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SUMMARY
Electronic Government (E-Government) has become very important in recent years. It
can be described as a system of digital interaction between a government and other
parties, such as citizens, companies, employees, ministries and other government
organisations. One of the most important elements of implementing E-Government
systems is the interaction between users and E-Government systems, specifically the
adoption and utilisation by those users, who are the main target of such systems.
However, e-Government systems are still in the early stages in most developing
countries including Saudi Arabia, and face many issues related to adoption,
implementation and utilisation. Moreover, there is a lack of studies that investigate and
analyse users’ adoption and utilisation from different perspectives and also a lack of
comprehensive frameworks specifically developed for such analysis. Thus, this research
aims to investigate, analyse and understand the key factors that influence users’
adoption and utilisation of e-Government systems and services in Saudi Arabia with a
holistic approach. This could be used to enhance the current acceptance and use level
and also would contribute to providing a user-centred path for designing and
implementing new e-Services and government electronic systems. This study also aims
to fill the knowledge gap in current e-Government literature about what might constitute
a comprehensive framework on which to base such investigations.
In order to achieve the research objectives, a comprehensive conceptual framework,
namely, E-Government Adoption and Utilisation Model (EGAUM), was developed
from a critical evaluation of several common models and theories related to technology
acceptance and usage, in conjunction with a review of e-Government adoption
literature. The developed model was then utilised to investigate and understand the
influential factors on the adoption and utilisation of different types of users; namely,
citizens, government employees and users from the business sector. A multiple method
was employed in this research which includes a quantitative approach (as a main
method) and a qualitative approach (as a supportive method). Several analysis
procedures were employed, including descriptive and statistical analysis to validate the
research model and to determine the significant influential factors.
The results revealed that the user’s Education Level, Perceived Benefits and
implementing Regulations and Policies related to the e-Usage are common significant
factors for the adoption and utilisation by all types of users. Moreover, the Functional
Quality of Service/System, Perceived Simplicity and Socio-Cultural factors were found
to be significant for the adoption and use of government employees and citizens. It was
also found that Awareness plays a significant role in enhancing the adoption and use of
public employees and users from the business sector.
As a result of these findings, the research developed number of recommendations that
can serve as guidelines for successful implementation of e-Government systems and
services based on users’ perceptions, attitude, beliefs, needs and choices.
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Chapter One: Introduction
1.1 The research context
Information and Communication Technologies (ICTs) are considered the backbone of many
activities that are carried out nowadays. They have tremendous potential to provide solutions
and solve problems in different aspects which then lead to an enhanced quality of life. Given the
fact that fast development of Information Technologies (IT) leads to the rapid increase of the
number of websites and services provided by governments; nearly all governments in countries
around the world have at least a web presence or what is so-called e-Government (Davidrajuh,
2004). Electronic Government (E-Government) is an issue that has become very important in
recent years. Currently, the role of ICTs is crucial in governance processes where they can help
to create a structured network for service delivery (Alshafi & Weerakkody, 2010), effectiveness
and efficiency (Archmann & Castillo Iglesias, 2010) and interactivity, accountability and
transparency (Gebba & Zakaria, 2012).
E-Government can be described as systems that provide digital interactions between the
government and other parties, such as citizens, companies, employees, ministries and other
governmental organisations. They are essentially the utilisation of information technologies
(IT),

information

and

communication

technologies

(ICTs),

and

other

web-based

telecommunication technologies in order to improve and enhance the professional functions and
the effectiveness of services (Jeong, 2007). E-Government systems are a fundamental element
in the modernization of government; and such systems are highly required nowadays in order to
connect information and services efficiently, thereby solving many problems, providing services
and improving quality of life (Lordmwesh, 2011).
The field of Electronic Government is growing considerably; therefore, many research areas
need to be studied in order to provide scientific insights (Grönlund & Horan, 2005). One of the
most important elements of implementing E-Government systems is the interaction between
users and E-Government systems, specifically the adoption and utilisation by users, who are the
main target when implementing such systems. This interaction element is considered the main
method for measuring the utilisation and success of E-Government systems. If there is no
interaction between users and e-Government systems, this means that there is no benefit to
implementing such systems. Therefore, understanding and investigating the electronic
interaction between government agencies and users is very important, especially in the current
advanced IT era. Many online public e-Services have been provided in recent years in different
countries, including Saudi Arabia, and there are more e-Services under development.
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As governments develop e-Government systems to provide e-Services to stakeholders, the
adoption and usage level is still low especially in developing countries (Ziemba et al., 2013;
Rehman et al., 2012; Al-Shafi & Weerakkody, 2010; AlAwadi & Morris, 2009 and Kunstelj et
al. 2007). Successful implementation of ICTs in government units and satisfactory usage level
by all government stakeholders are the main goals of e-Government. Thus, analysing the
significant factors that influence the adoption and utilisation of e-Government is becoming a
necessity. Besides the need to increase the adoption and utilisation level of the implemented eGovernment systems, it is also crucial to understand the factors that can influence the adoption
and usage of the new e-Services. The analysis of such factors will bring e-Government service
to a more successful level; and will also outline the path for developing new e-Government
services. Most of the studies in the literature have focused on implementing e-Government from
technical and structural perspectives (Ebrahim & Irani, 2005; Chanchary & Islam, 2011 and
Alshomrani & Qamar, 2013). Several studies have also focused mainly on analysing barriers to
and challenges of implementing e- Government (Alshehri et al., 2012 and Alateyah et al., 2012).
However, few recent studies have been conducted to discover and analyse factors that can affect
the adoption and utilisation of e-Government from the users’ perspective (Alshafi &
Weerakkody, 2010; Al-adawi et al., 2005 and Sahraoui, 2005).
Therefore, this research will investigate and analyse factors that could influence the adoption
and utilisation of e-Government in Saudi Arabia from different perspectives; including the
citizens’ perspective, the business sector’s perspective and government employees’ perspective.
Several key factors involved in the investigation and analysis of this research including personal
factors, motivational factors, technical factors and reliability factors. The investigation and
analysis of such factors creates a better understanding of the users’ adoption and intention to use
e-Government systems and this would contribute to achieving a high level of e-Government
success.

1.2 Problem Statement
E-Government initiatives are still in the early stages in most developing countries, including
Saudi Arabia; and face many issues related to adoption, implementation and utilisation. Users’
adoption of e-Government systems is less than satisfactory in many countries, particularly in
developing countries. Although large amounts of money have been invested in e-Government
initiatives in some of these countries, such as the Arab countries, they still have many
challenges and shortcomings that limit the adoption and minimise the utilisation of eGovernment systems, which influence the success of such systems (Ziemba et al., 2013). The
unexpectedly slow adoption rate of Information Technology (IT) application has lead
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researchers and practitioners to seek to analyse and understand, manage and predict its
diffusion, usage and utilisation (Attewell, 1992).
It is apparent that e-Government programmes and systems cannot be implemented by a unified
and universal model. This is because of several factors that differ from one context to another;
including the political, cultural, economical, infrastructural and demographic factors which need
to be considered. Saudi Arabia, in particular, has religious, cultural and infrastructural factors
that need to be considered when studying the users’ adoption and intention to use since such
factors play a critical role in how e-Government is perceived, accepted, adopted and used (AlSabti, 2005). Moreover, the investigation and analysis of the influential factors need to be
derived from the perspectives of the actual users. Heeks (2003), claims that one of the main
reasons that can lead to the failure of e-Government implementation is the inconsistency
between design and reality. This means that implementing an interactive system such as eGovernment without considering the actual users’ perceptions, believes, intentions and needs
would likely lead to failed implementation. Ali et al. (2009), stated that most of the developing
countries rely on external experts when implementing interactive systems such as e-Government
systems. This includes external companies or external professionals. This often fails to consider
many aspects and needs related to the targeted users, which then leads to failure in practice.
The last United Nations E-Government survey that was undertaken in 2014 aimed to measure
and rate e-Government performance amongst different countries around the world and revealed
a rapidly increasing rate of performance in Saudi Arabia, with a global ranking of 70th in 2008,
58th in 2010 to 41st in 2012 and reaching to 36th in 2014. The survey showed that Saudi Arabia
is above the global average in terms of supporting ICT infrastructure, human capacity
development and online service advancement. On the other hand, Saudi Arabia was found to be
below the global average in terms of e-Participation (Alsaif, 2013a) (UN, 2014). This survey
aims to rate and compare the performance of different countries in implementing e-Government,
not to capture e-Government development in an absolute sense (UN, 2014).
Yesser, which is the e-Government program in Saudi Arabia, has conducted a survey to
measure customer preparedness (individuals and businesses) for the use of e-Government
services. It revealed a high level of program awareness (82%) and also a high level of trust
(92%) amongst individuals. However, it also revealed low levels of usage and satisfaction at
58% and 55% respectively. Furthermore, the survey also showed relatively high levels of
program awareness and trust amongst business firms at 78% and 92% respectively. On the other
hand, it also showed low levels of usage and satisfaction at 66% and 46% respectively (Yesser,
2010).
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The implementation of e-Government systems has been studied widely from technical and
management perspectives (Alsaif, 2013a). However, some studies suggest that there are factors
that affect users' adoption and intention to use e-Government services and the lack of studies
that consider such factors has become an issue especially in developing countries (Taiwo et al.,
2012). Thus, there is a need to study the implementation of e-Government systems from the
adoption and utilisation perspectives and consider the factors that have influence and impact on
the users’ acceptance of and intentions to use these systems. Understanding such factors from a
comprehensive perspective and also from the actual users’ point of view would significantly
contribute to the success of implementing e-Government services and systems which then lead
to higher adoption and better usage. A number of studies have considered the adoption of eGovernment in developing countries but with several limitations including the use of limited or
inapplicable frameworks, limited factors and limited considerations of the real and actual
aspects when measuring the influence of several factors; also some studies only involved certain
users such as university students. Thus, the need for a comprehensive framework, realistic
measurement of the proposed factors and the involvement of diverse users are crucial to better
understand the adoption and utilisation of e-Government systems. This research seeks to
address these gaps by proposing a comprehensive framework that includes key factors,
measuring these factors from the perspectives of a variety of actual users in the research
context, which is Saudi Arabia, and then analysing the influence of these factors to conclude
with comprehensive results.

1.3 The research objectives and significance
The importance of this research lies in the need to understand the factors and aspects that
influence users’ adoption and utilisation of e-Government services and systems in Saudi Arabia.
This would enhance the current acceptance and use level and also would contribute to providing
a user-centred method for designing and implementing new e-Services. Moreover, the lack of a
comprehensive framework to be used as base for analysing the adoption and usage of the
interactive systems, particularly e-Government systems in this research, is another aspect that
shows the significance of this research. Many studies in the e-Government literature have
utilised frameworks and models in an attempt to understand and analyse determinants and
factors that have impact on users’ intentions to adopt and use. Many of these frameworks and
models lack comprehensiveness in terms of including important and related constructs. They
either focused on one aspect such as trust or culture, focused on limited factors or they
combined several constructs from different theories and models in a complex way. Thus, the
need for a simple, clear and comprehensive framework that involves key constructs that are
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derived and measured from the actual situation is significant. It is also important to consider the
local context of where the study is conducted and also the country-specific and culture-specific
aspects of the targeted context. Furthermore, considering different perspectives and different
points of views is fundamental to providing a wider understanding of adoption and use.
Therefore, this research investigated and analysed the proposed influential factors from different
perspectives. This involved the citizens’ perspective, the perspective of users from the business
sector and government employees’ perspective; and this also reflects the significance of this
research to provide a better understanding.
The use of developed Information and Communication Technologies (ICTs) should be
combined with an understanding of what the users need when designing and implementing
public online services. It is crucial to understand the users' needs and measure what increases
their adoption and utilisation level if e-Government systems and services are to be successfully
implemented. Although the implementation of e-Government systems differs extensively from
country to country in terms of missions and objectives, all of them have in common a central
value of e-Government, which is to be user-focused or user-centric. The acceptance, diffusion
and success of an e-Government program are contingent upon users’ willingness to adopt its
services (Shareef et al. 2011). Thus, one of the most significant aspects of implementing eGovernment systems and services is the willingness of its users to adopt and utilise them (Evans
& Yen, 2006; Shareef et al., 2009a and Verdegem & Verleye, 2009). However, this acceptance
is still low and limited in many countries (Kunstelj et al., 2007; Ebbers et al., 2008; Bertot &
Jaeger, 2008; AlAwadhi & Morris, 2009 and Ziemba et al., 2013).
The adoption and utilisation of e-Government systems is not something that happen
automatically just because services are made available electronically (AlMahroqi, 2012). Thus,
this research seeks to identify and investigate factors that affect the adoption and utilisation of eGovernment systems. Specifically, a consideration of aspects and factors associated with higher
adoption and use of e-Government in the Kingdom of Saudi Arabia is the aim of this research.
Considering different users’ perspectives from both the consumers’ side (citizens and business
sector) and providers’ side (government employees) was also one of this study’s objectives.
Furthermore, this research also aimed to develop a comprehensive model that can address and
identify constructs that influence users’ adoption and utilisation of e-Government in Saudi
Arabia. This conceptual model involves personal, motivational, technical and reliability factors
that measure the users’ attitudes, beliefs and perceptions about e-Government, whilst keeping in
view the local context of Saudi society. The research objectives can be summarized as follows:
•

Critically review and investigate the most common models and theories related to the
technology acceptance and adoption, which are used by many studies in the e-Government
literature, to assess their applicability to the context of e-Government.
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•

Develop a more comprehensive model for e-Government adoption and utilisation analysis
by considering the integration of key constructs from the assessed models and theories.

•

Utilise the proposed model to understand and analyse the influence of the proposed factors
on the adoption and utilisation of different types of users:

•

o

The Saudi citizens who use e-Government services for their governmental
transactions.

o

The users from business sector including the business entities’ owners and the
private employees who use e-Government services for the governmental
transactions that are related to their business entities.

o

The government employees who use e-Government systems to process and deal
with customers’ transactions.

Provide results, guidelines and recommendations for e-Government services providers and
governmental agencies that help them to design, implement and provide e-Services and eTransactions based on the users’ needs, attitudes and perceptions. This would help to
implement e-Government systems that are tailored to the users’ needs and choices which
then contribute to achieving higher adoption, utilisation and satisfaction. This also would
contribute to the dissemination and widespread adoption of this innovation.

1.4 The research questions
These questions will attempt to address the aims of this study, and are:
1. What is the most appropriate theoretical framework that could be used to analyse the
adoption and utilisation of e-Government services and systems from the users’ perspectives,
specifically in Saudi Arabia?
2. What are the factors that influence the adoption and use of e-Government services and
transactions by citizens in Saudi Arabia?
3. What are the factors that influence the adoption and use of e-Government services and
transactions that are provided to the business sector from the perspectives of this sector’s
users?
4. What are the factors that influence the adoption and use of government employees when
using e-Government systems to process customers’ transactions including citizens’
transactions and the business sector’s transactions?
5. How could adoption and utilisation levels be enhanced when implementing e-Government
systems based on the users’ perceptions, attitudes, beliefs, needs and choices?
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1.5 The research scope and phases
This research examines and analyses the adoption and utilisation of e-Government services and
systems in the Kingdom of Saudi Arabia. The research focuses on the Government-to-Citizens
(G2C) and Government-to-Business (G2B) domains. It also focuses on the adoption and use of
the e-Government systems by government employees who use such systems to process
customers’ transactions. So the study involves analysing the influential factors from both sides –
i.e. the consumers and providers of e-Services and e-Transactions. In other words, the study
focuses on the adoption and utilisation of all users who are involved in performing and
processing e-Services and e-Transactions that are provided to customers, who are the main
target when implementing such national systems. Thus, the study is concerned with the success
of e-Government services from the beneficiary perspective (citizens and business sector) and
also from the provider perspective (employees) by investigating and analysing key factors that
influence those users’ adoption and utilisation.
The research was conducted systematically as shown in Figure 1.1:
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Exploring and investigating the research field:
•
•
•

Reviewing e-Government literature and its concepts.
Reviewing technology acceptance and adoption literature.
Critically assessing the applicability of common technology and adoption models and
frameworks that have been used in e-Government Literature.

•
Developing the research framework:
•
•
•

Integrating key constructs from well-studied models and theories in the acceptance and adoption
literature but with a broader view.
Propose new constructs that are derived from the e-Government literature.
Develop a more comprehensive model to be used as a framework for this research.

Developing the research hypotheses:
•
•
•

Identifying all the possible relationships between the model’s constructs.
Proposing relationships between the proposed factors and intention to use e-Government.
Developing the research hypotheses based on the proposed paths of influence between the model’s
constructs
Measuring the influence of the proposed factors to test the hypotheses
Developing the research
instrument dedicated to the
citizen sample.

Developing the research
instrument dedicated to the
government employee
sample.

Developing the research
instrument dedicated to the
sample of users from the
business sector.

Test the developed instruments and modify where needed (Pilot study)
Translating the research instruments to Arabic language

Data Collection:
•
•
•

Collecting data from all three targeted samples
Collecting data from different areas in Saudi Arabia
Using questionnaires (as main method) and semi-structured short interviews (as
complementary and supportive method)

•
Analysing the collected data:
•
•
•
•
•

The analysis includes descriptive analysis and statistical analysis.
All the proposed items were analysed to provide clear, comprehensive and detailed results.
Assessing the influence of each factor by interpreting the findings from the descriptive analysis.
Assessing the influence of each factor statistically.
Determine the hypothesized relationships between the proposed factors and the intention to adopt and use.

Testing the proposed hypotheses and validate the research model
(Answering the research questions)

•
•

Providing a revised conceptual model that demonstrates the significant influencing factors from
different perspectives based on the practical investigation and findings.
Developing recommendations for e-Government implementation to contribute in achieving high
adoption and utilisation level based on the findings
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1.6 Contribution to knowledge and practice
The outcomes of this research will contribute to the knowledge and practice in the area of eGovernment adoption and utilisation by analysing the salient factors that influence the
acceptance and use of the potential users, which then bring the e-Government systems and
services to a more successful level. This research will provide many contributions to the
knowledge and practice of e-Government, which can be summarized as follows:
•

This research provides a critical review of the most common theories and models related to
the technology acceptance that are used by many studies to analyse e-Government adoption
and intention to use. Although such theories and models are well-researched and powerful,
this review shows that the analysis of e-Government adoption and utilisation requires
considerations and factors over and above those involved in such theories and models.

•

This research identifies and proposes salient factors that influence users’ adoption and
utilisation of e-Government systems and services. This involves factors that have not been
considered previously in e-Government adoption studies.

•

This research develops a conceptual model for analysing e-Government adoption and
utilisation, which is one of the least studied aspects of e-Government.

•

This research contributes to investigating and understanding the factors that influence the
adoption and utilisation of different types of users who use e-Government systems and
services. Those users are:

•

o

The citizens who use e-Government services for their personal government
transactions.

o

The users from the business sector who use e-Government services and transactions
for their own business or the firms that they work for.

o

The government employees who are involved in processing and delivering the
customers’ transactions.

This research methodology and design is also another contribution especially in the field of
e-Government. Analysing data that is derived and collected from actual potential and
diverse users based on a systematic framework and from different places in the targeted
context helped this research to achieve its objectives. The research instruments
(questionnaires) involved different items that measure significant aspects of the proposed
factors to assess their influence on the targeted users. Moreover, the use of multiple
methods for data collection (quantitative and qualitative) supported the significance of the
research results and added a distinctive aspect to this research. Furthermore, targeting
different types of e-Government users represents the holistic approach that this research
aims for. The methodology of this research aimed to analyse and understand the adoption
and utilisation from the customers’ side (citizens and users from the business sector) which
is fundamental for e-Government success. It also aimed to understand the adoption and
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utilisation from the provider side (government employees) which is one of the least studied
aspects in the e-Government literature particularly in the developing countries. This lends
further significance to this research as a distinct contribution to the field.
•

The revised model presented in Chapter 8 can be used by government departments, eServices and e-Transactions providers, researchers and practitioners to understand the most
significant factors that influence the adoption and use of e-Government from different
perspectives. This may contribute to increasing the adoption and usage level, as well as
developing and implementing new electronic systems and services more successfully based
on the users’ needs, perceptions and expectations.

•

This research develops practical recommendations based on the findings. These
recommendations can serve as guidance for e-Services and e-Transactions providers and eGovernment practitioners to enhance the implemented e-Services as well as to implement
new e-Services.

•

Based on the aforementioned contributions, this research provides a great insight into the eGovernment context in Saudi Arabia as it addressed several country-specific and culturespecific aspects when analysing the influence of the proposed factors. Moreover, such
contributions make this research a pioneer research in the area of e-Government especially
in developing countries and countries within the same region such as the Gulf countries,
since such countries have many similarities with the context of Saudi Arabia in terms of
culture, traditions, environment and infrastructure.

1.7 The Thesis Outline
This section provides the sequence and brief description of the thesis chapters as follows:
Chapter One: This chapter provides an overview of the research context and defines the
research problem. Furthermore, it presents the objectives and aims of this research. It also
presents the research questions and the research phases. A brief list of the research contributions
is also presented in this chapter.
Chapter Two: This chapter provides a literature review on e-Government. This includes a
background, definition, domains and maturity levels of e-Government. It also presents the
benefits and challenges of implementing e-Government systems and services. It then discusses
e-Government status in different developed and developing countries including e-Government
in Saudi Arabia. This chapter also reviews a number of theories and models that are related to
technology acceptance and adoption analysis including the Theory of Reasoned Action (TRA),
Technology Acceptance Model (TAM), the Diffusion of Innovation (DOI) theory. The
Perceived Characteristics Innovation (PCI) model and the Unified Theory of Acceptance and
Use Technology model (UTAUT).
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Chapter Three: This chapter presents the conceptual framework, which is the E-Government
Adoption and Utilisation Model that is developed in this research. It provides a critical review
of the models and theories that are commonly used in e-Government adoption literature. This
chapter also identifies and explains the key constructs and factors of the proposed framework
(EGAUM) alongside the research hypotheses.
Chapter Four: This chapter discusses the adopted research methodology. It explains and
justifies the research design, the research philosophy, the research approach, the research
strategy, the research method and the data collection techniques. It also discusses the analysis
procedures that are performed in this research.
Chapter Five: This chapter presents and analyses the data that has been collected from the
Saudi citizens. Two analysis sections are involved in this chapter which are a descriptive and a
statistical analysis. This chapter also discusses the findings and assesses the research hypotheses
from the citizens’ perspective. It concludes with a summary of the most significant factors that
influence citizens’ adoption and use.
Chapter Six: This chapter presents and analyses the data that has been collected from the
government employees. Similar to Chapter five, two analysis sections are involved in this
chapter which are the descriptive and the statistical analyses. This chapter also discusses the
findings and assesses the research hypotheses from the public employees’ perspective. It
concludes with a summary of the most significant factors that influence the employees’
adoption and use.
Chapter Seven: This chapter presents and analyses the data that has been collected from the
business sector users. The findings from the descriptive and statistical analyses are presented
and discussed in this chapter. The research hypotheses are assessed from the business sector
perspective. This chapter summarizes the most significant factors that influence the adoption
and use of users from the Saudi business sector.
Chapter Eight: This chapter provides an overview of the whole research, demonstrating and
summarising the purpose and outcome of each chapter. It also presents the resulting
recommendations. The research contribution is also be presented and discussed as well as the
research limitations and the directions for future work.
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Chapter Two: Literature Review
2.1 Introduction
This chapter intends to provide a literature review on the subject. At first, a background on eGovernment will be presented (Section 2.2). Then the term ‘e-Government’ will be defined
(Section 2.3), then the drivers and domains of e-Government will be introduced in Section 2.4,
which includes four main domains: Government to Government, Government to Business,
Government to Citizens and Government to Employees. Moreover, e-Government
implementation levels will be reviewed and discussed in Section 2.5. Then, Section 2.6 presents
the objectives and benefits of implementing e-Government systems and services and Section 2.7
addresses the challenges and barriers that are facing the implementation, adoption and
utilisation of e-Government. The e-Government implementations in developed and developing
countries will be reviewed and discussed in Section 2.8, including some examples of eGovernment situations from different countries. Since the context of this research is the
Kingdom of Saudi Arabia, Section 2.9 will provide an overview of the kingdom and will also
provide an overview and discussion of the Saudi e-Government program (Yesser). The eGovernment adoption and utilisation, which is the focus of this research, will be defined and
discussed in Section 2.10. A number of technology acceptance models and theories will be
presented in Section 2.11. Finally, Section 2.12 will review and discuss several studies and
research that have been conducted in the e-Government adoption and utilisation literature in
different contexts.

2.2 E-Government background
The use of Internet and information technologies has revolutionized the lifestyles of people, and
the rapid growth of this use has created more information societies around the world. When the
US Department of Defence invented the Internet in the 1960s for defence research purposes, no
one could predict the revolution that it would cause a few decades later (Ho, 2002; Beranek,
2007). Today, the Internet is a major part of the daily life of many people. The Internet has been
widely utilised and adopted in the field of commerce, leading to e-Commerce becoming a
method for selling and buying products and services online. The scope of E-Commerce has
been subsequently extended to improve the practices and processes in business, and the
introduction of e-Business into the business sector. These rapid technological changes and
developments that have occurred in the business sector encouraged the public sector to consider
including technologies in its administrations and communications. The public sector began to
examine how the new technologies could be implemented and how it could be transformed from
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a paper-based sector to an electronic-based sector. The first use of the Internet technology in
government was in the early 1990s when electronic mail and the World Wide Web were used to
provide information and services (Ho 2002). The preliminary stages of government online
initiatives during the 1990s focused on providing and disseminating information over the
Internet which led to the creation of many websites that provide static information (OECD,
2005). This initial use of the Internet in public sector was the development of Web-based
services by the end of 1990s. E-Services then became an integral and significant part of
electronic government (e-Government) offering improved electronic interactions between
government and stakeholders (Ho, 2002).

2.3 Definition of e-Government
The term e-Government (also called E-Governance or Online Government) emerged in the
1990s (Anttiroiko & Malkia, 2007). Since then, the field e-Government has grown considerably
and this offered opportunities for research and provided scientific content (Grönlund & Horan,
2005). The term e-Government has been variously defined in the literature. For example, Kitaw
(2006) defined it as “the use of ICTs to promote more efficient and effective government,
facilitate access to government services, allow greater public access to information, and make
governments more accountable to citizens”. Furthermore, e-Government can be defined as “the
use by government agencies of information technologies (such as Wide Area Networks, the
Internet, and mobile computing) that have the ability to transform relations with citizens,
businesses, and other arms of government” (World Bank, n.d.).
Additionally, the United Nations (UN) defined e-Government as “The employment of the
Internet and the world-wide-web for delivering government information and services to the
citizens” (2001). It is mentioned recently in their report that e-Government can be an engine of
development for the people (UN, 2012). However, some definitions are not comprehensive in
terms of describing the meaning of the electronic government. Furthermore, many definitions
refer only to providing online services (E-Services) to citizens where in fact e-Government is
broader and more comprehensive than that. In addition to providing E-Services to customers
(citizens) and facilitating access to the information provided by government, e-Government also
increases the level of participation which is of positive benefit to citizens. It also creates
multiple and flexible communication channels between the government and citizens, in order to
enhance the relationship between them.
Moreover, e-Government can refer to the use of ICTs to facilitate the communication between
government departments at different levels in order to exchange data and information. This in
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turn leads to providing integrated services that need data from different governmental agencies.
For example, a citizen does not need to inform different agencies when he/she changes home
address, as such information can be spread and transferred between these agencies when the
address is changed in one of them.
According to Alateyah et al., defining e-Government from a single perspective is easy, but to
define it from a general view is relatively difficult (Alateyah et al., 2012). However, we can
conclude with a relatively comprehensive definition for e-Government. It is the utilisation of
various

Information

and

Communication

Technologies

(ICTs)

for

facilitating

the

communication between government and stakeholders (citizens, business and governmental
agencies); providing effective, efficient and integrated e-Services and enhancing the relationship
between the government and stakeholders.

2.4 E-government drivers and domains
E-Government drivers are still discussed in the literature (Alateyah et al., 2012). This is because
different researchers see Electronic Government from different angles. Most of the researchers,
such as Seifert (2003) and Sang & Lee (2009) categorised e-Government into three main types.
They classified it as Government to Government (G2G), Government to Business (G2B) and
Government to Citizen (G2C). Other researchers added a fourth category, which is Government
to Employees (G2E) (Alghamdi et al., 2011; Ndou, 2004). Each category can be defined as
follows:
2.4.1

Government to Government (G2G)

G2G refers to the integration of internal systems and procedures into a central system and it is
considered the backbone of e-Government. The aim of this domain is to facilitate the
collaboration and coordination of the internal processes within governments (organisations and
agencies) (Seifert, 2003). Sang & Lee stated that it is crucial to develop G2G in order to
implement successful e-Government, since it influences the usage of the system as a whole
(2009). Many researchers support this point since it is logical that government must enhance
and improve their internal e-Processes before providing e-Service to the citizens.
There are certain forces that arguably are strongly motivating the implementation of G2G.
According to Seifert (2003), legislation is one of these forces, where a variety of laws and
regulations contribute to the implementation of e-Government. In the US for example, some
Acts can be mentioned in this regard, such as the Paperwork Reduction Act (PRA) and the
Government Paperwork Elimination Act (GPEA), that are concerned with reducing the required
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information and reports collected by government agencies, as well as introducing any
technologies needed to substitute paperwork with electronic documents. An interest in
improving efficiency is another force for G2G. Implementing information technologies
successfully inside government agencies will reduce costs and the number of required tasks,
increase the speed of transactions and enhance the consistency of outcomes.
2.4.2

Government to Business (G2B)

G2B occurs when there are electronic interactions between government agencies and the
business sector. The primary goal of implementing G2B is for the government agencies to use
electronic methods to interact with business sector and satisfy their service needs (Joseph 2009).
By implementing e-Government systems, government agencies can facilitate the delivery of and
ease of access to information and services to the business sector (Al-zoubi & Lip-Sam, 2011).
The implementation of G2B has many advantages for both government and business sector.
Awan (2007) states that G2B saves businesses the time, effort and money spent to comply with
rules and regulations. DeBenedictis et al., (2002) state more advantages, which are providing
information in one easy accessible location, streamlining requirements, simplifying procedures,
lowering the number of the required forms, making transactions easier and helping business
understand what regulations apply to them and how to comply with them. Significant attention
has been paid to G2B due to several factors, such as the enthusiasm of the business sector and
the tendency to cost and effort reduction. The G2B sector also involves the sale of surplus
government goods to the public; and purchasing goods and services for governmental agencies
(Seifert, 2003).
The literature mentions several motivating forces for implementing G2B as a type of eGovernment. One of these forces is the business community itself, since many industries
nowadays rely heavily on electronic means for purchasing and selling goods and services.
Therefore, G2B enables businesses to interact, communicate and transact with the government
agencies easily and effectively (Mutula, 2012). Another motivating force is the need for cost
cutting and also the need for enhancing the efficiency of purchasing activities (Seifert, 2003).
G2B initiatives have a significant potential for both governments and businesses since they can
save effort and costs. Moreover, they open new channels for the interaction between
governments and business.
2.4.3

Government to Citizens (G2C)

G2C refers to the dealings and interaction between government and citizens over an online
medium (DeBenedictis et al., 2002). G2C e-Government is designed to facilitate the interaction
between government and citizens, which therefore enhances the relationship between them.
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Many researchers indicated that G2C is the primary goal of implementing e-Government
(Seifert, 2003).
Interests in G2C are derived from several motivational forces, such as citizens’ demands,
reducing time consumption and reducing costs and effort. There are many examples of G2C
initiatives to provide e-Services such as GOV.UK in the United Kingdom. This website was
created by the government digital service. The aim of this website was to replace the individual
websites of the government agencies and bodies to provide e-Services in a form of a one-stopshop. This governmental website provides a range of world-class digital services used by
millions of people in the UK and abroad (Government of the United Kingdom, n.d.). G2C is
considered the fundamental element in e-Government systems since it involves the largest
number of stakeholders (citizens); and thus the successful implementation of G2C as an eGovernment has a crucial impact on several aspects. Some research and studies in this regard
have been conducted and this area of research remains of interest in the literature.
2.4.4

Government to Employees (G2E)

G2E aims to cultivate and develop Information Technology (IT) capability among government
employees to deliver efficient and effective services. It refers to the relationship (activities and
tasks) between government agencies and their employees (Mutula, 2012). G2E is an effective
way to provide e-Learning and knowledge sharing environment to employees. It also gives them
the ability to access information about compensation, training and learning opportunities,
benefits policies and civil right laws (Ndou, 2004). G2E can dramatically enhance the
implementation of e-Government in general. It also plays a part in cultivating ICT skills among
government employees in order to make their tasks and work more valuable.
Siau & Long (2005) outline these domains (See Figure 2.1). Furthermore, they illustrate the
relationships between the four main domains of e-Government and describe the objectives and
activities of each domain as well as its relationship to the other domains (See Figure 2.2 below).

Figure 2.1: E-Government four domains (Siau & Long, 2005) (see appendix G for larger figure).
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Figure 2.2: Objectives and relationships of e-Government domains (Siau & Long, 2005) (see appendix G for larger
figure).

Other e-Government domains have been mentioned in the literature. For example, Yildiz (2007)
identified two more domains of implementing e-Government; firstly, Government to Civil
Society Organisations (G2CS), which refers to activities between government and civil society
organisations which may join forces in certain circumstances. For example, G2SC can facilitate
communication and coordination after disasters. Secondly, Citizen to Citizen (C2C), which
refers to the implementation of electronic discussion groups on civic issues. Both categories are
considered as important parts of implementing successful e-Governance, since they enhance the
forms of e-Participation and e-Coordination.

2.5 E-Government levels
E-Government levels (also called stage models or phase models) refer to the phases of
implementing e-Government systems. Different approaches have been introduced in the
literature for determining e-Government levels (Aladawi et al., 2005). The aim of these
approaches is to measure the progress of implementing e-Government initiatives and to
establish a road map to accomplish the desired goals. These models also serve as a reference to
position where the project fits into the whole e-Government strategy. The models’ phases
neither depend on each other, nor need one phase be completed to begin another. They
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conceptually offer a way to evaluate the process of e-Government and also to indicate the
system’s maturity (Al-Hashmi & Darem, 2008).
One of the most-used models is Gartner’s four phases model (Zarei et al., 2008; Al-Hashmi &
Darem, 2008). This model classifies the maturity of e-Government into four phases (as shown
in Figure 2.3). A brief explanation of each phase is also presented below:

Figure 2.3: Gartner's e-Government stages model (Zarei et al., 2008; Al-Hashmi & Darem, 2008) (see appendix G for
larger figure).

1. Publishing (Web Presence): This is considered the earliest stage, where static information is
published, i.e. a simple information-providing website of a passive nature. It is sometimes
described as a ‘brochure’ since it provides the same function as a paper brochure (AlHashmi & Darem, 2008).
2. Interaction: This phase goes one step further by improving the functionality of eGovernment systems (Aladawi et al., 2005). In this phase, simple interactions between
G2G, G2B and G2C are provided such as providing e-mail contacts and interactive forms
that generate informational responses (Al-Hashmi & Darem, 2008).
3. Transaction: In this phase, full-featured online services emerge, where citizens can conduct
online transactions completely. The transaction phase usually involves payment activities
such as paying taxes or fees, paying for licence renewal or submitting bids for procurement
contracts (Al-Hashmi & Darem, 2008).
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4. Transformation: Aladawi et al. (2005) describes this phase as the long-term goal of any eGovernment systems. This phase involves reinvention of how government functions are
organized and conceived. All government information systems are integrated to represent
one virtual centre.
Many other phase models have been introduced in the literature. For example, the United
Nations (UN) developed a five-stage model that involves: Emerging, which refers to websites
with basic information; Enhancing, which refers to dynamic information and contents;
Interactive, which refers to electronic interaction; Transactional, which involves payments and
finally Seamless, which refers to full integration across government agencies (2001).
On the other hand, Layne & Lee (2001) suggest another e-Government phase model with four
stages. They propose a ‘stages of growth’ model that outlines the multi-perspective
transformation within government structure as these stages make the transition into eGovernment in each stage. Based on technical, organisational and managerial feasibilities,
Layne and Lee presented their four-stage model in two dimensions as follows (Figure 2.4):

Figure 2.4: Layne and Lee's Four Stages Model (Layne & Lee, 2001).

Most of the e-Government level models in the literature focus mainly on technical perspectives
to assess the e-Government maturity levels. Although assessing the maturity of e-Government
systems from a technical aspect is fundamental and significant, a citizen-centric perspective is
also crucial in order to measure the success and maturity of such systems. Al-Khatib (2009),
states that there is a lack of citizen-oriented maturity models that determine the users’ activities,
participation and engagement levels. Thus, the following six phases are suggested in this
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research to provide a simple and comprehensive model of maturity levels that considers users’
activities at each level. These phases are presented as follows:
1. Web presence: This level indicates whether the governmental agency has a website that
contains static information which customers can access, such as the process of applying for
a governmental service. See Figure 2.5 below:

Figure 2.5: Website presence level (providing information)

2. One-way interaction: This level indicates that customers can communicate with the
government but in one direction; such as in offline forms, where customers can fill in the
form and then send it to the government agency online through their website or by email.
See Figure 2.6 below:

Figure 2.6: One-way interaction level

3. Two-way interaction: This level indicates that customers can apply for online services,
such as filling online forms, and also receive the reply online. This level is considered as the
true start of e-Government. See Figure 2.7 below:

Figure 2.7: Two-way interaction level
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4. Transaction: This level is considered as a two-way interaction. By completing a
transaction, the customers’ record will be modified accordingly. Usually this level involves
a payment (e-Payment). See Figure 2.8 below:

Figure 2.8: Transaction level

5. Integration: This level indicates that customers can apply for an online service which needs
information and data from different government agencies. Moreover, the customers’ records
will be modified in all of these agencies accordingly. See Figure 2.9 below:

Figure 2.9: Interaction level

6. E-Engagement: This phase is a long-term goal of implementing e-Government. It involves
e-Democracy and e-Participation domains where customers can participate in making
decisions such as e-Voting and e-Polling for government executive members. Besides the
ability to conduct many e-Services that are implemented in the previous stages, customers
can also evaluate and assessing the quality of the agencies’ performance and projects in the
form of e-Evaluation and e-Assessment. Forums, blogs and e-Society groups can be
implemented online to enable customers to communicate with each other. See Figure 2.10
below:
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Figure 2.10: E-Engagement level

Implementing e-Government is not straightforward process; in fact it goes through several
levels and stages. The success of e-Government can be measured by identifying the level
attained. As shown in the phases and figures above, implementing a successful e-Government is
a time-consuming process but when it is well-implemented, many goals and significant
improvements may be achieved.
2.6 The objectives and benefits of implementing e-Government
According to the Information Society Commission (2003), e-Government is not only an
automation of government services and the dissemination of public information online, but is a
fundamental transformation of government, technology and administrative processes that
significantly changes the way of providing services and information to stakeholders. Al-Sabti,
who was the Saudi e-Government program director, stated that “E-Government is the major
vehicle for transforming the public sector to the information society” (Al-Sabti, 2005). Building
an Information Society will facilitate the process of providing e-Services and help to move
towards decentralization. Moreover, it will also increase interaction and participation levels.
There is increasing recognition of the benefits and potentials of implementing e-Government. EGovernment provides higher productivity in terms of reducing cost, time and effort. It also has
the ability to ensure greater engagement with users; and offers more efficient administrative
procedures, higher quality services and better policy outcomes. In addition to these direct
benefits, e-Government has also indirect potentials such as better transparency and
accountability in terms of decision-making, stimulating economies and developing democracy
(Information Society Commission, 2003). The benefits of implementing e-Government that are
stated in the literature are presented below:
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•

Delivering electronic and integrated public services online to customers, including public
citizens and the business sector, through electronic and online methods that are available 24
hours a day, seven days a week. This will save costs and reduce travel and waiting time.
(Reffat, 2006; Reynolds & Regio, 2001 and Aladawi et al, 2005).

•

Online services provided by e-Government are cheaper than providing services through
traditional means as they save money on printing, sorting and mailing (Warkentin et al,
2002).

•

Transforming, improving and rebuilding the relationship between government and users
(citizens and other beneficiaries) by providing value-added and personalized services to
them. Rather than providing unified services to all customers, the government can use
technology, in the form of e-Government, to treat users as individuals and provide
personalized services which enhance the users’ trust and confidence levels. (Weerakkody &
Dhillon, 2008; Reynolds & Regio, 2001).

•

Strengthening accountability and transparency of government operations (Aladawi et al,
2005).

•

Facilitating communication and improving the coordination and cooperation amongst
different government agencies.

•

Providing new and improving existing services, based on users’ needs.

•

Simplifying processes, reducing costs, enhancing research capabilities and improving
documentation and record-keeping (Gebba & Zakaria, 2012).

•

Bridging the digital divide which will help the government offer the same type of
information and services to all users equally (Huang, 2007).

•

Facilitating the access to policy information which will promote users’ empowerment and
enable them to participate in decision-making (Fuchs, 2006).

•

Enhancing economic and offering opportunities for businesses to expand.

•

Creating more forms of participation by encouraging and providing online debates,
exchanging information and e-Voting (Davison et al., 2005).

•

Introducing several efficient payment methods which give users an easy option to conduct
government transactions online.
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•

A transformation of governance which will improve processes and reduce systematic
corruption (Abanumy et al, 2003; Reynolds & Regio, 2001).

•

Reforming bureaucracy and increasing democracy level (e-Democracy) within the
government; and improve the relationship between beneficiaries and government and the
level of trust (Alateyah et al, 2012).

As shown above, e-Government can have a fundamental influence on the users’ quality of life
and the relationship between them and their governments. Successful e-Government can
achieve higher levels of user satisfaction and confidence, which will be reflected on the
community and social unity. Some of these benefits, such as saving costs and time, can be
accomplished in the short-term when implementing e-Government; and some of them, such as
reforming bureaucracy, can be achieved in the long-term. Therefore, understanding the factors
that influence the adoption, implementation and utilisation of e-Government is very important if
these benefits are to be achieved.
2.7 E-Government challenges and barriers
Establishing an E-Government system is identified as one of the top priorities for governments
across the world; since 179 out of 192 United Nations (UN) members reported that they
developed strategies to implement these systems (UN, 2008). They represent a fundamental
change in the public sector structure, culture, value and the way of conducting services by
utilising Information and Communication Technologies (ICTs). Recently, governments in the
Middle East started using e-Government and the Kingdom of Saudi Arabia, as a Middle Eastern
country, is in the process of transition to e-Government. Today, most Saudi agencies have their
own websites to provide either basic information or some e-Services. Most of these e-Services
and information are inefficient due to the limitation of implementation or the lack of utilisation.
Moreover, some of them are not updated on a regular basis (Alshehri & Drew, 2010).
Unlike the case of developed countries, research and studies that investigate and analyse the
implementation and utilisation of e-Government in developing countries are limited. Few
studies have been conducted into e-Government adoption, utilisation, e-Usage and eEngagement in many such countries in general, and in the Arab countries such as Saudi Arabia
in particular (Alateyah et al, 2012; Gebba & Zakaria, 2012 and Alsaghier et al, 2009).
Therefore, the lack of studies that explore and analyse the implementation of e-Government
from different perspectives in developing countries is considered a very important challenge
that needs to be addressed. Furthermore, the lack of adoption and use of the e-Services provided
by e-Government is problematic, even if some of these e-Services are implemented well.
Implementing a huge national system like e-Government requires a large amount of effort and
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cost; so not being adopted and utilised by users as expected is a disaster. Beside the challenge of
lack of e-Usage, other important challenges and barriers to implementing e-Government that are
stated in the literature are presented in the following section:
2.7.1

Technical challenges and barriers:

2.7.1.1 Information and Communication Technology (ICT) infrastructure
To implement successful e-Government system in a country, the ICT infrastructure must be
good enough to implement such a system, since ICTs are the backbone of e-Government (AlSobhi & Weerakkody, 2010; Chen et al., 2006). This technical challenge includes many aspects,
such as the shortage of a reliable network, difficulties in Internet access, the incompatibility and
complexity of the existing systems and the limitations of integration technologies for different
databases (Ebrahim & Irani, 2005).
2.7.1.2 Privacy and security issues
Privacy and security issues are an on-going challenge and risk in most IT projects; and in terms
of e-Government, the challenge is escalating, since e-Government systems are dealing with high
priority information and holding public data. Thus, governments need to incorporate the most
advanced security approaches and technologies. This is considered as a very important
challenge that needs to be addressed, especially in developing countries due to poor ICT
infrastructure and a lack of knowledge about security risks and consequences (Ebrahim & Irani,
2005; Chanchary & Islam, 2011).
2.7.1.3 Website design
E-Government websites represent the intermediary tool that enables government to provide eServices and users to conduct e-Services transactions. Therefore, many important aspects need
to be taken into account when designing e-Government websites, such as web content, web
appearance, features of the website and ease of use. These aspects need to be tailored and
customized depending on the users’ needs (Alshehri et al., 2012).

2.7.2

Organisational and governmental challenges and barriers:

2.7.2.1 Lack of strategic planning, policies and regulations
Many developing countries do not implement their e-Government systems according to their
situation and conditions. Due to the pressure and demands from citizens and other stakeholders
to implement e-Government services in developing countries, many governments in these
countries follow the successful experiences of implementing e-Government in developed
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countries without taking into account that there are many differences between developed and
developing countries (Chen et al., 2006). This has led to implementing e-Government without
developing appropriate and customized strategic plans, policies and regulations that are suitable
for developing countries, and which should depend on their conditions and situation (Alshehri
& Drew, 2010).
2.7.2.2 Lack of qualified personnel
This involves the lack of knowledge regarding e-Government implementation. Many employees
in government agencies are not qualified and do not have enough skills to implement huge
systems like e-Government. The qualified personnel that are needed for this include technical,
regulation, management, administration and analysis specialists (Ebrahim & Irani, 2005).
2.7.2.3 Lack of partnership and coordination
This involves the lack of partnership with the private sector to seek higher quality tools and
workers. Moreover, it involves the lack of coordination and collaboration between different
government agencies. Sharing information, experiences and plans between organisations is a
crucial phase in implementing successful e-Government (Alshehri & Drew, 2010).
2.7.2.4 Lack of promotion programs
There is a lack of programs and means that promote and show the benefits and advantages of
using e-Government services. These constitute an advertising process that can increase the
usage of e-government services as well as establishing an awareness of the potentials and
advantages that e-Government can offer (Alshehri & Drew, 2010).
2.7.2.5 Low e-Services quality
Although many governments in developing countries provide some e-Government services,
these services do not satisfy the stakeholders, who are the main intended target of implementing
such e-Services. This is due to several reasons such as the quality, the outcomes and the speed
of performing and processing the e-Services (AlNuaim, 2011; Alateyah et al., 2013; Rehman et
al., 2012).
2.7.2.6 Lack of common and needed services
Many e-Government systems in developing countries do not include the most commonly and
highly required services such as applying for ID cards and conducting services related to estates
and property (Al-Nuaim, 2011; Al-Sobhi & Weerakkody, 2010).
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2.7.2.7 Lack of delivery options
Many developing countries, including the Kingdom of Saudi Arabia, suffer from poor delivery
system, such as the postal service. Although the main goal of implementing e-Government
systems is to conduct and deliver government services electronically, some services need to
include hardcopies of some documents such as driving licenses and passports which require an
efficient and reliable delivery service. This problem may be a challenge to the success of eGovernment.
2.7.2.8 Operational cost and funding
The cost of hiring IT professionals and consultants is relatively high in general; and the cost is
even higher in developing countries, due to the lack of IT proficiency. Moreover, the main
demand for e-Government comes from government organisations which do not have, in some
developing countries, sufficient financial resources. Even if the financial resources are high in
some developing countries, they may suffer from ineffective funding plans (Ebrahim & Irani,
2005).
2.7.2.9 E-Payment options
Paying for e-Services online is still limited in many developing countries. There is a shortage of
e-Payment options that enable users to pay for transactions with government online (Gebba &
Zakaria, 2012).

