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Abstract: Nowadays, mobile services are considered the most 

preferred option among students in higher education 

institutions (HEIs). Long term relationship and continuance 

behavior may be different from initial acceptance and 

temporary use. This study aims to understand the factors 

affecting the continuous usage of mobile services among 

Palestinian students in HEIs. The study extends the expectation 

of continuous model into more effective and cognitive factors to 

predict the continuous usage of mobile services in HEIs. The 

proposed research model has developed based on Expectation 

Confirmation Model (ECM-IT) in Information Technology (IT) 

context. ECM-IT research model was extended to comprise 

three independent factors that are perceived ease of use, 

familiarity, and facilitating conditions. 349 students from five 

different Palestinian universities have successfully responded to 

answer the questionnaire. Results show that the proposed 

research model has some modification. Two independent factors 

(i.e. Ease of Use and Familiarity) have been merged. There are 

no significant differences between all student groups even based 

on gender, age, study level, Education Background, and 

universities on all research factors. The new proposed research 

model needs to verify and examine its hypotheses. The initial 

theoretical contribution of this study is that it provides a new 

perspective model to understand students’ post adoption 

behavior with the introduction of the ECM-IT. However, these 

theoretical and practical implications could encourage 

Palestinian HEIs management and mobile developer to pay 

more attention on such factors to keep continuous intention 

usage of mobile services. 

Keywords: Mobile Services in Higher Institutions, Mobile 

Usage Continuous, Cognitive Factors, Expectation-

Confirmation Theory, Mobile Learning. 

I. INTRODUCTION 

Mobile services, and their internet based services, have 
widely emerged to daily life since 1999. Such services 
have been widely used in many areas such as education, 
health, entertainment, marketing, and banking. The 
occasional and sustained usage of such services in higher 
education institutions (HEIs) could encourage students to 
keep in touch with their education environment. As we 
entered 2017, most HEIs are offering some type of mobile 
solutions even in Arab countries [1], [2] or Palestinian 
HEIs [3], [4]. Understanding the students’ relationship 
with the digital technology is important because student 
preference is crucial to his/her motivation and attention to 
their academic work [5]. 

Although their preferences can be driven by technology 
trends, under the right circumstances students are quite 
capable of reflective choices about the technology that 
helps them in education. Long-term usage makes 
Information System (IS) continuance very crucial since its 
success depends on its continuous use rather than first-
time use [6], [7].  

Furthermore, long-term relationship and continuance 
behavior may be different from initial acceptance and 
temporary use. The relationship between a priori user 
expectations, a posteriori evaluations (experiences), and 
key outcomes associated with information systems 
implementations have been a topic of interest for nearly 
three decades [8]. Research on expectation and 
confirmation has also been conducted in other fields, and 
impressive progress has been made in understanding of 
the phenomenon in general and within the Information 
System (IS) context in particular. 

Adopting the Expectation Confirmation Theory [9], 
empirically proved that the decision of IS continuance was 
influenced by the user’s satisfaction with the IS, which 
was a direct result of the confirmation or disconfirmation 
of the user’s expectation. However, students who will 
potentially discontinue using mobile services can be 
identified based on their confirmation/ satisfaction and 
usage level of the mobile services during the initial 
adoption. Several technology acceptance theories such as 
Technology Acceptance Model (TAM) and Expectation 
Confirmation Model (ECM) have been successfully 
utilized. However, these models do not fully explain the 
factors that influence students to continue using specific 
mobile services [7], [10]. This study attempts to fill this 
gap by adopting a new theoretical perspective to 
investigate an emerging mobile service in HEIs. This 
study also expects the findings to provide new insights to 
inform managerial practices in mobile services industry. 

