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Modeling Employees Behavior Intention
with the Adoption of a Suggestion System
for Lean Initiatives

ABSTRACT

The cost of healthcare in the United States is increasing at a significant rate. A substantial portion of the
increased costs is associated to non-value-added activities in healthcare. For the past two decades, the
healthcare industry has employed lean principles to increase quality and safety measures while reduc-
ing costs. Lean initiatives require extensive employee participation. Capturing employee suggestions is
one way to engage employees in the improvement process. The purpose of this paper is to understand
factors impacting employee behavioral intentions towards using an employee suggestion system (ESS)
called KaiNexus, to facilitate process improvement in a healthcare organization. For this purpose, data
were collected using a questionnaire-based survey distributed among the employees of Mary Gree-
ly Medical Center (MGMC). SmartPLS software was used to analyze the collected data. Results show
that performance expectancy and social influence exerted a significant positive influence on employee
behavioral intentions to use KaiNexus. The variables, effort expectancy and facilitating conditions, on
the other hand, did not have a significant impact on employee behavioral intentions. Findings from
this research will help organizations re-evaluate factors that increase employee participation in process
improvement. An employee suggestion system offers a platform for employees and managers to work
collaboratively on suggestions and reduce non-value-added activities in the daily operational process.

INTRODUCTION

The United States (US) is the highest spender on healthcare in the world; over 17% of the US gross do-
mestic product (GDP) was devoted to healthcare in 2013. Notably, healthcare expenditure within the
United States is 50% greater than the next-highest spender, France (11.6% of GDP), and two times more
than healthcare spending in the United Kingdom (8.8% of GDP) (Squires & Anderson, 2015). One of the
challenges faced by the American healthcare sector is finding methods to reduce medical errors while
increasing quality and maintaining costs. Indeed, in 2010 the Patient Protection and Affordable Care
Act increases pressure on healthcare providers to reduce costs related to healthcare services while im-
proving quality. Consistency with which individual patients obtain desirable health outcomes with their
existing professional knowledge helps measure healthcare quality (Sanfilippo, Bieber, Javitch, & Siegrist,
2015). Markedly, inefficiencies in the care system, not just the higher cost of medical care, contribute
significantly to the overall healthcare cost.

The past decade saw the implementation of lean practices beyond the realm of manufacturing. In the
healthcare sector, lean methodology is aimed at providing quality care at low costs (Graban, 2011). Spe-
cifically, lean principles in healthcare focus on providing quality care, increasing systems efficiency, re-
ducing errors in the process, and making healthcare affordable. Systems efficiency is enhanced when
the people using the system are motivated to work collectively towards the common goal of process
improvement. Thus, lean principles in healthcare increase employee responsibility towards continuous
professional improvement (Simons et al., 2017) in terms of daily responsibilities. Currently, employees
participate in resolving problems without considering waste reduction as a part of their work (Manos,
Sattler, & Alukal, 2006). Unnecessary procedures or bottlenecks in service processes are opportunities to
facilitate improvements (Mann, 2014). Because of their familiarity with organizational procedures, em-
ployees are in the best position to suggest improvements to job activities for organizational advance-
ment (Lindberg & Rosenqvist, 2005). In the healthcare sector, employee involvement can be enhanced
by utilizing the lean management system.

The lean management system is a continuous process improvement methodology that consists of mul-
tiple process improvement systems (Graban, 2011). A suggestion management system helps improve
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organizational performance by focusing employees on continuous improvement through teamwork
and facilitating the use of an employee suggestion system (ESS) (Fairbank, Spangler, & Williams, 2003).
KaiNexus is an ESS used in the healthcare sector to capture employee feedback supporting process im-
provement. In this paper, we use the terms ESS and KaiNexus interchangeably (KaiNexus.com, 2016). It
helps to facilitate process improvements by providing a platform to implement employee suggestions.

