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ABSTRACT
This research employs the use of the Theory of Planned Behavior (TPB) by adding communication
as an exogenous variable a part from the three primary variables: subjective norm, attitude and
perceived behavior control. The aim of this research is to explore the impact of communication,
attitude, subject norm, and perceived behavioral control on employees’ intention in supporting
organizational change in the adoption of new organizational technology. The current research
employs the use of quantitative approach, by investigating the perceptions of 59 respondents in the
context of their planned behavior. Data obtained were then analyzed using smart PLS 2.0. The
finding in this study suggests that better communication and message delivery among members
within the organization would be able to trigger positive attitude. Furthermore, the willingness to
comply with the firm’s policy and managerial strategy is a result of an individual’s option to
consciously accept changes in the organization. Nevertheless, established process of delivering
information from superiors (central management) does not necessarily improve knowledge and
ability with the new adopted technology in related position and hence, people in the organization
are likely perceive difficulty to intent and behave for needed change.
Keywords: Communication, TPB, Organizational Change, ICT, E-Ticketing
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1. INTRODUCTION
The condition of global demands both inside and outside the country towards the organization
professionalism requires the right strategy for the survival of the organization. This situation claims the need
of more steady and competitive resources. To deal with this condition, controlling the factors that affect the
behavior of the organization’s members is a strategic step to achieve the goal of the organization. Thus, an
organization is required conduct strategy adjustments in coping with competitive pressures among its
contenders. According to Robbins (2001) there are more organizations that faced the changing environment
and caused the changes. There are some forces that stimulated the changes of the organization, namely: (1)
changes in the labor force, (2) technology, (3) economic development, (4) social trends, (5) new world-order
political system, and (6) changes in nature competition.
Companies in various industries are likely to be exposed to the impact that globalization has, and thus
requires response to the rapidly changing environment in appropriate manner. The digitalization has led
entrepreneurs to stimulate growth through innovations and construct the organization. Moreover, the rapid
development of global information and communication technology opened up such opportunities to develop
the business through electronic media that is predicted to be a great business model in the future. One of the
most famous electronic businesses is commonly known as electronic commerce or e-commerce. A shift from a
conventional-based to a digital business model necessitates an organization to ensure its readiness as well as
willingness of each people within it, to coupe and challenge themselves to a new approach contending to
environment dynamics. Since change needs to be planned, organization needs to be aware and ensure that
individuals have an intention to change subsequent to perform a particular behavior especially in the context
of supporting of a new organizational managerial approach.
In the road transport industry, The Director General of Traffic and Road Transport (DGTRT) of the
Ministry of Transportation had planned to immediately impose a liability for the bus-lines to sell their tickets
online after the Eid al-Fitr homecoming tradition. The regulation will apply first to the non-economic bus
because half of the passenger are already had a technological literacy. According to the DGTRT (Tempo.co,
2015), with online ticketing system, bus operators can provide services more efficiently; reduce the buildup
of passengers in the bus station as well as the fight against ticket brokers that is considered as informal
actors. Nevertheless, refusal on the plan had been reported due to concerns of bus lines not being able to
maximize their income since by implementing e-ticketing will result in limiting the practice of buses to obtain
passengers on the road (Tempo.co, 2015).
The prospects for bus lines services in Indonesia still have a potential, especially in East Java. This is
due to the mobilization of road transport passengers, which is quite dense. However, in the last couple of
years, the passengers of inter-province bus lines experienced a downward trend in the number. In 2014, the
number of homecoming passengers due to Eid al-Fitr is amounted up to 5,2 million people but decreased to
4,9 million in 2015, equivalent to a downward of 5.9 per cent (Kompas Research Center /Litbang Kompas,
2015). Some of the factors that caused this downward are the use of private vehicles, the free bus program
and the use of trainthat ispreferableto the public. Therefore, understanding the facts that road transport in
Indonesia provides an interesting area to be explored more upon, empirical examination of this phenomenon
must be able to be answered in various academic focuses. While several previous research with regard to the
context of public transport in Indonesia (i.e. Joewono & Kubota 2007; Sumaedi, Yuda Bakti & Medi
Yarmen2012; Hussein & Hapsari 2015; Sumaedi & Medi Yarmen 2015; Sumaedi, Medi Yarmen, Yuda Bakti,
Rakhmawati, Astrini & Widianti 2016), nevertheless those studies were still focusing more on the
users/passengers perceptions rather than on the focus of exploring the behavioral intentions of people
involved in the business of transportation. For instance, most of the studies conducted in the area of public or
road transport in Indonesia lays the focus on characteristics & user perceptions of para-transit transport
(Joewono & Kubota 2005, 2007), passengers perceived quality of services (Hussein & Hapsari 2014) and
behavioral intentions of public transport users (Sumaedi et al 2012, 2016; Sumaedi & Medi Yarmen 2015).
Nevertheless, no study had been done in exploring the behavioral intentions of the business providers in the
road transport industry. In filling the empirical gaps to the extant findings of transportation industry in
Indonesia, this study provides an avenue to analyze the extent to which intention of the employees in
supporting organizational changes, especially the problems of ticketing services from conventional to digitalbased (e-ticketing).
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In analyzing behavioral intentions, the Theory of Planned Behavior (TPB) was employed. Theory of
planned behavior (TPB) is one of the concepts in the domain of the behavioral theories. The concept of TPB
lays on an assumption that the presence of an individual’s action is determined by his/her intention. Hence,
the essence of TPB is an individual’s intention to perform particular (Ajzen, 1991).The present study lays the
