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MESSAGE FROM THE DEAN

Faculty of Management Sciences
Lampang Rajabhat University

On behalf of the co-host of the academic conference, the 11" National and the 4" International
Conference Management Sciences “Grow your knowledge, Grow our economy, Grow for the
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Explaining Gen Z Thais’ Perceived Trust and Satisfaction in
Technology Use during COVID-19 situation: The Role of
Personal Innovativeness and Service Quality

Maethika Chanarpas! and Ampol Chayomchai?
Independent Researcher, Brescia, Italy*
Faculty of Management Science, Phetchabun Rajabhat University, Phetchabun, Thailand?

ABSTRACT

The epidemic situation of COVID-19 affects the lives of people around the world. The new lifestyle has
led people to use more technology to live their lives, such as during home quarantine. Generation Z is familiar
with modern technology in daily life, such as studying, entertainment, and financial transactions. The objectives
of this study were (1) to investigate the effect of personal innovativeness on service quality, (2) to study the
influence of personal innovativeness and service quality on perceived trust, (3) to test the influence of personal
innovativeness and service quality on satisfaction, and (4) to study perceived trust affecting satisfaction in
Generation Z Thais during Thailand covid-19 situation. The population was Generation Z people in Thailand who
were familiar with technology use in their life. A structured questionnaire collected data from 322 respondents.
Descriptive statistics and multiple regression analyses were performed. The results revealed that (1) personal
innovativeness significantly affected service quality, (2) personal innovativeness and service quality had a positive
influence on perceived trust, (3) personal innovativeness and service quality had a positive influence on
satisfaction, and (4) perceived trust significantly affected satisfaction in Generation Z Thais during the covid-19
situation. The study suggests that public and private organizations like businesses should emphasize the
innovativeness of Generation Z people to improve the perception of service quality, trust, and satisfaction. And
also, they should enhance the quality of service for gaining organizational outcomes from trust and satisfaction of
this generation.
Keywords: satisfaction, perceived trust, personal innovativeness, service quality, Gen Z

1. INTRODUCTION

Technology in this world is constantly changing, resulting in the creation of many innovations for the life
of human beings that change every day (Daud et al., 2018). Such changes in technology and innovations require
people worldwide to adapt and be ready to live through them. Whether working in the public or private sectors or
even staying at home, it is imperative to understand technological changes and adapt to a new lifestyle. The more
change is accelerated by other factors such as the coronavirus outbreak (COVID-19), people of all countries must
be alert to change and be prepared to embrace new technologies. Today's business operations through the Internet
are fundamental, and recent studies have shown that users of online businesses have higher demands and
expectations for service quality in traditional business services (Surya & Saragih, 2020). Modern technology plays
a vital role in people’s lives, such as mobile technologies (Patil et al., 2020). However, acquiring technology or
innovation, in general, is not easy. Users ready to receive such technologies may need confidence in their service
providers or their satisfaction with the service. These issues vary with different technology types or generations
(Boakye & Meng, 2019; Nawaz & Yamin, 2018; Surya & Saragih, 2020). The additional exciting point is that
technology adoption in a person's daily life may consider the quality of service provided by different service
providers (Setiawan & Sayuti, 2017; Yusra & Agus, 2018). Even other factors affect the personal decision of
technology users, such as personal characteristics, innovation acceptance characteristics (Lwoga & Lwoga, 2017;
Sair & Danish, 2018). Moreover, the coronavirus outbreak has influenced people’s lives worldwide. In addition
to the mortality impact, the COVID-19 pandemic has also affected both domestic and international travel. By
government policy in every country, the government controls and restricts people's journeys. For example, in
Thailand, the government has curbed the integration and spread of the coronavirus by quarantining at home,
working from home, social distancing, etc. This study examined Generation Z people familiar with technology
and still use it daily (Yusra & Agus, 2018). It was also found that this group of consumers will be an essential
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marketing target for businesses in the future. Therefore, the researcher is interested in studying the relationship
between the four factors related to technology in the COVID-19 situation through a study in Thailand's Generation
Z. The four key factors include personal innovativeness, service quality, perceived trust, and satisfaction. The
objectives of this research are (1) to investigate the effect of personal innovativeness on service quality, (2) to
study the influence of personal innovativeness and service quality on perceived trust, (3) to study the influence of
personal innovativeness and service quality on satisfaction, and (4) to test the effect of perceived trust on
satisfaction in Generation Z people during Thailand covid-19 situation.

