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Abstract. The Neighbourhood Service Navigator is an online service that allows people 

and families to access essential services in their neighbourhood, such as social supports, 

health care and economic opportunities. With a location-based search engine and 

community resource directory, the tool provides access to healthcare, housing, food 

security, workforce assistance childcare and education. Built on the principles of user-

centered design, AI-powered search optimization and real-time data integration, it makes 

sure users can find relevant information quickly. Focusing on trust, accessibility and 

inclusivity, the platform includes retirement faculty, verification of service providers, user 

feedback and cultural support. By lowering information barriers and closing service gaps, 

the Neighbourhood Service Navigator helps create healthier resourceful and more 

equitable communities that enhance social outcomes and quality of life for all citizens, 

particularly those facing marginalization. 
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1 Introduction 

The way in which local services will be delivered to communities is changing and this change 

is being driven by the development of the aspiration for more locally inclusive services, 

advances in technology and new understandings of social issues. Far too many people  and 

especially those in underserved and marginalized populations face significant barriers when 

trying to access regular assistance with health care, housing, education, food security, mental 

wellness and other areas of their life. But in a digital age, when there’s so much broken, 

fragmented information that few people know how to use properly; a time when technology 

hasn’t been integrated into systems that would make it readily accessible and no one has a 

platform to bridge the gaps between all the pieces of what’s needed  individuals and 

marginalized families can’t easily access supports. At the same time, service providers are 

having a hard time reaching their desired sellers through outdated listing strategies, low 

visibility and no alignment with other agencies. These gaps impede the prosperity of 

communities and demonstrate, in no uncertain terms, the critical need for just such a platform 

that links citizens to verified, real-time custom help that speaks to their community. 

The technology provides a highly effective solution for the social divide. Leveraging cutting-

edge digital tools like geolocation services, AI-based recommendation systems and real-time 
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resource databases the Neighbourhood Service Navigator will disrupt the way that people in 

need can find and access local service providers. The app makes it easier for people to find what 

they need and provides an easy way to search for nearby resources by category, capacity, and 

access. It also allows service providers to maintain up-to-date information, increase outreach 

and understand user engagement with them. Multilingual, responsive and inclusive with features 

like user reviews and emergency alerts, the system fosters trust, efficiency and inclusivity 

particularly among those who have been historically marginalized by technology. 

The aim of this R&D project is to transform the local services sector with a scalable, secure and 

highly usable digital infrastructure. Rooted in the real-life needs they address; the 

Neighbourhood Service Navigator is an example of how thoughtful platform design and 

community-driven innovation can overcome disparities in service access to foster civic health 

and more vibrant and healthy neighbourhoods. Seizing on the digital technology tool, to connect 

foot-steps participants with the right help, has not just transformed lives, but contributes 

significantly to a place in this always-on world for digital inclusion and social change., but also 

adds to the overall digital inclusion and social change in today's connected world. 

2 Related works 

Scalable and smart local services market places, like Helphive have forehand challenged the 

integration of developed modern software engineering methods and tools. User-centered design 

is a key principle, making certain platform usability corresponds with what customers are 

looking for and helps boost adoption. Peerbits [1] highlighted that paying attention to user 

experience in software development makes people feel happier and more engaged in the long-

term, which is very important for service-based platforms. 

For incremental enhancement the Agile appears to be more flexible in dealing with changing 

requirements. Helphive depends on Agile best practices such as adaptive planning, iterative 

releases (rapid iteration), continuous feedback and Wrike [2] pointed it out how such practices 

help platforms like Helphive to be fast in response to user's and market demand. 

A significant concern also lies with software scalability and system architecture. The importance 

of this scalable architecture to managing growing workloads while minimizing performance 

was emphasized in [3] by TechTarget. Scalability is not just for smooth growth, in the case of a 

service like Helphive that involves many services providers and users at one time, it also makes 

the service work. 

The platform also needs to have strong security measures to protect the users’ data. TechTarget 

[4] presented six authentication schemes for the network and user-level security improvements. 