assumption that rapid development of today’s technology forcing each company to conduct such
breakthrough technology in order to improve the organization performance, especially in the information
technology acceptance or application by the employees. Thus, change in the context of supporting the
adoption of new technology or managerial approach corroborates with the concept to relate closely to the
TPB. The TPB describes from how intent appears to the occurrence of individual’s behavior. According to
TPB, the factors which could affect someone's intention to perform a certain behavior one of which is the
attitude toward the behavior as well as the society’s subjective norms and perceived behavioral control
(Ajzen, 1991). Moreover, the focus of this study will be on the people regarded as the “spearhead” of the
business whom manages the inter-provincial bus lines (bus driver and operations) in the context of their
perceived support in applying to new organizational technology change.
2. REVIEW OF THE LITERATURE
The Role of Communication in the Changes of Organizational Technology
It has been noted in a previous study of Weick and Quinn (1999) having reviewed from the perspective
of organizational development that change refers to “a set of behavioral science-based theories, values,
strategies, and techniques aimed at the planned change of the organizational work setting for the purpose of
enhancing individual development and improving organizational performance, through the alteration of
organizational members’ on-the-job behaviors” (Porras & Robertson 1992:723, cited in Weick & Quinn
1999).Furthermore, change as an episodic requirement for organizations is regarded as “a phenomenon of
time. It is the way people talk about the event in which something appears to become, or turn into, something
else, where the ‘something else’ is seen as a result or outcome” (Ford & Ford 1994:759, cited in Weick & Quinn
1999). Moreover, it was also argued that the underlying assumption of organizational change is the necessity
to conduct change in the manner that ineffectiveness and inefficiencies exist within the organization as a
result of people that could not do their jobs right in the first place (Weick & Quinn 1999), and thus planned
change is required caused by the failure creating continuously adaptive organizations (Dunphy 1996). In the
context of changes in the adoption of new organizational technology and approach (for example, adoption of
ICT), the necessity to apply to new forms of technology was due to fact that organizations require to reach the
customers anytime, anywhere as well as to objective to acquire the firm’s competitive advantage (Li 2008;
Setyowati, Hartoyo, Daryanto & Arifin 2015).
Communication is one of an important aspect of the process of change. Jimmieson et al. (2008) found
that communication and participation through attitude, subjective norm and perceived behavioral control
variable influences the employees’ intentions in supporting the organizational change. Further, Jimmieson et
al (2008), explored communication and participation as predictors of intention to support organizational
changes. They found that communication and participation mediated by TPB variables (i.e. attitudes,
subjective norms, and perceived behavioral control) influenced the intentions of the employees in supporting
the organizational changes. Utilizing the theory of planned behavior as a framework to understand the
intentions of the employees in supporting organizational changes. Hence, it can never be argued that
communication is crucial to the extent to which organization triggers the awareness of a change to take place.
Communication is the understanding and the transfer of information from one person to another.
Since communication is a basic precondition to achieve organizational strategy and human resource
management practices, communication as a notification or a displacement activity (delivery) of information
from the communicator (information giver) to the communicant (information receiver) should be submitted
clearly (Luthans 2005; Mohyi 2013). It is important to note that change in technology is required by the
organization and considered as a crucial aspect in an organizational change approach (Mohyi, 2013). Changes
in technology can reduce the cost of internal management. Therefore, companies need to make changes in
terms of technology as needed (Laudon & Laudon 2005). The accelerated flow of technology pushes an
organization to develop a technology system in creating its own competitive positioning overtime.
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The Theory of Planned Behavior and Managing Change
The Theory of Planned Behavior expanded the theoretical framework of TRA as well as explaining
and predicting patterns of human behavior (Ajzen, 1985). In his work, Ajzen (1985) explained a construct
that previously did not exist in TRA. While the concept of TRA focuses on the constructs of attitude(an overall
evaluation of a behavior) together with subjective norm(an overall perceived expectation to perform the
behavior from others), the TPB strengthened the previous theory by inserting another construct: the
perceived behavioral control (PBC) which assumes that individuals are considered to undertake particular
behavior by having more autonomy in determining ones own behavior. In other words, PBC can be regarded
as to whether or not an individual has the ability to perform a particular behavior (Ajzen, 1991). In the
context of information technology, Taylor and Todd (1995) had brought the approach undertaken in
behavioral study by suggesting that the context of PBC is the perception and constructions of internal and
external behavior. In the domain of information system several approaches exist in order to examine
technological acceptance in organizations (Gupta, Dasgupta & Gupta 2008). These concepts are:
(1) The concept of Technological Acceptance Model (TAM) which was adapted from the social psychology
employing the use of Ajzen and Fishbein’s (1980) TRA to model user acceptance of information systems
and explain individual’s voluntary use of information technology (Gupta et al 2008)
(2) The Unified Theory of Acceptance and Use of Technology (UTAUT) which borrowed the approach
undertaken by TRA, TAM, motivational model (MM), TPB, Innovation Diffusion Theory (IDT) and the
Social Cognitive Theory (SCT) (Gupta et al 2008).
In the context of the present study TPB was employed since it focuses on the behavioral intentions on
the basis of prospective design rather than understanding acceptance of IT/IS adoption from a retrospective
basis. This is due to the fact that information changes adoption had not been undertaken yet. Thus, in
determining the model of TPB that determines a planned behavior in the utilization of information
technology, the underlying assumption is an individual's intent to perform a particular behavior in the future.
Further, the concept assumes that subjective norms and attitudes toward behavioral intentions are expressed
to be the predictors of an individual’s behavior (Ajzen 1991).

