Interdisciplinary Journal of Information, Knowledge, and Management Volume 11, 2016

Cite as: Esterhuyse, M., Scholtz, B., & Venter, D. (2016). Intention to use and satisfaction of e-learning for training in
the corporate context. Interdisciplinary Journal of Information, Knowledge, and Management, 11, 347-365. Retrieved

from http://www.informingscience.org/Publications/3610

Intention to Use and Satisfaction of e-Learning for
Training in the Corporate Context

Maxine Esterhuyse, Brenda Scholtz, and Danie Venter
Nelson Mandela Metropolitan University,
Port Elizabeth, South Africa

Maxine.Esterhuyse@nmmu.ac.za Brenda.Scholtz@nmmu.ac.za
Danie.Venter@nmmu.ac.za

Abstract

Together, the fields of education and information technology have identified the need for an
online solution to training. The introduction of e-learning has optimised the learning process, al-
lowing organisations to realise the many advantages that e-learning offers. The importance of
user involvement in the success of e-learning makes it imperative that the forces driving intention
to use e-learning and satisfaction thereof be determined. The purpose of this paper is to investi-
gate the relationships between the metrics influencing intention to use and the satisfaction of us-
ing e-learning in companies.

The results of a survey distributed amongst a South African software development company’s

customer base revealed that the 94 respondents have positive enjoyment and self-efficacy levels,
and low computer anxiety levels. Correlation analysis revealed significant relationships between
enjoyment and self-efficacy and between enjoyment and satisfaction. Companies should therefore
ensure that users enjoy using e-learning as it can directly influence satisfaction and self-efficacy.
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Introduction

Corporations functioning in unstable and competitive markets have to acknowledge the im-
portance of human capital so that employees’ skill sets can be leveraged to gain competitive ad-
vantages that extend into the long-term (Weng, Tsai, & Weng, 2015). The daily tasks of employ-
ees working at traditional businesses are generally routine and straightforward, whereas high-tech
businesses operate in a dynamic environment characterised by rapid change, uncertainty, and in-
tense competition (Hsia, Chang, & Tseng, 2014). Employees working in such environments are
required to learn efficiently and increase productivity in order to solve the complex problems en-
countered by high-tech businesses. Countless busi-
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2015; Yanuschik, Pakhomova, & Batbold, 2015). The integration of information and communica-
tion technology (ICT) and educational environments has made valuable contributions to the pro-
cess of learning and the availability thereof (Drigas, loannidou, Kokkalia, & Lytras, 2014; Ozyurt
& Ozyurt, 2015; Zhang, Ordofiez de Pablos, & Zhu, 2012). The inception and development of
ICT stresses a focus on a user-oriented system because ICT seeks to solve human-related prob-
lems (Jeong & Park, 2013; Jiang, Klein, Roan, & Lin, 2001).

e-Learning is the use of ICT to provide information and knowledge resources to learners by relin-
quishing time and geographic restrictions (Liaw & Huang, 2013). The use of online resources
have been blended together with modern education where information, communication, education
and training is delivered online and this forms the foundation of e-learning (Chang, 2016). There
are numerous benefits that organisations implementing e-learning can realise, such as cost sav-
ings, an improvement in the learning process, an increase in access to instructors for learners, ac-
commodation of various learning styles, dynamic course content, and high-quality training that
can be structured or unstructured. Applications of e-learning have been noticed in several areas,
including primary and higher education and corporate training as well as training for government
employees (Pereira, Ramos, Gouvéa, & Da Costa, 2015).

The workplace is progressively starting to realise the potential long-term advantages of imple-
menting e-learning. Based on the literature discussed in this section, five categories of advantages
to e-learning were identified, namely cost saving, learning improvement, advantages for the
learner, advantages for the instructor, and organisational advantages (Figure 1). As indicated in
the proposed e-learning success model (Figure 1), these advantages will occur if e-learning is
successful. Cost savings are derived since e-learning can provide cost-effective training for em-
ployees and customers, resulting in increasing levels of satisfaction and intention to use (Chang,
2016; Chen, 2010). Within the corporate environment, e-learning has been utilised as a popular
approach to training and induction due to its attributes of flexibility, ease of access, just-in-time
delivery, low costs, consistency, and customer value (Al-Qahtani, Al-Qahtani, & Al-Miseha,
2013). The advantages of e-learning can be grouped according to cost saving, learning improve-
ment, learner advantages, instructor advantages and organisational advantages (Chang, 2015,
2016; Horton, 2000). Cost savings can be realised with e-learning due to travel, facilities, and
supplies becoming superfluous (Figure 1). An improvement in the learning process occurs due to
the assistance of e-learning features that can also help to attract learners to be involved in an in-
depth learning experience. Learners may benefit from being able to access learning resources at
any time, from any location and follow a pace suitable to their specific learning style. Two ad-
vantages for instructors are, firstly, that they can facilitate learning from any location because
traveling is eliminated and, secondly, they can provide dynamic learning content.