2.7.3

Social and cultural challenges and barriers:

We divide this kind of challenge into two sections to allow for more detail. Firstly, there are
internal challenges that represent issues related to social and cultural aspects internally within
the government organisations. Secondly, there are external challenges that represent social and
cultural issues amongst citizens and societies. These sets of challenges are considered to be the
main barriers for implementing successful e-Government and making it more utilised. Feng
emphasized that the main barrier to the implementation and utilisation of e-Government systems
are not mainly technical, but the cultural and behaviour implications of the new technology
(2003). It is also reported that individual attitude and organisational culture can be considered
complex challenges in adopting new technologies particularly with e-Government systems,
since such systems need strong cooperation between the provider (the government) and the
users (citizens and other users) to be adopted and utilised successfully (Alshehri & Drew, 2010).
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2.7.3.1 Internal challenges (within the government):
•

Resistance to changing to electronic means

E-Government is still a new phenomenon in most developing countries; thus, resistance to
changes in the government work processes from traditional means to electronic ones is likely to
be high. This is because of several reasons, including the fear of job loss and an unwillingness
to learn new skills, since computer illiteracy is relatively high in some government
organisations.
•

Leaders and management support

Top management support is another important factor in the implementation of e-Government. It
refers to the commitment from top management and leaders to provide a positive environment
that encourages participation in e-Government development (Alshehri & Drew, 2010). Many
top managers and leaders in government organisations are elderly, which may be an explanation
of their resistance to transition to electronic processes.
•

The existence of bureaucracy

Inflexibility about modifying the workflow in an improved and enhanced way that is compatible
with the transition to e-Government is considered a challenge to its successful implementation.
This bureaucratic reaction is caused by several factors, including the complexity of regulations
and the lack of integration between government organisations, as well as the fear of change, the
existence of multiple auditing bodies and overlapping authority among government bodies
(Gebba & Zakaria, 2012).
•

Not considering the users’ satisfaction

User satisfaction is a significant element in the success of e-Government. Identifying and
fulfilling the stakeholders’ needs and demands when implementing and developing eGovernment systems will help to increase the adoption and use of such systems. Many
organisations in developing countries do not take users’ feedback on e-Government seriously
and therefore, e-Government is likely to fail since it is not implemented in accordance with the
targeted stakeholders’ needs. Many government officers do not place e-Government at a high
priority; and this is because of limited knowledge about the benefits of successful eGovernment and the belief that e-Government is not a vital transition (Chen et al, 2006).
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2.7.3.2 External challenges:
•

Social influence

In most developing countries the extended family and peer group exert a powerful influence;
thus, they can affect each others’ behaviour in terms of using new technologies. Any individual
decision can be strongly affected by the experience of relatives, family members and friends. If
the experience of using e-Government services for an individual was successful and useful, this
would be likely to reflect positively on their relatives and friends since he/she would encourage
them to use such services. On the other hand, if obtaining and using e-Services was frustrating
and not satisfactory, it would be likely to reflect negatively on its usage by relatives and friends.
•

Background of using technology and e-usage

Although the technology industry is growing fast in many developing countries, it is still
believed that digital technologies are not reliable or efficient for used in primary activities with
government and businesses. Since e-Commerce is also new to some developing countries, this
has an implication for using e-Government as e-Business and e-Commerce are considered a precondition to adopting e-Government systems. Therefore, the user’s background in using
technologies such as the Internet (e-Usage) in successfully accessing services and completing
transactions is a factor in the adoption and use of e-Government.
•

Language

Gebba & Zakaria stated that the dominance of the English language in electronic content
development is considered a challenge for implementing e-Government in some developing
countries, and in the Arab countries in particular (2012).
•

Education level

The user’s education level can be a barrier to acceptance and use of e-Government systems.
Low experience and computer illiteracy rates in some developing countries could lead to not
using such systems (Gebba & Zakaria, 2012).
•

Trust in the Internet

Due to lack of background in and low experience of using the Internet for primary activities in
everyday life, many citizens in developing countries are reluctant to trust online services (Chen
et al, 2006). Perceived risk and perceived trust in using the Internet thus also have strong
implications for implementing and adopting e-Government.
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•

Face-to-face culture

The traditional way of performing government services and transactions by visiting government
agencies in person is still the dominant method in many developing countries. The culture of
face-to-face dealings has a significant impact on the adoption and use of e-Government
services, since many customers prefer to see immediate results of the e-Transactions that they
preform (Rehman et al., 2012).
•

Connections (wasta)

Wasta is an Arabic word meaning the use of personal connections to accelerate the process of
transactions, which can involve queue jumping, or having exceptions made to the rules or the
required documents when conducting government transactions. Since e-Government will limit
such negative practice as services are treated electronically, some stakeholders may resist using
e-Government and seek help from the personal connections instead.
As we can see from the above challenges and barriers, more research and studies need to be
conducted to investigate and analyse these challenges further in order to explore strategies that
can help to overcome these barriers and problems. Most of the studies and research in the
literature focus on the technical side of the implementation of e-Government; however, the
adoption and intention to use e-Government systems from different users’ perspectives need to
be studied deeply and treated carefully (Alshehri & Drew, 2010).

2.8 E-Government in developed and developing countries
This section reviews the e-Government systems and programs in several developed and
developing countries. It starts by reviewing the differences between developed and developing
countries; then reviews the e-Government implementation in a number of leading countries in
terms of e-Government development; namely, The Republic of Korea, Singapore, the United
Kingdom and Canada. The implementation of e-Government in a number of Arab countries
adjacent to Saudi Arabia including Qatar, the United Arab Emirates, Jordan and Egypt is then
evaluated. This provides an overview of the e-Government implementation in countries that
have many similarities to the Kingdom of Saudi Arabia in different aspects including culture,
environment and religion; and also helps to determine the differences between these countries
and Saudi Arabia in terms of implementing e-Government. This section also discusses eGovernment in Saudi Arabia, which is the context of this research. This section just reviews eGovernment implementation in different countries, whereas the next section (Section 2.10)
reviews and investigates the adoption and utilisation of e-Government in different countries.
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E-Government has the potential to influence the lives of most of the world’s population;
therefore, it has become an important research area in the field of information technology. Most
research on and strategies for implementing e-Government are based on the successful
experiences of developed countries, which may not be applicable for other developing countries
(Chen et al., 2006). Developed countries such as the United Sates, the United Kingdom and
Canada are considered leaders in developing e-Government (Annual Global Accenture, 2002).
There is a wide gap between the developed and developing countries in many aspects such as
information technology infrastructure, practices and usage. Developing countries also lack
sufficient knowledge and skills to develop appropriate practices and strategies for implementing
e-Government. Chen’s study presents some differences between developed and developing
countries, as shown in the table below (Table 2.1):
Table 2.1: Differences between developed and developing countries (Chen et al., 2006)

History and
culture

Technical staff

Developed countries

Developing countries

• Government and economy developed
early, immediately after independence

• Government usually not specifically defined;
economy not increasing in productivity

• Relatively long history of democracy
and more transparent government policy
and rule

• Relatively short history of democracy and less
transparent government policy and rule

• Has a current staff, needs to increase
technical abilities and hire younger
professionals

• Does not have a staff, or has very limited in
house staff

• Has outsourcing abilities and financial
resources to outsource; current staff
would be able to define requirements for
development
Infrastructure

Citizens

Government
officers

• Has limited outsourcing abilities and limited
financial ability to outsource in some countries;
current staff may be unable to define specific
requirements

• Good current infrastructure

• Limited current infrastructure

• High Internet access for employees and
citizens

• Low Internet access for employees and
citizens

• High Internet access and computer
literacy; still has digital divide and
privacy issues

• Low Internet access and citizens are reluctant
to trust online services; few citizens still do not
know how to operate computers

• Relatively more experienced in
democratic system and more actively
participate in governmental policymaking process

• Relatively less experienced in democratic
system and less active participation in
governmental policy-making process

• Decent computer literacy and dedication
of resources; many do not place egovernment at a high priority

• Low computer literacy and dedication of
resources; many do not place e-government at a
high priority due to lack of knowledge on the
issue
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State of economy

• Economy growing at a constant rate,
productivity increasing, high standard of
living
• High economy state with variety of
resources and large spend on developing
technologies

• Economy not growing or
productivity; low standard of living

increasing

• Limited economy state and relatively low
spend on developing technologies in most
countries

Due to a number of factors, there are wide differences among countries around the world in
terms of their e-Government development status, as observed by the United Nations EGovernment Survey involving 193 countries (UN, 2014). One of the UN survey observations
was that income has an influence on e-Government development and that access to ICT
infrastructure and providing an education that includes ICT literacy are related to the income of
a nation. However, the report also stated that national income does not, by itself, guarantee the
e-Government development of a country. Many countries have an advanced and developed eGovernment despite their relatively low income. On the other hand, many other countries have
high income but they are lagging behind in terms of e-Government development. The survey
revealed that Republic of Korea was the top leader in e-Government development followed by
Australia and then Singapore. Table 2.2 below shows the world and regional e-Government
leaders.
Table 2.2: World and regional e-Government leaders (UN, 2014)

In 2014, for the first time, all the UN member countries (193 countries) had a national website.
However, the majority remain at the low and intermediate level in terms of e-Government
development; as it can be difficult to move to a higher level of e-Government development even
for countries with advanced ICT infrastructure and human resources. This is because high levels
of e-Government development require robust data protection, enhanced payment systems and
efficient data sharing between different government agencies. Other factors were also reported
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as important in terms of e-Government development including citizens’ engagement, adequate
e-Government programmes, ICT infrastructure and education (UN, 2014).
In terms of e-Participation, there are several opportunities that can improve e-Participation,
including the use of social media and mobile technologies. However, a number of challenges
are facing e-Participation around the world, including the digital divide, low user take-up and
lack of incentives to participate. The survey also revealed the leaders countries in terms of eParticipation ranking. The Netherlands was reported at the top of the list, followed by the
Republic of Korea and then the Uruguay. Table 2.3 below presents the world and regional
leaders in e-Participation:
Table 2.3: World and regional e-Participation leaders (UN, 2014)

2.8.1 E-Government in the Republic of Korea
As reported in Tables 3 and 4, The Republic of Korea took the lead globally in e-Government
ranking in 2010 and also in 2014, ahead of many other developed countries. The Republic of
Korea has a developed telecommunications infrastructure, an educational policy that promotes
ICT skills and a high gross domestic product (GDP) per person (UN, 2014). The Korean
government launched its e-Government between 2001-2002 by carrying out 11 major initiatives
for e-Government and enacting an e-Government Act. Between 2003 and 2007, it carried out 31
roadmap projects for e-Government which laid the groundwork for linking and integrating
multiple agencies. From 2008 up to the present, it established a master plan for National
Informatization and improved its e-Government based on the principle of openness, sharing and
cooperation; and recently it initiated Smart government between 2011 and 2015 (NIA, n.d.).
The Korean e-Government initiative has now achieved complete digital administration
operations with advanced Government-to-Citizens and Government-to-Business services with
multichannel communications and transactions.
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2.8.2 E-Government in the Singapore
The foundation of an e-Government initiative in Singapore started with their Civil Service
Computerisation Program, which focused on improving public administration by using ICTs
(Singapore Government, n.d.). This foundation paved the way for the launch of the Singapore eGovernment Action Plan between 2000 -2003, followed by the second Action Plan from 2003
to 2006. The first plan aimed to provide as many e-Services as possible and the second plan
aimed to enhance the e-Services experience. Singapore then introduced the iGov2010
Masterplan between 2006 and 2010, which aimed to create an integrated e-Government that
operated seamlessly and effectively to serve the customers and included the integration of
mobile services. Building on the success of the previous plans, the eGov2015 Masterplan was
introduced between 2010 and 2015.

This plan aimed to facilitate more co-creation and

interaction between the government, people and private sector, and focused on a “Governmentwith-you” approach rather than “Government-to-you”. Now, Singapore is ranked third in the
worldwide e-Government development list and one of the leaders in e-Participation (UN, 2014).
2.8.3 E-Government in the United Kingdom
The United Kingdom is one of the e-Government leaders around the world; and is among the
top ten countries in terms of e-Government development and e-Participation (See Tables 3 and
4). The trend towards e-Government in the UK was established in the 90s. The early portal
effort of the Government Information Services (GIS) was established in 1994 which was
open.gov.uk. This portal was replaced with the initial website “UKonline” as a beta site in 2000
to gather feedback and in order to improve the site before the official launch in 2001. In 2004,
this initial site was redesigned and rebuilt and rebranded as “Directgov”. The UK’s eGovernment continued to develop until it reached to the current system GOV.UK, which
appeared for the first time in 2011 and was then officially launched in 2012 with a full service
(Fishenden, 2015). From 2000 onward, the UK’s e-Government has been developed until it has
reached one of the top positions globally.
2.8.4 E-Government in Canada
Canada’s initial e-Government effort began in 1999 when the Government of Canada
announced that information infrastructure was a priority. In 2001, a new website was launched
in an effort to create a one stop shop environment for government information and services. The
website was a single point for 450 federal websites, in addition to providing an email
correspondence option (Fraser, 2009). In 2004, the Canadian government intended to be
recognized as the government most connected to its people by enabling them to access all
government information and services online at any time (Privy Council Office, 1999; Fraser,

35
2009). Canada’s e-Government was ranked number one in 2002 and 2003 for their eGovernment evolution by Accenture, which is a management consultant organisation
(Accenture, 2003). The focus of the Canadian e-Government was on improved customer service
delivery by using the take-up of client services to measure their accomplishments, as well as
providing different delivery channels including telephone, in-person and mail options. The
Canadian e-Government also promoted more integrated services that required communications
across different departments. Canada continued to lead the e-Government development with
sustained standards of customer service. In 2005, Service Canada was introduced as another
single point for 595 services, in the form of either call centres or online access points
(Government of Canada, n.d.). Although Canada fell behind in the ranking in the following
years as it was noted that the government was not keeping up with the citizen’s expectations for
services delivery (Accenture, 2007 ; Fraser, 2009), it is still one of the leading developed
countries in terms of e-Government development (Shareef et al. 2011 and Cardin et al., 2006
cited in Shareef et al, 2010).
2.8.5 E-Government in Qatar
E-government in Qatar was launched in 2003 and the planning processes began three years
later. In 2008, Hukoomi (The name of Qatar’s e-Government portal and which means
‘governmental’) was set up and then further improved by the government in 2010. According to
the Hukoomi website, the objectives of Qatar’s e-Government are to:
1. Increase the involvement of users in the provision of services.
2. Assist with the cooperation between different government agencies.
3. Improve the transparency of government processes.
It is reported in the last report published on Hukoomi’s website that e-Government there
provides over 300 information services (information only) and over 60 e-Services (Hukoomi,
n.d.).
Al-Shafi & Weerakkody (2010) state that the initial period of implementation and strategy
formulation process in Qatar’s e-Government was very slow compared to that of other
countries. However, ictQATAR (The Supreme Council of Information and Communication
Technology in Qatar) became the organisation responsible for implementing e-Government, and
it accelerated the progress of the initiative. Many e-Government programmes have now been
introduced in many sectors such as health, education and interior affairs. As a part of the effort
spent on increasing accessibility and bridging the digital divide, Qatar government provides free
Internet access in many public places such as public parks.
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2.8.6

E-Government in Dubai (United Arab Emirates)

E-Government in Dubai was launched in 2001 and the government started by providing a range
of electronic services for citizens (Al-Zuabi & Mahmud, 2011). In 2009, the Dubai eGovernment Department merged the e-Services and Government Information Resource
Planning teams into one department aiming to build a knowledge community and lead the eTransformation. Since then, the Dubai e-Government department has been updating its eGovernment services, and now it provides more than 2000 government services (Dubai
Government, n.d.).
Al-Zuabi & Mahmud state that Dubai’s e-Government was established with both long-term and
short-term objectives (2011). The short-term objectives included the provision of infrastructure
and accomplishment of transactions and procedures; and the long-term objectives included
services delivery, improving processes and procedures and focusing on citizens and employee
awareness. In line with these objectives, many e-Services are provided by the Dubai eGovernment such as e-Passport, e-Payment and e-Recruitment. The focus of the Dubai eGovernment is mainly on the customer (citizen-focus); and this can be seen in the figure below
(Figure 2.11) which shows the strategic dimensions of the Dubai e-Government (Humaidan,
2009).

Figure 2.11: Dubai e-Government strategic dimensions (Humaidan, 2009).

There was a survey conducted in 2007 by the Dubai e-Government department in order to meet
and exceed customer expectations and also to bridge the gap between what was needed and
what it provided. Dr Safaraz Alam, CEO of TEXPO which is a global technology infrastructure
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provider, said: “The results of the survey helped establish a baseline to action plans and targets
for future years. Dubai e-Government was able to identify factors related to customer
satisfaction and also usage patterns to improve future e-Services across various departments”
(TEXPO, 2007).
Humaidan, who is the general director of Dubai e-Government, presented some results of this
survey and reported that on average, individual e-Services users contacted government
departments seven times a year, whereas businesses that used e-Services contacted government
departments 34 times a year. The survey showed some reasons for using e-Government services
from both stakeholders’ perspectives. Of the individual participants, 48% said it saved time,
40% cited ease of use, 7% said it saved costs, 4% mentioned it was required by the department
and 1% gave other reasons. Of the business participants, 29% said it saved time, 28% cited ease
of use, 16% said it saved cost, 11% mentioned it was required by the department, 11% cited
company requirements and 5% gave other reasons (Humaidan, 2009). It is clear that the Dubai
e-Government department and e-Government in the United Arab Emirates as a whole is
investing a higher level of effort than any other country in the region in order to enhance and
improve their e-Government systems. This is reflected in the ranking of UAE’s e-Government
in the United Nations' 2012 e-Government Survey where it was ranked among the emerging
leaders group in e-Government development (jumping from position 49 in 2010 to position 28
in 2012) (Al-Shair, 2012).
2.8.7

E-government in Jordan

The E-Government program in Jordan was launched in 2001 with the aim of improving the
performance of the Jordanian government institutions in terms of providing services, efficiency,
accuracy and increasing the satisfaction of citizens. The Jordanian e-Government program
provides a range of e-Services for citizens, businesses and governmental agencies (Government
of Jordan, n.d.). The Ministry of Information and Communications Technology (MOICT) is the
ministry responsible for implementing the e-Government program; and in 2004, 13 eGovernment initiatives with 30 projects were implemented, aiming to connect several ministries
to a government network and provide some e-Services. However, these initiatives and projects
faced several obstacles including a lack of social awareness and readiness. Thus, the
government stopped the implementation process to allow for more assessment and preparation
(Majdalawi et al., 2015).
A number of objectives have been set by the Jordanian e-Government, including the
improvement of the quality and speed of government interaction with customers, improving
responsiveness, increasing transparency, improving the efficiency of government processes and
improving the ICT skills of both government employees and users. The Jordanian e-
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Government was progressing well towards achieving its goals and objectives and the best
improvements were achieved in 2008 and 2010. However, in 2012 these improvements slowed
and the Jordanian e-Government ranking dropped down in the UN list for several reasons
including the slowness of introducing e-Services and the lack of funds for e-Government
services (Almarabeh & Adwan, 2013). The Jordanian e-Government then progressed better later
in 2014 through providing more e-Services, activating e-Participation and improving the quality
of e-Services with the cooperation of several major ministries, such as Health, Education and
Finance (Majdalawi et al., 2015).
2.8.8

E-Government in Egypt

Egypt’s e-Government program was launched by the Ministry of Communications and
Information Technology (MoCIT) and the Ministry of State for Administrative Development
(MoSAD) in 2001 (Gebba & Zakaria, 2012). The vision of the Egyptian e-Government
comprised three main points, namely: public-centric service delivery, community participation
and optimal utilisation of government resources. The implementation of e-Government in Egypt
was divided into two stages. The first stage (2001-2007) was to set up e-Government strategies
plans and implement pilot projects and the second stage (2007-2012) was to expand successful
pilot projects and develop government administrative bodies. Gebba & Zakaria (2012)
published research aimed at analysing the e-Government strategies and the current situation of
the e-Government project in Egypt. They stated that the government launched a portal to
provide some e-Services, some of which were identified for testing in the first stage. The
researchers presented a summary of the Egyptian e-Government portfolio based on dividing
Egypt’s e-Government services into several categories. Figure (2.12) summarizes this portfolio:

Figure 2.12: Egypt's e-Government portfolio summary (Gebba & Zakaria, 2012).
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•

No-Presence category means e-Services with either broken links or ‘under construction’
pages.

•

Informative category means a uni-directional flow of information provided by the
agencies and this can be either the steps required to complete a service or a form to be
downloaded.

•

Transactional category means a two-way flow of information between government and
public including non-functional e-Services (file uploading and online submissions) or
functional e-Services (online payments).

•

Participatory category which is a customer-focus category concerned with customer
satisfaction. It involves feedback forms, forums and blogs that help to increase the quality
of e-Services provided by e-Government.

After assessing the current situation of e-Services provided by e-Government in Egypt, the
researchers presented some challenges that significantly influence the success of the Egyptian eGovernment systems. These challenges include legal and regulatory challenges, technical
challenges and cultural challenges. Although the e-Government initiative in Egypt has made
initial efforts to increase the adoption and diffusion rates; the challenges presented by the
researchers have slowed the improvement and enhancement of e-Government in Egypt.
Moreover, their findings indicate that Egypt is still lagging behind some Arab countries in
utilizing ICTs for delivering services and information online.
2.8.9 E-Government in Bahrain
The Kingdom of Bahrain recognized the importance of e-Government and established the
Information and e-Government Authority in 2007 to provide direction, guidance and decisions
for developing and implementing the e-Government program (Bahrain Government, n.d.). The
Information and e-Government Authority conduct many tasks including proposing suitable
policies and legislations for implementing e-Government, providing services, facilitating the
communications between agencies, creating electronic channels for e-Services as well as
providing technical and scientific support to government agencies. Bahrain’s e-Government was
ranked with a very high E-Government Development Index (EGDI) in the United Nations EGovernment Survey in 2014 (UN, 2014).
The first e-Government strategy was launched in 2007-2010, focusing on providing the best eServices to stakeholders. It was ranked as 1st in the Middle East region, according to the United
Nations e-Government Global Survey. Furthermore, the e-Government in Bahrain has a high
satisfaction rate from its customers, as more than eight out of ten citizens/businesses have
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expressed their satisfaction about the quality and level of the e-Services provided (Bahrain
Government, n.d.). This is considered to be a very high indication of the success of an eGovernment system.
The e-Government of Bahrain has established a one-stop-shop portal that provides
informational, interactive and transactional e-Services for all customers including citizens,
businesses, government and visitors. It has also facilitated the delivery of its public services
through different channels including an e-Government portal, mobile portal, national contact
centre that is available 24/7 and common service centres which are dedicated to customers who
prefer not to use technology or have difficulty in accessing e-Government through the Internet.
These centres also provide a one-stop-shop of e-Services and trained staff is available to help
and train customers to access and use e-Government services (Al Bakr, 2009) .
One of the recent initiatives related to e-Government is the open data platform that provides
transparency, promotes e-Participation and encourages innovation and creativity. The aim of
this platform is to provide datasets from ministries and government bodies in an open format to
the public. This platform is to help the public acquire a better understanding of how the
government works. It also enables the public to use the data for research, provide feedback, and
develop enhanced applications and solutions (UN, 2014). Moreover, the e-Government of
Bahrain has promoted a Smart card that supports the e-Government program. This Smart card
represents three different cards (combined into one Smart card); namely, immigration ID,
Nationality and Residence and driving license. This card is also intended to provide more
services such as health records, labour information, an electronic payments card and also act as
a travel document. These forms of development reflect the improvements in the e-Government
of Bahrain and also indicate the strong intention to implement a successful e-Government
system.

2.9 E-Government in the context of Saudi Arabia
2.9.1 Overview of Saudi Arabia
The Kingdom of Saudi Arabia is the birthplace of Islam and home of the two holiest Islamic
places, Mecca and Medina. Its significance as the birthplace of Islam results in around two
million Muslim pilgrims visiting the country each year, as well as being significant at times of
prayer for Muslims around the world who turn towards the country’s location five times each
day. The modern Saudi Arabia was founded in 1932 by Abdulaziz bin Abdurrahman Al Saud.
The country has maintained a monarchy as its regime; and kingship has been inherited by the
sons of King Abulaziz; with the current monarch being King Salman bin Abdulaziz. The King
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of Saudi Arabia is officially known as the Custodian of the Two Holy Mosques (Alsaif, 2013b;
The World Factbook, 2016).
Saudi Arabia is the largest country in the Arabia Peninsula, occupying 2,149,000 square
kilometres. The capital of Saudi Arabia is Riyadh which is in the middle of the country.
According to the last official census report published in 2010 by the General Authority for
Statistics, the total population is 27 million (it is expected 31 million in 2016) divided as,
around 18.7 million Saudi citizens and about 8.5 million non-Saudis (Saudi General Authority
for Statistics, 2016a). The landscape of Saudi Arabia includes mountains, plateaus, plains,
valleys, deserts and coasts, one lies on the Red Sea (west) and the other lies on the Arabian Gulf
(east). The Kingdom of Saudi Arabia is bordered by Kuwait to the northeast, Jordan and Iraq to
the north, the Arabia Gulf, Bahrain, Qatar and the United Arab Emirates to the east, the Yemen
Republic and the Sultanate of Oman to the south and the Red Sea to the west (See Figure 2.13)
(The Saudi Network, n.d.; The World Factbook, 2016 and Freeworldmaps, n.d.). Saudi Arabia
has the second largest oil reserves in the world and they are concentrated in the Eastern
province of the country. The oil represents more than 95% of the country’s exports and 70% of
government revenues. This facilitates the creation of a welfare state although the non-oil
economy has grown considerably in recent years. The Kingdom of Saudi Arabia also has the
sixth largest natural gas reserves in the world (GASME, n.d.).

Figure 2.13: Map of Saudi Arabia (Freeworldmaps, n.d.)
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2.9.2 The Saudi e-Government system (Yesser):
Saudi Arabia is an example of a developing country where the majority of citizens and
businesses must make use of services provided by government offices. These government
services are provided at the same office hours as educational institutions, government agencies
and private companies; therefore, individuals need to absent themselves from their work
whenever they need to complete any transactions with government departments. Sometimes
they must wait for hours in long queues or may be even need a couple of days to finish their
paperwork. Furthermore, the lack of transportation options makes the situation more difficult
since public transport in Saudi Arabia is often inadequate. The aim of implementing eGovernment promises to reduce wasted effort, wasted time and save money. One of the main
features of an e-Government system is round-the-clock availability, so citizens and users from
the business sector can perform their tasks wherever and whenever they want. Given the
situation created by the unique Saudi culture and lifestyle, e-Government is not just an extra
luxury service, but a necessity. Furthermore, most of the Saudi population has little experience
with online services, so it is very important to design customer-centred websites and e-Services
that result in a high level of adoption and acceptance levels and create more positive attitudes
towards e-Government (Al-Nuaim, 2011).
E-Government is a project that has been identified as one of the top Saudi government priority
areas. E-Government in Saudi Arabia is still in the early stages of the implementation and
adoption. The Kingdom of Saudi Arabia is in the transition process to e-Government (Alshehri
et al. 2012). In 2001, the Telecommunication Commission was launched by the Saudi
government and two years later, the government created the Ministry of Communication and
Information Technology in 2003 (Al-Sabti, 2005). The Saudi e-Government program ‘Yesser’
was officially launched in 2005 (Yesser, n.d.). ‘Yesser’ is an Arabic word that means ‘make it
easy’; consequently, Yesser program aims to provide services and information to citizens easily
(Al-Nuaim, 2011). Yesser serves as an enabler and facilitator for e-Government transformation
where each government organisation is responsible for implementing its own e-Services and
coordinate with Yesser infrastructure projects (Al-Sabti, 2005; Yesser, 2006).
The Yesser e-Government program was launched by the Ministry of Communication and
Information Technology (MCIT) in partnership with the Ministry of Finance and the
Communication and Information Technology Commission (CITC). The program is controlled
by a higher supervisory committee composed of the minister of finance, the minister of MCIT
and the governor of the CIT commission. A steering committee has emerged from the higher
committee with members representing the ministry of finance, MCIT and the CIT Commission
in addition to the Program’s Director General (Yesser, n.d.).
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According to the e-Government first action plan document (2006 – 2010), the vision of the
Saudi e-Government initiative is to provide better government services to users including
citizens (G2C), businesses (G2B) and other governmental agencies (G2G) and it can be
summarized by the following mission statement:
“By the end of 2010, everyone in the Kingdom will be able to enjoy from anywhere and at any
time – world-class government services offered in a seamless, user-friendly and secure way by
utilizing a variety of electronic means." (Yesser, 2006).
According to Al-Suwail (2007), the vision of Saudi’s e-Government was that by 2010, 150 toppriority services for citizens and residents were to be provided and made available 24/7 with a
75% usage level and 80% user satisfaction rating (Al-Suwail, 2007). The first e-Government
strategy and action plan was planned to be implemented between 2006 and 2010 with a total
budget of SAR 3,045 million (nearly £527 million) over these first five years. Given that the
annual average of the Saudi e-Government budget represents, roughly, 0.2 percent of the annual
national budget; some of projects in the first e-Government action plan may be funded by
means of private-public-partnership (PPP) which can decrease the budget needed (Yesser,
2006).
Although the aim of Yesser was to provide a world-class easily-accessible e-Government
system by 2010, a number of evaluation reports and articles on the introduction and
development of e-Government systems in Saudi Arabia indicate the actual implementation is far
short from the original aims (Al Ghoson, 2010; Al Mahroqi, 2012). At the time of the fieldwork
of this study, it was clear that the Saudi e-Government’s vision of an easy-to-use system,
comprehensiveness and high level of usage and satisfaction had not been completely met. There
was an evaluation study conducted by Al-Nuaim in 2011 to evaluate the websites of Saudi
ministries considered e-Government services providers. This study indicated that nine Saudi
ministries, which represent 41% of the evaluated ministries, did not implement a true eGovernment website. Moreover, ten ministries, which represent 45.4% of the evaluated
ministries, were completely or partially at the ‘web presence’ stage; and only three ministries,
which represent 13.6% of the evaluated ministries, were at the ‘one way interaction’ stage. The
study also indicated that some important web elements were missing or not working efficiently
on the ministries’ websites, such as the search feature, sitemap, contact links, broken links,
inactive links and pages under construction (Al-Nuaim, 2011). There might be some
improvements that have been achieved during the period between Al-Nuaim’s study time and
the present, but we believe that this period is not enough to accomplish what was expected in
the 2010 mission statement. Thus, there is a clear need for further research into strategies for the
success of e-Government systems in Saud Arabia, as the Saudi Government has continued to
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stress its commitment to developing and improving e-Government systems and services; and a
second action plan covering the period 2012 – 2016 was adopted in 2012 (Yesser, n.d.).
The focus of Al-Nuaim’s study was the evaluation of e-Government services providers’
websites, which measured achievement of the first stage of the vision of the Saudi eGovernment (providing top-priority e-Services). However, the focus of our research work will
involve and address the adoption and utilisation of e-Government from different users’
perspectives, which represents the second crucial part of the Saudi e-Government vision (75%
usage level and 80% user satisfaction rating). From observing the Saudi e-Government portal Saudi.gov.sa, it was found that the number of views and number of transactions that were
performed for several fundamental and highly demanded services was low. For example,
querying traffic fines was one of the first government services provided electronically; and this
is one of the important services that individuals frequently need in Saudi Arabia. The number of
views of this e-Service (in March 2014) was around 240 thousand views, whereas the number of
transactions performed through the portal was 7 thousand.
Paying vehicle violation (or traffic) fines is another service that is important for many residents
in Saudi Arabia; and it was also one of the first electronic services to be introduced. From
observation of the service page on the Saudi e-Government portal, the number of views (in
March 2014) was 39 thousand, and the number of transactions performed through the portal was
223. The same e-Services were observed one year later (in March 2015) and there was no
significant increase in the number of viewings and transactions for these e-Services on the
online portal. The number of viewings for traffic offence queries was 310 thousand, and there
were 12 thousand transactions; whereas the number of viewings of the vehicle violation
payment service was 46 thousand, and the number of transactions performed through the online
portal was 432 transactions (See Figure 2.14. below) Other e-Services provided through the
Saudi portal were also reviewed, and the number of viewings and transactions were also low.
These are just examples that indicate low adoption and utilisation of e-Services provided online
by e-Government systems and stresses the need for investigating and analysing the factors that
impact the users’ adoption and use.
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Figure 2.14: Example of low number of viewings and transactions for traffic fines queries and payment e-Services
(Saudi Government, n.d.) (see appendix G for larger figure).
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According to Gartner (2007), neighbouring countries such as Bahrain and The United Arab
Emirates are ahead of Saudi Arabia in terms of e-Government readiness, due to the latter’s late
start of implementation. This notwithstanding, Saudi Arabia has since made substantial progress
in its e-Government project. However, a lot of research work needs to be done in order to assess
strategies for the success of e-Government implementation from different perspectives. A few
studies have been conducted for such purposes. For example, Al-Nuaim (2011) conducted a
study, which was discussed earlier in this section, to evaluate the Saudi ministries’ websites in
terms of implementing and providing e-Government services. Moreover, Al-shehry (2009)
conducted a study to investigate the transition towards e-Government in Saudi Arabia from the
technological and organisational perspectives; and Abanumy et al. (2005) conducted a study to
assess the quality of the e-Government websites of Saudi ministries and their accessibility
(Abanumy, 2006; Abanumy et al., 2005). Alfarraj et al. (2011) also conducted a study to
evaluate and rate the web development progress of government websites in Saudi Arabia. A few
other studies relating to the adoption and acceptance of e-Government have been conducted; but
most of these studies were limited in different ways such as implementing inappropriate or
limited methodologies, utilising limited frameworks, collecting data from limited samples or
focusing on one specific aspect (Alzahrani & Goodwin, 2012; Alsaif, 2013b and Alshehri &
Drew, 2012). Therefore, there is a lack of research and field studies that investigate and analyse
comprehensively the adoption and utilisation of e-Government in Saudi Arabia; and which
address country-specific factors, utilise a comprehensive framework and understand the factors
that influence the adoption and use of different users. Therefore, this research attempts to fill
this gap and contribute towards achieving the new Saudi e-Government vision that was updated
in the second action plan “Enabling everyone to use effective government services, in a secure,
integrated and easy way, through multiple electronic channels” (Yesser, n.d.).

2.10 E-Government Adoption and Utilisation
The adoption of electronic government systems can be described as the users’ intention to
interact and engage with e-Government systems (Warkentin et al., 2002). It also can be
described as the users’ willingness to utilise e-Government systems and services (Gilbert et al.,
2004). Kumar et al. (2007), state that both descriptions, which are intention and willingness to
use, represent one dimension of adoption measurement. However, e-Government adoption
involves more than one dimension, which means that it is a multidimensional construct. EGovernment adoption does not only entail using or not using electronic systems and services;
but rather it also involves how frequently the users would intend to use them, to what extent
they accept using such electronic systems, what influences their perceptions, expectations and
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experiences, what factors impact their adoption, perception and intention to use, and how their
adoption and willingness to use could be altered (Kumar et al., 2007). In e-Government
adoption, users’ needs and expectations are effectively targeted to encourage their intention to
use e-Government services and systems. King & Cotterill (2007) cited a speech by the UK
Prime Minister in 2005 that was related to transformational government, and which explained
the importance of technology in providing a better choice in public sector services for citizens.
He claimed that such services should be derived and determined by the users’ needs not the
providers’ needs (King & Cotterill 2007).
Low adoption and utilisation could lead to e-Government system failure. Anthopoulos et al.
(2016) stated that the failure of e-Government projects is still occurs and this failure can range
from partial to complete failure. They claimed that not identifying real business needs, users’
satisfaction, expectations and willingness to adopt and use can cause these failures.
Additionally, Janssen et al. (2013) claimed that many of the large transformation projects
including e-Government have not resulted in meeting the desired outcomes as stakeholders did
not adopt the results of these projects. Anthopoulos et al. (2016) divided e-Government project
failure into two categories, namely, pre-completion or at completion failure and post-completion
failure. The first category includes either project abandonment during the implementation phase,
which causes total failure, or the achievement of only some of the project objectives, which
causes partial failure. The second category of e-Government failure occurs after the completion
and successful implementation of the project, and includes objective failure - when the project
fails to achieve a profound impact on people’s lives; satisfaction failure - when its outcomes do
not meet the users’ needs and do not meet with their satisfaction; and adoption failure- when the
project outcomes and deliverables are not adopted by the stakeholders. It is obvious that the
post-completion failure, which can be caused by low adoption and usage, is the worst since it
leads to a huge waste of budget, effort, trust and reputation for the e-Services providers.
E-Government adoption and usage is not a straightforward task since it involves many
influential factors including human, technical and management factors. These factors contribute
to other processes related to adoption, such as computer literacy and users’ awareness and
training (Al-Azri et al., 2010). Other factors also play a significant role in e-Government
adoption, including users’ trust, social and cultural influences, service quality and service
reliability. For example, Teerling & Pieterson (2010) found that citizens in developing countries
prefer face-to-face interaction with government more than do citizens in developed countries.
They also found that this preference for traditional methods in dealing with government
agencies was because the citizens’ choices were influenced by their expectations, needs and the
suitability of the type of service. This indicates the influence of different factors on the adoption
and use of e-Government.
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2.11 Technology acceptance models and theories
As stated earlier, the adoption and utilisation of e-Government systems are fundamental
elements in the implementation of successful e-Government. If e-Government services are not
adopted and utilised as expected, a large amount of resources, funds and effort will be wasted.
Therefore, research needs to be done to investigate adoption rates and use behaviour in the
context of e-Government systems (Alshafi & Weerakkody, 2010). To do so, there are several
models and theories related to technology acceptance that are often used to analyse and study
the adoption and use of e-Government systems from the users’ perspective, including the
Theory of Reasoned Action (TRA), the Technology of Acceptance Model (TAM), the Diffusion
of Innovation Theory (DOI), the Perceived Characteristics Innovation (PCI) model and the
Unified Theory of Acceptance and Use of Technology (UTAUT) (Ajzen and Fishbein, 1975;
Davis et al, 1989; Rogers, 1995; Moore & Benbasat, 1991 and Venkatesh et al., 2003).
2.11.1 Theory of Reasoned Action (TRA):
The TRA was introduced by Ajzen & Fishbein, and the main idea behind it was that beliefs
influence intentions, and intentions influence action (1975). The TRA is a well-researched
model which has proven successful in explaining intentions and behaviours across several
domains. It is a general model that is designed to predict and explain virtually any human
behaviour (Ajzen & Fishbein, 1980). Davis stated that the TRA is appropriate to study
determinants of computer usage behaviour and therefore, he introduced Technology Acceptance
Model (TAM) based on it (Davis et al, 1989). According to the TRA, an individual’s
performance of a specific behaviour is determined by the behaviour intention (BI) to perform
this behaviour, where the behaviour intention (BI) is determined by the individual’s attitude (A)
and subjective norm (SN). The following figure (Figure 2.15) shows the elements in the Theory
of Reasoned Action:

Figure 2.15: Theory of Reasoned Action (TRA) (Ajzen and Fishbein, 1980)

The factor ‘attitude toward a behaviour’ is defined as the positive and negative feelings about a
specific behaviour, whereas ‘subjective norm’ refers to the individual’s perception about
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whether people who are important to him/her think he/she should or should not perform a
specific behaviour (Ajzen & Fishbein, 1980).
2.11.2 Technology Acceptance Model (TAM):
The TAM is a model introduced by Davis; and it is a preeminent theory of technology
acceptance in the field of Information Systems (1986). Numerous studies have shown that the
TAM is a robust model for explaining technology acceptance behaviours in Information
Technology (IT) research (Aladawi et al., 2005). The purpose of this model is to provide an
explanation of the determinants of technology acceptance; and it also aims to provide a basis for
tracing the impact of external factors on internal beliefs, attitudes and intentions (Davis et al,
1986). Figure (2.16) below shows the components of the Technology Acceptance Model
(TAM):

Figure 2.16: Technology Acceptance Model (TAM) (Davis et al, 1989).

In this model, it is hypothesized that a user’s acceptance of an IT is determined by the
voluntarily intentions to use that technology. The intention, in turn, is determined by two factors
which are the perceived usefulness of using the new technology (PU) and the perceived ease of
use of that technology (PEU). According to Davis, PU is defined as “the prospective user’s
subjective probability that using a specific application system will increase his or her job
performance within an organisational context” whereas PEU is defined as “the degree to which
the user expects the target system to be free of efforts” (1986).
2.11.3 Diffusion of Innovation Theory (DOI):
The DOI theory is another popular model developed by Rogers and used to analyse and
investigate the user adoption of a new technology such as e-Government (1995). Rogers defined
diffusion as “the process by which an innovation is communicated through certain channels
over time among the members of social society” where the innovation is an idea or objects that
are considered to be new (1995). The DOI suggests that the diffusion of an innovation is
dependent on five factors which are:
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•

Relative advantage: This refers to the degree to which an innovation provides superior
benefits to its predecessor.

•

Compatibility: This refers to the degree to which the innovation is seen to be compatible
with users’ beliefs, experiences and needs.

•

Complexity: This factor refers to the degree to which the potential users see the innovation
as difficult to understand and use.

•

Trialability: This refers to the extent to which an innovation can be experimented with on a
limited basis.

•

Observability: This factor refers to the degree to which the users can see the results of a
new innovation.

We can notice that the DOI includes more factors than TAM and thus, it takes a more complex
view of technology adoption than TAM. We can also notice that some factors are of similar
nature to TAM elements; for example, ‘complexity’, in the DOI is comparable to ‘ease of use’
in the TAM. This gives an indication of the possibility of combining some models together as
well as integrating certain constructs in order to develop a more comprehensive model.
2.11.4 Perceived Characteristics Innovation (PCI):
The PCI model was developed by Moore and Benbasat with a focus on measuring the adopters’
perceptions of the information technology (1991). This model is based on the five factors that
are presented in the Diffusion of Innovation (DOI) theory, but with additional factors. Two
further constructs have been added in this model, which were identified as important factors in
the adoption of an innovation. The first construct was ‘image’ which was defined by Moore and
Benbasat as “the degree to which use of an innovation is perceived to enhance one’s image or
status in one’s social system” (1991). In other words, the factor ‘image’ means the social
approval of the adopter’s use of innovation. The second construct was ‘voluntariness of use’
which was defined as “the degree to which use of the innovation is perceived as being voluntary
or free will”. In other words, the use of an innovation may be either mandated or discouraged,
depending on the nature of the innovation and policy. As a result, PCI involves seven constructs
which are: relative advantages, compatibility, complexity, trialability, observability,
voluntariness and image.
2.11.5 Unified Theory of Acceptance and Use of Technology (UTAUT):
Due to the limitations of some theories and models that are used to understand and analyse
users’ adoption and acceptance of new technologies, Venkatesh developed the UTAUT model
as an attempt to provide a more comprehensive model to explain technology adoption and use
behaviour (Venkatesh et al., 2003). The UTAUT model was constructed from common factors
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that existed in some adoption theories and acceptance models such as TAM, DOI and TRA.
Therefore, it is claimed that the UTAUT model filled the gaps and compensated for the
weaknesses that exist in these models (Venkatesh et al., 2003; Alzahrani & Goodwin, 2012).
Moreover, the UTAUT is considered to be one of the latest developments in technology
acceptance models (Alshehri et al., 2012). Numerous studies have utilised UTAUT model to
understand users’ adoption and acceptance of new technologies such as e-Government and eCommerce systems.
The UTAUT model comprises four significant constructs which are performance expectancy,
effort expectancy, social influence, and facilitating conditions. These core constructs are
considered direct determinants of usage intention and behaviour. The UTAUT model also
involves four key moderators that have an impact on the previously mentioned constructs.
These moderators are gender, age, experience and voluntariness of use. The UTAUT model’s
constructs and moderators are presented in Figure 2.17 below:

Figure 2.17: Unified Theory of Acceptance and Use of Technology (UTAUT) (Venkatesh et al., 2003).

Venkatesh et al, (2003) defined each construct as follows:
•

Performance expectancy: “is the degree to which an individual believes that using the
system will help him or her to attain gains in job performance.”

•

Effort expectancy: “is the degree of ease associated with use of the system.”

•

Social influence: “is the degree to which an individual perceives that important others
believe he or she should use the new system.”

•

Facilitating conditions: “is the degree to which an individual believes that an
organizational and technical infrastructure exists to support use of the system.”
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As we can see from the structure of UTAUT model, it has a more comprehensive view of users’
acceptance and use behaviour than the other theories and models presented earlier. Thus, some
researchers have used the UTAUT model as a base to develop new and different models for
their studies.
Three of the discussed models are often cited in the e-Government adoption literature; namely,
the TAM, DOI and UTAUT. They have been utilised either by using them in their original
forms, by adding certain constructs to them or by combining them. Thus, some of the models
that have been used for analysing the adoption of e-Government in the literature have been
critically reviewed in this research in order to evaluate their applicability for studying the levels
of adoption and utilisation of e-Government. This will help us to fill the gaps and to overcome
shortcomings which exist in the studies previously conducted, while developing this research
model. The critical review of the most common models will be presented in the next chapter
(Chapter 3).