Figure 1. TPB Model (Source: Ajzen (1991))
Similar to other cognitive decision-making models, the underlying premise of the TPB (Ajzen, 1991) is
that information viable to individuals in an organization will stimulate rational and systematic decisions
(Ajzen and Fishbein, 1980). According to the TPB, intentions are the most proximal determinant of behavior
and are determined through a logical sequence of cognitions (see Figure 2.2). In the TPB, intentions are
defined as the indication of an individual’s willingness to perform a given behavior, with research suggesting
intentions account for 22 percent of the variance in behavior, on average (see Armitage and Conner, 2001, for
a meta-analysis). Intentions, in turn, are proposed to be a function of three independent elements (Jimmieson
et al 2009). These determinants of an individual’s intentions are:
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(1) Attitude. Attitude is conceptualized as the overall evaluation, either positive or negative, of performing
the behavior of interest. Attitude is an important factor in someone’s decision. Davis (1989) argues that
attitude is the evaluation of belief or positive or negative feelings of someone having to perform ones
behavior. Further, it becomes an accurate control of someone’s behavior towards organizational changes
and affects the mindset of someone’s in making a decision. Ajzen (1991), in his TPB defines attitude as
"the extent to which a person has a favorable or unfavorable evaluation or concerned assessment of
something". In general, the more favorable attitude towards the behavior, the stronger the intention of
individual to perform its behavior. In a simple term, an attitude showed the assessment of someone’s
feeling about the targeted behavior (Havelka 2004). Nonetheless, attitude of each individual on the
objectives, actions, or events may be positive or negative, it is a subjective evaluation of each individual
(Gurung 2006).
(2) Subjective norm. Subjective norm reflects perceived social pressure whether or not to perform
particular behavior. Subjective norm is the determinant of individual's perception about the social
influences in shaping certain behavior Ajzen (1988). Norm is a set of social ideas that govern human life.
Subjective norm acts as a function of individual’s expectations where one or more people around (eg
relatives, friends, colleagues) are approving or disapproving certain behavior and motivating to obey
them, Ajzen (1991). Thus, in TPB, subjective norm is defined as a perceived social pressure whether or
not to perform certain behaviors (Ajzen 1991; Havelka 2003). An important element of the subjective
norm is normative beliefs or perceptions of significant references to the opinions of individual behavior.
In the context of information system, Jogiyanto (2007) regarded subjective norm as two forms of
influence: interpersonal and external influence. Interpersonal influence is the influence of co-workers,
bosses, and experienced individuals which have been known as the potential adopters, while external
influence is the influence of outside organizations such as the media reports, experts’ opinions, and other
non-personal information that is considered by the individuals in conducting behavior.
(3) Perceived Behavioral Control (PBC). PBC is defined as the easiness or difficulty of certain behavior. PBC
connect the level of difficulty to issue a definite behavior, Ajzen (1991). In addition to that, Perceived
Behavioral Control is assumed to reflect past experience and anticipated barriers and consequences,
Ajzen (1991). According to Jogiyanto (2007), PBC reflects on past experiences and anticipating the
existed obstacles. Perceived behavioral control is assumed to be the reflections of past experiences, the
ownership of something (eg, money, expertise, time and cooperation) and the possession of such
opportunities (Ajzen, 1991).
In relevance to TPB and compliance to change, it suggests that some of the most powerful ways in
which to promote new beliefs or alter existing beliefs is through the intervention of persuasive
communications, information provision, newsletters, face-to- face meetings and discussions, observational
modeling, and so on—all of which are important change management activities advocated by process models
of change (Jimmieson, Peach & White 2008). By doing so, an organization with its people would be able to
determine their own readiness to adopting new approaches viable. Readiness for change reflects the extent to
which employees hold positive views about the need for it, as well as the extent to which employees believe
