN 

Strategic Action Plan on SMEs Development, 2015). Even though RGC has regulated 

policy for promoting ICT for Cambodian companies, yet Cambodian SMEs still have 

less competiveness compare to some other ASEAN nations such as Thailand, 

Singapore, Malaysia, Indonesia, Philippine, Brunei, and Vietnam (World Economic 

Forum, 2015). There are some reasons to be explained. According to the problems 

raised up by Council for the Development of Cambodia (2015) in Cambodian Industry 

Development Policy (CIDP) 2015-2025, Cambodian SMEs has small industry, missing 

middle support enterprises, and low the level of ICT innovation application value 

addition. However, the most concern for Cambodian SMEs is a lacking of ICT System 

usage in operation. Therefore, Cambodian SMEs should examine the significance ICT 

System adoption and usage within their enterprises. Anyway, the most important 

resource for Cambodian SMEs to adopt ICT System is human resource. Employees 

who work in the company are considered as end-users. 
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 End-users, as it means, including managers, professionals and operating level 

personnel who work in the business are regarded as significant assets to company 

performance (Caldeira and Ward, 2003), which need to be developed and equipped 

with knowledge and skills especially related to ICT for contributing to the success of 

business (Egbu et al, 2005; Zhou at el, 2009). Moreover, characteristics of end-users 

are including the knowledge of ICT, attitudes and intention toward ICT, technical and 

financial supports, and participation and involvement in adoption process could affect 

ICT acceptance (Thong, 2001; Fisher and Howell, 2004). In order to facilitate the 

successful implementation of ICT System in SMEs, and to avoid adoption failure, the 

businesses should also enlarge the level of behavioral intention toward ICT System and 

ICT System knowledge among potential end-users.  

Initially, employees’ attitudes toward the use of the ICT System will be 

encouraged by clear support from relevance stakeholders (Thong et al, 1997). Also, 

Perceive of Usefulness, Perceived an Ease of Use, Compatibility, Result 

Demonstration, and Perceive of Trust are the other factors impacting on their attitude 

to adopt and use ICT System. Furthermore, Premkumar and Roberts (1999) suggested 

that end-users ICT skills and knowledge can be provided through computer education 

and training program (Thong, 2001). Along with this, Richardson (2011) noticed that 

ICT education and training have been enhanced and promoted by Cambodian 

Institutional Education as well as external supports from UNESCO, European Union, 

KOICA, JICA, and so on. Therefore, end-users in Cambodian SMEs could learn those 

skills and knowledge from ICT Educational Institutions, or on the job training from the 

SMEs that they are working in. Regarding to this, it can be concluded that employee’s 

positive attitudes toward ICT adoption can have significant impacted on system 
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acceptance and adoption success, as negative attitudes of some users toward ICT 

System could negatively affect successful implementation of ICT System (Nguyen, 2009).  

This concern problem also lead to this research study. The study focuses 

particularly on end-users working in Cambodian SMEs in Phnom Penh City, where a 

huge market is continuously growing every year, good infrastructure, internet access, 

and utilities supply. The researcher believes that proper adoption of the ICT System for 

the end-users can enhance Cambodian SMEs’ competitiveness in the region, ASEAN, 

and the world.  

 

1.2 Statement of the Problem 

There is a drive across the world to get communities in developing countries 

connected, by connecting them into ICT Systems, to act as players in the worldwide 

economy, and ICT System has been considered as the powerful instruments for socio-

economic development (Jensen, 1996). Moreover, SMEs in Cambodian level of 

competitiveness is low compared to the regional and global countries, and Cambodia 

itself still face trade deficits meaning the amount of import of goods and services is 

higher than the export. Additionally, SMEs in Cambodian still has simple system, small 

volume base and low level of technology innovation (Council for the Development of 

Cambodia, 2015). The Council for the Development of Cambodia has also mentioned 

that the productivity of SMEs is mostly family-based with lack of entrepreneurs and 

inadequate of technology employed, thus limiting their abilities to compete in 

international markets and especially of missing middle support and short lifetime. 

Similarly to the claim above, Aulet and Murray (2013) stated that innovation capacity 

and entrepreneur capacity need to link together to enhance competitiveness and 

productivity of the firms. Although ICT System and skill are supported by all 
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stakeholders such as government and International Supporting Agencies, and SMEs; 

the numbers of Cambodian SMEs have adopted ICT System into their businesses are 

still in low volume.  

Besides that there has not any research studies been done on the factors 

impacting on ICT System adoption intention by end-users in Cambodian SMEs. 

Presently, the Royal Government of Cambodia has introduced an ICT policy that seeks 

to create an enabling environment for all businesses to benefit from the use of ICT 

System. Cambodian SMEs have recognized the need to increase their capacity to 

differentiate their products and services, and to link products and services electronically 

with their customers and suppliers. Therefore, to conduct the research in this issue is a 

need and necessary. All these problems require a researcher to collect primary data for 

responding to it.  

 

1.3 Significance of the Study 

This study illustrates the significance of ICT System and SMEs affecting the 

economic development of each country. Besides, the highlighting of influence factors for 

individual end-users decision on ICT System adoption in SMEs sectors are discussed and 

analyzed and especially the conditions leading to increase or decrease end-users 

behavioral intention to adopt and use ICT System is indicated out. Therefore, the policy 

makers and Supporting Agencies, who have been working on ICT promotion, can use 

the information to adjust the policy, training content and the system of ICT itself. 

Additionally, SMEs which going to adopt ICT System for their employees and future 

entrepreneurs will aware the significant of ICT System in their business and can use the 

ICT System to improve their business performance and solve problems (OECD, 2004). 



7 

 

The policy makers, ICT Supporting Agencies, SMEs and future entrepreneurs 

will find the findings of this study useful for future decisions regarding to factors 

impacting adoption of ICT System in Cambodian SMEs. An increasing usage of 

technology in all features of communities can build more confident, creative and 

productive use of ICT (Richardson, 2011). ICT System capability embraces both 

technical skills, and the understanding on how to apply these skills purposefully, safely 

and responsibly in their workplace (Sutherland et al., 2004). The study could also 

narrow down the gap between ICT and SMEs by convincing all Cambodian SMEs that 

ICT and SMEs need to combine together for sustainable profit in the long term. 

 

1.4 Research Objectives 

In the light of the fact has presented in background and problems of statement, 

the main objective of this thesis is to investigate factors influencing end-users 

acceptance and use of ICT System. 

 To discover the factors impacting on ICT System adoption intention by end-

users in Cambodian SMEs. 

 To explore a condition that reduces or increases end-users’ Intention to Use 

ICT System in Cambodian SMEs 

 

1.5 Research Questions 

There is the main question for this thesis and sub-questions to support the main 

question. What factors impacting end-users intention to adopt and use of specific set of 

ICT System in Cambodian SMEs?  

Sub-main questions: 

1. What factors impacting on ICT System adoption intention by end-users in 

Cambodian SMEs?  
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2. Are there conditions leading to increase or decrease end-users’ intention to 

adopt and use ICT System in Cambodian SMEs? 

 

1.6 Expected Benefits 

This thesis will contribute to current research both academic and non-academic.  

 The study will indicate out the influence factors impacting on ICT System 

adoption intention by Cambodian SMEs and especially the most impacting factor 

on adoption intention so that the government, ICT Supporting Agencies, and 

SMEs in Cambodia can foster the adoption rate.  

 The study would help government policy decision makers to design and 

implement SMEs development policies and strategies to increase the rate of 

adoption of ICT in Cambodian SMEs, and enhance their competitiveness. 

 The study would help ICT Supporting Agencies design their training framework 

or contents more precisely and more effectively as well as to adjust the ICT 

System according to the most impacting factors. 

 The study would help increasing ICT System adoption and usage within existing 

SMEs and new establish SMEs in Cambodia. 

 The study would help existing SMEs and new establish SMEs to foster their 

operations and enhancements more competitiveness by adopting ICT System in 

their business operation. 

 University and students can use the information from the study as the reference 

for the future research or further study.  
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1.7 Scope and Limitation 

The scope of this study is targeted on only SMEs that located in Phnom Penh 

City. The reasons that the study only limit that area because most of SMEs 

establishment and operation are located in Phnom Penh City. Besides, Phnom Penh 

City is also the most economic potential for the country with majority people with 

higher living standard, good infrastructure, good internet access, rich of labor skills, 

and especially closes to administration procedures and distributions. Specifically, only 

five districts, regarded as Sangkhat by Cambodia language, out of twelve districts in 

Phnom Penh City are selected for data gathering. Among the five, one district is located 

in the central city, while others four are located in East, West, South, and North Part of 

the city. The reason why this research not focuses on large firm because large firms 

have adopted ICT System into their business already and most of them are foreign 

direct investment in which technology and innovation have brought in by investors and 

business owners. The large firms have sufficient resources and expertise to use ICT 

System well in their companies. More importantly, researcher himself is currently 

working with micro and small and medium enterprises firms which believe to be more 

significant for later on.   

 

1.8 Operational Definition 

Information Communication Technology (ICT) is the collection of digital 

technologies and its devices using to operation processes such as designing, processing, 

analyzing, retrieving, storing, and distributing information, goods and services in SMEs. 

ICT leads to innovation when it improves the performance of the firms and minimizes 

firm expenses.  
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ICT System is a collection of key elements consisting of hardware, software, 

data and the people who use them. End-users in SMEs purchase and use computers, 

printings, accounting system, financial system, managerial system, internet and 

website, etc. to enhance their business performance and reduce expenses.  

ICT System Adoption is defined as the decision of individual or group of 

people to make full use of an ICT System as the best course of action available. In this 

context, people decide to adopt and use the technology innovation or system, they can 

perceive the benefits and ease of use after adopting and using it.  

Technology acceptance model (TAM) is designed and developed by Davis in 

1989. The study uses this model for measuring the decision of end-users to adopt ICT 

System in Cambodian SMEs. TAM is popular in many studies because it has been 

succeeded in examining the acceptance and use of information technology. TAM has 

two important variables such as Perceive of Usefulness and Perceived an Ease of Use 

influencing on an individual’s Intention to Use a system.  

Diffusion of innovation (DOI) is usually used to illustrate and forecast 

adoption and diffusion intention. DOI is objected to mention about the process of 

innovations, factors of adoption rate, and differ stages of adopters. 

Perceive of Usefulness is the degree to which a person believes that using ICT 

System would enhance his or her job performance in SMEs. 

Perceived an Ease of Use is the level of difficulty or easiness from the 

employee toward the usage the ICT System.  

Output Quality as the level that end-users feel that the ICT System can perform 

their works better. In connection to this, a system that performs well is likely to be seen 

as more useful than a system which does not.  
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Image is level of adopting and using the ICT System in workplaces can enhance 

employee’ reputation with others. 

Compatibility is the level of perceiving of ICT related to potential adopter and 

end-users norm, values, experiences, and skills. It is believed that ICT System is 

compatible with non-ICT System.  

Results demonstrability, referring to the level that employee can see results of 

using the ICT System.  

Perceive of Trust is defined as expectancy that the using of ICT System by the 

end-users can be relied upon and offers the better benefit than without using it. 

Perceive of Supports is defined as expectancy of sponsorship or continuous 

guiding offerings from financial institutions and technical experts. Financial supports 

including fund and ICT equipment while technical supports including trainings, and 

ICT System development. 

Intension to use is the level of willingness of employee to use ICT System in 

Cambodian SMEs.  

Small and medium sized enterprises (SMEs) can be defined through the 

number of employees involve. If the company has employees from 11 to 100 

employees, the company is considered as SMEs.  
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CHAPTER 2 

 

LITERATURE REVIEW 

The purpose of this chapter is to review the theories and studies related with the 

research topic and to illustrate the conceptual framework and hypothesis of the 

research. 

 

2.1 Review Related Theories and Studies 

 

2.1.1 The Significant Roles of SMEs and Its Challenges 

The term SME, universally, stood for Small and Medium Sized Enterprises but 

there was no consensus on the definition of SMEs (Lee et al., 1994). Pissarides (1999) 

mentioned that SMEs play the role in contributing the most dynamic firms with the 

economies improvement. Anyway, the primarily differences of defining SME was 

based on resource limitations, informal strategies, and flexible structures (Hudson et 

al., 2001; Qian and Li, 2003). Similarly, ADB (2016) claimed that definitions of SMEs 

are different according to different countries. In some countries, the criteria for the 

classification was capital; while, some countries were based on the number of 

employees, and the rest used a mixed principles, and it varies in each business. OECD 

(2004) indicated that the frequent upper limit of SME was 250 employees in the European 

Union, fewer than 500 employees in United States, while, some countries set the limit at 

200 employees. However, in the context of Cambodia, SME was defined with the number 

of employees between 11 staff to 100 staff (Council for the Development of Cambodia, 2015).  

Nowadays, we cannot estimate crucial role of SMEs play in the economy 

development. For example, Ayyagari et al (2011) investigated the role SMEs 
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employment creation and claimed that SMEs with smaller sizes were the engine of 

growth in many countries. Moreover, Malaysian SMEs were estimated to increase by 

6% in 2020 compared to 32% in 2012. Equally, the local Malaysian SMEs became the 

suppliers for multinational companies (MNCs) in the global chain (Business News, 

2014). Not different from Malaysia, Wonglimpiyarat (2015) described in his research 

that Chinese SMEs were accumulated to be 60% of outputs performance and 80% of 

employment creation. Furthermore, European Commission (2014) claimed the 

significant of its SMEs for the economy and the long run competitiveness.  Beck et 

al.(2005) added that SMEs most of less developed and developing countries  help 

contribute over 60% of total employment, 38% of the GDP, regional economies 

expansion in Asia on average. All research studies and reports claimed the importance of 

SMEs both in developed and developing economies. 