2.12 E-Government adoption in different countries
In this section, studies carried out in different countries and related to e-Government adoption
and utilisation, which is the focus of this research, will be reviewed and discussed. Some studies
in the literature have utilised the technology acceptance models presented earlier in their
original form and some others have amended them by adding and/or removing constructs.
Several studies related to e-Government adoption and utilisation in different countries will be
reviewed and discussed in the following section.
Carter & Belanger (2005) conducted a study to understand the factors that influence citizens’
adoption of e-Government innovation. They integrated constructs of the Technology
Acceptance Model (TAM), Diffusions of Innovation theory (DOI) and web trust models to form
their model. Their model then involved Perceived Usefulness, Perceived Ease of Use, Image,
Relative Advantage, Compatibility, Trust of Internet and Trust of Government. They suggested
that all these factors would have a positive relationship to the intention to use e-Government.
Their study was conducted through surveying a broad diversity of citizens at a community event
(a community concert) in the USA. The items on the research instrument were adapted from
prior studies; and the instrument was administered to 106 citizens and 105 were completed and
analysed.
Carter & Belanger (2005) found that Perceived Ease of Use, Compatibility and Trustworthiness
were significant factors that influence citizens’ adoption and intention to use. Based on their
findings, they suggested that e-Government services need to be provided in a way that allows
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citizens to quickly and effortlessly complete the e-Services they need. They also suggested that
agencies should provide services in a manner that is consistent with other ways that the citizens
are familiar with. Although their study revealed significant results, their analysis did not
consider other crucial factors such as social influence, cultural influence and the influence of
quality of service, awareness and previous use. Moreover, the instrument items could be also
problematic since they were completely adapted from prior studies which might not address and
consider the research context, the situation or the environment as well as the other aspects
related to the participants and the country.
Dimitrova & Chen (2006) conducted another study in the United States of America to explore
the effect of non-demographic factors on e-Government adoption. They proposed a theoretical
framework that was derived from two perspectives, namely, the Diffusion of Innovations (DOI)
and the Technology Acceptance Model (TAM). From those models, the researchers derived the
main components of their proposed framework which were Demographic Characteristics,
Psychological Factors, Civic Mindedness and Information Channels. In this study, an online
survey was distributed to 447 participants to collect data; and the sample was drawn from a
census-balanced list provided by a market research company. The key findings of this study
revealed that Perceived Usefulness, Perceived Uncertainty and a prior interest in government
and services were the most significant determinants of being an active user of e-Government.
Perceived Usefulness included two dimensions, which were ‘perceived need’ and ‘perceived
benefits’, whereas Perceived Uncertainty included ‘personal risk tolerance’ and ‘personal
confidence’ dimensions. The proposed model in this study lacks other key dimensions such as
the social and cultural factors and the quality of services dimensions, all of which can play
important roles in innovation adoption. Moreover, the use of an online survey method could
bias the results as it included online participants only, thus, it is likely that the study’s online
survey might not have reached the targeted group. In other words, the mailing list of
participants was obtained from a marketing research company (Survey Sampling International,
Inc.), and this sampling method might not be reliable, and might include untargeted participants.
Shareef et al. (2011) conducted a study to discover the critical factors that enable citizens to
adopt e-Government systems in Canada. They developed a framework grounded in a theoretical
analysis of the literature including the Technology Acceptance Model (TAM), Diffusion of
Innovation Theory (DOI) and Theory of Planned Behaviour (TPB). The authors claim that the
models and theories, including the TAM, DOI and TPB, couldn’t capture the complete essence
of citizens’ adoption of e-Government. Therefore, they proposed several constructs (some of
them were derived from the aforementioned models) for their model, which included a number
of important constructs such as Perceived Compatibility, Computer-Self Efficacy, Perceived
Ability to Use, Multilingual Option, Perceived Image and Perceived Trust. The study was
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conducted in four cities in the Ontario region and data was collected from 239 citizens as valid
responses. The questionnaires were divided into two equal parts, the first part (50%) was
distributed via postal mail, and the other half was distributed physically to houses and
apartment. The addresses were taken from the telephone book for each city. The findings of this
study revealed that Perceived Awareness, Perceived Ability to Use, Perceived Image, Perceived
Trust and Perceived Information Quality were significant predictors for the adoption of eGovernment systems at the interaction stage. The proposed model covered substantial
constructs in terms of investigating the adoption of e-Government. However, some other
significant factors were not involved in this study, such as the influence of the technical aspects,
the influence of use regulations and the influence of previous use. Moreover, it did not explore
the social and cultural impacts in a comprehensive manner as it only addressed the impact of
image.
Another study was conducted by AlAwadhi & Mooris (2008) in Kuwait to explore factors that
determine the adoption of e-Government services utilising an amended version of the Unified
Theory of Acceptance and Use of Technology (UTAUT). The researchers collected data from
880 respondents using a quantitative approach. The study was limited to undergraduate and
postgraduate students at Kuwait University and the questionnaire was administered to students
taking scientific and humanities courses. This study revealed that performance expectancy,
effort expectancy, peer influence and facilitating conditions were significant factors in the
adoption of e-Government services in Kuwait. They further investigated the adoption
determinants and conducted a series of focus groups in 2009 to qualitatively explore more
factors that could affect the adoption of e-Government services in Kuwait and extend their
findings (Alawadhi & Morris 2009). The participants also comprised undergraduate and
postgraduate students; and potential participants were identified from the questionnaire survey
that was conducted previously, where the participants were asked to provide their email
addresses if they were interested in participating in the focus groups. The authors found that the
likely adoption of e-Government systems is well-predicted by several factors including
technical issues, trust and awareness. Based on their findings, they suggested that e-Services
that are provided through e-Government systems must be useful, efficient and meet the users’
needs. They further suggested more widespread and attractive awareness campaigns needed to
be conducted to achieve effective adoption. This study provided valuable results about the
adoption and utilisation of e-Government in Kuwait which could help the e-Services providers
to implement such electronic services and systems based on the actual users’ needs and
expectations. However, the use of student subjects might have limited the generalisability of the
findings. Thus, they recommended that further studies that included a wider diversity of
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participants needed to be carried out in order to provide a better understanding and more
comprehensive findings.
A study to explore barriers and factors that might obstruct the adoption and dissemination of eGovernment was also carried out in Oman (Alshihi, 2006). The study also aimed to evaluate eGovernment experiences in advanced nations and developed countries to extract possible
solutions for the barriers identified. Alshihi’s research commenced by defining theoretical
concepts and aims through a general literature review, developing the research instruments
based on the review to investigate such concepts and then using a qualitative approach to clarify
and refine the outcomes from the quantitative approach. The survey sample size was 140 Omani
citizens (including 80% students) for a face-to-face questionnaire and also semi-structured
interviews were conducted with 13 government officials who made IT and strategic decisions.
The study revealed a number of factors that were likely to lead to higher adoption and
willingness among citizens to use e-Government services and systems in Oman. These factors
included users’ motivation, the convenience features of using e-Government systems, users’
awareness and knowledge and previous experiences with e-Government on any other ICT
projects. The study also found that the negative and positive experiences of others could have an
influence through word of mouth; and this indicated a socio-cultural influence on the adoption
and use of technology.
Alshihi’s research also reported a number of valuable lessons that could be learned from
advanced e-Government experiences from different developed countries including Australia, the
United Kingdom and the United States of America. Although copying other countries’
experiences might not be an effective way of implementing e-Government systems, due to
differences in political, social, ICT infrastructural, procedures and managerial differences which
can be illustrated as country-specific factors, in general positive experiences can be useful to
consider and learn from. These lessons include that defining user profiles, needs and
expectations is important so as to provide information and services accordingly. Moreover, it is
crucial to involve users in the design stage of the e-Government systems to meet their needs and
expectations. Increasing users’ ICT awareness, skills and knowledge through marketing and
education was also found to be one of the success factors for implementing e-Government.
Several other important strategies included gaining users’ trust through maintaining extreme
security and privacy measures; ensuring a successful experience from the first time; integration
and collaboration on online pubic services among different agencies and assessing eGovernment projects regularly from different perspectives. The study provided fundamental
lessons that were developed based on well-reviewed literature and assessing advanced and
developed e-Government experiences. Thus, such lessons will be considered when conducting
the current research. Moreover, the study revealed valuable findings in terms of e-Government
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adoption in Oman, a neighbouring country to Saudi Arabia, which has many similarities in
various aspects.
A study to explore the measurement of social factors in e-Government adoption was conducted
in Jordan (Alomari et al., 2010). The authors collected data from 400 Jordanian citizens and
their study explored four different factors which were; trust in terms of security and privacy and
trust in government, attitudes and beliefs, internet and computer skills and website design. The
results showed that trust is an identifiable concern of internet users in Jordan. Furthermore,
beliefs also influence the adoption of e-Government, since some people in the Arab countries
find the Internet a way to compensate for the limitations of traditional social life. The
researchers also stated that website design, perceived usefulness and complexity are significant
elements in the adoption of e-Government in Jordan. Another study was also conducted in
Jordan to assess factors that influence the awareness and use of e-Government in Jordan (AlJaghoub et al., 2010). The authors collected data from 1200 participants (university students)
and one significant finding was the low level of e-Government awareness, since 75% of the
participants did not know much about e-Government. The surveyed participants were students
who should have known more about e-Government since they usually use the Internet. The
study also involved group discussion, which revealed that concern about security was a very
important issue. The researchers stated that there was a lack of trust when using online
transactions, especially when users are required to provide important document and payments.
This may be related to cultural issues, since the Internet there still seems to be largely used for
entertainment. It is clear that awareness and trust of e-Government systems in Jordan are crucial
factors that can influence the adoption and use of such systems.
Rehman et al. (2012) also conducted a study to identify critical factors that influence the
citizens’ adoption of e-Government systems in Pakistan. An integrated conceptual model was
proposed based on a related literature review and included combining constructs from the
Technology Acceptance Model (TAM), the DeLone and McLean model (D&M), the Diffusion
of Innovation (DOI) model and the SERVQUAL model which is a services quality framework
(Davis et al., 1986; William et al, 2003; Rogers, 1995 and Parasuraman, 1988). Their model
involved several constructs such as website design, e-Readiness, security, trust and quality of
service. The study used a quantitative approach, utilising an online survey and data was
collected from 138 citizens including governmental officials, academic researchers, software
engineers, business personnel and also students. The findings from this study can be divided
into two parts, namely, factors influencing the citizens’ intention to adopt e-Government
systems to get information and factors influencing their intention to conduct e-Transactions.
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Rehman’s study revealed that awareness and information quality were found to be significant
factors in terms of gaining information from government websites. Furthermore, perceived ease
of use, awareness, service quality and transaction security were all found to be significant in
terms of performing e-Transactions through e-Government systems. Although the model
involved key constructs that have high importance in the adoption of e-Government, it lacked
some other important constructs such as the influence of social aspects, the influence of cultural
aspects and the impact of prior use. Additionally, the survey was conducted online by sending
emails with the survey link to the targeted respondents and this method could omit other
important participants who are offline citizens. Generally, the study utilised a well-developed
model that captured the influence of many factors. It also resulted in clear and valuable results
that could be used to promote e-Government success in Pakistan.
Weerakkody et al. (2013) claimed that e-Government adoption and diffusion is often impeded
by number of factors that are related to citizenry who are one of its stakeholders. Therefore,
they conducted a study in Saudi Arabia to examine the role of intermediaries, who are used for
delivering government services and facilitating e-Government adoption and diffusion. The
intermediaries are organisations that are operated by the private sector, authorized and regulated
by the Saudi government to help citizens who are not computer savvy or could not access eGovernment services. Madinah, which is a large city in Saudi Arabia, is the only city that
introduced the e-Government intermediary (e-office). Thus, the study aimed to examine the role
of these intermediaries in e-Government adoption particularly with e-Services provided by the
traffic department.
Weerakkody’s study utilised an amended version of the Unified Theory of Acceptance and Use
of Technology (UTAUT) which included two more constructs, namely, trust in the Internet and
trust in the intermediaries. The study used the quantitative approach and the questionnaires were
distributed personally with the help of 10 volunteers to different addresses. The data was
collected from 502 respondents from Madinah. The study’s results suggested that intermediaries
are a very useful channel to facilitate e-Government adoption and diffusion. It was claimed that
the adoption and use could increase with the use of intermediaries due to the positive attitude of
citizens to communicating with the government online through an intermediary. The study also
revealed that factors such as performance expectancy, effort expectancy, trust of the Internet
and facilitating conditions had an important role in explaining the adoption of e-Government
services offered via intermediaries. The utilised framework lacked several key constructs,
similar to many other studies in the e-Government adoption literature, such as the influence of
previous use, the influence of quality of service and the influence of the awareness. Moreover,
the study only involved one city in Saudi Arabia and this would limit the generalization of the
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results to other contexts. More investigation of different cities would provide a better
understanding of the role of intermediaries in facilitating e-Government adoption.
Another study was conducted in Saudi Arabia to identify challenges and barriers that face eGovernment adoption and diffusion from the citizen’s perspectives (Alshehri et al. 2012). The
study quantitatively surveyed 460 participants including 400 citizens and 60 IT employees from
the government public sector. The aim of this study was to determine the degree of importance
of eleven previously determined barriers and obstacles (Alshehri & Drew 2010). Thus, the
respondents were asked to evaluate whether they considered these barriers important, very
important or not a barrier from their point of view. The same barriers and obstacles were
introduced to all the respondents both citizens and IT employees. The results of this study are
summarized in Table 2.4 below which presents the identified barriers and challenges along with
the percentages of responses from the two groups of participants:
Table 2.4: Barriers and challenges facing e-Government adoption in KSA (Alshehri et al., 2012)
Percentages of the citizen’s
responses

Percentages of IT employees’
responses

Important
barrier

Very important
barrier

Important
barrier

Very important
barrier

of

53.5%

46.5%

20%

80%

Lack of knowledge and ability to use
computers and technology efficiency

51.2%

48.8%

68.3%

31.7%

Lack of knowledge about the eGovernment services

33.5%

66.5%

18.3%

81.7%

Lack of security and privacy of
information in government’s websites

53.5%

46.5%

65%

35%

Lack of users’ trust and confidence to
use e-government services

49.3%

50.7%

43.3%

56.7%

Lack of policy and regulation for eusage in KSA

49.5%

50.5%

63.3%

36.7%

Lack of partnership and collaboration
between the governmental sectors

41.5%

58.5%

60%

40%

Lack of technical support from
government’s websites support team

32.5%

67.5%

6.7%

93.3%

Governmental employees resistance
to change to e-ways

42.5%

57.5%

55%

45%

The shortage of financial resources of
government sectors

49.5%

50.5%

30%

70%

The availability and reliability of
internet connection

33%

67%

25%

75%

Barriers and challenges

IT Infrastructure weakness
government public sectors
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Alshehri’s study provided useful results that could benefit researchers and practitioners in the eGovernment field, particularly in Saudi Arabia as key challenges and obstacles were determined
from the users’ perspectives. The evaluation of the already determined barriers provided a good
insight about their importance from a wider perspective that included citizens and IT
employees. Thus, the findings will provide the current research with useful information about
the barriers and challenges that face e-Government adoption in Saudi Arabia, which benefits the
development of the research model and the instruments’ items.
Additionally, Al-shafi & Weerakkody (2010) have utilised the UTAUT in its original form to
explore the adoption of e-Government services in the state of Qatar from the citizens’
perspective. They tested some influential factors affecting e-Government acceptance and
collected data from 1179 citizens. The results of their study revealed that three constructs,
namely, Performance Expectancy, Social Influence and Facilitating Conditions, significantly
influenced the adoption and intention to use e-Government in Qatar. The results of their study
were expected and convincing for this particular region (Gulf countries). Moreover, Alshehri et
al. (2012) also utilized the same model (UTAUT) to analyse the adoption of e-Government in
the Kingdom of Saudi Arabia from the citizens’ perspective. The study revealed that
Performance Expectancy, Effort Expectancy and Facilitating Conditions were significant in
terms of positive effect on behavioural intention to use e-Government. Both studies showed
some similarities between the two countries with regard to the influential factors on citizens’
technology adoption, since Performance Expectancy and Facilitating Conditions were
significant in both contexts.
Taiwo et al. (2012) also conducted a study using the UTAUT to investigate adoption behaviour
and the use of e-Government services in Malaysia. They amended the UTAUT model for their
study by integrating risk and trust dimensions. Their study surveyed 101 university students and
their findings revealed that Performance Expectancy, Peer Influence, Trust belief and risk
taking propensity were significant in predicting the intention to adopt e-Government.
We can see from the review and discussion of the related literature that several studies have
revealed fundamental results and achieved significant findings that lead to a better
understanding of e-Government adoption and utilisation as well as contributing to the success of
e-Government systems and services. A number of studies and research conducted in different
countries were involved in the literature review to have clear vision and better understanding of
the research context. Some of these studies have utilised common technology acceptance
models that were presented earlier and these models have several limitations that could limit
capturing and specifying the complete essence of e-Government adoption and utilisation. Such
limitations will be discussed in the next chapter (Chapter 3). Moreover, some of the studies
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have several other limitations in their methodologies such as collecting data from specific
sample such as students or online users as well as utilising items in their instruments that were
developed in previous studies which may not be applicable to the study context. Therefore, this
research reviewed the literature to benefit from the positive aspects and overcome the
shortcomings and gaps.

2.14 Conclusion
E-Government systems are gateways for the public to access information and conduct services
online through electronic and online means. They have tremendous potential to provide
solutions and solve a variety of problems, which then can lead to an improvement in the
relationship between citizens and governments and also enhance the quality of individuals’
lives. E-Government is one of the trends that have become very important in recent years and it
is the backbone of modern governance. It creates a structured network for service delivery,
makes governance processes more effective and more efficient and also increases interactivity,
engagement, accountability and transparency between a government and its citizens.
This chapter has provided an overview of e-Government as well as different definitions of eGovernment from different authors. E-Government domains and maturity levels were reviewed
and discussed, and a comprehensive review of the objectives, advantages, barriers and
challenges of e-Government has also been provided. In order to understand e-Government
implementation levels, a number of e-Government phase models that explained the stages of
implementing such systems have also been reviewed and investigated. Furthermore, this chapter
has briefly explored e-Government implementation in several developed and developing
countries to give a wider and better view of the implementation of such systems globally.
Finally the Saudi e-Government program Yesser was also reviewed in more detail.
Additionally, this chapter has addressed the adoption and utilisation of e-Government, which is
the focus of this research. It also reviewed a number of common technology acceptance models
including TAM, DOI and UTAUT that have been utilised by many studies in e-Government
adoption literature. Relevant studies and research from different countries were also
investigated and discussed. The next chapter (Chapter 3) will develop and discuss the
conceptual model which will be utilised in this research to explore and analyse the key factors
that influence e-Government adoption and use.
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Chapter Three: The Research Framework
3.1 Introduction
The theoretical framework related to users’ adoption and utilisation of e-Government systems
and services is discussed in this chapter. This chapter will include a critical review and
investigation of models and theories related to technology acceptance that are commonly used
in e-Government adoption and use literature. The chapter also highlights the key constructs of
the proposed conceptual model which represent the salient factors that influence the adoption
and use of e-Government systems and services in Saudi Arabia including personal factors,
motivational factors, technical factors and reliability factors. Moreover, it will present the
research hypotheses that were developed in accordance with the model’s constructs. The
conceptual research model that is proposed in this research will thus be presented and discussed
along with an explanation of all possible relationships between its constructs.

3.2 Critical Review of Technology Acceptance Theories and Models
In order to analyse e-Government adoption and utilisation, the research developed a model
called e-Government Adoption and Utilisation Model (EGAUM). This model is one of the main
contributions of this research and it will be used to investigate and analyse the factors that have
a crucial influence on different users’ adoption and use level of e-Government. The EGAUM’s
development is based on an extended analysis of the literature of technology acceptance in
conjunction with insights gained from investigating several models and theories that are
commonly used in analysing the acceptance usage of technologies including: the Theory of
Reasoned Action (TRA), the Technology Acceptance Model (TAM), the Diffusion of
Innovation (DOI) and the Unified Theory of Acceptance and Use of Technology (UTAUT)
(Ajzen & Fishbein, 1975; Davis, 1986; Davis et al., 1986; Rogers, 1995 and Venkatesh et al.,
2003). In the EGAUM, the research is attempting to identify, investigate and analyse the impact
of fundamental factors that influence the adoption and usage level of e-Government systems
from different perspectives which will lead to better understanding of different aspects that will
bring such systems to a high level of success.
This section will discuss and critically review the technology acceptance models and evaluate
their applicability to the e-Government context. As discussed in Chapter 2, several models and
theories in the literature have been developed to study the acceptance and the diffusion of
technologies and the aforementioned are those dominant in technology acceptance literature.
Most of the research in e-Government literature has utilised some of these common models and
theories to analyse the adoption of e-Government, either by using their original forms, by
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adding certain constructs to them or by combining them. However, some of the models that
have been used for analysing the adoption of e-Government in the literature were critically
analysed in this research in order to evaluate their applicability for studying the e-Government’s
adoption and utilisation. This helped to fill the gaps and to overcome shortcomings, which exist
in the conducted studies, while developing this research model.
The Theory of Reasoned Action (TRA) is a well-researched model that has proven successful in
explaining intentions and behaviours in different domains. According to Lean et al. (2009),
TRA is one of the first theories to study individuals’ behaviour towards the acceptance and
utilisation of computers. Furthermore, Davis stated that the TRA is appropriate for studying
determinants of computer usage behaviour; and it was used as a base for developing the TAM
model which is also widely used in understanding the users’ acceptance of technology (Davis et
al., 1986). The TRA has been utilised in several studies that aim to understand the acceptance
and adoption of systems driven by the information and communication technologies (ICT) such
as the acceptance of online systems (Shareef et al., 2009). However, the TRA lacks significant
constructs that need to be addressed in investigating and analysing the adoption and utilisation
of large and complex systems such as e-Government. The unaddressed constructs are the
simplicity of the information system, the quality of the system, the influence of awareness and
the influence of trust. Although the two constructs involved in TRA i.e. the attitude toward
behaviour and the subjective norm are important, they are not sufficient to understand
comprehensively the adoption and use of e-Government systems. Moreover, Davis et al. (1989)
stated that the Subjective Norm construct is one of the least understood aspects of TRA. The
Subjective Norm (SN) construct is likely to have an indirect impact on Behavioural Intention
(BI) via the Attitude towards a behaviour (A) construct. This will make differentiating between
the direct effect of SN on BI and the indirect effect of SN on BI via A more difficult. Therefore,
a more comprehensive model is needed for the e-Government adoption and use analysis.
The Technology Acceptance Model (TAM) is another model that has been used in several
studies in the technology acceptance and adoption literature. A number of researchers have also
utilised the TAM to investigate the adoption and use of e-Government systems (Warkentin et
al., 2002; Dimitrova & Chen, 2006; Al-hujran et al., 2011). Benbasat & Barki (2007) stated that
the TAM is one of the most accepted and used model in the literature within various fields
including management, business and information systems; however, it ignores a number of
factors that have a strong relationship with technology acceptance and adoption. For example, it
does not address the influence of social norms which was validated in the Theory of Reasoned
Action (TRA). Moreover, it does not address other factors such as the influence of the
technology’s quality, previous use of technology and awareness on the adoption and intention to
use. Moreover, attitude towards using does not fully mediate the relationship between both
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Perceived Ease of Use (PEU) and Perceived Usefulness (PU) and intention to use (Ramayah &
Ignatius, 2005). Furthermore, external variables that have been proposed as influential factors
that affect the Perceived Ease of Use (PEU) and Perceived Usefulness (PU) are not fully
explored in the TAM (Sang & Lee, 2009). Alshafi & Weerakkody (2010) also state that the
TAM excludes some important resources of variance, and does not consider other important
factors that could prevent users from using information systems, such as time and money
constraints. Though, Davis & Venkatesh (2000) have updated the TAM into the TAM2, which
includes more constructs such as Subjective Norms, Image, Output Quality and omits others
such as Attitude Toward Using (Venkatesh & Davis, 2000); the TAM2 also lacks fundamental
constructs and factors such as the influence of trust, awareness and regulatory aspects; all of
which are important in the e-Government adoption and use analysis. Shareef et al. (2011) claims
that the TAM cannot capture and specify the complete essence of e-Government adoption and
usage due to its lack of many important factors and constructs that have direct impact on users’
adoption and intention to use.
The Diffusion of Innovation Theory (DOI) is another popular model that is used in number of
studies to evaluate the adoption and dissemination on innovations. It is concerned with the
explanation of factors determining the rate of adoption of an innovation. A number of studies in
the information technology adoption literature, including the adoption and use of e-Government
systems, have applied DOI theory to understand the acceptance, intention to use and diffusion
of such systems. For example, Lee et al. (2011) combined DOI theory with the TAM model to
investigate factors affecting business employees’ intention to use e-learning systems.
Furthermore, Carter & Belanger (2005) have integrated constructs from DOI theory into their
proposed model to understand the factors that influence citizens’ adoption of e-Government
innovation. Sang & Lee (2009) also integrated certain constructs from the DOI theory to form a
conceptual model for analysing e-Government acceptance in the public sector. DOI theory was
part of many other studies’ frameworks which significantly contributed to the field of ICT
adoption. However, DOI also lacks certain factors and constructs that are crucial when
analysing the diffusion and adoption of new technology, particularly e-Government services and
systems such as the trust factor, social and cultural factors in addition to awareness and
knowledge factors. Several studies in the literature affirmed that some of the DOI constructs,
namely, relative advantage, compatibility and complexity are the most significant constructs in
the adoption and diffusion of technology (Carter & Belanger, 2005; Sang & Lee, 2009). On the
other hand, the other constructs in the DOI, namely, trialability and observability were not
appropriate for investigating the adoption of certain new technologies, including e-Government
systems (Carter & Belanger, 2005; Bradford & Florin, 2003 and Agarwal & Prasad, 1998).
Furthermore, the observability construct, which refers to the extent to which the innovation

64
provides visible and tangible results, can be implicitly integrated into the relative advantage
construct. Thus, only a limited number of constructs in the DOI are found to be important for
analysing the adoption and diffusion of ICTs, including e-Government systems, and this
emphasises the need for more a comprehensive framework for such a context.
The Unified Theory of Acceptance and Use of Technology (UTAUT) is one the most recent
frameworks used in the technology adoption and utilisation literature; also it is used more
widely in this field than the other models and theories. For example, it has been utilised in
analysing the adoption and use of social media in the interaction between public relations
practitioners and the public (Curtis et al., 2010); to examine the factors that affect the intention
to use mobile services and its advanced services (Carlsson et al., 2006); and to analyse and
understand the adoption and use of online banking (Raffai et al., 2012; Martins et al., 2014).
Many researchers also utilised the UTAUT in analysing the adoption and use of e-Government
services and systems (Alshehri et al., 2012; Alzahrani & Goodwin, 2012; Weerakkody et al.,
2013; Al-Shafi & Weerakkody, 2010 and AlAwadi & Morris, 2008). Despite the frequent use of
the UTAUT in various studies from different disciplines; it also has limitations for analysing
technology adoption and use, particularly in the field of e-Government. The UTAUT does not
address some very important constructs and factors, such as perceived awareness and quality of
service, although these factors are very likely to have a strong impact on adoption and intention
to use technologies. It also does not address constructs related to reliability aspects such as
security, privacy, trust and regulations. Moreover, the UTAUT does not address the influence of
culture on the adoption and utilisation of technologies. Although the UTAUT considers the
influence of certain personal demographic factors, including age and gender, it does not address
other important demographic factors, such as the user’s education level and the user’s income,
which are likely to influence the utilisation and adoption level. Van Raaji & Schepers (2008)
state that the grouping and labelling of items in the UTAUT is problematic since a variety of
disparate items are combined to represent a single construct.
As discussed previously, most of the studies and research in the technology adoption and
utilisation literature, particularly in the context of e-Government, have utilised the popular
models presented earlier- including the TAM, DOI and UTAUT. Therefore, the outcomes were
limited due to the limitations that exist in the frameworks utilised. These limitations indicate
that there is a need for a more comprehensive framework that is appropriate for investigating the
adoption and utilisation of e-Government services and systems. A number of constructs that are
involved in several technology acceptance models are important and they have been supported
in the literature; thus, they are integrated into the current research model but within a wider
point of view. However, other important constructs that are crucial for e-Government adoption
and use were not addressed in the technology acceptance literature; thus, they were proposed in
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the EGAUM. The model developed in this research attempts to address salient factors that are
related to the e-Government context and measure such factors from various real users’
perspectives by considering their intentions, perceptions and beliefs as well as the countryspecific aspects of Saudi Arabia.
3.3 E-Government Adoption and Utilisation Model (EGAUM)
The EGAUM model comprises two dependant variables, namely, Perceived E-Readiness of eGovernment (PER) and Intention to Use E-Government (ITU) which lead to the Actual
Adoption and Utilisation of e-Government. The EGAUM also contains four main independent
constructs which are Personal Factors (PF), Motivational Factors (MF), Technical Factors (TF)
and Reliability Factors (RF). These independent constructs represent the fundamental groups of
factors that have a crucial influence on the level of e-Government utilisation and adoption. Each
independent construct has sub-variables (group of factors) which in turn have different levels of
impact on the adoption and utilisation of e-Government. Table 3.1 below shows the factors
involved in the EGAUM.
Table 3.1: Categories of the EGAUM's factors
The construct

The factors

Personal Factors (PF): This construct comprises a

•

Age

group of factors that effectively describe the e-

•

Gender

Government users and the relationships between such

•

Education

factors and their intention to use.

•

Location

•

Income

Motivational Factors (MF): This construct represents

•

Perceived Benefits (PB)

the factors that motivate the users to adopt and use e-

•

Socio-Cultural (SC)

Government systems.

•

Awareness (AW)

•

Functional Quality of Services/System (FQS)

•

Previous Experience (PE)

that are related to the technical aspects which have an

•

Perceived Simplicity (PS)

influence on the users’ adoption and utilisation of e-

•

Technical Quality of Service/System (TQS)

Government.

•

Accessibility (ACC)

•

Perceived Trust (PT)

•

Regulations and Policies (RP)

Technical Factors (TF): This construct contains factors

Reliability Factors (RF): This construct comprises
factors that are related to the reliability aspects which
have an impact on the users’ adoption and use of eGovernment.
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Figure 3.1 below presents the E-Government Adoption and Utilisation Model (EGAUM). It
shows the main constructs and the groups of factors that are proposed for each main construct.
It also presents the hypothesized relationships between the model’s constructs.

Personal Factors
•
•
•
•
•

Age
Gender
Education
Location
Income

Motivational Factors
•
•
•
•
•

Intention to Use
E-Government
(ITU)

Perceived Benefits (PB)
Socio-Cultural (SC)
Awareness (AW)
Functional Quality of Service (FQS)
Previous Experience (PE)

Actual Adoption
and Utilisation of
E-Government

Technical Factors
• Perceived Simplicity (PS)
• Technical Quality of Service (TQS)
• Accessibility (ACC)

Perceived EReadiness of
E-Government
(PER)

Reliability Factors
• Perceived Trust (PT)
• Regulations & Policies (RP)

Figure 3.1: E-Government Adoption and Utilisation Model (EGAUM) (see appendix G for larger figure).

The independent constructs, which represent the factor groupings, are represented in the four
rectangles on the left side of the model and they are Personal Factors (PF), Motivational Factors
(MF), Technical Factors (TF) and Reliability Factors (RF). The proposed factors were grouped
into the relevant constructs. For example, the Personal Factors (PF) construct comprises all the
personal factors which are: Age, Gender, Education, Location and Income. The Motivational
Factors (MF) construct comprises Perceived Benefits (PB), Socio-Cultural (SC), Awareness
(AW), Functional Quality of Service/System (FQS) and Previous Experience (PE). The
Technical Factors (TF) construct comprises Perceived Simplicity (PS), Technical Quality of
Service/System (TQS) and Accessibility (ACC). Finally, the Reliability Factors (RF) construct
comprises Perceived Trust (PT) and Regulations and Policies (RP). Moreover, the dependent
variables are represented in the two rectangles on the middle of the model and they are Intention
to Use E-Government (ITU) and Perceived E-Readiness of e-Government (PER). The proposed
relationships between the model’s constructs are represented by the arrows. Table (3.2) presents
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the proposed relationships between the model’s constructs. All the proposed factors will be
explained and discussed in the following sections alongside the hypothesis developed for each
factor.
Table 3.2: The Relationships in the EGAUM
The relationship

Type of
relationship

The Personal Factors (PF) have a relationship with the

Direct relationship

Intention to Use e-Government (ITU)
The Motivational Factors (MF) have a relationship with

Direct relationship

the Intention to Use e-Government (ITU)
The Technical Factors (TF) have a relationship with the

Direct relationship

Intention to Use e-Government (ITU)
The Reliability Factors (RF) have a relationship with the

Direct relationship

Intention to Use e-Government (ITU)
The Technical Factors (TF) have a relationship with the

Direct relationship

Perceived E-Readiness of e-Government.
The Reliability Factors (RF) have a relationship with the

Direct relationship

Perceived E-Readiness of e-Government.
The Perceived E-Readiness of e-government has a
relationship with the Intention to Use e-Government

Direction of relationship

PF

ITU

MF

ITU

TF

ITU

RF

ITU

TF

PER

RF

PER

PER

ITU

Direct relationship

(ITU)

3.3.1 Personal Factors (PF)
The research suggests that factors such as the users’ age, gender, education and computer
literacy level, location and income need to be investigated and explored when it comes to
analysing e-Government adoption and utilisation. Most of the previous adoption models, such
as the TAM and DOI models, did not take these factors into account at all; whereas some other
models, such as the UTAUT model, considered them as moderators but not main factors.
However, some studies in the e-Government adoption and usage literature added the idea that
user characteristics are potentially influential factors on the adoption and usage of eGovernment. For example, a study conducted by Sciadas suggested that older users tend to
correlate positively with the use of e-Government, due to the relative increase in the access to
the required technologies (2002). This might not continue to be the case in recent years and also
might not reflect the situation in Saudi Arabia, which is the context of this research. This
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emphasises the need to include the personal factors when analysing technology adoption and
usage particularly in e-Government.
The Personal Factors (PF) in the model used in this research (EGAUM) involve five main
factors; all of which have a direct influence on Intention to Use e-Government (ITU). These
factors are:
3.3.1.1. Age
One of the important factors that influence the e-Government usage level is the user’s age. Not
many adoption models considered this as independent factor, but rather, most of them treat it as
a moderator variable on other factors. Exploring the impact of the user’s age on e-Government
adoption will lead to better understanding of age-based aspects that need to be improved in
order to increase the acceptance and use of e-Government. The importance of investigating this
factor can be justified by looking at the results of some studies that involved users’ age in their
technology adoption analysis. They revealed different levels of e-Services usage by different
age groups. For example, Sciadas’s study, which is mentioned earlier, notes that older users
tend to correlate positively with the use of e-Government (2002). On the other hand, some
recent studies found that older users are less likely to use e-Services and users under 25 years
old are more likely to adopt and use e-Services (Al-Otaibi and Al-Zahrani, 2009; Alrawi and
Sabry, 2009 and Baker et al., 2007).
An early study conducted by Hill et al. (1998) found that age is one of the important factors that
influence IT adoption in Arab countries. Another study conducted by Baker et al. also supported
the importance of the age factor in technology adoption (2007). These findings emphasise the
need to consider age when analysing technology adoption such as e-Government adoption in all
countries, but Saudi Arabia in particular. All the previous discussions and findings emphasise
the need to investigate and analyse the influence of the users’ age on the adoption and utilisation
of e-Government and therefore, the age factor is included in the EGAUM, under Personal
Factors (PF) and predicted to have a direct influence on Intention to Use e-Government (ITU).
A hypothesis (H1) was thus developed as:
H1: Different age groups will have different levels of intention to use e-Government
systems/services.
3.3.1.2. Gender
Gender is another crucial factor that needs to be addressed when analysing the adoption of eGovernment systems especially in Saudi Arabia. This focus and emphasis on investigating the
gender factor in the Saudi e-Government context is because certain gender issues affect the
adoption and usage level of e-Government. To be more precise, most government services are
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conducted by men in Saudi Arabia due to limitations that can prevent women from conducting
such services. Some of these limitations can be explained as follows:
•

Lack of transportation options

In Saudi Arabia, women are still not allowed to drive cars, and driving is generally only allowed
for men. Furthermore, there is a significant lack of public transportation such as trains and buses
in Saudi Arabia. Women mainly rely on private drivers, taxis or their relatives for their
transport. Although these options are usually available for them most of the time, it is still
considered as a lack of transportation options that can prevent women from accessing
government services in person. Therefore, implementing successful e-Government is
significant, and indeed crucial, for women in Saudi Arabia. This is the reason for why the
gender factor is included in the EGAUM as a direct influence on e-Government acceptance and
utilisation; and which was not addressed in any previous model found in the literature.
•

Gender division in the offices of some government agencies and organisations

Due to cultural and religious reasons, the Saudi government allocates separate offices in some
government organisations and agencies to deal with women when they need to conduct
government services in person. The employees in these government offices are women and
usually these women’s offices are not crowded as are the offices in the men’s sections.
Although this division provides more privacy and comfort for women and avoids them having
to confront the crowding that usually occurs in the men’s section offices, these separate offices
are neither available in all cities nor available in all government organisations. Therefore,
successful e-Government will not only provide the same environment as separate government
offices for women, but also will provide this privacy and comfort to all users including men.
This is another reason for integrating the gender factor into the EGAUM to be investigated and
analysed.
Women in the Saudi Arabian population number approximately 11.7 million (the population in
Saudi is approximately 27.1 million in total) which represents 43% of the total population
(Saudi General Authority for Statistics, 2016a). In view of the previous discussion, women in
Saudi Arabia might find limited options to access government services in person and thus,
successful e-Government services are fundamental and there is a significant need. This indicates
the importance of integrating gender as one of the Personal Factors (PF) that have a direct
impact on Intention to Use e-Government (ITU) which needs to be explored and analysed
alongside the other personal factors involved in the EGAUM. Thus, hypothesis H2 was
developed for this factor as follows:
H2: Different genders will have different levels of intention to use e-Government
systems/services.
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3.3.1.3. Education
Education is another important factor that needs to be investigated when analysing eGovernment adoption and usage. This is because of the strong correlation between computer
and information literacy and the education level of a user (Al-Sobhi et al., 2010). Computer and
information literacy is defined as whatever a person needs to know to be able to use computers
(Alomari et al., 2012). It is suggested in this research that users with a higher level of education
are more likely to adopt and use e-Government systems, due to their knowledge of how to use
the Internet and computers, even if they are not Information Technology specialists. In case that
they do not have much knowledge of dealing with computers, they have the ability and
proficiency to find out how to use technologies and to acquire new knowledge. Thus, it is
important to analyse the impact of education level on the adoption and usage level of eGovernment.
Similar to the previous two personal factors, education is not involved in any of the technology
adoption models in the literature as a main factor but rather, it is considered as moderating
variable. Computer and information literacy, which is affected by the education level, is also not
considered in many adoption models in the literature. Therefore, the EGAUM includes
education level as an important factor that has a direct influence on Intention to Use eGovernment systems; and hypothesis H3 was therefore proposed as follows:
H3: Different levels of education will have different levels of intention to use eGovernment systems/services.

3.3.1.4. Location
User location is a very important factor and was not involved in any of the previous models and
theories in the e-Government adoption literature. It is crucial to provide government services to
all users, either citizens or businesses, equally wherever they are. Moreover, it is a mandatory
right for all users to benefit from the services that are provided by government whether they live
in rural or urban areas; and this is considered as a challenge for governments. E-Government is
an efficient way to enable users to access government services online from anywhere and this is
one of the goals of successful e-Government. Thus, the EGAUM considers users’ location as a
fundamental factor that influences the adoption and usage level of e-Government.
In the context of Saudi Arabia, not all locations have government agencies and organisations
that can provide government services for the people who live there. This challenge forces
customers, either citizens or business representatives, to travel to the nearest city that has the
required government agency; and this can be a costly and time-consuming exercise.
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Furthermore, not all government organisations have offices in some of the smaller cities, and
this also leaves customers with the travelling option. Therefore, it is suggested in this research
that the location factor will have a significant impact on the Intention to Use e-Government.
Additionally, the location factor is strongly related to the so-called ‘digital divide’. The term
‘digital divide’ can be defined as “the fact that the world can be divided into people who do and
people who don't have access to - and the capability to use - modern information technologies”
(Rouse, 2005). The digital divide usually exists between people who live in cities and people
who live in rural areas in countries like Saudi Arabia. It is another reason that encourages the
researcher to explore the influence of location factor on e-Government adoption and usage and
therefore, the following hypothesis (H4) was included:
H4: The user’s location is related to the intention to use e-Government systems/services.

3.3.1.5. Income
Income is another personal factor that is likely to affect the intention to use e-Government
systems. It is another factor that is not integrated independently in any of the e-Government
adoption models in the literature. The EGAUM involves income as one of the Personal Factors
(PF) that have a direct influence on Intention to Use e-Government systems (ITU) due to the
following two scenarios suggested by the Saudi e-Government context. The first scenario is that
low income could prevent users from possessing computers and digital devices that would
enable them to access e-Government services online and thus, prevent them from adopting and
using e-Government systems. The second scenario is that low income could prevent users from
travelling to nearest city, in cases where they live in rural areas with no government offices, in
order to access government services in person. This would mean that users would have to access
the required government service with the online option using e-Government systems and thus,
adopting and utilising e-Government would be increased. The income factor is thus integrated
into the EGAUM to be investigated and explored in order to find out its impact on the usage and
utilisation of e-Government systems and thus, hypothesis H5 was developed as:
H5: The user’s income is related to the intention to use e-Government systems/services.
In the following section (Section 3.3.2), other important factors –i.e. the Motivational Factors
(MF), will be explained and discussed in detail.
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3.3.2 Motivational Factors (MF):
The Motivational Factors (MF) construct is one of the most important constructs that needs to
be investigated and explored when analysing e-Government adoption and utilisation. This
construct comprises five significant factors that are very likely to influence the level of use of eGovernment systems. These factors are Perceived Benefits (PB), Socio-Cultural (SC),
Awareness (AW), Functional Quality of Service/System (FQS) and Previous Experience (PE).
Some of these factors are considered in some of the technology adoption models that have been
used in a number of e-Government adoption studies; and some others are newly developed in
this research’s model (the EGAUM). However, those factors that are considered in several
models in the technology adoption literature are integrated independently and in a more
comprehensive manner in the EGAUM. This research is looking at these important factors with
a wider view in order to analyse and investigate their influence accurately. It is suggested in this
research that all of the Motivational Factors (MFs) have a direct and positive influence on
Intention to Use e-Government (ITU). These relationships will be discussed clearly in the
following sections. The Motivational Factors can be explained as follows:
3.3.2.1 Perceived Benefits (PB) factor
Perceived Benefits (PB) in the E-Government Adoption and Utilisation Model (EGAUM) can
be defined as “to what extent that the user perceives that he\she will gain functional and nonfunctional benefits from using e-Government services over the traditional ways when
performing governmental transactions”. It is related to beliefs about gaining benefits and the
expected outcomes of accessing e-Services using e-Government systems. The idea here is to
analyse the influence of perceiving the advantages of using e-Government systems on the
adoption and utilisation of such systems. The functional benefits refers to advantages related
directly to the transaction\service itself: such as reducing the required procedures when
performing transactions, complying with government regulations, finishing the transactions
completely online, performing transactions quicker than with the traditional methods,
minimising legal and regulatory violations when performing transactions and services, speeding
up the processing of transactions (for employees) and increasing the productivity when
processing e-Services and e-Transactions (for employees). For example, public users can apply
for a driving licence online through the e-Government systems by filling the required online
forms, attaching the required documents and paying the required fees online. This is a
functional benefit, where the customers perform and complete the intended service
electronically and completely online. On the other hand, the non-functional benefits refer to
advantages related indirectly to the transaction\service itself such as it being more beneficial for
the users in saving their time and effort and reducing their dependency on others such as
intermediaries; equality assurance when processing customers’ transactions; reducing multiple
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visits to different agencies; increasing investment opportunities (for business sector) and
increasing employees’ commitment to work (for employees). For example, public users can
avoid the crowds on the roads and the long queues in the passport unit by benefitting from eGovernment systems which provide a passport renewal service online. Users also save time
when using e-Government if they can speedily access this service from their home or office
without wasting their time on the roads. Avoiding the crowds and saving time are considered as
non-functional benefits.
As stated earlier, some factors in the EGAUM were integrated from other well-researched
models in the technology acceptance literature, but with wider and more comprehensive
consideration that is appropriate to the e-Government context. For example, Perceived
Usefulness (PU) in the Technology Acceptance Model (TAM) has a similar meaning to the
Perceived Benefits factor that is integrated into this research model (EGAUM). However,
Perceived Usefulness (PU) that forms part of the TAM is limited in its scope, since it only
measures the enhancement of the user’s job performance within an organisational context when
he/she uses a specific technology. This is how Davis, who is the developer of TAM, defined
Perceived Usefulness (PU): “PU is the prospective user’s subjective probability that using a
specific application system will increase his or her job performance within an organisational
context” (Davis et al., 1989). This is not fully applicable to the context of e-Government, since
implementing e-Government systems has much wider potential for usefulness than just
enhancing the job performance within a specific organisation. The scope of the Perceived
Benefits factor in the EGAUM is thus clearer and more comprehensive since it measures the
benefits and usefulness of using e-Government as a technology from a wider angle.
The Relative Advantage construct from the Diffusion of Innovation model (DOI) is also similar
to the Perceived Benefits construct that is integrated into the EGAUM, but again has a limited
scope. According to Rogers, the developer of DOI, Relative Advantage refers to the degree to
which an innovation or technology offers benefits superior to that of its predecessor. This is also
not fully applicable to e-Government adoption analysis, since we cannot measure the benefits
which may be deemed superior to the e-Government’s predecessor particularly for new eGovernment services and systems. Although the models that suggest the perceived benefits of
adopting a technology as a predictor and an influential factor on adoption level are limited in
their point of view, their consideration of this factor indicates the importance of analysing such
a factor when studying the adoption and utilisation of any technology such as e-Government.
Other research has also affirmed the importance of analysing the influence of the perceived
benefits of a new technology on the adoption and utilisation of that technology. For example,
Carter & Belanger (2005) state that citizens might adopt and use e-Government services

74
increasingly as they save time when performing tasks online. Moreover, Tung & Rieck assumed
that cost-saving is a measure of e-Government efficiency; and which then leads to an increase in
the adoption and utilisation level of e-Government (2005). Therefore, from the limitations that
exist in some of the models in the literature regarding the analysis of the perceived benefits
factor and also from the importance of such a factor reported in several studies, the EGAUM
integrates Perceived Benefits as an independent and fundamental factor that can influence the
acceptance and utilisation of e-Government systems. This research takes the view that the
Perceived Benefits factor has a direct and positive influence on Intention to Use e-Government
(ITU) and therefore, the following hypothesis (H6) was proposed:
H6: There is a positive relationship between perceived benefits and intention to use eGovernment systems/services.

3.3.2.2 The Socio-Cultural (SC) factor
There is no doubt that social and cultural aspects have a strong impact on the implementation of
a new technology, especially when that new technology is related to improving the society’s
lifestyle. The Socio-Cultural factor is a combination of two influential aspects; namely, the
social and the cultural aspects. There is a strong correlation between them since one aspect has a
power to change the other aspect i.e. the social aspect can affect and change the cultural aspect
and vice versa. It is widely debated that social and cultural norms have a strong impact on the
adoption of Information and Communication Technologies (ICTs). Many studies in the
literature suggest that social and cultural aspects shape the perception of the users i.e. social and
cultural norms can enhance or impede the adoption of the new technologies such as eGovernment systems (Myers & Tan, 2002; Akkaya et al., 2012).
As stated earlier, the Socio-cultural factor combines two important influential factors which are
social influence and cultural influence. In regards to the social influence, Weerakkody et al.
defined it as “the normative pressure of associated members like family or friends that
influences the intention to use e-government” (Weerakkodya et al., 2013). A number of studies
in the literature found that social influence, which is represented by friends, family members
and colleagues, has a strong impact on the users’ adoption level of a new technology such as eGovernment (Irani et al., 2009; Venkatesh & Brown, 2001).
In regards to culture influence, Ali et al. defined it as “values, beliefs, norms and behavioural
patterns of a group–people in a society for national culture, staff of an organisation for
organisational culture, specific professions for professional” (2009). Cultural influence is
investigated widely in technology adoption literature and it is proposed that cultural norms have
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a fundamental correlation with intention to use e-Government systems (Akkaya et al., 2012;
Alateyah et al., 2013). Many aspects of social and cultural influence need to be investigated and
analysed to find out their impact on the adoption and usage level of e-Government systems. The
most important aspects that are suggested in this research can be explained in the following
points:
•

Image
Image is an interesting norm that is related to the socio-cultural aspect of any society. It
refers to the users’ perceptions that using and adopting e-Government system will make
them superior to others in the society. In other words, interacting and conducting e-Services
by using e-Government, instead of using the traditional method of going to government
offices in person, is perceived to give these users superior status (Shareef et al., 2011).
Image is a very important factor that can influence users’ adoption of e-Government
systems.
Thus, many studies in the literature have included the image factor in their models to
analyse technology adoption (Moore & Benbasat, 1991) and also to analyse e-Government
adoption in particular (Tung & Rieck, 2005; Gilbert et al., 2004). Shareef et al. claimed that
e-Government adoption might reflect the adopter’s familiarity with modern technologies,
proficiency in using computers and the Internet, a high level of modernism and a higher
level of education; and that these phenomena add some degree of prestige and social value
to the adopter (Shareef et al., 2011). This research suggests that these phenomena are even
more influential in Saudi society. Therefore, Image is included in this research model
(EGAUM) as an important aspect of the Socio-Cultural factor that needs to be investigated
and explored.

•

Influence of others
Apparently, it is now an admitted fact that “the most powerful influence on human
behaviour is other people”, this is what David Halpern, the director of the Behavioural
Insight Team at the Cabinet Office in the UK, said at the Guardian Public Leaders Summit
(Halpern, 2013). He stated that the power of social influence runs very deep, since whom
we know and how we feel about them affects our behaviour. This reflects the importance
and the influence of the people who the user knows; and this research proposes that people
who the e-Government users know are very likely to increase or decrease their usage and
adoption level.
An example of the influence of the others on an individual’s behaviour is outlined in David
Halpern’s team’s recent annual report. They found that adding a single line in the letters to
people who do not usually pay their tax boosted the payment rate by approximately 15%.
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The line simply stated that 9 out 10 people in the area had paid their tax on time (Halpern,
2013). Similarly, what we think others are doing can be an influential factor on our
behaviour and affect actions such as giving up smoking, stop dropping litter and giving
money to charities.
In the Saudi context, the impact of others is also likely to be very influential since the
society in the Kingdom of Saudi Arabia is interrelated and coherent. Most of the
relationships between the family members and also the social relationships between
different families and friends are strong. Therefore, it is suggested in this research that
relatives, family members, friends, peers and colleagues are very likely to influence the
users’ adoption and usage of e-Government.
•

Resistance to change
The adoption and usage of any new technology is greatly affected by the behavioural norms
of the society since individuals may tend to resist the changes that technologies can make
and this is likely to lead to negative consequences with regards to technology
implementation (Watson et al., 1994). Resistance to change is considered one of the
challenges that can face the successful implementation of any system, including eGovernment systems. Some users might resist using e-Government due to trust issues while
others might resist adopting e-Government because face-to-face interactions still make
customers more confident (AlAwadhi & Morris 2009). The influence of this important
aspect needs to be explored in order to understand its impact and relationship to the
intention to use e-Government systems.
Factors like resistance to change are likely to have a significant impact on e-Government
acceptance and use due to certain cultural and social norms in Saudi Arabia. The Internet
usage pattern in Saudi Arabia is a clear example of how resistance to change might
influence the implementation of new technology. When Internet use began in Saudi Arabia
in 1999, it faced a strong opposition because of the ability to access contents that were
disapproved of freely and easily, which goes against the Saudi culture. However, after
implementing a filter system that can prevent such contents being accessed, the Internet was
finally available to the public (Alzahrani & Goodwin, 2012). Such resistance indicates the
impact of the cultural and social aspects on the adoption and usage of new technologies.
Therefore, the resistance aspect is taken into account in this research’s model (EGAUM) in
order to investigate its influence on the adoption and utilisation of e-Government systems.

•

The influence of interpersonal social networks (Connections or Wasta)
In Arabic, wasta means the use of personal connections with certain employees or top
managers who can accelerate processes or skip procedures in order to complete paperwork
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and complete transactions. Hutchings & Weir (2006) stated that wasta is a force in all
significant decision-making and it exists in the culture of many countries including Arab
countries. Since e-Government will limit such negative practice as services will be treated
electronically and all actions will be controlled and logged, some customers (including
citizens and businesses) may resist the use of e-Government and continue to seek help from
their personal connections instead. Thus, the influence of the users’ perception about the
ability of e-Government systems to reduce or eliminate such negative practice is considered
in this study.
From the previous discussion of the influence of the Socio-Cultural factor on the adoption and
interaction level with e-Government, it was felt important to integrate this crucial factor and its
various aspects into the EGAUM as independent factor due to its power of impact. Unlike other
models in the adoption literature which have considered social impact from a narrow point of
view, this research will investigate and explore the effect of social and cultural norms in a more
comprehensive manner. For example, Subjective norm (SN) in the TRA and Social influence in
the UTAUT considered just a limited part of this factor; as only the influence of others was
addressed in both models. Therefore, it is suggested in this research that the Socio-Cultural (SC)
factor has a direct influence on Intention to Use e-Government (ITU) and thus, the following
hypothesis was developed:
H7: There is a positive relationship between socio-cultural factor and intention to use eGovernment systems/services.