that such changes are likely to have positive implications for themselves and the wider organization
(Armenakis, Harris, & Mossholder, 1993, cited in Jimmieson et al 2008). Also, Crespo and Bosque (2010)
suggested that TPB also implicated that actually perceived behavior control has a direct impact on individual
behavior. While the research of Ferdous and Polonsky (2013) found that attitude, subjective norm, and PBC
have an impact towards behavior in action through intention, they argue that the PBC has no direct influence
on behavior. Thus, the present study employs the approach undertaken in the previous study of Jimmieson et
al (2008) who utilized employees as a unit level of analysis as well as communication as a predictor of
behavioral intention in the context of informing change management.
Conceptual Framework Model and Hypotheses
The approach of TPB is one variable that can predict employees’ intention to support the changes in
organizational information technology. In the previous study, there is a variable that precedes the TPB to
predict a person's intentions in performing a certain behavior. This study employs the use of employees’
communication variables as independent variables.
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Figure 2. Research Framework of the Present Study (Source: Jimmieson et al (2008) and Fishbein and
Ajzen (1975))
Based on the review of the literature, hypotheses pertaining to this study are developed as follows:
H1: Communication has a positive effect on the attitude to support the changes in organizational information
technology.
H2: Communication gives a positive impact towards subjective norm to support the changes of organizational
information technology.
H3: Communication positively affected the perceived behavioral control towards the changes in the
organizational information technology.
H4: Attitude delivers a positive effect on the intention to support the changes in organizational information
technology
H5: Subjective norm has a positive influence towards the intention to support the changes of organizational
information technology
H6: Perceived Behavioral Control gives a positive impact on the intention to support the changes in the
organizational information technology
3. RESEARCH METHOD
This research employs survey method as means of enquiry and is explanatory in nature by explaining
the causal relationship between the variables through hypothesis testing (Sanusi, 2011). Explanatory
research in this study was implemented to identify and explain the influence of communication, attitude,
subjective norm, and perceived behavioral control.
The private bus lines, which generally operates inter-province, particularly Malang, have yet to utilize
digitization services for their passengers. Therefore, this study is prospective in design that means that it will
predict the employees’ intentional behavior (driver and control unit) in supporting the changes of the
company's information technology. The results of behavioral intentions will be a major factor for the
employees whether or not to act as expected. The total populations in this study were 59 respondents and
hence, the process of the sampling utilizes saturated sampling where all the population (59 respondents)
including the bus driver and operations unit is taken as samples of the study. This method follows the
guidance provided by prominent scholars (i.e. Roscoe& Sekaran 2003; Morisson 2012) who suggests that in
the condition whereby the samples are limited, every member within the population can be utilized as
samples for the study.
Validity Test
In this study, correlating each item score with the total score by using Pearson Correlation Technique
was conducted. The criteria of the test are explained if the correlation coefficient of rxyis greater than the cutoff value of 0.3, it means that the questionnaire item is considered to be valid as a means of data collection. As
for the results of the rxy calculation or sig as outputs to the validity test results, most items generate a
correlation value that is greater than the cut-off value that is 0.3. Based on these criteria, as revealed by
Ghozali (2011) the general "rule of thumb" which stated that the correlation coefficient benchmark is 0.3and
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thus, becomes the reference that the instrument is qualified and meet the valid requirements. Based on that
reason, all of the questionnaire items in this study are declared as valid and measureable.
Tabel 1. Construct Validity
Variable