However, as the pace of economic globalization continued to increase, SMEs 

experienced fierce competition both from their domestic and foreign counterparts 

(Matlay and Westhead, 2005; Etemad, 2004; Julien and Ramangalahy, 2003; Lu and 

Beamish, 2001). There were some challenges needed to be improved and enhance in 

order to respond with competition such as lack of finance, lack of comprehensive 

databases, low level of research and development expenditures, and insufficient use of 

information technology in SMEs. Among these challenges, Francioni et al, (2016) 

mentioned that technological innovation was the most critical factors for SMEs to 

enhance their performance and increased export. 

Specifically in ASEAN perspectives, SMEs was accounted for not less than 

96% of all enterprises, and SMEs created 50 to 85% of local jobs (ASEAN Strategic 

Action Plan on SMEs Development, 2015). In addition, SMEs’ maintained the GDP 

between 30 to 35%, while was funding to exports activities for 19 to 31%. Therefore, 
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ASEAN considered SMEs development as a tool to reach the growth of sustainable 

economic and the integration in the ASEAN region. Similarly, ASEAN Economic 

Community (AEC) Blueprint 2025 (2015) expected that SMEs in ASEAN nations 

would be integrated into regional and global supply chain and advanced as world-class. 

Besides, the ways forward to single market and production based, ASEAN SMEs have 

been trying to improve their competitiveness and innovation capacity especially related 

with ICT. ASEAN also established ASEAN Strategic Action Plan on SMEs 

Development 2016-2025 (2015) under five core frameworks including strengthening 

productivity, technology and innovation; increasing the access to finance; the 

enhancement of market access and internationalization; the enhancement of policy and 

regulatory environment; and the promoting entrepreneurship and human capital 

development. 

However, this research study mainly focus on Cambodian SMEs. According to 

table 2.1 illustrates that there are 505,134 enterprises has already been established in 

Cambodia which 97.3% of enterprises are in the form microenterprises, followed by 

2.2% and 0.1% for SMEs and large enterprises, respectively. Regarding the labor force 

allocation, microenterprises, large enterprises, and SMEs absorb 58.3%, 27.0% and 

14.7%, respectively. Similarly, micro enterprise generates sales up to 50.2%, whereas 

SMEs was 21.6% and large enterprise was 28.3%.  

Table 2.1: Cambodian Enterprises Classified by Size (ECC, 2011) 

 Micro (1-10 

People) 

Small (11-

50 People) 

Medium (51-

100 People) 

Large (100 

People+) 

Number of Enterprise 493,544 10,009 800 781 

  Share 97.7% 2.0% 0.2% 0.1% 

Number of Workforce 975,980 191,792 53,879 451,739 

  Share 58.3% 11.5% 3.2% 27.0% 

Total Sales (Million US/Month) 147 53.2 10 82.8 

  Share 50.2% 18.2% 3.4% 28.3% 
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FDI controlled 63% of large enterprises and 37.14% of Micro, Small, and 

Medium Enterprises (MSMEs), which was accumulated to be 99% and 94% of MSMEs 

were owned by Cambodian (Cambodian Enterprises Classified, 2011). In overall, 

Cambodia has huge numbers of micro and large enterprise, but lack of SMEs which 

lead to the missing of middle support. In addition, World Economic Forum (2015) 

indicated that Cambodian SMEs were still low in value added and technological 

innovation. Besides this, based on Agence Kumpuchea Presse (2013) illustrated that 

(MSMEs) in Cambodia had been increased so far with 10% and reached to the number 

of around 560,000. Moreover, Asia Development Bank (2014) indicated that in term 

of Cambodian MSMEs is accounted for 99.8% of all enterprises. Specifically, 

Cambodian Enterprises Classified (2011) indicated that SMEs establishment in Phnom 

Penh City was 3,794 which provided 91,539 employment for people (small size was 

67,432 employments, and medium size was 24,107 employments). 

 Anyways, by looking at current situations of SMEs in Cambodia, we could be 

explained that Cambodian SMEs were still be classified as weak in regional and global 

competitiveness because they had simple structure, narrow base, lacking of supports 

especially financial, and low level of ICT innovation sophistication, while mostly 

concentrated in garment and food processing industries (CDC, 2015). Similarly, Roth 

(2015) claimed other two additional new challenges factors including low awareness 

of AEC among SMEs and how to integrate policies and action plans agreed by ASEAN 

leaders in SMEs’ operational plans. However, he pointed out seven opportunities to 

grasp in his research including, “international entry, expansion of capital and goods 

markets, economies of scale, a platform for thoughtful and systematic reforms, linkages 

to regional value and production chains, continue formalizing SMEs, and improve 

technology adoption among SMEs by exploring the opportunities for public-private 

partnerships.” 
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Additionally, Southiseng et al, (2008) argued that the main obstacles to SMEs 

development in Cambodia were caused by three factors such as poor in legal and 

regulatory frameworks and implementations, difficult to access to finance, and a lack 

of support of SMEs’ activities. These obstacles needed to be solved if Cambodia 

wanted to enhance regional competitiveness and to support ASEAN Strategic Action 

Plan for SMEs Development. Responding with these challenges, Royal Government of 

Cambodia’s Regular Strategy Phase III (2013) put strong afford to upgrade Cambodian 

SMEs especially to improve business climate through regulatory enhancement 

framework, to promote of innovation and technology system, to increase access to 

finance, to strengthen and expand related support services, and to integrate of SMEs 

into global value chains. 

For example of technology system, Royal Government of Cambodia planned to 

reinforce of the administration instrument and improvement of SMEs by advancing 

their official enrollment with proper accounts and balance sheets. Table 2.2 shows that 

Cambodian SMEs are expected to officially register 80% to 95%, and 50% to 70% of 

them to have accurate accounts and balance sheets by 2025. This would help the 

government to check the business status and operation of SMEs and to provide support 

and incentives such as training and technical assistance, etc. as well as to serve as an 

assurance instrument to secure financing, provides accountability to shareholders. 

Table 2.2: Percentage of official registered enterprise with balance sheet (CDC, 2015) 

Size/Types of Enterprises 
Officially Registered Having Balance Sheet 

2010 2020 2025 2010 2020 2025 

Small Enterprises 37% 70% 80% 4% 30% 50% 

Medium Enterprises 72% 80% 95% 24% 50% 70% 

Large Enterprises 93% 100% 100% 66% 100% 100% 
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2.1.2 The Significant Roles of ICT 

When ICT helped the firms to enhance their productivities and competitiveness 

as well as minimized cost for operation,   ICT was considered as innovation tools for 

the firm. Innovation in ICT had been broadly accepted as one of the success drivers of 

national competitiveness (OECD, 2004). Similarly, Feldman (2002) defined innovation 

as the diffusion and accelerating of initial idea and valuable knowledge for product 

development, service improvement, or enhancing performance. Barnett and Hansen 

(1996) noticed that the SMEs with more elevated amounts of advancement contrasting 

with their rivals might have crucial advantages and permit them to compete in national 

and worldwide markets. 

Another research study defined ICT as a grouping of basically digital 

technologies and its devices used to create, process, analyze, store, retrieve, and 

disseminate information within a community (Ongori and Migiro, 2010; Ritchie and 

Brindley, 2005). Moreover, ICT System was defined as collection of key elements 

consisting of hardware, software, data and the people who use them. End-users 

purchased and used computers, printings, accounting system, financial system, 

managerial system, the internet and website, etc. to enhance their business performance 

and reduce expenses. For instance, HR uses fingerprint automatic machine and payroll 

system to record and report employees’ attendance and open monthly salary for them. 

However, Zerfass (2005) argued that SMEs should not rely on ICT System 

alone, but entrepreneurial spirit, within the industrial, was needed to be integrated to 

support them. More importantly, ICT System could significantly help fostering the 

growth of economic prosperity and productivity (OECD, 2004). At the SMEs level, 

ICT System decreases transaction costs, enhances more alternatives in the marketplace, 

and widens potential global markets (Kramer et al., 2007). Additionally, the relation of 
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ICT System to economic performance was linked to differences in the communication, 

financial, and industrial environments (Houben and Kakes, 2002; King et al., 1994; 

Nam and Barnet, 2010; Barnett, 2011). Hitt et al. (2001) pointed out that ICT System 

enhanced firm level of innovation, competitiveness and performance. By using ICT 

Systems, the firm could differentiate its service and product from other firms, and 

gained client, employee and supplier satisfaction (Aguilera et al. 2015; Ongori and 

Migiro, 2010; Diewert and Smith, 1994; Cuevas et al., 2015). 

On the other hand, OECD (2012) explained that more than half growth rate in 

developed nations came from ICT System. ICT System perceived as the drive factors 

for economic development, and increased competitiveness in all sectors of the 

country’s economy. ICT System inserted into existing products to form a new integral 

part of the goods (Kim et al., 2014).  

Looking back to ASEAN Region where SMEs were promoted to use ICTs. In 

ASEAN ICT Master Plan (2015) stated that ICT plays many important roles for 

ASEAN. Firstly, ICT helped ASEAN for fostering growth. Service exports in the 

countries in ASEAN, related to ICT services, had increased 25% especially in 

Indonesia, Malaysia, the Philippines and Singapore. Secondly, it enhanced recognition 

for ASEAN as a global ICT hub because ICT System helped ASEAN strengthening 

appreciation in ICT including the increasing of scores on technological innovation 

pillar under the Global Competitiveness Index (GCI) and narrowing the gap of ASEAN 

and the world. Thirdly, ICT enhanced quality of life for the people of ASEAN as well 

as contributes towards ASEAN integration. 

Looking further into Cambodia context, ICT has been adopted into Cambodia 

since 1996 (Richardson, 2011). Royal Government of Cambodia and Cambodian SMEs 

understood the important of ICT System and its effects by different contexts (Council 
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for the Development of Cambodia, 2015). Therefore, Royal Government of Cambodia 

involved and regulated ICT policy for SMEs to adopt and implement with expectation 

of technology enhancement and competitiveness strengthening (ASEAN ICT Master 

Plan, 2015; Royal Government of Cambodia, 2015). ICT are significant because it 

generates more employment to the people and exports than SMEs without ICT (Aulet 

and Murray, 2013).  

According to Royal Government of Cambodia (2015), the main objectives of 

ICT policy was to allow ICT to help pushing towards the achievement of national 

development goals; to offer global services and accessibility of information and 

communication facilities in the country; and to put Cambodia into a knowledge based 

society through the implementation of proper ICT. According to ASEAN ICT Master Plan 

(2015), Cambodian SMEs have improved their ICT with increasing numbers of export.  

The business environment was not stable, so SMEs were difficult to compete 

with others industries without using technological skills or system,   so Global 

Competitiveness Index (GCI) was used to measure the position of ICT in Cambodia.  

World Economic Forum (WEF) (2015) indicated the three stages of economic 

developments used to measure the competitiveness of each nation.  

World Economic Forum (2015), defined competitiveness as the set of 

institutions, policies, and factors that determine the level of productivity of a country 

and the level of prosperity of an economy. It compared four years indices of economic 

development starting from 2012-2016. Cambodia Competitiveness Index from 2012-

2013, Cambodia was ranked in 85 out of 144 countries with scored 4.00 out of 7; from 

2013-2014 ranked in 88 out of 148 with scored 4.00 out of 7; from 2014-2015 ranked 

in 95 of 144 with scored 3.90 out of 7; and from 2015-2016 ranked in 90 out of 140 

with scored 3.90 out of 7. World Economic Forum (2015) used a spider-net diagram to 
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compare 12 pillars of economic development between Cambodia, and other emerging 

and developing Asia.   The figure explains that the Factor Driven Economy is 

concentrating on basic requirements (60%); Efficiency Driven Economy is concentrating 

on efficiency enhancer (35%); and Innovation Driven Economy is concentrating on 

innovation and sophistication factors (5%). World Economic Forum (2016) classified 

Cambodia as Factor Driven Economy, which mean that innovation in ICT position was 

still low. Cambodia had lower competitiveness comparing with average emerging and 

developing countries in Asia especially in term of market size and higher education and 

training pillars.  

 

Figure 2.1: 12 Pillars of Cambodian Competitiveness (WEF, 2015). 
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2.1.3 ICTs Adoption in SMEs 

As mentioning earlier, ICT innovation System and SMEs had played significant 

roles for all stakeholders including people, enterprises, country, and the world. 

However, the adoption of ICT System in SMEs was differed from the ones in larger 

enterprises. Large companies had the power to invest in software, hardware equipment 

and ICT expertise while SMEs struggling with finance, other resources including skill 

labors (Gäre and Melin, 2011). Also, although it was important to SMEs to adopt ICT 

System, yet not many SMEs and countries could use and benefit from it equally. 

Therefore, the highlight of obstacles and motivated factors for adoption and usage were 

presented consequently. ICT Uptake (2006) indicated two types of obstacles such as 

macroeconomic and microeconomic obstacles. 

