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Abstract

This study investigates the role of technology integration in shaping public satisfaction with
police services in Malaysia, with trust examined as a mediating factor. Drawing on the
Technology Acceptance Model (TAM) and Institutional Trust Theory, the research
conceptualises satisfaction as a functional and relational outcome, determined by the
efficiency of digital tools and the degree to which policing institutions are perceived as fair
and trustworthy. Data were collected from 417 respondents residing in Klang Valley, the
country's most urbanised region, using a survey administered via social media platforms. The
Technology Integration, Trust, and Public Satisfaction constructs were measured with
validated scales and analysed using Partial Least Squares Structural Equation Modelling (PLS-
SEM). The results show that technology integration significantly enhances public satisfaction
and strengthens institutional trust. Trust, in turn, strongly influences satisfaction and partially
mediates the relationship between technology and satisfaction. The findings suggest that
while digital policing reforms improve efficiency and accessibility, their impact on satisfaction
is magnified when supported by citizens' trust in the police. The study extends theory by
integrating TAM and Institutional Trust Theory in a non-Western policing context. It also
offers practical implications for police organisations and policymakers, emphasising the
importance of designing citizen-centred digital platforms, training officers to use technology
transparently, and embedding reforms within broader accountability frameworks. By
situating Malaysia within wider international debates on digital policing, the study highlights
that technology and trust must advance together to secure meaningful public satisfaction.
Keywords: Technology Integration, Institutional Trust, Public Satisfaction, Malaysian Policing,
Digital Policing

Introduction

Technology integration into policing has emerged as one of the most significant
developments in contemporary law enforcement. Across the globe, digital platforms and
technological innovations are increasingly deployed to improve police effectiveness,
strengthen accountability, and enhance public trust. Such technologies range from body-
worn cameras, predictive policing algorithms, and artificial intelligence applications to online
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crime reporting systems and mobile applications for public engagement. These innovations
are promoted as mechanisms to modernise policing, reduce inefficiencies, and address
citizens' rising expectations for responsive and transparent services (Jonathan-Zamir et al.,
2024).

In many jurisdictions, technology is framed as a critical enabler of legitimacy. For instance, in
the United States and the United Kingdom, body-worn cameras have been linked to
improvements in citizen confidence and reductions in complaints when deployed
transparently (Reisig & Trinkner, 2024a). In Australia and Canada, predictive policing systems
have been introduced to optimise resource allocation, although debates continue about
potential biases in algorithmic decision-making (Elphick et al., 2021). These examples
highlight a broader trend: while technology can enhance service quality, its success depends
on how it is embedded within institutional frameworks and interpreted by the public.

In Asia, digital policing reforms have gained traction in recent years. Singapore has pioneered
innovative surveillance systems and mobile platforms allowing citizens to report crimes and
receive real-time updates (Woods et al., 2025). China has rapidly expanded the use of artificial
intelligence, facial recognition, and big data analytics in policing, with efficiency gains and
widespread concerns regarding privacy and accountability (Li, 2024). India has introduced
mobile policing applications and online platforms to improve accessibility, though success
varies depending on levels of institutional trust and infrastructure (Murphy, 2025). These
developments underline that technology is not a neutral tool; institutional trust, cultural
norms, and socio-political contexts condition its meaning and impact.

Malaysia provides a particularly relevant setting for examining the intersection of technology,
trust, and satisfaction. As part of the Government Transformation Programme (GTP), the
Royal Malaysia Police (RMP) introduced several digital reforms under the National Key Results
Areas (NKRA), aimed at reducing crime and enhancing service efficiency (Siddiquee, 2014).
These initiatives included online crime reporting systems, digital databases, and mobile
platforms intended to improve responsiveness and accessibility. Faizal et al. (2025) emphasise
that such reforms are central to modernising police services in line with global trends.
However, questions remain about how the public perceives these innovations (Yahya et al.,
2024). While digitalisation may increase efficiency, public satisfaction ultimately depends on
whether citizens trust the police to use technology transparently, fairly, and with
accountability.

Trust is especially salient in the Malaysian context. Public confidence in the police has
historically been influenced by concerns regarding accountability and responsiveness
(Skogan, 2009). Surveys and independent reports have suggested that while citizens
appreciate reforms designed to improve service delivery, scepticism persists when practices
are viewed as opaque or politically influenced. In such circumstances, the adoption of new
technologies may generate mixed responses. On one hand, citizens may welcome digital tools
that enhance accessibility and convenience. On the other hand, without trust, these same
tools may be interpreted as surveillance and control mechanisms, thereby undermining
satisfaction.
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Theoretically, the relationship between technology and satisfaction can be understood
through the Technology Acceptance Model (TAM), which identifies perceived usefulness and
ease of use as central predictors of adoption (Davis, 1989; Venkatesh et al., 2003). In policing,
TAM suggests that citizens are more likely to evaluate digital reforms positively if they believe
these tools genuinely improve service quality and are simple to use. However, TAM alone
cannot fully explain why citizens remain sceptical of technological innovations even when
their functional benefits are clear. Institutional Trust Theory offers a complementary
perspective, emphasising that public evaluations are shaped by perceptions of fairness,
transparency, and legitimacy (Sunshine & Tyler, 2003; Tyler, 1990). From this perspective,
trust mediates the relationship between technology and satisfaction: when trust is strong,
technology is more likely to be perceived as a genuine improvement in service delivery; when
trust is weak, it may be seen as intrusive or ineffective.