II. CONTINUANCE INTENTION 

The concept of IS continuance has been examined a 

variety of aspects such as incorporation, routinization and 

confirmation [7], [11]. Drawing attention to the 

substantial differences between initial adoption and 

continued usage behavior in information Technology (IT) 

context, ECM was developed and empirically tested for 

IT continuance usage [9]. Nevertheless, ECM-IT had its 

roots in expectancy-confirmation paradigm. The model 

predicts users' intentions to continue using IT with three 

antecedent constructs: user satisfaction with the IT; extent 
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of user confirmation; and post-adoption expectations, 

represented by perceived usefulness. In ECM-IT model, 

perceived performance was not included as the 

assumptions have been made such that the effects of 

perceived performance are already captured by the 

confirmation construct. 

Based on the logic of ECM-IT, confirmation is the 

congruence of the expectation and the actual performance 

[6], [9]. If the actual performance cannot meet the 

expectation, users will feel disconfirmed. If the actual 

performance is better than expectation, users will feel 

satisfied and regarded it as a bonus. IS continuance 

research has moved to the focus from cognition-oriented 

factors to emotional factors other than task-oriented 

systems [7], [12]. 

III. THEORETICAL RESEARCH MODEL AND 

HYPOTHESES 

The research model utilizes ECM-IT as theoretical 

base model (see Figure 1). The research model is shown 

in Figure 2, configured based on nine hypotheses. Next 

sections discuss the theoretical base for each hypothesis. 
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Figure 1: Theoretical base of proposed research model 
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Figure 2: The proposed research model 

 

A. Confirmation, Satisfaction, Perceived Usefulness, 

and Continuance Intention 

 

ECM-IT model shows that while post-acceptance 

usefulness perception continues to influence users’ 

continuance intention, user satisfaction with prior use has 

a relatively stronger effect on the dependent variable. 

User satisfaction, in turn, is determined primarily by 

user’s confirmation of expectation from prior use and 

secondarily by perceived usefulness. Further, 

confirmation also has a significant influence on post-

acceptance perceived usefulness. ECM-IT factors in the 

proposed model have been previously investigated in 

numerous ECM-IT studies [9], [13], and have now 

become well established in the literature of ECM-IT [13–

15]. 

According to ECT, satisfaction depends on the extent 

to which users perceive their initial expectations of a 

service to be confirmed or disconfirmed during actual use 

[16]. Moreover, prior marketing studies have found that 

the higher of the users’ expectation leads to the higher is 

their satisfaction [17], [18]. This implies that 

confirmation of initial expectations of a web-based 

service leads to subsequent satisfaction, while the reverse 

leads to dissatisfaction and discontinuance intentions.  

Satisfaction is generally defined as a positive effective 

state resulting from a global evaluation of performance 

based on past services’ use and consumption experience 

[7]. The ECT suggested that satisfaction with a product or 

service is the primary motivation for its continuance [16]. 

Following the ECM, users’ satisfaction with IT has a 

positive effect on their IS continuance intention. 

Moreover, satisfaction is one of the most important 

concepts in IS services. Ease of use is an important 

determinant of system usage through perceived 

usefulness in TAM [19], [20]. Davis suggests that 

perceived ease of use may actually be a causal antecedent 

to perceived usefulness. Since many studies have 

investigated and reported findings that support TAM, 

details are omitted in this paper. 

However, there is an expectation that these 

relationships to hold in the context of mobile services 

usage for four reasons: First, a student's satisfaction has 

positive influence on student intention to continue using 

mobile services in HEIs. Second, a student's extent of 

confirmation and perceived usefulness are two key 

determinants of satisfaction. Third, perceived usefulness 

is the most important factor in determining students' 

adoption intentions. Finally, the extent of confirmation 

resulting from the usage experiences is hypothesized to 

positively affect perceived usefulness [21], [22]. Hence: 

Hypothesis 1 (H1): Students’ extent of confirmation is 

positively associated with their satisfaction with mobile 

services use. 

Hypothesis 2 (H2): Students’ extent of confirmation is 

positively associated with their perceived usefulness of 

mobile services use. 

