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ABSTRACT

One of the business models of Cloud Computing that provides internet-based applications, the so-called
Software as a Service (SaaS), allows users to get an easy way because the infrastructure has already been
provided by the application vendor. The many uses of SaaS model among others is on Sales Force
Automation (SFA) application, which is widely used by companies to monitor the performance of the
mobile team serving in the field in order to increase sales/service, and another one which is the focus of this
thesis is the one used in pharmaceutical companies. However, the acceptance of SFA system with SaaS
model on pharmaceutical companies in Indonesia is not too encouraging. Therefore, this study investigated
factors that influence the SFA system with SaaS model on pharmaceutical companies in Indonesia, using
the Technology Acceptance Model (TAM). The variables studied were Perception of Usefulness,
Perception of Ease to Use, Perception of Risk, Perception of Price, Visibility, and Social Influence against
the Attitude towards Using SFA System with SaaS Model. The study took samples from the decision
makers of pharmaceutical companies in the Greater Jakarta and Bandung, with the number of valid
questionnaires of 50 respondents. The results obtained with multiple regression is that the significant
factors influencing the acceptance of SFA system with SaaS model is the Perception of Price factor and the
Social Influence factor, with each test value for p-value Significant coefficients of 0001 and O (p-value
<0.05). The test results also suggested that other factors studied do not significantly influence the attitude
towards the use of the SFA system with SaaS model.
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1. INTRODUCTION based software service is known as Software as a
Service (SaaS).

SFA (Sales Force Automation) is one of the
softwares that is widely used by pharmaceutical
companies, in order to improve team performance
by monitoring the course of the business field,
especially in the process of marketing, sales,
delivery, thus it may help to increase the sales and
service of products to customers. Since the
management has an up-to-minute information need,
it is necessary to have a supporting technology, in
wﬁiczasceorlésb;inn%sthtieclgédo(f:ocrgmgllj?gr tfecchhnnoc:foggﬁ software will be delivered in the form of SaaS in
with internet-based development. The concept of the next 20 years. (Orth, 2010).
cloud computing services that support internet- Unlike in America, Europe, and Asia / Pacific

region, today's SaaS business model has not been

In its development, SaaS business model has
been used by various companies in different parts
of the world in implementing their software. Even
in 2006, information technology research institute
in America, Gartner, Inc. provides predictions that
by 2011, 25% of new business software will use the
SaaS business model; as well as the big software
developer company, Microsoft, which invested to
build a SaaS system; even IBM predicts that all
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widely used by companies in Indonesia in  has been used to predict the acceptance and use of

implementing their software. This is also proofed
by author experience who is member of marketing
and sales team for one of the SFA system products
with the SaaS business model, which found many
obstacles in doing sales of SFA system products
with the SaaS business model to various
pharmaceutical companies in Indonesia.

Among the various factors being a consideration
in the use of SaaS model, which will be studied on
this research are Perception of Usefulness factor,
Perception of Ease to Use factor, Perception of
Risk factor, Perception of Price factor, Visibility
factor, and Social Influence factor. All these factors
contribute to Attitude Towards Using SFA System
with SaaS Model factor. Except Perception of Price
factor, all of these factors are taken from the model
used in The Technology Acceptance Model (TAM)
filed by Davis (1989), based on The Theori of
Reasoned Action (TRA) (Ajzen dan Fishbein, 1980)
to explain the computer usage behaviour (Davis,
1989).

2. LITERATURE REVIEW

Cloud Computing is a technology that uses the
Internet and a centralized remote server, to manage
data and applications. This technology allows the
use of the device much more efficient with
centralized storage, memory, processing, and
bandwidth. Thus, the users of cloud computing may
use the application without doing the installation
and may access the file in another place using the
internet connectivity.

One of the services on cloud computing which
application-based and called Software as a Service
(SaaS) is a business model that uses the Internet as
a service basis, requires no application installation
on the user's computer, and ease of support and
maintenance. Thus users are only pay for leasing
fee to the application provider when using the
application.

