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ABSTRACT

The Smart Selangor Parking (SSP) app aims to enhance digital adoption in Selangor's journey toward
becoming a livable smart state. However, user satisfaction with the app remains unclear, raising concerns
about its effectiveness in fostering economically productive and environmentally conscious communities.
The research question is: What factors significantly influence user satisfaction with the SSP application?
Thus, the objectives are to identify the factors influencing user satisfaction with SSP and determine which
factors have the most significant impact. This analysis aims to provide insights into areas that require
improvement to enhance the app's effectiveness and adoption. This study follows a quantitative design to
assess user satisfaction with the SSP app. It includes three phases: definition, exploratory, and
confirmation. In the definition phase, the research problem and objectives are set. The exploratory phase
involves collecting data and refining the research questions. The confirmation phase rigorously tests
hypotheses using statistical techniques. Validation activities ensure the reliability and validity of the
findings, such as ensuring accurate measurements and testing the consistency of data collection methods.
The findings revealed that user satisfaction with the Smart Selangor Parking app is most influenced by
learnability, which ensures ease of use and minimises distractions. Helpfulness also plays a significant
role, as providing relevant information enhances user satisfaction. Emotional attachment, controllability,
and efficiency were also factors, though efficiency had the least impact. Overall, this study emphasises the
importance of usability, clear information, and user-centred design in enhancing satisfaction. This study
contributes to understanding factors influencing user satisfaction with mobile parking payment
applications in Malaysia, offering valuable insights for developers and policymakers. It highlights the
importance of usability, user perceptions, and barriers to adoption, guiding future research and enhancing
the effectiveness of mobile payment systems for parking.
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INTRODUCTION

Smartphone ownership has become indispensable worldwide, with significant growth in the number of
users. In Malaysia, 78% of the population owned smartphones in 2018, which is expected to rise to over
89% by 2023, surpassing the Asia-Pacific region's 76% adoption rate in 2022 (Smartphones in Malaysia,
MyGov, 2024). However, many users underutilise smartphones, often sticking to familiar apps despite
their broader potential. One practical smartphone application is mobile payments for parking, which
involves using smartphones to pay for parking spots via QR codes, NFC, or specific apps. Selangor, aiming
to become ASEAN's premier smart state by 2025, launched the Smart Selangor initiative in 2016,
emphasising digital governance, economy, community, and infrastructure. As part of the Smart
Community pillar, hybrid payment systems were introduced, including the Smart Selangor Parking (SSP)
app launched in 2018 to streamline parking payments (Cashless Parking Catches on — Smart Selangor,
Smart Selangor, 2022).

The SSP app facilitates online payments for parking and summonses, encourages digital transactions,
enhances the user experience, improves enforcement efficiency, and reduces administrative burdens. It
also benefits drivers by offering convenience, security, and sustainability. For instance, users can pay for
and extend parking remotely, avoid fines, and receive digital receipts, reducing waste and carbon footprint.
By June 2023, the app had surpassed 2 million downloads in Selangor, which has a population of 5.8
million (Abd Wahab, 2023). Parking challenges in Malaysia include malfunctioning meters, limited
coupon agents, and adverse weather. The SSP app addresses these issues by providing a hassle-free, eco-
friendly digital alternative. Research reveals various factors influencing customers' willingness to adopt
mobile payment systems. For instance, Adi Soemarmo Airport in Indonesia operates a dual-mode payment
system (combining cash and cashless options). However, users still face challenges such as insufficient
cash and large denominations (Dwiyana & Mugorobin, 2021). Parking applications like Selangor's SSP
aim to address these issues by streamlining parking payments, saving time, and reducing congestion.