Hypothesis 3 (H3): Students’ perceived usefulness of 

mobile services use is positively associated with their 

satisfaction with mobile services use. 

Hypothesis 4 (H4): Students’ level of satisfaction with 

initial mobile services use is positively associated with 

their mobile services continuance intention to use. 

Hypothesis 5 (H5): Students’ mobile services 

continuance intention to use is positively associated with 

their perceived usefulness of mobile services use. 

Hypothesis 6 (H6): Students’ perceived ease of use of 

mobile services is positively associated with their 

perceived usefulness with mobile services use. 

 

B.  Familiarity 

 

Familiarity is defined as “one’s understanding of an 

entity, often based on previous interactions, experience, 

and learning of what, who, how, and when of what is 

happening” [7]. It is affected by quantity of prior 
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interactions and occurs through the repeated interaction 

[23]. Especially, familiarity can be divided into affective 

and subjective familiarity. This study focuses on affective 

familiarity which is a student’s feeling of familiarity. 

Previous IS research has concluded that cognitive 

familiarity has a direct influence on usage. A study [24] 

examined that degrees of familiarity with a specific e-

commerce vendor and its procedures will increase 

people's willingness to purchase products on that vendor's 

website. Psychologists have long observed that repeated 

exposure to a stimuli results in an increase in positive 

effect [7].  

Furthermore, higher level of affective familiarity 

leads to higher level of preference. Since such emotions 

influence for formation and maintaining human 

relationships, affective familiarity would seem to be a 

factor in long-term relationships. Based on these 

arguments, this study anticipates that affective familiarity 

with mobile services in HEIs has positive influences on 

their mobile services continuance intention. Meanwhile, 

familiarity with a mobile service is acquired through 

students’ prior experiences with the services. In general, 

students find IT easier to use if they have more 

experience [24].  

Furthermore, students having an understanding of 

how to use the mobile services as well as knowledge of 

the basic mobile technology usage [25], they will need to 

expend less cognitive effort to utilize it. Hence, this study 

expects that familiarity with mobile services will have 

positive influences on perceived ease of use of the mobile 

services. Hence: 

Hypothesis 7 (H7): Students’ level of familiarity with 

initial mobile services use is positively associated with 

their mobile services continuance intention to use. 

Hypothesis 8 (H8): Students’ level of familiarity with 

initial mobile services use is positively associated with 

their perceived ease of use with mobile services. 

 

C.  Facilitating Condition 

 

Facilitating conditions are defined as the degree to 

which an individual believes that an organizational and 

technical infrastructure exists to support use of the 

system. This definition captures concepts embodied by 

three different constructs: perceived behavioral control, 

facilitating conditions, and compatibility [26]. Each of 

these constructs is operationalized to include aspects of 

the technological and/or organizational environment that 

are designed to remove barriers to use. A study [27] 

explained the theoretical overlap by modeling facilitating 

conditions as a core component of acceptance models. 

The compatibility construct from Innovation 

Diffusion Theory (IDT) incorporates items that tap the fit 

between the individual’s work style and the use of the 

system in the organization. Furthermore, facilitating 

conditions do have a direct influence on usage beyond 

that explained by behavioral intentions alone [26]. Hence: 

Hypothesis 9 (H9): facilitating conditions are 

positively associated with students’ mobile services 

continuance intention to use. 

IV. METHODOLOGY 

 

A survey method was employed since it is most 

successfully adapted to obtain personal and social facts, 

beliefs, and attitude [28]. Items of each factor are adapted 

from previous researches with some minor modifications. 

Questionnaire has two main parts. First part consists of 

demographic data that comprises gender, age, studying 

level, study background, university, and type of mobile 

device. Part two consists of the expectation of continuous 

usage of mobile services as shown in Table 1 below. 

Table 1: Items of each factor 

Factor Items Ref. 