Variable investigated were Perception of
Usefulness, Perception of Ease to Use,
Perception of Risk, Perception of Price,
Visibility, and Social Influence, which all these
variables will be calculated each big role against
attitude towards using SFA system with SaaS
model with reference to Attitude towards Using
SFA System with SaaS Model variable.

Technology Acceptance Model (TAM) in Figure
1, built by Davis (1989) based on Reasoned Action
Theory developed by Fishbein and Ajzen (1980),
has been claimed as the most influenced model and

various technology, where TAM has a strength in
the theoretical basis and supported by empirical
research that has been done before (Saga dan
Zmud, 1994).

Perceived
Behavioral

Usefulness \
Intention To

Use

Actual

Attitude
Use
Perceived
Ease of

Use

Figure 1. The Technology Acceptance Model (TAM)
(Source : Davis F.D. (1989))

Therefore, this study also adopted the TAM with
some modifications to test the acceptance of using
the SFA system with SaaS model on
pharmaceutical company in Indonesia.

Perception of
Usefulness
(USF)

Perception of
Ease to Use
[ETU)

Perception of
Risk [RSK)

Attitude Towards
Using 5FA with

SaaS Model
Social

Perception of (AUS)
Influence (SIF)

Price (PRC)

Visibility (VSB)

Figure 2. The Conceptual Model of SaaS Model
Acceptance toward SFA System

Figure 2 illustrates the conceptual model of this
research, which is a modification of the use of
TAM in the selection of the use of SaaS model
towards SFA system on pharmaceutical industry in
Indonesia, in order to measure the factors that have
been mentioned as follows: Perception of
Usefulness (USF) and Perception of Ease to Use
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(ETU), which taken from TAM; Perception of Risk
(RSK) and Visibility (VSB), which taken from
Diffusion of Innovation Theory developed by Roger
Clarke (1999); Perception of Price (PRC) which
taken from Perception of Price Theory developed
by Nagle & Holden (in Pepadri, 1. 2002); and Sosial
Influence (SIF) which taken from Theory of
Reasoned Action developed by Ajzen and Fishbein
(1980).

The purpose of TAM is to explain the deciding
factor in technology acceptance generally, and
TAM has the ability to explain the behavior
between users of technology (SFA system with
SaaS model) with the population of technology
users (SFA system with SaaS model) itself (Davis,
1989), which could be presented that Perception of
Usefulness and Perception of Ease to Use are the
important factors that can determine the actual use
of SaaS technology innovation. Based on this, a
hypothesis that can be drawn:

H1 : The existence of significant effect between
Perception of Usefulness against Attitude towards
Using SFA System with SaaS Model.
H2 : The existence of significant effect between
Perception of Ease to use against Attitude towards
Using SFA System with SaaS Model.

TAM also reviewed the additional factor that
was developed by Roger Clarke (1999) in Diffusion
of Innovation Theory which known to have an
influence on an attitude that leads to the use of SFA
systems with SaaS model. That factor is Perception
of Risk factor which is a common obstacles
encountered in adopting the technology of SFA
systems with SaaS model. Furthermore, the
hypotheses that can be retrieved is:

H3 : The existence of significant effect between
Perception of Risk against Attitude towards Using
SFA System with SaaS Model.

Similarly, price is one of important factors for
consumers in making a decision to conduct the
transaction or not (Engel, Blackwell & Miniard and
Kotler, 2006). Other theories explain the perception
of price is given by Nagle & Holden (2002), that in
fact the consumer in assessing the price of a
product not only from nominal value in absolute
terms, but also through their perceptions of price
(Nagle & Holden, 2002). Likewise, for potential
users when it will decide to use the SFA system
with SaaS model, then the Perception of Price
factor is preferred. Thus, the hypothesis can be
drawn are:

H4 : The existence of significant effect between
Perception of Price against Attitude towards Using
SFA System with SaaS Model.

Theory of Innovation Diffusion (Roger Clarke,
1999) is also a reference for Visibility factor. This
is also strengthened by the definition of visibility
by Dréze and Zufryden (2004) that is the presence
of a range of brand or product in the customer
environment. On the theory and understanding, the
hypothesis can be drawn as follows:

H5 : The existence of significant effects between
Visibility against Attitude towards Using SFA
System with SaaS Model.