The present study builds upon these theoretical insights by focusing specifically on the
context of Malaysian policing. The analysis centres on two hypotheses: (i) that technology
integration has a significant positive effect on public satisfaction with police services, and (ii)
that trust mediates this relationship. By testing these hypotheses, the study makes three
contributions. First, it extends the application of TAM to policing in a non-Western context,
where cultural and institutional factors shape technology adoption differently. Second, it
integrates TAM with Institutional Trust Theory, demonstrating that functional and
institutional perspectives are necessary to explain satisfaction. Third, it enriches the literature
on policing in Asia, which remains underrepresented compared to Western democracies.

The empirical analysis draws on survey data from 417 valid responses in Klang Valley,
Malaysia, analysed using Partial Least Squares Structural Equation Modelling (PLS-SEM). The
findings confirm that technology integration significantly enhances public satisfaction and
that trust partially mediates this relationship. These results highlight that digital reforms in
policing cannot be evaluated in isolation from institutional trust. While technology can
improve satisfaction directly, its impact is amplified when citizens perceive the police as
transparent, fair, and legitimate.

Accordingly, this article is structured as follows. Section 2 reviews the literature and develops
the hypotheses. Section 3 outlines the methodology, including data collection and analytical
techniques. Section 4 presents the results of the empirical analysis. Section 5 discusses the
findings concerning existing research and outlines their theoretical, practical, and policy
implications. Section 6 concludes by summarising the main contributions and suggesting
directions for future research.

Theoretical Background

Technology Integration in Policing

Technology integration in public services has become central to the transformation of
governance in the twenty-first century. In policing, technology integration refers to adopting
digital platforms, online systems, and mobile applications designed to improve service
delivery, enhance efficiency, and foster closer connections between law enforcement
agencies and citizens (Ekaabi et al., 2020a). Such innovations are intended to increase
accessibility, reduce bureaucratic barriers, and support more transparent communication.
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In practice, technology integration in policing encompasses a wide range of tools. These
include online crime reporting portals, computer-aided dispatch systems, predictive crime
mapping, digital databases, mobile police applications, and body-worn cameras. Their
promise makes policing more citizen-centred by streamlining interactions between officers
and the public. For example, online reporting enables citizens to file complaints without
visiting a station, while mobile applications provide direct channels for information
dissemination and feedback (Jonathan-Zamir et al., 2024).

The Technology Acceptance Model (TAM) provides a theoretical foundation for examining
public reactions to such reforms. Developed by Davis (1989), TAM argues that technology
adoption is determined by two key perceptions: perceived usefulness, defined as the belief
that a technology improves task performance, and perceived ease of use, defined as the belief
that it is free from effort. Later extensions of TAM incorporated social influence and
facilitating conditions (Venkatesh et al., 2003), recognising that contextual factors shape
adoption beyond individual perceptions.

In policing, TAM suggests that citizens are more likely to embrace technology when they
perceive it enhances service quality and is simple to use. This statement is supported by
empirical research. Ekaabi et al. (2020b) reported that digital service platforms in the United
Arab Emirates were associated with higher satisfaction when citizens believed them efficient
and user-friendly. Jonathan-Zamir et al. (2024) found that body-worn cameras in Israel
improved satisfaction when the public viewed them as helpful in ensuring accountability.
These findings underscore the relevance of TAM for explaining public evaluations of policing
innovations.

Malaysia has invested in digital policing as part of the National Key Results Areas (NKRA) under
the (Siddiquee, 2022). Initiatives such as online crime reporting and mobile platforms have
been introduced by the Royal Malaysia Police (RMP) to improve responsiveness and reduce
crime. Nevertheless, the extent to which these innovations enhance satisfaction depends on
whether citizens perceive them as valuable and accessible. Building on TAM, this study posits
that technology integration should have a direct positive effect on satisfaction.

H1: Technology integration significantly predicts public satisfaction with police services.

Public Satisfaction in Policing

Public satisfaction is widely recognised as a key outcome measure in evaluating the
performance and legitimacy of police organisations. It reflects the extent to which citizens
perceive that their expectations of police services are met and whether their interactions with
officers are fair, responsive, and respectful (Sunshine & Tyler, 2003; Yesberg et al., 2024). In
policing, satisfaction goes beyond a narrow service quality assessment and encompasses
broader judgments about legitimacy, fairness, and institutional trust.