Confirmation 

CONF1: My experience with using 

the university mobile services was 

better than what I expected.  
CONF2: The service level provided 

by the university mobile services was 

better than what I expected.  
CONF3. Overall, most of my 

expectations from using the university 

mobile services were confirmed.  
CONF4: My online tasks experience 

via the university mobile services did 

not meet my expectations. (R)  

Bhattacherj
ee  [29] 

Satisfaction 

SAT1: I am satisfied with my 

decision the university mobile 

services use.  
SAT2: My choice to use the 

university mobile services was a wise 

one.  
SAT3: Overall, this is a good mobile 

service to do university tasks with.  

SAT4: My choice to do my tasks via 
the university mobile services was a 

wise one.  

SAT5: In general, I am satisfied with 
the services provided by the 

university mobile services.  

Bhattacherj
ee  [29] 

Tsai and 

Huang, [30] 

Perceived 

Usefulness 

PU1: Using the university mobile 

services improves my performance in 
accomplishing tasks what I need. 

PU2: Using the university mobile 

services enhances my effectiveness in 
accomplishing tasks what I need. 

PU3: Overall, the university mobile 
services are useful in accomplishing 

tasks what I need. 

PU4: Using the university mobile 
services enables me to access a lot of 

useful information about university 

tasks what I need. 

PU5: Using the university mobile 

services gives me more convenience. 

Davis  [19] 
Bhattacherj

ee  [29] 

Lin, Wu, 
and Tsai 

[31] 

Perceived 

Ease of Use 

PEOU1: It is easy to become skillful 

at using the university mobile 
services. 

PEOU2: Learning to use the 

university mobile services application 
is easy. 

PEOU3: My interaction with the 

university mobile services is clear and 
understandable. 

PEOU4: It is easy to get the 

university mobile services to do what 
I want. 

PEOU5: The university mobile 

services are easy to use. 

Davis  [19] 
Gefen et al., 

[32] 
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Familiarity 

FAM1: I feel familiar with accessing 

and navigating the university mobile 
services. 

FAM2: I feel familiar with 

accomplishing tasks at the university 
mobile services. 

FAM3: I feel familiar with the 

interface presented on the university 
mobile services. FAM4: I feel 

familiar with the terminology 

presented on the university mobile 
services. 

FAM5: I feel familiar with the 

university mobile services.  

Lee and 

Kwon [7] 
Gefen, D., 

Karahanna, 

E. and 
Straub [32] 

 

 

Facilitating 

Condition 

FC1: I have the resources necessary 

to use the university mobile services. 

FC2: I have the knowledge necessary 
to use the university mobile services. 

FC3: The university mobile services 

are not compatible with other 

university online services I use. 

FC4: A specific person (or group) is 

available for assistance with 
difficulties of the university mobile 

services. 

Alzaza, 

2013 [33] 
Venkatesh, 

Morris, 

Davis, and 
Davis [26] 

Continuance 

intention 

CONT1: I intend to continue using 
university mobile services rather than 

discontinue its use. 

CONT2: My intentions are to 
continue using university mobile 

services than use any alternative 

online university services. 
CONT3: If I could, I would like to 

discontinue my use of university 

mobile services. (R) 
CONT4: I consider myself a loyal 

user of university mobile services. 

CONT5: I consider university mobile 
services as my first choice for online 

university tasks. 

Lee and 

Kwon [7] 

Bhattacherj
ee  [29] 

Tsai and 

Huang, [30] 
 

 

A. Study Population and Sample 

A purposive sampling method was used in selecting the 

participants (subjects). Students of Palestinian HEIs 

formed the study participants. Sample size matched the 

criteria of universities population [34]. According to rule 

of Roscoe [35], the sample size could be 10 times the 

number of variables. The present study consisted of eight 

variables. Therefore, following the rule, the minimum 

sample size required is 80.  