According to Theory of Reasoned Action (Ajzen
and Fisbein, 1980), intensity of a person's behavior
is also influenced by social norms about a behavior.
The social norms that lead to a social pressure to
use performance person's behavior, which has an
influence on a norm that is believed or trusted, and
motivation to comply (Ajzen, 1991). In this study
also examined the influence of social norms namely
Social Influence factor, which provides an effect to
use the SFA system with SaaS model. The next
hypothesis is:

H6 : The existence of significant effects between
Social Influence against Attitude towards Using
SFA System with SaaS Model.

3. RESEARCH METHOD

Data collection methods conducted in this
research are surveys and literature study. Sampling
method used in the survey is nonprobability
sampling method by category purposive sampling.
The survey was conducted in pharmaceutical
companies in Indonesia, medium to large scale,
both running as the Government Company
(BUMN), National Company (PMDN), as well as
Foreign Company (PMA), who had never used
SFA system with SaaS model. The survey aimed
for decision-makers within the company, namely
Marketing Manager, Sales Manager, Delivery
Manager, IT Manager, and Director.

Questionnaires distributed to pharmaceutical
companies in the Greater Jakarta and Bandung were
75 questionnaires, with the method of
dissemination via electronic mail and distributing
copies of hardcopy questionnaire. Of 75
questionnaires, 59 (79%) were returned to the
author, with an incomplete questionnaire filling as
many as 9 questionnaires, and the remaining 50
(85%) questionnaires were eligible for analysis.
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Here in Table 1 is the statement item I am worried if the network constraints are
questionnaire of each variable studied, and RSK_4 | notgood will only cause the system to be
used in vain on the field.
respondents were .asked to respopd to the statement I am concerned with using this system it
based on the Likert Scale with a value of 1 RSK_5 | will be difficult to integrate with existing
(Strongly Disagree / STS) to 5 (Strongly Agree / enterprise systems have today.
SS). | am afraid that by moving to this system |
RSK 6 would feel uncomfortable because | already
Table 1. The Questionnaire Items - feel comfortable working with the current
system that.
Code = Statement I'm afraid to invest in this system, the target
Perception of Usefulness RSK_7 | will be added as time jobs can work more
Using the SFA system might improve the efficiently.
USF_1 | efficiency of time and cost of daily I worry when using this system, the results
operations. RSK 8 are not in accordance with the company
Using the SFA system might leave the — expected, on the other hand the company is
USF_2 culture of the working paperless because all investing to use this system.
changes to be an automate system. Perception of Price
USF_3 | Using the SFA system can save time I do not mind the cost of renting over 250
USF 4 Using the SFA system can improve the PRC_1 thousand rupiah; per user per month, if the
- effectiveness of performance. company could increase revenue.
Using the SFA system can simplify work, I think rent 250 thousand rupiahs per user
USF_5 | can be done anytime and anywhere, as long pRC 2 | Permonth is not expensive, because
as get“ng an internet connection. - company does not invest in infrastructure or
USF 6 | Using the SFA system can improve software.
— productivity performance. I think as long as the rent does not exceed
Using the SFA system can improve services PRC_3 200 thousand rup_iahg per user per month,
USF_7 | to customers because all the information then the rental price is still reasonable.
provided in real-time. I will use Saa$S for my company if user per
Using the SFA system can simplify quick PRC_4 month rental _price does not exceed 100
USF_8 decision-making process. thousand rupiahs. _
Using the SaaS model will improve the prc 5 | !think rent SaaS 100 thousand rupiahs per
UsE 9 | efficiency of investment costs (software, — | user per month is quite expensive.
- hardware, human resources) and IT I will use Saa$S for my company if the rent
operations. PRC_6 does not exceed the operating costs we are
Using the SaaS model can support the use used to give to the team on the field.
USF_10 | of IT investment costs for other Visibility
development. Easy for me to know that other companies
Perception of Ease to Use VSB_1 using SFA systems (many companies using
ETU 1 | Using the SFA with the Saas model easily SFA systems). _
— in the implementation process. Easy for me to know that other companies
Using the SFA with the SaaS model can VSB_2 [ using the SaaS model (many companies
ETU_2 | simplify performance because the follow-up using SaaS model).
of work can be done via mobile phones. VSB 3 The company where | worked never use the
Using SFA can provide facilities to access - SaaS model though not for the SFA system.
ETU 3 | various information needed by management I once knew other pharmaceutical
through the reporting of available menus. VSB_4 | companies using SFA systems with SaaS
Using the SaaS model is easier because the model and | understand the copcept of SaaS.
ETU_4 | maintenance system / software is the I'once knew other pharmaceutical
responsibility of the application provider. VSB 5 | companies using SFA systems with the
Using the SaaS model is easier because the - SaaS model but I do not understand the
maintenance of hardware / infrastructure is concept of Saas.
ETUS the res ibility of th licati I have never knew what it was the SaaS
ponsibility of the application VSB 6 \ ] €
provider. - model like before | got this questioner.
Using the SaaS model is easier because it Social Influence
ETU_6 encountered obstacles when the user can I will use the SFA system with SaaS model
call customer service applications provider. SIF 1 if there are other companies (non-
Perception of Risk = pharmaceutical) that | know, ever uses
RSk 1 | !'am worried about data security when using system with SaasS model. i
— transactions via the Internet. I will use SFA system with SaaS model if
I'am worried about the security of data SIF_2 there are other pharmaceutical companies
RSK_2 | stored in a database application provider, using SFA systems with SaaS model.
although there has been legal cooperation. I will use SFA system with SaaS model if
RSK 3 I'am concerned about the use of this system SIF_3 the big pharmaceupcal companies already
= can not be adapted by the team on the field. use SFA system with SaaS model.
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I will use SFA system with SaaS model if