Scholars have argued that satisfaction is multidimensional, shaped by instrumental and
relational factors. Instrumental factors relate to the efficiency and effectiveness of service
delivery, such as timely response, accessibility of services, and problem-solving capacity
(Reisig and Trinkner 2024). Relational factors, by contrast, concern how individuals are
treated during encounters, particularly with respect to procedural fairness, dignity, and
transparency (Tyler, 1990). Studies consistently show that both dimensions influence
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satisfaction, though relational concerns often outweigh instrumental ones in shaping overall
evaluations of the police (Sunshine & Tyler, 2003).

In Malaysia, public satisfaction with the police has been a focal point of governance reforms.
Initiatives under the National Key Results Areas (NKRA) sought not only to reduce crime but
also to improve perceptions of the Royal Malaysia Police (RMP) as responsive and citizen-
centred (Siddiquee, 2014). However, independent studies have highlighted persistent
concerns regarding accountability, transparency, and responsiveness (Abdullah et al., 2022).
These concerns underscore that satisfaction cannot be achieved through efficiency alone; it
requires sustained efforts to build trust and legitimacy.

Technology integration is increasingly promoted to improve satisfaction by enhancing service
delivery. Digital tools like online reporting portals, mobile applications, and digital databases
are designed to reduce barriers and provide citizens with more accessible and responsive
services. When effective, these platforms can increase satisfaction by demonstrating that the
police are modern, efficient, and aligned with citizen needs (Ekaabi et al., 2020a). However,
satisfaction is not determined by functionality alone. The manner in which technology is
deployed and the degree to which it aligns with citizens' expectations of fairness and
accountability are equally critical.

International evidence illustrates this dynamic. In Western contexts, digital reforms such as
body-worn cameras and online reporting systems have improved satisfaction when used
transparently and fairly (Jonathan-Zamir et al., 2024). Conversely, satisfaction may decline
despite efficiency gains in contexts where technology is perceived as intrusive or biased
(Elphick et al., 2021). In Asia, satisfaction levels vary according to institutional trust. In
Singapore, high trust has amplified the positive effects of digitalisation (Woods et al., 2025),
whereas in China and India, satisfaction with digital policing is mixed, reflecting broader
scepticism about institutional accountability (Li, 2024; Murphy, 2025).

The Malaysian case demonstrates a similar complexity. Citizens may welcome reforms that
make policing more efficient, but satisfaction ultimately depends on trust in the institution
implementing them. It underlines that public satisfaction is not merely a by-product of service
improvements but a reflection of broader legitimacy evaluations. Accordingly, the present
study positions public satisfaction as the dependent variable that captures the overall
outcome of technology integration, mediated by institutional trust.

Institutional Trust and Public Satisfaction

Trust has long been recognised as central to citizen evaluations of public institutions. In
policing, trust refers to the belief that officers and organisations will act reasonably,
transparently, and in the community's best interests (Sunshine & Tyler, 2003; Tyler, 1990). It
encompasses perceptions of competence, integrity, and benevolence. High levels of trust
encourage citizens to cooperate with the police, comply with the law, and evaluate services
more positively (Murphy, 2025).

The relevance of trust is particularly evident in contexts where institutional legitimacy cannot

be assumed. In Malaysia, public confidence in the police has been shaped by concerns
regarding accountability, transparency, and responsiveness (Hassan & Abdullah, 2018). While
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reforms under the NKRA aim to improve service delivery, citizens may remain sceptical unless
they believe that the police will use technology responsibly and fairly.

The literature highlights that technology can affect trust in both positive and negative ways.
On one hand, digital platforms can signal competence and transparency, thereby building
trust (Reisig and Trinkner 2024). For instance, online reporting systems that provide timely
feedback may demonstrate organisational responsiveness. On the other hand, technology
may undermine trust if perceived as intrusive or biased. Elphick et al. (2021) argue that
surveillance technologies may erode confidence if citizens believe they prioritise control over
service.

Accordingly, trust can be conceptualised as a mediator between technology integration and
satisfaction. Technology may improve satisfaction directly by enhancing efficiency, but it also
improves satisfaction indirectly by fostering trust. When citizens trust the police, they are
more likely to interpret digital reforms as legitimate and beneficial.

H2: Trust mediates the relationship between technology integration and public satisfaction.

Comparative Perspectives: Western and Asian Contexts

A comparison of Western and Asian contexts reveals that institutional environments shape
the relationship between technology, trust, and satisfaction. In Western democracies, digital
technologies are often framed as accountability mechanisms. For example, body-worn
cameras in the United States and the United Kingdom have been linked to higher satisfaction
when they promote transparency (Zolkepli, 2024). Predictive policing has also been positively
received when safeguards against bias are implemented (Jonathan-Zamir et al., 2024).