3.3.2.3 The Awareness (AW) factor
The Awareness factor can be defined as the degree to which users are aware of e-Government
services and its potential. It also includes to what extent different methods might influence the
users’ awareness. When implementing any interactive system, users must be aware of functions
and services that this system can provide to them. Shareef et al. (2011) stated that perceived
awareness is a strong contributor for adopting e-Government; thus, all governments who intend
to implement e-Government system, especially in developing countries, need to be conscious of
making users aware of and familiar with e-Government, particularly users in remote areas. Not
doing so is very likely to create a severe digital divide and subsequent failure to achieve eGovernment goals. In Shareef et al’s study, users affirmed that awareness is very important for
e-Government adoption (2011). Many countries are just at the beginning of implementing eGovernment technology and taking the awareness factor into account is very important at the
early stage in order to develop beliefs and trust (Limayem et al., 2007).
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The Awareness factor involves many aspects including informing users about the
transformation of public services, e-Government’s mission and objectives, the e-Services and eTransactions to be provided and the advantages and disadvantages of implementing and using eGovernment (Shareef et al., 2011). These aspects are assumed to have a significant impact on
the users’ adoption and use of e-Government. This research also assumed that awareness is very
likely to be improved in many ways such as interactive advertising, social media and even the
traditional advertising methods. Social media can play a fundamental role in enhancing eGovernment adoption and utilisation by increasing awareness levels; and some recent research
has already begun to analyse the impact of social media on e-Government interaction
(Abdelsalam et al, 2013; Zheng, 2013). The influence of the Awareness factor on the adoption
and utilisation of e-Government will be explored and investigated in this research. This
important factor has not been addressed by most of the technology acceptance and adoption
models in the literature nor in many e-Government adoption studies. The following hypothesis
(H8) was developed to measure the impact of this factor and its relationship with the intention
to use e-Government systems.
H8: There is a positive relationship between awareness and intention to use e-Government
systems/services.

3.3.2.4 The Quality of Service/System factor (Functional Quality and Technical Quality)
One of the purposes of developing the EGAUM as a comprehensive model is to fill the gaps left
by the currently used models that exist in the literature of e-Government adoption and utilisation
analysis. Quality of Service/System is not addressed in many technology acceptance models
such as the TAM, PCI, DOI and UTAUT, despite its importance. However, some researchers
have proposed this factor in their models, such as DeLone & McLean (2003) who developed the
D&M information system success model. Furthermore, Alateyah et al. also addressed the
importance of the impact of service quality on e-Government adoption in their research
(Alateyah et al., 2013). Again, the influence of this factor was not fully and comprehensively
explored and investigated in the e-Government context. Such a significant factor must be
studied from different aspects in order to achieve accurate and practical results. Therefore, the
impact of the Quality of Service/System factor is considered from two different perspectives in
the EGAUM, namely, Functional Quality of Service/System (FQS) and Technical Quality of
Service/System (TQS).
Functional Quality of Service/System (FQS) refers to the quality level of the functional aspects
of a service that meet users’ needs and promote users’ satisfaction. This includes delivery and
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payment options for the e-Services as well as the features that enhance service performance and
users’ satisfaction. Functional Quality of Service/System is a significant factor that must be
studied from different aspects in order to obtain accurate and practical results. Delivery speed
and delivery options for the required documents among government agencies and users are
considered to be important functional aspects that reflect the quality of the provided e-Services
which can influence adoption and usage levels. Some e-Government services require some
documents from the users to be processed; and, the outcomes of some e-Services are tangible such as driving licences and passports. Thus, correspondence between the users and
governmental agencies requires sufficient and efficient mail services to fully express the high
quality of e-Services and meet users’ needs. Unfortunately, this functional aspect of having
multiple and reliable post services is very limited in Saudi Arabia; thus, exploring the impact of
this limitation on the users’ adoption and use is important.
The variety of payment options is another functional aspect that reflects the high quality of the
e-Services and e-Transactions provided. The importance of this aspect needs to be explored and
investigated in order to realize its impact on e-Government adoption and usage. Its importance
is emphasised particularly in the context of Saudi Arabia where the online payment options are
limited. There is a payment system called ‘SADAD’ which is considered as an intermediary
between banks and billers but still with limited functionalities (Gharawi, 2011). SADAD is the
only payment method that can be used for government services and transactions payments. The
influence of users’ perceptions about this lone payment system on their adoption and use will
also be involved in the measurement of this factor.
Customer care is another important functional aspect that is related to the quality of the service.
It involves seeking customer feedback and ensures their satisfaction with e-Services quality, and
this requires the users’ ability to electronically evaluate and rate the provided e-Services and eTransactions. Providing customer care services that are dedicated to serving certain users such
as users from the business sector and also the ability to appeal online in case of transaction
rejection are also important aspects of customer care. Other functional aspects are also crucial in
terms of expressing a high quality of e-Service, including the ability to view the previously
performed services and transactions online, the ability to track the status of the conducted eServices and e-Transactions online and also communicating with users regarding the status of
these e-Services and e-Transactions. Furthermore, the functional quality aspects can also
influence the adoption and use by government employees when using e-Government systems to
process transactions; and this includes the ability of e-Government systems to reduce mistakes
made when processing customers’ transactions, which usually occur with paper-based work.
The users’ perceptions about the functional quality aspects are measured to investigate and
explore their impact on the adoption and utilisation of e-Government systems. It was proposed
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that the FQS factor is one of the Motivational Factors (MF) that has a direct relationship with
the users’ intention to use e-Government, and thus, hypothesis H9 was proposed as follows:
H9: There is a positive relationship between functional quality of service/system and
intention to use e-Government systems/services.

Technical Quality of Service/System (TQS) is another form of quality of service/system that
needs to be addressed when analysing the adoption and usage of e-Government systems. It
refers to the quality level of the technical aspects of a service that are visible to the users; and
which can affect their willingness and intention to adopt and use the e-Government systems.
This factor will entail investigation of the influence of technical errors on the users’ intentions
to adopt and use. Such technical errors include links not working, server errors and slow
webpage response, as well as the technical errors that appear to users while they are using the
system. The technical aspects also include the design and layout of e-Services interfaces and the
influence of this aspect on the users’ adoption and use will be measured as E-Government
websites and interfaces are the interaction mediators between the e-Government system and its
users. E-Government users are expected to have significantly different technology skills and
abilities; therefore, e-Government websites and interfaces must be designed with users’
requirements and needs in mind, i.e. based on a user-centric approach, in order to achieve
satisfactory acceptance and utilisation. E-Government interface design includes web page
layout, design consistency, colour contrast, the use of flash, being free of spelling errors, clear
font, clear labels, searchable contents and multiple languages. These are all criteria that need to
be addressed when designing e-Government interfaces. We can see the results of considering
such design criteria in Dubai’s e-Government system, which is considered a successful eGovernment in the Middle Eastern region. Dubai’s e-Government developed the E-Service
Delivery Excellence Model and the Government Websites Excellence Model (GWEM) that are
strictly addressed in the e-Government web pages and interface design (Dubai Smart
Government, n.d.). Due to the importance of the quality of e-Government interface design, this
research will explore and investigate the influence of this aspect on the adoption and utilisation
of e-Government in Saudi Arabia.
The TQS factor also involves investigating the influence of several technical features that reflect
the high technical quality of e-Government systems. These include providing the expected time
for e-Transaction processing, the last update time of the e-Services websites, the time of the last
performed e-Transactions and the emergence of alert\confirmation messages when using eGovernment systems. All the aforementioned aspects and features reflect the technical quality
of the e-Services and e-Transactions provided and they are proposed to have an impact on the
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users’ adoption and utilisation. Thus, TQS was categorized as a separate relevant aspect of the
Technical Factors (TF) construct. TQS was proposed to have a direct relationship with the
users’ intention to use e-Government and therefore, hypothesis H12a was developed for this
factor:
H12a: There is a positive relationship between technical quality of service/system and
intention to use e-Government systems/services.

Moreover, TQS was also proposed to have relationship with the users’ perception about the
readiness of the implemented e-Government systems and hypothesis H12b was also developed
to explore this influence:
H12b: There is a positive relationship between technical quality of service/system and
perceived e-Readiness of e-Government.

3.3.2.5 The Previous Experience (PE) factor
Previous Experience is another important factor that has been addressed in the EGAUM. It
refers to the experience that users have encountered in the past regarding e-Services. In this
research, two suggestions have been proposed about the influence of previous experience.
Firstly, previous experience gained from using online applications and services such as eBusiness services, e-Commerce services, online banking, online shopping and online payments.
The idea here is that if the user encountered any obstacle while he/she was using any of these
services, such as buying items online or transferring money online, he/she might expect the
same problem when using e-Government. E-Government adoption and usage level will
therefore be influenced and decreased. On the other hand, if the user was satisfied and did not
encounter any problems while using online applications and services, it is likely that this would
positively influence his/her adoption and use of e-Government.
The second suggestion is related to the previous experience of using e-Services and eTransactions provided by e-Government itself. In other words, positive and negative results of
using e-Services and e-Transactions provided by e-Government systems are likely to have an
impact on the future interactions with e-Government systems. For example, if a user made use
of an e-Service such as changing their address in different government organisations and
agencies using an e-Government system and this e-Service was completed successfully, he/she
would be more confident when using another e-Government service in the future. Thus, the
adoption and usage level is likely to be increased. Conversely, there would be a lack of
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confidence if the user encountered obstacles when using e-Government services. In the previous
example, if the address was not changed in all relevant government organisations, the user
would lose the trust in e-Government efficiency; and therefore, his/her adoption and use are
likely to be negatively affected.
This important factor is included in the EGAUM in order to explore and investigate its
relationship with the intention to use e-Government system. To the best of the researcher’s
knowledge, no model in the literature has considered this factor as an independent factor. There
are some studies which have integrated experience as a moderator that can modify the impact of
other factors such as the influence of other people’s experiences and the influence of experience
of seeking help from systems technical support (Alshehri et al., 2012; Venkatesh & Bala, 2008
and Venkatesh & Davis, 2000). Although the experience of other people and the experience of
resolving technical problems by technical support are important, we cannot ignore the strong
influence of the previous experiences of using the same or even similar systems. The impact of
other people’s experiences and technical support experience are not neglected in the EGAUM,
but they were addressed under appropriate categories namely, the Socio-Cultural factor, which
was already discussed earlier (in Section 3.3.2.2), and the Quality of Service/System factor
which was also discussed (in Section 3.3.2.4.). To investigate the influence of the Previous
Experience (PE) factor, the following hypothesis (H10) is proposed:
H10: There is a positive relationship between previous experience and intention to use eGovernment systems/services.

3.3.3 Technical Factors (TF)
Technical Factors (TF) is another important construct that has been developed in the EGAUM.
In any interactive information system, there will be technical aspects that need to be addressed
and taken into account in order to achieve the desired goals of implementing such systems. EGovernment is one of those information systems where the technical side requires more
attention due to the large number of users. The adoption and usage level of those users is very
likely to be affected by the system’s technical issues. Unlike many other studies in the literature,
which focused on the technical infrastructure related to the implementation of an e-Government
system, such as network infrastructure and required applications, the focus of this research is on
the users’ perceptions and beliefs about the technical aspects and the influence of such aspects
on their adoption and willingness for interaction, which is one of the key reasons for the success
of e-Government systems (Alateyah et al, 2013; Chanchary & Isalm, 2011). The technical
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factors that are addressed in the EGAUM are Perceived Simplicity (PS), Technical Quality of
Service/System (TQS) and Accessibility (ACC). TQS was discussed in Section (3.3.2.4.).

3.3.3.1 The Perceived Simplicity (PS) factor
In this research, Simplicity refers to the extent that e-Government systems are easy to use. It
also includes the influence of some aspects that make this use easy and simple. It has been said
that the more an information system is easy to use, the more users will adopt it and use it. This
relationship is especially important in large systems such as e-Government, where large
numbers of users are expected to use it and their skills and abilities are significantly different.
Several models and theories in the literature supported and affirmed the importance of this
factor. For example, the Technology Acceptance Model (TAM) integrated a construct called
Perceived Ease of Use (PEU) (Davis et al., 1989), which is similar to the Perceived Simplicity
(PS) concept that is integrated in the EGAUM. Moreover, the Diffusion of Innovation theory
(DOI) proposed a construct called Complexity (Rogers, 1995), that is also similar to the
Perceived Simplicity (PS) concept from the EGAUM. Furthermore, Venkatesh et al. created
their Unified Theory of Acceptance and Use of Technology (UTAUT) with a construct called
Effort Expectancy (Venkatesh et al., 2003), that is a similar concept to that of the Perceived
Simplicity factor. However, this research considers this factor from a wider point of view and
from different perspectives.
For example, the PS factor will measure the influence of users’ perceptions and beliefs about
the simplicity of using e-Government systems instead of traditional methods on their
willingness to adopt and use such systems. This also includes the impact of perceived
concentration and effort that the users need when using e-Government systems on their
adoption and utilisation.

The PS factor will also investigate and analyse the degree of

importance of several simplicity aspects. The simplicity aspects refer to information and
features that can make the use easier and simpler; for example, providing descriptions that
explain to users what the intended e-Service is, how to apply for it, what the e-Service
requirements are and what the expected outcomes of conducing the intended e-Service are.
These are all important aspects that make such use easier and simpler. From reviewing some
Saudi e-Government services, some of them were briefly described, but most of them were not
explained or described clearly. Moreover, aspects like the requirements of the e-Services, the
process steps and the expected outcomes were not mentioned in many of the e-Services
provided online by the Saudi e-Government. A positive experience of these aspects is likely to
lead the users to a better and easier experience which then positively affects their acceptance,
adoption and usage level. Furthermore, providing hints and examples about how to use an e-
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Service and what information is required is also important in helping the users to make use of
the e-Service easily and successfully; and is also considered to be one of the simplicity aspects
involved in the PS factor.
It is suggested in this research that users’ adoption and interaction are significantly affected by
their perceived simplicity of e-Government systems. The simplicity of such interactive systems
is very likely to increase and enhance the users’ adoption and interaction. There are many useful
guidelines and criteria that can be applied in order to reach to a high level of simplicity, such as
the Web Content Accessibility Guidelines (WCAG) published by The Worldwide Web
Consortium (W3C) (Al-Khalifa, 2010; W3C n.d.). Moreover, any government can develop its
own guidelines for implementing e-Government systems such as the GWEM guidelines
developed by the Dubai government (Dubai Smart Government, n.d; Abanumay et al, 2005).
The inclusion of the concept of the Perceived Simplicity factor in several technology acceptance
models including the TAM, DOI and UTAUT affirms its significance. Therefore, it is proposed
in this research that the PS factor will have a direct and positive impact on the users’ intention
to use e-Government and also a direct impact on the user’s perceived e-Readiness of eGovernment systems; and two hypotheses were proposed for this factor as follows:
H11a: There is a positive relationship between perceived simplicity and intention to use eGovernment systems/services.
H11b: There is a positive relationship between perceived simplicity and perceived eReadiness of e-Government.

3.3.3.2 The Accessibility (ACC) factor
Similar to several factors that have been discussed earlier in this chapter, the impact of
Accessibility to e-Government services and systems on the adoption and utilisation level was
not fully explored and investigated in the literature, particularly in developing countries
including Saudi Arabia. Accessibility is another technical factor that refers to the users’ ability
to access e-Government services and systems i.e. the degree to which the e-Government
systems and services are accessed with relatively little effort. Some common models in the
literature, such as the TAM and DOI, did not address this important factor; some others, such as
the UTAUT, have considered it but from a general point of view as a facilitating condition.
This research aims to investigate and analyse the influence of the ease of access to eGovernment services and systems; and, the impact of accessibility methods and options on eGovernment adoption and utilisation levels will also be analysed. Several important aspects that
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are related to e-Government accessibility will be addressed in this research. These aspects
include the role of intermediaries in e-Government accessibility. An intermediary can be
defined as any private or public organisation that can facilitate the communication and
coordination between the public services providers and users (Janssen & Klievink, 2009). Many
users are bound to be excluded from benefiting from e-Government services due to some access
barriers such as limited access to the Internet and computer illiteracy (Margetts & Dunleavy,
2002). Therefore, many governments have started to search for solutions and strategies to
enhance accessibility to e-Government to increase adoption and utilisation levels (Phang et al.,
2005).
In this regard, Al-Madinah, which is a large city in Saudi Arabia, has introduced so-called
‘intermediary organisations’ or ‘e-offices’ which are operated under the Saudi Government
legislation and authorization. They are physical intermediaries (organisations) that help people
who have difficulties in using e-Government such as Internet access limitations, computer
illiteracy and inability to pay online. Thus, these intermediaries access government e-Services
on behalf of users and also pay any fees for these services; users can then pay cash to the eoffice. The influence of intermediaries has been studied by Al-Sobhi et al. and the results show
that intermediaries are a very useful channel to improve the e-Government adoption and
utilisation (Al-Sobhi et al., 2013). However, this study was conducted only in Al-Madinah,
which is not enough to explore the influence of such solution. The role and the impact of
intermediaries on e-Government adoption and usage will be investigated and analysed more
thoroughly in this research; and will cover intermediaries in different cities in order to come up
with more comprehensive results.
With the spread and popularity of mobile communication devices such as Smart phones and
tablets, e-Government has become more accessible and adoptable in many countries (Hung et
al., 2013). It is clear nowadays that mobile devices have a very positive impact on many
interactive systems and technologies such as e-Commerce and e-Business. This is because most
people use these mobile devices most of the time, so accessibility to interactive systems is high.
Thus, providing mobile applications for e-Government services, or so-called M-Government,
would ease accessibility of government e-Services. M-Government would help to provide eServices to customers in remote areas, customers with low computer skills and customers with
chronic illnesses (Becker, 2009). Therefore, the importance of providing an m-Government
approach to the adoption and utilisation of e-Government systems is also involved in measuring
the impact of ACC on users’ intention to use.
Additionally, the Accessibility factor is proposed to be an influential factor on employees’
adoption and use of e-Government systems in their work. This includes their ability to
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electronically access different agencies’ systems when processing customers’ transactions; as
well as the impact of providing efficient ICTs to access e-Government systems. It is suggested
in this research that all these aspects that are related to accessibility are likely to have an
influence on the users’ intention to use e-Government systems and also on the e-Readiness
perception of e-Government. Thus, two hypotheses (H13a and H13b) are proposed for this
factor:
H13a: There is a positive relationship between accessibility and intention to use eGovernment systems/services.
H13b: There is a positive relationship between accessibility and perceived e-Readiness of
e-Government.

3.3.4 Reliability Factors (RF)
Factors that are related to reliability are also crucial when implementing interactive systems
such as e-Government services and systems. This fundamental construct has not been addressed
in many studies in the e-Government adoption literature. Thus, it was proposed as a main
construct in the EGAUM. This construct comprises two important factors which are the
Perceived Trust (PT) and Regulations & Policies (RP) factors.
3.3.4.1 The Perceived Trust (PT) factor
In an e-Government context, trust plays a vital role in helping users to overcome uncertainty
about risks perceived to exist with online services. Perceived Trust can strongly affect users’
willingness to share their personal information and perform online transactions when using eGovernment systems. It is a significant factor that needs to be investigated in order to
understand and analyse its impact on e-Government adoption and utilisation. Although trust has
been studied and shown to be an important factor in technology acceptance literature, there is
still lack of sufficient research that investigates and analyses the influence of trust in eGovernment usage and adoption especially in developing countries (Alsaghier et al., 2009;
Carter & Belanger, 2005 and Pavlou & Fygenson, 2006).
Trust can be defined as “an individual’s belief and expectation that another party will perform a
particular action that is important to the trustor in the absence of the trustor’s control over the
trustee’s performance” (Mayer et al., 1995). Trust is a crucial norm in many interactions and
practices including financial transactions and social dealings (Al-adawi et al., 2005). In this
research, the impact of trust perception on the interaction with e-Government systems will be
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investigated from three important aspects, which are: trust in the mediator (Internet), trust in the
tool (e-Government system) and trust in the provider (government organisations and agencies).
•

Trust in the Internet
Due to the open nature of the Internet as a communication infrastructure, trust is considered
as a fundamental element that needs to be investigated and explored when implementing
online applications such as e-Commerce and e-Government (Cheskin, 1999).

When

interaction between users and an e-Government system occurs through the Internet, trust in
the mediator (the Internet) becomes a significant factor that needs to be explored and
measured (Carter & Weerakkody, 2008). Therefore, trust in the Internet is addressed in the
Perceived Trust (PT) factor.
•

Trust in e-Government systems
Trust in the e-Government system can be determined from the initial use of e-Government
services. The relationship between users and e-Government systems needs to be critically
analysed since the first impression of using e-Government services will either positively or
negatively influence its future adoption and use. It is assumed in this research that if users
feel safe when using e-Government systems and believe that such systems are highly
secure, their trust in e-Government systems will be high and this will therefore be reflected
in their subsequent adoption and use. Users are usually concerned about sharing,
exchanging and storing their personal information online especially when financial
information is involved (Shareef et al., 2011). Implementing successful e-Government with
high security standards that users can feel confident of will decrease these concerns and at
the same time will increase the users’ trust in the e-Government system. It is assumed in
this research that implementing a high standard of security is not enough to increase the
users’ trust, but that enhancing the feelings of safety and confidence is what is crucial.

•

Trust in the provider
It has been argued in the literature that a necessary condition for e-Government adoption is
trust in the body which provides the online service (Teo et al., 2008). Trust in the provider
can be determined by the ability of the intended governmental agency to serve the users
online. When users access online services that are provided by a particular government
agency and that agency completes their transactions successfully and satisfactorily, users’
trust in these service providers would very likely be high. Therefore, their adoption and
usage level will be increased. Moreover, achieving user satisfaction and completing their
transactions successfully in off-line services, i.e. when users make use of government
services in person, would also be likely to positively influence the trust level in the provider
of these services.
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Additionally, the Perceived Trust (PT) factor involves two other crucial aspects in terms of eGovernment reliability, which are perceived security and perceived privacy. Security and
privacy are two significant factors that need to set and achieve high standards in any interactive
system, especially when systems involve public users, such as e-Government systems. In order
to increase the adoption and usage level of information systems and applications, users need to
feel safe when interacting with these systems. Security and privacy include many aspects such
as highly secure databases of users’ information, secure communications when financial
transactions are involved, the prevention of any misuse of users’ information and not sharing
users’ information with other parties without their knowledge and permission (Shareef et al.,
2011).
Kalakota & Whinston (1997) defined perceived lack of security as “a threat that creates a
circumstance, condition, or event with the potential to cause hardship to data or network
resources in the form of destruction, disclosures, modification of data, denial of service, and/or
fraud, waste and abuse”. Security that involves the implementation of advanced technologies
such as cryptography, secure electronic signatures and certificates would have a positive impact
on the intention to use online services (Kim et al., 2008 and Lian & Lin, 2008). What is relevant
in this research is not the implementation of technical security technologies in e-Government
systems, but rather the users’ perceptions about risk and security i.e. the users’ sense of security
when using e-Government online services.
Perceived lack of privacy refers to the possibility that the individual’s data and information that
is provided to e-Government systems could be inappropriately used or shared without
permission. There is growing concerns regarding the privacy of information given online. Users
are reluctant to provide personal information when it is requested online, since they have
concerns about the misuse of information sent over the Internet (Roca et al., 2009). In eCommerce for example, online consumers hesitate to provide personal and financial
information to companies over the Internet because they feel that these companies could make
unauthorized use of it or even reveal it to other parties (Lim, 2003).
Implementing high standards for security and privacy is crucial, but it is not enough to increase
the adoption and utilisation level. Users need to feel confident of the implementation of high
security and privacy standards by these being published, by receiving confirmation of e-Service
transactions, by more security criteria being provided when conducting financial transactions
and by informing the users when the e-Service requires to share his/her information and
requesting permission to do so. Such measures increase the security and privacy perception and
thus the users’ adoption and usage of e-Government. Many studies in the literature found that
perceived security and perceived privacy are major concerns for Internet users when interacting
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with websites and online services (Angst & Agarwal, 2009 and Shareef et al., 2008). It is
assumed in this research that trust, security and privacy aspects can play a vital role in the
adoption and utilisation of e-Government services and systems. They are also believed to have
an impact on the Perceived e-Readiness of e-Government, which then has an indirect
relationship with the users’ intention to use. The significance of this factor comes from the fact
that trust can be built from the first impression, possibly be affected later by any shortcomings
and also be hard to regain, particularly in an uncertain and virtual environment. Thus, this
research aims to investigate and analyse the influence of trust perception on the adoption and
use of e-Government services and systems from different perspectives and thus, two hypotheses
(H14a and H14 b) are proposed:
H14a: There is a positive relationship between perceived trust and intention to use eGovernment systems/services.
H14b: There is a positive relationship between perceived trust and perceived e-Readiness
of e-Government.

3.3.4.2 The Regulations and Policies (RP) factor
In order to gain satisfactory interaction and usage of any interactive information system, strict
usage regulations and policies must be introduced. The importance of setting up clear and strict
regulations is emphasised when it comes to implementing huge public systems such as eGovernment. The Regulations and Policies (RP) factor refers to the influence of implementing
strict and clear regulations and policies for using e-Government systems; and is related to the
importance of setting up regulations that control the use of e-Government services and ensure
that all parties are protected and their rights are reserved. It includes information about security
policies, privacy policies, terms and conditions and usage rules; as well as the regulatory
procedures that are related to the government services provided through e-Government systems.
These are examples of regulations that must be introduced not just for e-Services providers’
records, but also need to be published for the public users, in order to inform them about their
rights and increase their confidence about the reliability of the system. Such regulations are
significant due to the nature of an e-Government system, since it deals with important data
including users’ personal information, payment information and government information.
From reviewing some Saudi e-Government services, clear and strict regulations were not
introduced and published for the users. Saudi e-Government providers may have such
regulations and laws for the provision and use of e-Government but, as stated earlier, publishing
them, or at least publishing what is of interest to users, is significant and important. In Dubai’s
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e-Government, which is similar to the Saudi Arabian context and culture, regulations for eService provision and usage are published. Even the guidelines that need to be applied by eServices providers are published, and include setting up usage terms and conditions, policies for
e-Government website accessibility, data protection policies and users’ rights (Dubai Smart
Government, 2011). This is very likely to be one reason for Dubai’s e-Government success and
its high usage.
In common with many factors discussed earlier in this chapter, the Regulations and Policies
(RP) factor was not integrated in any technology acceptance model. Moreover, it was not
addressed by most e-Government adoption studies in the literature. The EGAUM considers the
influence of the Regulations and Policies factor as an independent variable and it is assumed
that it has a direct impact on the users’ intention to use, and also on their perception of the eReadiness of e-Government which in turn influences e-Government adoption and utilisation. In
this research, two hypotheses were developed for this factor which are H15a and H15b:
H15a: There is a positive relationship between properly implementing regulations &
policies and intention to use e-Government systems/services.
H15b: There is a positive relationship between properly implementing regulations &
policies and perceived e-Readiness of e-Government.

3.3.5 Perceived E-Readiness (PER)
Perceived E-Readiness (PER) is a dependent variable that is proposed in the EGAUM, and
refers to the users’ perceptions about the capacity and readiness of the public sector to provide
and implement successful and satisfactory e-Government services and systems. The
technological and telecommunications infrastructure and the level of human resources
development are crucial in terms of e-Readiness perception (Alateyah et al., 2013). Thus, this
variable was proposed to correlate with factors that are the responsibility of government
agencies, namely, Technical Factors (TF) and Reliability Factors (RF). Therefore, all the factors
involved in both constructs (TF) and (RF) were proposed to have an impact on and relationship
to the users’ perception about the e-Readiness of e-Government services and systems.
Moreover, the users’ e-Readiness perception was proposed to have influence on their intention
to use e-Government services and systems in the EGAUM. Thus, the following hypothesis
(H16) was proposed:
H16: There is a positive relationship between perceived e-Readiness of e-Government and
intention to use e-Government systems/services.
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3.4 The utilisation of the research model (EGAUM)
As stated previously, the EGAUM was the result of a critical analysis of the common
technology acceptance models utilised in most of the recent e-Government studies. A number of
significant factors in these common models were integrated into this research model, albeit with
a broader insight. For example, the Perceived Benefits factor in the EGAUM is similar to the
concept of Perceived Usefulness in the TAM and to Relative Advantages in DOI, but has a
wider interpretation. Moreover, the Perceived Simplicity factor is more comprehensive than
Ease of Use in the TAM and Effort Expectancy in the UTAUT.
Additionally, several key factors included in the EGAUM have not been addressed in most of
the e-Government adoption and usage studies, especially those that were conducted in
developing countries. This is because most of the e-Government adoption studies have utilised
common technology acceptance models in the e-Government context that originally lacked
many fundamental factors. These important factors have been added in this research model as
independent factors, and include Cultural Influence, Personal Factors Influence, Awareness
influence, Previous Experience Influence, the influence of Functional and Technical Quality of
Service/System, Perceived Trust influence and Regulations and Policies influence.
This research model has been proposed and developed in a comprehensive and clear manner to
provide a scientific framework for the analysis of e-Government adoption and utilisation.
Moreover, the EGAUM is a universal model, which means that it can be utilised in countries
other than Saudi Arabia. It can also be adapted and used to analyse the adoption and utilisation
of different interactive systems and various service applications because it addresses influential
factors that are crucial in such analysis.
All the factors that have been discussed in this chapter were grouped in a systematic way to
form the research framework (EGAUM) that was presented in Section 3.3. earlier in this
chapter. The proposed framework will be utilised as a base for data collection and analysis to
validate its applicability for the context of e-Government adoption and utilisation which is one
of this research’s objectives and contribution. The EGAUM will also be used to investigate and
analyse key factors that influence users’ adoption and use of e-Government services and
systems from different users’ perspectives including citizens and users from the business sector,
as customers and targeted stakeholders, and also that of the government employees who use
such systems to provide and process e-Services and e-Transactions.
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3.5 Conclusion
This chapter has developed the research’s conceptual model which is the E-Government
Adoption and Utilisation Model (EGAUM). Firstly, a critical review of the most common
models and theories used in e-Government adoption literature was provided as a first step to
developing a more appropriate and comprehensive model. Secondly, the salient factors that
influence users’ adoption and utilisation were identified. Fifteen factors have been proposed in
this chapter and these factors have been grouped into four main constructs based on the nature
of each factor. These four constructs are Personal Factors (PF), Motivational Factors (MF),
Technical Factors (TF) and Reliability Factors (RF). All the proposed factors were defined and
explained in this chapter alongside the most dominant aspects that might be involved in the
influence of each factor. Furthermore, sixteen hypotheses have been developed to explore and
explain the influence of the proposed factors on the users’ intention to adopt and use eGovernment services and systems in Saudi Arabia. These hypotheses will be assessed from
three different users’ perspectives, namely, the citizens’ perspective, government employees’
perspective and business sector users’ perspective. The next chapter (Chapter 4) will explain the
methodology adopted to achieve these research objectives.

93

Chapter Four: Research Methodology and Design
4.1 Introduction
In Chapter Two, an extensive review was made of various and related aspects of e-Government
and technology acceptance literature. Chapter Three then proposed a theoretical framework that
aimed to understand and investigate factors influencing the adoption and use of e-Government
services and systems. The most appropriate research methodology and design needed to be
based on the literature review and the proposed theoretical framework. Therefore, this chapter
addresses important choices, resources and information about research design principles to help
choose and utilise the right methodology considering the nature of the research problem, its
objectives, the available resources and the required analysis. There are several research
approaches, methods and techniques that could be used in the research design; however, the
choices made about this research methodology were based on the research aims and context. As
already stated, the research objectives are to develop an appropriate framework for eGovernment adoption and utilisation analysis and to identify the factors that influence the
adoption and use of e-Government systems and services from different perspectives.
This chapter will review different research approaches that involve research philosophies,
research designs and research methods. It will also present the research approaches that are used
in this research and the techniques and procedures involved in the data analysis.
The difference between research methods and research methodologies need to be clarified
before going into the details of this chapter. The methods refer to the techniques used in a
research which represent the instruments of data collection such as questionnaires, interviews
and observations; whereas the research methodology refers to the study of the methods involved
in research (Bryman, 2008). In other words, the research methodology is the philosophical
foundations of the research whereas the research methods are the data collection methods
utilised in the research (Doolin, 1998). Remenyi et al. (1998) defined the research methodology
as the procedural framework within which to conduct research. Al-shehry et al. (2006) stated
that the choice of appropriate research methodology is a requirement for obtaining high quality
final results. However, there is no one optimal choice of research methodology and each
research design will have pros and cons and thus, a series of compromises are normally
involved in choosing the research design (McGrath et al., 1982).
There are several aspects that need to be considered when selecting and designing the research
approaches and such aspects include the research topic, the research objectives, the research
questions, the type of investigation, the researcher role, the location of the conducted study and
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the time frame allocated for the study (Yin, 2003; Abdullah, 2013 and Sekaran & Bougie,
2011).
4.2 The Research Design
The research design can be defined as the guidelines and instructions that are followed in order
to obtain the final results and findings that address the research questions and objectives. Crotty
(1998) identified four principles to design research which are: the research philosophy, the
research approach, the research strategy and the research method. Each principle will be briefly
presented in the following sections.
4.2.1 The research philosophy (Positivist and Interpretivist approaches)
The term ‘philosophy’ is used in a very wide sense to describe views, beliefs and values
(Kroeze, 2011). The philosophy of research involves the basic beliefs we hold about the world
we live in; and there are two aspects of these beliefs which are ontology and epistemology
(Burrell & Morgan, 1979). Ontology is concerned with nature of reality (Saunders et al., 2009);
and it basically refers to social phenomena having an existence independent from its social
actors. On the other hand, epistemology concerns the study of knowledge and what we accept as
being valid knowledge. In other words, it is concerned with how things work and what are the
best ways to obtain knowledge (Denzin & Lincoln, 1994).
Saunders et al. (2009) stated that the term ‘philosophy’ “relates to the development of
knowledge and the nature of that knowledge” and this is the aim of conducting research i.e. to
develop knowledge in a particular field. This research aims to develop a comprehensive
framework to analyse e-Government adoption and use and to utilise this framework to
investigate and understand factors that influence the users’ adoption and use of e-Government
systems and services. Therefore, knowledge is developed by proposing this conceptual and
comprehensive model, as well as by identifying the salient factors affecting the e-Government
adoption and use from different perspectives.
Saunders et al. (2009) divided research methodology into four main paradigms. They are
positivism, realism, interpretivism and pragmatism. They also categorised all the research
approaches in a simple and comprehensive form which is called the research onion diagram,
(see Figure 4.1).
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Figure 4.1: The research onion diagram (Saunders et al., 2009).

Information Systems (IS) is a multi-disciplinary field that involves different aspects including
behavioural sciences, mathematics, engineering and the natural sciences. Thus, researchers in
the IS field have a wide choice of research method, approach and strategy that are appropriate
for their research since the IS field is not related to a single theoretical perspective (Orlikowski
& Baroudi, 1991). However, the positivist and interpretivist approaches are considered to be the
main philosophical approaches used in Information Systems research (ibid, 1991).
4.2.1.1 Positivism
The positivist approach comes from the idea that reality is independent from the investigation.
Thus, its objective is to accept or reject theories according to the results of empirical research.
Positivism considers research as a logical and scientific process that provides precise results to
explain social phenomena; and is thus grounded on the existence of pre-defined relationships
within a phenomenon which are investigated empirically with structured instruments
(Orlikowski & Baroudi, 1991). Myers (2009), states that Positivism aims to test theories using
hypotheses; and that the positivist approach “assumes that reality is objectively given and can
be described by measurable properties”. The positivist approach is usually linked with the
quantitative approach and it follows methods related to the natural sciences to study social
reality (Bryman & Bell, 2003a). We can call research positivist if it has propositions,
measureable variables and hypotheses that would draw inferences about the phenomenon from a
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sample to a population (Orlikowski & Baroudi, 1991). This research employs mainly the
positivist approach since it aims to provide evidence for propositions, as discussed in Chapters 2
and 3, develop the variables and hypotheses which were presented in Chapter 3 and assess and
investigate these hypotheses and variables (which will be presented in Chapters 5, 6 and 7).

4.2.1.2 Interpretivism
Interpretivism is an approach that considers social research as different to scientific or natural
research (Bryman, 2008). It attempts to interpret subjective understanding to explain social
action (Saunders et al., 2009). In this philosophical approach, access to reality is achieved
through social actors and their constructions (Bryman & Bell, 2011b). Walsham (1993)
described interpretivism as an approach that aims to “understand the context of the information
system, and the process whereby the information system influences and is influenced by the
context” (Walsham, 1993). Interpretivism is thus usually related to the qualitative and inductive
approaches, which can provide deep insight into social phenomena. However, it lacks the ability
to generalise the findings to the larger population (Winfield, 1991). Although this research
mainly employs the positivist approach, there are some aspects of the interpretivist approach
involved. Short semi-structured interviews have been conducted as part of this research, which
demonstrates how a qualitative approach can be used to better understand and investigate the
factors that influence users’ adoption and use of e-Government systems and services.
Hence, this research mainly relies on the positivist approach as a research philosophy in
addition to the employment of some elements from the interpretivist approach. As stated earlier,
IS research does not adhere to a specific philosophical approach and the researcher is able to
choose what suits the research aims and objectives (Orlikowski & Baroudi, 1991). However, in
previous IS studies, more than 75% of the research followed the positivist approach whereas
17% followed the interpretivist approach and 5% followed other schools of thought, such as
Critical Research (Mingers, 2003). Table (4.1) below summarizes the characteristics of each
philosophical approach.
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Table 4.1: Summary of Positivist and Interpretivist Characteristics.

Approach

Description

Characteristics

References

Positivism

Positivism attempts to test
theory in order to provide
and increase the
understanding of a
phenomenon. An IS study
can be classed as positivist if
it involves a defined
framework and evidence of
propositions, measures of
variables, hypotheses testing
and conclusions created from
the findings about the
phenomenon.

•

(Orlikowski and

•

•
•
•
•
•

Interpretivism

Interpretivism attempts to
understand a phenomenon
from the meanings that
people assign to them. The
interpretivist approach in IS
research aims to “understand
the context of the
information system, and the
process whereby the
information system
influences and is influenced
by the context”

•

•

•
•
•
•

Assumes that the reality is
objective and can be
described and understood by
measured properties.
The researcher is
independent from the studied
phenomenon.
It is linked with numerical
data (quantitative).
It attempts to test theory by
testing hypotheses.
Data is precise and specific.
It is linked with the
deductive approach.
It attempts to generalize the
findings to the larger
population.
Assumes that reality is
accessed through social
actors and constructions.
Describes and interprets a
phenomenon through
meanings that people assign
to them.
The researcher is part of the
phenomenon being studied.
It is linked with qualitative
approach.
It is associated with an
inductive approach.
Is concerned with theory
generation (in contrast with
positivism where there is
pre-defined theory).

Baroudi, 1991),
(Myers, 2009),
(Bryman & Bell,
2003a), (Yin,
2003), (Bryman,
2008),
(Creswell,
1998).

(Walsham,
1993),
(Orlikowski &
Baroudi, 1991),
(Bryman & Bell,
2011b),
(Bryman, 2008),
(Yin, 2003),
(Creswell,
1998).

As mentioned earlier in this section, the research aims and objectives as well as the research
context mean that the positivist approach is mainly followed in this research. Furthermore, some
aspects from the interpretivist approach that were felt to benefit the research are also employed.
The reasons behind this selection can be summarized by the following points:
•

The dominant approach that is mostly employed in the IS research is the positivist
approach, as more than 75% of research conducted in this field followed this approach
(Mingers, 2003).
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•

The aim of this research requires using a comprehensive conceptual framework. Therefore,
this research defined and proposed a comprehensive theoretical model that aims to explore
and investigate factors that affect the adoption and utilisation of e-Government (see Chapter
3). The relationships between the model’s constructs were clearly defined. Objective reality
based on a systematic framework that measures the relationships between independent and
dependent variables is one of the main characteristics of positivism. This justifies, from the
epistemological perspective, the reason for selecting positivism as the main approach.

•

This research aims to explore and investigate the impact of the users’ perceptions, beliefs
and experiences on their intention to adopt and use e-Government systems and services; and
ideally the researcher remains independent and detached from the study. This justifies, from
the ontological perspective, the reason for selecting positivism as the main approach.

•

This research proposes a number of hypothesized relationships that are presented in Chapter
3. These hypotheses were developed to be tested using the collection of quantitative data as
the main method, as well as acquiring qualitative data, as an auxiliary method. A deductive
approach is used to explore, investigate and understand the influential factors that affect the
adoption and utilisation of e-Government comprehensively. This justifies, from the
methodological perspective, the reason for selecting positivism as the main approach with
the employment of some elements of the interpretivist approach.

•

This research aims to generalize the findings from the sample of the population and this is
another characteristic of the positivist approach.

These are the reasons behind choosing the positivist approach as the main paradigm for this
research, in addition to employing some characteristics from the interpretivist approach that
benefit the aims and objectives of this research. Combining the two approaches was the most
appropriate design for this research since it gives the researcher the opportunity to develop a
comprehensive and systematic framework and collect as much data as possible from the
participants to test and validate the proposed model as well as exploring and understanding the
factors that influence their adoption and utilisation of e-Government systems and services.
Several studies in the IS field have combined those two research philosophies. For example,
Low & Jeffery (1989) attempted to understand software process changes using the two
approaches. Furthermore, Al-Zaabi (2013) also followed the two approaches in a study that
aimed to understand and analyse factors that influence the adoption, diffusion and use of eGovernment services in the Abu Dhabi Police Force. The following section discusses briefly
deductive and inductive approaches.
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4.2.2

The research approach (Deductive and Inductive approaches)

Collis & Hussey (2009) described the deductive approach as a study where a conceptual and
theoretical structure is developed and is then tested empirically. It can also be described as a
‘top-down’ approach, where the research goes from general to more specific terms. On the other
hand, the inductive approach can be described as a ‘bottom-up’ approach where the research
goes from a specific observation to a broader generalisation. In other words, the inductive
approach is to gather general inferences from specific cases (Burney, 2008). This research
follows the deductive approach, commencing with the development of a conceptual model and
hypotheses followed by empirical measurements, tests and analysis, resulting in a revision of
the original theory based on the final findings.
4.2.3

The research strategy

There are several strategies that can be employed when conducting a study. Saunders et al.
(2009) divided the research strategies into seven strategies, namely, experiment, survey, case
study, action research, grounded theory, ethnography and archival research. According to Yin
(2003), each strategy can be used for exploratory, descriptive and explanatory research.
Saunders et al. (2009) state that the choice of a particular strategy should be based on the
research questions and objectives, and no one research strategy is better than another. They add
that a research can employ one or more strategies. This means that one strategy can be used as a
part of another strategy; for example, it is possible to use a survey strategy as part of case study
strategy (Saunders et al., 2009: 141). The strategies that are employed in this research, which
are case study and survey, will be discussed in the following sections, alongside the reasons for
choosing them.
4.2.3.1 Case study strategy
The case study strategy can be defined as “a strategy for doing research which involves an
empirical investigation of a particular contemporary phenomenon within its real life context
using multiple sources of evidence” (Robson, 2002:178). Moreover, Collis & Hussey (2009)
defined it as “a strategy used to explore a single phenomenon in a natural setting using a variety
of methods to obtain in-depth knowledge”. The case study strategy has the ability to provide
answers to the ‘what’ and ‘how’ questions. This research is concerned with what the key factors
are that influence the adoption and utilisation of e-Government systems and services and how
these factors would contribute to the success of e-Government in Saudi Arabia. Furthermore,
the objectives of this research involve exploring and understanding the impact of the proposed
factors from an empirical investigation within the Saudi context by collecting data from real and
potential users of e-Government services and systems. Thus, the case study strategy is the most
appropriate strategy for this research.
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A case study strategy can be single or multiple. The single case study is concerned with
answering the research question and providing results from one perspective, whereas multiple
case studies can strengthen the end results by answering the research question and providing
findings from more than one perspective. Yin (2009:61) argued that research that produces
results from multiple case studies is preferable to research producing results from a single case
study as: “analytic conclusions from two or more case studies are more powerful than those
coming from a single case”. One of the aims of this research is to provide more comprehensive
findings from different perspectives. Exploring and investigating the influential factors from
citizens, users from business sector and government employees can be viewed as three case
studies. The reason for using multiple case studies in this research is that the researcher wants to
validate, investigate and analyse the influence of the proposed factors on the adoption and use
of e-Government services and systems from different perspectives that represent all potential
users of such systems. This would significantly contribute to bringing e-Government systems in
Saudi Arabia to a more successful level. Furthermore, using multiple case studies provides the
ability to compare results between the case studies, and this will provide a better understanding
and explanation (Walsham, 1995 and Dark et al., 1998:277). Thus, using multiple case studies
can strengthen the research findings and this is what underlies the choice to use this strategy.
4.2.3.2 Survey strategy
The survey is another strategy that is used in many studies in the literature, particularly for
information systems research (Orlikowski & Baroudi, 1991). It is usually associated with the
deductive approach and is very popular as it helps to collect a large amount of data
economically. Questionnaires are often used in this strategy to collect quantitative data which
then can be investigated and analysed using descriptive and statistical analysis. Additionally, the
findings from the analysis of the quantitative data can be used to investigate and explore the
relationships between variables. This strategy offers more control over the research process and
can generate findings that are representative of the targeted population (Saunders et al., 2009).
As stated earlier in Chapter 1, the objectives of this research involve exploring and analysing
the factors that influence the adoption and utilisation by different types of users and this
involves collecting data from a large number of participants. The survey strategy is the most
appropriate strategy to be used for this aim, since it allows the researcher to collect data from
the targeted participants effectively. Moreover, the context of this research is the e-Government
systems and services in Saudi Arabia; and the survey strategy helped the researcher to collect as
much data as possible during the fieldwork period, since the researcher had to travel back to
Saudi Arabia for the data collection. Furthermore, a number of hypotheses based on the
proposed conceptual model have been developed in this research (see Chapter 3). These
hypotheses need to be tested empirically and the survey strategy is the most appropriate strategy
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for this purpose. Moreover, the survey strategy is associated with the positivist philosophy
approach that is mainly followed in this research (Saunders et al., 2009). For the previously
discussed reasons, the survey strategy was used as part of this research methodology.
The case study strategy and survey strategy are among the most common strategies used in
information systems research (Orlikowski & Baroudi, 1991). Choudrie & Dwivedi (2005) also
reviewed and examined a range of methods used to study technology adoption and use within
the information systems field. They reviewed a number of studies and articles published in wellknown journals including the MIS Quarterly, Information Systems Research, European Journal
of Information Systems, Information Systems Journal and other journals related to the IS field.
Their findings suggested that the survey strategy and case study were the most common
strategies used when investigating the adoption and use of technology. This is another reason
that motivates the use of the case study and the survey strategy as a way of collecting data from
different types of users. The data can be collected through different methods within the case
study and survey strategies including a questionnaire, an interview and structured observation
(Saunders et al., 2009). The following section summarises the quantitative and qualitative
approaches in research methods and also identifies the methods used in this research.
4.2.4 The Research Method: Quantitative and Qualitative Approaches
The choice of research method - be it a quantitative, qualitative or multiple method, determines
the way of collecting data and is based on the research aims, objectives, context and
circumstances. This section discusses each method and differentiates between them. It will also
identify the research method used in this research.
4.2.4.1 The Quantitative Method
The quantitative method aims to collect numerical data for examining and investigating the
relationships between measurable variables (Bryman, 2008). According to David & Sutton
(2004), the quantitative method is associated with testing hypotheses using a deductive
approach in order to support or modify existing theory. It is also associated with the positivist
approach that involves statistical analysis, scientific procedures and numerical data presentation
(Creswell, 2008b). Creswell (2003a) argued that if the research problem is to identify factors
that influence an outcome or are the best predictors of outcomes, then the quantitative method is
the best approach. He also added that this method is the best for research that aims to test a
theory or explanation (Creswell, 2003a). Since the objectives of this research involve exploring
and investigating the salient factors affecting users’ adoption and use of e-Government, as well
as validating the proposed framework by investigating and testing hypothesized relationships
between the proposed factors, the quantitative method is used in this research as the main
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method of collecting data. The need to collect data from large number of participants is also
another reason for choosing this method as it enables the obtaining of valuable and robust data
from different potential users using structured questionnaires, which are one of the techniques
associated with this method. As stated earlier that the quantitative method is also associated
with the positivist approach that is chosen for this research.
4.2.4.2 The Qualitative method
The qualitative method seeks to explore and understand meanings rather than produce numbers
(Creswell, 2008b). According to Bryman (2008:22), the qualitative method is “a research
strategy that usually emphasises words rather than quantification in the collection and analysis
of data”. It aims to provide a complete description by understanding and interpreting social
interactions; and helps to understand the phenomenon in-depth (Johnson & Christensen, 2010).
This method usually follows the inductive approach and its focus is on generating theory
throughout the research. In this research, the qualitative method is employed as an auxiliary
method to the main, quantitative method. A form of short semi-structured interview was
conducted with several of the surveyed participants. The reason for employing this method is to
strengthen the results of this research by providing further evidence for the findings. Moreover,
it helps to better understand the influence of the proposed factors, since it gives the researcher
the opportunity to collect data about the participants’ views and perceptions in more detail. In
other words, the qualitative method is used as complementary method to expand the
understanding of the impact of the proposed factors on the users’ adoption and use of eGovernment systems and services.
There are many differences have been reported in the literature between the two methods. Table
(4.2) below briefly presents the attributes, strengths and weaknesses of each method:
Table 4.2: Quantitative Method and Qualitative Method (Neuman, 2011; Bernard, 2000)
Quantitative method

Qualitative method

•

•
•
•
•

•
•
•
•
•

•
•

The research tests hypotheses that are developed at
the beginning
Concepts are in form of variables
Measures are created before the data collection
Data are in the form of numbers
Procedures are standard and replication is frequent
The analysis process uses statistics, tables or
charts discussing how and what they show in
relation to the hypotheses
It often uses a deductive approach
Formal language is usually used

•
•

•
•

The research captures and discover meanings
Concepts are in form of themes and classifications
Measures are created on an ad hoc basis
Data are in the form of words, observations and
transcripts
Procedures are particular and replication is rare
The analysis process proceeds by extracting
themes or generalisations from evidence and
organizing data to present a coherent and
consistent picture
It often uses an inductive approach
Informal language is usually used
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4.2.4.3 Multiple methods
Multiple methods refer to the combination of multiple data collection techniques and
procedures. Saunders et al. (2009) categorized this research approach into two main categories,
namely, multi-method and mixed-method. Multi-method refers to the combination of different
data collection techniques but within the same approach either quantitative or qualitative. For
example, using questionnaires and structured observations for data collection and analysing the
data using statistical procedures is a multi-method quantitative study. Moreover, using in-depth
interviews and diary accounts for data collection and analysing the data using non-numerical
procedures is another example of multi-method which is a multi-method qualitative study
(Saunders et al., 2009).
The other category (Mixed method) refers to the combination between quantitative and
qualitative approaches in terms of data collection and analysis procedures in the same study
(Saunders et al., 2009). Tashakkori & Creswell (2007:4) defined the mixed method as
“Research in which the investigator collects and analyses data, integrates the findings, and
draws influences using both qualitative and quantitative approaches or methods in a single study
or program of inquiry”. In the mixed method approach, the quantitative and qualitative data
collection techniques and analysis procedures can be combined at the same time (parallel) or
one after the other (sequential) (Creswell & Clark, 2011 and Saunders et al., 2009). However,
the quantitative data is analysed quantitatively and the qualitative data is analysed qualitatively.
Although the mixed method uses both approaches in the same research, it is often the case that
either quantitative or qualitative techniques or procedures are dominant (Saunders et al., 2009).
Johnson et al. (2007) defined three types of mixed methods which are presented in Figure 4.2
below.