Parking apps offer several advantages. Enforcers can verify payments efficiently, and the apps provide
online data for better urban planning and parking management. However, despite the SSP app's 2 million
downloads, many users still prefer traditional payment methods or neglect paying parking fees altogether,
leading to summonses. To address this, the Shah Alam City Council, among others, launched campaigns
offering reduced fines, such as a 70% discount on selected compounds, to encourage compliance. SSP app
utilisation challenges include internet connectivity issues, smartphone accessibility, app reliability, and
user compliance. Furthermore, user dissatisfaction is evident, with the app receiving a rating of 3.3 stars
on Google Play and only 1 star on the Apple App Store, highlighting issues such as instability, poor
functionality, and a lack of user-friendliness (Google Play, n.d.; App Store, Smart Selangor, 2018). Litman
(2023) also noted broader parking issues, including inadequate user information and poor management,
exacerbating user dissatisfaction. Kawamoto et al. (2023) emphasise that analysing key elements of mobile
payment services is crucial to improving user acceptance and maintaining a competitive edge. Continuous
innovation is necessary for businesses to enhance user satisfaction and overcome the dominance of
traditional payment methods. The research aims to assess user satisfaction with the SSP app in Selangor,
aligning with the state's goal of becoming a liveable smart state by fostering digital adoption.
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LITERATURE REVIEW

User satisfaction refers to the degree to which a product or service meets or exceeds user expectations,
contributing to their well-being and comfort (Hemmati, 2024). Key determinants include usability,
functionality, support, and user acceptance, which are crucial for evaluating products like parking
applications. Usability involves intuitive interfaces and workflows, while functionality pertains to the
reliability and effectiveness of features. Customer support responsiveness also significantly influences user
experience. Additionally, user satisfaction incorporates emotional and cognitive aspects, such as product
efficiency, and assesses platforms based on speed, stability, and responsiveness (Trymata & Trymata,
2024; Koch & Koch, 2024).

Businesses can measure user satisfaction using surveys, reviews, Net Promoter Scores (NPS), and
Customer Effort Scores (CES), which gauge how easily users interact with the product. High satisfaction
levels foster loyalty, retention, and advocacy, ensuring business growth and success (Trymata & Trymata,
2024). Previous research has explored various methods for assessing user satisfaction, focusing on factors
such as ease of use, trust, and confirmation of expectations. Table 1 summarises key studies highlighting
different approaches to measuring and analysing user satisfaction.

Table 1

Summary of Previous Research Studies

Researchers and
Research Title

Obijective

Result

Limitation

Dwiyana
Mugorobin (2021)

Negmu (2021)

Fatima et al. (2021)

and To provide the best

solution  for airport
parking payment
systems.

To investigate the
impact of mobile app
quality on user
satisfaction in  the
Ethiopian e-hailing taxi
service industry.

To empirically evaluate
the proposed

AINO is an essential
part of the Solo Airport
parking payment
system. Many survey
participants  reported
that they had completed
transactions and that

everything worked
practically and
efficiently using this
system.

Creating a clear link
between  the  two
advances knowledge of
the relationship
between user
satisfaction and mobile
app quality. The results
support the theory that,
over time, the
application quality
dimension may surpass
client expectations,
leading to increased
service usage
frequency.

The adoption of mobile
payments is strongly
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This study does not
consider other factors
that may affect the

effectiveness of
cashless payment
systems, such as

consumer awareness of
the technology.

The research relied on
self-reported data,
which may introduce
biases or inaccuracies in
customer responses.

The research relied on
cross-sectional data,
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modification of correlated with  capturing users'
UTAUT2 by adding perceived value. perceptions at one
perceived value as an point, which may not
influencing construct. reflect  changes in
attitudes or behaviour
over time.
Abdellah and To examine the extent The study indicates that The study only
Fernandez (2021) to which Generation Y Gen-Y users utilise considered Millennials
in Johor can accept electronic wallet (Generation Y),

electronic wallets. The services to facilitate excluding older and
study's research factors more straightforward younger generations,
were used in the TAM purchases, and most who may have different
model. users believe these apps  attitudes toward e-

are reliable. Every wallet usage.

variable  significantly

influences the

behavioural intentions

of Johorean consumers

regarding electronic

wallets.