In Asia, the picture is more complex. Singapore's digital policing platforms have been widely
accepted due to high institutional trust (Woods et al., 2025). In contrast, despite efficiency
gains, China's extensive surveillance and artificial intelligence use have raised privacy
concerns (Li, 2024). India presents a mixed case, where mobile policing applications have
improved reporting, but their success depends on local trust levels (Murphy, 2025).

Malaysia shares features of both trajectories. Like Singapore, it has embraced digitalisation
as part of a broader governance agenda. However, like India and China, it faces challenges of
public trust. The mediation effect hypothesised here reflects this context: while technology is
expected to improve satisfaction, its impact is contingent on levels of trust.

Conceptual Framework

Drawing on TAM and Institutional Trust Theory, the study conceptualises technology
integration as influencing public satisfaction directly and indirectly through trust. Figure 1
illustrates this framework, adapted from the thesis conceptual model, focusing on the
Technology Integration (TI) — Trust (TR) — Public Satisfaction (PS) pathway. This framework
highlights that while technology is expected to enhance satisfaction directly, its impact is
amplified when institutional trust exists.
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Figure 1. Conceptual Framework

Methodology

This study employed a quantitative, cross-sectional survey design to investigate technology
integration's direct and indirect effects on public satisfaction with police services in Malaysia,
with trust as a mediating variable. A cross-sectional approach was deemed appropriate
because it allowed for the simultaneous collection of standardised data from many
respondents, enabling hypothesis testing and model evaluation (Creswell, 2014; Hair et al.,
2021). The research was situated in Klang Valley, which encompasses Kuala Lumpur and
Selangor. This urban region was selected because it represents the focal point of Malaysia's
policing reforms and the introduction of digital platforms such as online reporting systems,
digital databases, and mobile applications. These initiatives, implemented under the
Government Transformation Programme, made Klang Valley suitable for examining public
responses to technology-enabled policing.

Data were collected using a convenience sampling approach, which was appropriate given
the time and access constraints of the study. While convenience sampling does not produce
a fully representative sample, it is widely applied in exploratory research and model testing
where the objective is to examine theoretical relationships rather than population
parameters (Sekaran & Bougie, 2019). The survey was created using Google Forms and was
randomly disseminated across major social media platforms, including WhatsApp, Facebook,
and Telegram. These channels were selected because they are widely used by Malaysians and
facilitated broad outreach when face-to-face data collection was limited. A total of 453
responses were received, of which 417 were retained for analysis after data screening. This
number exceeded the minimum sample size requirements for structural equation modelling,
providing adequate power for hypothesis testing (Hair et al., 2019).

The demographic profile of respondents reflected the diversity of Klang Valley's population.
Participants included male and female respondents across a broad age spectrum, with a
majority falling in the 21 to 40 age range. Educational attainment ranged from secondary
school qualifications to postgraduate degrees, with most respondents reporting tertiary-level
education. Employment categories included students, private-sector employees, government
servants, and self-employed individuals. Household incomes also varied widely, ensuring
representation across low-, middle-, and higher-income groups. This diversity enhanced the
general relevance of the findings by capturing perspectives from different demographic
segments of the community.
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The measurement instrument was designed using established scales drawn from previous
studies and adapted to the context of Malaysian policing. Technology Integration (TIl) was
measured using six items that assessed the perceived usefulness, accessibility, and
responsiveness of digital policing platforms (Ekaabi et al., 2020a). Trust (TR) was measured
using seven items based on Institutional Trust Theory, capturing perceptions of fairness,
transparency, integrity, and overall confidence in the police (Sunshine & Tyler, 2003; Tyler,
1990; Yesberg et al., 2024). Public Satisfaction (PS), the dependent variable, was measured
using six items that reflected citizens' evaluations of police performance, responsiveness, and
overall service quality (Hassan & Abdullah, 2017). All items were measured on a five-point
Likert scale ranging from "strongly disagree" (1) to "strongly agree" (5). The questionnaire
was administered in English and Malay, with minor adjustments to ensure cultural
appropriateness and linguistic clarity.

A pilot study was conducted with 58 respondents to test the reliability and clarity of the
instrument. The results demonstrated satisfactory internal consistency, with Cronbach's
alpha values above all constructs' recommended threshold of 0.70 (Peterson, 1994).
Feedback from the pilot participants was used to refine the wording of several items, ensuring
that key terms such as "digital reporting system" and "mobile policing application" were easily
understood. The positive pilot results confirmed the instrument's suitability for full
deployment.