The daily improvement program at Mary Greeley Medical Center (MGMC), Ames, lowa, uses the KaiNexus
platform. Before KaiNexus, traditional suggestion boxes (paper-based lock-and-key systems) were used.
This traditional method lacked transparency and failed to foster collaboration in addressing challenges.
MGMC employees felt a lack of control over the suggestion system thus, impeding the hospital’s ability
to capture and implement the best ideas forimprovement. To promote collaboration, transparency, and
faster responses to employee suggestions, MGMC decided to adopt an electronic suggestion system—
KaiNexus. Departments that utilized KaiNexus frequently saw significantly higher levels of improvement
as employees felt heard. Employees were further encouraged to voice their suggestions as they received
updates regarding the progress and impact of their feedback resulting in process improvement. Thus,
KaiNexus played a key role in enabling a culture of continuous improvement at MGMC.

MGMC used KaiNexus to gather employee suggestions and develop collaborative teams to address spe-
cific recommendations and resolve issues. MGMC also used KaiNexus to recognize employees’ efforts.
However, not all the employees were using the system to voice their opinions, so it was in MGMC'’s in-
terest to capture the missing voices to further enhance workplace efficiency. The purpose of this study
was to systematically evaluate employee intentions towards the use of KaiNexus and identify key rec-
ommendations for research and practice on the use of ESS in healthcare. Figure 1 describes the research
outline of the study.

Figure 1. The research outline of the study

\
+ Provide suggestions/opportunities for improvement using the
MGMC Electronic Suggestion Systems to facilitate lean improvements.
Employees )
\
+ Lack of employee participation resulting in lower or
unsustainable lean/continuous improvement.
ESS/KaiNexus
P
+ Study focuses on evaluating employee perceptions regarding the
Ciitinsos use of KaiNexus.
Improvement

THEORETICAL BACKGROUND

This section aims at understanding the role technology plays in enabling process improvements in
healthcare organizations. Process improvement is vital to building a culture of continuous improvement
within the healthcare industry. In the current study, we evaluate how process improvement drives con-
tinuous improvement and facilitates the integration of lean culture. At MGMC this culture was created by
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soliciting and gathering employee suggestions concerning potential improvements in the workplace/
work processes. KaiNexus/ESS provided the platform for employees to document their recommenda-
tions for improvement. The focus of this paper is to understand the behavioral intentions of employees
to facilitate the adoption of KaiNexus.

Process Improvements in Healthcare

The employment of lean management is one method of increasing quality while reducing costs in
healthcare (Garban, 2011). The lean management process, which relies on the continuous improvement
philosophy (Mann, 2014), manifests changes by increasing value for customers through reduction in
non- value-added activities, improving the quality of work, and minimizing process variations. Reduced
lead- time, reduced rework, increased financial savings, increased process understanding, and reduced
inventory are other benefits of the lean approach in healthcare (Simons et al., 2017). Unnecessary or-
ganizational processes (wastes) provide opportunities to facilitate improvements (Graban, 2011; Mann,
2014).

Squandered human potential is one of the significant wastes defined by the lean approach and occurs
when employee engagement towards process improvement is disregarded (Graban, 2011). Because of
employee familiarity with day-to-day operations, they are well-placed to work with others to improve
job activities for organizational advancement (Manos, Sattler, & Alukal, 2006). A suggestion system helps
to improve organizational performance by focusing on the continuous improvement of employees
through teamwork (Zejnilovic, Oliveira, & Veloso, 2012).

An effective ESS takes the process further by helping employees in an organization track the progress
of recommended suggestions (Fairbank et al., 2003). ESS is better than traditional suggestion boxes as
the latter lack clarity, efficiency, and participation from employees in process improvement. Thus, ESS is
increasingly being adopted by the management to improve functions and efficiency as the healthcare
sector experiences rising competition (Graban, 2011). The use of ESS facilitates submission, evaluation,
and implementation of employee ideas while simultaneously saving costs and improving quality (Gar-
ban, 2011). Therefore, the adoption of ESS is advantageous to both the organization and employees (Ze-
jnilovic et al., 2012). The benefits for organizations include reduced costs, increased revenues, better-de-
signed processes, improved quality, increased profits, improved communications, reduced employee
resistance to change, and the implementation of best practices throughout the organization (Fairbank
et al., 2003). ESS can also result in improved morale and cooperation among employees. Tangible re-
wards and non-monetary recognition can often drive employees to use the ESS system.