Applying these reforms to Helphive fosters trust, complying with privacy norms. 

Wireframes and prototypes are very important due to interface and feature verification. The 

Figma Help Center [5] explained that wireframes facilitate an early stage prototype of the UI 

and testing user flows for feeling in marketplace experiences. 

Software testing practices also contribute to the veracity. The IEEE Computer Society [6] 

focuses on the importance of thorough testing to identify early vulnerabilities and performance 

problems that ensure a stable platform. 



Git and GitHub are essential version control systems for collaborative development. Elrefaey 

[7] has shown how such tools make it easier to collaborate, stay informed and avoid conflicts in 

the code (three necessities when dealing with loosely coupled distributed teams working on 

large scale systems like Helphive). 

Project planning and timeline control, for their part, are also key when it comes to delivering 

complex systems. Atlassian [8] discussed the benefits of a structured project timeline in being 

able to co-ordinate a team better and make delivery more predictable, as well as aligning 

technical progress with business needs. 

Collectively, these works provide a foundation for building Helphive as a scalable, secure, and 

user-friendly marketplace platform. 

3 Methodology 

3.1 Theoretical Structure 

 

Fig. 1. Theoretical Structure Diagram of Neighborhood Service Navigator. 

Finally, the recommended method studies (C) why perceived characteristics of neighbourhood 

service navigation platforms are linked to behavioural elements influencing community 

members and providers' receptiveness towards participating in support ecosystems. The key 

characteristics of platform are examined like Perceived Accessibility (PA), Service 



Transparency (ST), Ease of Operating (EON) and Technological Integration (TI). These are 

analysed in terms of their effects on residents’ intention to investigate and utilise local services 

delivered through the platform. Customer traits including Digital Literacy (DL), Trust on the 

Online Platforms (TOP), Service Urgency (SU) and Community Orientation (CO) are examined 

to see how they influence users’ adoption and continuance intention of the platform. 

We also consider the mediating roles of AISR and RSAU on user behaviors from platform 

features in the study. Therefore, this study aims to understand what platform and users’ factors 

more affect the intention to use, satisfaction and frequency of interaction among members in 

relation with the neighborhood service ecosystem. The model goes even further to examine how 

perceived value (PV) and service experience can cause longitudinal users’ participation on that 

platform, finding out rates of new services and strengthen community through the platform. The 

model builds a foundation for the empirical examination of acceptance intention to use, service 

satisfaction and service-usage behavior. Figure 1 depicts a theoretical model that connects 

platform attributes, user characteristics and the behavioral responses in the neighborhood 

service setting. 

3.2 Perceived features 

3.2.1 PU (Perceived Usefulness) 

The perceived usefulness (PU) of the Helphive platform lies in its ability to interconnect local 

service providers with clients in an efficient and personalized manner. The platform includes 

features that simplify service discovery and booking, while also enhancing the user experience 

for both customers and service providers. By creating hassle-free communication channels, the 

platform empowers consumers to find trusted service providers and make better decisions while 

maintaining cost-effectiveness. 

3.2.2 RD (Relative Advantage) 

Helphive also has a significantly positive RD relative to other alternatives in traditional service 

booking since it offers real-time availability monitoring, help recommendation involving AI, 

secured and integrated payment system. These characteristics lead to performance and user 

experience that is less opaque than traditional methods - or putting calls over the phone and 

manually searching. This means every user is both attracted and incentivized to use Helphive 

which makes our model so appealing compared to the established platforms. 

3.2.3 PES (Perceived Ease of Use) 

The PES of Helphive is critical to its adoption. Its intuitive and user-friendly interface makes 

the platform highly convenient for both service providers and clients. Features like easy service 

booking, quick consumption of ratings and reviews, and hassle-free communication tools are 

designed to lower barriers to lower barriers to participation in the platform. Thus, it can be a 

fairly low-tech platform easily accessible for people who are even low on tech or more simply 

if they aren’t in the mood to do many cognitive and physical transactions. 