Data screening was conducted prior to analysis to ensure accuracy and robustness. Responses
with excessive missing data, straight-line answering patterns, or inconsistencies were
removed, reducing the total sample from 453 to 417 valid cases. The dataset was further
examined for outliers and distributional issues, and no significant anomalies were detected.
Respondents were assured anonymity and confidentiality to mitigate Common Method Bias
(CMB), and items were carefully worded to reduce ambiguity. Harman's single-factor test
indicated that no single factor accounted for most variance, suggesting that CMB was not a
serious concern (Podsakoff et al., 2003).

The data were analysed using Partial Least Squares Structural Equation Modelling (PLS-SEM)
with SmartPLS software. PLS-SEM was selected because it is well-suited for predictive and
exploratory models, allows for analysing mediation effects, and is robust to violations of
normality assumptions (Hair et al., 2019; Henseler et al., 2015). It is also effective with
moderate sample sizes and has become a widely accepted method in social sciences for
analysing complex structural models. Following the two-step procedure recommended by
Hair et al. (2019), the measurement model was first assessed for reliability and validity using
Cronbach's alpha, composite reliability (CR), and average variance extracted (AVE).
Discriminant validity was evaluated using the Fornell-Larcker criterion and the Heterotrait—
Monotrait Ratio (HTMT). The structural model was then evaluated by examining path
coefficients, t-values, and p-values obtained through bootstrapping with 5,000 resamples.
Additional model assessments included the coefficient of determination (R2), effect sizes (f?),
and predictive relevance (Q?).

Ethical considerations were strictly observed throughout the study. Respondents were

informed of the voluntary nature of participation and provided informed consent before
completing the questionnaire. Anonymity was ensured by avoiding the collection personally
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identifiable information, and confidentiality of responses was guaranteed. The study was
conducted per established ethical guidelines for social science research, adhering to respect,
beneficence, and justice principles.

The methodology combined a cross-sectional survey design, convenience sampling, a
validated instrument, and advanced analytical techniques to provide a rigorous basis for
testing the study's hypotheses. The approach was appropriate to the research objectives and
ensured that the findings were reliable and relevant to the context of policing in Malaysia.

Results

The data collected from 417 valid responses in Klang Valley were analysed using Partial Least
Squares Structural Equation Modelling (PLS-SEM) with SmartPLS. The evaluation followed the
two-step procedure outlined by Hair et al. (2019), beginning with assessing the measurement
model to confirm reliability and validity, followed by evaluating the structural model to test
the hypothesised relationships.

Descriptive statistics provided initial insights into citizens' perceptions. For Technology
Integration (Tl), mean scores for the six items ranged between 3.72 and 3.95. This result
suggests respondents agreed that digital policing tools such as online reporting systems and
mobile applications were useful and accessible. Trust (TR) items scored between 3.60 and
3.83, reflecting moderate to strong confidence in the fairness, transparency, and integrity of
the police. The recorded public satisfaction (PS) items ranged from 3.68 to 3.89,
demonstrating that respondents were moderately satisfied with the services provided by the
Royal Malaysia Police (RMP). The consistency of these results suggests that while citizens
recognise the functional benefits of technology, their overall satisfaction remains closely tied
to levels of institutional trust.

The measurement model was evaluated using Cronbach's alpha, composite reliability (CR),
and average variance extracted (AVE). As shown in Table 1, all constructs met the
recommended thresholds, with Cronbach's alpha and CR values exceeding 0.70, and AVE
values above 0.50 (Hair et al., 2019). These results confirm that the items used to measure
Technology Integration, Trust, and Public Satisfaction were internally consistent and
demonstrated satisfactory convergent validity.

Table 1
Reliability and Validity of Constructs
Construct Cronbach's Alpha Composite Reliability Average Variance
(CR) Extracted (AVE)
Technology Integration 0.85 0.89 0.58
Trust 0.88 0.91 0.61
Public Satisfaction 0.87 0.90 0.60

Discriminant validity was assessed using the Fornell-Larcker criterion and the heterotrait—
monotrait ratio (HTMT). The square root of each construct's AVE exceeded its correlations
with other constructs, and all HTMT values were below the conservative threshold of 0.85.
These results indicate that the constructs were empirically distinct. This step was important
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to ensure that the Technology Integration, Trust, and Public Satisfaction measures did not
overlap but instead captured unique aspects of citizen perceptions.

The structural model was then evaluated to test the study's hypotheses. Figure 2 presents the
structural model results, including path coefficients and significance levels.
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Figure 2. Structural Model Results

The results revealed several significant relationships. Technology Integration positively and
significantly affected Public Satisfaction (B = 0.283, t = 7.760, p < 0.001), supporting H1. This
finding indicates that citizens who perceive policing technologies as practical and accessible
are more likely to express satisfaction with police services. Technology Integration also
significantly affected Trust (B = 0.316, p < 0.001), suggesting that digital platforms help build
confidence in the police by signalling modernisation and responsiveness. Trust, in turn,
strongly predicted Public Satisfaction (B = 0.294, p < 0.001), reinforcing the importance of
institutional trust in shaping citizen evaluations of policing.