In recent years, ESS have become widely used tools in healthcare organizations for process improve-
ments. KaiNexus is an example of ESS in the healthcare sector. KaiNexus is an operational improvement
software platform which collects employee suggestions concerning process improvements. The em-
ployees submit their recommendations, and the software platform subsequently facilitates the imple-
mentation of submitted improvement ideas. When employee suggestions are submitted, KaiNexus pro-
vides active notifications to leaders while simultaneously developing collaborative teams to implement
the suggestion. These collaborative teams engage in communication via the platform working on task
completion to ensure employee suggestions are put into practice. Finally, KaiNexus acknowledges the
employees involved in task completion. KaiNexus also measures the time and cost savings engendered
by each suggestion (KaiNexus.com., 2016). However, the success of the KaiNexus platform depends on
its users. Only when users log in and provide suggestions can KaiNexus function effectively.

Lack of employee participation can significantly impede process improvement by failing to shine the
spotlight on potential process refinements or corrections. An effective ESS will provide benefits to the
employees, management, and customers while increasing procedural safety and reducing associated
costs.

The success of ESS depends on each employee taking the time to log in and participate. However, due to
various reasons, individual employees may choose not to access the ESS platform. This research focuses
on understanding barriers to the use of ESS systems among healthcare employees. For this study,

a survey was distributed among MGMC staff who, at the time, had access to KaiNexus for over a year.
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Research Model

Venkatesh, Morris, Davis, and Davis, (2003) proposed a unified model known as Unified Theory of Accep-
tance and Use of Technology (UTAUT), which is based on four core constructs that explain and predict
user behavior toward new technology. UTAUT's four constructs include performance expectancy, effort
expectancy, facilitating conditions, and social influence (Venkatesh et al., 2003).

Effort expectancy (EE) is defined as the amount of effort users expend to use the newly introduced tech-
nology. In the case of KaiNexus, effort expectancy is measured by the amount of effort an employee is
willing to put into learning how to navigate the ESS and how user-friendly they find the ESS platform.
Empirical research shows, effort expectancy is more salient in the early stages of new technology. The
early stage is when significant changes are being made to the technology resulting in hurdles to over-
come.

Performance expectancy (PE) is defined as the degree to which an individual believes that using tech-
nology will help improve their daily performance on the job (Venkatesh et al., 2003). This attribute re-
flects how useful technology is for day-to-day business processes. In terms of KaiNexus, performance
expectancy represents the extent to which employees at MGMC believe that using this new system will
enhance their productivity on a daily basis.

Social influence (S) is defined as the degree to which an individual perceives an increase in the amount
of respect garnered in the community (from friends, family, colleagues, and superiors) due to the use
of the newly adopted technology. In the case of KaiNexus’ adoption at MGMC, social influence was
measured as the extent to which employees perceived feeling more valued by the organization, their
colleagues, and superiors resulting from their use of the ESS.

Facilitating conditions (FC) is defined as the degree to which individuals believe they have access to sup-
port to navigate the system and rectify problems that occur (Venkatesh et al., 2003). In the case of Ka-
iNexus, FC was measured by the degree of technical support provided to MGMC employees when they
encountered issues while using the ESS.

The current study measures the proportion of variance in the behavior intention (Bl) of an employee,
which can be explained by the variables, PE, EE, SI, and FC. It can be hypothesized that all four anteced-
ents will positively influence employee behavioral intentions with regards to the use of KaiNexus. Figure
2 depicts the UTAUT model. Below are listed hypothesis for the model testing.

- Performance expectancy will positively influence the behavior intentions of employees to use
KaiNexus.

- Effort expectancy will positively influence the behavior intention of employees to use KaiNexus.

- Social influence will positively influence the behavior intention of the employees to use KaiNexus.

