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ABSTRACT

This research aims to study the factors influencing the intention to use the
information service management system. This is quantitative research and apply the
unified theory of acceptance and use of technology and resistance to change ideas.
The study was conducted on a sample group of 191 employees from organizations in
Thailand by distributing questionnaires in electronic form. Then take the data that has
been processed with a statistical program to analyze the relationship of various factors
In the conceptual framework of the research mentioned above.

The research results show that performance expectancy, effort
expectancy, social influence and resistance to change are the factors that influence
the behavioral intention to use ITSM system. However, dispositional resistance to
change including emotional reaction, short-term reaction and cognitive rigidity are the
factors that influence resistance to change except routine seeking. The study also
shows that resistance to change does not influence performance expectancy and effort
expectancy.

The findings of this study can be useful to organizations planning to

implement an information service management system as well as those interested in
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studying the conceptual framework of technology acceptance and use in conjunction

with the concept of resistance to change.
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