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Investigating the Factors Affecting the Use of the E-

Delivery Services 

Al- Madinah International University, Malaysia 

Abstract: - Recent expansion in IT has paved the way for an 

electronic revolution that has led to the development of electronic 

services. Consumer e-services companies help to save expenses, 

speed up delivery and serve additional customers. Consequently, 

many companies have already shifted to the electronic 

environment or plan to shift their services and commodities. The 

qualities of each sort of product and service are important to 

recognize in this context. The purpose of this research is to 

determine the factors that impact the use of e-services. 
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I. RESEARCH BACKGROUND 

 first postal order catalogue was produced by Benjamin 

Franklin in the USA in 1744. (Maddox, 1997). 

Customers could order and pay for science books by email 

without a visit to the real shop. More than 250 years later, we 

live in "an ever more virtual society" (Overby, 2008). 

Increasingly physical procedures are virtualised thanks to 

technologically breakthrough developments, such as the 

Telephone and the Internet (Overby & Konsynski, 2008). The 

increasing diffusion of Internet technology has recently 

speeded up this trend to virtualize previously conducted 

processes – in other words, the operations previously given 

personally. (Overby & Konsynski, 2008). describes a virtual 

process as "a procedure that eliminates physical interaction 

between people and/or things." 

Depending on the sector of competence and the perspective, 

the word E-service has many meanings (Taherdoost et al., 

2014). There is no specific definition of electronic services 

and the visions of scholars have been viewed from many 

points of view, so that electronic services are defined in 

several ways. 

E-commerce is a modern business in the digital age, as there 

are many Internet users worldwide. E-commerce has certainly 

been a strong and rapidly evolving technical foundation for 

developing the Internet (Smith, 2001). 

The creation of virtual stores has allowed people to purchase 

items and services online, which is the quickest and cheapest 

manner of buyingfor them.For its cheap cost and ease, e-

commerce is considered the most profitable kind of business. 

It should be pointed out that the increasing competition 

provided by the Internet leads to cheaper costs and greater 

choices for customers (Malkawi, 2007). Technological growth 

has made it possible to buy on the Internet and for company 

logistics systems to be more efficient. 

The literature on electronic commerce has investigated issues 

affecting online shopping (Chang et al., 2005). Circulation of 

e-commerce-related aspects by individuals may be broken 

down into (a) user features, (b) platform features, (c) site or 

application features, (d). provider /zation, (e) situational 

factors and (f) product / service characteristics (Black et al., 

2002; Chang et al., 2005; Monsuwe et al.2004). 

As far as 'importance' is concerned, the products and services 

linked with significant "customer participation" are less suited 

to online purchasing than those without items and services 

(Black et al., 2002; Mayo et al., 2006). Even though it was 

expected that this was true for 'costly products/services less 

often consumed' in several research, the actual findings are 

equivocal. Phau and Poon (2000) discovered empirical 

evidence for the association. 

II. LITERATURE REVIEW 

This literature review emphasizes the many aspects impacting 

e-service uptake. Including Trust factor (TF), Culture (C), 

performance expectancy (PE), effort expectancy (EE), social 

influence (SI), facilitating conditions (FC), continued usage 

intention (CUI), use behavior (UB),computer self-efficacy and 

moderator variables (MV) such as education and age. 

2.1. Definition of E-Service 

For knowledge services–communications technologies, 

Electronics service might, in brief, be a generic word. In 

several sectors, the word e-service may be used and has 

numerous implementations. The two predominant application 

square measurements for e-services are e-business (or e-

commerce) and e-commerce (or not-commerce). 

(Compagnucci, 2020) identifies e-services as an associated 

word for online services. Services include online order 

administration, application services (ASP) application hosts 

and network process capabilities. The e-commerce group 

action services are offered for e-services.Square E-services 

can illustrate this by testing online services to improve sales 

group behavior and sales rather than legacy websites with 

summary data (Brueggemann, 2013). E-service was defined 

by (Rust & Kannan, 2016). An electronic service is a diploma 

company or a number of activities carried out by a partner and 

a client in web cooperation (AL-Hashem & Atwah Al-

ma'aitah, 2019). and on all anumber of services that are 

produced, supplied or consumed through the use of IT, 

communications networks, such as internet and mobile 

solutions.Electronics services are characterized as online 
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interplay, enhanced online contact and direct engagement in 

the selection of future local government administrators 

between general and local authorities (Al Shobaki, 2017). 

2.2. Electronic Delivery Types 

2.2.1. Work Email 

The data may be forwarded to the e-mail address of the 

employee via e-mail (unconsented)(Baileyet al., 2017): 

 A work e-mail is used on a regular basis for the daily 

business specifically for the employee. 

 Reception of the data provided is validated due to a 

non-committal sender, regular examination, or 

confirmatory employee surveys such as a receipt or 

receiving a permit. 