- Facilitating conditions will positively influence the behavior intention of the employees to use
KaiNexus.

5
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Figure 2. UTAUT research model (adapted from Venkatesh et al., 2003)
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Justification for Employing the UTAUT Model for the Current Study

Several studies have been conducted to evaluate technology acceptance among healthcare employees
by applying the constructs of the UTAUT model. This model is robust and integrates 32 predictor vari-
ables from the eight previous behavior models of technology acceptance into four factors which help
predict intentions to use and usage (Chopra & Rajan, 2016). The UTAUT model is suitable for studying
employee intentions towards the use of technology in both mandatory and voluntary settings. This
model explains approximately 70% of the variance in behavioral intentions and provides exhaustive un-
derstanding as well as predictions of user intentions for using newly instituted technology (Venkatesh
et al., 2003).

Prior studies in healthcare have also utilized the UTAUT model resulting in the achievement of relevant
outcomes. Relevant prior studies are discussed in the next 2 paragraphs. A study on the acceptance of
Information and Communication Technology (ICT) among occupational therapists found that effort ex-
pectancy and compatibility influenced occupational therapists’ usage intentions of ICT (Schaper & Per-
van, 2007). Performance expectancy, social influence, and facilitating conditions had a significant pos-
itive impact on the behavioral intentions surrounding the adoption of home healthcare robots (Alaiad
& Zhou, 2014). Ifinedo (2012) found that usage behavior was significantly affected by effort expectancy,
social influence, compatibility, and facilitating organizational conditions. Furthermore, he found that
performance expectancy did not significantly influence technology acceptance.

Gagnon et al. (2014) studied the adoption of Electronic Health Records (EHR) among physicians and
found, physicians’ intentions to use the EHR was influenced by perceived ease of use, social norms,
and professional norms. In a voluntary setting, Kijsanayotin, Pannarunothai, and Speedie (2009) found
performance expectancy, effort expectancy, and social influence had a significant positive impact on
the adoption of an information technology system in Thailand’s community health centers. A study on
healthcare professionals’ adoption of mobile electronic medical records (EMR) found that healthcare
professionals’ intentions to use the mobile EMR system was affected by performance expectancy and
attitude (Kim et al.,, 2016).

The current study measures user intentions towards accessing the KaiNexus platform. The UTAUT model
is parsimonious in addition to being robust and rigorous, and significant past research in healthcare
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has been conducted using this model. Thus, UTAUT was deemed a relevant model for the current study.
Currently, there is lack of study which measures impact of employee’s participation in lean improvement
where employees use software to provide recommendation/suggestion for improvement. This study
addresses the gap by evaluating a software platform which helps establish the relevance of continuous
improvement in healthcare. Again, continuous improvement can cut down significant costs while in-
creasing safety, employee morale, and productivity.

MGMC employees are given to understand that they have two jobs—their daily job and the job to find
ways to improve their daily work. MGMC has a powerful management vision on continuous improve-
ment; the KaiNexus platform is an essential tool which tracks and manages these improvements. In
summary, KaiNexus provides a platform for employees to recommend suggestions for improvement.
The UTAUT model provides a validated framework for assessing the challenges associated with the use
of KaiNexus. Findings from this study will help identify barriers to the dissemination of the KaiNexus
platform within MGMC and similar organizations. Addressing these barriers will lead to increased use
of KaiNexus, which in turn will facilitate additional lean initiatives. These lean initiatives will potentially
contribute to improved customer satisfaction, reduction in errors, and a decrease in the cost of care.

RESEARCH METHODOLOGY

Instrument Development

A questionnaire-based survey was used for data collection. Previously validated questionnaire items
were adopted to develop the current study’s survey. ESS was used as a catchall term for technology/
software used by employees to provide suggestions, referred to as opportunities for improvement (Ol)
at MGMC.