420 questionnaires were distributed to students at five of 

palestinian higher education institutions in Gaza. The 

universities were Islamic University of Gaza (IUG), Al-

Quds Open University (QOU), Al-Azhar University–

Gaza, University of Palestine (UP), Al-Aqsa University. 

The analysis of the survey results is presented based on a 

valid response of 349 respondents from the five 

mentioned universities with 83% of response rate. The 

sample size appears to be adequate and response rate 

obtained from students as respondents in higher education 

environment [36]. 

 

B. Profile of the Respondents 

While (45%) of the respondents are males, majority 

(55%) of the respondents are Females. Most of the 

respondents are young, where 65.9% are aged between 20 

and 25 years, 27.2 are aged less than 20 years. However, 

4.5% are between 26-30 years and only 1.4 is aged more 

than 30 years old.  

It is not surprising that majority (97.1%) of 

participants were in Bachelor level. This is reflecting the 

current practice of learning facilities in HEIs. However, 

master degree was 2.9% that is come from focusing of 

this study on graduate and posts graduate institutions not 

the diploma level.  

Despite Science background (such as Engendering, 

Information Technology, Medical) and Art Studies 

background (such as Languages, Law, History, 

Education, Religious) made up the largest groups of 

respondents 48.4% and 40.4%, respectively; Business 

(such as accountancy, Finance, Management) were only 

11.2%. Furthermore, 35.5% of respondents were in last 

year of study while 25.2% were in third year. First level 

represent 20.9% and second level 18.3%. Respondents’ 

distribution on the five Palestinian HEIs is shown in table 

2 below. 

Table 2: Participants Universities 

University Name No. % 

Al-Aqsa 57 16.33 

UP 87 24.93 

IUG 65 18.62 

QOU 68 19.48 

Al-Azhar 72 20.63 

Total 349 100.00 

 

77.1% of the participants declared that they own a 

smart phone and 22.3% own normal (conventional) 

mobile, while only 0.6% declared they do not have a 

mobile phone at all. 

To conclude, the above discussions indicate that the 

sample of this study does not deviate significantly from 

the general population and the sample is therefore 

deemed representative of the population of interest. 

 

V. FINDINGS 

A. Mobile Services Usage 

Participants were also asked about their usage of the 

available university mobile services. They asked to 

reflect their actual usage based on 5 Likert scale that start 

from (1) low to (5) high usage. Respondents expressed 

that Exams Results is the highest rank with (72.49%) 

weight followed by Calendar/Timetable (70.66%). 

However, Library Services and other Campus Services 

have the lowest ranks with weights 56.91% and 54.96%, 

respectively. The result indicates that students more 

active with mobile services that closely to their classes 

and study subjects. Table 3 shows the mobile services 

usage among the students.    

Table 3: Usage of university mobile services 

Mobile Service Sum Mean 
% 

Weight 
Rank 

Exams Results 1265 3.625 72.49 1 

Calendar/Timetable 1233 3.533 70.66 2 
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Mobile Service Sum Mean 
% 

Weight 
Rank 

Alert System 1156 3.312 66.25 3 

Admission Status 1136 3.255 65.10 4 

Course Registration 1101 3.155 63.09 5 

Finance (e.g., financial 

statement and balance) 
1059 3.034 60.69 6 

Library services 993 2.845 56.91 7 

Campus Facilities 959 2.748 54.96 8 

 

B. Validity and Reliability Testing 

Most of the items used to measure the variables have 

been adopted from the literature. Even though the 

adopted measurements have been confirmed of its 

discriminate and convergent validity, it is felt necessary 

to re-examine the validity of these measures. This is 

because this study is undertaken in Arabic and Palestinian 

context which may be different from other countries. The 

existing literatures on continues intention usage of mobile 

services  have been done in other countries, particularly 

in the west-countries where the environment and culture 

are entirely different from Palestine. 