  The e-mail explains the value of the material. 

 Includes the ability to request a document at no cost 

and instructions on how to request a copy. 

2.2.2. Personal Email 

If workers do not have the main e-mail address for work, they 

can choose to get a personalized e-mail address by the 

employer with written authorization (Graham et al., 2017). 

Annually this permission is awarded and includes: 

 The type of documents to which approval is subject. 

 This agreement may be canceled at any moment 

without a fee. 

 The ability to cancel and amend papers submitted 

electronically or, address participants, recipients or 

individuals. 

 The right to obtain a printed copy of the electronic 

service. 

 All maintenance and hardware connectivity standards 

and software. 

2.2.3. Company Internet 

Employers may put papers on a specified website on the 

Internet. Employers have to guarantee that they are allowed to 

access such papers at will during and after work hours 

according to this way (Siekmann, 2017). Employers should 

notify every employee, via electronic or non-electronic 

manner, via a separate notification: 

 Availability of the document. 

 Details on the importance of the paper. 

 The right, electronically or electronically, to obtain 

this information through other relevant means. 

2.3. Research Factors  

2.3.1. Continued Usage Intention (CUI) Of E- Services 

The individual's purpose to use e-services is near to the 

customer's intention to repurchase or upgrade e-services 

(Gefen et al., 2003). On the other side, the desire to adopt a 

specific conduct shows the motivation to test out the person's 

behavior (Jordaan, 2014). The intent of the customer to 

continue using e-delivery services was (1) a consequence of 

an earlier discussion of the use of services and suggests that 

further action was taken and (2) a prior use evaluation 

showing a method for feedback.Next, distinct E-Delivery 

qualities will play diverse roles (Kim & Park, 2013). With 

respect to the apparent effect of continuous use after IT 

deployment, it is necessary to identify the important elements 

influencing post-adoption behaviour, that is, the continuation 

or termination of IT (Hong et al., 2006). 

Citizens must first embrace and sustain the usage of e-

transmission services to fully benefit from e-transmission. 

With respect to e-submissions, Wangpipatwong et al., (2008) 

asserted that the delivery had to grasp public expectations 

with respect to the e-services, apart from analysis of elements 

that had a significant impact on the sustainability of its e-

submittance plan.Nonetheless, a number of recent research, 

including those by Wang (2002), Carter and Belanger (2004), 

Treiblmaier et al. (2004), and Phang et al. (2004), have 

examined the variables influencing the first desire to use e-

mail service. The inquiry of the desire to continue utilizing E-

Delivery is critical and a high priority in this case. 

2.3.2. Use Behaviour (UB) 

According to Walela (2009), actual or beneficial behaviour 

refers to a person's observable reaction to a certain 

circumstance, whereas behaviour indicates congruent 

objectives. A variety of hypotheses have been investigated in 

the field of behavioural psychology that support an 

individual's integration with modern information technology. 

The action dimension is also a significant influence in service 

quality.Empirical study has also revealed that specific 

assumptions account for around half of the diversity in how 

people use or plan to utilize technology. Furthermore, a total 

of 32 constructs generated from eight theoretical models were 

assessed for the purpose of identifying constructions that 

demonstrate a greater level of dominance over the use of 

technology (Venkatesh et al., 2003).The eight acceptance 

models contained in the UTAUT identify the purpose as the 

direct predictor of system utilization, as do another recent 

research (Oye et al., 2014).According to a research by Baron 

and Kenny(1986), the mediator variable comprises a 

generative process in which the focal independent variable 

influences the dependent variable of interest. When the 

predictor and criteria variables are closely related, mediation 

is beneficial. 

In fact, mediating factors were thought to be important in both 

psychology and science (MacKinnon & Fairchild, 2010). The 

variable form accounts for the antecedent effect's transfer to 

the dependent variable and so highlights the interconnections 

between the variables. Several ways of testing mediation have 

been utilised in various research papers during the last two 

decades. A mediation study reveals the fundamental 

mechanisms that underpin human behaviour and are judged 

important in a variety of actions and circumstances. 
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2.3.3. Performance Expectancy and Usage Behaviour 

Performance Expectation is the degree to which a person 

believes that using a specific system or service will provide 

him or her an edge at work or in life. Extrinsic motivation 

MM, MPCU health, expectations for outcomes achieved by 

SCT, the perceived usefulness of TAM / TAM2 and C-TAM-

TPB, and the relative advantage acquired from IDT are among 

the constructs acquired from several models to estimate 

performance expectations.We are able to propose a superior 

solution in this area. The resemblance between distinct 

building pairings is determined, as recorded in the literature. 