Indicator
Transparency

Empathy

Communication

Support

Positive Feel

Similarity

Good
Attitude
Positive

Leader
Subjective Norm
Employee

Trust
Perceived
Behavioral Control
Ability

Intention

Intensity

Items

Correlation Coefficient

r table

Status

1

0.854

0.361

Valid

2

0.766

0.361

Valid

3

0.628

0.361

Valid

1

0.812

0.361

Valid

2

0.595

0.361

Valid

3

0.831

0.361

Valid

1

0.705

0.361

Valid

2

0.870

0.361

Valid

3

0.683

0.361

Valid

1

0.817

0.361

Valid

2

0.872

0.361

Valid

3

0.823

0.361

Valid

1

0.711

0.361

Valid

2

0.724

0.361

Valid

3

0.816

0.361

Valid

1

0.866

0.361

Valid

2

0.833

0.361

Valid

3

0.935

0.361

Valid

1

0.930

0.361

Valid

2

0.930

0.361

Valid

3

0.852

0.361

Valid

1

0.765

0.361

Valid

2

0.849

0.361

Valid

3

0.824

0.361

Valid

1

0.881

0.361

Valid

2

0.853

0.361

Valid

3

0.925

0.361

Valid

1

0.884

0.361

Valid

2

0.869

0.361

Valid

3

0.913

0.361

Valid

1

0.946

0.361

Valid

2

0.967

0.361

Valid

3

0.963

0.361

Valid

1

0.943

0.361

Valid

2

0.910

0.361

Valid

3

0.838

0.361

Valid
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Time

1

0.954

0.361

Valid

2

0.908

0.361

Valid

3

0.924

0.361

Valid

4

0.969

0.361

Valid

Reliability Test
Reliability test instruments are used in order to determine the consistency of the instrument as a
measuring tool so that the measurement is considered to be reliable. This reliability test is used a
CronbachAlpha method where an instrument will be more reliable if the alpha coefficient is closer to 1:00 or
if the alpha coefficient is less than 0.60 then the instrument will be considered to be unreliable and vice versa.
In this study, all of the variables employed are considered reliable for further statistical test.
Table 2. Construct Reliability
Variable