In order to ascertain whether the measurements used 

in this study have construct validity, that is, measure what 

they are supposed to measure, exploratory factor analysis 

was conducted on all items. Factor analysis was based on 

Principal Component Method (PCA) with Varimax 

rotation for all components. The results for each factor 

analysis conducted are summarized in Table 4. From the 

output, measures of the proposed model’s factors, 4 

factors with eigenvalues more than 1. These 4 factors 

captured 60.99% of the total variance of the factors. 

However, participants consider that both factors Ease of 

Use and Familiarity represent the same orientation. This 

could lead to merge both factors with a new factor named 

Familiarity and Ease of Use [28] [29]. 

Table 4: Factor Loading of the expectation of continuous usage 

Item 

Factor Loadings of the 

Components 

1 2 3 4 

The university's mobile services are 

easy to use. 
.757    

I feel familiar with the university's 
mobile services. 

.723    

My interaction with the university's 

mobile services is clear and 

understandable. 

.712    

I feel familiar with the terminology 

presented on the university's mobile 

services. 

.698    

I feel familiar with accomplishing 
tasks at the university's mobile 

services. 

.696    

I feel familiar with the interface 
presented on the university's mobile 

services. 

.695    

It is easy to get the university's 

mobile services to do what I want. 
.663    

I feel familiar with accessing and 

navigating the university's mobile 

services. 

.627    

Learning to use the university's 
mobile services application is easy. 

.590    

Item 

Factor Loadings of the 

Components 

1 2 3 4 

It is easy to become skillful at using 
the university's mobile services. 

.402    

Using the university's mobile 

services improves my performance 

in accomplishing tasks that I need. 

 .786   

Using the university's mobile 

services enables me to access a lot of 

useful information about university 
tasks that I need. 

 .786   

Overall, the university's mobile 

services are useful in accomplishing 

tasks that I need. 

 .756   

Using the university's mobile 

services enhances my effectiveness 

in accomplishing tasks that I need. 

 .741   

Using the university's mobile 

services gives me more convenience.  
 .710   

My choice to do my tasks via the 

university's mobile services was a 
wise one. 

  .740  

My choice to use the university's 

mobile services is a wise one. 
  .704  

I am satisfied with my decision in 
using mobile services at the 

university .  

  .693  

In general, I am satisfied with the 
services provided by the university's 

mobile services. 

  .657  

Overall, this is a good mobile 

service to do university tasks with. 
  .651   

The university's mobile services are 

not compatible with other university 

online services I use. 

   .738 

A specific person (or group) is 
available for assistance with 

difficulties of the university's mobile 

services. 

   .622 

I have the necessary knowledge to 

use the university's mobile services. 
   .552 

I have the necessary resources to use 

the university's mobile services. 
   .491 

% of variance 60.99 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy .936 

Bartlett's Test of Sphericity: Approx. Chi-Square 4623.208 

Df 276 

Sig .000 

 

Measuring the constructs of Table 5 below 

summarizes the reliability test of all measures after factor 

analysis has been done. The Cronpach Alphas of the 

measures were all comfortably above the lower limit of 

acceptability that is α >= .6 [38]. Hence, all the measures 

were highly reliable. 

Table 5: Reliability Coefficients for all the variables 

Variable # of Items Reliability 

Confirmation (CONF) 4 .604 

Satisfaction (SAT) 5 .848 

Perceived Usefulness (PU) 5 .897 

Perceived Ease of Use and Familiarity 

(PEOUandFAM) 
10 .910 

Facilitating Condition (FC) 4 .608 
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C. Descriptive statistics 

Descriptive statistics for the final list of variables of 

the study are shown in Table 6. Scale measurements used 

is a five-point Likert scale. The ranges of 5 point Likert-

scales were categorized into equal sized categories of 

low, moderate, and high. Therefore, scores of less than 

2.33 [4/3 + lowest value (1)] is considered as low; scores 

of 3.67 [highest value (5) - 4/3] is considered high; and 

those in between considered moderate. 

