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There has been much controversy regarding the relationship between utilization and
user satisfaction. Moreover, conflicting empirical results on that relationship have been
reported. Based on the information processing view, a new, alternative model which can
resolvethisconflict issuggested. The model includesthe congruence of task uncertainty and
utilizationand thecontingent effect of task uncertai nty on ther el ationship between utilization
and user satisfaction in the context of end-user computing (EUC).  This new model is
moderately supported by an analysis of data obtained from 134 end-users in 16 Korean
businessorganizations. Theresultsimply that we should pay attention to thefit between task
uncertainty and utilization to promote user satisfaction. The results also provide a frame-
wor k which resolves the inconsistent rel ationship between utilization and user satisfaction.
Implicationsand futureresearch directionsare drawn for further research on MISand EUC
and for the management of EUC.

Utilization and user satisfaction have been used most extensively as the dependent
variable to surrogate IS success (Amoroso & Cheney, 1991; Igbaria & Nachman, 1990).
These two variables are also the primary measures of success in the study of end-user
computing (EUC) (Ein-Dor & Segev, 1982; Schiffman et a., 1992). Taking these two
variablesinto consideration, two issues prompt concern: the adequacy of them as surrogate
measures and the rel ationship between them.

As asurrogate measure for IS success, utilization is an excellent measurein that it is
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moreobjectiveand easi er to quantify than any other measuresidentified (DeL one& McL ean,
1992). However, it has been argued that utilization is appropriate only when such usage
behavior isvoluntary (DeLone & McLean, 1992; Gatian, 1994). Researcherswho insist on
this argument have generally adopted the user satisfaction approach. User satisfaction
instruments, however, have a significant problem in that they rely solely on cognitive
dimension (beliefs about characteristics of a system) and affective dimension (attitudes
towards a system or towards using a system) of 1S success without accounting for the
performance-rel ated dimension (performance-rel ated goal sfor which systemsare designed)
(Etezadi-Amoli & Farhoomand, 1996). In spite of weaknesses of these two measures,
utilization and user satisfaction are the most frequently proposed alternatives.

In this chapter, the relationship between the two constructs is our primary concern.
There has been inconsistency on that relationship. In addition, conflicting empirical results
lead to the conclusion that the relationship may need further investigation (Igbaria &
Nachman, 1990). Based on theinformation processing view, wemakean efforttoresolvethis
perplexing issue. A task contingent model to clarify the relationship between them is
suggested and empirically tested in the context of EUC.

Theinformation processing view of organizationsisthat organizational effectiveness
isafunction of thefit between theinformation processing requirements and theinformation
processing capacity of the organization (Tushman & Nadler, 1978). In the context of EUC,
the information processing requirements are largely determined by end-users’ task uncer-
tainty. In order to increase information processing capacity, one of the most important
mechanismsistoinvestininformationtechnol ogy (Ghani, 1992). Atanindividual level, end-
users are able to increase their information processing capacity by being involved in EUC
activities, which can be represented objectively by utilization measures. Task uncertainty,
therefore, would beclosely associated with utilization. And user satisfaction dependsto some
extent onthematch betweentask uncertainty and utilization. Inthisperspective, wecanargue
that the match between task uncertainty and utilization is more important than the simple
increment of utilization.

Insummary, the purpose of thischapter isto suggest atask contingent model clarifying
therelationship between utilization and user satisfaction. Based on empirical data, thisstudy
examinesthe model: the direct rel ationship between task uncertainty and utilization, and the
moderating effect of task uncertainty on the relationship between utilization and user
satisfaction.

THEORETICAL BACKGROUND

End-User Computing

In defining EUC, Rivard and Huff (1985) attempted to be more definitive by distin-
guishing between user devel oped applications (UDA) and the much broader set of activities
termed EUC. Sipior and Sanders (1989) defined EUC asthe devel opment and use activities
associated with the employment of computer resources to perform or facilitate job-related
tasksand responsibilities. Thisstudy definesEUC more broadly asthedirect, individual use
of computers encompassing all the computer-related activities, by non-DP professionals, to
accomplish or facilitate one’ s job (Rainer & Harrison, 1994; Sipior & Sanders, 1989; Doll
& Torkzadeh, 1989; Ein-Dor & Segev, 1991). And this study defines end-users as the non-
DP professional swho use and sometimes devel op and manage computer-based applications
tosupport their work infunctional areas(Alavi, 1985; Benson, 1983; Sipior & Sanders, 1989;



19 more pages are available in the full version of this
document, which may be purchased using the "Add to Cart"
button on the publisher's webpage: www.igi-
global.com/chapter/utilization-user-satisfaction-end-
user/29920

Related Content

Governing the Service-Driven Environment: Tools and Techniques

Leo Shuster (2013). Service-Driven Approaches to Architecture and Enterprise
Integration (pp. 210-240).
www.irma-international.org/chapter/governing-service-driven-environment/77951

A Formal Language for XML Authorisations Based on Answer Set
Programming and Temporal Interval Logic Constraints

Sean Policarpioand Yan Zhang (2013). Developing and Evaluating Security-Aware
Software Systems (pp. 138-160).
www.irma-international.org/chapter/formal-language-xml-authorisations-based/72203

Machine Learning-Based Electricity Load Forecast for the Agriculture Sector
Megha Sharma, Namita Mittal, Anukram Mishraand Arun Gupta (2023). International
Journal of Software Innovation (pp. 1-21).
www.irma-international.org/article/machine-learning-based-electricity-load-forecast-for-the-

agriculture-sector/315735

Ma: A Framework for Auto-Programming and Testing of Railway Controllers
for Varying Clients

Jorn Guy SuR, Neil Robinson, David Carringtonand Paul Strooper (2012). Railway
Safety, Reliability, and Security: Technologies and Systems Engineering (pp. 175-
197).

www.irma-international.org/chapter/framework-auto-programming-testing-railway/66672

Designing and Implementing an Innovation Management System in Young
Academic Institutions Using Agile Methodology

Sachin Ahujaand Archana Mantri (2015). Achieving Enterprise Agility through
Innovative Software Development (pp. 17-35).
www.irma-international.org/chapter/designing-and-implementing-an-innovation-management-

system-in-young-academic-institutions-using-agile-methodology/135221



http://www.igi-global.com/chapter/utilization-user-satisfaction-end-user/29920
http://www.igi-global.com/chapter/utilization-user-satisfaction-end-user/29920
http://www.igi-global.com/chapter/utilization-user-satisfaction-end-user/29920
http://www.irma-international.org/chapter/governing-service-driven-environment/77951
http://www.irma-international.org/chapter/formal-language-xml-authorisations-based/72203
http://www.irma-international.org/article/machine-learning-based-electricity-load-forecast-for-the-agriculture-sector/315735
http://www.irma-international.org/article/machine-learning-based-electricity-load-forecast-for-the-agriculture-sector/315735
http://www.irma-international.org/chapter/framework-auto-programming-testing-railway/66672
http://www.irma-international.org/chapter/designing-and-implementing-an-innovation-management-system-in-young-academic-institutions-using-agile-methodology/135221
http://www.irma-international.org/chapter/designing-and-implementing-an-innovation-management-system-in-young-academic-institutions-using-agile-methodology/135221