 In term of macroeconomic types could be included the lack of favorite in 

innovation perspectives; the lack of flexibility of the production environment which 

appears in the labor or products market; and network and service investments. Whereas, 

the microeconomic obstacles considered as the lack of awareness and skills in the 

SMEs. Remarkably, the low level of ICT System utilization was caused by the lack of 

necessary knowledge to select the right technology, and the insufficient numbers of 

applications fit to the needs of SMEs. Last but not lease, ICT Uptake (2016) found that 

the smaller the enterprise had greater benefits from ICT adoption and implementation 

in its business than large firm. OECD (2004), other report, argued that the obstacles to 

application of ICT System in SMEs varied in various sectors of the economy and 

countries. Therefore, only the SMEs in specific country can set their common obstacles 

and then recommend proper solution to solve them.  
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On the other hand, there are many theories and models have been developed 

regarding to reasons influencing on ICT Adoption Intention. Imran and Grego (2007), 

as one of those, claimed that the theories and models were various and difficult to claim 

one theory or model was better than the others. Yet, one of the most common reasons 

for ICT System adoption was aimed to enhance survival and growth, to stay 

competitive and to enhance innovation abilities (Bridge and Peel, 1999; De Burca et 

al., 2005; Bruque and Moyano, 2007). Another reason stated that the adoption was to 

response to the pressures from the internal and external environment (Morel and 

Ramanujam, 1999; Nguyen, 2009). Similarly, a research study on “E-commerce 

Adoption”, explained that ICT System become important to SMEs  as it served the 

customers, expanded market reach, responded to competitive pressure and reduced 

operational costs (Martin and Matlay, 2003; Beck et al., 2005; Wymer and Regan, 

2005; Abebe, 2014). Through all these adoptions, Abebe (2014) indicated three reasons 

affecting on ICT System adoption in SMEs such as exposure, ability to adopt and use 

innovation technologies, and political and policies. Richardson (2011), on the other 

hand, argued that although technology was available and the use of the internet 

increased 1200%, the adoption of ICT System still influenced by money factor. Conoli 

(2012), in addition, added that ICT System adoption by SMEs provided four main 

impacts for SMEs such as enhancing performance, growth, expansion, and new product 

or service innovation.  

Hutchinson and Mollar (2009) indicated some benefits of ICT System for social 

enterprises in his research study. He explained that enterprise with ICT System 

adoption could enhance the market access. The result showed that ICT System offers 

benefit in the key areas of communication with customers (80%), and sales and 

marketing (64%), and they suggested that social enterprise should use ICT System to 
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connect to markets and to facilitate trade in ways that previously not imagined. Besides 

market access and income generation were the other benefit according to them. 

Comparing with other social enterprises without the usage of ICT System, social 

enterprises with ICT System can generate more income. Finally, the result showed that 

social enterprises with ICT System can provide more employment opportunities and 

capacity building.  

More significantly, Rouibah et al. (2009), explained three basically theories 

which had been widely used to explain technological adoption. 

• Theory of Reasoned Action (TRA) developed by Ajzen and Fishbein (1988) 

• Technological Acceptance Model (TAM) developed by Davis (1989) 

•  Diffusion Of Innovations (DOI) developed by Rogers, (1995) 

Table 2.3: Technological Adoption Models 

Authors 

(Year) 
Model Description of the Model 

Ajzen & 

Fishbein 

(1988) 

TRA 

The model aims at predicting behavior and attitudes consisting of 

three components such as “behavioral intention", “attitude” and 

“subjective norm”. 

Davis 

(1989) 
TAM 

When a user is presented with new technology, the "Perceive of 

Usefulness" and "the perceived ease of use" notably influence how 

and when users utilize it. 

Rogers 

(1995) 
DOI 

The model indicates that early adopters evaluate innovation for its 

relative advantage, Compatibility, complexity, trialability and 

observability. 

Tornatzky 

et al. 

(1990) 

TOE 

Institution accept and use technological innovations impacted by 

technological context variables (internal and external technologies), 

institutional context variables (an institution's characteristics and 

resources) and environmental context variables (size and structure 

of a company) 
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Besides, there were some less-known technology adoption models like the 

Technology Organization Environment (TOE) framework developed by Baker (2012) 

and the Perceived Electronic Readiness Model (PERM) developed by Molla and Licker 

(2005) which normally used to explain the adoption of ICT System in organizations. 

In the same way, TAM and DOI model were found to be more significant for 

technology and innovation acceptance. According to Venkatesh and Davis (2000), 

Technology Acceptance Model (TAM) developed by Davis (1989) and Davis et al. 

(1989) and the Diffusion of Innovations Theory (DOI) developed by Rogers (1995) 

were widely used to examine the acceptance and use of information technology. These 

models were used by both developed countries and developing countries (Belanger and 

Carter, 2008; Carter and Belanger, 2005; Carter and Weerakkody, 2008; Kunstelj et al., 

2009; Sang, 2008; Sang et al., 2010; Richardson, 2011).  

 TAM was best to explain and individual intention to adopt and use technology 

(Alkalbani et al., 2013; Grandon and Mykytyn Jr, 2004. Meanwhile, the DOI was one 

of the most used to explain technological and innovation adoption in organizations 

(Brancheau and Wetherbe, 1990; Hussin and Noor, 2005; Kendall et al., 2001; Syed et 

al., 2005; Teo and Pok, 2003; Van Slyke et al., 2004); Richardson (2011). However, 

some studies had been modified the models together by integrating them to form new 

model for their studies (Benham and Raymond, 1996; Limthongchai and Speece, 2003; 

Tan and Teo, 2000; Chinedu Eze et al., 2014; Sang et al., 2010).  

Contradicting to this, this study did not use the TOE and PERM models because 

these models were mainly focus on bigger scope such as company structure and 

resources as well as other readiness of technological context. In addition, TRA was also 

excluded because the model evidenced less significant for technology adoption, but 

rather provided more significant for health, sexual, and absentee studies as well as 

voting intention (Riemenschneider and McKinney, 2001). 
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2.1.4 Technology Acceptance Model (TAM) 

According to Sang et al. (2010) in their research studies on a topic, “E-

government Adoption in Cambodia”, mentioned that two specific beliefs based on 

Davis (1989) were Perceive of Usefulness and perceived ease of use. These two beliefs 

are believed to be impacted individual perception towards framework utilization, and 

later on impacted on Intention to Use framework (Figure 2.2). The causal connections 

were approved observationally in numerous investigations of client acknowledgment 

in various settings: for instance, to test the acknowledgment of: E-government 

Adoption (Sang et al, 2010), E-commerce (Pavlou, 2003), E-government Services 

(Carter and Belanger, 2005), Online Shopping (Gefen et al., 2003); E-commerce 

Adoption (Van Slyke et al., 2004), and Mobile Computing (Wu et al., 2007). 

 

Figure 2.2: Technology Acceptance Model (TAM), (Davis et al., 1989). 

The external variables that impact the Perceive of Usefulness and Perceived an 

Ease of Use were not completely explored in TAM. Thus, Venkatesh and Davis (2000) 

proposed the extended TAM (TAM2) by adding more important determinants of 

Perceive of Usefulness including Subjective Norm, Image, job Relevance, Output 

Quality, Result Demonstration, Experience, and Voluntariness. Figure 2.3 below shows 

about the extension of TAM which is called as the Modified of Technology Acceptant 

Model. Those external variables mentioned above were not indicated as significant for 

some research studies. 
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Figure 2.3: Extended Technology Acceptance Model (TAM & TAM2) 

 

2.1.5 Diffusion of Innovation (DOI) 

In DOI, diffusion was understood as a social process by which an innovation is 

communicated in time via certain channels between the members of a social system 

(Rogers, 1995). On the other hand, innovation was defined as an idea, practice or object 

that perceived as new by an individual end-users or another type of adoption (Tan et 

al., 2009). While it was true that many researchers used the DOI model with its five 

characteristics of innovation, it was also true that many studies found that not all 

characteristics were usually significant when explaining the adoption of ICT in SMEs 

(Hussin and Noor, 2005; Moghaddam and Khatoon-Abadi, 2013; Ntemana and 

Olatokun, 2012; Tan et al., 2009). The result of some studies illustrated in the table 2.4. 
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Table 2.4: Previous studies on the adoption of ICT in SMEs based on the DOI model 

Authors (year) Results 

Kendall et al. (2001) E-commerce was studied as a new innovation among SMEs in 

Singapore. Results indicate that relative advantage, Compatibility 

and trialability are factors that affect the adoption of e-commerce. 

Observability and complexity are not significant. 

Beatty et al. 

(2001) 

The factors that influence the adoption of corporate web sites were 

analyzed in 286 SMEs in the United States. The independent 

variables were perceived benefits, complexity, Compatibility and 

managerial support. The most significant were perceived benefits 

and complexity. 

Limthongchai and 

Speece (2003) 

The adoption of e-commerce of SMEs in Thailand. There was one 

factor added, security or confidentiality. Relative advantage, 

Compatibility, security or confidentiality and observability are 

positively correlated to the adoption of e-commerce while 

complexity had a negative correlation. 

Hussin and Noor 

(2005) 

The position of SMEs in Thailand to adopt e-commerce was 

explored among CEOs. Relative advantage, observability and 

complexity were significantly related to the adoption of e-commerce 

while trialability and Compatibility were not significant. 

Tan et al. (2009) The adoption of internet-based ICT in 406 SMEs in Malaysia was 

studied. Relative advantage, Compatibility, observability and 

security were significantly related in a positive way with the 

adoption of ICT in SMEs while complexity had a negative 

association. 

Moghaddam and 

Khatoon-Abadi 

(2013) 

Factors which affect the adoption of ICT by rural users in central Iran 

were studied. They proved that DOI innovation characteristics had a 

significant positive effect on the adoption of ICT by those users 

except for the Compatibility variable. 

Sang et al. (2010) E-government adoption in ASEAN which focus on the factors 

impacting on end-users Intention to Use technology system. The 

study used modified from TAM and DOI and added trust factor. The 

result proved that Perceive of Usefulness, trust, and relative 

advantage are supported.  

Richardson (2011) Technology adoption in Cambodia concentrating on factors 

impacting on end-users to use ICT System in workplace. He added 

volunteer factors. However, the result proved that DOI had positively 

significant to adoption of ICT Systems except volunteer.  
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Based on Rogers (2003), employee’s decision to adopt and use an innovation 

in five aspects such as Compatibility, Trialability, and Observability, Complexity, and 

Relative Advantage. However, some other researchers explained these aspects as 

perceived characteristics of innovations (PCIs) (Chiasson and Lovato, 2001; Moore 

and Benbasat, 1991; Tornatzky and Klein, 1982; Zhu and He, 2002). Moore and 

Benbasat (1991) expanded Rogers’s perceptual factors into eight PCIs including 

Image, Compatibility, Ease of Use, Trialability, Visibility, Relative Advantage, Result 

Demonstration, and Voluntariness of Use. Table 2.5 shows the detail of eight perceived 

characteristics of innovation (PCIs).  

Table 2.5: Description of PCIs (Rogers, 2003; Moore and Benbasat, 1991) 

PCIs Description 

Relative advantage 
Degree an innovation is perceived as a better idea 

Measured by economics, social factors, and convenience 

Image Degree using the innovation enhances one’s reputation with peers 

Compatibility 
Degree of perceived consistency with values, experiences, and 

needs of potential adopters 

Ease of use Degree of difficulty with using the innovation 

Visibility Degree the innovation is visible 

Results demonstrability Degree one can see results of using the innovation 

Trialability Degree the innovation can be experimented with or practiced 

Voluntariness  Degree using the innovation is voluntary 

Along with innovation characteristics, Rogers (2003) described five types of 

adopters. The types were examined by the level of decision that a person adopted an 

innovation. Through the decision process, potential adopters might choose to adopt the 

innovation early, adopt the innovation later, reinvent or modify usage of innovation, 

discontinue the usage of the innovation, or reject use of the innovation. 

Some researchers used TAM with DOI theory as a factor affecting the ICT 

adoption Intention to Use (Agarwal and Prasad, 1998; Carter and Belanger, 2005; 
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Tornatzky and Klein, 1982). Rogers (2003) explained five factors impacting on the rate 

of innovations adoption; however, this research study use only two factors such as 

Compatibility and Result Demonstration. The other factors were not used because they 

were duplicated with TAM.  

 

2.1.6 Perceive of Trust and Supports 

Perceive of Trust were defined as expectancy of using ICT System by end-users 

could be relied upon and useful. (Sitkin and Roth, 1993).  In the context of ICT, if the 

end-users trusted the system, they would intend to use the system. Trust was a focal 

characterizing part of numerous monetary and social collaborations in which instability 

was available (Pavlou, 2003). Absence of trust on work execution were recognized as 

one of the significant deterrents in the reception of innovation advancement (Carter and 

Belanger, 2005; Horst et al., 2007). In light of the fact, the performance of exchanges 

over the system innovation faced numerous instabilities and dangers (Belanger and 

Carter, 2008). 

Meanwhile, Perceive of Supports helped inspiring end-users to adopt and use 

ICT System (Hutchinson and Mollar, 2009). Perceive of Supports was defined as 

expectancy of sponsorship or continuous guiding offering from financial institutions 

and technical experts. In the context of SMEs in Cambodia, the end-users are afraid to 

adopt or use ICT if they feel the lack of support in the future. The supports can be 

classified as technical supports and financial supports. Financial supports including 

fund and ICT equipment while technical supports including trainings, and system 

development.  
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2.3 Research Framework  

As the related theories and research studies have been illustrated above relating 

with factors influenced on ICT adoption intention by end-users in Cambodian SMEs, 

this research has elaborated a number of key implications for the study. Instead of using 

single model, this research builds a new model by integrating key relevant constructs 

from the TAM, TAM2, and DOI literature to investigate factors that influence end-

users’ acceptance of the ICT. However, two factors from DOI such as Relative 

Advantage and Complexity are not used to test the influence and intention of end-users 

to adopt and use ICT System because these two factors are duplicated with Perceive of 

Usefulness and Perceived an Ease of Use. In addition, although some research studies 

had tested the behavioral attitude of end-users toward adoption before behavioral 

Intention to Use the system was tested (Bruner and Kumar, 2005; Nysveen et al., 2005; 

Wu et al., 2013; Wu and Lin, 2007; Chiu, 2008; Lin et al., 2009), the result of the study 

was not satisfied them. The result of their studies showed duplication between 

behavioral attitudes and Perceive of Usefulness. Therefore, this research does not 

include the attitude into research framework. In the context of Cambodia, two factors 

such as “Perceive of Trust and Perceived of Supports” are expected to have strong 

impact on adoption and Intention to Use ICT System. The conceptual framework of 

ICT adoption intention is indicated as below.  
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Figure 2.4: Research Framework 

 

2.4 Research Hypothesis  

The whole hypotheses are responded to this main question, “What factors are 

impacting on ICT adoption intention by Cambodian SMEs?”   

