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ABSTRACT

Knowledgemanagementsystems(KMS)canhelpanorganizationsupportknowledgemanagement
activities and thereby increase organizational performance. This study extends the expectation-
confirmationmodelforpredictingmandatorycontinuedKMSuseinthepublicsector.Themodelsare
assessedusingdatafromasampleof627employeesoftheKaohsiungCitygovernmentinTaiwanand
analyzedusingthefinitemixturepartialleastsquares(FIMIX-PLS)method.Theresultsofthisstudy
indicatethat(1)dataheterogeneity(i.e.,educationallevel)segmentstwospecificgroupsthatshow
differentperceptionstowardcontinuedKMSuse;(2)theresultsofaggregate-baseddataanalysisare
differentfromtheresultsofgroup-specificdataanalysis;(3)compatibility,relativetoconfirmation,
haslargerimpactonperceivedusefulnessregardlessofgroups;(4)theeffectofusersatisfaction
oncontinuedusagebehaviorissignificantdifferentbetweenthetwogroups;(5)cognition-driven
continueduseandemotion-drivencontinueduseareidentifiedinthetwogroups.
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1. INTROdUCTION

Although characterized as conservative and inefficient, the government has begun to improve
performance in recent years (Karwan & Markland, 2006). Inspired from the private sector, the
publicsectorhasbeguntointroducetheIStoofferbettercitizenservicesandincreaseorganizational
performance.IntroducingISintopublicsectororganizationsisaprocessofdigitalgovernment(or
e-government)implementation.Thee-governmentexploreshowgovernmentscanuseinformationand
communicationtechnologiestoimplementgovernmentprinciplesandachievepolicygoals(OECD,
2016).InTaiwan,thegovernmenthasimplementede-governmentsince1998.In2011,theNational
DevelopmentCouncillaunchedthephaseIVe-governmentprogram(2012–2016)withfundingof
approximatelyUS$288.33million(NDC,2016).Accordingto thereportofWasedaUniversity’s
internationale-governmentrankingof2015,whichsurveyedthee-governmentimplementationof63
countries,Taiwanisranked17th(WasedaUniversity,2016).Fromtheseperspectives,Taiwanmay
beabenchmarkforunderstandingISimplementationinthepublicsector.Particularly,introducing
knowledgemanagementsystem(KMS)toimprovegovernmentprocessesmaybeanimportantstep
towardgoodgovernance.KMSiscomposedofKM-relatedtools,suchasdatamanagementsystem,
intranet,groupwareandothertechnologiesthatareassociatedwiththeorganizationalpracticeofKM
(Kuo&Lee,2011).KMSmayimproveorganizationalexcellenceifitisproperlyimplementedand
fullycomprehendedbyusers(Matayong&Mahmood,2012).InTaiwan,KaohsiungCitygovernment
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hasintroducedaknowledgemanagementsystem(KMS)forattainingperformancesince2003.KMS
isamandatoryISandtheKaohsiungCitygovernmentrequiresitsemployeestouseit.Generally
speaking,avoluntarysystemisdefinedasonewhereusersperceiveadoptionofthesystemasnon-
mandatory(Venkatesh&Davis,2000).Inavoluntaryuseenvironment,usersperceivethattheyhave
willfulchoicestousethesystem.IntermsofvoluntarycontinuedISuse,usershavevolitionalcontrol
todecidewhetherornottocontinueusingthesystem.Incontrast,amandatorysystemisdefinedas
onewhereusersperceivethattheyareorganizationallycompulsorytousethesystem(Agarwal&
Prasad,1997;Brownetal.,2002;Venkatesh&Davis,2000).Inamandatoryuseenvironment,users
arerequiredtouseaspecificsysteminordertokeepandperformtheirjobs(Brownetal.,2002;
Kohetal.,2010)regardlessofwhethertheyintendtouseit.IntermsofmandatorycontinuedISuse,
usersareforcedtocontinueusingthesystem.Anumberofstudiesregardingthenotionofmandatory
versusvolitionalusagebehaviorhavebeenwidelydiscussedintheISliterature.Priorstudies(e.g.,
Karahannaetal,1999;Moore&Benbasat,1991;Rawstorneet.al.,1998)arguedthatcontextsof
ISadoptionrangebetweentwopoles:oneendbyvoluntaryadoptionandtheotherbymandatory
adoption.Thatis,agivenISadoptiondecisionmayseemmoreorlessvoluntaryonacontinuumof
voluntariness.Thoughtherecanbewidevariabilityinuserperceptionsofvoluntariness(Agarwal&
Prasad,1997;Karahannaetal.,1999;Venkatesh&Davis,2000),Reindersetal.(2015)mentioned
thatmandatoryuseoftheISleadstoreducedperceptionsoffreedomofchoiceandincreasedlevels
offeelingmanipulated.