These questionnaire-based survey items were measured using a seven-point Likert-type scale, ranging
from strongly disagree/dissatisfied (1) to neutral (4) and strongly agree/satisfied (7). The survey con-
sisted of a total of 35 questions with two main sections. The first section of the survey comprised eight
questions related to demographics; the second section included questions pertaining to the major con-
structs (PE, EE, FC, SI, and BI) of the study. Given the exploratory nature of this study and the dearth of
ESS studies in which UTAUT is comprehensively employed to measure employee behavioral intentions,
we limit our report here to validating UTAUT.

Face validity and content validity of the survey questionnaire were assessed through a combination of
participant observation (20+ hours) and in-depth interviews with: (a) five employees who frequently
accessed ESS since the inception of KaiNexus at MGMC, (b) two management personnel involved with
KaiNexus dissemination at MGMC, and (c) one process improvement coordinator in-charge of lean im-
plementation at MGMC. Interviews yielded valuable suggestions for improving the appropriateness and
meaningfulness of questionnaire items that were incorporated into the survey (Neuendorf, 2002).

Data Collection

Internal Review Board approval was sought before distributing the survey to participants at MGMC to
protect the rights and welfare of the employees. Participants were informed about the voluntary nature
of the study and had the option to discontinue at any point. The Qualtrics® Online system was used
for survey distribution among MGMC employees. As all employees used computer- based systems to
accomplish their daily tasks, it was easier for them to fill out an online survey. Data collection was con-
ducted from March 2016-August 2016. Overall, 22% of employees participated, and 268 valid responses
were received.

Participants

Participation in the survey was entirely voluntarily for the employees. Of the respondents, 80.6% were
female, 34% were aged between 45-54 years, 43.6% had a bachelor’s degree, and 27.9% were registered
nurses. Up to 70 % of employees had more than five years of experience at MGMC, and 75.6 % had train-
ing on KaiNexus.
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Data Analysis and Results

The Partial Least Squares (PLS) method, using SmartPLS (SmartPLS [Version 2.0], n.d.), was used for con-
ducting data analysis to measure employee intentions to use the KaiNexus technology. PLS is a Struc-
tural Equation Model (SEM) largely used for technology adoption studies due to its ability to evaluate
the measurement model and the structural model related to the constructs. PLS has fewer restrictions
on scales, sample sizes, and residual distribution (Chin, 1998). The PLS model analysis and interpretation
was done in two stages: (1) assessment of the measurement model by evaluating the reliability and va-
lidity of the items measuring each construct, and (2) evaluation of SEM. This method was adopted to first
establish reliability and validity of the model before drawing conclusions about construct relationships.

For the direct effects model, which measured the effects of PE, Sl, EE, and FC on behavioral intentions
(BI), composite reliability scores of all constructs exceeded 0.8 which exceeds the recommended thresh-
old value of 0.7 (Nunnally, 1978), as shown in Table 1. Composite reliability data indicate that the mea-
sures were robust with regards to internal consistency. Average Variance Extracted (AVE) and construct
correlations measured discriminant validity. AVE for each measure exceeded 0.5, and the square root of
AVE exceeded the off-diagonal construct correlations, consistent with the guidelines of Fornell & Lacker
(1981) as seen in Table 1. This outcome satisfies the discriminant validity of the model.

Table 1: Composite Reliability, AVE, and Discriminant Validity of the Constructs

Composite
Reliability AVE PE EE SI FC BI
Performance
Expectancy (PE) 0.94 0.79 0.89
Effort Expectancy
(EE) 0.96 0.83 0.64 0.91
Social Influence
(SI) 0.91 0.72 0.62 0.55 0.85
Facilitating Condition
(FC) 0.91 0.70 0.49 0.74 0.48 0.82
Behavior Intention
(BI) 0.97 0.91 0.83 0.63 0.62 0.51 0.95

*The square root of AVE is shown in diagonal.