 

2.4.1 Factors impacting on ICT System Adoption 

Regarding to the objectives of the research study, the researcher stresses on the 

factors influences on ICT adoption intention by Cambodian SMEs. There are two main 

factors for TAM such as Perceived an Ease of Use and Perceive of Usefulness. Some 

studies suggested that Complexity constructed in the DOI was often considered as the 

Perceived an Ease of Use constructed in the TAM. Besides, Perceive of Usefulness was 

influenced by some others external factors such as Images, Subject Norm, Job 
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Relevance and Output Quality. However, the result of study conducted by Sang et al. 

(2010), E-government Adoption in ASEAN, showed that Subject Norm and Job 

Relevance did not support to the Perceive of Usefulness. 

 Therefore, the first external variable is Image. Moore and Benbasat (1991) 

defined Image, as the level of usage of an innovation, was perceived as status 

enhancement of end-users in social system. In the Cambodian context, end-users who 

adopt a new innovation like the ICT System may impress others who have not adopted 

it. Thus, the end-users who have a higher need for social recognition and a clear 

understanding of the ICT System are likely to perceive the usefulness of the system. 

Therefore, the hypothesis is proposed as following. 

Hyphothesis1. There will be a positive relationship between Image and Perceive of 

Usefulness. 

The second external variable is Output Quality. Venkatesh and Davis (2000) 

defined perceived Output Quality as the level that end-users felt that the ICT Systems 

could performs their works better. In the context of Cambodia, the end-users belief the 

ICT System is useful if they can use the systems to help assist their works and make 

their performance better. In connection to this, a system that performs well is likely to 

be seen as more useful than a system which does not. Therefore, the hypothesis is 

proposed as following. 

Hypothesis 2. There will be a positive relationship between Output Quality and Perceive 

of Usefulness. 

Moreover, Davis et al. (1989) stated that Perceive of Usefulness was the first 

main important factor influencing on acceptance of technological system in TAM. In 

the context of the ICT, for instance, users find the ICT useful if it helps them to enhance 

their works performance. Therefore, a high level of usefulness is likely to increase user 

acceptance of the ICT. Therefore, the hypothesis is proposed as following. 
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Hypothesis 3. There will be a positive relationship between Perceive of Usefulness and 

Intention to Use ICT System. 

In addition, another factor impacting on intention to ICT System adoption is a 

Perceived an Ease of Use. Davis (1989) defined Perceived an Ease of Use as the level 

of easiness with using the ICT System. In the context of the ICT, end-users perceive 

the ICT as easy to use when they are clearly understood with less afford to use it. 

Therefore, Perceived an Ease of Use is likely to strengthen end-users Intention to Use 

the ICT System. Therefore, the hypothesis is proposed as following. 

Hypothesis 4. There will be a positive relationship between Perceived an Ease of Use and 

Intention to Use ICT System. 

Additionally, many research studies suggested the need to integrate TAM with 

other theories as stated earlier. Specifically, some researchers modified the TAM by 

adding the DOI theory as a factor affecting the intention to adopt and use technology, 

and they found that Relative Advantage, Compatibility and Complexity were important 

in predicting intention to adopt and use a technology (Carter and Belanger, 2005; 

Agarwal and Prasad, 1998; Tornatzky and Klein, 1982). Yet, some research studies 

used all factors in DOI (Hashim, 2007; Wu et al., 2013; Sin Tan at el., 2009; 

Richardson, 2011; Wu and Lin, 2011; Chao et al., 2008). At the end, this research study 

uses only two factors from DOI such as Compatibility, and Result Demonstration. 

These factors were pointed out to be important and not duplicated by some studies 

(Sang, 2008; Sang et al., 2010). Another reason is that “Related Advantages” and 

“Complexity” are repeated to TAM. 
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Compatibility is the first factor impacting on Intention to Use of ICT. Rogers 

(2003) defined Compatibility as the level of an ICT System which was believed to be 

consistent with the needs, values, and experiences of an end-users. Moreover, 

Tornatzky and Klein (1982) found that Compatibility was consistently related to 

innovation adoption. In the context of Cambodia, the end-users have Intention to Use 

the system if they find that the system is compatible with their experiences, needs, and 

values. Therefore, the hypothesis is proposed as following. 

Hypothesis 5. There will be a positive relationship between Compatibility and Intention 

to Use ICT System. 

Rogers (2003) defined Results Demonstrability as the level of end-users who 

could see results of using the ICT. He mentioned that end-users were likely to test the 

ICT System before they decided to adopt and use the system. By that if the system is 

not useful and difficult for them to use, the end-users may feel hesitating to adopt the 

system. As well, the result from demonstration may increase or reduce their intention 

to adopt and use the system. Meanwhile, Richardson (2011) illustrated that Result 

Demonstration impacted on intention of end-users to use ICT System. Therefore, the 

hypothesis is proposed as following. 

Hypothesis 6. There will be a positive relationship between resulted demonstration and 

Intention to Use ICT System. 

Beside TAM and DOI theories, Perceive of Trust was considered as another 

factor impacting on ICT adoption intention because when end-users performs their 

jobs, they expected the system was useful, reliable, and timely (Belanger and Carter, 

2008; Horst et al., 2007; Sang, 2008; West, 2008). Perceive of Trust was defined as 

expectancy of using ICT Systems by end-users which could be relied upon and useful 

(Sitkin, and Roth, 1993).  Normally, end-users have a great concern about the 
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protection of their personal information, private and important documents, information 

working process, and reliability of the system. These hidden concerns could possibly 

reduce end-users intentions to adopt and use the system. In the context of ICT, if the 

end-users feel confident and trust the system, they are intended to use the system. 

Therefore, the hypothesis is proposed as following. 

Hypothesis 7. There will be a positive relationship between Perceive of Trust and 

Intention to Use ICT System. 

Finally, a researcher proposes another factor, Perceived of Support, adjusted 

from the study of Hutchinson and Mollar (2009) and he expects to have significant 

influence on the Intention to Use ICT System. Hutchinson and Mollar (2009) defined 

Perceive of Support as the expectancy of end-users in receiving a sponsorship in form 

of financial assistant and technical consultancy. In the context of SMEs in Cambodia, 

an end-users may afraid to adopt and use ICT System if they feel the lack of support in 

the future. The supports can be classified as technical supports and financial supports. 

If they have problems in term of using the system, they would need technical expertise 

to help them solving out their problems. Meanwhile, end-users also expect to receive 

financial support when they want to increase more ICT adoption, usage, or even 

business expansion. Therefore, the hypothesis is proposed as following. 

Hypothesis 8. There will be a positive relationship between Perceive of Supports and 

Intention to Use ICT System. 
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2.4.2 Moderating Effects 

As stated in literature review, this research model, Technology Acceptance 

Model (TAM) or Diffusion of Innovation (DOI), has been widely used and tested by 

numerous of research studies. However, different research studies found different 

research results related to ICT and technology adoption intention. In the past, for 

instance, some research studies, Carter and Belanger (2005), Gefen et al (2003), Van 

Slyke et al. (2004), Pavlou (2003), Wu et al. (2007), Moore and Benbasat (1991), and 

Venkatesh and Davis (2000), found that Perceived an Ease of Use as significant 

relationship effects on Intention to Use while another research study, Sang et al (2010), 

produced different result. Regarding to these, a researcher found difficulty to conclude 

whether which factors were positively significant on the relationship and which were 

not. These suggested that the relationship might depend on some other factors. 

Therefore, moderators could be played as crucial roles in strengthening more 

significant relations on the relationship between main factors and behavioral intention 

to use.  In addition, because there were no existing research studies that explore a 

moderating effect of this relationship, so this study is warranted. 

Consequently, this research proposed Perceived an Ease of Use, Compatibility, 

Result Demonstration, Perceive of Trust, and Perceive of Support as moderating effects 

to enhance the relation between Perceive of Usefulness and Intention to Use ICT 

System. The moderators would likely impact more or less on the end-users intention to 

adopt and use the ICT System when they perceive different level of ease of use, trust 

and supports, compatible to their existing knowledge and skills, as well as positive 

result from their demonstrations. The end-users may feel more likely or less likely to 

adopt and use the system according to the level of moderating effect. Besides, if these 
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research hypotheses provide significant moderation effect on the decision of the end-

users, the future research studies can also cite this result as their research references.  

Perceived an Ease of Use effects the Perceive of Usefulness on end-users 

intention to adopt and use ICT System. The ease of use of technology allows end-users 

to accomplish tasks with little efforts, enhancing performance from the cost 

effectiveness and efficiency aspect. In the context of Cambodia, ICT System is not 

extensively used by Cambodian workers; some of them may consider the technology 

complex and difficult to use. When attempting to use ICT System at work, people need 

to learn the fundamentals and apply the technology in their work tasks through 

repetitive trials and errors. In short, even end-users perceive that ICT System is 

usefulness, they still show less intention to adoption ICT system if the level of difficulty 

is high.  On the other hand, if ICT System is easy to use, end-users are more likely to 

adopt and use ICT System. We therefore test the following hypothesis: 

Hypothesis 9.The relationship between Perceive of Usefulness and Intention to Use is 

moderated by Perceived an Ease of Use. 

Compatibility effects the Perceive of Usefulness on end-users intention to adopt 

and use ICT System. The consistency of the needs, values, education, skills, and 

experiences of end-users with technology allows end-users to accomplish job better. In 

this context, ICT System is not extensively used by Cambodian workers because some 

of them may consider the ICT System is not compatible with their knowledge, skills, 

and experiences. On the other hand, end-users would tend to perceive the ICT System 

is useful when they perceive the functions of the system are mutually compatible. This 

means that higher perceive compatibility of an ICT System leads to higher perceive the 

system to be useful. In conclusion, the usefulness of the ICT System is still moderated 

by Compatibility. The usefulness of the system with high Compatibility, end-users are 
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more likely to adopt and use ICT System. Besides, usefulness of the system with less 

Compatibility, end-users are less likely to adopt and use ICT System. We therefore test 

the following hypothesis: 

Hypothesis 10. The relationship between Perceive of Usefulness and Intention to Use 

is moderated by Compatibility. 

Result Demonstration effects the Perceive of Usefulness on end-users intention 

to adopt and use ICT System. Initially, before deciding to adopt and use ICT System, 

the end-users usually want to observe the system first. They want to test and 

demonstrate out themselves to see how the usefulness and difficulty of the system are. 

The positive result from demonstration on ICT System by end-users can allow end-user 

to perceive usefulness of the system. To sum up, although people in organization 

believe that ICT System is useful, end-users still show more or less intention to adopt 

based on their demonstrated result. If the demonstrated result is done by themselves 

which shows negative result, end-users are less likely to adopt and use ICT System. By 

the way, if the demonstrated result is done by themselves showing positive result, end-

users are more likely to adopt and use ICT System. We therefore test the following 

hypothesis: 

Hypothesis 11. The relationship between Perceive of Usefulness and Intention to Use 

is moderated by Result Demonstration. 

Perceive of Trust effects the Perceive of Usefulness on end-users intention to 

adopt and use ICT System. The feeling of securing, safety, and reliable of the system 

which they are using, end-users can be delighted and have more willingness to use the 

system and perform the tasks better. When the end-users feel confident about ICT 

System, they can contribute all their information and effort into it, especial online 

communication and transaction, and ICT System is perceived more useful to their 
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work. However, if the ICT System cannot be trust, especially the information can be 

accessed by unwanted party, and end-users may perceive the system is not useful; 

consequently, have less willingness to use the system. Last but not lease, although the 

ICT System is useful, end-users still have less likely intention to adopt and use ICT 

System if the system is not reliable, secure, and trust. By the way, if the system is useful 

and trusted, end-users are more likely to adopt and use ICT System. We therefore test 

the following hypothesis: 

Hypothesis 12.The relationship between Perceive of Usefulness and Intention to Use is 

moderated by Perceive of Trust. 

Perceive of Support effects the Perceive of Usefulness on end-users intention 

to adopt and use ICT System. Initially, the limitation of financial and technical 

supporting lead to abundance of ICT System adoption and usage by end-users in many 

SMEs. Financial support inspires end-users to adopt and use ICT System and perceive 

that the system is useful because they can feel secure that they will not run out of budgets 

in the operation process. More importantly, technical support including training 

program and technical problem assistant and consultant could allow the end-users 

perceive the system to be useful. Lacking of technical support may lead the end-users 

hesitate to adopt and use ICT System as they are afraid that the problem can happen in 

the later stage. In short, the sense of usefulness of the system and perception of getting 

supports from internal and external parties could inspire end-users to increase their 

willingness to adopt and use ICT System. In contrast, with the sense of usefulness of 

the system but without perceive of getting supports, end-users may reduce their 

intentions to adopt and use ICT System. We therefore test the following hypothesis: 

Hypothesis 13. The relationship between Perceive of Usefulness and Intention to Use is 

moderated by supports.  
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CHAPTER 3 

 

RESEARCH METHODOLOGY 

The survey research method has been chosen to determine factors impacting on 

end-users Intention to Use ICT System by Cambodian SMEs targeting in Phnom Penh 

City. The researcher spends six months to complete the whole research study by using 

direct questionnaires. Specifically, this chapter illustrates about research design, the 

population and sample, data collection and data analysis of the research. 

