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ARTICLE INFO ABSTRACT

In the era of technological development, digital-transformation is a widely
implemented program in companies. One of the digital transformation
applications implemented in the organization is the application of the e-
performance jsystem in cleaning services at PT ISS Indonesia. The e-
performances system is an Android-based applications system implemented
by ISS to monitor the performance of cleaning service employees. The
cleaning service carries out this e-performance filling daily to complete
previously approved work orders/Service Level Agreements. So this study-
aims to examine the acceptance of-the existing e-performance system at PT
ISS Indonesia using the-technology acceptance model (TAM) approach. This
study aims to determine the effects of perceived usefulness on attitude
toward use, the effect of perceived ease of use on attitude toward use, the
effect of attitude toward use on behavioral intention to use, and the effect of

Keywords: behavioral intention to use on actual system use e-performance in the
Digital Transformation, technology  TIMAH Energy Resources area. This study used a-questionnaires method by
acceptance model, e-performance, taking a sample of 158 people. This study used-quantitative methods and
Cleani_ng service, technology distributed questionnaires. Data processing uses the PLS (Partial Least
adoption Square) analysis-method, and this research method is taken from the basic

theory of the Technology Acceptance Model (TAM) and its variables, namely
perceived ease of use, perceived-usefulness, attitude toward use, behavioral-
intention to use and actual-systems use. This study found that the four
research hypotheses were acceptable, and the implementation of the e-
performance system at PT ISS Indonesia was well-received in the field. Each
variable influences the other to get the results of acceptance of using the e-
performance system. Furthermore, it is hoped that the results of this
research can be used as material for evaluation and consideration for
companies in carrying out digital transformation. In addition, training
employees, strengthening the e-performance system, and adding features to
the e-performance system can increase the use of this e-performance

system.
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1. INTRODUCTION

Implementing a digital business strategy is one way for organizations to be able to survive in this
industrial revolution 4.0 era. Industry 4.0 is a combination of network technology and automation
technology. The industrial revolution 4.0 is also known as the "network-physical system". The concept of
its application focuses on automation. With the help of information technology in the implementation
process, the involvement of human labor in the process can be reduced. For companies to survive this
industrial revolution, they still need to update their business strategies.

One of the digital business strategy models commonly used by companies is digital transformation.
Digital transformation involves rethinking how a business uses data and technology to deliver value to its
customers. One of the applications of digital transformation in its company is PT ISS Indonesia. ISS
Indonesia is an integrated-facility service-based company and a partner for companies that need services
to support their core business. The types of facility services offered by ISS Indonesia include: cleaning
service, office, gardening & landscaping, support service building maintenance service, Integrated Pest
Management, wash room service, portable toilet service, indoor air quality service, Access-Control,
security service, Catering-Service, and Parkinga Management Service. (ISS Indonesia, 2022).
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One of the services offered by PT ISS Indonesia using digital transformation is the cleaning service.
Cleaning service is the work of keeping clean - and serving cleaning services in a -place, office or agency
(Semesta, 2022). Almost all buildings and public places are managed by cleaning services to help keep the
place clean. People who do cleaning work are often referred to as cleaners. E-performance is an android-
based application system implemented by ISS to monitor the performance of cleaning service employees.
The monitoring process of this application can be accessed anywhere by the PIC who is given special
access by the company and this application is mandatory environmental. Every day this system must be
used by every cleaner to monitor what work has been done at the workplace. Therefore, each cleaner has
their own account and has to report every day. Performance reporting includes glass cleaning, floor
sweeping, floor mopping, and so on. The jobs recorded in this application include:

Floor Sweeping

Ceiling Cleaning

Garbage removal
Workbench cleaning
Washing cutlery, and so on.

Here is a look at the cleaninﬁ service e-Berformance system:
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Figure 1. Display of E-performance Cleaning Service system

The application of e-performance in the cleaning service environment aims to monitor which

areas/rooms have not been cleaned. As in Figure 1 that there is a "Work order" that appears and must be

completed by the cleaning service on the day they work. This is certainly very helpful for cleaners to make

it easier to report their work. Furthermore, the use of this e-performance application is carried out by

installing it on each cleaner's cellphone. The following is a scheme for implementing e-performance
cleaning service:
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Figure 2. Cleaning service e-performance scheme
Source: Company Data, 2022
This E-performance must be filled in by every cleaner when they are in working hours. So every
day every Cleaner is required to take photos of his work reporting starting from photos before action,
action progress and after action. Every day, the average work order / work report carried out by cleaners
is 80 to 90 work orders. The level of use of E-performance is quite a lot as based on data from November
2022 as below:

CLERMNO %

CLEANNG X

CLEANING STRNCE

Figur 3. E-Kinerja Application Users in November 2022

From the picture above, it can be seen that for 22 Cleaning Service people during the period of
November 2022 have completed 100% of their work. With an average of one month each person
completing approximately 577 Work Orders / Jobs. With this high level of usage, there are several
obstacles felt by the Cleaner based on direct interviews with eight cleaning service people on November
20,2022, including:

a. E-Kinerja application often closes suddenly (Forced Closed) during peak hours.

b. If one E-Kinerja account is opened on two devices, the two devices will be locked by the system and
automatically cannot be used.

c. Reporting on sudden and unscheduled work often experiences errors.

d. There are several cleaners who feel that the implementation of E-Kinerja does not have any impact
but only adds work.

So from some of the obstacles felt by cleaners, the authors draw a temporary conclusion that this
system is still not acceptable to its users due to technical constraints and rejection or negative opinions of
cleaners on this system. So in this study intends to measure the acceptance of the e-Kinerja system for
cleaning service employees. This study aims to measure the effect of perceived usefulness on attitude
towards using the e-performance system.
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2, METHOD

The research approach in this study uses quantitative methods with descriptive research types.
Descriptive research is one type of research that reveals in-depth, broad, and comprehensive facts of the
problems that occur. By describing the relationship between the problem factors faced with the intended
subject. In this study, researchers want to analyze and ascertain whether the relationship between
variables in the TAM theory, namely the effect of the usefulness of the e-performance system user on the
attitude of using the e-performance system, the effect of the ease of use of the e-performance system on
the attitude of the e-performance system user, the effect of the attitude of using e-performance on the
intention to use the e-performance system, the effect of the intention to use the e-performance system on
the use of the performance system. In the path diagram used in this study, namely one-way arrows that
produce a direct influence from an exogenous variable [causal variable (X)] on an endogenous variable
[effect variable (Y)]. Example: XBY. (Riduwan & Kuncoro, 2017) Data processing using SEM-PLS in this
study using the SmartPLS 3.3.5 application. The application is relatively easy to use and is able to describe
the path model graph on latent variables. PLS technique used for a component-based approach in its
testing.

3. RESULTS AND DISCUSSION
Hypothesis Test 1
Table 1. Direct Effect Hipotesis 1
Kriteria Perceived usefulness eta
P- Value 0,000 ,611  Attitude Toward Use System
Based on table 1, it explains that the P-Value is 0.000 <0.05 and the Beta value is 0.611, then Ho1 is
rejected and Hal is accepted, which means that Perceived usefulness has a positive and significant effect
on Attitude Toward Use System.
Ho1l = There is no effect of Perceived usefulness on Attitude Toward Use System
Hal = There is an effect of Perceived usefulness on Attitude Toward Use System
Hypothesis Test 2

Table 2. Direct Effect Hipotesis 2
Kriteria Perceived Ease Of Use eta
P-Value 0,044 0,289 Attitude Toward Use System
Based on table 2, it explains that the P-Value is 0.044 <0.05 and the Beta value is 0.611, then Hol1 is
rejected and Hal is accepted, which means that Perceived Ease Of Use has a positive and significant effect
on Attitude Toward Use System.
Ho1 = There is no effect of Perceived Ease Of Use on Attitude Toward Use System
Hal = There is an effect of Perceived Ease Of Use on Attitude Toward Use System
Hypothesis Test 3

Table 3. Direct Effect Hipotesis 3
Kriteria Attitude Toward Use eta
P- Value 0,038 0,132 Behavioral Intention To Use System
Based on table 3, it explains that the P-Value is 0.038 <0.05 and the Beta value is 0.611, then Ho1 is
rejected and Hal is accepted, which means that Attitude Toward Use has a positive and significant effect
on Behavioral Intention To Use System.
Ho1 = There is no effect of Attitude Toward Use on Behavioral Intention To Use System
Hal = There is an influence of Attitude Toward Use on Behavioral Intention To Use System
Hypothesis Test 4