 

 



3.2.4 CY (Compatibility) 

Fit (CY) refers to the degree of match between Helphive and users’ structures. It is also so 

designed that it can be an addendum to already existing service booking as well as provider-

customer interactions. B) Usage: it encompasses the usage features that are common to current 

users of traditional market as service category, rating and direct message and adds new usage 

tools to provide the user an intuitive way gradually entering in digital economy without 

modifying his/her practices. Good integration like this is a bridge between these methods and 

helping people who are used to doing more these traditionally practices join thes planes. 

3.3 Customer Features 

3.3.1 IR and RR 

The IR variable, then, stresses user exposure and dealing with the media on the platform. As a 

result, in the context of Helphive such information may include, but is not limited to how 

customers and providers are using the platform’s content (i.e. service reviews, provider profiles 

and community-based thread forums). Likewise, the internet has dual use -instrumental and 

entertainment-, with regard to Helphive you can either be using it for a purpose (instrumental) 

or just navigating and discovering (recreational). The frequency of user participation in sharing 

activities significantly influences engagement levels. Higher participation enables the platform 

to better understand user behavior, thereby allowing system features to be tailored more 

effectively to individual needs. 

3.3.2 SO (Social Orientation) 

Community influence and peer recommendation regarding SO in the acceptance of Helphive 

were emphasized for the SO factor. In addition, social activities such as soliciting ratings and 

reviews, or recommendations from friends/peers are important elements for both service-

providers and service-customers to make decisions. Social Proof: Trust and seller credibility 

established by social proof Team Pre-existence studies has been seen to impact purchase 

decisions [3]. The presence of peer verification mechanisms reduces trust in the service offering 

on Helphive. For some industries such as the service industry, social proof is even more 

powerful since its reputation is everything. 

3.3.3 PBO (Perceived Behavioral Opportunity) 

PBO occurs when users believe they have the capability to utilize a feature of a platform. In the 

case of Helphive, this means that users become accustomed to the booking system, managing 

contacts with intermediaries, and taking advantage of additional services such as personalized 

recommendations or integrated payments. The platform’s architecture should be designed to be 

usable by a wide range of individuals—from relatively novice users to digitally literate users-

so that all participants feel capable of navigating the platform independently and with 

confidence. 

3.3.4 OFE (Online Feature Engagement) 

The OFE variable captures the extent to which users are using the advanced features of the 

platform. For Helphive, these functionalities are using AI to recommend matched services, 



provide real-time availability status, payment service integration, and chat solutions. Platforms 

offering high degree of social engagement in these features would results in enhanced user 

satisfaction and retention. Providing a lifestyle that allows customers and professionals to stay 

connected and happy to come back, the system is designed to be both exciting and interactive, 

changing the user’s experience every time. 

3.4. Statistics Gathering and Testing 

This research utilized a structured statistical approach to examine the adoption behaviors of 

service providers and customers within the Helphive platform. A survey was conducted with 

350 small and medium-sized service providers, alongside 300 end-users (customers), from 

diverse regions in India. The primary objective of the survey was to assess perceptions regarding 

platform features, engagement patterns, and the impact of social influence and technological 

elements on the decision to adopt digital platforms for service booking. Prior to the main data 

collection phase, a pilot survey was conducted with 50 participants to evaluate the reliability 

and clarity of the questionnaire. The feedback from this pilot phase allowed for refinements in 

the language, structure, and contextual understanding of the survey. The comprehensive data 

collection was carried out between September 2024 and March 2025, following approval from 

the Institutional Review Board (IRB). The final sample size of 650 participants (350 service 

providers and 300 customers) was deemed statistically significant, meeting the requirement for 

studies involving a population exceeding 500,000 active users on similar digital platforms. This 

sample size adheres to the established guidelines for sampling in research involving digital 

adoption, ensuring a reliable representation of the diverse user base. Demographically, 60% of 

the participants were male and 40% were female, with an age range of 25 to 50 years. The 

sample covered various service sectors, including home services (plumbing, cleaning), 

professional services (consulting, tutoring), and wellness services (fitness, therapy). In this 

context, qualified digital content refers to the platform’s service descriptions, provider profiles, 

and availability schedules, while user-generated content encompasses reviews, ratings, and 

feedback provided by both customers and service providers. These content types were analyzed 

to determine their influence on user trust, engagement, and the likelihood of repeat usage of the 

platform. Statistical methods, including regression analysis and factor analysis, were employed 

to identify key drivers of platform adoption and engagement among the users. 