One of the main advantages at an organisational level for e-learning is the improved competen-
cies, skills, and knowledge of employees. An organisation’s human capital includes knowledge,
skills, relationships, competencies, and creativity present in the workforce (Chang, 2016). Setting
aside resources in order to invest in human capital is said to put organisations in a better position
to be exposed to long-term advantages. By offering and encouraging training for staff in the cor-
porate environment, businesses can realise advantages such as improvements in employee
productivity where tasks are completed efficiently and effectively without errors that may have
financial and reputational implications. Another benefit of e-learning involves enhancements in
the quality of products and services offered due to the increasing competency, skills, and
knowledge levels of research and development, sales, marketing, and operations teams and their
ability to ensure that outputs are continuously improved. The final benefit of financing employee
competency initiatives noted by Chang (2016) is the design and development of competitive
strategies, new products, and services resulting from the increased level of competency and col-
laboration within the organisation.
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Since end-users are considered the key stakeholders in ICT, their attitude towards a system is cru-
cial and should be valued. The focus on end-users is supported by the popularity of the inclusion
of user satisfaction as a predictor of information systems’ (IS) success (DeL.one & McLean, 2003;
Melone, 1990; Raymond, 1987) or to anticipate a user’s behaviour of system use or intention to
use a system (Gelderman, 1998; C. Lin, Wu, & Tsai, 2005; H. Lin & Wang, 2006). The left-hand
side of the proposed e-learning success model in Figure 1 is motivated by the arguments from
these authors that user satisfaction and intention to use are factors or antecedents of e-learning
success.
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Figure 1. e-Learning Success Model

Because it is complex to prove the return on investment of e-learning, the success of e-learning
implementations must be established. e-Learning success can be determined by the behavioural
intention to use and user satisfaction thereof (Al-Qahtani et al., 2013; Mohammadi, 2015). Be-
havioural intention can be defined as an immediate predecessor of usage behaviour and provides
an indication of when a user is prepared to execute a particular behaviour (Tarhini, Hone, & Liu,
2013). The measurement of behavioural intention is suggested as effective for predicting actual
usage (Chu & Chen, 2016; Tarhini et al., 2013). A number of studies have explored the anteced-
ents of technology adoption intention and have highlighted the attitude of users as a central pre-
dictor (Hsiao, 2012; Tarhini et al., 2013; Tosuntas, Karadag, & Orhan, 2015). Chen and Tseng
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(2012) found that motivation and self-efficacy both had significant positive effects while comput-
er anxiety had a significant negative effect on the intention towards the usage of e-learning.
Whilst some studies refer to behavioural intention to use or behavioural intention, others refer
simply to intention to use and this is the term that will be used henceforth in this paper.

User satisfaction can be conceptualised as the cumulative feeling or attitude toward the many fac-
tors that affect a given situation and is envisaged as the manifestation of affections gained from
an interaction (Shee & Wang, 2008). User satisfaction is completely subjective and is influenced
by the interaction of the user with the various system components (Lindgaard & Dudek, 2003). In
the IS domain, user satisfaction can be classified as the degree to which users believe that the sys-
tem in use is conforming to and supporting their requirements (Cyert & March, 1963).

Whilst the success of e-learning initiatives has become one of the most researched topics in prior
literature (Alias, Zakariah, Ismail, & Aziz, 2012; Klobas, McGill, & Renzi, 2014; Mohammadi,
2015); most studies that are related to the success of e-learning are conducted in university con-
texts. There are few articles researching learning satisfaction and learning intention within the
corporate space (Wu, Hsieh, & Lu, 2015). The purpose of this paper is to investigate the intention
to use e-learning in corporate organisations as well as the satisfaction thereof. The structure of the
paper entails the next section exploring the intention to use e-learning and the satisfaction of us-
ing such systems. The subsequent section describes the research methodology and is followed by
a discussion of the results of the survey. In the last section, several conclusions and recommenda-
tions are made for academia and practitioners alike.

