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ABSTRACT 

The rapid development of information technology nowadays has changed the way we 

live and work significantly. Malaysia is actively improving its infrastructure as a way 

to give the best services to its local community. As to date, the local government is 

working on improvising their services to the local community via information system. 

Thus, the people’s acceptance towards information system is important in ensuring the 

success of the local government’s objective in providing better and efficient services. 

This research is based on Big Five Personality Trait as the underpinning model. This 

study attempts to identify the personality patterns of the community who uses the 

information system that has been introduced by their local government. In addition to 

that, this study also intends to unravel the relationship between local community’s 

beliefs and personality patterns. Through this study, problems faced by users regarding 

the information system are also analysed. The research findings were derived from 

quantitative and qualitative methods based on the data collection process using 

questionnaires involving 355 respondents and face to face interviews with eight (8) 

local community and four (4) local government officers. The findings indicate mixed 

results in answering the research objectives. The findings have shown that each 

person's personality patterns are different in giving opinions and expectations from 

their local government. The element of trust plays an important role in ensuring the 

success of information systems. However, when each personality is being analysed, 

the result indicates extraversion, agreeableness and conscientiousness produced 

negative feedback. Based on the findings, several recommendations are made such as 

monitoring and evaluation of the program, awareness program and empowering the 

community with suitable and relevant knowledge. These can assist the local 

government to improve their services towards local community. 
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Community Development 
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ABSTRAK 

Perkembangan teknologi maklumat yang pesat pada masa kini telah mengubah cara 

hidup dan bekerja dengan ketara. Malaysia sedang giat memperbaiki infrastrukturnya 

dalam memberikan perkhidmatan terbaik kepada komuniti tempatan. Kerajaan 

tempatan kini telah menaik taraf perkhidmatan kepada masyarakat setempat melalui 

sistem maklumat. Keperluan masyarakat menerima sistem maklumat adalah penting 

untuk memastikan kejayaan dalam objektif kerajaan tempatan dalam menyediakan 

perkhidmatan yang memenuhi kehendak masyarakat. Berlandaskan konsep Lima 

Keperibadian Utama sebagai model asas, kajian ini cuba mengenal pasti corak 

keperibadian masyarakat yang menggunakan sistem maklumat yang telah 

diperkenalkan oleh pihak kerajaan tempatan. Kajian ini juga cuba merungkai perkaitan 

hubungan antara kepercayaan dan corak keperibadian masyarakat. Kajian ini juga 

menganalisa masalah yang dihadapi oleh masyarakat dalam penggunaan sistem 

maklumat. Dapatan kajian diperoleh daripada kaedah kuantitatif dan kualitatif 

berdasarkan pengumpulan data menggunakan borang soal selidik melibatkan 355 

responden dan temu ramah dengan lapan (8) orang awam dan empat (4) pegawai majlis 

perbandaran. Berdasarkan analisa yang dibuat, terdapat pelbagai dapatan yang 

menarik dalam menjawab objektif kajian ini. Dapatan menunjukkan setiap corak 

keperibadian masyarakat adalah berbeza dalam memberi pendapat and jangkaan 

terhadap kerajaan tempatan mereka. Elemen kepercayaan memainkan peranan penting 

dalam memastikan kejayaan sistem maklumat yang diberikan. Walaubagaimanapun, 

apabila dianalisa secara individu, dapatan kajian mendapati ciri peribadi seperti 

extraversi, kepersetujuan dan kehematan menunjukan hasil negatif. Berdasarkan 

dapatan ini, orang awam dan pegawai majlis perbandaran memberikan pandangan 

baharu terhadap cabaran yang ditempuhi dalam memastikan kejayaan sistem 

maklumat yang diberikan. Berdasarkan penemuan ini juga, beberapa cadangan telah 

dibuat seperti pemantauan dan penilaian terhadap program yang dilancarkan, program 

kesedaran berterusan dan memperkasakan masyarakat dengan pengetahuan. Justeru, 

Ini ini dapat membantu kerajaan tempatan untuk membangunkan dan menambahbaik 

perkhidmatan sistem maklumat atau program lain yang diajukan kepada komuniti 

mereka. 