Mean values for all variables fall in the range of 2.97 

and 3.61. Indeed, respondents are generally moderate in 

all variables towards the expectation of continuous usage 

of mobile services. However, with standard deviation of 

all variables are fall in the range .81 and .96, it indicates 

that statistically, the variation of Confirmation, 

Satisfaction, Perceived Usefulness, Perceived Ease of 

Use & Familiarity, and Facilitating Condition among 

respondents are high. 

Table 6: Descriptive Statistics for All Variables 

Variable M SD 

Confirmation 2.9785 .81401 

Satisfaction 3.5026 .96091 

Perceived Usefulness 3.6149 .95400 

Perceived Ease of Use and Familiarity 3.4358 .86967 

Facilitating Condition 3.1862 .83523 

 

In light of the factor analysis results, some 

amendments have to be made to the statement of 

hypotheses stated earlier then update the proposed 

research model (see Figure 3). The hypotheses tested in 

this study are as follow: 

H1: Students’ extent of confirmation is positively 

associated with their satisfaction with mobile services 

use. 

H2: Students’ extent of confirmation is positively 

associated with their perceived usefulness of mobile 

services use. 

H3: Students’ perceived usefulness of mobile 

services use is positively associated with their satisfaction 

with mobile services use. 

H4: Students’ level of satisfaction with initial mobile 

services use is positively associated with their mobile 

services continuance intention to use. 

H5: Students’ mobile services continuance intention 

to use is positively associated with their perceived 

usefulness of mobile services use. 

H6: Students’ perceived ease of use and familiarity 

of mobile services is positively associated with their 

perceived usefulness with mobile services use. 

H7: facilitating conditions are positively associated 

with students’ mobile services continuance intention to 

use. 
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Figure 3: The New proposed research model 

 

One of the important steps in data analysis is to 

understand the dimension of the variables in the proposed 

model or the relationships in empirical research [38]. In 

other words, factor analysis is conducted to identify the 

structure of interrelationship (correlation) among a large 

number of items. This is done by defining common 

underlying dimensions, known as factors [38]. The cut-

off point chosen for significant factors loading will be 

(.30), which is suggested by Hair et al. [38]. 

T-test was conducted to explore the impact of 

gender, age, study level, Education Background, and 

universities groups on levels of all measurements and to 

find if there a significant differences between groups of 

students on Confirmation, Satisfaction, Perceived 

Usefulness, Perceived Ease of Use & Familiarity, and 

Facilitating Condition. However, results indicate that 

respondents with different gender, age, study level, 

Education Background, and universities are found to 

perform similar level of all adoption variables. 

 

VI. CONCLUSION 

 

Nowadays, mobile services are interesting and are 

considered to be very recent addition as a new vital 

platform for the Palestinian higher education 

environment. Understanding the expectation-experience 

gap and its implications for technology use will be of 

great value to both research and practice. Nevertheless, 

Student’s perspective is very important to investigate the 

use behavior of mobile services’ in the HEIs. The 

proposed research model was developed based on ECM-

IT. ECM-IT research model was extended to comprise 

perceived ease of use, familiarity, and facilitating 

conditions. These new factors could explain why students 

continuously continue use specific mobile services. 

Results show that the proposed research model has some 

modification. Two independent factors (i.e. Ease of Use 

and Familiarity) have been merged. There are no 

significant differences between all student groups even 

based on gender, age, study level, education background, 

and universities on all research factors. The new proposed 

research model needs to verify and examine its 

hypotheses. However, these theoretical and practical 

implications could encourage Palestinian HEIs 

management and mobile developer to pay more attention 

on such factors to keep continuous intention usage of 
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mobile services. Indeed, the initial theoretical 

contribution of this study is that it provides a new 

perspective model to understand students’ post adoption 

behavior with the introduction of the Expectation 

Confirmation Model (ECM-IT) in the Information 

Technology (IT) context. 
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