Figure 4.2: Types of mixed method (Johnson et al, 2007).
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The diagram shows the three main research approaches which are: pure qualitative, pure
quantitative and pure mixed. The areas between any two pure approaches represent the different
combinations between them. Those in between approaches are qualitative dominant mixed
method and quantitative dominant mixed method. The first approach is the type of mixed
method where the research relies on the qualitative approach with the addition of quantitative
data to benefit and enrich the research.; whereas the second approach is the type of mixed
method where the research relies on the quantitative approach with the addition of qualitative
data to benefit and enrich the research (Johnson et al., 2007).
The research method for this study falls into the category of quantitative dominant, whereby the
quantitative method is used as the main method (dominant method) and the qualitative method
is used as a supportive and complementary method to benefit and enrich the findings. The
quantitative dominant mixed method used in this research is also considered to be parallel
where both quantitative and qualitative data are collected at the same time when conducting the
fieldwork. This can be defined as mixing during data collection, where the quantitative and
qualitative approaches are combined during the data collection phase (Creswell & Clark, 2011).
Moreover, the mixing in this research also occurs in the data analysis process. This can be
defined as mixing during data analysis where the quantitative and qualitative approaches are
combined during the analysis phase using an interactive strategy of merging (Creswell & Clark,
2011). There were several reasons for using these forms of mixing in parallel. Firstly, the aim
of this research is to investigate and analyse the adoption and utilisation of e-Government
systems and services in Saudi Arabia, which is a considerable distance from where the
researcher is based. Thus, the researcher travelled back to Saudi Arabia, his home country, to
collect data. Collecting the quantitative and qualitative data in parallel at the same time makes
the most of the data collection period. Secondly, one of the research objectives is to achieve
more comprehensive and representative findings by collecting data from different places in
Saudi Arabia. Therefore, collecting both quantitative and qualitative data at the same time
would maximise the benefits of the time spent in each place. Thirdly, three different types of
users are involved in the data collection phase. Thus, collecting quantitative data from all the
participants and qualitative data from some of them at the same time gives the researcher the
opportunity to collect more descriptive data (the qualitative data) that is consistent with the
answers from the questionnaires (the quantitative data) in order to have better understanding of
the impact of the proposed factors. Finally, mixing results during the data analysis strengthens
the results and provides more evidence about the influence of the proposed factors on the users’
adoption and utilisation of e-Government systems and services.
Using multiple methods within the same research forms a triangulation approach which benefits
the research in terms of validity and reliability (Denzin, 1978). Triangulation means using more
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than one research method in a study. This involves the use of different types of sample as well
as different data collection methods. The purpose is not only to cross-validate the data, but also
to capture different perspectives and different dimensions of the same phenomenon. Denzin &
Lincoln (1994) described the triangulation approach as follows: “The use of multiple methods,
or triangulation, reflects an attempt to secure an in-depth understanding of the phenomenon in
question”. Leedy (1997) also defined triangulation as “the process of using multiple data
collection methods, data sources, analysts, or theories to check the validity of the findings”.
Denzin (1978) and Patton (1999) identified four types of triangulation, namely, methods
triangulations,

triangulation

of

sources,

analyst

triangulation

and

theory/perspective

triangulation. Methods triangulation refers to the use of different data collection methods to
facilitate deeper understanding. Triangulation of sources refers to examining the consistency of
different data sources such as comparing people with different points of views. Analyst
triangulation refers to the use of multiple analysts to review the findings in order to understand
multiple ways of seeing the data. Theory/perspective triangulation refers to the use of multiple
theoretical perspectives to interpret the data.
This research uses multiple data collection methods, namely surveys and semi-structured
interviews, and thus uses the methods triangulation approach. Moreover, this research collected
data from three different data sources, namely, citizens, users from the business sector and
government employees and this is a triangulation of sources. The goal of utilising the
triangulation approach is to end up with rich, robust and comprehensive results that can
facilitate a better understanding of the adoption and utilisation of e-Government services and
systems from different perspectives. This is what makes this research unique as, to the best of
the researcher’ knowledge, there are no studies to date that use a multiple method approach to
explore and investigate salient factors that influence the adoption and utilisation of eGovernment systems and services from three different perspectives, namely, citizens, users
from the business sector and government employees.
4.3 Data collection
This section discusses the data collection phase of this research; and also involves the processes
of developing the research instruments that have been used in the data collection. It also
discusses the instruments’ pre-test (pilot study) phase that checks instrument validity, the
sampling technique and the large-scale data collection phase.
4.3.1 Research instruments
Three versions of the research instruments were developed to collect data for this research. Each
instrument was dedicated to the targeted sample of participants i.e. citizens, users from the
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business sector and government employees. The research instruments were the questionnaires
and the guidelines for the short semi-structured interviews. The questionnaire for the public
participants (citizens) contains 108 items, the questionnaire for the participants from the
business sector contains 99 items and the questionnaire for the governmental employees
contains 66 items (see appendices D, E and F). Although the questionnaires were relatively
long, they collected fundamental data designed to lead to an efficient and sufficient analysis.
Each factor for each targeted sample was measured with different number of items.
Raubenheimer (2004), states that the number of items per factor is crucial, specifically for
scales with one factor which require at least four items to be identified. Scales that measure
more than one factor, like the scales used in this study, can be identified with as little as two
items for each factor. The number of items that were developed to measure each factor for each
sample will be presented later in this chapter (Section 4.3.4).
The items involved in each version were dedicated to the targeted participants; and were
developed with the perspective of each type of participant in mind. The questionnaire versions
comprise different forms of questions including a 5-point Likert scale (that ranges from
Strongly Agree to Strongly Disagree), a 5-point importance degree scale (that ranges from Very
high importance to Very low importance) and a 5-point influential degree scale (that ranges
from Very influential to Very uninfluential). There are also 3-point scales for some items.
This variation in the design of the research instruments was for several reasons. Firstly, to
obtain more accurate answers based on the goal and theme of the question. Secondly, to
encourage participants to pay more attention when answering, since the same measure range
will allow lazy participants to answer questions similarly; and may also make the questionnaire
boring especially if it is relatively long questionnaire (Psychwiki, n.d.). This variation can thus
reduce the amount of measurement errors, or so-called ‘noise’. Although it has been stated in
the literature that all variables in multivariate measurement must be assumed to have
measurement errors to some extent (Joseph et al., 2010), these measurement scales are used in
an attempt to reduce these errors by developing different measurement scales which are based
on the theme of the questions.
The measuring items that were developed in this research are another aspect that makes this
research distinct from other research in the literature. Many studies in the technology
acceptance and e-Government adoption literature adopted their items from prior studies, which
may not be completely applicable to the intended context and thus, the outcomes would not
provide complete and actual findings that should be derived from the intended context. Most of
the measuring items in the current study were designed and developed in consideration of the
Saudi context. For example, when measuring the influence of the Functional Quality of
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Service/System factor, several aspects related to the functional quality within the Saudi context such as the SADAD payment systems and the Saudi postal services. Furthermore, when
measuring the influence of Socio-Cultural factors, the use of interpersonal networks, or wasta,
to support or accelerate the processing of government transactions was considered as a sociocultural aspect that can impact on the adoption and use of e-Government.
Additionally, several aspects related to the measured factor were considered when developing
the measuring items. For example, the impact of previous experience of using e-Government
systems as well as the previous experience of using non-governmental online services such as eBusiness and e-Banking services is involved in measuring the influence of the Previous
Experience factor. Moreover, measuring the influence of Technical Quality of Services/System
involves several technical aspects, such as the impact of the interface design of the provided eServices and the impact of technical errors on the adoption and use of e-Government.
Since the context of this research is the e-Government systems and services in the Kingdom of
Saudi Arabia and the targeted participants all had Arabic as their native language, all the
questionnaires versions were translated into Arabic. Moreover, all the short semi-structured
interviews were also conducted in Arabic. The English and Arabic versions of all the
questionnaires and the semi-structured interviews guidelines can be seen in Appendices D, E
and F.
4.3.2 Instrument test (Pilot study)
After developing and translating the research instruments, a pilot study was conducted with 21
participants (10 Saudi citizens, 6 government employees and 5 participants from the business
sector in Saudi Arabia). Isaac & Michael (1995: p.101) and Hill (1998) suggest the sample size
for a pilot study to be between 10 and 30. Therefore, the sample size for the pilot study of this
research is sufficient. The pilot study in this research had four aims: to improve the research
instruments when developing their items, to validate the research instruments, to estimate the
time needed for completing the questionnaire and interview and also to test the comprehension
and clarity of the research instruments with participants (Saunders et al., 2009).
A number of comments and suggestions were received from the participants in the pilot study
including grouping the questions into several sections, clarifying some questions, rewording or
removing a few questions which did not seem directly relevant. Most of the comments and
suggestions were considered and addressed accordingly when revising the questionnaires.
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4.3.3 Research instrument validity
Bhattacharyya (2010) defined validity as “the degree to which a test measures what it intends to
measure”; it also refers to the clarity of the research instrument. The validity of an instrument is
a matter of degree; the greater the evidence that an instrument produces valid results, the greater
the likelihood that it will generate the information required (Colton & Covert, 2007). Validity
cannot be calculated or measured directly, it is judged by the existing evidence (Worthen et al,
1993). There are several methods to determine or assess the validity of a research instrument;
but all of them lead to answering the same question which is “are we measuring what we intend
to measure?” The most dominant methods to determine and assess the instrument validity are
Face Validity, Content Validity, Criterion Validity and Construct Validity. This research
utilised Face Validity and Content Validity methods to assess the instruments’ validity.
Corton & Covert (2007) define face validity as the degree to which the research instrument
appears to be an appropriate measure to collect the desired information that meets the research
purpose, particularly from the perspective of the potential respondents. Bornstein (2004) defines
it as the degree to which a test clearly measures what it intends to measure. It refers to the
clarity of a test and the degree to which its purpose is apparent and clear to the participants
(Bornstein, 2004). The face validity method provides useful information about the measuring
instrument and determines to what extent the instrument meets the intended purpose (Corton &
Covert, 2007). Tests that with purposes that are clear, even for participants who only have
elementary knowledge, are judged to have high face validity; on the other hand, tests where the
purpose is unclear would be judged to have low face validity (Nevo, 1985).
All the instruments developed in this research to collect data were assessed during the pilot
study to determine and assess their degree of face validity. The questions in all three versions of
the instrument were revised several times to make sure that they would collect valid information
and provide the measurements intended. During the pilot test of each version of the
questionnaire, the research objectives and the goal of measuring the influence of the proposed
factors were explained to the participants, to give them a clear picture of the aims of the study.
The participants were asked to assess the clarity of the questionnaires’ items; and to face
validate each item in accordance with the general research purposes and the purpose of each
factor in the research model (EGAUM). In other words, the developed items were assessed and
face validated in terms of their relation to the assigned factors. A number of modifications were
made to the instruments based on the feedback and comments from the participants.
A measurement or a study instrument has large content validity if it covers all the aspects of the
concept that intended to be measured. Therefore, the researcher attempted to identify as many
items as possible in order cover the focus of each proposed factor. The research instruments
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have been revised many times to provide three measurement versions that can collect the
desired data. In most cases, content validity is evaluated in discussion with colleagues or other
experts (Blunch, 2013). Thus, the instruments of the current research have been reviewed by 5
academic members who are experts in interactive systems and the field of Information Systems
to have high content validity; and the feedback thus acquired also helped to improve the
research instruments. The aforementioned procedures, including the reviewing, testing, revising
and modifying of the research instrument contributed to achieving high instrument validity.

4.3.4 Research instrument reliability
Blunch (2013) stated that a research instrument is evaluated by its reliability. The reliability of a
measuring instrument means its ability to provide identical results if it is repeated under
identical conditions. Gay (1987) defined reliability as “the degree to which a test consistently
measures whatever it measures”. There are many different methods to determine the reliability
of an instrument including the Test-retest method, Split-Half method and Internal Consistency
method.
•

The test-retest method repeats the measurement or the test using the same instrument with
the same respondents at different times and then estimates the reliability from the
correlation coefficient between the two. The issue with this method is the difficulty of
determining whether it is measuring the reliability or possible changes in the latent variables
over time. Moreover, the reliability degree could be affected if respondents remember their
answers from the first time (Blunch, 2013). Another issue with this method is the difficulty
of repeating the test at different times with the same participants, especially if the study is
conducted in a different country, as in this research.

•

The split-half method splits the test into two and then compares the results between them.
The correlation between the reliability of each half indicates the reliability of the entire
instrument. A test can be split into two halves in several ways e.g. first half and second half
strategy or odd-even strategy. This method is appropriate for long questionnaires that
measure or test one construct and it is not suitable for instruments that measure several
constructs, as in the current study (McLeod, 2013). Therefore, this method cannot be
utilised in this research instrument since it has several constructs to be measured and they
cannot be split into two halves.

•

The internal consistency method determines how the items in a test relate to the other items.
It is basically used to assess survey items with a single construct to discover the degree of
consistency of the items that measure that construct. If the test aims to measure several
constructs, items that measure each construct can be assessed with the internal consistency
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method. Cronbach’s Alpha is the most common coefficient that can be calculated to
evaluate the internal consistency of a test. It is applied to responses that have more than two
options (Eucharia & Nnadi, 1999). Therefore, it is applicable to this research instrument.
Cronbach’s Alpha reliability coefficient can range between 0 and 1 with the value closest to
1 considered to be a high level of reliability. What is an acceptable level of reliability
depends on the research purpose. The reliability of an instrument developed for research
purposes is acceptable at 0.6; whereas in diagnostic research where the instrument is
developed to make decisions about individuals, such as in psychological tests, it needs to be
much higher (Suhr, 2003). Cronbach’s Alpha has been calculated for all the factors and the
values are shown in Table 4.3 below. This excludes the Previous Experience (PE) factor
since this was measured with Likert-Type items to measure the influence of two different
experiences –i.e. previous experience of using e-Government systems and services as well
as the previous experience of using non-governmental online services.
Table 4.3: Cronbach's Alpha for all factors
Scale factors

Business sector
sample

Citizen sample

Government
employee sample

♯ of
items

Cronbach’s
α

♯ of
items

Cronbach’s
α

♯ of
items

Cronbach’s α

Perceived Benefits (PB)

7

.900

7

.825

5

.791

Socio-Cultural (SC)

7

.630

5

.686

9

.664

Awareness (AW)

10

.781

9

.822

3

.602

Functional Quality of Services (FQS)

7

.633

10

.800

6

.662

Perceived Simplicity (PS)

6

.641

6

.638

4

.646

Technical Quality of Service (TQS)

6

.629

5

.624

3

.648

Accessibility (ACC)

5

.606

4

.619

2

.621

Perceived Trust (PT)

7

.658

9

.792

4

.632

Regulations and Policies (RP)

3

.912

4

.899

3

.647

Intention to use e-Government (ITU)

2

.621

2

.659

4

.691

Perceived e-Readiness of eGovernment (PER)

2

.603

3

.682

.668

2

4.3.5 Sampling
When conducting a study, several sampling techniques can be chosen for data collection
depending on the research circumstances including the research objectives, the research context,
the study location, the time and financial scope (Blumberg et al., 2008). These sampling
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techniques can be divided into two categories, namely, probability and non-probability (Bryman
& Bell, 2011b). Each category has several sampling techniques for data collection; for example,
probability sampling techniques include simple random sampling, systematic sampling,
stratified sampling and cluster sampling; whereas the non-probability sampling techniques
include convenience sampling, judgmental sampling and snowball sampling (Groves et al.,
2009). The core concept in the probability sampling is the random selection where each person
in the population has the same chance of being selected (Groves et al, 2009). Therefore, a
complete numbered list of the whole population is required in all the probability sampling. The
context of this research is Saudi Arabia, and the aim is to investigate and analyse the adoption
and utilisation of the potential users of e-Government systems and services. Thus, having a list
of the whole population is difficult for such analysis. In other words, the data cannot be
collected from the entire population. Therefore, the non-probability sampling techniques are the
most appropriate method for this research (Saunders et al., 2009).
Non-probability sampling techniques are all based on non-random selection. This means that
not all the elements of a population need to have an equal chance of being selected (Blumberg et
al., 2008; Groves et al., 2009). In the judgemental sampling technique, the researchers rely on
their own knowledge and professional judgment when selecting subjects who meet the research
criteria and objectives. This sampling technique targets subjects who are particularly
knowledgeable about specific issues that are being investigated and such subjects usually are
from limited groups (Babbie, 2014). For example, when studying what are the causes of a
certain disease then the appropriate subjects who can provide the desired information are
doctors or individuals who have the disease. In the snowball sampling technique, the
researchers firstly collect data from certain subjects who meet the research criteria; then they
collect more data from more subjects who are identified by the initial subjects. This technique is
appropriate when the targeted subjects are limited and difficult to reach (Babbie, 2014;
Saunders et al., 2009). The convenience sampling technique (some call it opportunity sampling)
allows the researchers to collect data from subjects who are both willing and easy accessed.
The convenience sampling technique was utilised in this research since it is the most
appropriate technique based on the research objectives, where recruiting as many potential users
as possible would be beneficial. Moreover, it is the most feasible technique when considering
the resources available and the research circumstances including the research context, the
research location and the time available. This is because opportunity sampling is the least timeconsuming and the least expensive, compared to the other techniques. It also helps to have a
large sample as well as increasing the generalizability of the findings. The convenience
sampling technique is used widely in research, and it is the most common technique in
behavioural and social research (Stangor, 2010; Saunders et al., 2009). In addition to the stated
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advantages of this technique, it also ensures having sufficient participants for the study
(Blumberg et al., 2008). Additionally, in an attempt not to limit data collection from one
geographical area, this research collected data from different places and cities in Saudi Arabia
including Riyadh (the capital city), Jeddah and Alkhobar, which are major cities in Saudi
Arabia. It was decided to collect data from different geographical places to increase the
reliability of the findings, increase the representativeness of the sample, support the
generalizability of the findings and also to decrease the bias that might occur with the
opportunity sampling technique.
In terms of the sample size of this research, Bryman & Bell (2011b) stated that using a large
sample size would not guarantee a higher accuracy in the findings and therefore, would be
waste of time, effort and money. On the other hand, using a very small sample size would lead
to lower accuracy (Hair et al, 2010). Thus, the sample size of this research was determined by
rule of thumb. Roscoe (1975) argues that the following rule of thumb should be considered
when determining the sample size:
•

The sample size that is > 30 and < 500 is appropriate for most research.

•

When dividing the sample into different categories or different sub-groups such as
postgraduate and undergraduate, the minimum sample size for each category is required
to be 30.

Saunders et al. (2009) identified that statistical analysis usually requires a minimum sample size
of 30. He added that the sample size that needs to be collected is influenced by several factors
including the availability of resources, particularly the financial support and time available.
Comrey & Lee (1992) stated that the sample size varies between 50 (poor) and 100 (excellent).
Furthermore, Schreiber et al. (2006) also suggest that 10 participants for each estimated variable
in the research model is generally the agreed-on value. Based on the previous suggestions and
rules of thumb, considering the research objectives and scope as well as the research
instruments’ length, a sample size of 300 was deemed sufficient and identified as the number to
be targeted. Well-known websites that are usually used in determining sample size such as
Raosoft.com were also used to determine the sufficient sample size for this research (Raosoft,
n.d.).

4.3.6 A Large Scale Study
As stated earlier, three different versions of the questionnaires and short semi-structured
interview guides were developed for the three targeted samples. Based on the research method
that was discussed in Section 4.2.4.3, this research employs a cross-sectional approach where
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data is collected at one point in time to determine the relationships between the proposed factors
and the adoption and use at the time of the study. Permission for the data collection was
obtained from the authority responsible for the e-Government program (Yesser) in Saudi
Arabia. The data for this research was collected over the period between August and October
2014. With regard to the survey mode for data collection, this research utilised the personally
administrated mode where data is collected in person. This was for several reasons:
•

The ability to motivate and encourage the respondents to participate (Sekaran, 2003). This
is limited in other modes such as mail and electronic modes.

•

Data can be collected from large number of participants simultaneously in a quick, easy and
efficient way (Sekaran & Bougie, 2011).

•

Ensuring collecting data from the targeted samples that involve citizens, users from the
business sector and government employees within the Saudi society. This is one aspect that
contributes to the distinct and significance of this research; and can be difficult to achieve in
other collection modes.

•

Clarifying the items to the participants when needed, which cannot be done in the mail and
electronic modes (Sekaran, 2003). This possibility for clarification reflects positively on the
validity and reliability of the results.

•

Ensuring a higher response rate, as participants were informed that questionnaires would be
collected immediately after completion.

•

Including both Internet users and non-users, that is not possible in electronic modes that
exclude non-users (Sakeran, 2003).

•

Does not require a follow-up procedure which is time-consuming, as is the case in other
modes such as the mail mode (Sakeran, 2003).

•

Interviewing participants (conducting the short semi-structured interview) who were willing
to participate in the interviews after completion of the questionnaire as part of the research
and data collection design.

The use of a triangulation approach and in-person mode increases the validity and reliability
(Saunders et al., 2009). The total number of the questionnaires that were distributed and
collected was 836 questionnaires, which provided the quantitative data. After a filtering and
screening process to detect incomplete questionnaires, random answers questionnaires and
participants who should not have been included, 61 responses were excluded and a total of 775
responses were deemed valid for the analysis. More details about the excluded and valid
responses will be discussed in Chapters 5, 6 and 7. Furthermore, a total of 31 short semistructured interviews were conducted with the participants and yielded qualitative data.
According to a sample size guidelines recommended by Onwuegbuzie & Collins (2007); for

114
qualitative research, between 3 and 5 interviewees is the minimum sample size for qualitative
studies that employ a case study approach. Since the qualitative data (semi-structured
interviews) was supportive and complementary data, the numbers of the conducted interviews
were sufficient for their purposes in this research. All participation was optional after
completing the questionnaires.
During the data collection phase, the questionnaires were firstly distributed to the participants
for completion. When completing the questionnaire, the participants were given an option to
participate in the short semi-structure interview either after completing the questionnaires
immediately or at a different time that suited them. Contact information was obtained from
participants who opted for the latter choice.
In terms of the data collection protocol for the citizens’ sample, the questionnaires were
distributed in public areas including waiting areas of government agencies where the
participants were waiting for their transactions to be completed; as well as other public areas
such as shopping centres, coffee shops and parks. In Saudi Arabia, a number of government
agencies have offices in different shopping centres that provide government services. Customers
are usually waiting for their turn or waiting for their transactions to be completed in the coffee
shops around the office or in waiting areas in the shopping centres. Targeting participants in the
aforementioned areas gave an opportunity to include the largest possible number of participants
who needed to perform government transactions and use government services. Some
participants took the questionnaire back home to complete it and then returned it next day when
they were required to visit the government office again to provide or receive documents. The
participants were given the option to participate in a short interview straightaway after
completing the questionnaire or at different suitable time.
With regard to the participants from the business sector, the questionnaires were distributed to
them at their offices after prior contact and arrangement. Two types of participants were
included in this sample, namely, business owners and employees who work in business firms
and deal with government agencies with regard to their companies’ transactions. Usually one or
two employees are responsible for accessing government services and completing transactions
on behalf of a company (even large companies). Most businesses involved in this sample were
large companies; but several medium and small business entities were also been included. The
business activities of the participating companies were different in order to provide more
comprehensive results. The same data collection protocol was utilised, whereby the
questionnaire was distributed first and then the optional interviews were conducted after
completion of the questionnaire or at different suitable time. Participants from business sector
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are usually busy; therefore, meeting them in person at appropriate time to collect data is a useful
method.
For the government employees, the questionnaires were also distributed to them at their offices
after prior contact and arrangement. Four government departments were involved in the data
collection for this sample. The basis for selecting the four departments was their level of
involvement and influence in the Saudi e-Government program. The sampling strategy was that
all the departments involved should be active in terms of providing e-Services and eTransactions to both citizens and the business sector. The targeted participants were thus
government employees at operational level who were involved in delivering government
services and processing governmental transactions provided to customers. The same data
collection protocol was utilised; whereby optional interviews were conducted after the
participants had completed the questionnaire or at a different time convenient to them.
Government employees are usually busy; therefore, it was felt that meeting them in person at an
suitable time to collect data was an appropriate method. Sometimes the questionnaires were
distributed and then collected at a different time for the convenience of the participating
employees.
All participants were given an information sheet that explains the study aims and objectives. It
also includes a brief description of e-Government with some examples of e-Services and eTransactions that could be provided by e-Government for more clarification. Furthermore, the
participants were informed that their participation was voluntary and it was completely up to
them to take part or not; they were also informed that if they decided to participate, they were
still free to withdraw at any time and without giving a reason. Additionally, they were informed
that all information provided would be anonymised and their privacy and confidentiality
maintained; and that all information provided would only be used for research purposes (see
Appendices D, E and F).
4.4 Data analysis
Based on the research aims and objectives, two analysis approaches were used to investigate
and analyse the collected quantitative data, namely, descriptive analysis and statistical analysis.
Before proceeding to the data analysis stage of the quantitative data, several procedures were
performed including cleaning and screening the data (Churchill & Lacobucci, 2004). Then,
numeric values were assigned and coded using the SPSS statistical analysis software package
(version 22) which was used mainly for analysis of the quantitative data. This section will
explain all the preformed procedures for the data cleaning and screening. It will also explain the
procedures for detecting outliers and how they were handled; as well as the analysis approaches
and procedures that were performed to achieve the research objectives and answer the research
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questions. With regards to the qualitative data (semi-structured interviews), the collected data
was used to support, complement and add more explanation and give more insight to the
findings. This contributes to a better understanding of the influence of the proposed factors on
the adoption and utilisation of e-Government services and systems.
4.4.1 Data cleaning and screening
Data screening process in this research involves several examinations in order to ensure that the
data is prepared and ready for analysis. This includes identifying cases or participants that are
not considered to be part of the targeted sample; also examining data which is missing or
incorrectly entered as well as evaluating and managing outliers.
•

Exclusion of untargeted cases

This research aims to study the influential factors in adopting and utilising e-Government in the
context of Saudi Arabia. Therefore, Saudi nationals are those targeted for the sample, since the
study involves factors to be studied from the Saudi context, such as the socio-cultural, perceived
trust and previous experience factors. The exclusion of non-Saudi nationals is in line with the
research goals of conducting a cross-sectional study of Saudi society. Moreover, the research
instrument is designed to collect data that relates to the Saudi context, such as opinions about
the available payment methods in Saudi Arabia, the Saudi post mail services and the influence
of wasta on the adoption of e-Government. Incomplete questionnaires were also excluded,
since all the questionnaire items need to be answered as they represent the research model
constructs. Furthermore, questionnaires with obviously random responses were also excluded.
Table 4.4 below shows the number of cases that were excluded with the reason for exclusion:
Table 4.4: Exclusion of invalid cases
Number of excluded cases
Sample
Non-Saudi nationality

Incomplete

Random responses

Citizen sample

8

31

6

Business sector sample

1

4

-

Government employee sample

-

7

4

As stated in the sampling section (Section 4.3.5), the total number of questionnaires collected
for this research was 836 and the valid responses were 775, after excluding the untargeted,
random and incomplete responses. The valid responses comprise 416 citizens, 311 government
employees and 48 participants from the business sector.
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•

Missing and incorrect data

As a part of data preparation for analysis, Pallant (2013) identifies two steps for data screening
and cleaning. The first step is checking the data for possible errors and detecting out of range
values for each variable. The second step is treating the detected errors by deleting them or
correcting them if they were entered incorrectly. All the responses have been examined for out
of range values, incorrect values and missing values. The data was entered carefully and it was
ensured that none of these three types of error were present. However, there were number of
missing values, but these were for no-option or skipped questions that depended on prior
questions. For example, if participants answered “No” for the question “Have you ever used
non-Governmental online services?”, they would skip questions asking them to rate the
experience of using non-Governmental online services as well as questions asking them to
indicate the influence of such experiences on their intention to use e-Government services.
Therefore, the values for skipped questions showed as missing values in the examination; but
were not removed as they are not really missed values. These skipped responses will thus be
presented in the analysis of each sample.
•

Outliers

Joseph et al. (2010) defined an outlier as an unusual high or low value on a variable or a
combination of values across several variables that make the case stands out from the other
cases. The outliers need to be explored during the analysis and their impact needs to be assessed
(Joseph et al., 2010). Therefore, the data was examined to detect all possible outlier cases.
Joseph et al. classifies outliers into four types, based on their source:
•

Outliers arise from procedural errors such as data entering. The outliers in this case should
be detected during the data cleaning and they need to be either removed or recoded.

•

Outliers arise from an unexpected case that might create unusual values, such as rainfall
values in the case of a storm when studying the average normal daily rainfall.

•

Extraordinary cases that cannot be explained or where the reason of their existence is
unknown. These cases can be involved in the data analysis, if the researcher feels that they
represent a valid element of the population, otherwise, they should be removed.

•

Outliers that fall within the usual range of values of each variable. Their uniqueness is not
particularly high or low on the variables but in their combination of values across the
variables. These outlier cases should be retained unless there is evidence that they can be
considered an invalid element of the population.

In order to detect the outliers in the variables involved in this research data, several values were
examined including minimum values, maximum values, means and standard deviation values.
Moreover, as part of the descriptive and statistical analyses performed in this research, the
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composite score for all related and involved measurement items was computed for each factor.
Then the values of the computed composite scores were examined further to detect all possible
outliers. The research used the standardized score (Z score) procedure to investigate and detect
the outliers. According to Tabachnick & Fidell (2007), the Z score should be between -3.29 and
+3.29. This means, if Z score of any case either less than -3.29 or greater than +3.29, the case is
considered to be an outlier. Therefore, the standardized score (Z score) was computed for all
composite values and they were examined to detect outliers. The number and impact of the
detected outliers will be presented for each factor in the analysis phase in Chapters 5, 6 and 7.
•

Treating the detected outliers

Based on the type of data collected in this research (Likert scale and Likert-Type), the detected
outliers will fall in the fourth type of outliers according to Joseph et al.’s classification (2010).
This is due to the values involved in the collected data having specific ranges. For example, the
Likert scale was used for measuring the majority of items and this scale ranges from 1 ‘Strongly
Agree’ to 5 ‘Strongly Disagree’. Therefore, the detected outliers will be addressed and will be
retained at the same time during the analysis process. Moreover, if a case was detected to be an
outlier in one or more items, it is useful and significant for the study to consider the rest of
responses that belong to the detected case. This is another reason for retaining the detected
outlier cases during the analysis process. In the descriptive analysis phase, the results were
analysed twice, once with the responses of the detected outliers and once without them. In both,
the other responses of the outlier cases were retained for the analysis of the other factors. The
reason for conducting the descriptive analysis twice is to assess their effect on the results. In the
statistical analysis phase, the outliers need to be treated properly in order to conduct the
correlation tests. Thus, the outlier cases have been winsorized instead of trimming them. The
winsorization of data means replacing the outliers with the next highest/lowest values that are
not suspected to be outliers. It is a systematic technique to treat the detected outliers which then
improves the accuracy (Field, 2013; Wilcox, 2010). Moreover, treating the outliers with this
procedure will help not to violate the ‘pair observations’ assumption of using the correlation
assessment procedures such as in Spearman’s correlation procedure.
4.4.2 The descriptive analysis
The descriptive analysis was used to describe the results and interpret them into valuable
outcomes. It is used to provide an effective and detailed explanation of the users’ behaviour,
attitudes and perceptions towards adopting and using e-Government services and transactions. It
also provides valuable indications of the level of influence of the proposed factors on the users’
adoption and utilisation. Moreover, the descriptive analysis approach was used in this research
to examine and validate the proposed conceptual framework and its constructs; and to achieve
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the research objectives and answer research questions. The result of each item involved in
measuring each proposed factor was described, investigated and analysed in detail.
Furthermore, composite values that give indications of the influence of each proposed factor
were also computed and analysed. As stated earlier, different 5-point measurement scales were
used to measure the majority of the proposed factors. All of them are considered to be Likert
scale measurements. Only one factor, namely the Previous Experience (PE) factor, was
measured with Likert-type items. The following section explains the differences between the
two types of measurements involved in this research instruments (Likert-Type vs Likert scales)
alongside with the values and procedures that were used for the descriptive analysis (measures
of central tendency). It also explains the procedures that were used as a guide to interpret the
results.
•

Measures of central tendency

A measure of central tendency is a single value that attempts to describe a set of data. It can be
represented by the mean, median or mode. Some of these measures are more appropriate than
others, depending on different conditions (Laerd Statistics, n.d.). Central tendency is used to
represent and summarize the entire set of different and varying values. Khan (2008) states that
we define measures of central tendency to find some central values around which the data tend
to cluster or concentrate. The mean is the most popular measure of central tendency; and is the
sum of all the values of the data set divided by the number of the values. It can be computed by
the following formula where

denotes the mean, n is the number of values and xn represents the

values (Laerd Statistics, n.d.):

The median is the middle score of the data set values that have been arranged in order of
magnitude. It will be the middle value if the number of values are odd and the mean of the two
middle scores if the number of values is even. Finally, the mode is the most frequent value in
the data set. Since Likert response measures are used in this research, clarifications of the
instrument scales will be presented in the following section.
•

Likert-Type versus Likert Scales

Clason & Dormody (1994) identified the Likert-Type items as single questions that use some
aspect of Likert responses. On the other hand, the Likert Scale is composed of multiple LikertType items that are combined into one single composite score/value during the data analysis
process. The composite score that combines multiple items represents a quantitative measure for
the intended aspect that needs to be measured (Calson & Dormody, 1994). For Likert-Type
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items, the recommended descriptive statistics are mode or median for central tendency and
frequencies for variability. Whereas for the Likert Scales, the recommended descriptive
statistics are mean for central tendency and standard deviation for variability (Boone & Boone,
2012). Most of the scales used in the current research instruments were Likert Scales and thus,
the mean and the standard deviation will be used in their descriptive analysis. On the other
hand, Likert-Type items were also used to measure one factor, namely, Previous Experience
(PE) and therefore, the median and frequencies will be calculated for these items.
•

Clarifying the weighted average for the Likert Scales

For Likert Scales, weighted averages have been calculated in order to identify the tendency of
the composite scores. The numbers that have been entered into SPSS to represent the 5-point
Likert Scale represent weights. They were: Strongly agree=1, Agree=2, Don’t know or
neutral=3, Disagree=4 and Strongly disagree=5. In order to interpret the results of means, we
need to compute the weighted averages for the scale. The weighted average can be calculated by
dividing the distances between the scale values by the number of values. In 5-point Likert
scales, distances (range of data) are 4 since the first distance is between 1 and 2, the second
distance is between 2 and 3, the third distance is between 3 and 4 and the fourth distance is
between 4 and 5. Moreover, the number of values in the scale is 5. Therefore, the period length
would be 4/5= 0.80 which would be used to compute the weighted averages (Alfarra, 2009).
Moreover, there was another 5-point Likert Scale ranging from Very Influential to Very
Uninfluential. This scale measures the influence of different advertisement methods. Also
another 5-point Likert Scale was used to measure the degree of importance of certain key
features when implementing e-Government systems. Thus, the same period length was used for
all 5-point Likert Scales. Table 4.5 below illustrates the weighted average categories of all of
them, as well as the result interpretation of each category. This table will be used as a guide to
interpret the results by identifying the degree of influence of each factor:
Table 4.5: Weighted averages for 5-point Likert Scales.
Weighted average

Result

Result interpretation

1 – 1.79

Strongly agree/ Very influential/ Very high importance

Very influential

1.80 – 2.59

Agree/ Influential to some extent/ High importance

Influential

2.60 – 3.39

Don’t know or neutral/ Don’t know/ Medium importance

Neutral or do not know

3.40 – 4.19

Disagree/ Uninfluential to some extent/ Low importance

Uninfluential

4.20 - 5

Strongly disagree/
importance

Very uninfluential

Very

uninfluential/

Very

low
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The average values for each variable have been calculated in order to interpret the participants’
tendencies and their responses to each factor. Also to analyse their responses to determine the
influence of the proposed model’s constructs. The findings from this approach to analysis
(descriptive analysis) revealed the influence level for each factor that was proposed in the
EGAUM. In this approach of analysis, each item was analysed separately to provide a complete
view of the factors that have impact on the adoption and utilisation of e-Government services
and systems. These findings were used beside the findings from the statistical analysis
(explained in the next section) to test the acceptance/rejection of the research hypotheses as well
as answering the research questions.
4.4.3 The statistical analysis
In the statistical analysis, the correlation between the independent variables (the proposed
factors) and the dependant variables (Intention to use and perceived e-Readiness) will be
investigated and analysed. There are several methods that can be used to compute the
relationship between variables. The most common methods include Pearson’s correlation
coefficient, Spearman’s correlation coefficient and Kendall’s tau. The first one is used for
parametric statistics and the latter two are used for non-parametric statistics. Each of these has a
number of assumptions that need to be met. The next section briefly explains each procedure.
•

Pearson’s correlation coefficient

Pearson’s correlation coefficient (denoted as r) measures the strength and direction of a
relationship between two variables. Its value can range between -1 (perfect negative linear
relationship) and +1 (perfect linear relationship) where 0 indicates no linear relationship (Laerd
Statistics, n.d.). The closer the value is to 1 or -1 the stronger the linear correlation (Vaughan,
2003: 98). According to an often-cited guideline by Cohen (1988), the correlation coefficient
value is interpreted as follows:
•
•
•

Strong r = .50 to 1.0
Moderate r = .30 to .49
Weak r = .10 to .29

This guideline indicates the strength of the correlation, regardless of the sign of the value. The
value sign only indicates the direction of the relationship. This means r =5 and r =-5 are the
same strength but with different directions. Using Pearson’s correlation coefficient requires four
assumptions to be met in the analysed data (Laerd Statistics, n.d.). These assumptions are:
•
•
•
•

The two variables should be measured at the interval or ratio level.
There needs to be a linear relationship between the two variables.
There should be no significant outliers.
The data needs to satisfy the assumption of normality.
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•

Spearman’s correlation coefficient

Spearman’s correlation coefficient (denoted as rs) measures the strength and direction of
relationship between two interval variables, two ordinal variables or one interval and one
ordinal. There are three assumptions that need to be met in order to use this method. These
assumptions are:
•
•
•

Two variables that are measured are on a continuous and/or ordinal scale.
The two variables need to represent pair observations.
There need to be a monotonic relationship between the two variables.

The interpretation of the Spearman’s correlation coefficient is similar to that of Person’s
correlation coefficient. In other words, the closer rs is to +1 or -1, the stronger the relationship.
Also the sign indicates the direction of the relationship (Laerd Statistics, n.d.; Statstutor, n.d.).
In order to decide which procedure should be used, the normality test has been conducted on all
the independent and dependent variables where the correlation between them needs to be
measured. This test indicates whether the data is normally distributed (to use Pearson’s
coefficient) or not (to use Spearman’s coefficient).
•

Test of normality

The Shapiro-Wilk procedure was conducted to test the normality of the data. There are two
hypotheses related to this normality test, namely, the null hypothesis and alternative hypothesis.
The null hypothesis is that the sample is normally distributed and to accept this hypothesis,
Shapiro-Wilk needs to be > 0.05. The alternative hypothesis is that the sample is not normally
distributed. This means that if Shapiro-Wilk < 0.05 then the sample is not normally distributed.
The normality test for the majority of the variables involved in the correlation assessment
indicates that their data is not normally distributed. This is due to the type of data collected for
this research. The results of the normality test will be presented in the analysis of each variable
in Chapters 5, 6 and 7. Thus, Spearman’s correlation procedure was utilised as the correlation
assessment procedure for all hypothesized relationships. As stated earlier, the results of the
correlation tests involved in the statistical analysis phase alongside the results of the descriptive
analysis phase were used to test the acceptance/rejection of the research hypotheses as well as
answering the research questions.
Since some of the proposed factors were measured in more than one part of the items using
different scales, the standardized value (Z score) was computed for each part in order to produce
a standardized composite score for the factors (Salomon, 2000; Vogt, 2011). Standardizing
different values of two variables is an important step when assessing the correlation between
them; and will eliminate differences between the two variables involved in the correlation test,
such as differences in the measurement scales (Hall, n.d.).
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4.5 Ethical considerations
Each survey contained a covering information sheet that explained the purpose of the research;
gave an overview of e-Government and also provided some examples of e-Government systems
and services to give the participants a clear definition of the topic. It also gave the participants
instructions on how to participate both in terms of responding to the questionnaire (primary
participation) and participating in the short interview (optional participation). The expected time
for participation was also stated. The information sheet also indicated that participation was
voluntary and all the collected data and information would be kept confidential. Moreover, it
indicated that participants were free to withdraw at any time and without giving a reason.
Contact details for the researcher and supervisor were also provided in the information sheet in
case the respondents had any concerns. A consent form was also provided and to be signed
before participating.
An application was submitted to the Science and Technology Cross-Schools Research Ethics
Committee (C-REC) at the University of Sussex and approval was obtained for this research.
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Chapter Five: Data analysis and discussion from the citizens’ perspective
5.1 Introduction
In the previous chapter (Chapter 4), the research design and methodology were discussed
including the research philosophy that was adopted, data collection methods and techniques that
were employed and data analysis procedures that were utilised to achieve the research aims and
objectives. As explained in Chapter 4, the research targeted three different samples of eGovernment systems and services users to provide comprehensive outcomes and results. Those
three samples were public users (Saudi citizens), government employees and users from the
business sector. This chapter (Chapter 5) will present, discuss and analyse the data that has been
collected from the public users in Saudi Arabia (Saudi citizens). The total number of citizens
who participated in this study was 461. The valid responses were 416 after data screening and
preparation. In addition, 18 citizens participated in the short semi-structured interviews.
The aim of this chapter is to explore and discuss the factors that influence citizens’ adoption and
utilisation of e-Government services. Data cleaning and screening procedures including the
detection of untargeted cases, missing and incorrect data as well as outliers’ detection were
performed before proceeding to the analysis of the collected data. The following section
(Section 5.2) will present and discuss the demographic data. Section 5.3 will present and discuss
the results from the descriptive analysis of this sample. Section 5.4 will present and discuss the
results from statistical analysis of this sample including testing and assessing the hypotheses.
This section will also present and discuss the results from the short semi-structured interviews
that were conducted with number of participants after completing the survey. Section 5.5 will
provide a summary of the most significant factors that impact the citizens’ adoption and use.
5.2 Demographic data
This section presents the demographic data that was collected from the survey entitled
“Analysing key factors that influence the adoption and utilisation of e-Government systems:
Citizen Users.” The participants were asked questions aimed at collecting demographic
information including gender, age group, education level, occupation, monthly income, marital
status, proficiency in using computers and Internet use rate. They were also asked questions
related to their use of online services, whether governmental or non-governmental services. The
survey also included questions about the methods that the participants use when accessing and
paying for governmental services. The collected demographic data provides an overview of the
participants who responded to the study; and Table 5.1 below presents a summary of the
demographic data for the citizens’ sample.
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Table 5.1: Demographic data for the citizens’ sample
Participants’ gender

Male
Female

Percentage (%)
93.2
6.7

Participants’ age in years

18 – 30
31 – 45
46 – 60
Over 60

27.6
54.5
16.5
1.2

Participants’ education level

Secondary school or less
Diploma
Bachelor
Master
PhD

7.9
14.4
48.3
23.8
5.5

Participants’ occupation

Unemployed
Student
Government employee
Private sector employee
Self employed

3.3
3.3
55.2
30.5
7.4

Participants’ monthly income in SAR (1 GBP ≈
4.7 SAR)

0 – 4999
5000 – 9999
10000 – 14999
15000 – 19999
20000 or more

9.3
22.1
32.2
22.8
13.4

Participants’ marital status

Single
Married
Divorced

18.7
79.8
1.4

Proficiency in using a computer

Low
Average
Good
Excellent

1.9
12.9
38.7
46.3

Internet use rate

Several days a week
Several days a month
Several days a year
Everyday

7.6
1.2
0.48
90.6

Knowledge about EGOV before participating

Yes
No

89.1
10.8

Willingness to know more about EGOV

Yes
No

91.3
8.6

The use of online government services

Yes
No

93.9
6

The use of online non-governmental services

Yes
No

86.5
13.4

Participants’ gender
Table 5.1 reveals that 93% of participants (388) were male, and around 7% were female,
consisting of only 28 participants. One of the main barriers and difficulties in this research was
to collect data personally from female participants, due to religious and cultural reasons. These
percentages were no surprise, and it was predicted at the research design stage that the majority
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of the participants would be male. Generally, it is challenging for male researchers to collect
data from female participants in Saudi Arabia. However, the researcher attempted to collect data
from female participants and managed to include 28 female participants. Although the male
participants outnumber female participants, the sample is representative in the sense that in
Saudi society, males normally conduct many more government transactions than females. For
many government transactions and services, females need to authorise one of their male family
members, such as a husband, father or brother, to conduct government transactions on their
behalf. Moreover, males are responsible for conducting or completing certain government
transactions that belong to their family members such as issuing ID cards and passports.
Therefore, males access government services and conduct transactions a lot more than females
in Saudi Arabia.