Factor loading provides information on convergent validity. The results show that factor loading on all
the items was > 0.7 (factors with lower factor loading values were dropped, and the model was rean-
alyzed), higher than the threshold value of 0.5 and higher than the cross-loadings (Peterson, 2000) as
shown in Table 2. All the loadings were statistically significant, indicating non-chance relationships with
the factors (Peterson, 2000).
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Table 2: Factor Loading Matrix

PE EE SI EC BI
PE1 0.93
PE2 0.76
PE3 0.94
PE4 0.93

EF1 0.84
EE2 0.89
EE3 0.91
EF4 0.96
EE> 0.95

SIl 0.71
SI2 0.83
SI3 0.92
SI4 0.91

FCl1 0.74
FC2 0.86
FC3 0.90
FC4 0.70
FC5 0.88

BIl1 0.96
BI2 0.97
BI3 0.93

The above results provide a good degree of reliability and discriminant and convergent validities. Sta-
tistical significance of the path coefficients for the direct effects model was assessed by a running the
bootstrap procedure using 500 resamples in SmartPLS (SmartPLS [Version 2.0], n.d.). Figure 3 indicates
that performance expectancy (3 = 0.66, p < 0.05) and social influence ( = 0.12, p < 0.05) had a direct
positive impact on the behavioral intentions of the employees using KaiNexus (R2 = 0.72). The effect of
effort expectancy and facilitating conditions on employee behavioral intentions was not statistically
significant at the 0.05 level.
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Figure 3: Structure model result
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DISCUSSION AND CONCLUSION

The objective of this research was to study employee intentions towards the use of an Electronic Sug-
gestion System (ESS)—KaiNexus—to recommend suggestions for process improvement at the work-
place. The UTAUT model proposed by Venkatesh et al. (2003) was applied to analyze employee inten-
tions concerning the use of KaiNexus. The results show, performance expectancy and social influence
had a significant positive influence on the behavioral intentions of MGMC health care employees with
regards to the use of KaiNexus. Effort expectancy and facilitating conditions, however, did not have a
significant influence on employee behavioral intentions.

Performance expectancy had the strongest effect on employee behavioral intentions among all the ma-
jor determinants. This outcome can be attributed to a strong belief among MGMC employees that using
the KaiNexus software would help improve their performance. This result is consistent with previous
studies that found performance expectancy had a strong effect on behavioral intentions (Venkatesh et
al., 2003; Chang et al., 2007; Yi et al., 2006). Prior studies on the adoption of healthcare robots also found
that employee behavioral intentions with regards to home health care robots was significantly affected
by performance expectancy (Alaiad & Zhou, 2014). The findings of this study truly reflect the participa-
tion motivation among MGMC employees to use KaiNexus for initiating process improvement.

Departmental leaders at MGMC motivated employees to engage in process improvement. This culture
of improvement at MGMC focused employee intentions towards improving their daily processes. MGMC
employees found KaiNexus useful because they could submit their suggestions and track their imple-
mentation, which helped make their jobs efficient. KaiNexus helped in facilitating improvement in a
short time and allowed employees to observe and track the process. When employees saw their sug-
gestions positively impacting the organization and increasing their job efficiency, they were even more
motivated to use the KaiNexus platform for submitting ideas.

Facilitating conditions and effort expectancy did not have a significant influence on the behavioral in-
tentions of the health care employees concerning the use of KaiNexus. In MGMC, 69.4 % of healthcare
employees had more than five-years of experience in the healthcare sector and 43.6 % had bachelor’s
degrees. Thirty-four percent of the employees were aged between 45-54 years. The percentage of em-
ployees who received training on KaiNexus was 75.6 %. These figures imply that since most of the em-
ployees were computer literate, they found KaiNexus easy to work with. Further, the results on facilitat-
ing conditions revealed that the employees did not run into problems while logging suggestions on the
KaiNexus platform, thus, negating the need for technical assistance. Therefore, facilitating conditions
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was not a significant contributor to the behavioral intentions of MGMC’s health care employees. This
result contrasts with the findings of Venkatesh et al., (2003), Chang et al., (2007), and Yi et al., (2006), all
of whom reported that facilitating conditions of technology affected employee behavioral intentions.

Due to ease of use of the KaiNexus software platform and the employees’ prior knowledge and expe-
rience using other software, they did not find the submission of suggestions to be time consuming.
As a result, effort expectancy did not have a significant positive impact on employee intentions to use
KaiNexus.