Intention to Use e-Learning

The success of e-learning initiatives can be determined by the behavioural intention to use e-
learning, which is also referred to as intention to use (Mohammadi, 2015). Companies that want
to avoid the under-utilisation of technological resources must focus on implementing effective
strategies to encourage continued usage and participation intentions amongst users (Weng et al.,
2015). Research involving intention to use emphasises the investigation of the antecedents that
increase intended technology usage in the future (Armenteros, Liaw, Fernandez, Diaz, &
Sanchez, 2013; Cheung & Vogel, 2013; Chu & Chen, 2016). One of many theoretical models
developed to study user behaviour is the theory of reasoned action (TRA), and according to the
TRA, the immediate determinant of behaviour is the user’s intention to perform or not to perform
a given behaviour (Fishbein & Azjen, 1975). Technology usage intention can be influenced by
user attitude and subjective norms. However, when a given behaviour is performed, it can be lim-
ited by a shortage of opportunities, skills, and resources (Cheung & Vogel, 2013). It is for this
reason that the TRA was extended using the theory of planned behaviour (TPB) to include an ad-
ditional variable, namely perceived behavioural control (Azjen, 1991). Perceived behavioural
control describes a person’s perception of his or her ability to perform a given task and self-
efficacy is a component thereof (Cheung & Vogel, 2013). The components of the TPB model,
namely attitudes, subjective norms, and perceived behavioural control, collectively explain be-
havioural intentions and have been commonly used to investigate user behaviour relating to e-
learning implementations (Cheung & Vogel, 2013; Chu & Chen, 2016; Tarhini et al., 2013).

Smith and Sivo (2012) suggested that by identifying the metrics that could possibly influence the
intention to use e-learning, educational managers, designers, and facilitators could align the de-
velopment and promotion of such systems to ensure that the metrics are accounted for in strategic
planning. A study conducted by Chatzoglou, Sarigiannidis, Vraimaki, and Diamantidis (2009)
investigated various metrics that, together, can be combined in the form of a model to determine
the intention to use e-learning. Perceived usefulness and perceived ease of use are included in the
study by Chatzoglou et al. (2009) and originated from the Technology Acceptance Model (TAM).
TAM aims to explain the determinants of computer acceptance and consequently the user behav-
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iour across a diverse range of end-user computing technologies and user profiles (Davis, Bagozzi,
& Warshaw, 1989). The remainder of the metrics included in the study are learning goal orienta-
tion, management support, self-efficacy, enjoyment, computer anxiety, and intention to use
(Chatzoglou et al., 2009).

Management support is the perceived level of general support for web-based training provided
by top management which includes encouragement and resource support (Igbaria, Zinatelli,
Cragg, & Cavaye, 1997). The extent to which a person believes that using a computer would en-
hance job and task-related performance is referred to as perceived usefulness (Arbaugh, 2000;
Davis, 1989; Davis et al., 1989; Sun, Ke, & Cheng, 2007). The degree to which a person believes
that using a computer will necessitate minimum or no effort is referred to as perceived ease of
use. Learning goal orientation is described as the motivation of individuals to improve their lev-
el of competence in order to facilitate task performance improvements by focusing on the learn-
ing process (Carson, Mosley, & Boyar, 2004; Hwang & Yi, 2002; Printrich, 2000).

Self-efficacy relates to the belief in one’s capabilities to initiate one’s motivation, cognitive re-
sources, and courses of action required to meet the demands of a given situation (Wood &
Bandura, 1989). According to Bandura (1986), self-efficacy is not associated with the skills one
has, but rather with the judgements and belief of what one can do with those skills possessed.
Bandura (1986) further explains that self-efficacy will determine what actions to take, how much
effort to invest, the length of perseverance, and what methods to use in challenging situations.
Self-efficacy has been included in more recent models for systems usage as an antecedent of in-
tention (Henry & Stone, 1995; Hwang & Yi, 2003; Venkatesh & Davis, 2000). Venkatesh (2000)
proposed self-efficacy and enjoyment as determinants of ease of use, but did not address their
interrelationship. Another study by Hwang and Yi (2003) identified the metric of self-efficacy to
have a significant effect on enjoyment.

When referring to enjoyment in the field of IS, it can be defined as the extent to which the task of
using the technology or system is perceived as pleasing, regardless of any performance conse-
quences that may be anticipated (Davis, Bagozzi, & Warshaw, 1992). According to Venkatesh
and Speier (2000), enjoyment can be considered a type of intrinsic motivation. Intrinsic motiva-
tion is the pursuit of an activity due to a genuine interest or positive feelings associated with the
activity (Deci, Koestner, & Ryan, 1999). Computer anxiety describes the hindrance of the inten-
tion of one to use a system due to the anxiety originating from the use of a computer, which in
turn hinders one from being able to complete tasks using a computer (Igbaria & Parasuraman,
1989). Computer anxiety refers to the subjective response and feelings associated with any direct
or indirect contact with a computer (Sievert, Albritton, Roper, & Clayton, 1988). When users
have computer anxiety, they may experience feelings of uneasiness, apprehensiveness, or fear
when thinking about current or future use of computers. Computer anxiety has been found to im-
pact how people perceive technology (Anderson, 1996; Harrison & Rainer, 1992). Because the
intention to use e-learning measures the future subjective probability of usage behaviour, it is
necessary to investigate the user satisfaction of e-learning during the current process of using e-
learning.