Participants’ age groups
Table 5.1 also shows that more than half the participants (54%) were between 31-45 years old.
The participants aged between 18-30 years old represent around 27% of the total participants.
The data collection process for this sample was carried out in public areas, including the waiting
areas of several government agencies where citizens were conducting government transactions.
The government agencies that were visited to collect data were amongst the most common
agencies to provide e-Services. The table also shows that participants who were aged 46-60
represent 16% of the total participants. Furthermore, citizens over 60 years old were the
smallest age group that participated in the study (only 1.2%); and this is because of several
possible reasons. Normally in Saudi Arabia, citizens aged over 60 do not like to go to shopping
centres, where the data collection took place. Moreover, it is common in Saudi Arabia that
citizens aged over 60 authorize one of their family members to complete their government
transactions, and thus no direct contact was possible with many members of this age group.
Furthermore, government departments normally provide a quick service for senior customers so
they do not have to wait in the waiting areas. Also after screening the questionnaires, it was
found that most of incomplete responses were from senior citizens, and it is likely that they did
not want to complete the questionnaire, as it was relatively long for them.
However, the sample is representative of the Saudi population as the majority of Saudi citizens
are between 15 – 54 years old with an average age of 26.4 years (see Table 5.2) (Indexmundi,
2014).
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Table 5.2: Saudi Arabia’s age-based population (Indexmundi, 2014)
Age group

Percentage

0-14

27.6%

15-24

19.3%

25-54

45.4%

55-64

4.5%

65 and over

3.2%

Total

100%

Participants’ education level
Table 5.1 reveals that the majority of the respondents (48%) hold a Bachelor degree; 23% of
them hold a Masters degree and 5% of them hold a PhD degree. Around 14% of the total
participants had a Diploma degree; and approximately 8% had completed their public education
(secondary school) or completed less schooling than that. The overall education level was as
expected, and it is representative, since the recent report of the General Authority for Statistics
in Saudi Arabia revealed that large percentage of citizens aged between 25 – 60, which is the
age group of the majority of the participants, hold a Bachelor degree (Saudi General Authority
for Statistics, 2014).
Participants’ occupation
Table 5.1 also shows that more than half the respondents were government employees (55%).
Government employees include public education teachers, university lecturers, government
officials and all military sector employees. Employees in semi-government organisations may
also included in the category of government employees. This includes employees in companies
that are owned by the government such as the ARAMCO Company, which is the largest oil
company in Saudi, and also the SABIC Company, which is a large Saudi Arabian basic
industries corporation. The large numbers of jobs that can thus be categorized as government
jobs in Saudi Arabia explains the large proportion of government employees in the research
sample. Moreover, about 30% of the participants were employees in the private sector in Saudi
Arabia.
Participants’ monthly income
It is clear from Table 5.1 that the participants’ monthly incomes are spread among the proposed
group options. It shows that the monthly income of 32% of the participants is between 10,00014,999 SR; and around 23% of the respondents have a monthly income of 15,000-19,999 SR.
Almost the same proportion of participants (22%) have a monthly income of 5000-9999 SR;
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although participants with a monthly income of 4999 SR and below represent 9% and
participants who earn 20000 SR represent 13% of the total respondents. It is clear that this
sample contains participants from all the monthly income categories; and in this way the sample
reflects a spread of income groups.
Participants’ marital status
In Saudi Arabia, the marriage rate is high and it is growing every year. In 2014 for example, the
marriage rate grew by 30% (Ajel, 2014). Marriage is a very important relationship in Saudi
society; and there are many cultural and religious reasons that support and encourage people to
get married in Saudi Arabia. Therefore, it is expected that a large proportion of the respondents
will be married. Indeed, Table 5.1 shows that the majority of the participants were married
(79%); 18% of them were single and only 1.44% were divorced. This supports the
representativeness of the sample and these proportions are because of the reasons stated earlier
about the social structure, culture and religion. Moreover, married individuals are expected to
carry out many more government transactions than single individuals. This is because the
person who is responsible for a family (the father or the husband) usually needs to access many
government services for his family and carry out many government transactions on behalf of
many of his family members. Married (male) individuals are thus more likely to have
experience of using e-Government services and can comment on them.
Proficiency in using computers
The results show that most participants believe they have a high level of proficiency in using
computers. The high overall level of proficiency that is clear from the results is likely due to the
high education level of the majority of the respondents. Over three quarters of them had at least
a Bachelor degree and thus, it was expected that they would have good knowledge and skills
about using computers and also Smart technologies in general, including tablets and Smart
phones.
Participants’ Internet use rate
Table 5.1 shows that the overwhelming majority of the respondents (90%) use the Internet on a
daily basis. Internet use has become a major part of many Saudi citizens’ lives in recent years.
We rely on the Internet for many daily activities including email correspondence, socialising,
shopping and learning. Therefore, it was expected that most of the surveyed participants would
be using the Internet daily. This high use of Internet suggests that the sample would possibly
have a higher tendency to use online services including government e-Services. However, the
results also revealed that almost all the participants aged over 60 did not use the Internet daily.
This is possibly because of their education level, their lack of proficiency in using computers
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and related technologies or even because of technology resistance. This gives an indication that
seniors are likely need special consideration when providing e-Government services.
Participants’ knowledge about the term ‘e-Government’
The survey reveals that the majority of the respondents (89%) have some knowledge about eGovernment in Saudi Arabia. This does not mean that all of them have used its services, but at
least they know what the term ‘e-Government’ means. This high recognition of the term ‘eGovernment’ suggests that the sample will be able to understand all parts of the questionnaire.
This will ensure that the participants can provide precise information about the factors that
influence their e-Government services adoption and use.
Participants’ willingness to know more about e-Government
Table 5.1 also shows that the majority of respondents (91%) had a willingness to know more
about e-Government, including its services, potential and benefits. It is likely that participants
who did not want to know more, either believe that their current knowledge is enough for them
or do not intend to use such e-Services. Given the participants’ desire to know more about eGovernment potentials and services; there is possibly a lack of awareness of campaigns on the
part of e-Services providers to publish this information. The results reveal that users generally
wish to know more about the systems that they use, but that they have not yet accessed the
information required to meet these needs.
Participants’ use of online services (governmental and non-governmental)
Table 5.1 shows that the majority of respondents (93%) have used e-Government services and
only 6% of them have not. The use of e-Government is not limited to applying for or
completing government e-Transactions, it also includes the obtaining of information from
government agencies such as driving penalties, information about opening hours and
information about the locations of the government offices.
The survey also obtained information about why respondents did not use e-Government
services; and the results showed that 12% of participants who have not used e-Government
services do not have an Internet connection. Moreover, around 40% of them reported that using
e-Government services is difficult for them. Approximately 32% of them reported that they do
not trust e-Government systems to adequately carry out government transactions while 36%
reported that the e-Services that they need are not available through e-Government systems.
In terms of non-governmental online services such as online banking, online shopping and
online payment, Table 5.1 shows that 86% of the respondents have performed such online
services while around 13% have not. The information collected about participants’ use of any
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form of online services will help to analyse the influence of previous use of such online services
on the use of e-Government services.
Methods to obtain information related to government services
The participants were asked to stipulate which methods they usually employ to obtain
information related to the government transactions that they need. This information includes
required documents, required processes, office locations, and also office opening hours. Several
methods of obtaining such information were proposed as options in the questionnaire, including
calling by phone, asking others, finding the information from the agency’s website, searching
on the Internet and visiting the intended agency. This item provides an indication about the
participants’ intention to use online means to obtain needed information; and is intended to
show whether the respondents prefer to use online services or traditional ways to gain
information related to their government transactions.
Figure 5.1 below reveals that the method most used to gain this kind of information is to search
on the Internet; with 63% of the total participants selecting this option. Searching on the Internet
means finding the needed information from websites other than the agencies’ websites; these
websites might be general forums, online threads or online social websites. Moreover, around
49% of the respondents reported that they usually use the agencies’ official websites to get the
information they needed. These percentages give an indication that many participants use online
methods to obtain information about government services and transactions so it is crucial to
provide sufficient information.
On the other hand, the use of traditional methods to obtain information was also relatively high;
as it is clear from the graph that the three highest methods that the respondents sometimes use to
gain information they need for their government transactions were traditional methods. These
were obtaining information by asking others (relatives and friends), by visiting the intended
agencies and by calling the agencies (53%, 53% and 45% respectively). These percentages
indicate that although the majority uses online methods for the purpose of obtaining
information, there is still heavy reliance on traditional methods. This reliance is still high
amongst the participants because of several possible reasons. The individual might not find
reliable, trusted and updated information on the Internet. Even if the needed information was
obtained from the official website of the intended agency, it might not be updated and valid.
This case is likely to occur with government departments that do not provide many e-Services
and where published information is often not regularly updated. Therefore, customers obtain the
latest information by asking relatives or friends who have recently carried out those transactions
or by visiting the intended agency in person and asking them directly.
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The figure also shows that almost 43% of the total participants have never used the method of
calling the intended agency by phone. This is probably because many government offices in
Saudi Arabia neither provide a call centre service nor publish phone numbers on their websites.
It is also possible that negligence on the part of call centre employees has meant that many
agencies do not like this means of communication with citizens.
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Figure 5.1: Methods of obtaining information about government transactions (citizens’ sample) (see appendix G for
larger graph).

We can conclude that the result of this item indicates that the majority of participants do use
online methods to obtain relevant information, whilst at the same time they still sometimes rely
on traditional methods. This gives a strong indication that providing information related to
government services and transactions electronically may still not be perceived as reaching a
satisfactory standard. Much information is usually needed when conducting government
transactions including what documents are required and even instructions on conducting
transactions; and such information should be readily available electronically.
Methods to pay for government transactions
Many government services and transactions in Saudi Arabia require fees that need to be paid by
the beneficiaries. A few years ago, customers had to pay for government transactions by cash
through different bank branches. This caused a heavy burden on the banks and was an
inefficient and slow process, especially with the growth of customers and transactions. Thus, the
Saudi Arabian Monetary Agency introduced a payment system called SADAD that links the
banks with the payees (Saudi Government, n.d.). This system acts as a mediator between the
banks and the beneficiary entities be they government organisations or private firms. It helps
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customers to pay for services, bills and fees easily; and enables them to use their online banking
services, ATM machines, phone banking as well as bank branches for their payments. Although
this system has solved most of the payment problems in Saudi Arabia, it is almost the only
electronic means to pay bills and for services. This means that the government agencies in Saudi
Arabia do not provide a direct payment system that would enable customers to use their debit
and credit cards for the payment of fees.
In this study, the researcher aimed to explore the methods that the participants usually use to
pay for their government transactions. Several options are proposed in this item, including
paying through online banking, using ATM machines, phone banking, visiting banks, asking
relatives or friends to pay and asking service offices to pay. This item would give us an
indication about the participants’ intentions to use online methods for their payment, and also
whether they usually pay for their transactions themselves or by asking others to do so.
The bar chart below (Figure 5.2), clearly demonstrates that the majority of the respondents
(69%) usually use online banking to pay for government transactions. This is a good indication
of a high level of intention to use online methods for government transaction payments. Using
ATM machines for transactions and service payments comes second in terms of frequency of
use. This is probably because many banks provide ATM machines next to government offices
to encourage customers to use them for payments. The graph shows that almost 42% of the
respondents usually use this method.
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Figure 5.2: Methods of paying for government transactions (citizens’ sample) (see appendix G for larger graph).
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On the other hand, the traditional methods, including authorizing a third party to pay or visiting
banks in person were the least frequent methods that the participants use for transactions and
services payment. A few years ago, service offices opened around government agencies to help
customers with their applications and also with their transaction payments. These offices charge
customers for providing these services; and they still exist, but less than before. The results
show that the majority of the respondents were more independent in terms of paying for
transactions and services fees. Around 69% of them reported that they never used service
offices to pay on their behalf, while 26% of them have used this method. Furthermore, 57% of
the respondents reported that they do not ask their relatives or friend to pay on their behalf,
while 35% do so. Approximately 47% of the participants have never visited the banks in person
to pay for their services and transactions, whereas 45% reported that they sometimes visit banks
for that purpose. Generally, the respondents tend to use the electronic and online methods more
frequently than traditional methods. The education level and the age of the sample participants
are likely to play a role in this tendency.

5.3 Descriptive analysis of the proposed factors from the citizens’ perspective
In this section, the collected data will be analysed in relation to the EGAUM constructs. The
participants were asked to describe several characteristics including their attitude and behaviour
towards adopting and utilising e-Government systems and services. Such characteristics were
measured by number of statements using different Likert Scales. Likert Scale scores (composite
scores) were also calculated in order to interpret the participants’ responses. The scales used for
measurement (including the type of Likert scale) will be presented and explained in the section
for each construct. Moreover, details about the collected data including response frequencies,
means/median and standard deviation/Inter-Quartile Range for each item are presented in
Appendix A.
Perceived Benefits (PB)
The Perceived Benefits factor was measured with seven items in the survey for public users
(citizens). The items for measuring the influence of the PB factor have collected data about the
participants’ perceptions of the benefits that they can gain from using e-Government systems.
All the involved items were measured with a 5-point Likert scale (“Strongly agree”, “Agree”,
“Neutral or do not know”, “Disagree” and “Strongly disagree”). The measuring items are listed
in Table 5.3 and the results are presented in the combined graph in Figure 5.3; and the results
are then discussed.
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Table 5.3: The PB factor measured from the citizens' perspective
Constructs

Item code

Measure

Perceived

PB1

EGOV would enable me to perform government transactions quicker than traditional

Benefits

ways.
PB2

I think that EGOV would save me multiple visits to different agencies when
performing transactions.

PB3

Using EGOV would save me time, money and effort.

PB4

Using EGOV would reduce my dependency on others (friends, service offices … etc).

PB5

I believe that using EGOV would reduce procedures that delay my transactions
(intercession letters, documents ratification … etc).

PB6

I believe that EGOV would ensure equality when processing users’ transactions.

PB7

The ability to perform governmental transactions 24/7 would encourage me to use
EGOV more.

PB1

1.40%
0.70%
0.20%
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Figure 5.3: The results of PB measurement items (citizens) (see appendix G for larger graph).

Item PB1 asked the participants whether they believe that using e-Government services would
enable them to carry out transactions more quickly than the traditional ways. Figure 5.3 shows
that the vast majority of the respondents (96%) agreed with this statement, whereas only 1.44%
of them were neutral, and less than 1% of the respondents disagreed with this statement. The
total score of this item was 1.19 indicating that the participants’ perception was highly positive
in terms of the speed of completion of transactions through the use of e-Government.
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Since many government services and transactions in Saudi Arabia require processing by several
agencies, customers need to visit different agencies to complete their transactions. Even after
implementing e-Government with a number of services and transactions, there is still
insufficient integration between many agencies to enable the process to be completely
electronic. Thus, item PB2 asked the participants to determine whether they think that eGovernment systems would save them multiple visits to different government agencies when
performing government transactions. Figure 5.3 shows that the overwhelming majority of the
respondents (97%) agreed with this statement, almost 2% were neutral or did not know and less
than 1% disagreed. This item’s composite score of 1.22 revealed a very high level of agreement
that the successful integrated implementation of e-Government systems would reduce, if not
eliminate, multiple visits to different government departments.
The participants were also asked, in item PB3, about whether using e-Government would save
their time, money and effort. Approximately 95% of the total respondents agreed that it would,
less than 1% disagreed and around 3% of them were neutral or did not know. The total score of
this item was similar to that of the previous item (1.22), and this reveals a very high level of
agreement that the use of e-Government would save the users’ time, money and effort. This
result was expected, as making government transactions in Saudi Arabia consumes a lot of time,
money and effort. Completing government transactions might take several days to be completed
due to several external reasons, including traffic, the long distance between agencies and the
need to visit different agencies. It is even harder for employees who work at the same time as
government agencies’ working hours. Conducting government transactions and accessing
services might negatively affect their performance and how their commitment to their job is
perceived. Bearing in mind that there is no effective public transportation in Saudi Arabia, such
as trains and buses, this means that doing this in person takes up considerable time, money and
effort.
Many individuals in Saudi Arabia seek help from others for a variety of matters related to
government transactions. For example, a number of service offices (some of them licensed and
some not) can still be found around many agencies, and some people rely on these service
offices for obtaining updated information on procedures and requirements, to book
appointments, pay fees and also conduct transactions. Moreover, it is common in Saudi Arabia
that individuals seek help from friends or relatives to obtain information related to government
transactions. Some people spend time to find the person who can provide the right information,
who is usually someone who has recently performed this same transaction. Figure 5.1
(presented earlier in section 5.2) shows that the vast majority (95%) of respondents obtained the
information that they needed to conduct government transactions by asking others. All of these
examples represent what can be called ‘dependency on others’ for performing government
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services and transactions. Reducing such dependency is considered to be a benefit, and
implementing e-Government systems could dramatically minimise this dependency on others.
Thus, item PB4 asked participants whether they believe that the use of e-Government would
reduce their dependency on others. The bar chart of item PB4 (see Figure 5.3) shows that 93%
of the respondents agreed that using e-Government would provide this benefit, while only 2%
of them did not agree. Around 3% of the participants reported a ‘neutral or do not know’
answer. The total score of this item was 1.33, revealing a high level of agreement that the use of
e-Services provided by e-Government systems will reduce dependence on others.
In relation to item PB5, some government transactions in Saudi Arabia require extra procedures
that can delay the process. For example, employees who work in the private sector need to ratify
letters that they request from their companies, such as confirmation of employment and
confirmation of salary letters; as they often need to provide such letters as a requirement for
certain government transactions. Normally the Chamber of Commerce and Industry ratify the
employees’ documents. Moreover, intercession letters are required for some government
transactions. The main reason for this kind of document is to explain the purpose of performing
the transaction and the status of the transaction especially in complex cases. In some cases,
these letters are provided as part of the normal requirement when applying for certain
government transactions. These procedures usually cause a delay in processing the transaction.
Thus, in item PB5, participants were asked to determine to what extent they agreed that “using
e-Government would reduce procedures that delay their transactions”. Around 94% of the
respondents agreed with the statement, 4% were neutral and just over 1% disagreed. The total
score of 1.28 indicates that there is a highly positive perception about the benefit of reducing the
aforementioned procedures that delay the processing of the transaction when using eGovernment systems - or at least a desire to make these procedures electronic.
The reality in Saudi Arabia is that when dealing in person, some government transactions might
be processed faster than other transactions; and they also might be processed and completed
without the provision of required documents. This could happen if the person requiring the
transaction has a personal relationship, i.e. they are a neighbour, friend or relative of somebody
in the intended agency. Generally, this practice is unacceptable in Saudi society and it is
strongly criticised by government agencies since such practices result in unfairness and
inequality; however, some individuals still use such methods to access services and complete
their transactions. Since every process in electronic systems can be registered and tracked, eGovernment can easily reduce (if not eliminate) this practice or any other method that can lead
to inequality in service and transactions processes. Therefore, item PB6 asked the participants
whether they believe that e-Government systems would ensure equality when processing users’
transactions. The results showed that 92% of the respondents agreed that they would, around
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6% were neutral or did not know and 2% disagreed (see Figure 5.3). The total score of item PB6
was 1.35, indicating a very positive perception of the ability of e-Government systems to ensure
equality in services and transactions processing. This benefit is very likely to increase the
adoption and usage level if it is implemented as expected.
In item PB7, the participants were asked to indicate whether the ability to perform government
transactions any time (24 hours/7 days) would encourage them to use e-Government services.
Figure 5.3 shows that the majority of the respondents (95%) agreed that they would be
encouraged to use such e-Services if they were available at any time. A very low percentage of
participants were neutral or disagreed (3% and 1% respectively). This item’s score of 1.21
indicates that providing e-Government services and making them available at any time is very
likely to increase and ensure high adoption and utilisation. The results of this item were
expected, since accessing government services and carrying out transactions are inconvenient
for many individuals, especially employees. This is because they need to be excused by their
employers or organisations in order to complete government transactions during working hours.
The situation is even more difficult when the transaction requires multiple visits to the same
agency or to different agencies. Moreover, some government departments open at night in
specific seasons such as Ramadan in order to process and complete customers’ transactions.
Providing successful e-Government systems that offer e-Services all the time would definitely
solve many issues related to time and effort.
The computed composite score for the PB factor was 1.26, indicating that the Perceived
Benefits factor is very likely influence the adoption and utilisation of e-Government systems.
Based on the guide that is proposed in this study to interpret the results of the descriptive
analysis (see Table 4.5 in Chapter 4), it is likely that PB factor is a very influential factor on the
citizens’ adoption and utilisation of e-Government systems and services. The computed score
was investigated to detect if there was any outlier that might be affecting the result. The score
was transformed into a standardized value (Z score) in order to find any case out of the range /+ 3.29 which would be considered as a potential outlier (Tabachnick & Fidell, 2007), (See
section 4.4.1 in Chapter 4). The outlier test detected 8 cases with +3.29 values and the
composite score of PB factor was recalculated without the detected outliers to explore if there
were any serious effect on the results. The new recomputed composite score was 1.22 which
means that there is not much difference between the both scores (1.26 and 1.22); thus, the
detected outliers do not have a strong influence on the results.
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Socio-Cultural (SC)
The Socio-Cultural is another factor that was proposed in the research model (EGAUM). In this
citizens’ sample, SC was measured with 7 items concerned with different social and cultural
aspects such as the influence of others, the influence of interpersonal relationships (wasta) and
technology resistance. All the items were measured using a 5-point Likert scale ranging from
“Strongly agree” to “Strongly disagree”. The combined graph (Figure 5.4) presents the results
of all items involved in the measurement of the SC factor.
Table 5.4: The SC factor measured from the citizens' perspective
Constructs

Item

Measure

code
Socio-

SC1

Cultural

Using EGOV would enhance people’s perception about me and make me feel
sophisticated.

SC2

The use of my family members and my friends for EGOV will encourage me to use it.

SC3

I believe that EGOV would reduce the influence of interpersonal relationships (wasta)
on processing individuals’ transactions.

SC4

I feel that dealing with government agencies physically (face to face) is better than
using EGOV.

SC5

Using EGOV would prevent the negative influence of some uncooperative employees
on my transactions.

SC1

SC2

I feel that visiting agencies to track my transactions is better than tracking them online.

SC7

I prefer authorizing service offices to perform my transaction to using EGOV.

5.20%
2.10%

0.90%
0.40%
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0.00%

65.60%
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11.00%

10.00%

Agree
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36.00%
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27.60%

6.90%

5.00%
6.90%
9.60%
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6.90%

14.40%
11.00%
13.40%

1.90%
0.90%

55.20%

26.90%

10.30%

8.60%
4.30%
1.60%
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26.90%
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20.00%

Disagree

58.40%
30.00%

40.00%

50.00%

60.00%

70.00%

* Reverse item

Figure 5.4: The results of SC measurement items (citizens) (see appendix G for larger graph).
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In item SC1, the participants were asked whether using the online services provided by eGovernment systems would have an impact on their image and the way people think about
them. Figure 5.4 shows that the overwhelming majority of the respondents (82%) agree with the
proposed statement, 7% disagree and around 10% of the respondents are neutral or do not
know. Those who disagreed or were neutral possibly did not feel that their social status rested
on their use of e-Government; or did not know how significant others felt about it. The total
score for this item was 1.72, indicating a high level of influence of other people’s perception
about the use of e-Government online services.
Item SC2 is also concerned the influence of others and specifically the influence of eGovernment use by relatives and friends. The respondents largely agreed with the statement
“The use of my family members and my friends for e-Government services will encourage me
to use them”. Figure 5.4 shows that an overwhelming majority (91%) agreed (from strongly
agree to agree) while only 1.44% disagreed (from strongly disagreed to disagreed) with the
statement. The Likert score of 1.5 suggests that the use of family members and friends is very
likely to influence the adoption and usage level of e-Government systems.
Strong interpersonal relationships are one of the good social aspects in any society; however,
they can be just the opposite if exploited negatively. In Saudi Arabia, wasta is a common term
for exploiting personal connections to either accelerate the process of transactions, which can
involve queue jumping, or having exceptions made to the rules or the required documents when
conducting government transactions. The electronic transformation of government services and
transactions can significantly reduce the use of such a negative socio-cultural aspect. Thus, the
participants were asked in item SC3 to indicate whether they believe that the electronic
transformation of the government procedures and transactions through e-Government systems
would reduce the influence of wasta on processing their transactions. As shown in Figure 5.4,
more than three quarters (85%) of the respondents agreed (from strongly agree to agree), with a
small number (6%) disagreeing (from strongly disagree to disagree), only 8% of the respondents
were neutral. Although the use of personal connections (wasta) when processing government
transactions can exist even with the electronic transformation, the Likert score for this item
(1.56) shows a very positive perception of the ability of e-Government systems to reduce and
control this negative practice.
As shown in Figure 5.4, more than half of the respondents (61%) disagreed with item SC4 that
stated “I feel that dealing with government agencies physically (face to face) is better than using
e-Government”, with a quarter of the respondents (25%) agreeing and around 13% showing
neutrality. The statistical evidence gives a Likert score of 3.57 to support the preference for
online interaction with government agencies. In spite of the benefit of using electronic systems
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for government transactions, there are some individuals who prefer to interact with government
departments in person, but they represent just a quarter of the participants. The results for this
item were investigated further using a cross-tabulation procedure and it was found that age is
likely playing a role in preferring physical interactions. Most of the senior participants (60%)
reported that they prefer dealing face-to-face with government departments. Moreover, a similar
percentage (60%) of the respondents who did not agree that online interaction is better than
face-to-face interaction have not used e-Government services before; hence, they possibly do
not know the benefits of using such e-Services and prefer using the traditional way. It is also
likely that they do not trust online services, especially when government transactions are
involved, or they prefer to have tangible and immediate interaction due to cultural reasons.
In some cases, employees who work in government agencies might negatively affect the process
of transactions due to several reasons such as negligence and applying bureaucratic procedures
in some cases. Thus, the participants were asked in item SC5 to indicate their view on the
statement “Using e-Government systems would prevent the negative influence of some
uncooperative employees on my transactions”. Figure 5.4 shows that the overwhelming
majority (90%) of the respondents agreed, whereas only 3% disagreed with the statement,
giving a Likert score of 1.5. The result suggests that the respondents thought that their
transactions would be treated and processed correctly when using e-Government services and
systems, without any possible negative influence from some government employees.
The result of item SC6, presented in Figure 5.4, also shows that the majority of the respondents
believe that online interactions with government agencies is better than interaction in person.
This item asked the participants whether they feel that visiting agencies to chase and track their
performed transactions is better than chasing them online. Around 71% of the surveyed
participants disagreed, around 11% were neutral or did not know and 17% of them agreed. The
total Likert score was 3.9 and this indicates that in addition to the wide agreement amongst the
participants on that the online interaction is better than face-to-face dealings, the preference for
chasing and tracking the completed transaction online was also high.
Another cultural habit in Saudi Arabia is to authorise a third party or the so-called ‘service
office’ to perform government transactions on behalf of the beneficiary. This method of
performing government transactions is very popular in Saudi society, especially with
individuals who do not have time to visit government departments. Although the use of this
method has been reduced recently with the implementation of e-Government services, it is still
widely used. Even after the implementation of several government e-Services, many individuals
authorise these service offices to perform online transactions on their behalf. Many service
offices have recently provided different services that are related to the use of e-Government
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systems. They create online accounts and activate them on behalf of the beneficiaries and they
charge fees for these services. Furthermore, many individuals seek help from these service
offices to register their information and apply for different transactions. Using such a method
with the online e-Service provided by government is very risky, as these service offices can
access the beneficiaries’ accounts without their knowledge and permission (Alhomaidan, 2014).
Therefore, item SC7 asked the participants whether they prefer authorising service offices to
perform their transactions to using e-Government systems. It is clear from Figure 5.4 that more
than three quarters of the respondents (78%) did not prefer this method; keeping in mind that
they might still use this method although they do not prefer it. The chart also shows that around
12% of the respondents prefer to use a service office and only 9% were neutral or did not know.
The Likert score was 4.19, indicating that authorising a third party (service offices) to access
and complete government services and transactions is not the preferred method, and reducing its
availability will be likely to encourage individuals to adopt and utilise e-Government systems.
The composite score of the Socio-Cultural factor is 1.8, which can be interpreted as indicating
that SC is an influential factor. It is likely that it has a positive influence on the adoption and
utilisation of the citizens in terms of using e-Government services. Based on the proposed
interpretation guide of the results (see Table 4.5 in Chapter 4), the SC composite score of 1.8 is
very close to the upper level of influence that ranges between 0 and 1.79; and is a ‘very
influential’ factor The result of the SC factor has been tested utilising the standardised values (Z
score) procedure (see Section 4.4.1 in Chapter 4) to detect any outliers and there were no cases
out of the proper range (-/+ 3.29).

Awareness (AW)
Awareness (AW) is another factor that belongs to the Motivational group of factors (MF) in the
research model EGAUM. In the sample of public users (citizens), AW was measured with two
groups of items each of which used a different scale. The first group (AW part1) was measured
with a 5-point Likert scale ranging from “Strongly agree” to “Strongly disagree” and it includes
4 items. The second group (AW part2) was measured with a 5-point Likert scale that relates to
the influential levels of different advertising methods. This scale ranges from “Very influential”
to “Very uninfluential”. Table 5.5 shows the measured items involved in the two groups, and
more details about measuring AW will be discussed in the two sections following.
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Table 5.5: The AW factor measured from the citizens' perspective
Constructs

Item code

Measure

Awareness

AW part1
AW1

I feel that I have a good knowledge about EGOV benefits, features and services.

AW2

I think that it is easy to know whether the intended government service is available
online or not.

AW3

Offering workshops and visual presentations about EGOV would encourage me to
attend and know more.

AW4

I am satisfied with the current awareness campaigns and advertising about EGOV
in Saudi Arabia.

AW part2

The influence degree of several advertising methods on the willingness to use
EGOV:

AW5

•

Advertisements on social media

AW6

•

Advertisements on government agencies’ websites

AW7

•

Advertisements in newspaper and magazines

AW8

•

Advertisements on TV and radio channels

AW9

•

Advertisements in public areas

AW10

•

Advertisements through emails and text messages

AW part1
The first part of measuring the AW factor concerns the influence of several awareness aspects on
the citizens’ adoption and utilisation of e-Government systems and services. Figure 5.5 below
presents the results of all involved items:
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Figure 5.5: The results of AW part1 measurement items (citizens)
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The first item (AW1) asks participants whether they feel that they have a good knowledge about
the benefits, features and e-Services provided by e-Government. In other words, this item
measures the satisfaction of participants with their awareness of what e-Government systems
can offer them. Figure 5.5 shows that around 69% of the respondents feel their knowledge and
awareness about e-Government benefits and services to be good or satisfactory. Approximately
21% of the respondents were neutral and 9% of them did not feel that their knowledge about eGovernment potential was good enough. The Likert score of this item was 2.14 showing an
overall satisfaction with the knowledge that the respondents had about the benefits, features and
services of e-Government systems.
Item AW2 relates to whether respondents consider it easy to know if the transactions and
services required are provided online. Its results show that over half the surveyed participants
(57%) consider it easy to find out whether the intended government service is available online
or not, although 17% disagreed with that. A quarter of the respondents (25%) indicated neutral
or did not know (see Figure 5.5). The percentages of participants who disagreed with the
statement or showed their neutrality are worth considering when implementing e-Services. The
awareness of what e-Services are provided online through e-Government systems is very
important; and arguably even more important than knowing the details of the provided eServices such as the requirements and procedures. This aspect of awareness is a significant first
step to encourage and increase adoption and utilisation. Although the total Likert score of this
item (2.44) shows an overall agreement about the ability to know which e-Services are
provided, more attention needs to be given to increasing awareness of the current and new eGovernment services.
Offering workshops, conferences, visual presentations and advertising campaigns are crucial
when it comes to increasing awareness of e-Government services and potential. Thus,
measuring the influence of such methods of creating and increasing awareness on the adoption
and usage level is an important part of this study. The respondents were asked in item AW3 to
respond to the statement “Offering workshops and visual presentations about e-Government
would encourage me to attend and know more”. Figure 5.5 shows that 67% of the respondents
agreed, around 21% were neutral and 11% disagreed with the statement. The total score of item
AW3 was 2.17, and this overall result indicates that the awareness methods proposed in the
statement such as workshops and advertising campaigns are likely to encourage individuals to
adopt and use e-Government systems.
Moreover, in item AW4, the respondents were asked to indicate their satisfaction with the
current awareness campaigns and advertising about the Saudi e-Government services. It is clear
from Figure 5.5 that the group of participants who responded with “Do not know or neutral”
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answer is relatively large (27%). Furthermore, the percentage of respondents not satisfied with
the current awareness campaigns and advertisings was also high (32%). This indicates that the
awareness of the Saudi e-Government services and benefits is below the expected level. The
overall Likert score of this item (2.8) reveals an unsatisfactory level of satisfaction with current
awareness campaigns and advertising.
The composite score (2.4) of the first part (AW part1) of measuring the influence of the
Awareness factor means that there is general agreement that awareness is likely to influence the
users’ adoption and utilisation level. The composite score has been investigated to detect
possible outlier cases using the standardized values test (Z score), and there were no outliers in
the data.
AW part2
The second part of the Awareness factor (AW part2) was concerned with measuring the
influence of several advertising methods on the participants’ willingness to use e-Government
services. Advertising methods are considered to be important influential factors on citizens’
awareness, and therefore influence their adoption and utilisation. The respondents were asked to
assess the degree influence of different advertising methods on their willingness to use eGovernment services. Six major advertising methods were proposed, including ads on social
media, ads on newspaper, ads on TV channels and ads though SMS messages and the results of
their assessed influence are presented in Figure 5.6 below:
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Figure 5.6: The result of AW part2 measurement items (citizens) (see appendix G for larger graph).
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It is clear from Figure 5.6 that social media, TV & radio, billboards in public areas and eMessages were considered the most influential media to affect citizens’ adoption and intention
to use e-Government services. Approximately 38% of the respondents rated social media as a
very influential method. Saudi Arabia is one of the largest social media markets in the Middle
East; and more than 40% of all active Twitter users in the Arab region are from Saudi Arabia.
Moreover, Saudi Arabia has the highest per-capita YouTube use of any country in the world
(BBC, 2015). This high use of social media in Saudi Arabia may explain why many participants
see it as influential.
The amount of time that most individuals spend in their cars can increase the impact of the radio
channels on drivers and their companions. Since there is no efficient public transportation in
Saudi Arabia, individuals rely mainly on cars for their transportation. This causes the frequently
overcrowded roads and increases the time spent in vehicles. Thus, it is likely that the media that
can reach individuals while they are driving such as radio channels and billboards would have a
strong impact on them and these can be exploited to increase the individuals’ awareness. The
results show that advertisements on TV and radio channels were reported as very influential by
36% of the respondents. Furthermore, 34% of the respondents categorized advertisements in
public areas such as billboards (hoardings) as a very influential on their willingness to use eServices.
Moreover, the use of mobile phones in Saudi Arabia is growing considerably and this creates a
very powerful method of increasing awareness of users through SMS text messages and emails.
A report published by the Communications and Information Technology Commission in Saudi
Arabia revealed that the total number of mobile subscriptions was around 51 million by the end
of 2015 (Saudi Communication and Information Technology Commission, n.d.). This means
that mobile subscriptions outnumber the Saudi population by almost 24 million (the Saudi
population is about 27 million) (CIA, 2016). This may explain why e-Messages including SMS
messages and emails were reported by almost 37% of the respondents as a very influential
advertising method.
It is also clear from Figure 5.6 that convergent proportions of the respondents categorized
almost all the proposed advertising methods as influential to some extent; with advertising in
newspaper and magazines being seen as less influential. This is possibly because of the current
trend to rely on electronic websites and applications instead of reading printed newspapers and
magazines. The results show that 18% of the respondents rated advertisements in newspapers
and magazines as an uninfluential method (ranging from “Uninfluential to some extent” to
“Very uninfluential”).
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The composite score of AW part2 was 2.1 and this can be interpreted as meaning that the
proposed advertising methods are influential on the respondents’ adoption and usage of eGovernment services to some extent. This indicates that the various advertising methods have a
positive impact on the citizens’ intention to use; as such advertisements positively affect their
awareness. The result of AW part2 was tested for outliers, using the standardized score (Z score)
procedure and no outliers were detected.
Functional Quality of Service (FQS)
The FQS factor was also measured with two groups of items, namely, FQS part1 and FQS
part2. The first group comprises three items which measure the influence of the quality of
several functional aspects related to e-Government services. A 5-point Likert scale ranging from
“Strongly agree” to “Strongly disagree” was used in measuring the first part. The second group
comprises four items that measure the degree of importance of providing functional activities
that are related to the quality of e-Government services and systems. The degree of importance
of the proposed items reflects their influence. All measuring items are presented in Table 5.6
below:
Table 5.6: The FQS factor measured from the citizens' perspective
Constructs

Item code

Measure

Functional Quality

FQS part1

of Services/System

FQS1

I feel that the current EGOV in Saudi Arabia is of high quality.

FQS2

I think that the current Saudi post mail services are fast and reliable to
deliver the required documents when using EGOV.

FQS3

I think paying for EGOV services and transactions with the SADAD
system is efficient and enough.

FQS part2

The degree of importance of providing several functional aspects related to
the quality of services:

FQS4

•

Tracking the status of the performed e-Transactions online

FQS5

•

Viewing the history of the preformed e-Transactions online

FQS6

•

Evaluating and rating the quality of the provided e-Services

FQS7

•

Communicating with me regarding the status of my eTransactions (SMS or email)
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FQS part1
As stated earlier, this part involved three measuring items. Figure 5.7 below presents the results
of the first part:
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Figure 5.7: The results of FQS part1 measurement items (citizens)

In FQS1, the respondents were asked whether they feel that the current e-Government services
in Saudi Arabia are of high quality. Figure 5.7 shows that 45% of the respondents agreed that
the currently provided e-Services are of high quality while 28% disagreed. Around 25% of the
respondents were neutral in their answers or they did not know. The Likert score of this item
was 2.79, suggesting that the percentages of neutral and disagree answers were relatively high
and thus, they need to be investigated further. It is likely that the participants who did not agree
with the statement either have not used the e-Government systems in Saudi Arabia or they have
used them but they were not satisfied with them.
The results were investigated further using a cross-tabulation procedure and the results revealed
that 68% of the respondents who have not used e-Government services before did not agree
with the statement or were neutral. Therefore, this proportion of participants possibly thought
that they could not judge the current government e-Services to be of high quality. It is also
possible that they feel that such e-Services are not of high quality, even if they have not used
them due to previous face-to-face dealings with government agencies. Moreover, the
investigation also revealed that almost 71% of the female participants did not agree or were
neutral with the statement. This is possibly because their legal guardian (husband, father or
brother) complete many government transactions using e-Government systems on their behalf.
So it is likely that they could not judge the e-Services to be of high quality.
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For those who have used e-Government services in Saudi Arabia, their responses to this item
were investigated by considering their previous experience of using such electronic services.
Utilising the cross-tabulation procedure, approximately 64% of the respondents who responded
with a ‘neutral’ or ‘do not know’ answer to the FQS1 statement were not fully satisfied with
their previous experience of using e-Government systems. Furthermore, more than three
quarters of the respondents (80%) who disagreed with the FQS1 statement were also not fully
satisfied with their previous experience of using e-Government services. Overall, the results
investigation showed that unsatisfactory previous experience negatively influences the users’
perception about the quality of e-Government systems.
The correspondence between agencies and customers is one of the functional aspects related to
the quality of e-Government services. Thus, the respondents were asked in item FQS2 to
indicate their view regarding the statement “I think that the Saudi post mail services are fast and
reliable to deliver the required documents when using e-Government”. As shown in Figure 5.7,
around 30% of the respondents agreed (from “Strongly agree” to “Agree”), while 37%
disagreed (from “Strongly disagree” to “Disagree”) and 32% gave neutral responses. A Likert
score of 3.12 suggests that respondents are not convinced that the Saudi post mail services are
fast and reliable when using them to deliver the required documents. Generally, the Saudi postal
services have not been much used in Saudi Arabia until recently. Some postal services have
been recently introduced in association with some government organisations in order to use
them for document delivery. For example, some public universities, which are considered
government organisations, require applicants to send their original certificates and transcripts to
the admissions departments using the Saudi postal services. However, the Saudi postal services
are still limited and therefore, the majority of the respondents were uncertain about the speed
and reliability of the post mail services, as they may not have used them before.
In relation to item FQS3, (see Figure 5.7) three quarters of the respondents (75%) agreed that
paying for e-Government services and transactions with the SADAD payment system is
efficient and enough. Only 11% of them disagreed and 14% were neutral or did not know. A
Likert score of 2.03 was obtained, suggesting that the respondents generally thought that the
SADAD option is efficient and enough for them to use it for e-Government transactions’
payments. Although SADAD is a limited payment system for online payment, as it mediates
between the payer and the payee and it is not a direct payment system, the overall agreement on
its efficiency and sufficiency was relatively high. This is possibly because online payment has
only been introduced and implemented in Saudi Arabia in recent years and the majority of users
do not know about other options for online payment that exist in developed countries.
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The composite score of FQS part1 was 2.65 and this indicates an overall neutrality or
uncertainty as to the influence of the first part of the Functional Quality of Service/System. The
composite score is affected by the result of items FQS1 and FQS2 as the majority of the
participants did not agree about the high quality of the current e-Government services and they
also were uncertain about the reliability and speed of the Saudi postal services when using them
for e-Government transactions and services. Although the composite score of this part did not
sufficiently indicate the influence of FQS factor on the adoption and utilisation, the second part
may provide better evidence of the influence of this factor. Moreover, the statistical analysis of
this factor in Section 5.4 also provides a clearer indication of the influence of FQS factor. The
FQS data has been investigated to detect potential outliers using the standardized values (Z
score) and no outlier cases have been detected.
FQS part2
As mentioned earlier in this section, this part was measured with a 5-point Likert scale that
concerns with the degree of importance of providing several functional aspects related to the
quality of e-Services. Four functional aspects were selected for respondents to allocate a degree
of importance when using e-Government systems, and they represent the items used in this part.
The aspects proposed are associated with the quality of the online transactions and services
provided through e-Government systems. Figure 5.8 presents the results for FQS part2:
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Figure 5.8: The results of FQS part2 measurement items (citizens) (see appendix G for larger graph).

It is clear from Figure 5.8 that the degree of importance of the selected functional aspects was
very high for the majority of the respondents. The first bar chart on the left shows that three
quarters of the respondents (75%) believed that tracking the status of e-Transactions online is of
very high importance. It is likely that such feature would save customers a lot of time and effort
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that they usually spend when they visit government agencies to chase up their government
transactions. Around 16% of the participants reported it was of high importance and 6%
attributed medium importance to this feature. Only 7% of the respondents thought that this
feature was of low importance. Moreover, the second bar chart on the left shows that a large
majority of the respondents (84%) believed that viewing their government transactions was
highly important to them. With this functional feature, customers can have better control over
their government transactions; as it can help them avoid penalties that might be applied if the
required transaction is delayed. Around 12% of the participants thought that this functional
feature was of medium importance and only 2% reported it as of low and very low importance.
The second bar chart on the right shows that the ability to evaluate and rate the quality of the
provided e-Services is of high importance for the vast majority of the respondents (82%).
Although evaluating and giving feedback on services is a relatively new cultural phenomenon in
Saudi Arabia, especially in the public sector, the majority believed that evaluation and appraisal
of the quality of the provided e-Government services would help to improve such e-Services.
15% of respondents gave this a medium degree of importance, and just below 3% of the
respondents gave a low and very low degree importance to this functional feature. Furthermore,
the first bar chart on the right shows that communicating with the customers regarding the status
of their e-Transactions is highly important to the majority of the respondents (85%). Around
10% of them gave this a medium degree of importance and 4% only a low or very low degree of
importance. This result is probably because the users need to be updated about the status of their
online transactions, and it would give them peace of mind to receive updated information and
also any confirmation related to their government transactions. Reminders about the required
transactions and the expiry dates of some transactions/documents are also a form of this type of
communication.
A composite score of 1.52 was obtained for this part which indicates an overall agreement that
the proposed functional features have a very high degree of importance. It is very likely that
implementing these functional features would positively influence the adoption and usage level
of e-Government services. Providing these functional features reflects a high quality of eGovernment implementation and therefore, the adoption and utilisation will be high and
contribute to the overall success of e-Government. In terms of the detection of outliers, 4 cases
were detected and the composite score was recalculated after these outliers were omitted to
assess the impact of the detected outliers. The new composite score was 1.49 which was very
similar to the previous composite score. Therefore, the outlier cases will not be removed at this
stage, as they do not have significant impact on the overall result.
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Previous Experience (PE)
The influence of the Previous Experience factor in the sample of citizens was measured with
four Likert-type items with different scales that depended on the nature of the question.
Therefore, the median and inter-quartile range will be used in the descriptive analysis (Claso &
Dormody, 1994). The answer options for this factor’s items were narrowed to three, because the
researcher wanted to gain more accurate results for these kinds of question. Rating the previous
experience of using online services and determining their impact with many answer options
could distract the participants and possibly affect their answers, which would influence the
result for this factor. There was no neutral option in this factor’s items and this may be
considered to be a type of bias. However, as long as a participant has used online services, then
it is important to the study to gain more accurate answers about their rating of the e-Services
used; and also about how this use would affect future use. The participants skip these questions
if they have not used such e-Services. In other words, the answers to this factor’s questions were
dependent on other questions that participants were previously asked. Table 5.7 presents the
four items involved in measuring the influence of previous experience.
Table 5.7: The PE factor measured from the citizens' perspective
Constructs

Item code

Measure

Previous

PE1

How do you rate your experience of using EGOV in general?

Experience

PE2

How will previous experience of using EGOV affect your future use?

PE3

How do you rate your experience of using non-government online services in
general?

PE4

How will previous experience of performing non-government online services affect
your willingness to use EGOV?

The first two items (PE1 and PE2) measured the influence of Previous Experience of using eGovernment systems and services; whereas items PE3 and PE4 measured the influence of
Previous Experience of using non-government online services, such as online banking and
online shopping. Moreover, the responses to these items will contain missing data, as they are
dependent items. For example, item PE1 asked the respondents to rate their previous experience
of using e-Government systems and only the participants who has used the e-Government
systems would answer this item. So the items here are dependent on prior items.
In item PE1, the respondents were asked to rate their previous experience of using eGovernment systems and in item PE3, they were asked to rate their previous experience of
using non-government online services. Figure 5.9 below shows the results of the participants’
rating of these two kinds of online service:
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Figure 5.9: The results of items PE1 and PE3 (citizens)

Figure 5.9 shows that 41% of participants were very satisfied with their previous experience of
using e-Government, 54% were satisfied to some extent and only 4% were not satisfied at all.
The median value of this item is Md=2 and this means that the majority were not very satisfied
with their previous use of Saudi e-Government systems. The reasons for this dissatisfaction
were also collected. Figure 5.10 below shows several possible reasons that made participants
dissatisfied. More reasons were also reported by the participants and these will be presented and
discussed in the subsequent paragraphs.

Participants percentage

25.00%

21.70%

22.80%

20.00%

15.30%
11.50%

15.00%
10.00%
5.00%
0.00%
E-Services
requirements were
not clear

Did not get the
expected results

Difficulty of using eGovernment
services
Dissatisfaction reasons

Other reasons

Figure 5.10: Dissatisfaction reasons of the e-Government use (citizens’ sample)

Figure 5.10 shows that around 21% of the respondents who have used the Saudi e-Government
systems and were not fully satisfied with them reported that the requirements of the intended eServices were not clear. This issue exists even with the traditional ways of performing
government transactions; thus many citizens turn to the unauthorized service offices that usually
exist in front of most of the government agencies to ask them for recent updates about the
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documents required for their transactions. This issue is even worse if it persists in online
services, as customers would not be able to obtain helpful information about the requirements.
Moreover, 22% of the respondents who were not fully satisfied reported that they did not get the
results expected. This includes the inability to conduct transactions and obtain the required
outcome completely online. Several e-Services have been introduced in Saudi Arabia but
customers still need to visit the e-Service provider to complete most transactions. Furthermore,
this proportion of participants might have faced technical issues while using e-Government
services, so they were not able to perform their e-Transactions. Additionally, about 15% of the
dissatisfied respondents faced difficulties when using online services. These difficulties could
include the complexity of filling the e-Services applications, difficulty with finding the intended
e-Services on the provider’s website, slow Internet connection and slow server response; also
using incomprehensible terms and sentences make use more difficult for many users. Moreover,
some e-Services require uploading certain documents online, if the required file size was
unreasonable or limited, this also would cause difficulty for many users.
Other reasons for dissatisfaction were also reported by the participants. For example, a number
of them stated that a large number of these online services required visiting the intended
agencies to complete them. In other words, part of the provided e-Service is electronic where
customers can do it online and the other part is still paper-based where customers need to visit
the government agency in person to complete it. This would not achieve the main goal of
implementing e-Government systems which is the complete transformation of public services
and transactions. Some other respondents stated that most of the e-Government services are not
integrated. This means that there is no communication and coordination between different
government agencies in cases where the e-Service requires to be processed by more than one
agency. Several respondents also reported issues in the infrastructure of the Internet and eGovernment systems in Saudi Arabia. They stated that the infrastructure does not match up to
the expectations and aspirations of the target customers. Lack of awareness about the benefits
and potential that can be gained from the e-Government systems and services was also reported.
Some respondents complained about issues related to data privacy and data protection in
electronic services and transactions. Lack of help and support from e-Services providers was
also reported; and lack of efficient postal services that can boost the success of e-Government
implementation was another reported complaint.
All the previous stated constraints and challenges will definitely have a negative impact on the
adoption and utilisation of e-Government systems. The influence of most of them, if not all, has
been addressed in the current research, since one of the main objectives of this research is to
analyse their impact in order to promote the successful implementation of electronic
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government systems in Saudi Arabia. Most of the reported challenges and issues, which
influence users’ adoption and usage, were included in the research instrument items. This
supports the innovation of the research as it aims to identify the needs and aspirations of the
targeted users and strengthens the claim that the research instrument was designed for the actual
situation of e-Government in Saudi Arabia.
With regard to item PE3, the researcher looked at previous experience from a different angle;
which is the use of non-government online services, such as online banking and online
shopping. Therefore, the respondents were asked to rate their previous experience of using such
online services. Figure 5.9 shows that approximately 67% of the participants were very
satisfied, 31% stated that these services were satisfactory to some extent and just under 1% that
they was not satisfactory. The median value of this item is Md= 1 which indicates that the
majority was happy and satisfied with their previous use of online non-government services.
Items PE2 and PE4 concerned the impact of the previous online use of e-Government services
and non-government services respectively. The results of both items are presented in Figure
5.11 below:
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Figure 5.11.: The results of items PE2 and PE4 (citizens)

In item PE2, the respondents were asked how their previous experience of using e-Government
services would affect their future use. It is clear from Figure 5.11 that almost three quarters of
the participants (74%) stated that their previous experience would encourage them to use such
e-Services. This does not mean that those participants were fully satisfied with their previous
use, as shown in the result of item PE1. This group of encouraged respondents is very likely to
include both satisfied participants and also the participants who really need such e-Services
even if the latter do not fully meet their needs. The ability to conduct government transactions
and access services online is a strongly encouraging factor that may make most citizens use eGovernment services, even if these are limited and unsatisfactory. Moreover, the figure shows
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that 10% of the respondents are hesitant about using such government e-Services again. It also
shows that previous use would not affect the future use for 15% of the participants. Generally
though, the median value of this item (Md= 1) indicates that it is very likely that the previous
experiences of using e-Government would have an influence on future use.
In item PE4, the participants were asked whether their previous experience of using nongovernment online services would affect their future use of e-Government services. Figure 5.11
shows that such experience would encourage 65% of the respondents to use e-Government
services; thus it is likely that those participants gained what they needed from using the online
services, and this experience contributed to their positive perceptions about other online
services, like e-Government services. However, the previous use of non-government online
services made 32% of the respondents hesitant to use e-Government services; and it is likely
that those participants faced problems and difficulties while using the online services, and they
may feel that such negative effects would also exist with the other online services, including eGovernment services. Only 2% of the respondents stated that previous experiences of such
online services would have no effect on their future use of e-Government. The median value of
Md=1 indicates that the previous experience of using online services (other than e-Government
services) also has an influence on the future use of e-Government services.
Perceived Simplicity (PS)
PS is another factor that was measured with two groups of items to provide more accurate and
objective results. The first group (PS part1) used a 5-point Likert scale ranging from “Strongly
agree” to “Strongly disagree” and it comprised three items. The second part (PS part2) used a 5point importance scale ranging from “Very high importance” to “Very low importance” and it
also comprised three items. Table 5.8 shows the measuring items used in the PS factor and these
will be discussed in the following sections.
Table 5.8: The PS factor measured from the citizens' perspective
Constructs

Item code

Measure

Perceived

PS part1

Simplicity

PS1

I think the EGOV services are easy to use.