Shin and Lee (2021) To  determine the The study findings The research relied on

elements influencing demonstrate a strong self-reported data,
consumers' acceptance positive correlation which could introduce
of NFC mobile wallets between users' bias in user perceptions.
in the U.S. and Korean behavioural intention to
markets. The model use NFC mobile wallets
adds new constructs for and their expectations

credibility and service regarding habit,

intelligence to  the performance,

UTAUT2 model. credibility, and service
intelligence.

These studies emphasise the importance of usability, perceived value, and technological innovation in
influencing user satisfaction and acceptance of parking and e-wallet applications.

Theories of Customer Satisfaction

Theories of customer satisfaction explain how and why customers form judgments about their experiences.
Prominent frameworks include the Expectancy-Disconfirmation Paradigm (EDP), which evaluates
satisfaction based on the gap between expectations and performance; the Value-Percept Theory, which
focuses on the perceived value of the product or service; and Equity Theory, which considers the fairness
of exchanges between users and providers (Ylksel & Yiksel, 2008).

The Expectancy-Confirmation Theory (ECT) helps explain user satisfaction with technology and services,
such as the Smart Selangor Parking (SSP) app. The theory involves several steps:

Expectations — Users expect the app to be efficient, easy to use, and helpful.

Perceived Performance — After using the app, users assess its performance.

Comparison — Users compare their expectations with their experience. If the app meets or exceeds
expectations, confirmation occurs. If it falls short, disconfirmation happens.

Satisfaction — Positive confirmation increases satisfaction, while negative disconfirmation lowers
it.

Continuance Intention — Satisfied users are more likely to continue using the app and recommend
it to others.
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Recent studies highlight the importance of trust in ECT. AlSokkar et al. (2024) proposed a trust-based
model demonstrating how expectations influence user satisfaction and repurchase intent. Additionally, a
review from Newcastle University (n.d) explains how ECT evolved from consumer research, emphasising
how expectations before purchase influence satisfaction afterwards. These findings suggest that trust is
crucial to user satisfaction with digital services, including parking applications like SSP.

The Value-Percept Theory posits that user satisfaction stems from the perceived value of a product or
service relative to the user's expectations. Satisfaction is determined by the disparity between the user's
value and the perceived performance. Smaller gaps lead to higher satisfaction, while more significant gaps
cause dissatisfaction. Research by Zhao et al. (2023) highlights how "context value," such as functional
and monetary convenience, positively influences overall satisfaction. Similarly, Miller (2023) underscores
how the Value-Percept Theory recognises both external (e.g., affordability) and intrinsic (e.g., usability)
factors affecting satisfaction. These principles suggest that the SSP app can enhance satisfaction by
delivering functional efficiency and an enjoyable user experience. While ECT focuses on expectation
alignment, Value-Percept Theory emphasises how users judge satisfaction based on the perceived worth
of a product relative to their needs.

Theories of Service Quality and Customer Satisfaction

Smartphone app usability is integral to an app's success and is characterised by several components:
learnability, which ensures tasks are easily performed on the first attempt; efficiency, measuring the time
or steps required to complete tasks; memorability, which allows users to return without relearning features;
error recovery, ensuring users can recover smoothly from issues; and satisfaction, capturing overall user
experience through surveys and feedback. Practical considerations include technical criteria, such as
battery life, environmental factors and social elements like privacy and personalisation.

Customer satisfaction is often evaluated through perceived quality, value, user experience, and customer
service. Perceived quality, encompassing performance, design, and durability, directly correlates with
satisfaction, as Hoque's (2019) findings demonstrate. Perceived value, measuring worth relative to cost,
significantly influences satisfaction, according to Smith (2020). While important, customer expectations
may not consistently correlate with satisfaction, as Hoque (2019) noted, suggesting that other factors may
have a more significant impact. User experience, which involves ease of use and interface design, is a key
predictor of satisfaction, as highlighted by Yazdanparast and Tran (2015). Quality customer service further
enhances satisfaction and loyalty, reinforcing its importance in the user's experience.