User Satisfaction

In addition to intention to use, user satisfaction has commonly been used as an antecedent to pre-
dict system success (DeLone & McLean, 2003; Liaw & Huang, 2013; Melone, 1990; Raymond,
1987). According to Chen (2010), e-learning can be classified as a system. In systems that are
highly user-oriented, such as e-learning, users are pivotal to success and therefore their percep-
tions of the extent to which they are satisfied with using such systems is important (Shee &
Wang, 2008). When used in research, satisfaction can be described as the aggregate of a person’s
perceptions towards the various factors affecting a given situation (Bailey & Pearson, 1983).
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When describing user satisfaction relating to human-computer interaction, it is the experience of
affections gained from an interaction with a technology, influenced by a variety of components in
the interaction (Lindgaard & Dudek, 2003; Mahmood, Burn, Gemoets, & Jacquez, 2000). In the
field of IS, user satisfaction is the degree to which users perceive that the system they are using
addresses and caters for their requirements (Cyert & March, 1963). Satisfaction can also be ex-
plained as the difference between the expected gain or advantage and the actual gain or advantage
(Tsai, Yen, Huang, & Huang, 2007). In the corporate context, user satisfaction refers to the posi-
tive emotional state of an employee with reference to working circumstances, supervisors, his or
her job duties, and the company as a whole (Yeh, 2014). IS researchers have proven that satisfac-
tion is the most important factor in the success of system implementation and can be influenced
by factors related to the student, teacher, course design, technology, system design, and the envi-
ronment (Teo, 2014). Therefore, a higher level of satisfaction towards a system indicates a higher
degree of willingness to use it (Liaw & Huang, 2013). A study by Kang and Lee (2010) found the
metric of enjoyment to be a noticeable antecedent of user satisfaction. Because computer anxiety
is a negative reaction towards computer usage, it can affect users’ positive responses such as sat-
isfaction (Kang & Lee, 2010). Companies that thoroughly monitor customer satisfaction can take
important precautions to improve their bottom line.

Research Methodology

The objectives of this paper are to explore and report on the satisfaction of using and the usage
intention of e-learning in a corporate context. An in-depth literature review of studies related to
the usage intention and satisfaction of using e-learning was undertaken. The theoretical model
derived is predominantly based on the model derived by Chatzoglou et al. (2009). The model was
updated by the findings of the literature review and according to the context of this study. The
model proposes that the success of e-learning usage intention and satisfaction can be determined
by measuring three metrics: computer anxiety, self-efficacy, and enjoyment.

Participants

In order to report on results within a real-world context, an electronic survey was administrated to
participants in an established organisation in the South African property industry. The com-
pany specialises in the development of technological solutions in the form of software for the in-
dustry in which it operates. For purposes of anonymity, the company will be referred to as Prop-
TechSA. The company’s vision for e-learning is for it to form an integral part of customers’ in-
teraction with their software, especially first time users and when there are new product or feature
releases. Prior to the implementation of e-learning, customers were trained to use the software by
means of traditional face-to-face courses. PropTechSA would like to transfer these courses to an
online environment, in the form of e-learning, in order to reduce costs and to introduce a more
effective learning process that is convenient for customers. Some of the courses are partially
available online but usage rates of these courses are low. One of PropTechSA’s goals is, there-
fore, to improve the usage of the current e-learning system. In order to do this, the usage intention
and satisfaction of using e-learning needs to be investigated so as to devise a strategy to get em-
ployees and customers to move from face-to-face training to e-learning resources. As part of es-
tablishing the viability of e-learning as a solution for PropTechSA, a preliminary study was un-
dertaken where a focus group and survey were used to identify the needs and profile of Prop-
Tech’s customer base. The focus group and survey indicated that there are a number of barriers
linked to e-learning faced by PropTechSA’s customer base, which include a lack of resources
such as Internet speed and a lack of social interaction that may be experienced. However, Prop-
TechSA’s customers are open to the idea of e-learning and results indicated that it is an option to
explore further.
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Research Metrics