 

3.1 Research Design 

The research used quantitative methods to gather relevant data. The researcher 

would adopt quantitative method in order to encounter research objectives and answer 

to research questions. The study used both primary and secondary data. Primary data 

was collected through questionnaires, whereas secondary data was collected through 

SMEs report from ADB, World Economic Forum, Council for the Development of 

Cambodia, Ministry of Commerce of Cambodia, National Institute of Statistics, and 

other related documents. However, the main data was primary data by using 

questionnaires. Designing a good questionnaire, De Vaus (2002) and Saunders et al., 

(2012) advised that the length of the questionnaire should be clear and comprehensive 

so that the respondents could easily understand the meaning. Therefore, only related 

questions were proposed for keeping the survey in short and simple and avoid the 

feeling of discouragement from respondents to fully complete the survey. In other 

words, the survey was designed carefully to meet both research objective and reliability 

enhancement. The design of survey questionnaire was divided into three sections. The 

first section was to measure factors impacting on decision to adoption ICT System; the 
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second section was to measure intention of end-users to use ICT System; and the third 

section was to measure the demographic background of end-users.  Because of the 

study focused on the ICT System adoption by SMEs in Cambodia, the target 

populations were the end-users who worked in Cambodian SMEs.  

 

3.2 Population and Sample 

The population of this study was comprised of the end-users or employees who 

worked in SMEs which operated in Phnom Penh City. The research focused on 

individual level because ICT System was directly accepted and used by end-users not 

an organization level. Also, individual end-users who decided to adopt and use ICT 

System had different skills, intentions, and perspectives which suggested to be more 

reliable for the research.   

 The data of this population was taken from three main sources including 

Ministry of Commerce of Cambodia, the Council for the Development of Cambodia, 

and National Institute of Statistics. The other supporting sources were collected from 

the reports and publications of Asian Development Bank, World Bank, and ASEAN. 

The sources reported that there were 3,794 different SMEs were operated in Phnom 

Penh City. Those SMEs employed 91,539 employees and those employees were 

supposed to be the end-users of the ICT System and the population size of the research. 

Thus, the sample size of the research was 398 end-users. However, researcher selected 

only Cambodian SMEs which were located in five main different parts in the city such 

one in the central, and other fours were in South, West, North, and East part. This 

selection was believed to have strong impact on research result.  

 

 



42 

 

3.2.1 Sampling Strategy 

The study employed Yamane formula to calculate the sample size. Yamane 

(1973) recommended the formula for random sample as below.  

𝑛 =
𝑁

1 + 𝑁𝑒2
 

     Where; n = sample size; N = population; e2 = posible error 

Then the sample size is at least 398 according to the calculation. 

 

 

N = 91,539; e = 0.05 (95 percent confident)  

 

3.3 Data Collection 

This point was constructed to show how primary data was collected and 

analyzed with suitable tools and plan. The tools and plan for data collection were 

careful explained. 

 

3.3.1Variables and Measurement 

Questionnaires were the main tools for data collection. The questionnaire was 

divided into three sections in order to test all variables. The measurement of Perceive 

of Usefulness was modified from the theory of Davis (1989) and the studies of Sang 

(2008) and Sang et al. (2010). Moreover, the factors impacting on Perceive of 

Usefulness such as Image and Output Quality were modified from the study of Sang 

(2008) and Sang et al. (2010) to measure the relationship between them. Similarly, the 

measurement of Perceived an Ease of Use was modified from the study of Sang et al. 

(2010). The measurement of Compatibility and Result Demonstration were modified 

from the study of Richardson (2011) and Sang (2008). 

(1) 

91,539 

1+ 91,539 (0.05)2 
= 398 
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In addition, the measurement Perceive of Trust and Supports were modified 

from the studies of Hutchinson and Molla (2009), Van Slyke et al. (2004), and Sang et 

al. (2010). Finally, the measurement of Intention to Use the system was modified from 

Sang et al. (2010). The table 2.6 shows detail about variables, sources of variables, 

measurement, and the study adaptation.  Each construct was measured by using 

multiple variables. The variables were rated on five-point Likert Scale survey from 1 

(Strongly disagree) to 5 (Strongly agree).  

Table 3.1: Variables and measurements 

Variables 

(Code) 
Measurements 

Adapted 

from 

Image (IMG) 

 
 People in my organization who use the ICT System would have more prestige than those who do not. 

 People in my organization who use ICT System would have a high profile. 

 Having the ICT System would be a status symbol in my organization 

Sang et al. 

(2010) 

Output Quality 
(OQ) 

 The quality of the output I get from ICT System would be high 

 I would have no problem with the quality of ICT System output 

Sang et al. 
(2010) 

Perceive 

usefulness (PU) 
 Using ICT System would improve my performance in my job 

 Using ICT System in my job would increase my productivity 

 Using ICT System would enhance my effectiveness in my job 

 I find ICT System would be useful in my job 

Sang et al. 

(2010) 

Perceived an 

Ease of Use 

(PEU) 

 Using ICT System would be clear and understandable 

 I believe that it is easy to do things with my ICT System 

 Overall, I believe that using the ICT System is easy for me 

 I find it easy to get ICT System to do what I want to do 

Sang et al. 

(2010) 

Compatibility 

(COM) 

 

 Using ICT System is compatible with all aspects of my work 

 I think that using ICT System fits well with the way I like to work 

 Using ICT System fits into my work style 

 Using ICT System is compatible with my education and skills 

Richardson 

(2011) and 

Sang et al. 
(2010) 

Result 

Demonstration 
(RD) 

 I would have no difficulty telling others about the results of using ICT System 

 I believe I could communicate to others the consequences of using ICT System 

 The results of using the ICT System are apparent to me 

 I would have no difficulty explaining why using ICT System may or may not be beneficial 

Richardson 

(2011) 

Perceive of 
Trust (POT) 

 ICT System could be trusted in carrying out online transactions faithfully 

 ICT System could be trusted in carrying out data operation faithfully 

 ICT System could be trusted in carrying out system management faithfully 

 In my opinion, ICT System are trustworthy 

Sang et al. 
(2010) 

Perceive of 
Supports (POS) 

 I would use ICT System if I can get training support when I have problems with the system usage 

 I would use ICT System if I can get system development support when I have problems with the 
system usage 

 I would use ICT System if I can get funds support when I need more money to invest on the system 

and expansion 

 I would use ICT System if I can get equipment support when I need more hardware to invest on the 

system and expansion 

Adjusted 
from 

Hutchinson 

and Mollar, 
(2009) 

Intention to Use 

(IU) 
 Assuming I have access to ICT System, I intend to use it 

 Given that I have access to ICT System, I predict that I would use it 

 I knew that my coworkers and friends use ICT System in their workplace 

 I am interested about ICT System in my workplace 

Sang et al. 

(2010) 
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3.3.2 Reliability Test 

The reliability test was tested two times. The first one, researcher did pilot study 

by giving 30 questionnaires to five different SMEs with 30 end-users in Cambodia. 

Then compared the reliability with all 9 variables with the total of 274 respondents. In 

the comparison, pilot Cronboack’s alpha had a little higher value than total Cronbach’s 

alpha. The table 3.2 below shows that the pilot test Cronbarch’s Alpha is greater than 

Cronbach’s Alpha as total. However, both are greater than 0.7, which mean that all 

constructed variables and factors are reliable for the research (Drost, 2011).   

Table 3.2: Reliability Test 

Nº Item Pilot Alpha (n=30) Alpha (n=274) 

1 Perceive of Usefulness .931 .884 

2 Image .927 .892 

3 Output Quality .924 .887 

4 Perceived an Ease of Use .933 .883 

5 Compatibility .925 .882 

6 Result Demonstration .931 .885 

7 Perceive of Trust .926 .878 

8 Perceive of Support .932 .884 

9 Intention to Use .927 .884 

According to evaluating criteria of Armstrong (1987), the higher the score, the 

more important variable were. Five-point scales was used to measure the factors 

impacting on individual decision to adopt ICT System by end-users in Cambodian 

SMEs. With five-point scales, the interval for breaking the rage in measuring each 

variable is calculated by: 
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5 − 1

5
= 0.8 

It means the items with scores fall between the ranges of: 

 4.20-5.00 are regarded as strongly agree 

 3.40-4.19 are regarded as agree 

 2.60-3.39 are regarded as neither or neutral 

 1.80-2.59 are regarded as disagree 

 1.00-1.79 are regarded as strongly disagree 

However, demographic data such as gender, age, level of education, position, 

number of employee, and experience of using ICT were measured by multiple choices 

questions. The questionnaires is provided in the Appendix. 

3.3.3 Plan 

Before conducting the real survey or data collection, pre-testing should be 

carried on to confirm that there was no error for the respondents to answer the questions 

and to make sure the data collected was useful and reliable for research study (Bell, 

2014). He stated that a researcher needed to assess the quality and validity of variables 

in the questionnaires. The first draft was delivered out in the mid of 2017 directly to 30 

end-users who worked in five different parts of Phnom Penh City in order to make sure 

that all the questions were understandable. The questionnaire was then modified based 

on their feedback. From the late mid of 2017, the actual questionnaires were conducted. 

The period of collection was accumulated around four weeks’ times and data collection 

was collected from around 8:00 to 11:50 AM in the morning, and from around13:00 to 

17:00 PM in the afternoon. After 17:00 PM, however, the data was not collected as it 

was not the official working hours. SMEs were coded by researcher from 0001 to 0030 

in the questionnaires. The table 3.3 shows the detail plan for the study. Similarly, 

researcher himself went to the companies with the official letter from the University of 

(2) 
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the Thai Chamber of Commerce and reference letter from Supervisor to distribute the 

questionnaires. 

Table 3.3: Data collection planning 

SMES Code 
Week 1 Week 2 Week 3 Week 4 

Mo Tu We Th Fr Mo Tu We Th Fr Mo Tu We Th Fr Mo Tu We Th Fr 

0001-0005 
                       

0006-0010 
                        

0011-0015 
                        

0016-0020 
                       

0021-0025 
                       

0026-0030 
                                        

 

3.4 Data Analysis 

By using SPSS (Green and Salkind, 2010), data from questionnaires were 

analyzed in term of frequency, percentages, mean, and standard deviation (descriptive 

statistics) and multiple regression analyses to find the relationship independents and 

dependent variables. The independents variable were grouped and used to predict the 

Intention to Use ICT System by end-users in Cambodian SMEs by using multiple 

regression analysis. The first multiple linear regression analysis was to analyse the 

relationship between Image and Output Quality with Perceive of Usefulness.  The 

second linear regression analysis was to test the relationship between Perceive of 

Usefulness, Perceived an Ease of Use, Compatibility, Result Demonstration, Perceive 

of Trust, and Perceive of Support with Intention to Use. Final linear regression analysis 

was to test moderate effect on the between the relationship of Perceive of Usefulness 

and Intention to Use which were moderated by Perceived an Ease of Use, 

Compatibility, Result Demonstration, Perceive of Trust, and Perceive of Support. 
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CHAPTER 4 

 

DATA ANALYSIS AND RESULT 

 The data was collected from 30 different SMEs operated and located in Phnom 

Penh City, Cambodia with 274 end-users who worked there. 400 questionnaires were 

sent out to these 30 SMEs; however, there were 274 responded back accumulated to be 

about 70 percent. The result was analyzed step by step starting from respondents 

demographic, level of agreement, correlation coefficient and linear multiple regressions.  

 

4.1 The Analysis of Respondents Demographics 

The research finding began with the analysis of end-users demographics. The 

result indicated that male predominant 51.1 percent to 48.9 percent females. Regarding 

to age distribution, end-users ages between 21 to 30 years old were dominant (75.5 

percent) and followed by age less than 21 years old (14.2 percent). In addition, there 

was only 0.4 percent for doctor degree, and the percentage was increased to 20.1 

percent for master degree with the rest of 79.6 percent for bachelor degree. There were 

no doubt that the combination of middle level and operational level position were 

dominant the respondents (96.4 percent). Regarding to the number of staff in the 

company, 52.9 percent of respondents from SMEs that have employees from 11-50 

(small enterprise) and 47.1 percent from 51-100 employees (medium enterprise). 

Furthermore, respondents who work for 4 years or below were calculated with 87.6 

percent and over 4 years up were 22.4 percent. Last but not least, majority of 

respondents (60.9 percent) said they never used ICT System either in study or work.  

However, 22.6 percent of respondents said they used it during their studies; while, only 

16.4 percent said they used to use the system with their previous workplace. This shows 
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that ICT System adoption by end-users in Cambodian SMEs was still the early stage 

and little. Table 4.1 below shows the detail about it.  

Table 4.1: Demographic of respondents 

Item Category ( N = 274) Frequency Percentage 

Gender 
Male 140 51.1% 

Female 134 48.9% 

Age 

Less than 21 years 39 14.2% 

21-30 years 207 75.5% 

31 – 40 years 26 9.5% 

41 – 50 years 2 .7% 

Education 

Bachelor 218 79.6% 

Master 55 20.1% 

Doctor 1 .4% 

Position 

Top level 10 3.6% 

Middle level 67 24.5% 

Operational level 197 71.9% 

Number of staff 
11- 50 people 145 52.9% 

51 – 100 people 129 47.1% 

Year of working 

Less than 2 year 131 47.8% 

2- 4 years 109 39.8% 

5 – 7 years 26 9.5% 

more than 7 years 8 2.9% 

ICT System 

experience 

Yes, with my previous company 45 16.4% 

Yes, with my study 62 22.6% 

No 167 60.9% 

 

4.2 Analysis of Level of Agreement 

The following data analysis result showed about respondents’ behavior toward 

factors influencing on ICT System adoption as well as Intention to Use the system. The 

table shows about minimum, maximum, mean, and SD and then analyzes the level of 

agreement. The means of opinion from respondents for each factor indicating the effecting 

level of those factors. Since the research using 5-point rating scale, the means from 3.40 to 

4.19 were considered as agree level. Based on the observation of the result, the respondents 
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opinion were in agree level for all variables ranging from 3.70 to 4.12. The detail rating 

scale could be seen from formula (2) on page 46. In the case of Perceive of Usefulness, all 

end-users, working in SMEs in Phnom Penh area, were almost in strongly agree level 

(mean = 4.12) which was illustrated that factor were most affect end-users decision to use 

ICT System. Besides, they also agreed that Perceive of Usefulness were influenced by 

Image and Output Quality. Furthermore, there were five factors such as Perceived an Ease 

of Use, Compatibility, Result Demonstration, Perceive of Trust and Perceive of Support 

were considered as agree level from respondents (mean range from 3.70 to 3.98). More 

importantly, Intention to Use ICT System was almost considered as strongly agree because 

the mean = 4.08. This result illustrates that all constructed variables were impaction on 

their decisions to adopt and use ICT System.  