3.5 Mathematical analyses 

This study used a systematic statistical model to investigate both service providers’ and 

customers’ adoption behaviours in the Helphive platform. A questionnaire was administered to 

350 small and medium-sized service providers and another 300 (customers) end users in 

different parts of India. The questionnaire was designed to examine user attitudes on the features 

of the platform, engagement patterns and the impact of social/technical factors on digital 

platforms’ intentions to book services. A pilot study was conducted before the major data 

collection process in order to assure reliability and clarity of the questionnare with 50 

respondents. Feedback received through this pilot phase resulted in changes to language, 

formatting and appropriateness in context, so that the survey was understandable and worked 

well. Full data collection was implemented from September 2024 to March 2025 upon 

completion of IRB approval. The final sample of 650 subjects (350 providers and 300 clients) 

was taken to be statistically sufficient in accordance with the research requirements for over 

500,000-service active users on digital services platforms. This number is in line with the 

recommended sample size for digital adoption research and produces a representative spectrum 



of users. Demographic profile Sixty percent of the participants were men, and 40 % were 

women, between 25 and 50 years old. The sample comprised a range of service industries (e.g., 

home services; plumbing, cleaning, professional services; consulting, tutoring, wellness 

services; fitness therapy). In this work, candidate digital content is the service descriptions and 

provider profiles along with their availability schedules from Helphive only, while user-

generated contents are reviews, ratings and feedback submitted by customers as well as 

providers of services. The impacts of the content categories on user trust, engagement and repeat 

usage were investigated. Statistical analysis was used to determine key predictors of platform 

adoption and user engagement including regression and factor Wi kw 2 /N2 hopping. 

3.5.1 Combined Durability and Validation Evaluation 

Table 1 depicts the parametric measures proximate to each of the constructs of the Left Side of 

the Model (LSOM) including platform usability, trust, digital infrastructure, perceived ease of 

use, and social influence. On the right-hand side of the model (RSOM) we have user 

engagement, adoption intention, and actual usage. The convergent validity of the model was 

verified by evaluating CR, average variance extracted (AVE) and Cronbach’s alpha, all 

constructs surpassed the recommended thresholds (CR > 0.70, AVE > 0.50). This attests to the 

robustness of the model; therefore, it is adequate for investigating behavioral patterns in 

Helphive adoption. 

Table 1. Parametric numbers (Example for Ankorstore). 

Structures Factors 
S

D 
Structures Factors SD 

Perceived 

Platform 

Features 

Platform 

Usability 

1.

07 Customer 

Features 

Business Size 0.83 

Ease of 

navigation 

1.

23 
Industry Type 1.26 

 

Product 

Variety  

1.

27 

watching 

Multibrand 

Order 

Involvement 

0.80 

Payment and 

Delivery 

Options 

1.

23 

Satisfaction 

with Brand 

Interaction 

0.79 

Business 

Characterists 

Business Size 
1.

21 

collaborating 

Collaboration 

with Brands 
1.48 

Industry Type 
1.

17 

Development 

of Private 

Label 

Products 

0.83 

Purpose to 

use 

Purpose to 

Connect to 

Brands 

1.

34 

Purpose to 

employ 

Purpose to 

Increase 

Product 

Range 

3.89 

 



The dependability and internal consistency of all model constructs were assessed using 

Cronbach’s alpha. As shown in Table 2, all constructs exceed the threshold of 0.60, indicating 

satisfactory internal consistency and dependability for evaluating user interaction with the 

Helphive platform. 