Based on the requirements and scope of this study, it was decided that the metrics to be investi-
gated would be adapted from the metrics used in the study by Chatzoglou et al. (2009) and other
relevant literature due to the context of the study. In the respondent pool of this study, there were
two groups of respondents: those who have never used an e-learning system before and those who
have used or are currently using such a system. This study measured the first group’s intention to
use an e-learning system and the second group’s satisfaction with e-learning, a metric that was
not included by Chatzoglou et al. (2009) but has been added for the purpose of this study. It was
decided to exclude the metrics of management support and learning goal orientation, since these
metrics are outside of the scope of this study. The focus of this study is on the user’s behaviour,
attitude, and intentions towards e-learning. The metrics of perceived usefulness and perceived
ease of use were also omitted due to scope constraints. The metrics chosen from the study by
Chatzoglou et al. (2009) were based on their applicability to both groups of respondents, namely
self-efficacy, enjoyment, and computer anxiety.

Hypothesis Formulation

The main objectives of this study are to determine what the intention to use e-learning and the
satisfaction of using e-learning is in companies. However, it was decided that it would be interest-
ing to also investigate the relationships between intention, satisfaction, and the three metrics said
to influence the aforementioned: self-efficacy, enjoyment, and computer anxiety. In order to meet
the objectives, several hypotheses were formulated by following a similar method to Chatzoglou
et al. (2009) who undertook a study measuring the intention of employees to accept web-based
training.

The hypotheses were identified based on the theory concerning computer anxiety, self-efficacy,
enjoyment, intention, and satisfaction of e-learning and were tested at the 95% significance level
(o =0.05). A model of the hypotheses is depicted (Figure 2). The following hypotheses were pro-
posed:

H,;: Computer anxiety has a negative effect on intention.

H,,: Self-efficacy has a positive effect on intention.

H,;: Enjoyment has a positive effect on intention.

Hy4: Enjoyment and computer anxiety are negatively correlated.
H,s: Self-efficacy and computer anxiety are negatively correlated.
Hg: Enjoyment and self-efficacy are positively correlated.

H,-: Computer anxiety has a negative effect on satisfaction.

H,s: Self-efficacy has a positive effect on satisfaction.

H,,: Enjoyment has a positive effect on satisfaction.

353



Intention and Satisfaction of e-Learning for Corporate Training

Computer anxiety

elf-efflcacy Satisfaction

Hi.1

Figure 2. Model for e-Learning Success

Research Materials

In order to achieve the proposed research objectives, a survey was conducted to measure the us-
age intention and satisfaction of using e-learning as well as respondents’ computer anxiety, self-
efficacy, and enjoyment (Appendix). The survey was conducted using an online survey tool,
namely Google Forms, where results are captured in a spreadsheet. The survey measured five
constructs and the questionnaire is divided into three sections (Figure 3). It was obligatory for all
respondents to answer Sections A and B but respondents would only have to answer Section C:
Intention or Section D: Satisfaction, depending on whether they have used an e-learning before.
The items in the questionnaire used to measure the intended metrics had five-point semantic dif-
ferential scales where there were opposing levels such as Least preferred and Most preferred.

Section C
e-Learning:
Intention
Section A Section B
Self-Efficacy,
Demographic Enjoyment and
Information Computer Section D
Anxiety
e-Learning:
Satisfaction

Figure 3. e-Learning Questionnaire Structure

The quality of the survey questions was established by undergoing a pre-testing process
(Zikmund, 2003). Two academic expert users and three industry expert users were asked to make
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remarks regarding the research survey instructions and to indicate any issues or lack of clarity of
the questionnaire items.

Profile

Section A of the questionnaire enabled descriptive statistics to be calculated in the form of demo-
graphic information (Table 1). Respondents were classified according to their gender, home lan-
guage, age, highest qualification obtained, and computer experience.

Table 1. Demographic Information (n = 94)
Demographic Information Frequency (n) Percentage (%)
Male 2 2
Gender Female 92 98
Afrikaans 50 53
Home English 37 39
Lo Xhosa . 0 0
Other African 6 6
Other European 1 1
18-24 1 1
Age 25-39 57 61
40-49 23 24
50+ 13 14
Some High School 2 2
High School or equivalent 64 68
Highest Vocational/Technical School 12 13
Qualification | Bachelor's Degree 8 9
Honour's Degree or
. 6 6
4-year equivalent
Novice user 2 2
Compflter Intermediate user 41 44
Experience
Expert user 51 54

The proportion of female respondents in relation to male respondents is notable. A total of two
males (2%) and 92 females (98%) participated in the study, which may appear to be a possible
limitation, however, this ratio is representative of the actual customer base of PropTechSA. The
majority of the respondents speak Afrikaans (53%), are between 25 and 39 years of age (61%),
have a high school or equivalent level of education (68%), and believe that they are expert com-
puter users (54%) who can troubleshoot problems and work without assistance to complete tasks.