Communication

Attitude

Subjective Norm
Perceived
Behavioral Control
Intention

Indicator

Cronbach Alpha

Cut Off

Status

Transparency

0.606

0.6

Empathy

0.603

0.6

Reliable
Reliable

Support

0.603

0.6

Positive Feel

0.768

0.6

Similarity

0.608

0.6

Good

0.852

0.6

Positive

0.887

0.6

Leader

0.742

0.6

Employee

0.861

0.6

Trust

0.867

0.6

Ability

0.955

0.6

Intensity

0.870

0.6

Time

0.955

0.6

Reliable
Reliable
Reliable
Reliable
Reliable
Reliable
Reliable
Reliable
Reliable
Reliable
Reliable
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4. STATISTICAL ANALYSIS AND DISCUSSION
Partial Least Square (PLS) Statistical Analysis

Figure 3. PLS Statistical Analysis
Goodness of Fit Model
The goodness of fit Model is used to determine the ability of the endogenous variables to explain the
diversity of exogenous variables, or in other words to determine the contribution of exogenous variables on
endogenous variables. Goodness of fit model in PLS analysis is performed by using Q-Square predictive
relevance (Q 2). The result of the goodness of fit model that has been summarized is shown in this following
table.
Table 3. Goodness of Fit Model
Variable
R2
Attitude
0.079
Subjective Norm
0.132
Perceived Behavioral Control
0.050
Intention
0.776
Q2 = 1 – ( 1 – R12) ( 1 – R22 )( 1 – R32) ( 1 – R42 )  Q2 = 1 – ( 1 – 0.079) ( 1 – 0.132)
( 1 – 0.050) ( 1 – 0.776)= 0.830
The R-square of attitude variable is 0.079 or 7.9 percent, this indicates that the diversity of attitude
variable could be explained by the communication variable by 7.9 percent, or in other words the contribution
of communication towards the attitude is amounted up to 7.9 percent. Furthermore, the R-square of
subjective norm variable is amounted to 0.132 or 13.2 percent. It shows that the variance of subjective norm
variable is possible to be explained by the communication variable for 13.2 percent, or in other words the
contribution of communication to the subjective norm is 13.2 percent, while the remaining 86.8 percent is
contributed by the other variables that are not mentioned in this study. In terms of PBC, the R-square
accounts for 0.050 or 5 percent. From the data, it could be described that the variance of PBC is explained by
communication up to 5 percent, or in other words the contribution of communication aspects towards the
aspect of perceived behavioral control is amounted up to 5.0 percent, while the remaining 95 percent is
contributed by other variables that are not described in this study. With regard to intention the R-square
accounts for 0.776 or 77.6 percent. It could be indicated that the diversity of intention variable can be
explained by the attitude variable, subjective norm variable, and PBC to 77.6 percent, while the remaining
22.4 percent is contributed by other variables excluded from this study
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5. RESULTS
Significance testing is used to test the influence of exogenous variables on endogenous variables.
Testing criteria state that if the value of t-statistics ≥ t-table (1.96) then it could be specified that there is a
significant influence of exogenous variables on endogenous variables. The results of this significance testing
can be known through Table 4.
Table 4. Test on Significance
Communication