Table 3. Result of Reliability Test

beneficial to the company.

The instrument (questionnaire) is said to be able
to measure what is valid if desired and can reveal
the studied variable data appropriately, using the
validity test which is done by correlating the score /
value of each item with total score / value. Table 2
shows the results of testing of research data
validity, and shows that all variables said that KMO
MSA value is above 0.5 and significant value is
below 0.05, which means that all variables used in
this study are declared valid.

Table 2. Result of Validity Test

Item Group Value
Variable " KMO- .
Quantity MSA Sig
Perception of
Usefulness 10 0.699 0.000
Perception of
Ease to Use 6 0.880 0.000
Pgrceptlon of 8 0783 0.000
Risk
Pe_rceptlon of 6 0.692 0.000
Price
Visibility 6 0.540 0.000
Social Influence 4 0.743 0.000
Attitude
Towards Using
SFA with SaaS 4 0.617 0.000
Model

Reliability Test is an index showing the extent to
which an instrument/gauges can be trusted or
reliable (Singarimbun, 1989). Reliability testing is
carried out to determine the internal consistency of
data research by looking at cronbach alpha
coefficient, which the research instrument that has a
cronbach alpha value greater than or equal to 0.6,
then the statement in the instrument has adequate
reliability or considered reliable (Hair, 2010). Table
3 shows the results of reliability test and all
variables have cronbach alpha value above 0.6,
which means that all the variables used in this study
are considered reliable.

SIF_4 my company have ever been using SaaS . ltem Cronbach
_ model for othr systems.__ Variable Quantity Alpha
Attitude Towards Using SFA with SaaS Perception of Usefulness 10 0.881
model Perception of Ease to Use 6 0.945
I will not use SFA with SaaS model because Perception of Risk 8 0.906
AUS 1 it is not beneficial and not beneficial to the Perception of Price 6 0.723
company. Visibility 6 0.689
| probably will use SFA with SaaS model Social Influence 4 0.818
AUS 2 because it might be useful and might be Attitude Towards Using
profitable for the company. SEA with SaaS Model 4 0.910
I will use SFA with SaaS model because it
AUS_3 \é\g:TI]S:nt;sjeful and will be profitable for the Data analysis method used by author is
I'will definitely use SFA with SaaS model multivariate analysis with dependent model, which
AUS_4 | because it is definitely helpful and definitely is having one dependent variable, and more than

one independent variable, where the dependent
variable is Attitude towards Using SFA with SaaS
Model, and independent variabels are Perception of
Usefulness, Perception of Ease to Use, Perception
of Risk, Perception of Price, Visibility, and Social
Influence. Calculation technique used is multiple
regression technique and calculated with the help of
SPSS software, version 16.0.