Table 4. Direct Effect Hipotesis 4
Kriteria Behavioral Intention To Use eta
P- Value 0,000 0,623 Actual System Use System
Based on table 4, it explains that the P-Value is 0.000 <0.05, and the Beta value is 0.611, then Ho1 is
rejected and Hal is accepted, which means that Behavioral Intention To Use has a positive and significant
effect on Actual System Use System.
Ho1l = There is no influence of Behavioral Intention To Use on Actual System Use System
Hal = There is an influence of Behavioral Intention To Use on Actual System Use System
Discussion
This research was conducted by providing questionnaires via google form to 158 respondents. The
respondents are all employees of PT ISS Indonesia in the PT TIMAH Tbk area who have positions as
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Cleaning Service and are located in Bangka Belitung. Based on the results of research on 158 respondents,
it can be concluded that the average age of respondents is 35-39 years old and is dominated by women.
This is in line with research (Syavina, 2014) which states that the average cleaning service job is a woman
who is 35 years old and female.

Based on the results of descriptive analysis conducted by the author, the Perceived Usefulness
variable gets a cumulative total score of 90.13% or in the very good category. This means that cleaners
who use the e-performance application feel that the application is very useful, in this case useful for work
activities. With the e-performance application, users can more easily report on the work they do. Of the
eight statements regarding the perceived usefulness variable, the statement that has the greatest value is
"my work system can always be used and is always active" with a percentage of 91.13% that Cleaner feels
that the current e-performance system can always be used and is always active. While the statement that
has the lowest value is "The existence of a performance monitoring system makes work better” with a
percentage of 89.24% that cleaners feel that the existence of their performance monitoring system (e-
Kinerja) can make the work done better even though it is not entirely good because accessing and
reporting in real-time and continuously certainly requires more effort from the cleaner.

Based on the results of descriptive analysis conducted by the author, the perceived ease of use
variable gets a cumulative total score of 91.05% or in a very good category. This means that cleaners can
and are able to operate technology and cleaners consider the use of the e-performance system to be
relatively easy and requires minimal effort. Of the nine statements regarding the perceived ease of use
variable, the statement that has the greatest value is "logging in to the e-performance system is very easy"
with a percentage of 91.46% that the cleaner feels that there is ease when logging in to the e-performance
system. While there are three statements that have the lowest score, among others, are "the e-
performance system is very clear" with a percentage of 90.82% that cleaners feel the e-performance
system is very clear to use. Next is the statement "the e-performance system is easy to remember" with a
percentage of 90.82% that cleaners feel the e-performance system is easy to remember in using the
system. The last statement that has the same percentage of 90.82% is "the e-performance system is very
fast to access" that cleaners feel this e-performance system is able to run on their respective cellphones
and is very fast to access. This is also supported by an internet provider that is strong enough at the work
location.

Based on the results of descriptive analysis conducted by the author, the attitude towards using
variable gets a cumulative total score of 90.30% or in a very good category. This means that the cleaner
considers the implemented e-performance system positively. Of the three statements regarding the
attitude towards using variable, there are two statements that have the greatest value, including "I find it
easy to access the e-performance system" with a percentage of 89.92% that cleaners find it easy to access
the e-performance system every day while working. Furthermore, the statement that has the next highest
percentage is "I feel that my skills have improved after using the e-performance system" with a
percentage of 89.92% that cleaners after using the e-performance system in their work feel they have
improved their skills at work. Furthermore, the statement that has the lowest value is "I feel an increase
in performance by using the e-performance system" with a percentage of 89.76% that cleaners feel an
increase in performance while using the e-performance system.

Based on the results of descriptive analysis conducted by the author, the behavior intention to use
variable gets a cumulative total score of 92.0% or in a very good category. This means that the cleaner
shows an attitude of accepting the use of the e-performance system and wants the e-performance system
to be used continuously. Of the four statements in the variable behavior intention to use, there are two
statements that have the same value of 92.09%, including "I use the e-performance system every day" and
"I hope the e-performance system can always be used at any time" that the cleaner feels like using the e-
performance system every day while working and the e-performance system can be used forever.
Furthermore, there are two statements with the lowest score of 91.93%, including "I use the e-
performance system in certain circumstances” and "I always use the e-performance system because it is
very easy and feasible to use"” from this statement it can be concluded that cleaners also use this e-
performance system in all circumstances until certain circumstances and cleaners like the e-performance
system because it is very easy and feasible to use in daily activities.