2. LITERATURE REVIEW
2.1 Satisfaction
Satisfaction is a factor in evaluating the success of an organization's operations. This means that customer
satisfaction with service quality is one of the critical metrics that service organizations must focus on and use to
measure organizational success. Satisfaction is defined as the level of personal feelings in which perceived
outcomes are compared with one's expectations (Surya & Saragih, 2020). User or customer satisfaction may be
either happy or disappointed, depending on how the user's expectations compare with the results or results
(Suherman & Usman, 2020). User or customer satisfaction affects the organization's future customer retention
and success (Boakye & Meng, 2019). User or customer satisfaction is different from the past with more modern
technology. Online business users have higher needs and expectations for service quality than traditional business
users (Surya & Saragih, 2020). Therefore, in this research, the researcher is interested in using the user or customer
satisfaction factor to study the critical factors affecting the satisfaction of using the technology of the target group,
especially in the generation Z, who is very familiar with the technology.

2.2 Perceived Trust

Trust is often used to assess the performance of an organization; for example, a service organization uses
perceived trust to measure results in its service recipients. Trust is considered a person's point of view, such as
trust in service, trust in technology (Nawaz & Yamin, 2018). Trust is a factor that influences people's behavior,
especially in terms of people's expectations (Lwoga & Lwoga, 2017; Nawaz & Yamin, 2018). Previous research
has suggested that trust factors should be considered in technology research among technology users (Suherman
& Usman, 2020). Therefore, perceptions of personal trust are essential to people management studies, such as
perceived trust studies in technology acceptance and perceived trust in organizations' services. Chang, Chen, and
Lan’s (2013) study on the relationship between trust and satisfaction in medical services then conclude that trust
significantly affected satisfaction. This means the trust relationship with people who interact with service
providers is crucial for both user satisfaction and the organization’s success. The study of Daud et al. (2018) on
the effect of customer trust on satisfaction in Information and Communication Technology (ICT) points out that
the perceived trust of ICT customers has a significant effect on customer satisfaction.

2.3 Service Quality

Usually, the service recipient needs good service or the highest quality of service, which is considered to
meet the needs from the service provider's side. In business, it has been found that if an organization could
complete the service quality requirements well, it would significantly affect the satisfaction and loyalty of the
service recipients. Service quality is a decision based on the perception of the service that the service provider
offers to the client (Surya & Saragih, 2020). The quality of the service itself influences the organization's ability
to satisfy the client’s needs (Arshad & Su, 2015). The service quality is also vital to its competitiveness, which
directly affects the success of the organization's goals (Birajdar & Joshi, 2016; Boakye & Meng, 2019; Yusra &
Agus, 2018). The study of Surya and Saragih (2020) on the relationship between service quality and customer
satisfaction with online services found that the quality of electronic services had a significant influence on such
satisfaction. The study of Birajdar and Joshi (2016) found that service quality influenced customer satisfaction.
This result was consistent with Setiawan and Sayuti’s (2017) study, which showed that service quality
significantly affected customer satisfaction. The survey of Chu, Lee, and Chao (2012) revealed that service quality
significantly affected perceived trust and customer satisfaction. It was consistent with the study of Cuong and
Khoi (2019), who concluded that service quality greatly influenced perceived trust and customer satisfaction.
Moreover, the study of Chang, Chen, and Lan (2013) on the relationship between service quality and trust in
medical services found that service quality significantly influenced trust.
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2.4 Personal Innovativeness