Theoretical Review of User Satisfaction

This study explores user satisfaction with mobile applications, emphasising customer acceptance and
building upon various empirical models that predict user attitudes and intentions. Insights from prior
research have revealed diverse influences on satisfaction, ranging from usability and convenience to food
guality and pricing. For example, Kedah et al. (2015) focused on loyalty within online booking services,
while Ling et al. (2021) highlighted payment security and usability in mobile food delivery apps. Prasetyo
et al. (2021) found that usability did not significantly impact user intention during the COVID-19
pandemic, as it was influenced by prior experience. Negmu (2021) demonstrated the effectiveness of the
SUMI model in measuring satisfaction with ride service apps.

The SUMI model evaluates satisfaction across five dimensions: efficiency, addressing speed and task
completion; affect, capturing emotional responses such as enjoyment or frustration; helpfulness, assessing
the quality of help features; control, reflecting perceived user autonomy; and learnability, focusing on ease
of proficiency development.
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This study applies the SUMI model to evaluate the usability of the SSP app. Users complete SUMI
guestionnaires after using the app, with the data analysed and benchmarked to identify strengths and areas
for improvement. This structured approach ensures usability enhancements align with user expectations
and fosters adoption.

Related Factors

This study adopts a theoretical conceptual framework based on the work of Furlong et al. (2013), which
identifies five key factors influencing user satisfaction: efficiency, Affection, controllability, learnability,
and helpfulness. These factors serve as the foundation for hypothesis development and guide the evaluation
of user experiences with the Smart Selangor Parking (SSP) application.

1. Efficiency refers to how quickly and effortlessly users can achieve their goals within the
application. A system that minimises the time and steps required enhances user satisfaction,
leading to the first hypothesis:

2. Affection considers users' emotional response when interacting with the application. A positive
and enjoyable user experience enhances overall satisfaction, forming the basis for the second
hypothesis:

3. Controllability relates to the user's ability to manage and navigate the application effectively.
Features such as customisable settings and intuitive interfaces contribute to a sense of autonomy,
resulting in the third hypothesis:

4. Learnability measures how easily users can understand and adapt to the application's interface and
functionality. A well-designed system reduces the learning curve, supporting the fourth hypothesis:

5. Helpfulness assesses the availability of support resources such as user guides, technical
assistance, and troubleshooting features. Practical assistance reduces user frustration and
improves satisfaction, forming the final hypothesis.

Related Hypotheses
The hypotheses for this study are:

H1 Efficiency has a significant influence on user satisfaction with the SSP application.

H2 Affection has a significant influence on user satisfaction with the SSP application.

H3 Controllability has a significant influence on user satisfaction with the SSP application.
H4 Learnability has a significant influence on user satisfaction with the SSP application.
H5 Helpfulness has a significant influence on user satisfaction with the SSP application.

RESEARCH METHODOLOGY

The research design for this study adopts a quantitative approach to assess user satisfaction with the Smart
Selangor Parking (SSP) app. This study follows three key phases:

o Definition Phase — Establishing research objectives and key variables.

e Exploratory Phase — Collecting and analysing initial data to identify trends.

e Confirmation Phase — Validating findings through statistical analysis.
Figure 1 illustrates the overall research design, outlining each phase and its role in guiding this study.
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Figure 1
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During the definition phase, the research problem, objectives, and questions are established, followed by
a review of existing literature to identify knowledge gaps. The exploratory phase involves collecting
preliminary data through qualitative and quantitative surveys and interviews. This phase helps refine the
research questions and hypotheses, with key validation activities focused on ensuring the reliability and
credibility of the findings, such as construct validity, content validity, and reliability tests. The final
confirmation phase tests the hypotheses, utilising statistical techniques such as Confirmatory Factor
Analysis (CFA) and reliability measures like Cronbach's Alpha.