They are usefulness and extrinsic motivation, usefulness and 

relative advantage, usefulness and job-fit (Thompson et al., 

1991), job-fit and outcome expectation (Venkatesh et al., 

2003), and usefulness and outcome expectations (Venkatesh 

et al., 2003). (Compeau & Higgins, 1995). 

2.3.4.Effort Expectancy and Usage Behaviour 

The degree of effortlessness associated with the way 

individuals utilize a system is referred to as effort expectation. 

Based on current models, the EE idea consists of three 

structures. Perceived user friendliness (TAM / TAM2), ease 

of use (IDT), and difficulty are the three structures listed 

above (MPCU).The arrangement of the demand for 

commitment has been considered as unusual in both uses of 

the sense of volunteering and mandatory with a documented 

importance for the time period solely with respect to the 

construction of component models. 

The effort-oriented components are more important during the 

early stages of new behavior. As noted in the works by Davis 

et al. (1989), Venkatesh (1999), and Venkatesh (2000), the 

associated processes include the obstacles that must be 

overcome due to the influence of specific linked 

instrumentality.According to Jain and Kesar's (2011) research, 

the Expectation (EE) initiative building has an influence on 

the conduct of E-Delivery services, and people's skills are one 

of the important contributors to the performance of e-delivery. 

Khan et al. (2010) emphasized, however, that human 

resources must be equipped with skills in order to provide a 

successful E-delivery service. 

2.3.5. Social Influence and Usage Behaviour 

According to Chiu and Wang (2008), social influence refers to 

how aware individuals are of other people's opinions on a new 

system in order to ensure that the system they use meets their 

needs. The subjective norm (TRA, TAM2, TPB / IDTPB, C-

TAM-TPB) and social elements (MPCU) and image (IDT), 

which are thought to be major determinants of behavioural 

intent, are all included in the design of social influence 

(Venkatesh et al., 2003).Both structures have an idea, either 

explicit or implicit. In this case, a person's behaviour is 

influenced by how they imagine others will react to their use 

of technology. As Al-Majali (2011) points out, Social 

Influence (SI) has the ability to drastically reduce E-Service 

utilization. 

2.3.6. Facilitating Conditions and Usage Behavior 

The degree of trust that an individual has in the building of 

both organizational and technological infrastructure is one of 

the conditions that encourage the adoption of the program. 

Three separate residences make up the Facilitating Facilities. 

These include behavioral control generated from TPBI, 

DTPB, C-TAM-TPB, MPCU conditions support, and IDT 

compliance. These systems are operationally built to take into 

account the technological and organizational 

settings.According to Venkatesh et al. (2003) and Taylor and 

Todd(1995), the establishment of enabling conditions has a 

significant influence on innovation users. Facilitating 

circumstances were also found to have a major impact on the 

utilization of technology. When expected output and 

anticipated effort were both employed for the same model, 

however, the scientists found that facilitative circumstances 

did not predict the purpose of using IT. In the current study, 

the measurement of a facilitating conditions construct was 

based on a perception of being able to access the essential 

resources in addition to gaining the knowledge and support 

needed to use E-delivery. 

2.3.7.Trust Factor and Usage Behaviour 

The faith in delivery had plummeted by the mid-1960s. Since 

then, confidence has been consistently strong, with the 

exception of a brief pause following the September 11 attacks. 

In a 1958 poll, over 75% of respondents said that the Federal 

Delivery Department "does what is right" almost usually or as 

often as feasible. Only 40% of people accepted this level of 

trust in 2002. Nonetheless, in 1994, faith in federal delivery 

was 21% lower than in the 1970s; historically, it has been 

around 40%. (Bowler &Donovan, 2004). According to Al-

Gahtani (2011), trust may be viewed as allowing users to 

willingly utilize electronic delivery services and to act in a 

way that exhibits social responsibility for trust fulfilment after 

considering delivery features. The belief that using the E-

Liefer application is a critical factor in knowing how to utilize 

it in ways that would make it more successful will reduce the 

fear of it being utilised. 

2.3.8. Culture factor 

Human civilizations' culture is a matrix of beliefs, duties, 

behaviour, principles, rituals, conventions, and traditions. 

When it comes to analysing consumer behaviour, the phrase 

"culture" is quite important. Culture is a set of social, 

conventions, norms, and behaviors that have a common goal. 

Culture is the primary motivator for individuals to want to or 

agree to do anything (Pieterse, 2019). To determine how 

culture impacts consumer behaviour, it is necessary to 

understand the characteristics of culture. While other 

components of culture are covered in the literature, the 

utilization of cultural features is examined. It depicts the 

cultural features. Culture is a collection of behaviors that are 

conscious of each other. 