Personal innovativeness refers to an individual's personal willingness to try something new, such as new
technology, emerging innovations, etc. (Arsanti & Yuliasari, 2018; Lwoga & Lwoga, 2017; Patil et al., 2020).
Some previous studies indicated that personal innovativeness was a psychological factor related to the way people
accept or use technology (Lwoga & Lwoga, 2017; Sair & Danish, 2018). In addition, personal innovativeness
refers to the individual characteristics that lead to the acceptance and use of innovation (Khan, Masrek, &
Mahmood, 2019). Patil et al. (2020) found that personal innovativeness significantly affected user attitude in
information technology adoption. A study by Yusra and Agus (2018) on the service quality of online businesses
among young users using modern technology found that personal innovativeness had a partial influence on client
satisfaction. It was consistent with the study of Khan, Masrek, and Mahmood (2019), who conducted the research
study in technology innovation and found that personal innovativeness had a significant influence on user
satisfaction. The study of Siu and Chang (2015) on service quality in Internet banking technology found that
personal innovativeness had a significant effect on the quality of service of such businesses. Moreover, the study
of Hwang (2005) on online trust and consumer behavior in information technology pointed out that personal
innovativeness influenced online trust. Therefore, the researcher aimed to study the effect of personal
innovativeness on three factors: service quality, perceived trust, and satisfaction of technology use in Generation
Z Thais.

This study came up with a conceptual framework from the literature review and research related to the
issues of interest to researchers, as shown in Figure 1. It was found that the critical variables in the conceptual
framework consisted of four primary variables: personal innovativeness, service quality, perceived trust, and
satisfaction.

Satisfaction
f 3
Personal : .
. . »| Service quality
innovativeness
Perceived
trust

Fig.1 Conceptual framework

3. RESEARCH METHODOLOGY

3.1 Population and Sample

The population of this study is Generation Z. They are people mostly born after the year 2000, who are
savvy in digital technology, socially active and self-confident (Ozkan & Solmaz, 2015). This generation is familiar
with the use of technology and is ready to adapt themselves to accept new technologies or innovations in the
future. To calculate the sample size, the researchers used Cochran (1977)'s formula for unknown population size
and used a 95% confidence level and a 5% error term level. The calculated sample size was 385. Then the
researchers conducted all questionnaires, which were used to collect data, and selected only the usable
questionnaires in the statistical analysis in the next step. The researcher chose a convenient method of collecting
data from the online survey respondents.

3.2 Data Collections Methods
Researchers chose to collect data online and social media as the primary channel among Generation Z
people. Due to the coronavirus outbreak in Thailand, the Thai government has taken measures to control the
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spread of the virus by declaring all Thai people to stay at home and reduce travel, such as working at home, self-
quarantine at home. Online research collection was the most suitable and convenient option in such situations.

3.3 Research Tools and Quality Testing

The research used questionnaires as a research tool by developing questionnaires based on literature
reviews and related research. The questionnaire was divided into three parts, the first part was the general
information of the respondents, the second part contained information on the four main research variables, namely
personal innovativeness, service quality, perceived trust, and satisfaction (as shown in Table 1), and the last part
was the suggestion from the respondents. Initially, the questionnaire was tested for validity by using three experts
to assess the item-objective congruence (I0C) value. The results of the item test were found to be between 0.6 —
1.0, suggesting that the questionnaire passed the validity test. The researchers then tested the questionnaire's
reliability with Cronbach’s Alpha statistics, in which all variables exceeded 0.7 (as shown in Table 1). Therefore,
it was concluded that the research questionnaire was of sufficient quality to be used in the study (Hair et al., 2014).