The research instruments for this study consist of a translated questionnaire tailored to the context of the
SSP app. The questionnaire includes two sections: demographic profiles and specific items related to this
study's constructs. These constructs are based on models of user satisfaction, and the items were adapted
from previous research on technology acceptance and customer satisfaction. The Likert scale, ranging from
1 (strongly disagree) to 5 (strongly agree), was used to facilitate data collection and analysis.

To ensure the validity and reliability of the instrument, expert feedback was sought from two specialists in
entrepreneurship and research methods. This resulted in significant improvements to the questionnaire,
including adjustments to grammar, question order, and layout. The feedback refined the questions, making
them more suitable for this study's target population. After revising the instrument, a pilot test was
conducted with 35 respondents to assess the questionnaire's effectiveness. The results showed no
significant issues in understanding the survey, and reliability was assessed using Cronbach's alpha, with
most constructs achieving values between 0.72 and 0.98, indicating good reliability.

19



Journal of Digital System Development: Vol. 3. No.1 (April) 2025: 13-28

The population targeted for this study consists of parking spot users aged 18 and above in Selangor,
Malaysia. A sample size was calculated using Chua's (2011) guidelines, and a simple random sampling
technique was employed. The data were collected through online surveys distributed via email and social
media platforms, including Telegram, WhatsApp, Facebook, Linkedln, and Instagram. The survey
remained accessible for one month to ensure adequate participation.

Data was analysed using the Statistical Package for the Social Sciences (SPSS). Descriptive analysis
summarised the sample's demographic characteristics, while Pearson's correlation analysis examined the
relationships between variables. Additionally, linear regression analysis was used to predict the value of
the dependent variable based on related independent variables. This combination of descriptive and
inferential statistical methods allowed this study to draw meaningful conclusions regarding user
satisfaction with the SSP app and its influencing factors.

RESEARCH FINDINGS

The online survey from February 16, 2023, to June 15, 2023, was distributed amongst personal and
program-based contact databases, entrepreneurial portals, and social media groups with 384 usable
responses.

Key Demographic Insights

Analysis revealed that most respondents fell within the 30—49 age range, comprising 38 per cent aged 30—
39 and 37 per cent aged 40-49. This age group demonstrated active engagement with digital tools,
reflecting their readiness to adopt new technologies such as e-wallet applications. In comparison, younger
users aged 20-29 formed only 7 per cent, while senior age groups (50 years and above) represented a
smaller share. Previous studies, such as those by Farag et al. (2007) and Burns et al. (2013), support this
observation, highlighting middle-aged consumers' digital adaptability and openness. The gender
distribution revealed a significant skew, with 71% female respondents compared to 29% male respondents.
Women preferred using the SSP app for parking payments, emphasising convenience and ease of use,
particularly when attending meetings or operating from indoor spaces. Male respondents, on the other
hand, tended to use the app less frequently, often relying on it during family outings or when carrying
equipment. Table 2 presents a detailed demographic breakdown, offering insights into the user base and
parking behaviours.

Table 2

Demographic Analysis

Description Frequency Percentage
Age Below 19 years 3 0.8%
20-29 years 27 7.0%
30-39 years 145 37.8%
40-49 years 143 37.2%
50-59 years 48 12.5%
Above 60 years 18 4.7%
Gender Male 112 29.2%
Female 272 70.8%
Employment status Employed 113 29.2%
Self-Employed 221 57.6%
Unemployed 50 13.0%
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Usage and Frequency of the SSP App

Most respondents (95.1 per cent) had used the SSP app, aligning with this study's focus on user satisfaction
among active users. Usage frequency showed varied patterns, with 45 per cent using the app as needed and
25 per cent using it monthly. Daily and weekly usage rates were lower, at 13% and 12%, respectively,
reflecting the context-specific nature of its application. Table 3 provides a detailed breakdown of these
usage patterns and frequency trends.