4. RESULTS AND DISCUSSION

Hypothesis testing is carried out to find out the
positive influence of each independent variable on
the dependent variable. The null hypothesis (Ho)
and alternative hypothesis (Ha) are prepared as
follows:

Hypothesis #N

HoN : The absence of significant effect between
the independent variable X1 on the dependent
variable Y;

HaN : The existence of significant effect between
the independent variable X1 on the dependent
variable Y; with N=1 dan X1 = Perception of
Usefulness variable, and so on. Hypothesis test is
carried out using multiple regression testing,
ANOVA, and coefficients.

As shown in Table 4 are Multiple Regression
Test Results among the variables studied.

Table 4. Result of Multiple Regression Test

Adjusted ANOVA
Variable R .
Square . Sig
USF, ETU, RSK,
PRC. VSB. SIF 0.498 9.102 0.000

It can be seen that Adjusted R Square value is
0.498, where to find that the independent variables
could explain the dependent variable, Adjusted R
Square value must be above 0.3 or 30%. Thus in
this study independent variables together can
explain the dependent variable. This also explains
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that the conceptual model in Figure 3 can be
accepted.

Similarly to the results of ANOVA testing where
the significant value is 0, which means the
probability value is below the significant statistical
reference value that is 0.05. Thus means that all
independent variables together could influence the
dependent variable.

Results of Coefficients Testing in Table 5 can be
seen that the results are diversed. Provided that the
hypothesis is accepted if the significant value is
below 0.05.

Table 5. Result of Coefficients Test

n =50 Coefficients
. Unstandardized .
Vel Coefficients (B) t Sig
USF -> AUS 0.088 0.668 0.508
ETU --> AUS 0.224 1.305 0.199
RSK --> AUS 0.251 1.734 0.090
PRC --> AUS 0.391 3.455 0.001
VSB --> AUS 0.242 1.340 0.187
SIF --> AUS 0.447 4.080 0.000

Thus the results of hypothesis testing, acceptable
Ha is only on Perception of Price variabel and
Social Influence variabel, which means that both
factors are influencing significantly against Attitude
towards Using SFA system with SaaS Model
factor. While the results of hypothesis testing at the
four other independent variables are not proven to
fail rejected Ho, or can be said that others
independent factors that are Perception of
Usefulness, Perception of Ease to Use, Perception
of Risk, and Visibility, are not influencing
significantly against Attitude towards Using SFA
system with SaaS Model.

In a previous research by Xander Orth in
cooperation with TopDesk consultancy agency
established in Benelux - Europe, a survey of
persons responsible for the use of IT in small and
medium-scale firms (Small-Medium Business) in
the Netherlands was conducted, to find out about
decisions to buy the software (not specific to the
SFA system) with SaaS model. However, the study
did not specifically describe how much influence
each of the factors that plays a role in the decision
to buy software with SaaS model, but it aimed to
find out how much the desire to buy a software
product with SaaS model.

On the whole, | have a positive
attitude towards the purchase of a
Saas tool

Agree 27%

Disagree31%

Figure 3. Result of Xander Orth Research (2010)

| probably will use SFA system with
Saas model because it might be usefull
and might be profitable for the

company
Strongly
Disagree
Strongly Agree /- 4%
4%

Disagree 4%

Figure 4. Result of Study Research (Source : Orth, 2010)

Comparison of results of Orth’s research to this
research can be seen in Figure 3. Result of Xander
Orth research and Figure 4. results of study
research above.