Table 1. Questionnaire detail and reliability test result

Variables References Cronbach Alpha
Personal innovativeness Dajani and Hegleh (2019), Sair and Danish (2018) 0.74
Service quality Ran (2019), Khechine, et al. (2014) 0.89
Perceived trust Chao (2019), Acharya et al. (2019) 0.87
Satisfaction Ran (2019), Khechine, et al. (2014) 0.94

3.4 Data Analysis and Interpretation

Two types of statistical analyses were used in this study: the first one was a descriptive statistical analysis
which used the statistics of frequency, percentage, mean, and standard deviation, and the second one was an
inferential statistical analysis based on simple and multiple regression analysis.

4. RESULTS
The descriptive statistical analysis results are shown in the second and third tables; the inferential statistical
analysis results are shown in the third to eighth tables.

Table 2. Results of descriptive analysis

Variables Frequencies Percent
Gender Male 49 15.2
Female 273 84.8
Below Bachelor degree 31 9.6
Education Bachelor degree 248 77.0
Above Bachelor degree 43 134
Income per month Less than 10,000 Baht 304 94.4
10,000 Baht or more 18 5.6

The second table shows the results of the general data analysis of the respondents. It found that most of the
respondents were female, had a bachelor's degree, and earned less than ten thousand baht a month.

Table 3. Statistical analysis of key variables

Variables Means Standard Deviation Skewness Kurtosis
Personal innovativeness 4,03 0.60 -0.23 -0.54
Service quality 7.27 1.49 -0.35 -0.44
Perceived trust 6.97 1.74 -0.18 -0.42
Satisfaction 7.49 1.62 -0.38 -0.56

The third table shows the results of the analysis of the four variables of the study. It was found that the
mean of the respondents' innovation variables was 4.03 (on a score of 1 to 5), which was considered high.
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Meanwhile, the mean values for the remaining three variables, service quality (7.27), perceived trust (6.97), and
satisfaction (7.49), were also high (from a score of 1 to 10). The standard deviations of the four variables were
well-formed, and the skewness and kurtosis values showed that the data had a normal curve.

Table 4. Correlation of Key variables

Variables Personal innovativeness  Service quality  Perceived trust  Satisfaction
Personal innovativeness 1

Service quality 3797 1

Perceived trust .375™ .643™ 1

Satisfaction 443™ .768™ 722" 1

Note: ** is significant at the .01 level.

The fourth table shows the correlation values of the research variable pairs. The researcher wanted to use
correlation to prove the multicollinearity issue of the variables. It was found that all variable pairs were
significantly correlated and also found a low to relatively high correlation. However, the researchers believed that
relatively high correlations would not be a problem in subsequent multiple regression analysis. The researchers
would re-evaluate this issue with (Variance Inflation Factor; VIF) during the regression analysis.

Table 5. Regression result of personal innovativeness affecting service quality
Unstandardized  Standardized

Variables Coefficients Coefficients t-statistics Sig.
B beta
Constant 3.466 6.614 0.000***
Personal innovativeness 0.943 0.379 7.336 0.000***
F 53.810
Sig. of F 0.000***
R? 0.144
Adjusted R? 0.141

Note: *** is significant at the .001 level.

Table five shows the regression analysis results to test the effect of personal innovativeness on service
quality. The analysis results revealed that personal innovativeness factors significantly affected service quality.
The results indicated that personal innovativeness variables accounted for 14.4% of the service quality.

Table 6. Regression result of factors influencing perceived trust
Unstandardized  Standardized

Variables Coefficients Coefficients t-statistics  Sig. VIF
B beta

Constant 0.060 0.148 0.882

Personal innovativeness 0.476 0.177 4,719 0.000*** 1.168

Service quality 0.758 0.701 18.697 0.000*** 1.168

F 256.290

Sig. of F 0.000***

R? 0.616

Adjusted R? 0.614

Note: *** is significant at the .001 level.

