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INTISARI

Implementasi Sistem Pemerintahan Berbasis Elektronik (SPBE) di Indonesia menghadapi
tantangan adopsi yang signifikan, tercermin dari rendahnya penggunaan sistem layanan
bantuan internal (ESTIM) di PPATK yang hanya mencatat 1.234 tiket sejak 2019 dibandingkan
estimasi 3.200 aduan melalui kanal informal WhatsApp. Penelitian ini bertujuan
mengidentifikasi faktor-faktor yang memengaruhi adopsi ESTIM menggunakan model UTAUT
dengan penambahan konstruk Habit. Data dikumpulkan dari 241 pegawai PPATK melalui
kuesioner yang dianalisis menggunakan PLS-SEM dan thematic analysis. Hasil menunjukkan
empat konstruk UTAUT dan Habit secara signifikan menjelaskan 93,7% varians niat
penggunaan dan 70,1% varians perilaku aktual. Temuan utama mengungkap fenomena
competing Habit: mayoritas pegawai (84,9%) memiliki kebiasaan kuat menggunakan
WhatsApp yang menghambat pembentukan kebiasaan baru terhadap ESTIM. Analisis
kualitatif mengidentifikasi kendala utama: UI/UX tidak user-friendly (34,7%), form terlalu
panjang (27,3%), dan tidak ada notifikasi real-time (18,8%). Penelitian ini memberikan
kontribusi teoretis dengan mengonfirmasi dual-process theory dalam adopsi teknologi
pemerintah dan kontribusi praktis berupa rekomendasi strategis komprehensif untuk
meningkatkan adopsi sistem formal sesuai mandat SPBE.

Kata Kunci: Unified Theory of Acceptance and Use of Technology, Habit, Adopsi Sistem
Informasi, Sistem Pemerintahan Berbasis Elektronik, Layanan Bantuan Internal;PLS-SEM,
Instansi Pemerintah
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ABSTRACK

The implementation of Electronic-Based Government Systems (SPBE) in Indonesia faces
significant adoption challenges, reflected in the low usage of the internal help desk system
(ESTIM) at PPATK, which recorded only 1,234 tickets since 2019 compared to an estimated
3,200 requests through the informal WhatsApp channel. This study aims to identify factors
influencing ESTIM adoption using the UTAUT model with the addition of the Habit construct.
Data were collected from 241 PPATK employees through questionnaires analyzed using PLS-
SEM and thematic analysis. Results show that four UTAUT constructs and Habit significantly
explain 93.7% of the variance in Behavioral Intention and 70.1% of the variance in actual usage
behavior. The main finding reveals a competing Habit phenomenon: the majority of employees
(84.9%) have strong Habits of using WhatsApp that hinder the formation of new Habits toward
ESTIM. Qualitative analysis identifies main barriers: non-user-friendly Ul/UX (34.7%), overly
long forms (27.3%), and lack of real-time notifications (18.8%). This study provides theoretical
contributions by confirming dual-process theory in government technology adoption and
practical contributions in the form of comprehensive strategic recommendations to increase
formal system adoption in accordance with the SPBE mandate.

Keywords: Unified Theory of Acceptance and Use of Technology; Habit; Information System
Adoption; Electronic-Based Government System; Internal Help Desk; Partial Least Squares-
Structural Equation Modeling; Government Institution
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