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ABSTRACT

This study investigated the relationships between user resistance to new
information systems and the differences in cognitive problem-solving styles
between systems devel opers (analysts) and users. In addition, associations
were tested between user resistance and the following: system accuracy,
systemreliability, theanal yst’ sattitude, theanal yst-user relationship, anal yst-
user dissonance, the user’s age and the user’s length of service with his
current employer.

Asignificant positiveassociation between user resistanceand anal yst-
user cognitive styledifferencewasfound. A model wasthen devel oped which
enabl estheestimation of user resistanceprior to systemdevel opment withthe
aid of the Kirton Adaptive/lnnovative Inventory (an instrument which
measures cognitive style). Sgnificant negative associations were found to
exist between user resistance and system accuracy, and user resistance and
systemreliability. No relationships between user resistance and either user
age or user length of service were found.
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INTRODUCTION

Thereareconflictingviewsregarding theinfluenceof cognitivestyleonuser
resistance. Hirschheimand Newman (1988)*, for exampl e, notethat auser may
resistasystembecausethemodeof presentati on of that systemdoesnot matchthe
user’ scognitivestyle. Inother words, thesystemdoesnot follow aproblem-solving
sequencethatistotally acceptabletotheuser. Huber (1983), however, deduced
fromhisownliterary survey that cognitivestyl etheory hadnot, and probably would
never, provideguidelinesfor systemdesign. Nonethel ess, acareful analysisof
Huber’ sstudy reveal sthat it merely rejectsattemptsto matchasystemtoagiven
user’ scognitivestyle. It doesnot regj ect attemptsto match thesystemsdevel oper
cognitively withagivenuser. Onthecontrary, Huber’ sstudy encouragestheuse
of cognitivestyletheory for personne sel ectionand placement purposes. Sincelittle
directevidencewasfoundinthel Sliteratureof previousattemptstomatchsystems
deve opersanduserscognitively, itwasdecidedtoinvestigateuser res stancea ong
thismorenovel line.

The purpose of this study, then, was to test relationships between user
resi stancetocomputer-based systems, includingthosecommonly associatedwith
e-Commerceandcognitivestyle. Thisterm, or thealternative, cognitiveproblem-
solving styleisusedtodenoteanindividual’ sapproachto problemsolving. The
Kirton Adaption-innovationInventory (KAI) wassel ected asaninstrument to
measurecognitivestyles. TheKAl, based on Adaption-innovation (A-1) theory,
measures an individual’ s preferencefor either an “ adaptive’ or “innovative’
approachto problemsolving. Adaptiveproblem-sol verstendtofollow prescribed
andtraditional methods, whilstinnovatorsseek new and often unexpected sol u-
tions. Theseconceptswill beexpanded onlater.

SUMMARY OF PRIORRESEARCH

Thestudy coveredfour areasof prior research. Theseare: | Suser resistance
tonew systems; resistanceto changeinother areasnot necessarily relatedto 1S
(e.g.,e-commerce); theinfluenceof cognitiveproblem-solving stylesonresi stance
to change; and measures of system success and their application. Since e-
commercesuccessislargely amatter of user opinion, theaspect of user satisfaction
and itsmeasurement iscovered under thediscussion of thelast area. A link is
claimed betweenuser satisfaction (or dissati sfaction) and user resi stance, thusthe
possibility of using user satisfaction asaconverse substitute measure of user
resistanceisconsidered.
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