Table six presents the results of multiple regression analysis to test the influence of personal innovativeness
and quality of service on perceived trust. The finding showed that personal innovativeness and service quality
significantly affected perceived trust. The result found that personal innovativeness and service quality variables
accounted for 61.4% of the perceived trust. Considering the relationship problem based on VIF values, it was
found that this was not a problem (VIF < 5 was recommended by Hair et al., 2014).
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Table 7. Regression result of factors influencing satisfaction
Unstandardized  Standardized

Variables Coefficients Coefficients t-statistics  Sig. VIF
B beta

Constant 0.246 0.465 0.643

Personal innovativeness 0.443 0.153 3.370 0.001** 1.168

Service quality 0.680 0.585 12.851 0.000*** 1.168

F 122.286

Sig. of F 0.000***

R? 0.434

Adjusted R? 0.430

Note: **, *** mean significant at the .01 and .001 level.

Table seven shows the results of multiple regression analysis to test the influence of personal
innovativeness and quality of service on satisfaction. The analysis result found that satisfaction was significantly
influenced by personal innovativeness and service quality. The finding indicated that the personal innovativeness
and service quality variables accounted for 43.0% of satisfaction, and it found no multicollinearity problem based
on VIF values.

Table 8. Regression result of perceived trust affecting the satisfaction
Unstandardized  Standardized

Variables Coefficients Coefficients t-statistics Sig.
B beta
Constant 2.798 10.818 0.000***
Perceived ease of use 0.673 0.722 18.687 0.000***
F 349.190
Sig. of F 0.000***
R? 0.522
Adjusted R? 0.520

Note: * is significant at the .001 level.

Table eight shows the regression analysis results to prove the influence of perceived trust on satisfaction.
The analysis results concluded that perceived trust variables had a significant impact on satisfaction. The results
indicated that perceived trust could account for 52.2% of satisfaction.

5. CONCLUSION

This study examines young Thai people in the situation of COVID-19, focusing on proving the meaningful
relationship between personal innovativeness, service quality, perceived trust, and satisfaction with the use of
modern technology. The first finding was that the personal innovativeness factor significantly influenced the
service quality of technology implementations. This result was consistent with the study of Siu and Chang (2015),
who found that personal innovativeness had a significant influence on the service quality of technology businesses.
The second finding found that personal innovativeness and service quality significantly influenced perceived trust.
The result was consistent with the study of Chu, Lee, and Chao (2012), who pointed out that the service quality
had a significant effect on perceived trust, and was consistent with the study of Cuong and Khoi (2019), who
found that service quality significantly influenced customer perceived trust. The third finding found that personal
innovativeness and service quality significantly influenced satisfaction. This finding was consistent with the study
of Khan, Masrek, and Mahmood (2019) and Yusra and Agus (2018), who revealed that personal innovativeness
had a significant influence on user satisfaction, and was also consistent with the study of Surya and Saragih (2020)
and Birajdar and Joshi (2016) who concluded that service quality significantly influenced customer satisfaction.
Also, it was consistent with the study of Cuong and Khoi (2019) and Setiawan and Sayuti (2017), who showed
that service quality significantly affected customer satisfaction. The final findings showed that perceived trust had
a significant influence on satisfaction. This finding was consistent with the study of Chang, Chen, and Lan (2013),
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who concluded that trust had a significant effect on satisfaction, and was consistent with the study of Daud et al.
(2018), who pointed out that perceived trust has a significant effect on customer satisfaction. The recommendation
from the research is that the public or private sectors that have to offer modern technology to the new generation,
especially the Thai Generation Z, should focus on the factors of service quality, trust, and satisfaction, as well as
personal factors of the innovation level in the individual, would be the goals of technology use. This will enable
the successful use of technology to benefit those people. Other researchers can consider other factors in adopting
the technology for future research, such as external environmental factors. They may also consider studying this
model in different generations for comparing models. In other future studies, researchers may test with structural
equation model analysis to further understand the relationship of variables in this model.
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