Table 3

Usage and Frequency of the SSP App

Description Frequency Percentage
How frequently do you use Smart At least once a day 49 12.8%
Selangor Parking At least once a week 48 12.5%
At least once a month 95 24.7%
If needed 173 45.1%
Not Applicable 19 4.9%
For how long have you been using Less than 1 year 16 4.2%
Smart Selangor Parking? 1-2 years 147 38.3%
2-3 years 109 28.4%
More than 3 years 93 24.2%
Not Applicable 19 4.9%

Factors Influencing User Satisfaction

Respondents found the application efficient, particularly in providing real-time information. However,
initial use posed challenges due to multiple steps and occasional errors, reflecting a need for streamlined
processes. Affection-related aspects were rated positively, with users appreciating the logical menu layout,
appealing icon design, and overall comfort during use, emphasising the importance of aesthetics in user
engagement.

Controllability was deemed satisfactory, as users felt tasks were performed quickly and were under their
control. However, unexpected app stoppages raised concerns about reliability, suggesting potential issues
with the app, device compatibility, or internet connectivity.

Learnability scored highly, with respondents agreeing that the application was easy to learn and provided
clear information. Features such as local language support and enhanced accessibility, enable users to
familiarise themselves with the app.

Helpfulness showed mixed results. While most users managed parking payments independently,
occasional insufficient on-screen information limited satisfaction. This indicates room for improvement in
delivering comprehensive details during use.

Overall, user satisfaction was exceptionally high, with respondents valuing the app's ability to simplify
daily tasks, reduce mental effort, and offer an enhanced user experience. Many expressed strong intent to
continue using the SSP app over other alternatives. Despite its success, incremental updates and
optimisations could further enhance functionality and user trust.
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Pearson Correlation and Hypothesis Testing

The Pearson correlation analysis revealed a significant relationship between various factors and user
satisfaction with the Smart Selangor Parking (SSP) application. The correlation was measured across five
independent variables: Efficiency, Affection, Controllability, Learnability, and Helpfulness, all showing
varying degrees of correlation with user satisfaction. Learnability demonstrated the strongest positive
correlation (r=0.824), followed by helpfulness (r=0.771), Affection (r=0.518), controllability (r=0.441),
and efficiency (r=0.245). The strength of these correlations underscores the significant contribution of
these factors to user satisfaction with the app.

As shown in Figure 2, the highest contributing factor to user satisfaction is learnability (82.4%), followed
by helpfulness (77.1%), Affection (51.8%), controllability (44.1%), and efficiency (24.5%).

Figure 2

The relationship of factors to user satisfaction using SSP
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Learnability emerged as the most significant factor in achieving high user satisfaction, with 82.4% of users
reporting that they could easily understand and navigate the app's features quickly. This suggests that the
app's intuitive design and clear information presentation are critical in enhancing the user experience.
Helpfulness was also a substantial contributing factor (77.1%), with users indicating that the app effectively
resolves parking payment issues, although some information gaps were noted.

Affection, with a correlation of 51.8%, also had a positive impact, highlighting the importance of user-
friendly aesthetics, such as an organised menu and an eye-catching icon. Controllability (44.1%) and
efficiency (24.5%) showed weaker correlations, with efficiency being the lowest priority for user
satisfaction, although it is still essential for providing accurate, real-time information. However, some users
reported initial confusion when using the app due to multiple steps and occasional mistakes.

In conclusion, while Learnability and Helpfulness are the most impactful factors contributing to user
satisfaction, Efficiency and Controllability, though important, require improvement to enhance the overall
user experience with the SSP app.

22



Journal of Digital System Development: Vol. 3. No.1 (April) 2025: 13-28

Table 4 provides a detailed statistical summary of these correlations, offering insights into the key drivers
of user satisfaction with the SSP app.