Results and Discussion

Cronbach’s alpha statistics were used to establish the reliability, related to internal consistency, of
the responses to the questionnaire. The observed quantitative data were analysed to reveal signifi-
cant relationships between the metrics investigated. When reporting these results, they will be
compared with the literature review findings.

Validity and Reliability of Data

The reliability (internal consistency) of the data obtained from the quantitative feedback was
measured using Cronbach’s alpha. The Cronbach’s alpha coefficients for the five metrics investi-
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gated varied between 0.61 and 0.92 (Table 2). Self-efficacy and enjoyment were the only metrics
scoring below the commonly acceptable value of 0.70, however, some authors argue that a
Cronbach’s alpha value between 0.60 and 0.70 is acceptable for exploratory research (Gravetter
& Wallnau, 2009). Consequently, the scores derived from the responses to the questionnaire can
be considered as fairly reliable.

Table 2. Cronbach's alpha coefficients — all metrics
Metric n Cronbach’s a
Self-Efficacy 94 0.64
Enjoyment 94 0.61
Computer Anxiety 94 0.76
Intention 52 0.92
Satisfaction 42 0.89

Results

The structured survey was distributed electronically to the customers who are using PropTech-
SA’s software. Of the 94 respondents, 52 respondents answered a section related to intention to
use and 42 respondents answered a section related to the satisfaction of using e-learning, based on
whether or not an e-learning system had been used previously. The respondents had varying lev-
els of expertise and familiarity in the field of e-learning in the corporate context. Each metric
measured by the survey was calculated as the average of the responses to the relevant set of items
in the questionnaire using a semantic differential response scale of 1 to 5. The results for each
scale item revealed the respondents’ perception of the five metrics measured (Table 3). Metric
scores were classified according to the ranges depicted in the column headings of the frequency
distributions for the metrics where square brackets indicate inclusion in the relevant interval and
parentheses depict exclusion.

Table 3. Frequency distributions - all metrics

Very Negative Negative Neutral Positive Very Positive
[1.00 to 1.80) | [1.80 to 2.60) | [2.60 to 3.40] | (3.40 to 4.20] | (4.20 to 5.00]

Self-Efficacy 0 0% 0 0% 8 9% 9 10% 77 82%

Enjoyment 0 0% 2 2% 4 4% 21 22% 67 71%
Computer 87  93% | 6 6% | 0 0% 1 1% | 0 0%

Anxiety

Intention 2 4% 2 4% 5 10% 11 21% 32 62%
Satisfaction 0 0% 0 0% 8 19% 2 5% 32 76%

More than 60% of the respondents rated four of the five metrics (self-efficacy, enjoyment, inten-
tion, and satisfaction) as Very Positive. Self-efficacy had the highest incidence of very positive
ratings (82%). Computer anxiety was rated very negatively by the largest portion of respondents
(93%) which is a positive result because a negative computer anxiety result implies that the re-
spondents have a constructive perception regarding their capabilities concerning the tasks that
they carry out using a computer. From this it can be deduced that respondents are confident in
their ability to use a computer to meet everyday demands and do not fear the use of computers.

Measures of central tendency, namely mean, and dispersion, namely standard deviation, were
calculated for the five metrics measured in this study (Table 4). The overall mean ratings show
that respondents rated their self-efficacy the highest (M = 4.58), a very positive score, and com-

356



Esterhuyse, Scholtz, & Venter

puter anxiety the lowest (M = 1.19) a very negative score. Since computer anxiety may negatively
affect the intention to use a system, a negative rating for computer anxiety is a positive result
which is a similar result to that obtained by Chatzoglou et al. (2009) where computer anxiety also
obtained a negative rating. Satisfaction (M = 4.52) and Enjoyment (M = 4.50) obtained very posi-
tive mean scores and Intention (M = 4.18) a positive mean score.