The mediating role of Trust was assessed by examining the indirect effect of Technology
Integration on Public Satisfaction through Trust. As shown in Table 2, the indirect effect was
significant (B = 0.093, t = 3.892, p < 0.001), confirming H2. The results demonstrate partial
mediation since both direct and indirect paths were significant. That means technology
integration enhances satisfaction directly and indirectly by building trust, further
strengthening satisfaction.

Table 2

Mediation Analysis Results
Path Indirect Effect (B) t-value p-value Mediation Type
TI > TR > PS 0.093 3.892 0.000 Partial mediation

Model fit and predictive power were also evaluated. Technology Integration explained 10%
of the variance in Trust (R? = 0.10), while Technology Integration and Trust together explained
32% of the variance in Public Satisfaction (R? = 0.32). According to the guidelines by Hair et al.
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(2019), these values represent moderate explanatory power. Effect size (f?) analysis further
indicated that Technology Integration had a medium effect on Public Satisfaction (f* = 0.15)
and a small effect on Trust (f> = 0.08), while Trust had a medium effect on Public Satisfaction
(f> = 0.12). Predictive relevance (Q?) values were also greater than zero for all constructs,
confirming that the model had satisfactory predictive validity.

Interpreting the descriptive results alongside the structural findings provides additional
insights. The relatively high mean scores for Technology Integration items suggest that
citizens recognised the usefulness of digital policing initiatives. For example, the highest-rated
items related to the accessibility and responsiveness of online systems reflect appreciation
for reforms that reduce bureaucratic barriers. At the same time, Trust items were rated
slightly lower, indicating that while technology contributes to confidence, broader concerns
about integrity and accountability remain. It helps explain the partial mediation observed:
technology can improve satisfaction directly, but its effectiveness is limited when levels of
trust are only moderate.

The structural results also underscore the relational dimension of satisfaction. Although
Technology Integration directly improves Public Satisfaction, the more substantial effect of
Trust suggests that satisfaction is more deeply influenced by perceptions of fairness,
transparency, and integrity than by efficiency alone. This finding aligns with Institutional Trust
Theory, which posits that legitimacy rests not only on functional performance but also on the
belief that institutions act in citizens' best interests (Sunshine & Tyler, 2003; Tyler, 1990).

Taken together, the results provide robust support for both hypotheses. The analysis confirms
that Technology Integration significantly predicts Public Satisfaction and that Trust partially
mediates this relationship. The findings highlight that while digital platforms are valued for
their efficiency and accessibility, their impact on satisfaction is magnified when citizens
believe that the police are trustworthy.

Discussion

This study examined the influence of technology integration on public satisfaction with police
services in Malaysia, with trust positioned as a mediating variable. Two central findings
emerged from survey data analysed through PLS-SEM. First, technology integration
significantly predicted public satisfaction, confirming that digital policing reforms enhance
citizen evaluations of police services. Second, trust partially mediated this relationship,
highlighting that technology's impact on satisfaction is amplified when strong perceptions of
fairness, transparency, and accountability accompany it.

The discussion proceeds by interpreting these findings concerning prior research and
theoretical frameworks, comparing them with Western and Asian contexts, and considering
their theoretical, practical, and policy implications.

Technology Integration and Public Satisfaction

The first significant finding confirms that technology integration significantly enhances
satisfaction with policing. This finding is consistent with the Technology Acceptance Model
(TAM), which emphasises perceived usefulness and alleged ease of use as key determinants
of technology adoption (Davis, 1989; Venkatesh et al., 2003). In this study, respondents
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reported that online reporting systems, mobile applications, and digital platforms made
interactions with the police easier and more efficient.

Similar patterns have been observed in other contexts. Ekaabi et al., (2020a) found that digital
service platforms improved satisfaction in the United Arab Emirates when citizens perceived
them as efficient and user-friendly. Jonathan-Zamir et al. (2024) demonstrated that body-
worn cameras in Israel were associated with higher citizen confidence when viewed as
beneficial for accountability. The present study adds to this body of evidence by
demonstrating that Malaysian citizens similarly evaluate policing innovations positively when
they deliver functional benefits.

However, it is also clear that technology's impact on satisfaction is not solely a matter of
efficiency. While digital reforms reduce barriers and increase responsiveness, satisfaction
reflects relational dimensions such as fairness, respect, and legitimacy (Sunshine & Tyler,
2003). This result leads directly to the mediating role of trust.

The Mediating Role of Trust

The second significant finding is that trust partially mediates the relationship between
technology integration and satisfaction. This finding underscores the relevance of
Institutional Trust Theory, which highlights that citizen evaluations are shaped by perceptions
of competence, transparency, and fairness (Sunshine & Tyler, 2003; Tyler, 1990).