Table 4.2: Level of agreement 

Variables Minimum Maximum Mean SD 
Level of 

Agreement 

Perceive of usefulness 2.00 5.00 4.1241 .54270 Agree  

Image  1.00 5.00 3.7056 .66614 Agree  

Output Quality 1.50 5.00 3.7336 .67137 Agree  

Perceived an Ease of Use 1.50 5.00 3.8650 .64017 Agree  

Compatibility 1.75 5.00 3.8239 .59743 Agree  

Result Demonstration 1.75 5.00 3.7464 .59222 Agree  

Perceive of Trust 1.50 5.00 3.8139 .62314 Agree  

Perceive of Supports 1.75 5.00 3.9836 .62253 Agree  

Intention to Use 1.50 5.00 4.0830 .55445 Agree  

Note: 2.60-3.39 as neutral, 3.40-4.19 as an agree, and 4.20-5.00 as strongly agree 

 

4.3 Correlation Analysis 

Correlation analysis was used to test the level of correlation between two or 

more variables. The range of correlation’s values was between -1 to +1 (Pearson, 1926). 

When the values that was closed to +1, meaning that stronger positive correlations. 

This indicated that when one variable grew up; the other variable also grew up. In 

contrast, when the value was closed to -1, meaning that when one variable grew up; 
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other variable went down which was indicated that the negative correlation between 

the variables. Meanwhile, a researcher coded SMEs differently based on location and 

used SMEsID as a control variable. The control variable importantly would help 

predicting the respondents’ opinion toward ICT System adoption and usage in different 

locations. Besides, the table 4.3 shows that almost correlation between variables are 

greater than 0.370 except correlation of SMEsID with other show value but greater than 

-1 and some correlations between variables even up high to 0.608 and 0.613. These 

indicated that all variables had a positive relationship to each other.  

Table 4.3: Correlation of constructs 

Variables  1 2 3 4 5 6 7 8 9 10 

Control Variables 

1. SMEsID 1          

Independent Variables 

2. Perceive of usefulness .07 1.00         

3. Image .08 .427** 1.00        

4. Output Quality .02 .468** .377** 1.00       

5. Perceive an ease of use .03 .545** .477** .572** 1.00      

6. Compatibility .10 .499** .443** .475** .528** 1.00     

7. Result Demonstration .03 .400** .468** .480** .491** .480** 1.00    

8. Perceive of Trust .00 .521** .418** .549** .528** .613** .533** 1.00   

9. Perceive of support .03 .516** .370** .444** .422** .514** .563** .608** 1.00  

Dependent Variable 

10. Intention to use .132* .579** .462** .414** .448** .519** .457** .574** .559** 1 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 

 

4.4 Multiple Regression Analysis 

Because of the research model involved more than one independent variables 

and latent variables, multiple regression analyses was used to test hypothesis. In 

addition, linear regression could not test all relationships in a single statistical test; 

therefore, it was necessary to use separate to test the model fully.  
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The first regression analysis, it was run for hypothesis H1, and H2 as it was 

shown in Table 4.4. Perceive of Usefulness was the dependent variable while Image, 

and Output Quality were the independent variables. Table 4.3 below represents the first 

regression analysis of the model. Image (b = .29, p < .05) and Output Quality (b = .35, 

p < .05) have positive relations with Perceive of Usefulness. The model presented an 

adjusted R square of .28 (p < .05) meaning that Image and Output Quality could explain 

28% of variance in Perceive of Usefulness. Therefore, H1 and H2 were supported. 

Table 4.4: Regression Results on Perceived Usefulness of ICT System 

Independent 

Variables 

Unstandardized 

Coefficients 

Standardized 

Coefficients 
t Sig. 

B Std. Error Beta 

(Constant) 2.163 .188  11.505 .000** 

SMEsID .002 .003 .035 .691 .490 

Image .237 .045 .292 5.283 .000** 

Output Quality .290 .045 .358 6.492 .000** 

Note: ** p < 0.01; * p < 0.05; adjusted R-square = 0.28 

In the second regression analysis, it was run for the hypothesis H3, H4, H5, H6, 

H7, and H8. Intention to Use was the dependent variable while Perceive of Usefulness, 

Perceived an Ease of Use, Compatibility, Result Demonstration, Perceive of Trust, and 

Perceive of Support were the independent variables.  The table 4.5 below shows about 

the second regression of the model which Perceive of Usefulness (b = .28, p < .05), 

Compatibility (b = .12, p < .05), Perceive of Trust (b = .19, p < 0.05), and Perceive of 

Support (b = .18, p < 0.05); while, Perceived an Ease of Use (b = .012, p > 0.05), and 

Result Demonstration (b = .070, p > 0.05). The result indicated that Perceive of 

Usefulness, Compatibility, Perceive of Trust, and Perceive of Support had the positive 

relationship with Intention to Use. Therefore, H3, H5, H7, and H8 were supported. On 
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the other hand, Perceived an Ease of Use and Result Demonstration found a negative 

relationship with Intention to Use. Therefore, H4 and H6 were rejected the hypothesis.  

 Table 4.5: Regression Results on Intention to Use ICT System 

Independent Variables 

Unstandardized 

Coefficients 

Standardized 

Coefficients 
t Sig. 

B Std. Error Beta 

(Constant) .840 .214  3.929 .000** 

SMEsID .006 .003 .095 2.149 .033* 

Perceive of Usefulness .293 .059 .286 4.931 .000** 

Perceived an Ease of Use .011 .051 .012 .211 .833 

Compatibility .113 .056 .122 2.014 .045* 

Result Demonstration .065 .054 .070 1.204 .230 

Perceive of Trust .171 .058 .193 2.966 .003** 

Perceive of Support .167 .055 .187 3.027 .003** 

Note: ** p < 0.01; * p < 0.05; adjusted R-square = 0.470 

Third multiple linear regression was run for the hypothesis H9, H10, H11, H12, 

and H13 to test the relationship of Perceive of Usefulness (PU) and Intention to Use 

(IU) the ICT System which was moderated by Perceived an Ease of Use, Compatibility, 

Result Demonstration, Perceive of Trust, and Perceive of Support. Intention to Use as 

an outcome while Perceive of usefulness as a predictor. The table 4.6 below illustrates 

about the third regression of the model. Interaction 1 representing an interaction 

between Perceive of Usefulness with Perceived an Ease of Use (b=.-.106, p > 0.05), 

interaction 2 indicating an interaction between Perceive of Usefulness with 

Compatibility (b=.066, p > 0.05),  interaction 3, illustrating an interaction between 

Perceive of Usefulness with Result Demonstration (b=.172, p > 0.05), interaction 4 

standing for an interaction between Perceive of Usefulness with Perceive of Trust (b=-
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.184, p > 0.05), and interaction 5 representing an interaction between Perceive of 

Usefulness with Perceive of Support (b=.021, p > 0.05), act as the moderators to 

moderate the relationship between Perceive of Usefulness and Intention to Use. The 

result found that all moderators did not moderate the relationship between Perceive of 

Usefulness and Intention to Use. Therefore, H9, H10, H11, H12, and H13 were rejected 

to the hypotheses. 

Table 4.6: Regression of Moderating Effects 

Predictors 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

(Constant) .979 .254  3.855 .000** 

SMEsID .006 .003 .089 2.026 .044* 

Perceive of Usefulness .291 .063 .285 4.646 .000** 

Perceived an Ease of Use -.010 .053 -.011 -.183 .855 

Compatibility .128 .057 .138 2.254 .025* 

Result Demonstration .053 .055 .057 .966 .335 

Perceive of Trust .160 .059 .180 2.700 .007** 

Perceive of Support .163 .056 .183 2.938 .004** 

Perceived Usefulness x 

Perceived Ease of Use 
-.036 .034 -.106 -1.051 .294 

Perceived Usefulness x 

Compatibility 
.025 .035 .066 .722 .471 

Perceive of Usefulness x 

Result Demonstration 
.063 .035 .172 1.824 .069 

Perceive of Usefulness x 

Perceive of Trust 
-.063 .037 -.184 -1.725 .086 

Perceive of Usefulness x 

Perceive of Support 
.007 .034 .021 .201 .841 

Note: ** p < 0.01; * p < 0.05; adjusted R-square = 0.481 

4.5 Hypotheses Testing  

 Table 4.6 shows the summary result from all hypothesis testing since the first 

regression analysis, second regression analysis, and third regression analysis. The 

result indicated that 6 hypotheses out of 13 hypotheses were supported.  
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Table 4.6: Hypotheses result 

Hypotheses  Sig. Result 

H1: There will be a positive relationship between image and 

Perceive of Usefulness. 
.000** Supported 

H2:  There will be a positive relationship between Output Quality 

and Perceive of Usefulness. 
.000** Supported 

H3: There will be a positive relationship between Perceive of 

Usefulness and Intention to Use ICT System. 
.000** Supported 

H4:  There will be a positive relationship between Perceived an Ease 

of Use and Intention to Use ICT System. 
.833 Rejected 

H5:  There will be a positive relationship between Compatibility and 

Intention to Use ICT System. 
.045* Supported 

H6: There will be a positive relationship between Result 

Demonstration and Intention to Use ICT System. 
.230 Rejected 

H7:  There will be a positive relationship between Perceive of Trust 

and Intention to Use ICT System. 
0.003** Supported 

H8:  There will be a positive relationship between Perceive of Supports 

and Intention to Use ICT System. 
0.003** Supported 

H9:   The relationship between Perceive of Usefulness and Intention to 

Use is moderated by Perceived an Ease of Use. 
0.294 Rejected 

H10:  The relationship between Perceive of Usefulness and Intention 

to Use is moderated by Compatibility 
0. 471 Rejected 

H11:  The relationship between Perceive of Usefulness and Intention 

to Use is moderated by Result Demonstration.  
0.069 Rejected 

H12:  The relationship between Perceive of Usefulness and Intention 

to Use is moderated by Perceive of Trust. 
0. 086 Rejected 

H13:  The relationship between Perceive of Usefulness and Intention 

to Use is moderated by Perceive of Supports 
0. 841 Rejected 
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CHAPTER 5 

 

CONCLUSION, DISCUSSION, AND RECOMMENDATION 

 

5.1 Conclusion 

The purpose of study is to identify the factors impacting on the end-users 

intention to adopt and use ICT System in Cambodian SMEs. It is significant because 

there has not been any existing studied that investigate on factors influencing ICT 

System acceptance in Cambodian SMEs so far. Moreover, the study can be served as 

the starting point for other researchers who wish to further their studies in the field of 

ICT System acceptance or other technology acceptant.  

This research study employed two models namely the Technology Acceptance 

Model (TAM), and the extended TAM (TAM2) developed by Devis (1989), and the 

Diffusion of Innovations (DOI) theory developed by Roger (1985, 2003). In addition, 

the other two external factors, Perceive of Trust and Perceive of Support, were 

suggested to be added up with TAM and DOI. Moreover, Perceived an Ease of Use, 

Compatibility, Result Demonstration, Perceive of Trust, and Perceive of Support were 

also suggested as the moderators to moderate the relationship between Perceive of 

Usefulness and Intention to Use beside their main roles as independent variables toward 

Intention to Use the system.  

Furthermore, quantitative method was used for this study which primary data 

was collected from a total of 274 end-users, who worked in SMEs in Cambodia. The 

questionnaire was divided into three main sections in order to obtain the data as 

expected. Data analysis was done by using SPSS and interpreted by descriptive analysis 

and regression coefficients. The respondents demographic, level of agreement, the 
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relationship between Perceive of Usefulness, Perceived an Ease of Use, Compatibility, 

Result Demonstration, Perceive of Trust, and Perceive of Support with Intention to 

Use, and the moderation effects were analyzed differently.  

Regarding to the first research objective which intended to identify factors 

impacting on ICT System adoption by end-user in Cambodian SMEs. The result from 

end-users’ demographic analysis didn’t illustrate any significant impacting on end-

users intention to adoption and use ICT System. However, the result from the factors 

impacting analysis on end-users intention to adopt ICT System represented that four 

factors out of six factors having impacted on ICT System adoption intention including 

Perceive of Usefulness, Compatibility, Perceive of Trust, and Perceive of Support. In 

addition, Perceive of Usefulness was influenced by other two external factors such 

Image and Output Quality. More importantly, Perceive of Usefulness indicated the 

highest significant impacts then followed by Perceive of Support, among these 

significant factors. On the other hand, Perceived an Ease of Use and Result 

Demonstration were not shown any significant impacts on end-users intention to adopt 

and use ICT System. Therefore, four factors were found to be significant influenced on 

end-users intention to adopt and use ICT System within their jobs and workplaces. 

Furthermore, responding to the second objective of the research which intended 

to discover the condition that could increase or decrease adoption intention by end-

users in Cambodian SMEs, the result from the testing of moderation effect indicated 

that there were no any conditions that could increase or decrease end-users intention in 

Cambodian SMEs to adopt and use the ICT System. The usefulness of the system plays 

most crucial role in shaping end-users perception toward the use of ICT System. End-

users would not care of others interaction terms influencing on their perceptions on 

usefulness, if they perceive the system were usefulness for their careers improvement, 

work performance, and organizational development, they would intensively welcome 
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the ICT System. This also indicated that the roles of moderators didn’t make any 

insightful significant impacting on the enhancement of the relationship between 

Perceive of Usefulness and Intention to Use. The end-users of ICT System in 

Cambodian SMEs would not increase their adoptions and usages intention based on 

different level of difficulties, compatibility, result demonstration, trust, and support.  