 

Kata Kunci:  Penerimaan, Sistem Maklumat, Ciri-ciri Keperibadian, Kelakuan, 

Pembangunan Masyarakat 
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1 

CHAPTER ONE 

 

INTRODUCTION 

1.1  Background of the Study 

The term information system can be related with the information technology and this 

is because information technology includes information systems, computer hardware, 

databases, and system design. Information system can be defined as a study on 

combination of, software, hardware as well as infrastructures such as 

telecommunication that people created and use by people and organization to collect, 

process, and distribute the related data (Bourgeois, 2019, p. 2). There are five 

components: namely, programming, networking, computer human interfaces, 

databases, and web systems (Lunt & Ekstrom, 2008). Each component complements 

each other to deliver good information system to the user. Information system can be 

accessed via intranet and extranet. Intranet means the information system can be 

accessed within specific boundary, for example within an organization. While extranet 

refers to the information system that can be accessed outside the boundary of the 

organization for example people at Kuala Lumpur can access the information system 

from organization in Kedah. Extranet used internet as a communication medium to 

enable people from outside the organization to be connected and sharing the 

information. This is because internet is a worldwide computer system that is 

interconnected by network linking computer all together (Cath, 2017). 
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Appendix A Moderation Estimates 

Table 1 

Extraversion Moderation Estimates 
Moderation Estimates  

   95% Confidence Interval   

 Estimate SE Lower Upper Z p 

Extraversion 0.024 0.035 -0.045 0.090 0.678 0.498 

Trust 0.580 0.038 0.500 0.650 15.102 < .001 

Extraversion ✻ Trust -0.084 0.069 -0.222 0.054 -1.226 0.220 

Source: Field Study, 2017/2018 

Table 2 

Agreeableness Moderation Estimates 
Moderation Estimates      

   95% Confidence Interval   

 Estimate SE Lower Upper Z p 

Agreeableness 0.058 0.031 -0.004 0.118 1.881 0.060 

Trust 0.581 0.040 0.502 0.663 14.613 < .001 

Agreeableness ✻ Trust 0.007 0.065 -0.113 0.140 0.109 0.913 

Source: Field Study, 2017/2018 

Table 3 

Conscientiousness Moderation Estimates 
 

Moderation Estimates      

   95% Confidence Interval   

 Estimate SE Lower Upper Z p 

Conscientiousness 0.129 0.037 0.060 0.205 3.524 < .001 

Trust 0.553 0.038 0.475 0.624 14.516 < .001 

Conscientiousness ✻ Trust -0.025 0.053 -0.118 0.096 -0.483 0.629 

Source: Field Study, 2017/2018 
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Table 4 

Neuroticism Moderation Estimates 
Moderation Estimates      

   95% Confidence Interval   

 Estimate SE Lower Upper Z p 

Neuroticism -0.024 0.030 -0.083 0.037 -0.808 0.419 

Trust 0.569 0.039 0.489 0.652 14.446 < .001 

Neuroticism ✻ Trust -0.113 0.055 -0.219 0.009 -2.029 0.042 

Source: Field Study, 2017/2018 

Table 5 

Openness Moderation Estimates 
Moderation Estimates      

   95% Confidence Interval   

 Estimate SE Lower Upper Z p 

Openness 0.165 0.041 0.092 0.253 4.046 < .001 

Trust 0.554 0.038 0.476 0.624 14.512 < .001 

Openness ✻ Trust -0.098 0.052 -0.196 0.006 -1.907 0.057 

Source: Field Study, 2017/2018 
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Appendix B Simple Slope Estimates 

Table 1 

Extraversion Simple Slope Estimates 
Simple Slope Estimates  

  95% Confidence Interval   

Estimate SE Lower                        Upper Z p 

Average 0.024 0.035 -0.045 0.089 0.679 0.497 

Low (-1SD) 0.065 0.056 -0.045 0.174 1.162 0.245 

High (+1SD) -0.017 0.040 -0.092 0.067 -0.441 0.659 

Note. shows the effect of the predictor (Extraversion) on the dependent variable 

(Acceptance) at different levels of the moderator (Trust) 