The Malaysian results illustrate this dynamic. While respondents acknowledged the
usefulness of digital policing platforms, their levels of trust in the police were moderate. This
result explains why the mediation was partial: technology improved satisfaction directly, but
its effect was more potent when it also fostered confidence in the integrity of policing
institutions. In other words, technology is a facilitator of satisfaction, but trust is the
foundation upon which satisfaction is built.

This finding resonates with prior research. Elphick et al. (2021) argue that technological
reforms may undermine satisfaction when perceived as surveillance tools rather than service
improvements. Conversely, Reisig and Trinkner (2024) emphasise that when trust is present,
citizens interpret technology as a signal of modernisation and accountability, reinforcing
satisfaction. In Malaysia, concerns about transparency and accountability mean technology
cannot automatically generate satisfaction; visible trust-building measures must accompany
it (Hassan & Abdullah, 2017).

Comparative Perspectives

Comparisons with Western and Asian contexts further highlight the significance of trust. In
Western democracies, digital policing is often framed as an accountability mechanism. Body-
worn cameras in the United States and the United Kingdom have been linked to improved
satisfaction when used transparently to document encounters (Li, 2024). Predictive policing
technologies have also been received positively when safeguards against bias are
implemented (Jonathan-Zamir et al., 2024).

In Asia, outcomes have been more mixed. In Singapore, high levels of institutional trust have
amplified the positive effects of digital policing platforms (Woods et al., 2025). By contrast,
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China's extensive use of artificial intelligence and surveillance technologies has generated
efficiency gains and raised significant concerns about privacy and legitimacy (Li, 2024). India
illustrates a middle ground, where mobile policing applications have improved accessibility,
but their impact varies depending on citizens' confidence in institutional fairness (Murphy,
2025).

Malaysia's case falls between these experiences. Like Singapore, it has sought to modernise
policing as part of a broader governance reform agenda. However, like India and China, it
faces challenges of institutional legitimacy. The partial mediation observed in this study
reflects this context: technology reforms are valued, but their full potential is only realised
when accompanied by trust.

Theoretical Implications

The findings of this study extend theory in several ways. First, they reinforce the applicability
of TAM beyond consumer and organisational settings to the domain of policing. Citizens
evaluate policing technologies in much the same way as other technologies: through
perceptions of usefulness and ease of use.

Second, the study demonstrates the value of integrating TAM with Institutional Trust Theory.
While TAM explains the functional benefits of technology, it does not account for the
institutional context in which technologies are deployed. This study provides empirical
support for a more holistic framework that combines functional and institutional perspectives
by showing that trust mediates the relationship between technology and satisfaction.

Third, the study contributes to the under-researched literature on policing in non-Western
contexts. Much of the scholarship on technology, trust, and legitimacy originates from
Western democracies. By providing evidence from Malaysia, this study shows that while
theoretical insights from TAM and Institutional Trust Theory are globally relevant, their
dynamics vary according to cultural and institutional contexts.

Practical and Policy Implications
The practical lessons from this study are significant for police organisations. While technology
integration improves satisfaction, its effectiveness depends on how much it builds trust. That
means the police leaders should not treat digital platforms merely as technical upgrades but
as tools for enhancing legitimacy.

It also requires ensuring that digital systems are user-friendly and designed around citizens'
needs. For example, online reporting portals must be simple to navigate, mobile applications
must provide timely updates, and feedback systems must be responsive. Police officers must
also be trained to use technology effectively and interact with citizens in ways that foster
confidence. Transparency in communication is equally critical; citizens must understand how
and why technologies are used, and reassurances must be provided that their rights and
privacy are respected.

At the policy level, the findings suggest that investments in technology must be accompanied

by measures that protect accountability and transparency. Without such safeguards, digital
reforms risk being perceived as instruments of control rather than service improvement.
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Policymakers should therefore consider establishing independent oversight bodies to
monitor the use of digital tools, implementing robust data protection frameworks, and
involving communities in the design of reforms.

Malaysia's experience offers lessons for other Asian countries. The results suggest that
technology alone cannot secure satisfaction or legitimacy; it must be embedded in an
environment of trust. Policymakers across the region should therefore prioritise trust-
building initiatives alongside digitalisation programmes.

Summary

Overall, this study demonstrates that technology integration improves satisfaction with
policing directly and indirectly through trust. The partial mediation observed underscores that
trust is not an optional add-on but a critical determinant of how citizens evaluate digital
reforms. Theoretically, the study extends TAM by incorporating trust as a mediating factor,
offering a more comprehensive satisfaction account. Practically, it highlights the need for
citizen-centred design, officer training, and transparent communication. From a policy
perspective, it stresses the importance of oversight and accountability mechanisms.