Table 4

Pearson Correlation Analysis

E A C L H The U.S.
Pearson Correlation 1 391" 426™ 125" 431" .245™
E Sig. (2-tailed) .000 .000 .017 .000 .000
N 365 365 365 365 365 365
Pearson Correlation  .391™ 1 .883™ 501" 269" 518"
A Sig. (2-tailed) .000 .000 .000 .000 .000
N 365 365 365 365 365 365
Pearson Correlation  .426™ .883" 1 250" 290" 441"
C Sig. (2-tailed) .000 .000 .000 .000 .000
N 365 365 365 365 365 365
Pearson Correlation  .125" 501" 250" 1 673" 824"
L Sig. (2-tailed) 017 .000 .000 .000 .000
N 365 365 365 365 365 365
Pearson Correlation  .431™ .269™ .290™ 673 1 T71
H Sig. (2-tailed) .000 .000 .000 .000 .000
N 365 365 365 365 365 365
Pearson Correlation  .245™ 518™ 441 .824™ g7 1
US  Sig. (2-tailed) .000 .000 .000 .000 .000
N 365 365 365 365 365 365

**_Correlation is significant at the 0.01 level (2-tailed).
*, Correlation is significant at the 0.05 level (2-tailed).

Hypothesis Test Result

The investigation into the Smart Selangor Parking (SSP) app reveals that efficiency, Affection,
controllability, learnability, and helpfulness significantly impact user satisfaction. Linear regression
analysis reveals a statistically significant relationship between these independent variables and user
satisfaction, with all predictor coefficients significant.

Learnability is the most influential factor, accounting for a substantial portion of user satisfaction. Users
find the app intuitive and easy to learn, greatly enhancing their overall experience. Helpfulness also plays
a critical role, reflecting the app's ability to simplify parking tasks without external assistance.

Affection, controllability, and efficiency have moderate to lower impacts but remain significant. Affection
highlights the importance of logical organisation and appealing design, while controllability emphasises
the app's reliability and user control during operation. Though the least influential, efficiency still
contributes by providing accurate real-time information, albeit with challenges during initial use.

The hypothesis testing result presented in Table 5 confirms that all five factors significantly impact user

satisfaction, validating their inclusion in the regression model. The findings underscore the need for
continuous improvement, particularly in efficiency, to further enhance user satisfaction.
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Table 5
Hypothesis Test Result
Alternate Hypothesis Result
H1 Efficiency has a significant influence on user satisfaction with Smart Selangor Significant
Parking.

H2 Affection has a significant impact on user satisfaction with Smart Selangor Parking. ~ Significant
H3 Controllability has a significant influence on user satisfaction with Smart Selangor ~ Significant

Parking.

H4 Learnability has a significant impact on user satisfaction with Smart Selangor Significant
Parking.

H5 Helpfulness has a significant impact on user satisfaction with Smart Selangor Significant
Parking.

CONCLUSION

This study on user satisfaction with the Smart Selangor Parking (SSP) app highlights several key findings.
This study identifies user satisfaction factors, including learnability, helpfulness, Affection, controllability,
and efficiency. Learnability emerged as the most significant factor, contributing to 82.4% of user
satisfaction, followed by helpfulness (77.1%), Affection (51.8%), controllability (44.1%), and efficiency
(24.5%). These findings were derived using linear regression and descriptive analysis, which analysed the
relationships between these factors and user satisfaction.

This study also explored how these factors influence the app's usage. Learnability, which relates to how
easily users can understand and navigate the app, was found to have the most substantial impact on
satisfaction. Helpfulness and Affection followed closely, reflecting the app's ability to assist users and its
user-friendly design. Controllability and efficiency had a more moderate effect, with efficiency being the
least influential but still significant. This study shows that the SSP app enhances productivity through its
convenient parking payment method across Selangor's 12 local authorities. The functions are seen as faster
and more convenient than traditional methods, aligning with previous models of user satisfaction, which
emphasise ease of use, perceived enjoyment, and informativeness.

Further studies could expand the theoretical framework by adding other variables such as perceived ease
of use, enjoyment, risk, and environmental awareness. Additionally, understanding the reasons behind non-
adoption is vital, and qualitative methods like interviews and focus groups could help uncover more
profound insights. Finally, expanding the sample size and incorporating diverse geographical areas would
improve this study's statistics.
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