PS2

I think that using EGOV services requires a lot of concentration and effort.

PS3

I believe that EGOV will make performing the government transactions easier than
traditional ways.

PS part2

The importance degree of providing several aspects and features that are related to
the simplicity:

PS4

•

Detailed steps on how to perform e-Services.

PS5

•

Text/image examples of the requirements.

PS6

•

Explanation on how e-Transactions will be processed.
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PS part1
This part was concerned with the users’ perceptions about the simplicity of using e-Government
systems. It measured how they perceive their ease of use and how that would influence their
adoption and intention to use. Figure 5.12 below presents the results for PS part1:
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Figure 5.12: The results of PS part1 measurement items (citizens)

Figure 5.12 shows that the vast majority of the respondents (87%) perceived that e-Government
services are easy to use (item PS1); around 8% were neutral or did not know and only 4% of
them did not agree that such e-Services are easy to use. The total Likert score was 1.73
indicating a very good overall level of perceived simplicity.
Responses to item PS2 that stated “I think that using e-Government requires a lot of
concentration and effort” indicated that more than half of the respondents (51%) agreed
(“Strongly agree” and “Agree”) whilst 28% disagreed (“Disagree” and “Strongly disagree”)
with the above statement (see Figure 5.12). Moreover, 20% of the participants responded with a
“Neutral or do not know” answer. The majority believed that using the Saudi government eServices actually needs a lot of concentration and effort, probably because they do not want
their e-Transactions being rejected. However, the obtained Likert score for this item was 2.70,
which means neutrality or uncertainty for the overall result. The total score was influenced by
the relatively high percentage of “Neutral” and “Disagree” responses; which are there possibly
because there are not many advanced and sophisticated e-Services that require large amounts or
complex data. For example, accessing the traffic penalties e-Service, which is one of the most
common online services in Saudi, only requires a national ID number. This e-Service would
definitely not take more than a few seconds to complete, while if it required more information
such as date of birth, driving license and address, then it would require more concentration on
the part of the user.
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Figure 5.12 also presents the result of item PS3 which asked the respondents whether they
believe that e-Government systems would make performing government transactions easier than
traditional ways. The overwhelming majority of the participants (89%) agreed that they would,
only 7% were neutral and 2% disagreed. The Likert score for PS3 was 1.63 indicating a high
perceived simplicity for using e-Government services compared to the traditional ways.
The composite score of this part was 2.02 suggesting that Perceived Simplicity is likely to
influence the users’ adoption and utilisation. The result of this part is interpreted, based on the
proposed guide, as meaning that PS is an influential factor. The composite score was tested
against outlier cases and there were 3 detected cases. After omitting the outliers, the composite
score was recalculated and the result was 2.01, which is almost identical, therefore, the outliers
will be retained at this stage of analysis.
PS part2
The second part (PS part2) was concerned with exploring the importance of providing several
simplicity aspects. The importance of the proposed aspects will contribute to measuring the
influence of simplicity on intention to use. The simplicity aspects were proposed as information
that can make use easier and simpler. Figure 5.13 below shows the proposed aspects of
simplicity (3 items) alongside the results:
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Figure 5.13: The result of PS part2 measurement items (citizens) (see appendix G for larger graph).

Between 83% and 88% of the participants stated that the proposed actions to boost simplicity
were highly important to them (“Very high importance” and “High importance” respectively).
Approximately 10% of the respondents attributed medium importance to all proposed simplicity
strategies and between 1-2% gave them a low degree of importance (“Low importance” and
“Very low importance”). The composite score for this part (1.53) can be interpreted as
indicating that PS is a very influential factor. This means that providing information that makes
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the use of e-Government services easier and simpler would significantly and positively
influence the users’ adoption and intention to use. There were 2 outlier cases detected in this
part’s data and the recalculated composite score was 1.52, indicating no effect from the detected
outliers.
Technical Quality of Service (TQS)
TQS was also measured with two groups of items, each of which has a different measurement
scale. TQS part1 comprised 2 items, and a 5-point Likert scale was utilised in this part. The
second part (TQS part2) used a 5-point importance degree scale and it comprised 4 items. The
measured items are listed in Table 5.9 and the descriptive analysis will be presented in the
sections following the table.
Table 5.9: The TQS factor measured from the citizens' perspective
Constructs

Item code

Technical Quality

TQS part1

of Services\System

TQS1

Measure
The existence of technical errors while using EGOV would reduce my
willingness to use it for my transactions.

TQS2

Bad layout and unattractive interfaces of EGOV websites would reduce my
willingness to use its services.

TQS part2

The importance degree of providing several technical aspects that are related
to the quality of services:

TQS3

•

The expected time for e-Transactions processing

TQS4

•

The expected time you should take when performing eTransactions

TQS5

•

The last update time of the e-Services websites

TQS6

•

The time of the last performed e-Transactions

TQS part1
This part measured the citizens’ perception about the influence of two aspects that reflect the
technical quality of the provided e-Services, namely, the existence of technical errors while
using e-Government systems and the design of e-Government websites. Figure 5.14 below
presents the results for the items involved in this part:
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Figure 5.14: The results of TQS part1 measurement items (citizens)

In item TQS1, the respondents were asked whether the existence of technical errors while using
e-Government systems would reduce their willingness to use them for their transactions. The
technical errors here are meant as those on the e-Services providers’ websites and include links
not working, server errors and slow webpage response. Figure 5.14 shows that 63% of the
respondents agreed (from “Strongly agree” to “Agree”) whereas 20% disagreed (from
“Disagree” to “Strongly disagree”) that technical errors would make them less likely to use eServices. The Likert score was 2.38 suggesting that most agree about the negative influence of
technical issues and errors in the e-Government websites on the users’ intention to use.
Governmental e-Services websites must be free from such technical problems as they severely
affect performance as well as the users’ trust and willingness to use.
The layout and design of the government websites also play a vital role in the adoption and
utilisation of e-Government. Thus, in item TQS2, the respondents were asked to indicate the
influence of bad layout and unattractive interfaces on e-Government websites on their
willingness to use its services. It is clear from Figure 5.14 that more than half of the respondents
(58%) agreed that the bad layout and unattractive interfaces would reduce their intention to use
while 21% disagreed with that. The Likert score of this item was 2.47 suggesting a negative
influence of bad design in e-Government’s websites on the users’ intention to use the e-Services
provide through these websites. The results indicate that extra care should be taken when
designing e-Services websites and interfaces, as these are the mediators between the providers
and customers.
The composite score of TQS part1 was 2.43 and this suggests that the existence of technical
issues in the e-Government systems and the poor design of their websites would have a negative
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influence on users’ adoption and also would reduce their intention to use; thus technical quality
of service would have an influence on the adoption and utilisation level. This part’s data was
tested and investigated and there were no outlier cases detected.
TQS part2
In this part, the respondents were asked to determine the degree of importance for certain extra
informational services that reflect the technical quality of the e-Services provided; as it was felt
that these would possibly affect users’ perceptions about the quality of e-Services.
Implementing such extra services on the e-Government websites is a technical matter, and at the
same time providing them would let customers perceive the quality of the provided e-Services.
Figure 5.15 below presents the proposed information that reflects the technical quality of the
provided e-Services alongside the results:
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Figure 5.15: The results of TQS part2 measurement items (citizens) (see appendix G for larger graph).

It can be seen from Figure 5.15 that providing the expected time that an e-Transaction would
take to be processed was of high importance to the vast majority of the respondents (80%).
Around 13% of them gave it medium importance and only 5% gave it low importance.
Providing such information would contribute to enhancing customers’ perceptions about the
quality of e-Services, as they will see the processing time that their e-Transactions should take.
This also shows the transparency that should be present in e-Government systems, and would
also contribute to the perceived quality. The expected time can be calculated from the workload
and number of employees available and presented to the customer so they know when to expect
the transaction to be completed. Moreover, providing the expected time that a customer should
take for performing an e-Transaction was also highly important for three quarters of the
respondents (75%), of medium importance for 18% and low importance for only 6% of the
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participants. Such information would help customers to prepare and arrange their time
accordingly, especially with lengthy and complex e-Transactions that might take a long time.
Providing this information also reflects the quality of the e-Services, as customers’ time is being
considered and appreciated.
Figure 5.15 also shows that almost three quarters of the respondents (74%) attributed a high
degree of importance to the provision of the last update time for the e-Services’ websites. About
16% gave this medium importance and only 9% gave it low importance. Such information
reflects the quality of the provided e-Services as it shows that the e-Services and related
information are frequently updated and checked by the provider. It also helps to build up a
positive perception about the quality of the e-Services. However, providing the time of the last
performed e-Transaction was not as important for participants as the other information. It is
clear from the bar chart in Figure 5.15 that around half the participants (51%) gave this facility a
high degree of importance, 28% gave it medium importance and 20% gave it low importance.
This indicates that the respondents were not so keen to know the time of the most recently
performed e-Transaction as they were to know the other information.
The results revealed that the composite score was 1.96, suggesting that providing these
informational services was highly important to the respondents, and it is likely that their
provision would positively influence perception about the quality of e-Services, which in turn
positively influences their adoption and the intention to use. The data investigation process
revealed that there were no outlier cases detected in the data for this part.

Accessibility (ACC)
The Accessibility factor was measured with 5 items divided into two groups. The first group
(ACC part1) comprised two items which were measured using a 5-point Likert scale. The
second group (ACC part2) comprised three items which were measured with a 5-point
Importance scale. Measuring items involved in both groups are shown in Table 5.10 below:
Table 5.10: The ACC factor measured from the citizens' perspective
Constructs

Item code

Accessibility

ACC part1
ACC1

Measure
I think that the existence of authorized offices to help users with EGOV use and
correspondence is a good idea.

ACC2

The difficulty of reaching e-Services would reduce my willingness to use EGOV
(hidden and indirect links).
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ACC part2

The importance degree of providing several aspects and features that are related to
the accessibility:
•

ACC3

A full access to my data with a full control of its presence in EGOV
systems

ACC4

•

The existence of electronic machines in public areas to perform some eTransactions

ACC5

•

The existence of official mobile apps that enable me to interact with
EGOV

ACC part1
In this part, the respondents were asked their opinion about the provision of authorized and
official offices that can help individuals with their use of e-Government systems. Such
authorized offices provide services such as helping users with applying for their e-Transactions,
solving issues and problems they may face and sending and receiving the required documents. It
is likely that these authorized offices would facilitate access to e-Government services
especially for elderly people and people in rural areas that do not have government agencies.
Many unauthorized offices and mediators, who are usually found outside government agencies,
currently offer most of these services, which could be provided by authorized offices. Item
ACC1 was concerned with this aspect of accessibility. The second item (ACC2) asked
participants whether difficulty in reaching e-Services would reduce their willingness to use eGovernment services. Figure 5.16 below shows the results of this part:
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Figure 5.16: The results of ACC part1 measurement items (citizens)
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Figure 5.16 shows that the majority (80%) of the respondents agreed that the existence of
authorized offices to help users with e-Government use and correspondence is a good idea,
around 10% were neutral or did not know and just 8% disagreed. The Likert score of item
ACC1 is 1.80 and this suggests that the respondents were receptive to the provision of
authorized and official offices that would enhance the adoption and use of e-Government
systems for many people. In respect of item ACC2, Figure 5.16 shows that 83% of the
participants agreed (“Strongly agree” and “Agree”), giving a Likert score of 1.63. The results
show the more easily e-Services could be accessed, the higher the adoption and utilisation. The
results revealed that the composite score for this part of the Accessibility factor is 1.72 which
indicates that it is very likely that the accessibility factor has a significant positive influence on
adoption and utilisation level. In terms of outlier cases in this part, 2 cases were detected, but
the recalculated composite score (1.70) shows no significant impact of the detected outliers at
this stage of analysis.
ACC part2
Three accessibility features were proposed in the second part for measuring the influence of the
ACC factor; and the respondents were asked to allocate a degree of importance to them. Figure
5.17 below presents the results for these three items:
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Figure 5.17: The results of ACC part2 measurement items (citizens) (see appendix G for larger graph).

It can be seen from Figure 5.17 that providing mobile applications and electronic machines in
public areas were very important to most of the participants. Approximately 79% of the
respondents reported that the existence of electronic machines that enable them to perform eTransactions in various public places was of high importance. Such machines could be available
in shopping centres, airports and train stations that are currently under construction. They can
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also be provided inside government agency buildings, just like banks provide cash machines.
These machines can minimize the load on government employees, reduce the crowds in agency
buildings and enable customers to perform e-Services from different places thorough a different
method.
Providing official applications that can be downloaded onto Smart devices and mobiles was
highly important to 82% of the respondents. These applications should be implemented in a way
that enables customers to access e-Services not just tracking and viewing government services
they have made use of. Offering these different options to access to e-Government systems
would significantly increase their adoption and utilisation. Furthermore, having full access with
a full control over the stored data was highly important to almost three quarters of the
respondents (74%). The Likert scores for all the proposed accessibility features were 1.94, 1.73
and 1.62 respectively, and indicate that it is very likely that the accessibility factor would have a
strong impact on adoption and usage level. Moreover, the composite score of ACC part2 was
1.77, suggesting a very high importance for all the proposed accessibility features. It is clear
from the results that providing different options that meet customers’ demands for accessing eGovernment services is crucial. The data of this part was examined and there were two outliers
detected; the composite score after omitting the outliers was 1.75, indicating no significant
effect from the outliers’ values.

Perceived Trust (PT)
Perceived Trust is one of the Reliability factors proposed in the EGAUM. It was measured with
seven items concerned with perceived trust, perceived security and perceived privacy. All of
these three significant aspects were joined into one single variable (Perceived Trust PT). All the
items in this factor used a 5-point Likert scale ranging from “Strongly agree” to “Strongly
disagree”. Table 5.11 presents the measured items and Figure 5.18 presents the results:
Table 5.11: The PT factor measured from the citizens' perspective
Constructs

Item code

Measure

Perceived

PT1

I feel that the Internet is not safe to be used for dealing with government.

Trust

PT2

I feel that EGOV is a safe environment to perform government transactions.

PT3

I would hesitate to provide financial information through EGOV systems (e.g. bank
account information).

PT4

I would hesitate to provide personal information through EGOV systems (e.g. address
and income).

PT5

I feel that my data that is stored in EGOV systems can be used by other parties without
my permission.
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PT6

I feel that my data that is stored in EGOV systems can be misused.

PT7

I think that government agencies in Saudi Arabia can be trusted to provide trustworthy
EGOV services.
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Figure 5.18: The results of PT measurement items (citizens) (see appendix G for larger graph).

In item PT1, the participants were asked whether they felt that using the Internet was not a safe
way to conduct government transactions and access services. More than half of the respondents
(58%) believed that it is safe, 22% believed it is not safe, while around 19% of the respondents
were neutral. It is likely that the participants who did not believe in Internet safety when
conducting government transactions and accessing services either do not trust the Internet as a
mediator to interact with others, or they do not use it in a way that could show them that the
Internet can be a safe method for official transactions. The Likert score obtained in this item
was 3.52 indicating an overall agreement that the Internet is a secure and safe way to deal with
government.
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It is apparent from Figure 5.18 that the three quarters (76%) of the respondents agreed
(“Strongly agree” and “Agree”) with item PT2 that stated: “I feel that e-Government is a safe
environment to perform government transactions”, whereas only 6% disagreed (“Disagree” and
“Strongly disagree”) with the statement, giving a Likert score of 1.96. The results suggest that
the respondents’ perception of the security e-Government systems is high and this would
possibly have a positive influence on their adoption and utilisation.
With regard to providing financial information through electronic government systems, the
respondents were asked, in item PT3, whether they would hesitate to provide such information.
Figure 5.18 shows that more than half the participants (56%) would hesitate to provide financial
information such as bank account and credit card information through the online systems of the
government agencies; and a quarter of the respondents (25%) did not have problem with
disclosing financial information when using e-Government services. The obtained Likert score
for this item was 2.52 suggesting a general hesitation and fear of providing financial data to the
e-Government systems. It is likely that the respondents who agree with the statement do not
trust the Internet and online systems when it comes to providing financial information. The
results have been investigated further and it was found that three quarters (75%) of the
respondents who did not feel that the Internet was a safe way to deal with the government
would also hesitate to provide their financial data on e-Government systems. It is likely that this
is because of cultural reasons, where individuals do not trust that virtual and intangible
environments are a safe space to disclose financial information. Online transactions that involve
financial activities are still in their early stages in Saudi Arabia; thus, many Saudis may not
have performed online transactions that required financial information.
On the other hand, Figure 5.18 shows that the respondents were more tolerant of providing
personal information, as opposed to financial information, and personal information includes
address, income and marital status. Approximately 45% of the respondents disagreed with the
statement in item PT4: “I would hesitate to provide personal information through e-Government
systems” whereas 35% agreed with the statement, giving a Likert score of 3.14 which indicates
that the respondents were uncertain about providing personal information. It is likely that some
cultural aspects play an influence role in this uncertainty; for example, some individuals may
not want others to know about their income, address or marital status, especially if such
information can be accessed by employees. Although the results did not show an overwhelming
agreement with the statement, at least they showed a difference in hesitation level when it
comes to providing personal or financial data. The results of items PT3 and PT4 revealed that
the respondents were more reluctant to provide financial information than personal information.
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The respondents were also asked, in item PT5, whether they felt that their data stored in eGovernment systems would be used by other parties, such as commercial companies or other
government agencies, without their permission and knowledge. It is clear from Figure 5.18 that
70% of the respondents disagreed, while only 17% agreed with the statement. The Likert score
of this item was 3.99 suggesting that the respondents generally believed that their data would
not be shared with other parties without their knowledge and permission.
In item PT6, the participants were asked to indicate their views regarding the statement “I feel
that my data that is stored in e-Government systems can be misused”. Figure 5.18 shows that
36% of the participants agreed while 31% disagreed with the statement and 32% were neutral or
did not know. The total score was 2.92, and this indicates that the respondents were uncertain
about whether their data can be misused or not. This is possibly the case because there are no
clear and published privacy and security policies that make users feel that their data will not be
misused internally (by employees) or externally (by hackers and malicious Internet users).
The respondents largely agreed with item PT7 statement: “I think that the government agencies
in Saudi Arabia can be trusted to provide successful e-Government services”. Figure 5.18 shows
that a large majority (70%) of the respondents agreed while only 8% of them disagreed with the
statement. The Likert score of 2.11 indicates a high level of trust in the ability of Saudi
government agencies to implement and provide successful e-Services. This general optimism is
possibly because of the great efforts that have been spent recently on developing and
implementing e-Government services by a number of government agencies in Saudi Arabia.
The total composite score for the PT factor was 2.56 and this indicates that the Perceived Trust
factor is likely to influence the adoption and utilisation of e-Government systems and services.
There were no outlier cases detected in the PT data when the total scores of all the items were
tested with the standardized scores procedure (Z score).

Regulations and Policies (RP)
Three items were used to measure the influence of implementing specific regulations and
policies relating to e-Government use. The respondents were asked to determine the degree of
importance of three significant items; namely, information security policies, information
privacy policies and regulations/laws related to reserving users and agencies’ rights. Such items
can provide a good indication of the extent to which the implementation of regulations and
policies is important to citizen users of e-Government systems and how implementing such
regulations and policies would influence their adoption and use. The measuring items of the RP
factor are listed in Table 5.12, and Figure 5.19 shows the results:
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Table 5.12: The RP factor measured from the citizens' perspective
Constructs

Item code

Measure

Regulations

The importance degree of providing and implementing regulations and policies

& Policies

related to the use of EGOV:
RP1

•

Information security policies

RP2

•

Information privacy policies

RP3

•

Regulations and laws related to reserve users and agencies rights
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Figure 5.19: The results for RP measurement items (citizens) (see appendix G for larger graph).

It is clear from Figure 5.19 that implementing the proposed regulation and policies were highly
important to the majority of the respondents. The bar graph shows that providing information on
security policies for using e-Government services was of high importance to more than three
quarters (79%) of the participants. Furthermore, around 82% of the participants chose “Very
high importance” and “High importance” for providing policies that protected data privacy. The
vast majority (83%) of the respondents also allocated the same level of importance to providing
regulations and laws that protect their rights when using e-Government services and also protect
the rights of e-Services providers. Making such regulations, policies and rules available and
accessible to the customers is significant; and it means implementing them internally and
making them available for the providers only is not enough. Implementing clear and strict
regulations/policies for a national system that is used by all citizens and making them accessible
and visible can play a vital role in adoption and utilisation, since this would influence other
aspects including perceived trust and quality of service.
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It is also clear from Figure 5.19 that between 12% and 14% of the respondents gave “Medium
importance” to all the proposed RP items. Furthermore, very low percentages of the participants
gave them a low or very low importance level (6% and 4% respectively). The Likert scores for
all the RP items were 1.73, 1.64 and 1.61; and all these Likert scores can be interpreted as
indicating that all three items have a very high degree of importance. Moreover, the composite
score of the RP factor is 1.66, suggesting a very high possibility that implementing clear, strict
and published regulations and policies would positively influence the level of users’ adoption
and usage of e-Government online services. Five outlier cases were detected with the new
composite score calculated as 1.62, indicating the same interpreted result that RP is a ‘Very
influential’ factor.
Intention to Use e-Government (ITU)
ITU is a dependent variable that was proposed in the research model EGAUM and it was
measured with two items using a 5-point Likert scale ranging from “Strongly agree” to
“Strongly disagree”. Table 5.13 presents the items used to measure intention to use and Figure
5.20 shows the results of ITU:
Table 5.13: ITU measured from the citizens’ perspective
Constructs

Item code

Measure

Intention to

IT1

I intend to use EGOV services and systems for all my governmental transactions.

Use

IT2

I do not mind to learn how to use EGOV to obtain e-Services and perform eTransactions.

82.40%
13.70%
ITU1

2.40%
0.96%
Strongly agree

0.40%

Agree
Neutral or do not know
73.80%

Disagree

21.10%
ITU2

Strongly disagree

3.80%
0.40%
1%
0%

10%

20%

30%

40%
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60%

70%

80%

90%

Figure 5.20: The results of ITU measurement items (citizens)

It is apparent from Figure 5.20 that the overwhelming majority (96%) of the respondents agreed
with item ITU1 that stated: “I intend to use e-Government systems for all my government
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transactions”, whereas only 1% of them disagreed with the statement giving a Likert score of
1.23. This means that the majority of the participants had a very high intention and willingness
to use e-Government services in Saudi Arabia; which reflects the high demand for successful eGovernment systems and services. Furthermore, item ITU2 asked the participants to indicate
their willingness and intention to learn how to use e-Government services. It is clear from
Figure 5.20 that the majority (94%) of the respondents showed a high level of intention to do
this. The Likert score for this item is 1.33, suggesting a very high willingness to learn how to
use e-Government services and transactions. That composite score obtained for ITU was 1.28,
and this also means that the respondents had very high level of intention to learn about and use
online e-Services provided through e-Government systems. Three outlier cases were detected in
the data for this variable and the recalculated composite score (after omitting outliers’ values)
was 1.26 indicating the same overall result.
Perceived E-Readiness of e-Government (PER)
The PER was another dependent variable that was proposed in the research model EGAUM. It
was measured by two items using a 5-point Likert scale. The results for the PER items are
shown in Figure 5.21 below:
Table 5.14: PER measured from the citizens’ perspective
Constructs

Item code

Measure

Perceived E-

PER1

I think that the current Saudi ICT infrastructure is not sufficient/efficient to

Readiness of

implement successful EGOV.

e-Government

PER2

I feel that government agencies in Saudi Arabia are not able to implement
satisfactory EGOV that meets customers’ needs.

21.60%
32.20%
PER1

23.80%
13.90%
Strongly agree

8.40%

Agree
Neutral or do not know
20.00%

Disagree
34.60%

PER2

19.40%
18.90%
7.20%

0.00%

5.00%

10.00%

15.00%

20.00%

25.00%

30.00%

35.00%

40.00%

Figure 5.21: The results for PER measurement items (citizens)

Strongly disagree
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In item PER1, the respondents were asked for their view of the statement “I think the current
Saudi ICT infrastructure is not sufficient and efficient to implement successful e-Government
systems”. More than half of the respondents (53%) agreed, 23% of them were neutral and
around 22% of them disagreed with the statement. These results gave a Likert score of 2.55
which indicates a general agreement that the current Saudi ICT infrastructure is not at the
required or satisfactory level in terms of sufficiency and efficiency to implement successful eGovernment systems providing electronic services and transactions.
In respect of the item PER2 statement: “I feel that government agencies in Saudi Arabia are not
able to implement satisfactory e-Government systems that meet customers’ needs”, Figure 5.21
shows that more than half of the respondents (54%) agreed while almost a quarter of them
(26%) disagreed with the statement. The results gave a Likert score of 2.59 which indicates that
the majority of the participants had a relatively negative perception about the government
agencies’ ability to provide satisfactory e-Services.
The composite score obtained was 2.57 which indicated that the majority of the respondents had
a relatively negative perception about the e-Readiness of e-Government systems in Saudi
Arabia. Although the results of both items revealed a relatively low level of satisfaction with the
efficiency of the current ICT infrastructure and the ability of government agencies to provide
successful and satisfactory e-Government services, they also indicated that the participants’
perception about the Saudi e-Government readiness was not that negative. This may be because
several e-Services that are currently provided in Saudi are successful and efficient, but in
general they are not sufficient to make the perceived e-Readiness of e-Government high. The
outliers test showed that there were no cases detected.

5.4 Statistical analysis and hypotheses assessment from the citizens’ perspective
A detailed descriptive analysis has been presented and discussed for the data that has been
collected from Saudi citizens in the previous section. All the factors’ items were presented and
analysed separately to provide a complete and clear view of the citizens’ perceptions, beliefs
and use behaviours. The descriptive analysis also provided indications for the possible impact of
the proposed factors on the citizens’ level of adoption and utilisation of e-Government.
Moreover, the descriptive analysis validated the importance and influence of the proposed
factors in the EGAUM. In this section, the results from the descriptive analysis will be
summarized in order to determine the influence of each of the proposed factors. Furthermore,
the correlations between the independent variables (factors) and dependent variables (intention
to use and perceived e-Readiness) will also be explored and investigated. The findings will
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determine the acceptance or rejection of the research hypotheses (hypotheses fit). Additionally,
the responses from the participants who participated in the semi-structured interviews and
provided qualitative data will also be discussed in this section.
To explore the relationships between the research model constructs, the correlation coefficient
needs to be computed for each proposed relationship. The correlation procedures were discussed
in the Research Methodology Chapter (Chapter 4). These discussed procedures included
Pearson’s correlation coefficient and Spearman’s correlation coefficient. Each procedure has
number of assumptions that will be tested against possible violation and the appropriate
correlation test will be performed accordingly. In this study, Spearman’s correlation coefficient
was mainly utilised. Moreover, the normality test will be conducted for each variable to
determine the right correlation test procedure. The Shapiro-Wilk procedure will be the
normality test procedure for this study. Finally, all outlier cases were treated, utilising the
winsorization procedure (see Section 4.4.1 in Chapter 4).

5.4.1 Personal Factors (PF)
Based on the research model (EGAUM), this group of factors involved age, gender, education,
location and income. These personal factors were proposed to have a possible influence on the
users’ adoption and utilisation of e-Government systems and services. This study attempted to
explore the relationships between these factors and the intention to use to find the influence of
each factor. However, the influence of two of these factors, namely gender and location, were
not fully explored statistically. This is due to several reasons that were discussed in the
demographic data section of this chapter (Section 5.2). These reasons include the difficulty of
collecting data from females in person in Saudi Arabia, due to cultural and religious reasons.
Moreover, most of the government transactions can only be performed by males or in some
cases by a legal guardian who is also male. Thus, it was difficult to collect data in person from
female participants. Additionally, the data collection for this sample was conducted in different
geographical areas; namely, Riyadh, Jeddah and Alkhobar which are three major cities in Saudi
Arabia. Locations such as rural towns and villages were not part of the areas that the data was
collected from and this was due to the time limits for conducting this research. Therefore, the
influence of user location of these types of areas was not fully explored statistically.
Nevertheless, the influence of those two factors was investigated from the qualitative data that
was collected in this research i.e. from the interviews.
With regards to the age factor, no significant difference was found in terms of intention to use
among the citizens of different age bands. Table 5.15 shows that younger respondents tend to
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have more intention to use than elders. However, the differences were not statistically
significant. Thus, Hypothesis H1, from the citizens’ perspective, is not supported.
H1: Different age groups will have different levels of intention to use e-Government
systems/services.
Table 5.15: Intention to Use in citizens of different age groups
Age
groups
18 – 30
31 – 45
46 – 60
Over 60
Total

1.00
80 (69.5%)
157 (69.1%)
45 (65.2%)
3 (60%)
285

1.50
15 (13%)
42 (18.5%)
11 (15.9%)
0
68

ITU composite scores
2.00
2.50
3.00
13 (11.3%) 5 (4.3%) 1 (0.86%)
17 (7.4%)
5 (2.2%) 4 (1.7%)
9 (13%)
2 (2.8%) 2 (2.8%)
1 (20%)
0
1 (20%)
40
12
8

Total
3.50
1 (0.86%)
0
0
0
1

4.00
0
1 (0.44%)
0
0
1

5.00
0
1 (0.44%)
0
0
1

Although the results did not show significant statistical differences amongst participants of
different ages in terms of intention to use, most of interviewed participants (16 out of 18) stated
that age is an influential factor. The majority stated that using e-Government services and
transactions is difficult for elders due to several reasons which affect their adoption and
willingness to use. One of the reasons is the digital illiteracy as one of the interviewee said
“… it is difficult for them to use e-Services because they are not accustomed to using computers
and the Internet”. Another said “… there are some old people who do not know how to use
computers and the Internet and this prevents them from using these e-Services”. Some of the
interviewees stated that they usually conduct e-Services on behalf of the elderly in their
families, otherwise they go to the unauthorized service offices that can perform their e-Services.
One of the participants stated that “… there are still some old people who do not know how to
withdraw from cash machines so how about performing e-Services that require more
procedures, … I saw some of them standing in front of cash machines waiting for other people
to come to help them with cash withdrawal”.
Another reason is the trust in using the electronic services, as one said “old people usually
prefer to go in person because they prefer something tangible, they do not trust e-Services”.
Although hypothesis H1 was not supported statistically from the findings of the targeted
sample, the interviewees’ responses showed the influence of age factor which need to be
considered when implementing e-Government services. This research suggests that the
influence of age that exists in Saudi Arabia and was reported by the interviewees is not related
directly to age, but there are other, related factors that might have an influence on the adoption
and use of e-Government by old people such as level of education, willingness to learn new
things and cultural background.

115
227
69
5
416
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For the gender factor, the results also showed no significant differences between males and
females with regards to intention to use. Both genders have a high level of intention to use eGovernment services and transactions, and this is clear from Table 5.16 below. Thus,
Hypothesis H2, from the citizens’ perspective, is not supported.
H2: Different genders will have different levels of intention to use e-Government
systems/services.
Table 5.16: Intention to Use in citizens of different genders
Gender
Male
Female
Total

1.00
266 (68.5%)
19 (67.8%)
285

1.50
63 (16.2%)
5 (17.8%)
68

2.00
39 (10%)
1 (3.5%)
40

ITU composite scores
2.50
3.00
11 (2.8%) 0
1 (3.5%)
1 (3.5%)
12
1

Total
3.50
0
1 (3.5%)
1

4.00
1 (0.25%)
0
1

5.00
1 (0.25%)
0
1

The influence of the gender factor was also not supported by the interviewees, as the majority
stated that gender would have no effect on the intention to use. One of the interviewee stated
that it is more beneficial for females than males to use e-Government services and this is
because of transportation constraints for females in Saudi Arabia. However, some difficulties
that might affect the females’ intention to use were also reported. One of the participants said
“There might be some difficulties for females to use e-Government services as they do not have
experience of performing government transactions, so if the procedures and requirements are
not clear, this would reduce their use of such e-Services”. Another said “… men can go to the
government agency to perform or complete their transactions if they face difficulties with using
e-Services but this is difficult for women”. Thus, e-Services and e-Transactions need to be easy
to use and their requirements and procedures need to be clear to encourage all users to adopt and
use them.
In relation to the influence of education level, the results show variances in the intention to use
across citizens with different educations level and thus, hypothesis H3 is supported. Table 5.17
below shows that citizens with a higher level of education such as Bachelor and Master degrees
had a higher level of intention to use than citizens whose education level is secondary or less. It
is very likely that education level is related to the willingness to use new technology and to
learn how to use it. Moreover, the low intention to use by elderly citizens that was discussed
earlier in this section is possibly related to their education level. Elderly people in Saudi Arabia
usually do not have a high level of education and this reduces their willingness to learn how to
use e-Services and e-Transactions. Therefore, their intention to use is generally lower than
younger users who normally have a higher education level and a higher willingness to learn.
H3: Different levels of education will have different levels of intention to use eGovernment systems/services.

388
28
416
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Table 5.17: Intention to Use in citizens with different education levels
Education
level
Secondary
school or
less
Diploma
Bachelor
Master
PhD
Total

1.00
19 (57.5%)

1.50
6 (18.1%)

ITU composite scores
2.00
2.50
3.00
5 (15.1%)
2 (6%)
1 (3%)

3.50
0

4.00
0

5.00
0

33

40 (66.6%)
139 (69.1%)
71 (71.7%)
16 (69.5%)
285

10 (16.6%)
32 (15.9%)
16 (16.1%)
4 (17.3%)
68

5 (8.3%)
17 (8.4%)
10 (10.1%)
3 (13%)
40

1 (1.6%)
0
0
0
1

0
0
1 (1%)
0
1

1 (1.6%)
0
0
0
1

60
201
99
23
416

1 (1.6%)
9 (4.4%)
0
0
12

2 (3.3%)
4 (1.9%)
1 (1%)
0
8

Total

In terms of the interviewees’ responses, the majority agreed that education level influenced
intention use; some identifying it as a significant factor and others stating that it was influential
only to some extent. Generally, the supportive responses indicate there was a perception that the
higher the educational level, the higher the intention to use and vice versa. Some participants
insisted on the importance of digital literacy more than educational qualifications. One of the
participants said: “It (digital literacy) is an influential factor and more specifically the
knowledge of computer and Internet use, some people do not know how to use computers even if
they are educated”.

Another participant affirmed the importance of digital and computer

literacy, stating: “… the most important thing here is the knowledge level of using computers
and technology because there are some people especially the older learners and old people who
are educated and hold degrees but they do not know how to use computers and Internet that
much”.
The influence of the location factor, as stated earlier, is not explored statistically in this
research; therefore, there is no statistical evidence that can accept or reject hypothesis H4.
However, the influence of this factor was considered during the interviews with the participants.
The interviewees were divided into supportive, who were the majority, and unsupportive of the
influence of this factor. The supportive participants stated several aspects related to the impact
of this factor. One of them said“… people who live in rural areas would need to use e-Services
more as the government agencies are far from them”. Two other interviewees also suggested
this same high desire for e-Services by people who live in rural areas and villages. Although
this high demand in such locations might indicate a high level of willingness to use eGovernment services, there are some constraints that could prevent people who live in such
areas from using the e-Services or reduce their adoption level. Some of the supportive
participants stated that the low education level and digital illiteracy in such areas might reduce
the adoption and use. One of them said“… the influence of this factor is related to the education
level there because there are many people in these places who are not educated or at least they
do not know how to use computers”. Another constraint is the poor Internet connection in the
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rural areas and villages. One of the participants stated “… the Internet connection has not
reached some rural areas yet or they are very poor, so the residents of these areas would not be
able to use e-Services”. Therefore, the location factor involves several important aspects, such
as internet connection and digital illiteracy in rural areas and villages in Saudi Arabia.
With regards to the income factor, the results showed no significant differences between
citizens with different incomes. Table 5.18 shows the intention to use in citizens with different
monthly incomes. Although the citizens whose monthly income is more than 20000 SR had the
highest level of intention to use, the ITU composite scores of this category is not considered to
be statistically different compare to the other categories. Therefore, hypothesis H5 is not
supported.
H5: The user’s income is related to the intention to use e-Government
systems/services.
Table 5.18: Intention to Use in citizens with different incomes
Income
0–4999
5K–9999
10K–14999
15K–19999
≥ 20K
Total

1.00
24 (61.5%)
63 (68.4%)
91 (67.9%)
64 (67.3%)
43 (76.7%)
285

1.50
7 (17.9%)
13 (14.1%)
28 (20.8%)
14 (14.7%)
6 (10.7%)
68

ITU composite scores
2.00
2.50
3.00
6 (15.3%)
2 (5.1%)
0
10 (10.8%) 2 (2.1%)
2 (2.1%)
10 (7.4%)
3 (2.2%)
1 (0.7%)
8 (8.4%)
5 (5.2%)
4 (4.2%)
6 (10.7%)
0
1 (1.7%)
40
12
8

Total
3.50
0
1 (1%)
0
0
0
1

4.00
0
0
1 (0.7%)
0
0
1

5.00
0
1 (1%)
0
0
0
1

The majority of interviewees did not feel that an individual’s income is an influential factor in
terms of adopting and using e-Government services. Some of the participants stated that using
e-Government services and transactions would save some costs such as the transportation cost
and this would also benefit users financially. However, five interviewees believe that income is
an influential factor and its influence is related to the financial ability to buy a computer or gain
Internet access. One of them said when he was asked about the influence of this factor “Yes it
has an impact, some people are unable to buy computer or Smart device or even subscribe to
Internet services in order to access e-Services”. Although the results did not show a significant
impact for the income factor, it may need to be taken into account when looking at adoption
levels especially for low-income groups.
5.4.2 Motivational Factors (MF)
This construct involves five factors, namely, Perceived Benefits (PB), Socio-Cultural (SC),
Awareness (AW), Functional Quality of Service/System (FQS) and Previous Experience (PE).
The summary of the descriptive analysis of all of these factors with interpretations of the results
are shown in Table 5.19 below (except PE as this factor involves Likert-type items). The

39
92
134
95
56
416
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influence of motivational factors was investigated statistically and the results are discussed
below. Three factors were found to be the most significant in terms of influencing citizens’
adoption and utilisation of e-Government systems and services and these factors are PB, SC and
FQS.
Table 5.19: Summary of the descriptive analysis of MFs from the citizens’ perspective
Factor

N

No. of items

Mean

S.D.

Results interpretation

PB

416

7

1.26

0.47

Very influential

SC

416

7

1.8

0.59

Influential

AW p1

416

4

2.4

0.7

Influential

AW p2

416

6

2.1

0.88

Influential

FQS p1

416

3

2.65

0.79

Neutrality

FQS p2

416

4

1.52

0.68

Very influential

5.4.2.1 The Perceived Benefits factor (PB)
It has been found from the descriptive analysis of this sample that it is very likely that the
Perceived Benefits (PB) factor positively influences citizens’ adoption and utilisation of eGovernment systems. The composite score of PB was M=1.26 and this indicates a very positive
impact of PB on the intention to use (see Table 5.19). This supports the hypothesized
relationship (H6) between the Perceived Benefits factor and Intention to Use e-Government
systems and services.
H6: There is a positive relationship between perceived benefits and intention to use eGovernment systems/services.
The correlation between the two variables, namely, Perceived Benefits and Intention to Use,
was investigated to find the strength and direction of the relationship. Both variables’ scores
were not normally distributed as assessed by Shapiro-Wilk’s test (p<0.5). In this case, one of
the Pearson’s correlation coefficient assumptions (normality) was considered to be violated.
Thus, Spearman’s correlation procedure was utilized to assess this relationship. It was found
from the correlation test that there is a positive relationship between PB and ITU, rs = .378, with
high level of perceived benefits associated with a high level of intention to use e-Government.
This correlation was found to be statistically significant, p < .0005. Figure 5.22 below shows
the relationship trend line that represents the positive relationship between PB and ITU. The
figure also shows the monotonic relationship between PB and ITU which is considered one of
Spearman’s coefficient assumptions that need to be met.
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Figure 5.22: The relationship trend line between PB and ITU (citizens)

The graph above shows that as the score of the perceived benefits factor increases, the score for
intention to use increases too. The results prove that there is a positive relationship between
citizens’ perception about the benefits of using e-Government services and their intention to use
them. In other words, citizens’ intention to use e-Government systems is likely to increase if
they perceive the e-Services provided through e-Government systems to be useful. Therefore,
the hypothesis for this factor is supported.
This positive relationship between Perceived Benefits and Intention to Use is in accordance with
other studies in the literature. For example, Colesca & Dobrica (2008) conducted a study in
Romania to identify which factors could affect citizens’ adoption and use of e-Government
services. They found that a high level of citizens’ perception of usefulness, which is similar to
perceived benefits proposed in the current research, directly enhances their satisfaction and
implicitly the level of adoption and use of e-Government. Al-Hujran et al. (2011) also found
that the perceived usefulness was a significant indicator of citizens’ intention to use online
government services. Additionally, AlAwadi & Morris (2009) studied the factors that influence
the adoption of e-Government services in Kuwait, which is a close neighbour of Saudi Arabia
and has a similar tradition, culture and environment. They found that if the users perceive eGovernment services to be beneficial and useful, their intention to use such e-Service is likely to
increase. They suggested that to get users to adopt and use e-Government services, these eServices must be genuinely useful for them, and that e-Services should be implemented
efficiently and effectively to meet users’ needs. Citizens would perceive e-Government services
as beneficial and useful if they could obtain the information they needed and carry out
government transactions.
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Additionally, most of the interviewees had a positive perception about the benefits of using eGovernment; but the majority associated such benefits with successful implementation. They
believed that using e-Services would save time and effort as well as avoiding the usual traffic
jams around government agencies. Although there are not many complete electronic services
currently implemented in Saudi Arabia, they are still better than traditional ways in terms of
saving time and effort in general. One of the participants said “… they are better and very
useful but if they are implemented correctly, not just for booking appointments and simple
services”. Therefore, implementing completely electronic and beneficial e-Services and eTransactions would retain the citizens’ positive perception about e-Government and encourage
them to use its services.
5.4.2.2 The Socio-Cultural factor (SC)
From the descriptive analysis of this factor (SC), the composite score obtained was 1.8 which
indicates that the Socio-Cultural factor is likely having a positive influence on the citizens’
intention to use e-Government services. This clearly can be seen from the interpreted results in
Table 5.19. All the items’ scores showed a positive trend in how the social and cultural aspects
would affect the citizens’ adoption and intention to use. The findings from the descriptive
analysis support the hypothesized relationship between the Socio-Cultural factor and Intention
to Use. In order to provide further support to these findings, this relationship was assessed using
statistical tests. Thus, the correlation coefficient was computed between the two variables,
namely, SC and ITU. From the normality test, it was found that both variables were not
normally distributed as assessed by Shapiro-Wilk’s test, p<.05. Therefore, Spearman’s
correlation procedure was also utilised for this factor. It was found that there is a statistically
significant positive relationship between the Socio-Cultural factor and the Intention to Use eGovernment, rs = 0.380, n=416, p <.0005. This factor is one of the most significant factors that
correlate positively with citizens’ intention to use. In addition to the previous findings from the
descriptive analysis, the correlation test result also supports the hypothesized relationship (H7).
H7: There is a positive relationship between Socio-Cultural factor and intention to use eGovernment systems/services.
Figure 5.23 below shows the correlation trend line between the two variables. When comparing
the results between this sample and the other samples in this research, we can see the difference
in the impact degree of SC factor. For example, in the results from the business sector sample
which will be discussed later in Chapter 7, the correlation between SC and ITU was relatively
weak (rs = .098) compared to the correlation in the citizens’ sample. This indicates that the SC
factor had a greater influence on public users (citizens) than users from the business sector in
terms of intention to use e-Government systems.
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Figure 5.23: The relationship trend line between SC and ITU (citizens)

There is a debate in the literature about the influence of the social and cultural factor on the
intention to use. For example, Alshehri et al. (2012) found that the social factor does not have a
significant impact on the intention to use e-Government services. AlAwadi & Morris (2009)
also found that social influence was unimportant to many participants in their study. On the
other hand, Al-Hujran et al. (2011) found in their study that number of cultural dimensions had
a significant impact on the citizens’ intention to adopt and use e-Government, namely, power
distance and uncertainty avoidance. They utilised an integrated model that combined between
the Technology Acceptance model (TAM) and Hofstede’s national culture dimensions (AlHujran et al., 2011). Furthermore, Shareef et al. (2011) found that Perceived Image, which is
one of the Socio-Cultural aspects in the current research, positively correlates with the adoption
and usage of e-Government. The findings in the current research revealed that there is a positive
relationship between the social and cultural aspects and the Saudi citizens’ intention to adopt
and utilise e-Government systems.
In terms of the interviewees’ opinion, the majority supported the influence of this factor and
they mentioned some social and cultural aspects that have influence in Saudi society. Most of
them stated that people would be affected by the experience and opinions of others. One of them
said “Yes I believe that the social factors in particular have an influence because the people
here in Saudi influence each other”. Another stated that“… many individuals would be
influenced by the others’ activities and opinions, especially the relatives”. One of the
interviewees stated another aspect of this factor and he stated that“… there are some people
who are hesitant to use e-Services because it is still a new culture in Saudi Arabia especially if
they involve payments”. Moreover, one of the participants commented on the culture of
dependency and he stated“… there are advertisements in the newspapers that offer performing
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e-Services on behalf of people, why do they not do it themselves?” Such social and cultural
aspects need to be considered when implementing e-Government services.

5.4.2.3 The Awareness factor (AW)
As discussed in the descriptive analysis section in this chapter (Section 5.3), the Awareness
factor was measured with two groups of items. The Likert scores of both groups revealed that it
is likely that the AW factor influences the level of citizens’ adoption and use. Table 5.19
(Section 5.4.2) presents the interpretation of the results for the two groups of items involved in
the descriptive analysis of this factor.
The relationship between the Awareness factor and Intention to Use e-Government services was
assessed for further proof of the positive influence of this factor. Since the data for both
variables (AW and ITU) were not normally distributed as assessed by Shapiro-Wilk procedure,
p<.05, Spearman’s correlation coefficient was computed to explore the relationship. It was
found that there is a statistically significant positive association between Awareness and
Intention to Use, rs = 0.206, n=416, p>.0005. Although the correlation coefficient was small
according to Cohen’s guide that was discussed in Chapter 4 (Cohen, 1988), it shows a positive
relationship between the two variables. Thus, the hypothesized relationship (H8) is supported.
H8: There is a positive relationship between awareness and intention to use e-Government
systems/services.
This means that as citizens’ awareness about e-Government services, potentials and benefits
increases their intention to use also increases. The findings from the citizens’ sample are similar
to those from users from business sector sample in terms of the positive influence of the
Awareness factor, but they were different in the strength of influence (rs = 0.206 in the citizens’
sample and rs = 0.46 in users from the business sector sample). The Awareness factor plays an
important role in the diffusion of technology and interactive systems such as e-Government
systems. This positive influence of the Awareness factor was also supported in the literature.
For example, AlAwadi & Morris (2009) found that AW correlates positively with the
willingness to use e-Government systems in Kuwait; and Alshihi (2005) also found the same
positive relationship between the users’ awareness and their intention to use e-Government
services in Oman. Additionally, all the interviewees strongly supported the importance of the
awareness and advertising for adoption and use. However, some of them complained about the
deficiency and weakness of such awareness and advertising campaigns. One of them stated that
“… there are awareness campaigns but they are not enough, I have not seen any advertisement
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for many electronic services. The people knew about these electronic services from each other
or by visiting the government agencies who informed them about such services”. Another said:
“It (awareness) is very important and influential in my opinion, but unfortunately there is
shortage of these campaigns. These campaigns should be intensified to increase awareness and
also to increase the sense of safety when using the government e-Services”. This suggests that
more awareness, advertising and training campaigns should be provided to achieve higher
adoption and usage level.