Based on the results of the description analysis conducted by the author, the actual system to use
variable gets a cumulative total score of 90.67% or in a very good category. This means that the cleaner
shows that the e-performance system has been accepted in his daily work. Of the three statements in the
actual system to use variable, there are two statements that get the highest and same value of 91.30%,
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including "I use the e-performance system every time" and "using the e-performance system makes
working conditions better" that the cleaner uses the e-performance system every time while working
because with this e-performance system, the working conditions carried out by the cleaner are better.
Furthermore, the statement that has the lowest value is "I use the e-performance system because it has a
lot of frequency in the company” with a value of 89.40% that the cleaner uses the e-performance system
because of the frequency of use set by the company.

From the results of hypothesis testing, the perceived usefulness variable has a positive and
significant effect on attitude towards using the e-performance system. That cleaners believe that utilizing
the e-performance system can improve work performance. This has an effect because of the mandatory
from the company to use the e-performance system. This is in line with research conducted by (Almajali,
Majali, Masa'deh, Al-Bashayreh, & Altamimi, 2023) where in his research the variable perceived
usefulness has a positive effect on attitude towards use for e-procurement systems in Jordanian public
shareholder companies. Similar research results were conducted by (Castillo S. & Bigne, 2021) in his
research on Augmented Reality (AR) with self-services technology, it was found that the variable
perceived usefulness has a positive effect on the variable attitude towards use.

From the results of hypothesis testing, the perceived ease of use variable has a positive and
significant effect on attitude towards using the e-performance system. It can be concluded that cleaners
are capable of operating the e-performance system and consider using the e-performance system to be
quite easy and require minimal effort in operating it. This is supported by the fact that the cleaner has a
mobile device and the internet network provided by the company is able to operate the e-performance
system. This is in line with research conducted by (Kampa, 2023) who conducted research on the
readiness and acceptance of M-learning in higher education in India. In this study, the perceived ease of
use variable has a positive influence on attitude toward use ( = 4.006, p <0.002) because students are
reported to have used m-learning easily. Similar research results were conducted by (Khan, Khan, Khan,
Khan, & Khan, 2023) in a study on understanding consumer adaptation to mobile payments in Pakistan
getting the hail that the variable perceived ease of use has an effect on the variable attitude towards use.

From the results of hypothesis testing, the attitude toward use variable has a positive and
significant effect on behavioral intention to use. This is supported by the fact that cleaners do not need to
do work-related reporting that was done manually in the past. So, cleaners feel facilitated by this e-
performance system. Similar results were also carried out in research conducted by (Wiafe, Koranteng,
Tettey, Kastriku, & Abdulai, 2019) which stated that attitude towards use of INTTRA has a positive impact
on behavioral intention to use. In addition, this is also reinforced by the results of research conducted by
(Singh, Jain, Munjal, & Rakesh, 2020) which states that attitude is positively related to behavioral
intention to use, especially in the subject of his research on the use of blockchain technology for corporate
equity trading.

From the results of hypothesis testing, the behavioral intention to use variable has a positive and
significant effect on the actual system to use. This is supported by the fact that since January 2022 this e-
performance system has been implemented, changes in cleaner culture have begun to be felt and cleaners
have become proficient in using the e-performance system. Similar results were also carried out in
research conducted by (Singh, Jain, Munjal, & Rakesh, 2020) where his research stated that behavioral
intention to use is positively related to actual system to use with research subjects regarding the use of
blockchain for corporate equity trading. Furthermore, there is also research from (Calegari, R.D. &
Fettermann, 2023) which states that the variable behavioral intention to use has a positive effect on
strengthening the actual system to use on M-Health technology.

4, CONCLUSION

Berdasarkan hasil penelitian dan pembahasan mengenai variabel perceived usefulness, perceived
easeiof use, attitudeitoward use, behavioraliintention to use dan actual system use dari penerapan sistem
e-kinerja pada cleaning service PT ISS Indonesia di area PT TIMAH Tbk dapat disimpulkan variabel
perceived usefulness berpengaruh terhadap attitude toward use system E-Kinerja. Variabel perceived
easeiof use berpengaruh terhadap attitude toward use system E-Kinerja. Variabel attitude toward use
berpengaruh terhadap behavioral intention to use system E-Kinerja. Variabel behavioral intention to use
berpengaruh terhadap actual system to use sistem E-Kinerja.
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