Advertisers throughout the world think that customers will 

continue to eat the same foods, wear the same shoes, and 
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watch the same TV shows in the future. The reality, on the 

other hand, is rather different. As a result, in order to trade in 

foreign marketplaces, people must overcome significant 

cultural and economic hurdles. In order to strengthen 

international competition, numerous traditional ideas, 

attitudes, behaviors, and practises must be examined. Society's 

idea, terminology, practises, terminology, objects, attitudes, 

and moods are all part of culture. One of the aspects is 

culture.In a culture, people's beliefs will be similar. In Japan, 

for example, four and four times are considered inadequate 

because most things are marketed on five platforms. 

Tradition, another part of culture, is connected to people's 

nonverbal conduct. Men in France wear more cosmetics than 

women, indicating a sense of self-consciousness among the 

French. As a result, in consumer behaviour studies, cultural 

learning played a significant role in marketing, particularly in 

market segmentation, market objectives, and product 

positioning. 

Geographical locations and faiths have a vital role in the 

creation of subculture. People who live in close quarters may 

have different options. Members of distinct subcultures have 

distinct views, habits, and social structures than members of 

other subcultures. Such differences have become a crucial 

component in the market's subcultural segmentation. TOT is 

crucial in defining the size of the marketing mix, brand 

identity, promotional activities, and product placement in 

order to understand the subculture's features. 

2.3.9.Computer Self-Efficacy and Usage Behaviour 

In a culture, people's beliefs will be similar. In Japan, for 

example, four and four times are considered inadequate 

because most things are marketed on five platforms. 

Tradition, another part of culture, is connected to people's 

nonverbal conduct. Men in France wear more cosmetics than 

women, indicating a sense of self-consciousness among the 

French. As a result, in consumer behaviour studies, cultural 

learning played a significant role in marketing, particularly in 

market segmentation, market objectives, and product 

positioning. 

2.4. Moderators  

Understanding demographic aspects that may have a 

significant impact on e-commerce is a crucial area of research. 

 This paper looks at two demographic factors: schooling and 

age. Many previous publications have used these demographic 

characteristics as key demographic factors (Phichitchaisopa & 

Naenna, 2013), and they are deemed important in the 

acceptability of an innovative technology.Past studies and 

evaluations of these aspects in terms of their impact employed 

various forms of adoption, theory of acceptance, and models, 

but these studies and evaluations concentrated on developed 

nations, as noted by Alamin et al (2015). As a result, the 

various situations in emerging nations have not been fully 

examined.Furthermore, developing nations have a poor level 

of education and competency. It also encompasses a variety of 

beliefs, such as the social and cultural characteristics of 

Western and Arab countries (Baker et al., 2007). Performance 

Expectancy (PE), Social Influence (SI), Facilitating 

Conditions (FC), Effort Expectancy (EE), Trust factor (TF), 

and computer self-efficacy (CSE) are also very significant, 

and are controlled by Education and Age. 

2.4.1. Education (EDU) 

Because this structure is regarded to be a significant E-

Delivery control variable, Wu's research (2007) includes 

training in the Control Variable group. In general, deliveries 

may assist residents by giving computer instruction to the 

elderly and young people in particular, both in terms of 

education and in order to close the digital gap (Reffat, 2003). 

Furthermore, Thomas and Streib (2003) discovered that race 

and education can both play a role in non-user discrimination. 

Ethnicity and education are crucial determinants for delivery 

websites' internet users, according to the researchers, with the 

majority of users being more educated.Education refers to a 

broad range of social education for the general public. 

According to Al-Shafi and Weerakkody (2010), educated 

people are more likely to develop in their careers and employ 

new, sophisticated technology. 

2.4.2. Age  

Age is also a crucial element in academics' technical 

acceptability at universities, since it is one of the most 

prominent demographic features (Khasawneh & Ibrahim, 

2012). Young academics in the education system may be 

more or less familiar with ICTs, especially those who use 

computers throughout their college studies or who have 

completed higher education in any developed country. 

In reality, other research employed the UTAUT simply as part 

of the organisation under consideration, rather than the 

complete organisation. When it comes to the free use of e-

services, it's crucial to remember that they're not required, but 

rather optional (AlAwadhi & Morris, 2008). 

III. CONCLUSION 

The framework, which includes a few independent variables 

(IV) such as Trust factor (TF), Culture (C), performance 

expectancy (PE), effort expectancy (EE), social influence (SI), 

facilitating conditions (FC), dependent variable (DV) such as 

continued usage intention (CUI), use behaviour (UB), and 

moderator variables (MV) such as education and age, has 

been successfully demonstrated. Aside from that, the research 

looked at the impact of these elements on the primary use of 

E-Services. 

The fact that underdeveloped nations have low levels of e-

services adoption is also demonstrated in this study. 

Furthermore, as shown in the literature review, practically all 

acceptance theories have yet to be extensively examined in 

developing countries. Not only that, but previous research 

seems to have abandoned the study of the link between 

demographic factors and user interfaces.  
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