Attitude

0.281

0.126

2.231

Communication

Subjective Norm
Perceived
Behavioral
Control
Intention

0.364

0.100

3.622

0.223

0.115

1.939

0.432

0.177

2.434

Intention

0.229

0.098

2.340

Intention

0.328

0.151

2.169

Communication
Attitude
Subjective Norm
Perceived Behavioral
Control

Hypothesis 1, the influence of communication towards attitude. It is shown in the table above that the
value of T statistics and the relationship between communication to the attitude is amounted up to 2,231. The
result of this test shows that the value of t statistics is greater than 1.96. This means that there is a significant
influence from communication to the attitude and it also has a positive direction. Thus, the first hypothesis
is accepted.
Hypothesis 2, the influence of communication on the subjective norm. Based on the results above, it
can be seen that the value of T statistics of communication and thesubjective norm is equal to 3.622. It shows
that the value of t statistics is also greater than 1.96. This indicates that there is a significant influence of
communication towards subjective norm and it shows a positive direction either. Therefore, hypothesis 2 is
accepted.
Hypothesis 3, the influence of communication towards perceived behavioral control. From the table
above, the value of t statistics relationship between communication to perceived behavioral control is
amounted up to 1,939. This result shows that the value of t statistics is greater than 1.96. By that, there is no
significant influence of communication on the perceived behavioral control. The relationship between
communication and perceived behavioral control has a positive value, but statistically, the value is specified
as an insignificant value. Thus, the hypothesis 3 is partially accepted.
Hypothesis 4 shows the effect of attitude on intention. It can be seen in the table above that the value
of t statistics relationship between attitude and intention is amounted up to 2,434. The result of this test
indicates that the value of t statistics is greater than 1.96. This means that there is asignificant influence in
between the attitude and the intention. According to that, hypothesis 4 is accepted.
Hypothesis 5, the influence of subjective norm towards intention. From the data above, it can be seen
that the value of t statistics relationship between subjective norm and intention is amounted up to 2,340. The
results of these tests show that the value of t statistics is greater than 1.96. This means that subjective norm
has a significant influence towards the intention and it has a positive direction. It can be concluded that
hypothesis 5 is accepted.
Hypothesis 6, the influence of perceived behavioral control towards intention. Based on the test
results shown in the table above, it can be seen that the value of t statistics relationship between perceived
behavioral control towards intention is amounted up to 2,169. It shows that the value of t statistics is also
greater than 1.96. This means that perceived behavioral control gives a significant effect on the intention and
it gives a positive direction. Consequently, hypothesis 6 is accepted.
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6. DISCUSSION
The statistical analysis via the use of PLS in this study indicated several findings. The discussion in this
section implies for every relationship that has been predicted. There are three sequence of statistical
relationship between: (a) communication with the TPB variables (attitude, subjective norm and PBC); (b)
TPB variables with intention; and, (c) direct relationship among communication with intention.
Firstly, the impact between communications with attitude indicated that communication has a
positive impact on the attitude. This means that the better communication delivered among the employees
that operates the business, the better attitudinal outcome that they would likely to possess. Better
communication and message delivery among members within the organization would be able to trigger
positive attitude. In the context of this research, a better-informed and communicative approach undertaken
by the central management to its operative employees in regard to a new organizational technology through
the adoption of e-ticketing would be able to trigger not only their awareness but also a supportive climate in
the organization. Following to what has been written in literature that readiness for change occur when
employees implies positively about the need to change which in turn results in supportive ways to improve
the organization (Armenakis et al 1993; Jimmieson et al 2004). Hence, the finding is linear to what had been
empirically tested in the literature of organizational change.
Secondly, it was indicated that communication has a positive influence on the subjective norm. It is
possible that sufficient communication between members of the organization will in turn shape the
subjective norm of people in the organization. The willingness to comply with the firm’s policy and
managerial strategy is a result of an individual’s option to consciously accept changes in the organization.
Moreover, whether or not an individual accepts the change can only be based on persuasion or environment
where in this case is the boss or co-workers (Jogiyanto 2007). With a pattern of open communication, it will
be easier to accept or affected what superiors or colleagues presented. It is possible that good communication
will have such implications to support or accept the adoption of a new organization technology. In the other
words, the quality of information that occurs allows superiors and colleagues to be able to convince someone
to accept the changes.
In regard to the third relationship between communications with PBC, it was indicated that
communication that exists between the driver and the operations unit or subordinate to the superior or
leader of the bus-line company was sufficient; it was shown by positive sign. Despite of that result, PBC was
statistically insignificant. A probable case for this result is that, an established process of delivering
information from superiors (central management) does not necessarily improve the drivers or operation
units’ knowledge and ability with the new adopted technology in their related position. Since PBC refers to
the perceived ease or difficulty to respond a particular behaviour (Ajzen 1991), it represents the resources
and opportunities viable for an individual to perform a behavior in question (Ajzen 1991). In a previous study