Table 4. Overall Mean and Standard Deviation
Overall Mean Overall Standard
Metric Rating Deviation
n M S
Self-Efficacy 94 4.58 0.82
Enjoyment 94 4.50 0.88
Computer Anxiety 94 1.19 0.58
Intention 52 4.18 1.08
Satisfaction 42 4.52 0.87

Correlations between the metrics are reflected in Table 5. Correlations are deemed significant if
they are both statistically and practically significant. Statistical significance depends on the sig-
nificance level and sample size, for example, for a 0.05 significance level and sample size n = 94
(number of respondents for this study), the absolute value of a correlation’s coefficient must be
greater than 0.203 to be statistically significant, whilst correlations greater than 0.300 are deemed
practically significant (Gravetter & Wallnau, 2009). In Table 5, significant correlations between
the metrics are indicated as bold red and italics while correlations that are statistically but not
practically significant are depicted as plain red.

Table 5. Pearson Product Moment Correlations - all metrics
Self-Efficacy | Enjoyment Com[?uter Intention Satisfaction
Anxiety
Self-Efficacy - 0.505 -0.267 0.178 0.284
Enjoyment 0.505 - -0.240 0.209 0.338
Computer Anxiety -0.267 -0.240 - -0.164 -0.005
Intention 0.178 0.209 -0.164 - -
Satisfaction 0.284 0.338 -0.005 - -

Two significant relationships were identified: between enjoyment and self-efficacy (r = 0.505)
and between enjoyment and satisfaction (r = 0.338).A number of relationships were identified as
statistically significant but not practically significant and these were:

o Self-efficacy and computer anxiety (r = -0.267);
o Self-efficacy and satisfaction (r = 0.284);

e Enjoyment and computer anxiety (r = -0.240); and

e Enjoyment and intention (r = 0.209).

Hypotheses regarding the relationships between enjoyment and self-efficacy (H; ) and between
enjoyment and satisfaction (H, ¢) are supported by the results of the statistical analysis and thus

are accepted (Table 6). The strongest direct relationship was between enjoyment and self-efficacy
(r=10.505) and this confirms that an interesting and fulfilling training program may lead trainees
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to establish new initiatives, to overcome complex job-related problems, and to improve their self-
esteem related to their jobs, which has been confirmed in earlier studies (Chatzoglou et al., 2009;
Hwang & Yi, 2003). The second strongest direct relationship was between enjoyment and satis-
faction (r = 0.338). From this it can be deduced that trainees use e-learning because they believe
that the training process is interesting, helpful, and enjoyable, and because of this trainees are
pleased to use it. Alternatively, if trainees think that e-learning will be boring and of no real value
for the trainee, they will not be enthusiastic and motivated enough to participate in the training
process. This result is consistent with the relationship established by Kang and Lee (2010) be-
tween enjoyment and satisfaction. The remaining seven hypotheses originally proposed are not
accepted since the relevant correlations are not significant. In summary, by considering the results
of the Pearson Product Moment correlations, the following statement can be made:

“H; s and H; 4 are accepted as there is a significant relationship between enjoyment and self-
efficacy and between enjoyment and satisfaction.”

Table 6. Hypothesis testing results
Hypothesis | Relationship Remarks
H;, Computer anxiety — intention (-) Not accepted
H,, Self-efficacy — intention (+) Not accepted
H;; Enjoyment — intention (+) Not accepted
H,, Enjoyment <> computer anxiety (-) Not accepted
H;s Self-efficacy <> computer anxiety (-) | Not accepted
H,, Enjoyment < self-efficacy (+) Accepted
H,, Computer anxiety — satisfaction (-) Not accepted
H;s Self-efficacy — satisfaction (+) Not accepted
H,, Enjoyment — satisfaction (+) Accepted

Conclusions and Recommendations

This study aimed to investigate and report on the intention and satisfaction of using e-learning
from a corporate perspective. An in-depth literature review was conducted to develop an under-
standing of intention and satisfaction in the field of e-learning and a theoretical model was pro-
posed, based on an adaptation of the model by Chatzoglou et al. (2009) and other literature. The
model proposed three prominent antecedents that can influence the intention and satisfaction of e-
learning, namely enjoyment, self-efficacy, and computer anxiety. The results of a survey of
PropTechSA’s customer base identified positive levels of self-efficacy, enjoyment, satisfaction,
and intention to use amongst the respondents. The positive results for enjoyment and self-efficacy
as well as the negative result for computer anxiety correlate with literature (Chatzoglou et al.,
2009; Davis et al., 1992). Computer anxiety was rated negatively, which is a positive result since
high anxiety can negatively affect intention to use e-learning. Therefore, if trainees have high
computer anxiety levels, they are not confident to use computers for the training program and
could exert little effort into the training process. Based on the positive mean score for intention to
use e-learning observed in this study it can be deduced that the customers of PropTechSA do in-
tend to use e-learning in order to learn to use the software provided by the company. It is also
evident from the observed positive mean satisfaction score that the respondents currently using e-
learning for training are satisfied with their experience thus far because of their positive emotion-
al state due to the ability of e-learning to meet their learning requirements (Cheok & Wong, 2015;
Yeh, 2014).