Table 2. Dependability Cronbach's Alpha (Source: author). 

Structures Factors Structures Factors Dependability 

Perceived 

Platform 

Features 

PU 

Purchase 

Features 

Purchase 

Frequency 
.659 

RD 

Time spent 

using the 

internet and 

watching online 

videos 

.654 

PES 

Purpose to Use 

Purpose to 

Connect to 

Brands 

.594 

CY 

Category of 

material 

noticed 

.588 

Customer 

features 

RR 

collaborating 

collaborating 

views 
.635 

IR 
Collaboration 

with Brands 
.581 

Purpose to 

employ 

Purpose to 

employofInter

net video 

service 

Purpose to 

employ 

Purpose to 

Increase 

Product Range 

.626 

Total  Total  .622 

Table 3. Anti-Image Correlation Network for the RSOM (Source: author). 

Factors (Structures) 1 2 3 4 5 6 7 8 

1.  Ease of 

Navigation 
.621 — — — — — — — 

2.  Trust in 

providers 
.184 .718 — — — — — — 

3. Platform 

Relaibility 
.056 −.128 .785 — — — — — 

4. Frequency of 

Engagement 
−.017 −.193 −.079 .811 — — — — 

5.  Peer Influence .032 −.045 −.210 −.077 .94 — — — 

Table 3 represents the anti-image correlation network for the RSOM. 

 



 

4 Results and Evaluation 

4.1 Statistical Evaluation 

The research study employed quantitative methodologies to evaluate the effectiveness and user-

friendliness of the Helphive platform, aimed at improving interactions between service 

providers and end-users (customers). The assessment was conducted using structured surveys 

and usage data gathered over a six-month pilot program. The survey focused on analyzing user 

engagement, adoption behaviors, and platform satisfaction within various service sectors, 

including home services, professional services, and wellness services. 

Through correlation and regression analyses, the model explained 74.5% of the variability in 

service providers’ intention to utilize the platform, while it accounted for 59.3% of customers' 

willingness to engage with the platform. The primary constructs analyzed included Perceived 

Platform Usability (PU), Trust in Service Providers (TSP), Ease of Service Discovery (ESD), 

Social Influence (SI), User Engagement (UE), and Intention to Adopt (IA). 

4.1.1 Purpose to Employ (Service Providers) 

The analysis conducted using Pearson’s correlation method demonstrated a significant and 

positive relationship between the perceived features of the platform and the intention of service 

providers to utilize it. The correlation coefficient (r) was found to be 0.712, which indicates a 

strong connection between perceived ease of use, service discovery, and trust in the platform. 

Features that enhanced service providers' experience, such as easy onboarding, service 

scheduling flexibility, and customer review systems, exhibited a statistically significant positive 

correlation (r = 0.755 )) with the intention to adopt and use the platform. These results suggest 

that service providers are more likely to participate in the digital platform when it provides 

operational ease, transparency, and credibility as represents in table 4. 

Table 4. Purpose to Employ for Service Providers. 

Statement Elements 
Correlation 

(r) 

Significance (p-

value) 

Perceived Features 

of Platform 

Ease of 

onboarding 
0.712** p < 0.01 

 Ease of service 

discovery 
0.678** p < 0.01 

Perceived 

Customer Reviews 

Customer 

feedback system 
0.734** p < 0.01 

 Trust in the 

platform 
0.755** p < 0.01 

4.1.2 Purpose to Employ (Customers) 

The study also examined customers' perceptions regarding the platform’s features and their 

intention to adopt it. A Pearson’s correlation analysis revealed a strong positive relationship 

between ease of service discovery, platform usability, and the intention of customers to use it. 



The correlation coefficient (r) was found to be 0.802, indicating that customers are highly 

inclined to engage with the platform when services are easy to find, reviews are accessible, and 

the interface is intuitive. Additionally, features like personalized recommendations, real-time 

availability tracking, and secure payment systems were found to have a significant positive 

impact on adoption intention (r = 0.773 )) as shown in table 5. 