By situating Malaysia within the broader global literature, the study shows that while digital
policing reforms have universal potential, their success ultimately depends on the
institutional trust underpinning them. This insight is vital for Malaysia and other societies
navigating the challenges of digital transformation in policing.

Conclusion

This study examined the effects of technology integration on public satisfaction with policing
in Malaysia, with trust positioned as a mediating factor. The findings make three significant
contributions based on data from 417 respondents in Klang Valley, which were analysed using
PLS-SEM. First, technology integration directly affected public satisfaction, indicating citizens
value digital reforms such as online reporting systems and mobile applications for efficiency
and accessibility. Second, technology integration significantly predicted trust, suggesting that
visible investments in modernisation can help build citizen confidence in policing institutions.
Third, trust partially mediated the relationship between technology and satisfaction,
highlighting that digital innovations enhance satisfaction most effectively when accompanied
by perceptions of fairness, transparency, and integrity.

The results underscore the relevance of combining the Technology Acceptance Model (TAM)
with Institutional Trust Theory in explaining citizen evaluations of digital policing. While TAM
accounts for the functional benefits of technology, this study demonstrates that such benefits
do not automatically translate into satisfaction unless supported by institutional trust. The
findings, therefore, extend theoretical understanding by providing evidence from a non-
Western context where legitimacy concerns remain central.

From a practical standpoint, the study shows that technology integration should not be
treated merely as a technical upgrade. Police organisations must ensure that digital platforms
are designed around citizen needs, are easy to use, and provide timely and meaningful
feedback. Officers must also be trained to use these tools in ways that build rather than

1290



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN BUSINESS AND SOCIAL SCIENCES

Vol. 15, No. 10, 2025, E-ISSN: 2222-6990 © 2025

undermine trust. Transparency is crucial; citizens must understand how technologies are
employed and how they safeguard, rather than compromise, rights and privacy.

The policy implications are equally clear. For Malaysia, the findings suggest that digital
reforms under the Government Transformation Programme can enhance public satisfaction,
but only if embedded within broader trust-building measures. Technological investments
must accompany oversight, accountability mechanisms, and robust data protection
frameworks. Involving communities in designing and evaluating digital initiatives can
strengthen legitimacy by ensuring that reforms reflect public expectations rather than
institutional convenience. More broadly, the Malaysian case illustrates that while
digitalisation offers substantial opportunities, its success in policing ultimately depends on
institutional trust. This lesson is highly relevant for other Asian societies navigating similar
challenges of modernisation and legitimacy.

The study also points to several avenues for future research. While convenience sampling and
online distribution via social media provided valuable access to respondents, the approach
limits generalisability. Future studies could adopt probability-based sampling or focus on
specific communities to capture more representative patterns of perception. Longitudinal
designs would also help examine whether the positive effects of technology on satisfaction
and trust are sustained over time or vary according to the maturity of reforms. Finally,
comparative research across different regions of Malaysia, or between Malaysia and other
Asian countries, would offer more profound insights into how institutional and cultural factors
shape the nexus between technology, trust, and satisfaction.

In conclusion, this study demonstrates that technology integration plays a crucial role in
shaping public satisfaction with policing in Malaysia, but its impact is magnified when
mediated by trust. Digital platforms improve satisfaction by making policing more accessible
and efficient, yet trust determines whether these reforms are perceived as legitimate and
meaningful. The findings emphasise that technology and trust must be advanced together for
practitioners. For policymakers, they highlight the need to embed digital reforms within
frameworks of accountability and community engagement. Scholars extend theoretical
understanding by integrating TAM with Institutional Trust Theory and providing empirical
evidence from a non-Western setting. Collectively, these contributions reinforce that while
technology can modernise policing, trust is the foundation upon which public satisfaction
ultimately rests.

Theoretical and Contextual Contribution

This research offers theoretical and contextual contributions that advance knowledge on
digital policing and public satisfaction. Theoretically, the study extends the Technology
Acceptance Model (TAM) by integrating it with Institutional Trust Theory, thereby providing
a more holistic explanation of how technological reforms influence public satisfaction in the
policing context. While TAM traditionally emphasises functional perceptions such as
usefulness and ease of use, this research demonstrates that institutional trust plays a pivotal
role in translating these functional benefits into positive satisfaction outcomes. The study
enriches the understanding of technology adoption in public sector organisations where
legitimacy and accountability are central to citizen evaluations. Contextually, the study makes
an important contribution by situating this integrated model within the Malaysian policing
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environment—an area underrepresented in the literature compared to Western
democracies. By empirically validating the mediating role of trust in the Malaysian context,
the study provides regionally grounded insights into how digital reforms interact with cultural,
institutional, and governance dynamics. Consequently, the findings extend theoretical
frameworks to non-Western settings and offer a contextualised understanding of how trust
and technology integration jointly shape satisfaction in developing and transitional
governance systems.
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