conducted by Sumaedi et al (2015), PBC was utilized to measure the intention for public transport passengers
to reuse the service. The result was PBC did not affect passengers to intentionally reuse the public transport.
Thus, the finding was similar to what is being presented by result in this study. It is possible that subordinates
(bus drivers and operations unit) do not fully understand or less knowledge about shift of technology (the use
of ICT via e-ticketing) that the company is planning to do. As a result of that, either the bus drivers or the
operations unit are probably unaware of the long run benefits of technological shift applied by the company.
In terms of the relationship between TPB construct with intention, this study indicated, attitude,
subjective norm and TPB were significant predictors of intention. It is possible that employees assessment
over the adoption of new technological approach is beneficial for the organization. Further, the positive
attitude influences ones intention to support the changes in the company. In addition to that, an acceptance of
technology-based services can bring such benefit to the company and consumers (Li 2008; Setyowati et al
2015). This result was perhaps unsurprising and considered linear to Jimmieson et al’s (2008) study
assuming that employees’ whose favorable attitude toward an intentional behaviour were more likely to
intend engaging in change and supportive behaviors. Moreover, consistent to other empirical findings
(Ferdous & Polonsky 2013; Crespo & Bosque 2010), this study found that subjective norm and PBC also
predicts the extent to which individuals of a particular organization has the intention to change and adopt
supportive behaviour. Moreover, people who perceived pressure from important referents, and who felt that
they had control to perform the behavior were more likely to intend to engage in change-supportive
behaviors (Jimmieson 2008).
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Limitation of the Research
The present study is realized to experience some difficulties and limitations that include:
1. This study is limited due to number of observation employed as a result of the difficulties in
obtaining volunteer to be the respondents for the survey, particularly in countries, such as Indonesia
2. Although the result seemed robust, nevertheless there are still some avenues to be explored and
optimized further in terms of the variables employed in this study.
3. The lack of theory or prior research, which is related to the communication, that is influenced by the
TPB has made difficulties to synthesize the results of this study with the previous research.
4. This study did not examine the direct and the indirect effect between communication and intention.
In other words, the variable of attitude, subjective norm, and perceived behavioral control is not a
discussion in mediating communication as something that influenced the intention.
5. This study is prospective in nature, and therefore could not provide a specific information as to
which behavior in action is to take place such as: the adoption and the use of information technology
in the company. Furthermore, this study was only able to predict intention rather than providing
information as to which intention proceeds to action.
6. CONCLUSION
Based on the analysis and discussion as well as the linkages of this study, then it can be concluded that:
1. Better communication and message delivery among members within the organization would be able
to trigger positive attitude. In the context of this research, a better-informed and communicative
approach undertaken by the central management to its operative employees in regard to a new
organizational technology through the adoption of e-ticketing would be able to trigger not only
their awareness but also a supportive climate in the organization.
2. The willingness to comply with the firm’s policy and managerial strategy is a result of an individual’s
option to consciously accept changes in the organization.
3. An established process of delivering information from superiors (central management) does not
necessarily improve knowledge and ability with the new adopted technology in related position
and hence, would people in the organization are likely perceive difficulty to intent and behave. This
is a possible cause why communication and PBC were not statistically significant
7. Aligned with other empirical finding that utilizes the TPB construct (Jimmieson et al 2004, 2008;
Crespo & Bosque 2010; Ferdous & Polonsky 2013; Sumaedi et al 2016), this study confirms the
linearity of TPB with intentions to perform a particular behavior regardless of the difference in
emphasis as compared to previous studies.
Suggestion for Future Research
1. The finding in this study indicate that the model explain the diversity of intention variablesthat
accounts for 83 per cent. In other words, the contribution of communication variable, attitude
variable, subjective norm variable, and perceived behavioral control variable towards the intention
of someone is amounted up to 83 per cent, while the remainder of 17.0 percent is contributed by
other variables that are not addressed in this study. Based on that reason, this theoretical modelis
possible to be used in predicting intended actions which will be carried out by addressing other
variables which was not discussed in this study.
2. In this study, the influence of communication to perceived behavioral control is not significant. It
proves that employee communication does not give a great effect on the trust and knowledge of
information technology. This means that there is a dimension in between the employees’
communication that does not give a great effect on the perceivedbehavioral control variable.
Therefore, a further research that discusses the influence of communication needs to be undertaken.
3. Communication contribution to attitude, subjective norm, and perceived behavioral control variables
is still relatively low, it requires other variables that can contribute significantly in order to construct
the theory of planned behavior in future studies.
4. This study neither examined nor discusses the direct effect and indirect effect of communication
towards Intention. Based on that premise, further research should expand this approach to
undertake an examination of both the direct and indirect effect with intention via TPB construct.
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