Table 5. Purpose to Employ for Customers. 

Statement Elements 
Correlation 

(r) 

Significance 

(p-value) 

Perceived 

Features of 

Platform 

Ease of service 

discovery 
0.802** p < 0.01 

 Personalized 

recommendations 
0.746** p < 0.01 

Trust in Service 

Providers 

Service credibility 

ratings 
0.765** p < 0.01 

 Security of payment 

system 
0.723** p < 0.01 

4.1.3 Adoption of Platform Features 

Further behavioral analysis was conducted to assess the factors influencing user interactions 

with the platform, particularly in relation to booking services, trust-building metrics, and user 

engagement. Notably, 72% of customers indicated they spend over 2 hours weekly researching 

service providers online, compared to 21% who still rely on traditional methods such as word-

of-mouth or local advertisements. Among the respondents, 61.3% noted that detailed service 

provider profiles and reviews were crucial in their service selection process. Additionally, 55% 

reported that the platform’s recommendation engine based on previous searches and preferences 

increased their confidence in booking services. Mobile accessibility was another critical factor, 

with 79.5% of users preferring to book services via a mobile app. 

Service providers also reported increased engagement due to features such as real-time booking 

updates, customer feedback loops, and seamless payment options. Around 64% of service 

providers stated that the platform's real-time booking feature significantly reduced operational 

friction, while 58% valued the integrated messaging tool for communication with clients. 

Content-wise, 62% of transactions were related to home services (cleaning, plumbing), followed 

by wellness services (fitness, therapy) at 28%. 

4.2 Evaluation of Platform Features 

Analysis of platform functionality revealed ESD, TSP and UE as themain antecedents to 

adoption. Providers particularly loved that they could handle appointment and customer reviews 

smoothly. Customers simply wanted a quick, honest review to make their choice. 

Generally, the findings indicate that ease of use (i.e. trust, usability and so on) to find and book 

on the platforms seem to be a strong factoring for influence both SPs and customers. 

 



 

5 Discussion 

The results of this work provide insightful information on what could motivate service providers 

and customers to use the Helphive platform. A comprehensive analysis of the characteristics of 

the network platform has indicated that Ease of Service Discovery (ESD), Trust towards Service 

Providers (TSP), and User Engagement (UE) are the strongest predictors for adoption. This 

aligns with other research conducted in the digital platforms domain, emphasizing that ease of 

use, trustworthiness, and accessibility are critical drivers for engagement and platform adoption. 

The perceived ease of use of the platform and the intention to use it are positively related, which 

was one of the main findings of this study. This suggests that decentralized applications are 

more likely to succeed when offering user-friendly characteristics such as easy onboarding, 

efficient service discovery, and convenient communication tools. On the other hand, customer 

engagement (as reflected by click-through of recommendations) is largely influenced by AI-

based recommendations, real-time availability information, and trust in service providers, 

showing that personalized and transparent features are expected to provide significant value for 

users. 

6 Conclusion 

In conclusion, Helphive is a novel platform-based model that can alleviate these issues in the 

service discovery systems. It allows people to connect with providers and consumers can find 

services for a variety of daily needs from domestic to professional help, health and fitness 

activities. Unlike traditional models, they focus on trust and reliability: They make sure all listed 

providers are of service by checking and evaluating the services that are being offered and 

through a rigorous provider-verification process. On the service provider side, the platform has 

powerful features that make appointment scheduling, pricing and accepting payments an easy 

process, all from one dashboard. These functions facilitate the exposure and productivity ability 

of SMBs and ICs which will extend their clientele. Helphive helps narrow the disparity between 

service users and providers by creating a balanced marketplace. On top of that, its scalable and 

robust technology base, which built with PHP & MySQL has guaranteed the capacity of 

burgeoning service handling users/data in future. In short, Helphive makes service discovery 

easier and is both transparent and reliable in matchmaking between users and providers. This 

Helphive model could be pioneering to disrupt services and continue drive the development of 

digital service platforms. 
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