Social influence had a significant positive influence on the behavioral intentions of the employees con-
cerning KaiNexus. This result is similar to that of Ifinedo (2012), who found that usage behavior was
significantly affected by social influence. MGMC employees depended on their peers’ opinions when
using ESS technology. The MGMC management also significantly influenced employees to submit their
suggestions for continuous improvement via KaiNexus. Each employee was rewarded $10 when the
suggestion they submitted on KaiNexus was implemented. To establish that no suggestion was
considered inconsequential by the management, the reward amount remained fixed.

Findings of this study contribute to the body of research informing lean implementation in the health-
care sector and enhancing the quality of healthcare by increasing employee participation via software
tools such as KaiNexus. These findings provide valuable information for KaiNexus service providers and
administration in healthcare organizations for the successful implementation and accelerated adoption
of technology which will help with process improvement among end users in the context of developed
countries such as the United States.

PRACTICAL IMPLICATIONS, LIMITATIONS, AND FUTURE RESEARCH

The health care industry has significantly higher costs resulting from process waste. Improvement of
those processes is important; however, before initiating the process of improvement, it is vital to under-
stand the aspects in need of improvement. Often employees handling these processes on a daily basis
are in the best position to recommend suggestions for improvements. More often than not, employee
voices are not leveraged due to the lack of proper channels for suggestions, lack of management mo-
tivation, and lack of employee interest. The use of KaiNexus at MGMC is a perfect example of how im-
provement in the organization can be driven by employee beliefs concerning their ability to contribute
to process improvement via recommendation platforms. Thus, the provision of suggestion platforms
(ESS, KaiNexus) to garner employee opinions and the subsequent implementation of valuable recom-
mendations by the organization form the basis of process improvement. Such a mutual partnership
between employees and upper management boosts employee morale and job satisfaction in addition
to increasing customer satisfaction. MGMC utilized lean techniques to institute process improvements,
and tying process improvement to employee feedback has had a significant impact on the satisfaction
levels of physicians, patients, and employees.

Our analysis suggests that users find KaiNexus helpful in improving their job performance and are mo-
tivated to make improvements in their daily tasks. Performance expectancy is affected by access to
resources; hence, MGMC ensured that all employees had access to a computer to provide feedback.
They placed a few spare computers in common areas where employees could easily log on to KaiNex-
us. As KaiNexus enabled transparency through the tracking of idea implementation, employees were
more motivated to provide suggestions. Performance expectancy is impacted by trust in the system and
support from supervisors. MGMC trained department leaders and encouraged them to use KaiNexus,
thus stimulating a culture of improvement within the department and motivating employees to use
KaiNexus.

Recognizing the importance of social influence, we suggested the establishment of a role-model system
to identify KaiNexus champions and highlight their stories in the monthly newspaper. MGMC adopted
this suggestion devoting a section of the monthly newspaper to providing a headshot of the spotlight-
ed employee along with a brief story of the suggestion and implementation process and a link to Ka-
iNexus where that change could be tracked. Each month, two such stories are highlighted, and efforts
are made to ensure that the stories highlighted feature not only savings in terms of money, but also cus-
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tomer satisfaction and time savings. By highlighting all forms of improvement, MGMC is encouraging
employees to think about suggestions on a variety of fronts. Now, MGMC has begun training leaders of
departments that have yet to employ KaiNexus.

The relatively small sample size (N = 268) may be justified in terms of the response rate (22%). Results
may still be subject to self-selection bias, and participating employees may have preconceived notions
regarding the purpose and utility of both the technology and the study. We caution against generalizing
the findings beyond the site studied as substantial differences likely exist between sites. Future work
could focus on the effects of moderating variables such as age, gender, education level, and experience
on employee intentions to use technology. Furthermore, three-way interactions among age, gender,
and experience could also be studied. Trust with technology can significantly impact user intentions in
terms of technology adoption; hence, future studies should also attempt to factor in this information.
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