ResearchershaveattemptedtodevelopandempiricallyexaminemodelsofcontinuedISuse(e.g.,
Bhattacherjee,2001;Bhattacherjee&Barfar,2011;Cheng,2014;Chenetal.,2012;Liaoetal.,2009;
Limayem&Cheung,2011).Specifically,Bhattacherjee’s(2001)expectation-confirmationmodel
(ECM)inanIScontextwasdevelopedtounderstandusers’continuedISuse.SinceBhattacherjee
(2001) proposed the ECM model, voluntary continued IS use has been widely examined in the
privatesector(e.g.,Bhattacherjeeetal.,2008;Chenetal.,2012;Hsu&Lin,2015;Kim,2011;Lee
&Kwon,2011;Stone&Baker-Eveleth,2013;Valvi&West,2013).Recently,empirical studies
(e.g.,Lin&Rivera-Sánchez,2012;Sørebø&Eikebrokk,2008;Wang&Hsieh,2006;Wangetal.,
2008)havebeguntousetheECMinpredictingmandatorycontinuedISuse.HossainandQuaddus
(2012)suggestedthatmandatoryuseofISisaninterestingareaoffutureresearchusingECMortheir
modifiedversions.WerecognizedHossainandQuaddus’s(2012)perspectiveandwealsoexplained
whyECMisequallyappropriatetouseinthemandatorysettingandwhyourmodifiedECMmodel
(seeFigure1)issuitableforexaminingmandatorycontinueduseoftheIS.First,mandatoryISuses
maybelargelydeterminedbyorganizationalexpectationsandmaynotrevealusers’realperceptions
aboutthesystem(e.g.,satisfaction).EvenwhenISuseisobligatory,usersatisfactionmaycapture
theuser’sownmentalacceptanceofthesystemandcanengenderdifferentextentofuse(Hsiehet
al.,2012).Thus,usersatisfactionhasauniqueandpotentiallycriticalroleininfluencingsystem
successinmandatorysettings(Brownetal.,2002;Chanetal.,2011;Hsiehetal.,2012).Second,as
usersatisfactioniswidelyrecognizedasacriticalroleofmandatoryISuse,understandingfactors
that influenceuser satisfactionmayhave important implications fororganizations (Brownetal.,
2008;Chanetal.,2011)becausethisunderstandingmayprovidemanagersorsystemdesignerswith
informationtoheightenusersatisfactionandtherebycreatecontinuedusefornewsystems.ECM
suggeststhat thetwocoredeterminants—i.e.,perceivedusefulnessandexpectationconfirmation
aregeneralbeliefsthatinfluenceusersatisfaction.Wesuggestthatcompatibilityasmentionedlater
mayalsobeanimportantbelief toassessusersatisfaction.Third, thefocusonmandatoryuseis
problematicfortheapplicationofECMbecausecontinuanceintentionhaslittlemeaningwhenusers
arerequiredtouseasystem.Inamandatoryenvironment,usersmustperformthesystemregardless
ofwhetherornottheyhavecontinuanceintentionstousethesystem.Thus,therelationshipbetween
user’ssatisfactionandcontinuance intentionmaybemeaningless in theECM.Nahetal. (2004)
indicatedthatintentionisnotappropriateforuserstoassesstheirmentalacceptanceofthesystemin
mandatorysettings.HartwickandBarki(1994)arguedthatcompulsiveISusagebehaviorisvariable
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