  

5.2 Discussion 

Through the analysis of level of agreement, the result has shown that end-users 

who are working in Cambodian SMEs have tendency to accept and use ICT System to 

assist their works. This tendency shows a positive signal for all stakeholders to work 

together on ICT System in order to inspire and increase ICT System acceptance and 

usage. The Royal Government of Cambodia, ICT Supporting Agencies as well as 

SMEs themselves need to understand more about which factors are influence or most 

influence on end-users intention to accept and use the system.  

 

5.2.1 Factors Impacting on ICT System Adoption 

First of all, Image impacted directly on Perceive of usefulness of ICT System. 

Although this result contradicted with the study of E-commerce Adoption (Van Slyke 

et al., 2004). In their studies showed that customers didn’t believe that buying product 

online could bring them more prestige or value than the others. Nevertheless, this 

research study produced same outcome as the initial studies of Development of an 

Instrument to Measure the Perceptions of Adopting an Information Technology 

Innovation (Moore and Benbasat, 1991), Theoretical Extension of the Technology 

Acceptance Model (Venkatesh and Davis, 2000), and E-government Adoption in 

ASEAN (Sang et al., 2010). These studies agreed that Image had proven significant 
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influence on technology and innovation acceptant and usage. Therefore, top 

management of SMEs should provide support and a positive environment that 

encourage all their staff as the end-users of ICT System. Similarly, end-users believe 

that ICT System is a status symbol of their companies, and they consider it as important 

for their companies. Furthermore, they perceived as being useful as they adopt and use 

the ICT System.  They think that when they use the system, they look better, more 

professions, more prestige, and high profiles.  

Secondly, Output Quality impacted directly on Perceive of Usefulness of ICT 

System. The result indicated that end-users perceived the system to be useful when it 

required tasks adequately or when the quality of the output they got from the system 

was high. This result was found also to be consistent with previous studies of a 

Theoretical Extension of the Technology Acceptance Model (Venkatesh and Davis, 

2000), and E-government Adoption in ASEAN (Sang et al., 2010). In their studies, they 

explained that the usefulness of the technology system was affected by an individual’s 

expectation on Output Quality which could produce greater importance in proportion 

to a system’s job relevance. Therefore, the system should be placed more on 

performance or productivity. The numbers of performing result from the using of 

computers, the internet, email, management software, and so on must be higher than 

without using them.  The usefulness, relevant, accurate, and up-to-date of the system 

performing can provide a high level of Perceive of Usefulness. The usage of ICT 

System would hug when the system can assist their works and enhance quality. 

Moreover, Perceive of Usefulness had positively influence on end-users 

intention to accept and use of the ICT System. This result indicated that an increase in 

Perceive of Usefulness from the system led to the ICT System acceptance and usage in 

the Cambodian SMEs.  The result was consistent with previous study such as Online 
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Shopping (Gefen et al., 2003), E-commerce (Pavlou, 2003), Mobile Computing (Wu et 

al., 2007), Theoretical Extension of the Technology Acceptance Model (Venkatesh and 

Davis, 2000), E-government Adoption in ASEAN (Sang et al., 2010) as well. The end-

users will use it if they perceive its efficiency and effectiveness with respect to their 

jobs or works. The ICT System, for instance, is an important tool that allows employees 

in SMEs to perform their works, search or record for information, or administrative 

procedures that they want more quickly and accurately. Therefore, government agency, 

SMEs owners as well as ICT System Supporting Agencies should identify out the 

benefits that end-users will get after using the system. Regarding to internet transaction, 

for example, the web portal needs to be updated on a regular basis in order to prevent 

the proliferation of inaccurate information, broken links, and incorrect email contact 

information that can lead to perceive not to be useful. Similarly, end-users handle their 

tasks by using ICT System that could save their time and money. However, end-users 

in Cambodian SMEs understand the fullness and benefits of ICT System as they are 

willing to accept and use system.  

 In Addition, Perceived as Ease of Use had a negative relationship with end-

users intention to accept and use ICT System. However, this study found be 

contradicted with some previous studies (Carter and Belanger, 2005; Gefen et al., 2003; 

Van Slyke et al., 2004; Pavlou, 2003; Wu et al., 2007; Moore and Benbasat, 1991; 

Venkatesh and Davis, 2000). Nevertheless, this result was consistent with a previous 

study on E-government Adoption in ASEAN with the case study in Cambodia (Sang 

et al., 2010). The reason that Perceived an Ease of Use has rejected with others studies 

but support with E-government Adoption in ASEAN as the population sample of the 

study conducting in Cambodia the same. Therefore, in the context of Cambodia, end-

users do not care whether the system is difficult to use or easy to use, they only care 
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about the usefulness of the system. Logically, adopting or using something new, and 

especially technology into their jobs or workplaces, end-users usually facing some 

difficulties in learning or adapting those technology or system into their working styles 

to the fit with new world of working environments.  Regarding to ICT System adoption, 

end-users quite aware and understand that they will face some difficulties, but why they 

still want to adopt and use it. It is because they perceive the usefulness of the ICT 

System that can enhance their future profession, work performance, and business 

growth. They are ready with the level of difficulty that they may face after adoption, 

and what they only care is whether after adoption and usage of ICT System, everything 

can move as expectation or not. Therefore, it is not necessary to make the system simple 

and easy. The concentration should be placed on the system that compatible with end-

user knowledge and skill.  

Besides, Compatibility had a positive relationship with Intention to Use the ICT 

System. This result contrasted with these previous studies including the Position of 

SMEs in Thailand to adopt E-commerce (Hussin and Noor, 2005), Factors affect the 

Adoption of ICT by Rural Users in Central Iran (Moghaddam and Khatoon-Abadi, 

2013), and E-government Adoption in ASEAN (Sang et al., 2010). However, the study 

produced the same result with these research studies such as E-commerce Adoption 

(Van Slyke et al., 2004, E-government Services (Carter and Belanger, 2005), Mobile 

Computing (Wu et al., 2007), Development of an Instrument to Measure the 

Perceptions of Adopting an Information Technology Innovation (Moore and Benbasat, 

1991), E-commerce among SMEs in Singapore (Kendall et al., 2001), Factors that 

Influence the Adoption of Corporate web sites (Beatty et al., 2001), the Adoption of 

Internet-Based ICT in 406 SMEs in Malaysia (Tan et al., 2009), and Technology 

Acceptance in Cambodia (Richardson, 2011). This can be explained that end-users in 
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Cambodian SMEs do concern about their knowledge and experiences toward the use 

of ICT System. They want the ICT System that compatible with their knowledge, skills, 

and experiences. Therefore, educational institution, SMEs, and Supporting Agencies 

should provide ICT training program so that end-users can learn before they are 

employed by SMEs. End-users who are currently employed in Cambodian SMEs 

should be provided on the job, or off the job training before/after ICT System is 

accepted and used by them.  

Furthermore, Result Demonstration had a negative relationship with Intention 

to Use ICT System. However, this result opposed with some previous studies including 

Moghaddam and Khatoon-Abadi (2013), Moore and Benbasat (1991), Van Slyke et al. 

(2004), and Richardson (2011). Even these studies discovered that Result 

Demonstration had significant influenced on technology acceptance, but the significant 

level of their studies were very weak. It is also the reasons that I other studies distorted 

this factor out from their research frameworks.  In the context of Cambodia, end-users 

do not care whether they are given a time or opportunity to experience the system 

themselves or not, they can accept and use it if their companies or their boss want them 

to use it. Similarly, end-users will accept and use it when they perceive that the system 

is useful and compatible with their knowledge and skills. Therefore, it is important to 

design the system that provide more usefulness and compatible with end-users 

knowledge and skills. 

Additionally, Perceive of Trust had a positive relationship with Intention to Use 

the ICT System. This result was also consistent with previous studies of E-government 

Services (Carter and Belanger, 2005), Online Shopping (Gefen et al., 2003), E-

commerce Adoption (Van Slyke et al., 2004), E-commerce (Pavlou, 2003), E-

government Adoption in ASEAN (Sang et al.,2010), the Adoption Of E-commerce of 
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SMEs in Thailand (Limthongchai and Speece, 2003), the Adoption of Internet-Based 

ICT in 406 SMEs in Malaysia (Tan et al., 2009), and E-government Adoption in 

ASEAN (Sang et al., 2010). End-users acceptance of the ICT System will increase if 

they perceive it to be trusted and secured, because they are concerned about the level 

of security present when performing their works with ICT hardware or devices as well 

as software including internet e-mail and sensitive information in computers. The fear 

of the vulnerability of the privacy of their information or the availability of their 

information inhibits the adoption of the ICT.  They are only willing to participate in 

these interactions if a certain level of trust is present. Hence, Perceive of Trust and 

enforcement security mechanisms for the ICT System should be developed.  

Last but not lease, Perceive of Support had a positive relationship with 

Intention to Use ICT System. There was no research studies on technology acceptance 

by SMEs have proposed this factors into their research framework. However, there was 

a research study conducted on Social Enterprise (Hutchinson and Mollar, 2009) showed 

the consistent result as this research. They indicated in their Social Enterprise study 

that all social entrepreneurs did need support from related partners to sustain their social 

business projects.  Therefore, Perceive of Support represents a hug significant impact 

of this factor on ICT acceptance and usage. Similarly, the result of research indicated 

that end-users in Cambodian SMEs really need support when it comes to ICT System 

acceptance and usage. The government agency, Supporting Agencies, and SMEs 

owners should provide both technical and financial support for them. The end-users 

will need expertise to help them when they have problems in term of using the system. 

Meanwhile, end-users also expect to receive financial support when they want to 

enhance ICT System usage. Therefore, SMEs owners should prepare the budget for 

ICT System development. Last but not lease, training is very important to enhance their 



63 

 

ICT System knowledge and skills. However, training programs should stress the 

potential of the ICT Systems rather than concentrating on only basic skills, especially 

because some end-users have already learned it from educational institutions or 

previous workplace.  

This research included SMEsID as the control variable. Research had coded 

the questionnaires based on the location before delivered to end-users to fill in. The 

result regression analysis showed that SME location do not influence on perceive of 

usefulness (b = .035, p > 0.05), but it showed significant influence on end-users 

Intention to Use ICT system (b = .095, p < 0.05). This clearly illustrates that factors 

influence on end-users to accept and use ICT System is varying according to different 

area in the city. Therefore, system should be designed based on different area as well. 

One location can perceive the usefulness of the system as the influence factors 

impacting their intention to adopt and use the system while other location may not and 

perceive support is the influence factor impacting them.  

 

5.2.2 Moderation Effects 

All moderators, Perceived an Ease of Use, Compatibility, Result 

Demonstration, Perceive of Trust, and Perceive of Support, were not found to moderate 

on the relationship between Perceive of Usefulness and Intention to Use of end-users 

to adopt and use ICT System. Perceive as Ease of Use, for instance, the result showed 

that end-users did not perceive any optimistic toward ICT System; although, they 

perceived a different level of difficulties. Even the system is easy to install, learn, and 

use, the tendency of end-users toward the system usefulness doesn’t increase or 

decrease.  This also illustrates that the system designers should not try to enhance level 

of easiness by reducing the level of usefulness of the system. Instead, they should 



64 

 

develop and innovate the system that provide more output quality, reduce operation 

cost and time, and bring more recognition for end-users.  

Compatibility, as other example, may reflect on research targeted area because 

the research study was conducted in Phnom Penh area where the internet and computer 

skills and ICT devices are available for end-users. Those availabilities would build end-

users confident and perceive the system to be useful and to be accepted without caring 

on system compatibility to their existing schemas. Thus end-users do not care at all 

about the level of compatible to their existing knowledge, skills, and experiences in 

using intranet, the internet, website, email, social media, HR system, financial and 

accounting system, e-payment system, and Microsoft software, etc. Even they perceive 

different level of compatibilities toward the system, their tendencies on the usefulness 

toward the system adoption and usage do not change.  

Besides, level of Result Demonstration doesn’t influence on end-users 

tendencies to decrease or increase their behavioral intention toward ICT System 

usefulness and acceptance. In the context of ICT System, the end-users in Cambodian 

SMEs may need to spend more time, cost, and effort if they want to demonstrate ICT 

System out themselves about whether the ICT System is useful or not useful for them. 

They would perceive that it is not necessary for them to waste their times and money 

for that, instead, they just need to seek the suggestion from government, ICT 

Supporting Agencies and their bosses directly. If all these guys suggest that ICT System 

is useful for them to accept, then they would accept it. The context of Cambodian SMEs 

and may be the rest of the world, employees are influenced by their superiors.  
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Perceive of Trust and Support, as other example, do not strengthen end-users 

perception on usefulness although they were found to be positively significant for 

Intention to Use. The level of Perceive of Trust including the feeling of securing, safety, 

and reliable of the system, would not lead the end-users to perceive the system to be 

more useful. Thus, it does not effect on any end-users tendencies to use the system at 

all. The end-users in Cambodian SMEs can try to protect their privacy and confidential 

information themselves when they use the ICT System. In similar sense, different level 

of supports, finance and non-financial supports, doesn’t inspires end-users to perceive 

the system is more useful. They would believe that the useful system is based on actual 

system itself. 