This study has identified important metrics that can be used by companies to determine the poten-
tial success of e-learning initiatives and prioritised in online training strategies in order to ensure
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trainee satisfaction and intended future usage. Positive intention to use and satisfaction levels can
provide PropTechSA the evidence that e-learning is worth investing resources in so that the
chance of benefiting from the many advantages e-learning offers (Figure 1) is higher. Enjoyment
was found to play an important role in the establishment of user satisfaction and self-efficacy.
This finding is perhaps the most important managerial lesson to be learned from this study for
practitioners because, nowadays, managers tend to believe that the importance of pleasure derived
from system usage diminishes as the system matures and user tasks become mundane. It is im-
portant therefore that the metrics of enjoyment, self-efficacy, and satisfaction are considered in
the strategic plans for e-learning in organisations.

Whilst the literature motivated the nine hypotheses, only two of these (enjoyment — self-efficacy
and enjoyment — satisfaction) were supported and not the others. The analysis of the results re-
vealed that there were no significant relationships between the three antecedents (computer anxie-
ty, self-efficacy, and enjoyment) and intention. These results contradict the studies of Chen and
Tseng (2012) and Kang and Lee (2010) who found that anxiety had a negative effect on intention.
It also contradicts the study of Hwang and Yin (2003) who found that a user’s self-efficacy had
an impact on intention to use a web-based system. Lastly, the results are contrary to the findings
of Kang and Lee (2010), who found that computer anxiety can negative impact users’ positive
responses such as satisfaction.

It is not clearly evident at first why the findings contradicted the literature, thereby resulting in
seven of the nine hypotheses not being accepted. However, the contradiction could be due to the
particular context in which the respondent customers work. As identified by Yeh (2014), the
working circumstances, supervisors, and tasks of the users could play a role in e-learning satisfac-
tion. Factors related to working conditions were not considered in this study and is possibly a lim-
itation. Another reason could be because of the type of software investigated, or due to the fact
that the respondents were a mixed sample of users which included some that had used e-learning
before and others who hadn’t. The experience of the user with e-learning systems and other relat-
ed systems could also influence the results. Future research could conduct a longitudinal study
with a broader profile of users and possibly consider more factors. The investigation of a larger
sample of metrics could improve the hypothesis testing results. A larger sample will allow more
sophisticated statistical analysis to be conducted. This research could be extended to other con-
texts such as companies operating in construction, manufacturing, banks, or companies in differ-
ent countries in order to broaden the research of e-learning in the corporate context, which is cur-
rently lacking.
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Appendix
Survey Iltems

Self-Efficacy

1 = Extremely Disagree to 5 = Extremely Agree (for all 4 items)
SE1 I feel confident using a computer without any assistance.
SE2 I find it easy to adapt to new software versions.

SE3 When faced with a problem whilst using a computer, I try solving it myself before calling for
assistance.

SE4 If I cannot solve a problem on my first attempt whilst using a computer, I try again.
Enjoyment

1 = Extremely Disagree to 5 = Extremely Agree (for all 3 items)

ENJ1 Using computers to complete daily tasks is pleasant.

ENJ2 I have fun solving problems using a computer.

ENJ3 Because using a computer allows me to accomplish tasks, I feel innovative.
Computer Anxiety

1 = Extremely Disagree fo 5 = Extremely Agree (for all 4 items)

CA1 I hesitate to use a computer for fear of losing work that cannot be recovered.

CA2 Computers are intimidating to me.

CA3 [ fear that I won't be able to progress with my work as a result of errors made whilst using a
computer.

CA4 I have a fear of unfamiliar technology.

Intention

1 = Extremely Unlikely fo 5 = Extremely Likely (for all 4 items)

INT1 I intend to use e-learning for training when it will be implemented.

INT2 I intend to use e-learning for training in order to improve my performance.
INT3 I intend to use e-learning for training on a regular basis.

INT4 My intention is to use e-learning instead of requesting assistance (using call centre, live
chat, face-to-face training).

Satisfaction

1 = Extremely Disagree fo 5 = Extremely Agree (for all 5 items)
SA1 I achieved my learning goals using e-learning.

SA2 Using e-learning helped me to improve my performance.
SA3 | was satisfied with using e-learning for training.

SA4 I would use e-learning for training on a regular basis.

SAS I would recommend using e-learning for training to my colleagues.
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