In the study by Orth there is also Perception of
Price factor, whose result of the study found that
50% of respondents think that the price of the
software with SaaS model should be equal to those
offered in the conventional model (on-premise).
The remaining 45% of respondents said that the
software with SaaS model should be less expensive
than the conventional model (on-premise). This is
because of opinions that have been standard in the
community that everything via the Internet should
not be paid, "Everything over the Internet should be
free" - such as those offered by Gmail, Goole apps,
and also Hotmail.
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Therefore, Orth study also claimed that the price
factor is the biggest challenge for SaaS software
provider companies to compete. Orth’s research
results has the same results as this study has, where
the price factor is an important factor for
respondents in choosing to buy or use the software
with SaaS model.

5. CONCLUSION

The test conducted on 50 respondents by using
several independent variables in this research
namely Perception of Usefulness, Perception of
Ease to Use, Perception of Risk, Perception of
Price, Visibility, and Social Influence against
dependent variable Attitude towards Using SFA
with SaaS Model showed diversed results. Test
result on Perception of Usefulness variable,
Perception of Ease to Use variable, Perception of
Risk variable, and Visibility variable, showed that
the four variables do not have a significant impact
against Attitude towards Using SFA System with
SaaS Model variable. The research result for
Perception of Price variable and Social Influence
variable is influencing significantly against Attitude
towards Using SFA with SaaS Model variable.

Thus the purpose of this study obtained is as
follows:

1. Perception of Usefulness factor does not
significantly influence Attitude towards Using
SFA System with SaaS Model, with significant
value of Coefficients Test result of 0.508.

In other words, respondents understand or
realize the usefulness or benefits in using the
SFA system with SaaS model.

2. Perception of Ease to Use factor does not
significantly influence Attitude towards Using
SFA System with SaaS Model, with significant
value of Coefficients Test result of 0.199.

In other words, respondents agree with ease
implementation and maintenance in using the
SFA system with SaaS model.

3. Perception of Risk factor does not significantly

against influence Attitude towards Using SFA
System with SaaS Model, with Significant
value of Coefficients Test result of 0.090.
In other words, respondents are not too worried
about the risk of data security, user adaptation,
and expectations of results in using the SFA
system with SaaS model.

4. Perception of Price factor does significantly
against influence Attitude towards Using SFA
System with SaaS Model, with Significant
value of Coefficients Test result of 0.001.

In other words, respondents object to accept if
the rental price per user per month offered in
using SFA systems with SaaS model is less
competitive (more than one hundred thousand
rupiahs — psychological number of respondents
according to the results research), and tend to
want the rental price to be not higher than the
operational cost that they issued.

5. Visibility factor does not significantly

influence Attitude towards Using SFA System
with SaaS Model, with significant value of
Coefficients Test result of 0.187.
In other words, respondents in using the SFA
system with SaaS model are already familiar
with and they understand the concept of SaaS
model.

6. Social Influence factor does significantly

influence Attitude towards Using SFA System
with SaaS Model, with significant value of
Coefficients Test result of 0.
In other words, the respondents using SFA
system with SaaS model tend to see whether
similar ~ companies  (especially larger
companies) have been using the same business
model or not. The more SFA system with SaaS
model is used by large-scale company, the
more the other company will increase interest
in other (smaller scale) to use it. This is
possible because Indonesian people tend to
apply to imitate or follow the other party, in
adapting something new.

The results of this study ought to be used as an
input and consideration for companies that have
business in providing services with SaaS model
(SFA system in particular, and other software in
general). In order to increase the number of
customers who want to use SFA system with SaaS
model, companies must be able to compete in
wearing rents to prospective customers, because
rents charged each month will be the burden of
operational costs and they must be allocated each
month by the customer.

Through competitive price of rental fee, many
companies will start using SFA systems with SaaS
model, so that the user portfolio of SFA system
with SaaS model will be more and more. This is
important considering the recommendations of the
users in Indonesia have huge influence for other
potential users, because the culture of Indonesian
society is still considering familiarity.

Thus the recommendation of companies that
already use SFA system with SaaS model will be
very beneficial to prospective users as information
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of proven product in the market and for
applications provider / seller (vendor) of SFA
system with SaaS model as a portfolio so that it
helps to increase sales to other prospects.
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