Source: Field Study, 2017/2018 

Table 2 

Agreeableness Simple Slope Estimates 

Simple Slope Estimates  

  95% Confidence Interval   

Estimate SE Lower Upper Z p 

Average 0.058 0.030 -0.004 0.116 1.889 0.059 

Low (-1SD) 0.054 0.048 -0.049 0.142 1.125 0.260 

High (+1SD) 0.061 0.039 -0.020 0.137 1.549 0.121 

Note. shows the effect of the predictor (Agreeableness) on the dependent variable 

(Acceptance) at different levels of the moderator (Trust) 

Source: Field Study, 2017/2018 

Table 3 

Conscientiousness Simple Slope Estimates 
Note. shows the effect of the predictor (Conscientiousness) on the dependent variable 

(Acceptance) at different levels of the moderator (Trust) 

Source: Field Study, 2017/2018 

Simple Slope Estimates  

  95% Confidence Interval   

Estimate SE Lower Upper Z p 

Average 0.129 0.037 0.060 0.204 3.532 < .001 

Low (-1SD) 0.142 0.045 0.052 0.231 3.154 0.002 

High (+1SD) 0.117 0.044 0.033 0.208 2.640 0.008 
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Table 4 

Neuroticism Simple Slope Estimates 

 Simple Slope Estimates  

  95% Confidence Interval   

Estimate SE Lower Upper Z p 

Average -0.024 0.030 -0.083 0.037 -0.803 0.422 

Low (-1SD) 0.031 0.043 -0.057 0.111 0.730 0.466 

High (+1SD) -0.079 0.038 -0.153 -0.004 -2.067 0.039 

Note. shows the effect of the predictor (Neuroticism) on the dependent variable 

(Acceptance) at different levels of the moderator (Trust) 

Source: Field Study, 2017/2018 

Table 5 

Openness Simple Slope Estimates 

Simple Slope Estimates  

  95% Confidence Interval   

Estimate SE Lower Upper Z p 

Average 0.165 0.041 0.092 0.254 4.050 < .001 

Low (-1SD) 0.213 0.044 0.128 0.304 4.834 < .001 

High (+1SD) 0.116 0.051 0.021 0.228 2.276 0.023 

Note. shows the effect of the predictor (Openness) on the dependent variable 

(Acceptance) at different levels of the moderator (Trust) 

Source: Field Study, 2017/2018 
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Appendix C Questionnaire 
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Appendix D Interview Sheet for Local Community 

INTERVIEW SHEET LOCAL COMMUNITY 
 

Nama :   ______________________________________________________________ 

Jantina :   ______________________________________________________________ 

Umur :   ______________________________________________________________ 

Pekerjaan :  ______________________________________________________________ 

 

Pandangan dari segi : 

Bil Topik Tema (Soalan) Jawapan 

1. Masalah 1. Apakah masalah yang selalu dihadapi pengguna 

2. Apakah masalah yang selalu diadukan (kepada 

LG MPSPK berkaitan sistem maklumat) 

 

2. Pilihan 

Pengguna 

Diantara perkhidmatan dikaunter dan system 

maklumat yang di tawarkan kepada pengguna 

yang manakah lebih mendapat sambutan? Dan 

mengapa (pada pandangan anda) 

 

3. Pandangan 1. Bagaimana tanggapan anda/pengguna 

terhadap sistem maklumat yang ditawarkan. 

(adakah positif/negatif) 

2. Adakah sistem maklumat yang ditawarkan 

membantu anda/penguna dalam menyelesaikan 

masalah yang berkaitan(cth. Bayar bil,saman, dll) 

3. Sistem maklumat yang ditawarkan mudah 

digunakan (user friendly) 

 

4. Cadangan Cadangan penambahbaikkan : __________ 
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Appendix E Interview Sheet for Officer 

INTERVIEW SHEET OFFICER 
 

Nama :   ______________________________________________________________ 

Jantina :   ______________________________________________________________ 

Umur :   ______________________________________________________________ 

Pekerjaan :  ______________________________________________________________ 

 

Pandangan dari segi : 

Bil Topik Tema (Soalan) Jawapan 

1. Trend Bila Selalu pengguna guna, Mengapa?  

2. Masalah 1. Apa masalah yang selalu dihadapi oleh 

pengguna 

2. Pembangunan system (dalaman/outsource) 

3. Helpdesk 

 

3. Cadangan/ 

Pandangan 

Cadangan penambahbaikkan : __________  
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