 

5.3 Implication of the Study 

The implication for this study provides some contributions to many related 

parties. The government policy decision makers can use the finding to regulate and 

implement ICT policy for SMEs development, and they also can suggest the strategies 

to SMEs’ owners to increase the rate of ICT System adoption within their SMEs. For 

instance, end-users, in Cambodian SMEs, agree that their bosses still have much 

influence on their decisions to adopt a new technology. Therefore, the government can 

inform the SMEs’ owners to persuade and supports their employees to adopt the ICT 

System. Besides, the government can show up their willingness to create awareness 

among SMEs regarding to the potential benefit of ICT System in SMEs business. The 

government can also enhance their staff capacities both in ICT literacy and training 

skills to assist SMEs and their employees. Furthermore, they can provide some 

inducement to encourage SMEs to implement ICT System training. Finally, the 
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government can aware of security and privacy of the end-users and SMEs, so they can 

strengthen cyber law and online security to build a confident among end-users. 

Another contribution of the study is given to SMEs and end-users. The study 

offers insightful knowledge and understanding of ICT System for Cambodian SMEs to 

take consideration and to adopt ICT System in a proper way. This research also let 

SMEs and end-users aware about future dynamic market competition in which 

technology system is necessary to improve their produce and service quality. They are 

given a clear proof that without ICT System, SMEs will face difficult situation in the 

upcoming future. Therefore, SMEs can prepare their human capitals for necessary ICT 

knowledge and skill which are needed in the future. In overall, it helps increasing ICT 

System adoption and usage within existing SMEs and future establish SMEs in 

Cambodia. On the other hand, ICT Supporting Agencies can design their training 

programs and contents more precisely and more effectively as well as to adjust the ICT 

System according to the impacting factors. 

 

5.4 Recommendations  

As mentioning earlier in conclusion and discussion, there are four main factors 

having significant impact on ICT System adoption intention by end-users in 

Cambodian SMEs which are included Perceive of Usefulness, Compatibility, Perceive 

of Trust, and Perceive of Support. Thus, recommendations are suggested based on this 

result to four different parties in order to help inspiring end-user in Cambodian SMEs 

to adopt and use ICT System as well as increasing rate of adoption within those SMEs. 
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5.4.1 The Royal Government of Cambodia` 

There are some essential recommendations for the Royal Government of 

Cambodia to take into consideration while developing their initiatives to encourage 

ICT acceptance and usage by end-users in Cambodian SMEs. The recommendation is 

provided according to the result above. 

Perceive of Usefulness Factor 

The first and foremost, Royal Government of Cambodia should compose an 

ICT Policy for SMEs in order to illustrate the benefits of ICT in SMEs. Currently, the 

Royal Government of Cambodia has two separate policies including ICT Policy and 

SMEs Policy which provides less benefit to SMEs. ICT Policy, for instance, is mostly 

benefit to large firm and SMEs in ICT sector only; while, SMEs that operate outside 

ICT sector gain less benefit or even have not realized about the benefit of ICT in their 

businesses. Thus, a new proposed policy should be placed on ICT for SMEs which 

aiming at pushing the growth the ICT sector and the growth of SMEs together. Since 

most SMEs who can benefit from the use of ICT are not in the ICT sector so the 

government should adjust or redesign the ICT policy specifically focus on SMEs firms 

as the whole.  

Secondly, government should implement the policies emphasis on the 

usefulness and efficiency of the ICT System. They should conduct awareness 

campaigns to inform all SMEs and end-users who are working that SMEs about the 

real benefit they would gain from the system. The weak understanding of the potential 

integration of ICT System solution within SMEs model or job performance can also 

lead to a great degree of inefficiency. The government should help creating awareness 

or reducing psychological barriers of ICT System acceptance or usage by indicating 



68 

 

the success stories, best practices, and benefits gained from the ICT System acceptance 

and usage from others SMEs either within Cambodia, ASEAN region, or the world.  

Compatibility Factor 

For this factor, the Royal Government of Cambodia should strengthen ICT 

literacy and build capacity in the alignment of SMEs and ICT strategies. Promoting 

and pushing more ICT educational institution program or establishment in Cambodia 

in order to prepare the ICT skills and knowledge for end-users before they are working 

in SMEs. The government should promote and make an ease for SMEs that has aligned 

their business vision and strategic direction with ICT strategy. In addition, the 

government should form ICT think-tanks or committees to facilitate or provide special 

training for SMEs or end-users who has just adopted ICT System or to check and 

evaluate the performance result from SMEs that have accepted ICT System into their 

business. The government should organize annual business ICT Alignment Award 

Program and ICT Professional Award Program to promote and inspire SMEs as well 

as individual end-user to improve their knowledge, skills, and experiences as well as to 

motivate ICT System acceptant and usage in their business and work.  

Perceive of Trust Factor 

Royal Government of Cambodia should strengthen their E-government 

administration more efficiency and effectiveness to build confidentiality in SMEs and 

end-users mind. The government should make sure that their confidential business 

information or personal information are not available for unwanted parties. Regarding 

to this, the Royal Government of Cambodia should enhance their governmental 

officers’ knowledge and skills toward ICT.  The government should also provide 

special training programs on ICT hardware and software protection techniques and 

strategies for end-users in SMEs for every three months.  
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 Perceive of Support Factors 

Related this factor, the Royal Government of Cambodia should provide 

financial and non-financial support to those SMEs as well as end-users who have 

accessed the latest software or hardware system into their works or business. These 

supports can assist SMEs in reducing their high cost for ICT investment. The 

government can join hands with SMEs Development Banks, Commercial Banks, IMF, 

or related partners for providing low interest rate loan or even zero interest rate loan 

for SMEs who need money to invest in ICT System advancement or implementation. 

Furthermore, the government should provide tax incentive to SMEs that import or 

produce ICT devices to use in their business, or new technology start up that intend to 

use ICT System.  

Besides, the Royal Government of Cambodia should create an ecosystem that 

all stakeholders have involved. Those stakeholders should be government, SMEs firm, 

bank sectors, educational institution, and investors. Those stakeholders can work 

together and help each other as team by performing different function to reach the same 

goal. SMEs firm and end-users, for example, can initiate ideas and activities and then 

the ideas and activities are assisted and supported by others stakeholders. By creating 

this, Cambodia can ensure the sustaining of ICT System acceptance and usage in the 

long run and bring more competitiveness for SMEs as well as the country. 

SMEs Location as Control Variable Factor 

The Royal Government of Cambodia should help assist SMEs and end-users 

differently as different area has different needs and requirement so customization is the 

best way to help them. The specific indicators should be created and implemented 

differently according to the area of needs better than using the same ICT policy for all areas. 
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5.4.2 ICT Supporting Agencies 

As a developing country in Southeast Asia as well as new emerging country in 

term of ICT usage, Cambodia has been considered and helped by many International 

Supporting Agencies especially related with ICT sector. There are some key 

recommendations for them to consider while developing their strategies for 

encouraging ICT acceptance and usage by end-users in Cambodian SMEs. The 

Perceive of Trust and Support would be illustrated first. 

Perceive of Trust Factors 

Based on this factor, ICT Supporting Agencies should implement a system to 

protect an information and system resources with respect to confidentiality and 

integrity of SMEs firm and end-users. Nowadays, there are some barriers affecting end-

users feeling when they are accepting ICT System. Those barriers are viruses, hackers, 

hardware deficiency, software error, and so on. SMEs and end-users afraid that their 

important and confidential information that they use, store, and transfer within ICT 

devices or online interaction can be distracted or leaked out to their competitors or third 

party which could cause them dangerous damage.  Therefore, to encourage more 

acceptance and usage of ICT System, ICT Supporting Agencies have to build the 

feeling of trust within SMEs and end-users. ICT devices including computers that 

should install with virus protection, and the guideline for protecting end-users data or 

information from hackers should be taught.  

Perceive of Support Factor 

Regarding to this factor, ICT Supporting Agencies should provide expertise for 

assisting SMEs and end-users who have just adopted the system. By this mean, on the 

job and off the job training program should be offered in case of necessary. The training 

program should be in customized form, based on the localize need. Just for example, if 



71 

 

the end-users who work in SMEs in the central part of Phnom Penh City, perceive the 

usefulness or the benefits of the system as well as supporting actions are most 

important. In the same way, software and services customization should be developed 

and designed in order to respond to the localized need and downstream requirement of 

SMEs. More importantly, ICT Supporting Agencies should prepare and offer some 

fund to those SMEs or end-users who have accurate and reliable idea or action plans 

toward ICT usage.  

Compatibility Factors 

Responding to this factor, ICT Supporting Agencies should provide off the job 

training for end-users or fresh graduated students. This training should not just focus 

on basic skills of ICT. According to current situations of Cambodia, majority of 

employees can use the computer, the internet, e-mail, and other social media. By 

offering this specific training, the end-users are equipped with compatible knowledge 

and skills that are necessary for them to perform their works with ICT System. When 

the end-users have gained the ICT knowledge and skills, they would have more 

intention to adopt and use ICT System. As the result, the rate of adoption would be 

increased. 

Perceive of Usefulness Factor 

The other recommendation would be the illustration of SMEs that have 

accepted and used the ICT System successfully in their business operation as well as 

the best practice techniques. The successful stories of ICT adoption in SMEs can begin 

with the world, regional and Cambodia with the concept of narrow down from general 

to specifics. Without inspiring and highlighting about the vital benefits of ICT System 

adoption, SMEs as well as end-users would feel hesitated to adopt even they have 

intention to accept and use it. The hesitation would be caused by the cost of acquiring 
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ICT System as well as the sense of failure from adoption. Therefore, ICT Supporting 

Agencies have to support them, encourage them, guide them, and motivate them to 

adopt and use ICT System. When the SMEs and end-users perceive the support and 

benefits from the adoption, there will be no reasons for them to reject the adoption.  

 

5.4.3 Cambodian SMEs and End-users 

 ICT system is changing way for companies to do business. Along with the 

improvement of the business world, ICT System is the most flexible tools to allow 

SMEs to compete profitably in bigger and more dynamic markets. In the present day, 

both business in the ICT sector and not in the ICT sector have brought some benefits 

from the use of ICT System including maintenance of the systems, access to new 

technology, reduced costs and efficiency, reduced errors and improved consistency 

which leads to attainment of competitive advantage in business. Although Cambodian 

SMEs or end-users have targeted their market in localized and have no intention to 

expand their market regionally or globally, the pressure of regional and global 

competition still have direct impact on them. SMEs and end-users should understand 

that the competition is not only affected the large firm, but also SMEs and micro firms.  

Perceive of Usefulness Factor 

 For Cambodian SMEs and end-users, it is the right time for them to adopt ICT 

System and skill. It is understandable about the challenges of ICT System adoption 

such as high cost of acquiring ICT, ICT literacy of end-users, and lack of legal 

infrastructure. However, those challenges have reduced down as the government has 

reformed with the E-government service and ICT policy regulation, the available of 

ICT system and skills on net, and especially ICT motivating and supporting from the 



73 

 

international agencies on SMEs. They should understand that adoption of ICT System 

can hurt them in the short period of time, but it would bring them the benefit for the long run.  

Besides, if they cannot afford to adopt ICT System for whole function of 

business operation, SMEs and end-users should be at least try to adopt and use ICT 

System for some function such as sale and marketing function. They can purchase 

CRM system and launch their products or services online for advertising and sale. The 

payment of products or services can be done online as well because, at the movement, 

electronic payments are trustable within the country. There are many e-payment 

options for customers to choose from including Pay&Go from ABA bank, e-payment 

from TrueMoney, e-payment from Wing, mobile-payment from Smart and Cellcard 

mobiles, and visa card/master card. 

 Perceive of Support Factor 

  More importantly, SMEs and end-users can seek supports from government 

agency especially ministry of labour. From ministry of labour, some system are 

provided or taught for free such as payroll system, and accounting and financial system. 

Also, they should proposed some helps from ICT Supporting Agencies as well as the 

government related to ICT literacy and capital shortage. They also can request the 

government for tax incentive because the government provide tax incentive for SMEs 

that adopt and use ICT System. 

Perceive of Trust Factor 

 Regarding to this factor, SMEs and end-users should be aware that Royal 

Government of Cambodia has adopted and experienced E-government service related 

on ICT for many years already, and there many companies have been registered with 

E-government service and have enjoyed their benefits over the companies that haven’t 

registered. For example, registered companies can interact directly with government 
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agencies about legal documents or tax payment by using online platform. Similarly, 

those registered companies, besides from benefits, they haven’t experienced any bad 

impacts from the usages of the ICT platform with the government. SMEs and end-users 

should also realize that not only government who are ready to help facilitate them but 

also ICT Supporting Agencies who are ready to assist or facilitate them both technical 

and financial facilitation.  

 Compatibility Factor 

Last but not lease, end-users should try to enhance their ICT literacy and avoid 

negative feeling toward ICT System adoption. End-users can enhance their literacy by 

formal training provided by ICT educational institution, ICT supporting agency, 

government agency, and their own workplaces, and they also can learn from informal 

education including YouTube, ICT Journal, peers as well as their competitors. 

Moreover, they don’t need to worry that technology can replace their employment 

because company cannot use technology without people.   Equally, SMEs should 

integrate their business strategy with government ICT Policy because the integration 

would motivate end-users to improve their ICT literacy and well prepare for new ICT 

devices or software in the future.    

                   

5.5 Limitation and Future research 

 This research paper can be considered as first research conducting on ICT 

System adoption by end-users in Cambodian SMEs. As stated in scope and limitation 

section, this research study only focuses on factors impacting on ICT System adoption 

intention by end-users who are currently working in SMEs in Phnom Penh City. The 

sample size of the research study is still small and scope of study area is only in Phnom 

Penh city as well. Also, this research hasn’t conducted on multi-level analysis, 



75 

 

longitudinal analysis for intention and real usage of ICT System from the end-users, 

the firm level analysis, the barriers of ICT System adoption intention, or Cambodian 

SMEs which are located outside Phnom Penh area. Nevertheless, the future research 

can use this research paper as reference for future research study.  The future research 

study can form their research topics by choosing one of topics mentioned above.   
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