5.4.2.4 The Functional Quality of Service/System Factor (FQS)
The Functional Quality of Service/System factor also comprised two groups of items. The Likert
scores of both groups were slightly different in terms of their interpretation. The first group
concerned citizens’ perception about the general quality of the current e-Services, the efficiency
of delivery and payment methods as functional aspects that reflect the quality of e-services.
Since e-Government services are still in their early stages in Saudi Arabia and a limited number
of e-Services are currently provided, participants were generally uncertain about the quality of
the e-Services as they may have not used such e-Services to a degree that lets them judge the
quality in general. Moreover, other functional aspects that were proposed in the measurement of
this factor were not widely and efficiently implemented. For example, postal services are not
widely used in Saudi Arabia and most citizens possibly have not used them; also, online
payment methods are limited in Saudi Arabia. Thus, the respondents were uncertain when they
were asked to determine their perceptions about the influence of some functional aspects related
to the quality of e-Services. This is the reason for why the result of the first part of the FQS
were interpreted as neutral, as the Likert score of this part was 2.65, indicating uncertainty in the
responses to this part. On the other hand, the results for FQS part2 interpreted it as a very
influential factor (see Table 5.19). This part is concerned with measuring the importance of
several functional features that could increase users’ adoption and use of e-Government
services.
To investigate the results further and to explore the relationship between Functional Quality of
Service/System and Intention to Use, the correlation between the two variables was assessed.
The FQS data was tested for normality to determine which correlation assessment was suitable
and found to be not normally distributed (the Shapiro-Wilk procedure showed p<.05); therefore,
Spearman’s correlation test was utilised. The correlation test revealed that there was a positive
relationship between FQS and ITU, rs = 0.312, n=416, p>.0005. This means that when the
functional quality of e-Services increases, the citizens’ intention to use them also increases. This
test showed that correlation coefficient was statistically significant. The results shown by the
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relationship trend line that can be seen in Figure 5.24 support the hypothesized relationship
(H9).
H9: There is a positive relationship between functional quality of service and intention to
use e-Government systems/services.

Figure 5.24: The relationship trend line between FQS and ITU (citizens)

The influence of FQS on the users’ adoption and utilisation is stronger in the citizens’ sample
than in the business users sample (rs = 0.312 and rs = .165 respectively). The positive
relationship between FQS and ITU that was found in this study is in accordance with a study
conducted in Pakistan which is also a developing country (Rehman et al., 2012). Enhancing the
quality of functional aspects of e-Services provided by governments, such as the delivery and
payment methods, is very likely to increase citizens’ adoption and use. One of the participants
who participated in the interviews stated that “… there will not be real and effective e-Services
without those supportive services” which include delivery and payment services. However,
most of the interviewees complained about the limitations in the delivery and payment services
which are from the functional aspects that reflect the quality of the e-Services. One of the
interviewees said “Mail services are not as effective as required and many people are
complaining about them. For me, I prefer not to use them for sending or receiving my
documents”. Another stated that “The Saudi mail is very weak, and if they give me the option to
choose from going myself to drop/take my documents or send them by mail, I would go myself”.
Another interviewee stated that the delivery and post services needed to be improved.
Furthermore, three of the participants stated that the payment for e-Services and e-Transactions
need to be at the same website as that of e-Service being used, and that separating them would
cause problems which would affect the quality. One of them said about his experience of using
e-Government services: “… I conducted an e-Transaction from the agency’s website and I paid
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for it on different website. The payment website gave me a reference number for my payment to
use in completing the steps of the e-Transaction. This way could cause problems or delays
because if I entered the wrong reference number, the agency would not know that I paid and I
would not be able to complete my transaction”. Another interviewee said“… it needs to be
improved. There is no direct payment when performing online transactions at the same website,
many e-Services require payment first through the SADAD system and then you can perform
your e-Transaction”.
Besides the significance of providing improved and effective delivery and payment services,
providing other functional features that reflect the quality of the provided e-Services would also
play a strong role in increasing the intention to use online government services. Such functional
features include the ability to track and view the completed e-Transactions, the ability to
evaluate and rate e-Services as well as providing alert messages about the status of the eTransactions conducted.

5.4.2.5 The Previous experience factor (PE)
The influence of previous experience on citizens’ intention to use e-Government was measured
with four Likert-items, as discussed in the descriptive analysis section in this chapter (Section
5.3). From the descriptive analysis results, it was clear that the respondents were more satisfied
with their previous experience of using non-Government online services than the government
ones. Moreover, it was clear that the previous use of both types of online services had an
influence on the respondents’ intended future use and it was mostly a positive influence. Thus,
the relationship between PE and ITU is assessed statistically in this section to determine the
strength and direction of influence.
Spearman’s correlation test was utilized since the normality test for both variables (PE and ITU)
showed that their data was not normally distributed, as assessed by Shapiro-Wilk’s value,
p<.05. The results revealed that there is a positive correlation between the previous experience
of using online services and intention to use, rs = 0.181, n=350, p>.0005. This means that the
more positive and satisfactory the previous experience is, the higher the citizens’ intention to
use e-Government. Although the correlation coefficient is considered small, the direction of the
relationship indicates a positive impact. The result thus supports the hypothesized relationship
(H10)
H10: There is a positive relationship between previous experience and intention to use eGovernment systems/services.
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The influence of the respondents’ satisfaction about their previous experience (including both
government and non-government online services) has also been investigated. It was found that
there is a statistically significant positive correlation between the users’ satisfaction about their
previous use of online services and their intention to use e-Government services, rs = 0.145,
n=350, p>.0005. This draws the attention to the importance of customers’ satisfaction needing
to be measured regularly when providing online services. This is especially important for
national e-Services that are provided to a large number of users. The users’ satisfaction when
using e-Government is not only linked positively to future use, it also positively influences their
trust in government agencies (Welch et al., 2004).

5.4.3 Technical Factors (TF)
This construct comprises three different factors, namely, Perceived Simplicity (PS), Technical
Quality of Service/System (TQS) and Accessibility (ACC). It was found from the statistical
analysis that PS was the most significant factor to influence citizens’ adoption and utilisation.
The following table (Table 5.20) summarizes the results from the descriptive analysis of this
construct and also shows their interpretation.
Table 5.20: Summary of the descriptive analysis of TFs from the citizens’ perspective
Factor

N

No. of item

Mean

S.D.

Results interpretation

PS p1

416

3

2.02

0.56

Influential

PS p2

416

3

1.53

0.68

Very influential

TQS p1

416

2

2.43

0.92

Influential

TQS p2

416

4

1.96

0.82

Influential

ACC p1

416

2

1.72

0.72

Very influential

ACC p2

416

3

1.77

0.77

Very influential

5.4.3.1 The Perceived Simplicity factor (PS)
The descriptive analysis of the Perceived Simplicity factor showed its importance for the
citizens’ adoption and utilisation. PS was measured with two groups of items and the interpreted
results of both groups were influential and very influential, respectively (as shown in Table
5.20). Statistically, the direct correlation between the Perceived Simplicity factor and Intention
to Use was examined. PS data was not normally distributed as assessed by Shapiro-Wilk,
p<.05; thus, the relationship was measured using Spearman’s correlation coefficient. It was
found that there is a positive relationship between PS and ITU, rs = 0.377, n=416, p>.0005. The
correlation was statistically significant and its linear trend is shown in Figure 5.25 below. The
results of both the descriptive analysis and statistical analysis support the hypothesized
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relationship between PS and ITU (H11a). This is considered to be a direct positive influence on
the respondents’ intention to use e-Government systems.
H11a: There is a positive relationship between perceived simplicity and intention to use eGovernment systems/services.

Figure 5.25: The linear relationship between PS and ITU (citizens)

The other hypothesized relationship, between Perceived Simplicity and Perceived E-Readiness
of e-Government systems, was also examined with Spearman’s correlation procedure to
determine the indirect relationship between PS and ITU through PER. It was found that there
was no positive relationship between PS and PER (reversed), rs = -0.133, n=416, p>.0005. This
means that the second hypothesis that is related to the positive relationship between PS and PER
(H11b) is not supported.
H11b: There is a positive relationship between perceived simplicity and perceived eReadiness of e-Government.
To sum up the influence of Perceived Simplicity on the citizens’ adoption and utilisation, PS is
positively associated with citizens’ intention to use e-Government. Thus, it is likely that
providing easy to use e-Services and implementing different features that make them simple to
use would increase citizens’ willingness to adopt and use e-Government services. On the other
hand, the simplicity of the provided e-Services is not associated with users’ perception about the
e-Readiness of e-Government. They possibly consider other factors when they judge the
readiness of the e-Government infrastructure and the ability of government agencies to provide
satisfactory online services. Marchewka et al. (2007) claimed that the ease of use of a system
can be a significant factor that determines the user’s acceptance of information technology.
Moreover, Rehman et al. (2012) also found that in Pakistan perceived ease of use influences the
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users’ intention to use e-Government systems. It is suggested in this research that the simplicity
of using e-Government services is fundamental in order to achieve a high adoption and
utilisation level. Different users in the society with different computer skills are targeted when
implementing e-Government services; thus, the providers should consider the importance of this
factor when implementing them.
Additionally, the significance of the simplicity factor was strongly supported by the
interviewees. Most of them stated that if e-Services and e-Transactions were complex and
difficult, people would not use them and they would visit the agencies in person or at least they
would seek help from the unauthorized service offices. One of them stated: “It (simplicity) is
very important and influential since people are using them (e-Services) to perform their
government transactions easily, whereas if they found them difficult, they would go to the
government office and therefore there would be no benefit to these e-Services”. Another said
“… it is one of the main reasons for the success of these e-Services because the goal of
implementing them is to facilitate performing transactions, so it is very important for them to be
easy and clear”. This factor should be considered from the beginning when implementing any
e-Service.
Some participants reported some issues that made their use of e-Services difficult. One of them
stated that“…lack of clarity of the procedures and steps in some e-Services is the issue I face”.
Another said “… the most prominent problems are the system failure and the lack of detailed
description for performing and completing the transaction”. Thus, providing detailed
explanations on how to perform e-Transactions and what the requirements are is just one aspect
that would facilitate the use. Most of the proposed factors have some aspects that could relate to
simplicity and considering them would make use easier.

5.4.3.2 The Technical Quality of Service/System (TQS)
TQS was another aspect of the quality of service, besides FQS, that was measured in this
research. It concerns the technical aspects that reflect the quality of e-Services and its influence
on users’ adoption and utilisation. The relationship between the TQS factor and the adoption
and use of e-Government can be interpreted from the descriptive analysis, as indicating that the
TQS is an influential factor (see Table 5.20 above). To assess this relationship statistically, the
correlation coefficient between TQS and ITU was produced utilising Spearman’s correlation
procedure. It was found that there was a positive correlation between the two variables and it
was statistically significant, rs = 0.145, n=416, p>.0005. This means the better the technical
quality of e-Services, the higher the citizens’ intention to use them. Although the overall results
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of both analysis processes (descriptive and statistical) did not show a highly significant
influence of TQS on ITU, they revealed that the relationship between both variables was
positive, which supports hypothesis (H12a).
H12a: There is a positive relationship between technical quality of service and intention to
use e-Government systems/services.
With regard to the proposed relationship between TQS and users’ perception about the eReadiness of e-Government systems in Saudi Arabia (H12b), the correlations level between the
two variables was also examined with Spearman’s correlations coefficient as both variables’
data was not normally distributed. There was no positive correlation between TQS and PER and
this means that the hypothesized relationship was not supported, rs = -0.251, n=416, p>.0005.
H12b: Thereis a positive relationship between technical quality of service and perceived eReadiness of e-Government.
We can summarize the influence of Technical Quality of Service factor on the citizens’ adoption
and utilisation as being that whenever the technical quality of the provided e-Services increases,
the citizens’ intention to use them would increase. Alshehri et al, (2012) found that the quality
of e-Government websites, which is one of TQS measured aspects in this research, significantly
influenced the acceptance and use of e-Government services in Saudi Arabia. However, the
influence of the TQS factor in this research was not found to be significant and strong in
general. On the other hand, TQS does not influence the citizens’ perception about the eReadiness of e-Government online services. In other words, the high technical quality of the
provided e-Services does not necessary increase the perceived readiness of e-Government
systems, and this was contrary to what was expected and proposed. This result is unlike that for
other users, such as users from business sector where TQS positively influence their perception
about readiness of e-Government (see 7.4.3.2 in Chapter 7).
Some interviewees mentioned several issues related to the technical quality of service/system
which need to be addressed and considered. The system failure, technical errors and slow
response of the website were the most dominant ones. One of the participants stated: “The most
important issue that I usually face is the technical faults in the website and this delays
completing the transactions”. Another said “… the system and website problems are mostly the
issues that I face”. Two of the interviewees also reported another technical issue which is the
attachment size that they need to upload for some e-Transactions. One of them commented on
this issue “… I need to minimize the files’ size every time and this is not good”. This is a
technical aspect that relates to the quality of the service and needs to be considered when
implementing e-Services.
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5.4.3.3 The Accessibility factor (ACC)
Two groups of items were developed to measure the influence of the Accessibility factor on
adoption and utilisation. They were investigated and analysed in detail in the descriptive
analysis (Section 5.3.) and the interpreted results are presented in Table 5.20. The first part
(ACC part1) revealed that the difficulty of accessing government services online would
significantly and negatively affect citizens’ intention to use e-Government systems. It also
revealed that providing authorised and official intermediaries to help citizens to access to eServices is very likely to increase the adoption and use, and the majority of participants
welcomed this method of access. Moreover, the second part (ACC part2) revealed that providing
different methods of access such as electronic machines in public areas and mobile applications
was very important for the majority of participants and this indicated a significant and positive
influence on the citizens’ intention to use e-Government. So the findings from the descriptive
analysis indicated that ACC is one of the most likely factors to influence the users’ adoption and
use.
In terms of statistical analysis, the direct relationship between ACC and ITU was assessed using
Spearman’s correlation procedure since neither variable’s data was normally distributed. It was
found that there is a positive relationship between them and the correlation coefficient was
statistically significant, rs = 0.244, n=416, p>.0005. This finding, besides the findings from the
descriptive analysis, supports the hypothesized direct relationship between Accessibility and
Intention to Use (H13a).
H13a: There is a positive relationship between accessibility and intention to use eGovernment systems/services.
On the other hand, there was no positive association between Accessibility and Perceived EReadiness as assessed by the Spearman’s correlation coefficient, rs = -0.142, n=416, p>.0005.
This indicates that the second hypothesized relationship of this factor was not supported in
citizens’ sample (H13b).
H13b: There is a positive relationship between accessibility and perceived e-Readiness of
e-Government.
Accessibility is considered as one of the main barriers and challenges in implementing eGovernment systems (Ngulube, 2007; Ebrahim & Irani, 2005). Although, from the statistical
analysis of this sample’s data, it was not shown to be one of the most significant factors, the
descriptive analysis revealed its high importance to the majority of respondents. Thus, the key
to success in an e-Government implementation is to provide adequate, reliable, easy and
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different access methods that support the users’ experience when usinge-Government services
and transactions. Moreover, the respondents who participated in the interviews also supported
the importance of accessibility and they commented on some aspects related to it. For example,
one of the interviewees stated that “The Internet is the most important element in accessibility,
it needs to be provided everywhere with high quality”. The lack of fast and reliable Internet
connection would make all the accessibility aspects and methods more difficult. Another
interviewee also suggested that“… providing public electronic machines that are similar to the
cash machines in public areas would facilitate the accessibility especially for those who do not
have an Internet connection”. The mobile application (or m-Government) was also suggested
by the majority of the interviewees. One of the interviewees said: “I hope to see an increase in
the applications on the Smart phones because it is the easiest way for citizens to access eServices; most of the people spend most of their time using their mobiles”. The importance of
those accessibility methods, namely, electronic machines and mobile applications were
measured statistically in this research and they were found to be of very high importance to the
participants.

5.4.4 Reliability Factors (RF)
This construct comprises two factors which are Perceived Trust (PT) and Regulations and
Policies (RP). The influence of both factors was discussed in the descriptive analysis in this
chapter (Section 5.3) and Table 5.21 below summarizes its results. Statistical evidence of their
influence and their relationships with the citizens’ intention to use will be discussed thereafter.
It was found from the statistical analysis that RP is the most significant factor.
Table 5.21: Summary of the descriptive analysis of RFs from the citizens’ perspective
Factor

N

No. of item

Mean

S.D.

Results interpretation

PT

416

7

2.56

0.66

Influential

RP

416

3

1.66

0.88

Very influential

5.4.4.1 The Perceived Trust factor (PT)
PT was measured with 7 items that provide a holistic view of the impact of perceived trust,
including different aspects such as security, privacy and trust. All these seven items were
investigated and analysed in the descriptive analysis section (Section 5.3). The results can be
interpreted to show that PT is an influential factor on citizens’ adoption and use (see Table
5.21).
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In order to investigate the relationship between PT and citizens’ intention to use, Spearman’s
correlation coefficient was utilized. This is because neither variable’s data (PT and ITU) was
normally distributed, as assessed by the Shapiro-Wilk’s test, p<.05. It was found that Perceived
Trust positively correlates with the Intention to Use, rs = 0.261, n=416, p>.0005. This means,
when the perceived trust about e-Government systems and services increases, the users’
intention to use them also increases. Although the correlation was not strong, it indicated the
positive impact of the citizens’ perceived trust on their intention to use government online
services, and this supports the hypothesized relationship for this factor (H14a).
H14a: There is a positive relationship between perceived trust and intention to use eGovernment systems/services.
The results also showed a positive impact of Perceived Trust on citizens’ Perceived Readiness
of e-Government. In other words, if the citizens’ perceived trust about e-Government increased,
their perception about the e-Government readiness including ICT efficiency and agencies’
ability was also likely to increase as was their intention to use e-Government. This relationship
(between PT and PER) was assessed using Spearman’s correlation procedure and the test
showed a statistically significant result at rs = 0.180, n=416, p>.0005. Therefore, the
hypothesized relationship between PT and PER (H14b) is also supported.
H14b: There is a positive relationship between perceived trust and perceived e-Readiness
of e-Government.
The results here are similar to those reported in the sample of users from the business sector in
terms of the positive influence of PT on users’ adoption and utilisation (see Chapter 7).
However, the association in the citizens’ sample was stronger and more significant. This is
possibly because citizens are more concerned about privacy and security when performing
electronic transactions than private sector employees (who represented 72% of the business
sample); which is a matter of who is the direct beneficiary. In other words, private sector
employees access e-Services and conduct e-Transactions as part of their job, whereas citizens
need to do this for their personal benefits. Thus, factors such as trust, security and privacy
would be more important for citizens than for private sector employees.
Although PT was not found to be a highly significant factor, the results showed its high
importance to the citizens and its positive relationship with their intention to use. The PT factor,
which includes perceived security and perceived privacy, is a crucial factor when it comes to
using virtual systems such as e-Government. Shareef et al. (2011) claimed that security and
privacy factors are potential contributors in developing trust when using e-Government systems.
Being able to place trust in a system is critical to consumers’ successful interaction with that
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system (Gefen et al., 2003). Warkentin et al. (2002) extensively discussed the impact of trust in
e-Government adoption and usage and they proposed that perceived trust would lead to an
intention to adopt e-Government. Several studies in the literature found that Perceived Trust is a
significant factor that influences the adoption and intention to use e-Government. For example,
Carter & Belanger (2005) conducted a study by surveying a broad diversity of citizens at a
community event in the US and they found that trust was a significant factor. They suggested
that higher levels of perceived trustworthiness are positively related to citizens’ intention to use
e-Government. Weerakkody et al. (2013) also claimed that trust plays a vital role in eGovernment adoption. It is essential that e-Government service providers consider the
importance of trust aspects when implementing such systems; also bearing in mind that it is
very likely that the PT factor can be influenced by other factors such as PB, AW, FQS, TQS and
RP.
5.4.4.2 The Regulations and Policies factor (RP)
With regards to the influence of implementing clear, applicable and visible Regulations and
Policies on the adoption and use, the descriptive analysis showed a very positive impact of this
factor. RP was measured with three items and their results can be interpreted as showing that RP
is likely to be a very influential factor, see Table 5.21. The vast majority of the respondents
assigned a very high importance to implementing different regulations, rules and policies that
can reserve their rights, protect their data, make them confident and also control their online
dealings with agencies.
Besides the importance and influence of the RP factor that was reported in the descriptive
analysis, this influence was also investigated statistically using correlation tests. Thus, the
relationship between RP and Intention to Use (ITU) was assessed utilising Spearman’s
correlation coefficient since neither variable’s data was normally distributed. It was found that
there is a statistically significant correlation between RP and ITU and this was positive
correlation, rs = 0.308, n=416, p>.0005. This supports the hypothesized relationship between
the RP factor and ITU (H15a). Figure 5.26 below shows the trend line for this positive
relationship.
H15a: There is a positive relationship between properly implementing regulations &
policies and intention to use e-Government systems/services.
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Figure 5.26: The relationship trend line between RP and ITU (citizens)

The findings from both analysis procedures (descriptive and statistical) revealed that
implementing regulations, rules and policies properly is very important to citizens. The findings
also showed it likely that the RP factor would increase the adoption and use of e-Government.
Proper implementation involves making all regulations and policies clear, strict, applicable to
all parties (users, employees and agencies), accessible, comprehensive and visible. The
regulations and policies involved in online dealings are usually long and complicated; thus,
providing them in a concise and understandable way would increase the probability of users
reading them and thus, increase their trust, confidence and intention to use. This is especially
important when providing online service to the public where there are different levels of
education, different attitudes, different perceptions and different online use behaviour.
Although the findings showed a positive association between RP and Intention to Use, it did not
show a positive association between RP and Perceived E-Readiness of e-Government systems.
The correlation test found no positive relationship between these variables (RP and PER), rs = 0.034, n=416, p>.05. This means that the implementation of regulations and policies for using
e-Government services and transactions does not necessarily improve and increase citizens’
perception about the readiness of e-Government systems. This result does not support the
hypothesized relationship between RP and PER (H15b).
H15b: There is a positive relationship between properly implementing regulations &
policies and Perceived e-Readiness of e-Government systems.
So we can conclude that the RP factor plays a vital role in citizens’ intention to use online
government services and transactions. Implementing rules, policies, terms and conditions of
using e-Government systems is not sufficient, they also need to be presented in a way that
encourages users to read and understand them; this would increase their confidence and in turn
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their adoption and use. These strategies would also help to control online dealings, especially in
national online systems, and minimize any possible misuse.
Most of the interviewees also supported the importance of this factor and its positive impact on
citizens’ adoption and use. One of them said “Of course it is important and it would be
influential, it is in favour of users and would preserve their rights”. However, some associated
the influence of this factor with certain issues. For example, one of the participants stated: “…
the presence of such regulations and policies must be beneficiary, not just extra procedures”.
Another said: “The importance depends on what the regulations and policies are, if they are in
the interest of the users, then for sure they would be positively influential”. Moreover, the
participants also commented on the length of such regulations and policies. One of them
said“… they need to be concise and clear because if they are long, similar to those on some
other websites, I do not think that somebody would read them, people would agree on them if
required and without reading them”. Another participant stated that “…I will read them if they
are clear to the ordinary user and they do not include vague and complex phrases”. Therefore,
such regulations and policies need to be concise, clear and appropriate for all parties.

5.4.5

Perceived E-Readiness (PER) and Intention to Use (ITU)

In the proposed research model (EGAUM), there is a hypothesized positive relationship
between PER and ITU. Both variables were proposed as dependent variables. The correlations
between PER and other proposed factors such as PS, TQS, ACC, PT and RP were examined and
only one positive relationship was found, which was between PT and PER. In this research, a
positive relationship was also proposed between PER and ITU. This relationship has been
assessed statistically utilising Spearman’s correlation procedure. It was found from the
correlation test that there was a positive relationship between the two variables, rs=0.025,
n=416, p>.05. Therefore, the hypothesized relationship (H16) was supported, although it was
weak.
H16: There is a positive relationship between perceived e-Readiness of e-Government and
intention to use e-Government systems/services.
The weak correlation between Perceived E-Readiness and Intention to Use was possibly
because of the respondents’ negative perception about the efficiency of the ICT infrastructure in
Saudi Arabia and the ability of government agencies to implement satisfactory e-Government.
This negative view can be improved by several factors, and the results of this study showed that
one of them was Perceived Trust.
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5.5. Conclusion
Table 5.22 summarizes all the hypothesized relationships between the EGAUM’s constructs. It
is clear that five factors were found to be the most significant in having positive and direct
relationships with the citizens’ intention to use e-Government systems and services. These
factors are: Perceived Benefits (PB), Socio-Cultural (SC), Functional Quality of Service/System
(FQS), Perceived Simplicity (PS) and Regulations & Policies (RP) (See Table 5.6.)
Table 5.22: Summary of the results of the hypothesized relationships in the citizens' sample.
Hypothesized

Direction of

Hypothesis test

Relationship strength

relationship

relationship

PB à ITU

Positive

Supported

Moderate (rs = 0.378**) sig

SC à ITU

Positive

Supported

Moderate (rs = 0.380**) sig

AW à ITU

Positive

Supported

Weak (rs = 0.206**) sig

FQS à ITU

Positive

Supported

Moderate (rs = 0.312**) sig

PE à ITU

Positive

Supported

Weak (rs = 0.181**) sig

PSà ITU

Positive

Supported

Moderate (rs = 0.377**) sig

PSà PER

Negative

Not supported

Weak (rs = -0.133**) sig

TQS à ITU

Positive

Supported

Weak (rs = 0.145**) sig

TQS à PER

Negative

Not supported

Weak (rs = -0.251**) sig

ACC à ITU

Positive

Supported

Weak (rs = 0.244**) sig

ACC à PER

Negative

Not supported

Weak (rs = -0.142**) sig

PT à ITU

Positive

Supported

Weak (rs = 0.261**) sig

PT à PER

Positive

Supported

Weak (rs = 0.180**) sig

RP à ITU

Positive

Supported

Moderate (rs = 0.308**) sig

RP à PER

Negative

Not supported

Weak (rs = -0.034)

PER à ITU

Positive

Supported

Weak (rs = 0.025)

*. Correlation is significant at the 0.05 level.

**. Correlation is significant at the 0.01 level.

It is suggested in this research that these five factors need to be considered carefully and
sensitively to implement and provide successful e-Government systems and services based on
citizens’ perceptions and needs. This would lead to a higher and more satisfactory adoption and
use level. This does not mean that the other proposed factors are not influential and important,
but this research suggests that these five factors should have the highest priority.
Recommendations on how to employ and benefit from the results of this study will be
developed and presented in Chapter 8.
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Chapter Six: Data analysis and discussion from the public employees’ perspective
6.1 Introduction
This chapter presents and discusses the findings from the government employees’ perspective.
One of the main objectives of this research is to analyse and understand the factors that
influence the adoption and utilisation of different e-Government users including the public
employees at operational level who are involved in delivering government services and
processing government transactions that are provided to customers. Analysing and
understanding the employees’ adoption and use would significantly contribute to the success of
e-Government. This is due to the fact that the employees are involved in all e-Government
domains including G2G, G2B, G2C and G2E: i.e. they are involved in delivering e-Services and
processing e-Transactions to both citizens and businesses (G2C and G2B); and in the
coordination and cooperation between different government departments to provide effective
services to customers (G2G). Furthermore, they are the main target of implementing G2E where
it provides them with several opportunities and benefits such as e-Training and e-Services that
are related to their jobs. The total number of employees who participated in this research was
322 and there were 311 valid responses after data screening and preparation. According to the
recent report that was published by the Ministry of Civil Service (2015), the number of public
employees is around 392 thousand, including employees at operational level who were targeted
for this sample. Based on the discussion about sampling in this research (see Chapter 4), the
sample of government employees involved in this research is sufficient and representative.
Furthermore, 8 government employees participated in the short semi-structure interviews that
were conducted during the data collection process. The demographic data for this sample will be
presented and discussed in the next section (Section 6.2). The findings from the descriptive
analysis will be presented and discussed in Section 6.3. Section 6.4 will provide the results of
the statistical analysis and the assessment of hypotheses alongside results from the semistructured interviews. This chapter will conclude with section 6.5 that summarises the results
and determines the most significant factors from the public employees’ perspective.

6.2 Demographic data
The analysed data was collected by a specially designed survey entitled “Analysing key factors
that influence the adoption and utilisation of government employees when using e-Government
systems”. The respondents were asked several questions to collect demographic data about
them; such as gender, age, education level and proficiency of using computers. Moreover, they
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were asked to respond to questions about their use of e-Government systems when processing
customers’ transactions and their opinions about such electronic systems. Table 6.1 below
presents a summary of the demographic data for the government employees’ sample.
For this sample, the data was collected from male participants only, for several reasons that
were discussed in Chapter 4 and 5. Meeting female participants to collect data in person is
difficult in Saudi Arabia due to religious and cultural reasons; moreover, female employees in
government agencies work in separate offices and men cannot access these offices which are for
female customers only. Thus, it is hard, if not impossible, for a male researcher to contact
female employees to collect data from them in person; therefore, data for this sample was
collected from male respondents, partly because of the aforementioned reasons and also because
male employees dominate most of the government jobs concerned with processing transactions
and services. According to the latest report about the Saudi labour force, around 16% of Saudi
labour, including both private and public employees, are female while the rest (84%) are male
(General Authority for Statistics, 2016b: p.15). Moreover, an article published by Al Arabiya, a
well-known news agency in the Middle East, females actually only constitute 13% of the Saudi
workforce (Al Arabiya, 2015). These statistics support the representation of the employees’
sample in terms of male domination.
Table 6.1: Demographic data for the employees’ sample
Percentage (%)
Participants’ age in years

Participants’ education level

Nature of job

18 – 30

25.4

31 – 45

53

46 – 60

21.5

Secondary school or less

10.2

Diploma

16.4

Bachelor

56.9

Master

15.7

PhD

0.6

Management

27.9

Data entering

13.8

Customer service

27.9

Import and export

1.2

Finance and accounting

12.8

Other

16
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Participants’ monthly salary in SAR

(1 GBP ≈

5000 – 10000

33.7

10001 – 15000

39.5

15001 – 20000

15.4

20001 – 250000

7

More than 25000

4.1

Low

0.32

Average

9

Good

44.3

Excellent

46.3

Every day

89

Several days a week

9.3

Several days a month

1.2

Several days a year

0.32

Yes

86.5

No

13.5

Yes

94.2

No

5.8

Involvement in making decisions on customers’

Yes

64.9

transactions

No

35

4.7 SAR)

Proficiency in using computers

Internet use rate

The use of e-Government systems in work

The use of non-government online services

Participants’ age groups
In the first part of the survey, the participants were asked to provide some personal data such as
their age group. Table 6.1 shows that around half of the participating employees (53%) were
aged 31-45, a quarter of them (25%) were aged 18-30 and almost 21% of them were aged 4660. In government agencies in Saudi Arabia, normally the employees who directly deal with and
process customers’ transactions are younger than 50. This is due to their abilities and
proficiency in using computers and technologies for providing services and processing
customers’ transactions. This is clearly reflected in this sample, which suggests that it is
representative in terms of age as the spread of ages matches those of Saudi public sector
employees generally (General Authority for Statistics, 2016b: p.16).
Participants’ education level
It is clear from Table 6.1 that the education level for the majority of the employees is a
Bachelor’s degree, i.e. 56% of the total participants. Around 16% of them hold a diploma, a
similar proportion of them (15%) hold a Master’s degree, and just over 10% have completed
their public education (secondary school) or completed less schooling than that. A very low
percentage (less than 1%) hold a PhD as jobs that involve providing services and processing
transactions do not require such a high level of education. The overall education level of all
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participants was as expected and reasonable for government employees who deal with eGovernment systems in their jobs tasks and this also demonstrates that this sample is
representative in terms of education level (General Authority for Statistics, 2016b: p.16).
Nature of employees’ jobs
Information about the employee’s job type was also collected to provide more accurate results
when analysing the collected data. There were no personal questions that interfered with the
employees’ privacy, but rather a general question that determined the nature of their jobs. It is
clear from Table 6.1 that the participating employees had different and varied jobs; which is
another factor that suggests that the sample is representative of this group. The table shows that
approximately 27% of the employees were in management and the same percentage were in
customer service; 13% of the employees were in data entering and 12% in finance and
accounting. The nature of the jobs held by the rest of the participants (16%) included customer
relations, investigation and Information Technology (IT) services.
Monthly salary
The survey also collected data about the monthly salary that the employees earn from the
government agency that they work for. This information has been collected because monthly
salary is likely to influence the employees’ intention to use electronic systems in their daily
tasks related to customers’ transactions. For example, there are some bonuses in the public
sector that could influence employees’ intention to use, such as the computer bonus which is
granted to employees who specialize in IT/computer science or employees who mainly use
computers in their work. Employees who interacted with customers face-to-face used to be
granted a bonus in the past; and in the last couple of years there has been a debate about whether
to re-grant it. It is likely that these bonuses could influence the employees’ intention to use eGovernment systems as their salaries would be affected when their jobs include/does not
include using e-Government systems. It is also possible that the employees with low salaries
could be affected as they might feel that such using computers needs more concentration than
using papers and deserves an increase in salary. Table 6.1 shows that the monthly salary of
around 39% of the participants is between 10,001-15,000 Saudi Riyals (SAR) while 33% of
them receive between 5,000-10,000 SAR per month; 15% earn between 15,001-20,000 SAR,
around 7% receive between 20,001-25,000 SAR and only 4% earn more than 25000 SAR as a
monthly salary. The two salary categories, which are 5,000-10,000 and 10,001-15,000, are
considered the actual average pay scale for government employees in Saudi Arabia, specifically
for the kinds of job that involve processing government transactions (Ajel, 2016; and Alzamel,
2010).
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Proficiency in using computers
Data about the employees’ proficiency in using computers was collected as this information is
crucial to this study because it is concerned with analysing the acceptance and use of electronic
systems that relies on using computers. Table 6.1 clearly shows that the vast majority of the
participating employees consider they have a high proficiency in using computers; and about
46% of the participants reported that their proficiency is excellent, 44% of them reported that
their level is good, 9% of them thought it was average, and a very low percentage of them
(under 1%) reported that their proficiency is low. From an analysis of these results, the
participants who had some computer illiteracy were either seniors or had a lower education
level than the other participants. Thus overall, high capability and proficiency in using
computers is proportionate and consistent with education level.
Internet use rate
Some of the most important information collected from these participants was about their rate of
Internet use in their daily lives; due to the possible impact of this on their adoption and
willingness to use e-Government systems. Table 6.1 clearly presents an overall high rate of
using the Internet, as it shows that 89% of the employees were daily Internet users. The results
also show that about 9% used the Internet several days a week whereas very low percentages of
the respondents reported that they used the Internet less frequently. It was found that employees
who use the Internet less frequently were also either seniors or had a low level of education.
The use of e-Government systems
The employees were asked whether their jobs involve using e-Government systems for
processing transactions. The overwhelming majority of the participating employees (86%)
reported that they use electronic government systems to process customers’ transactions, (see
Table 6.1). Approximately 13% of them reported that their jobs do not involve the use of such
electronic systems; probably because their departments have not transferred to electronic
systems or their jobs do not involve the use of such systems. Exploring and understanding the
factors that influence employees’ adoption and intention to use, in terms of whether or not they
are currently using e-Government systems will significantly help to enhance and improve the
current and the planned electronic systems in government agencies as well as helping to achieve
better and satisfactory adoption and utilisation.
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The use of non-government online services
Information about the use of daily online services including online banking and online
purchases was also collected. Such use was proposed to have impact on the employees’
adoption and use of the electronic systems in processing transactions as part of their jobs. As
shown in Table 6.1, the majority (94%) of the respondents have used non-government online
services, whereas only 5% have not. This indicates that most of the respondents are accustomed
to using online services in their daily life; and this is part of their frequent use of the Internet.
Employees’ job responsibilities
Besides knowing whether the employees’ jobs involved the use of e-Government systems or
not, the survey also collected information about their responsibilities in terms of making
decisions about customers’ transactions. This aspect also could have an impact on their adoption
and use of the electronic systems in their work, as the implementation of e-Government could
grant employees more authority or reduce their responsibilities. It is clear from Table 6.1 that
more than 64% of the employees have the authority to decide about customers’ transactions
whereas 35% do not have such authority. It is important to explore and understand how
government employees’ perceptions about the impact of e-Government on their authority and
responsibilities may influence their acceptance and use of it.

6.3 Descriptive analysis of the proposed factors from the public employees’ perspective
Each proposed construct is investigated and analysed in detail in this section. Several items
were involved in measuring the influence of each factor using a 5-point Likert scale. These
items will be presented in each section of the factor analysis; and the composite score for each
factor will be used to interpret the results. Detailed information about the response frequencies,
mean, median, standard deviation and Inter-Quartile Range values are presented in Appendix B.
Perceived Benefits (PB)
The influence of the Perceived Benefits (PB) factor was measured with five items in this
sample. The measurement of the influence of the PB factor in this sample was not only
concerned with the benefits that employees would individually gain from utilising eGovernment, but also considers the impact of perceived benefits for their government agencies.
It is suggested that implementing e-Government systems would benefit government employees
in terms of enhancing their productivity and speeding up the completion of their tasks. It was
also proposed that e-Government would benefit the government agencies and organisations in
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terms of increasing their employees’ commitment to work and self-monitoring. Therefore, the
impact of perceiving benefits that e-Government could provide for both the government
agencies and government employees are considered in this analysis. Table 6.2 presents the items
involved in measuring the influence of PB and Figure 6.1 shows the results for these items:
Table 6.2: The PB factor measured from the employees' perspective
Construct

Item code

Measure

Perceived

PB1

Using EGOV systems would enable me to process customers’ transactions quicker than

Benefits

paper based ways.
PB2

I think using EGOV systems in my job would enhance my productivity.

PB3

I believe that using EGOV systems would increase employees’ commitment to work.

PB4

I believe that using EGOV systems would increase employee’s self-monitoring.

PB5

Electronic dealing between government agencies would speed up the processing of
customers’ transactions.

PB1

PB2

PB3

PB4

PB5

1.29%
0.96%
0.00%

4.18%
0.32%

33.44%

12.22%

10.00%

Strongly agree

49.84%

Agree
Neutral or do not know
Disagree
Strongly disagree

53.70%

36.98%

8.36%

0.32%
0.32%
0.32%

0.00%

64.63%

30.87%

3.86%
0.64%
0.00%

0.64%
0.32%

79.74%

18.00%

81.03%

18.01%

20.00%

30.00%

40.00%

50.00%

60.00%

70.00%

80.00%

90.00%

Figure 6.1: The results of PB measurement items (government employees)

In item PB1, the employees were asked to determine whether using e-Government systems
would enable them to process customers’ transactions more quickly than if using the traditional
paper-based ways. The vast majority (97%) of them agreed with the statement, whereas less
than 1% of them disagreed. The Likert score of 1.23 indicates a very high agreement about this
perceived benefit and also reflects the importance of achieving this benefit. Although
implementing electronic methods in the agencies’ processes could significantly speed up the
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completion of transactions, they could also slow down and complicate the agencies’ processes if
they are not implemented or conducted successfully. For example, some government agencies
in Saudi Arabia are still using paper in many of their processes, although the electronic
transformation of these processes is under way. This increases the workload on the employees,
slowing their productivity and reducing their performance; therefore, achieving the proposed
benefit of enabling quicker processing would significantly increase the employees’ adoption and
acceptance of using e-Government systems.
The employees were also asked to respond to a statement “I think using e-Government systems
in my job would enhance my productivity” (item PB2). Figure 6.1 shows that agreement with
this statement was very high. The overwhelming majority (94%) of participants agreed with the
proposed statement whereas less than 1% disagreed giving a Likert score of 1.40. This means
that the participating employees had a very positive perception about the ability of eGovernment systems to improve their performance and productivity. This is possibly because of
several reasons: for example, the electronic systems, if they were implemented well, would
enable the employees to achieve and process more tasks than with traditional ways and this
would positively reflect on their productivity. Moreover, employees’ performance can be logged
and reviewed electronically. This means any bonuses due for good productivity could be
accurately calculated.
Regarding the employees’ views of item PB3 that states, “I believe that using e-Government
systems would increase employees’ commitment to work”, Figure 6.1 shows that most of the
respondents (82%) agreed (from “Strongly agree” to “Agree”), while 4% disagreed (from
“Disagree” to “Strongly disagree”), and 12% were neutral in their answers or they did not know.
The Likert score of 1.71 indicates that the majority was positive about the ability of eGovernment systems to enhance employees’ commitment to work in the public sector.
Commitment to work includes a commitment to completing the required tasks and processing
the e-Transactions that are assigned on time. This commitment to work would benefit both
parties, namely, the employees and the government agency that they work for.
Figure (6.1) also shows that 89% of the employees believed that using e-Government systems in
the public sector would increase their self-monitoring (Items PB4). This would definitely
increase and improve the overall performance of government agencies. The figure also shows
that a very low percentage of the employees (less than 1%) disagreed and 8% were neutral. The
Likert score of this item (1.56) revealed a very positive perception about the ability of eGovernment to increase the employees’ self-monitoring. Using e-Government systems would
facilitate reviewing the employees’ performance and productivity and encourage them to selfreview their work. Such systems could also grant them more authority and responsibility as well
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as offering more opportunities to involve them in making decisions. All of these aspects can be
offered through using e-Government systems and are important in increasing the employees’
self-monitoring.
In respect of item PB5 that states, “Electronic dealing between government agencies would
speed up the processing of customers’ transactions”, Figure 6.1 shows that the vast majority
(99%) of the employees agreed (from “Strongly agree” to “Agree”), giving a Likert score of
1.20. The results show how it is important to electronically connect different agencies together
to achieve one of the main goals of implementing the e-Government systems, which is the fast
processing of customers’ transactions.
The computed composite score of the PB factor is 1.42, and this demonstrates its positive
impact on the adoption and acceptance of the government employees when using e-Government
systems in their work. If employees perceive and experience such proposed benefits when
implementing e-Government systems, this could reduce technology resistance and negligence in
some government departments. The result of the computed composite score for this factor was
tested to detect any possible outlier cases and only one outlier case was found. The score was
reproduced omitting the detected outlier case to assess the impact of outliers on data. There was
no strong impact from the detected outlier case, as the composite score only changed to 1.41.
Thus, all data will remain for this stage of the analysis.

The Socio-Cultural (SC) factor
It was proposed that the adoption of e-Government systems is influenced by different SocioCultural aspects, and nine items were developed to measure the influence of these aspects.
These aspects involved technology resistance, the influence of others, the influence of selfimage and also cultural concerns and beliefs. All these aspects are likely to influence the
employees’ adoption and use of e-Government systems in their jobs. All the items involved in
the SC measure are listed in Table 6.3 and their results are demonstrated in the combined graph
(Figure 6.2).
Table 6.3: The SC factor measured from the employees’ perspective
Construct

Item code

Measure

Socio-

SC1

Using EGOV systems in my job would make me feel that I am more sophisticated.

Cultural

SC2

Using EGOV systems in my job would enhance others’ perceptions about me (my
colleagues, my friends and my family).

SC3

I would be eager to use EGOV systems in my job if my colleagues were using them.

SC4

I prefer dealing with customers face-to-face more than dealing with them electronically
through EGOV systems.
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SC5

I believe that implementing EGOV systems would reduce job opportunities in the
public sector.

SC6

Transforming to EGOV in the public sector makes me feel that I will lose my job one
day.

SC7

Processing transactions using EGOV systems and computers would make my job
boring.

SC8

Using EGOV systems would reduce my job privileges such as making decisions about
customers’ transactions.

SC9

I feel that using EGOV systems in my job would put me under pressure (as my
performance can be monitored).

SC1

SC2
0.64%

SC3

66.24%

30.87%

1.61%
0.96%
0.32%

36.01%

16.72%

5.14%

41.48%

9.65%
9.97%

SC4*

14.79%

40.84%

24.76%
20.26%
21.86%
18.65%

SC5*
8.36%
4.82%
SC6*

Strongly agree

30.87%

Agree
Neutral or do not know
Disagree

9.65%

Strongly disagree

20.26%

43.73%

21.54%
2.57%

11.58%
13.50%

SC7*

42.77%

29.58%
3.86%
SC8*

19.29%
21.54%

38.26%

17.04%
6.11%
SC9*

* Reverse items

15.43%
17.04%

42.44%

18.97%
0.00%

51.45%

41.80%

4.18%
2.25%
0.32%

10.00%

20.00%

30.00%

40.00%

50.00%

60.00%

70.00%

Figure 6.2: The results of SC measurement items (government employees) (see appendix G for larger graph).
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Item SC1 asked the participants whether the use of e-Government systems in their job activities
would make them feel more sophisticated. The overwhelming majority (96%) agreed with that
while a very small percentage of 1% did not feel that. The Likert score for this item is 1.38
which indicates that it is very likely that this cultural aspect would have a strong impact on the
employees’ adoption and acceptance of e-Government.
The respondents were also asked to indicate their view regarding item SC2 that states “Using eGovernment systems in my job would enhance others’ perceptions about me”. The others here
were identified as colleagues, family members and friends. Figure 6.2 shows that over three
quarters (77%) of the employees agreed with the statement whilst 16% were uncertain and only
about 5% disagreed, giving a Likert score of 1.87. The results indicate a high agreement
amongst the participating employees on the positive influence of others’ views when using eGovernment systems in their jobs activities.
Also with regard to the influence of others, the employees were asked in item SC3 to determine
whether the use of e-Government systems by their colleagues would have an influence on their
use of such systems (make them enthusiastic and eager to use them). A high percentage of the
employees (92%) agreed about such influence while a small proportion of them disagreed. The
total score for this item was 1.58 and this also indicates a possible strong impact from others,
specifically colleagues.
Another cultural aspect, that was proposed to have impact on the employees’ adoption and use,
is the culture of face-to-face dealings. This cultural aspect might cause resistance to using
technologies and electronic systems in the public sector. Thus, the employees were asked to
respond to item SC4 that states: “I prefer dealing with customers face-to-face more than dealing
with them electronically through e-Government systems”. ‘Dealing with them’ here refers to
direct dealings that involve instant responses or indirect dealings which involve processing their
e-Transactions. Figure 6.2 shows that approximately 64% of the respondents did not prefer
face-to-face dealings with customers. The graph also shows that 19% did prefer such physical
interaction and about 14% were uncertain. The Likert score for item SC4 was 3.61 and this
means the majority preferred the electronic dealings with customers and conducting transactions
through e-Government systems.
In respect of the statement (item SC5) “I believe that implementing e-Government systems
would reduce job opportunities in the public sector”, Figure 6.2 shows that almost half the
employees (51%) agreed with the statement, about 27% of them disagreed and 21% were
uncertain. The percentage of the employees thus concerned about the reduction of employment
opportunities was relatively high. However, the Likert score for this item was 2.63 which
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indicates that the respondents were also uncertain about this concern. These results indicate that
this cultural concern should be carefully considered, as it is generally believed that this could
increase technology resistance and therefore low adoption and acceptance.
In addition to the relatively wide belief that implementing e-Government systems would
decrease employment opportunities in the public sector; the employees were asked in item SC6
whether they were concerned about losing their jobs when electronic methods were introduced
to process government transactions. Figure 6.2 shows that approximately 65% of the
participants are not concerned about losing their jobs through e-Government system
implementation. Around 14% of them reported that they are concerned about losing their jobs,
while 20% were uncertain. The Likert score of 3.67 indicates that this belief was not prevalent
amongst the participating employees. Although the belief about general employment
opportunity reduction reported in item SC5 was relatively high, the majority of the employees
believed that implementing e-Government systems in the public sector would not contribute to
the dismissal of current government employees.
Moreover, Figure 6.2 shows that 72% of the respondents disagreed that using computers and eGovernment systems for all processes and tasks would make their jobs boring (item SC7). It
also shows that 14% of them agreed with the proposed statement and 13% were uncertain. The
Likert score for this item was 3.85 and this indicates that the majority would not mind only
using computers in their jobs activities when all processes were transformed to electronic
government systems.
Concern about possible reduction of job privileges and responsibilities that might be caused by
implementing e-Government systems was also proposed as one of the influential SC aspects.
Thus, the employees were asked in item SC8 whether they believe that using e-Government
systems would reduce their job privileges, such as making decisions about customer
transactions. Figure 6.2 shows that more than half of the respondents (55%) disagreed this
would happen, while 23% agreed. About 21% of them responded with “Neutral or do not
know”. The concern about losing privileges and responsibilities because of using technology is
a cultural matter and it is thought to have an influence on the adoption and utilisation of this
technology. The privileges and responsibilities here include the ability to make decisions about
customers’ transactions, the ability to control/change the workflow process and flexibility in
processing transactions. The Likert score for this item was 3.45 and this indicates that this belief
was not dominant amongst the participating employees.
Regarding the respondents’ view of item SC9 “I feel that using e-Government systems in my
job would put me under pressure; as my performance can be monitored”, Figure 6.2 shows that

208
61% of the respondents disagreed with the proposed statement, while 21% agreed and 17%
were neutral in their answers. The Likert score was 3.52, which indicates that the majority
would not feel pressured by monitoring when using e-Government systems in their jobs.
The composite score for the SC factor was 2.32, and this score indicates that this factor is likely
to influence the employees’ adoption and utilisation when implementing e-Government systems
in the public sector. The measurement of the impact of this factor involved different social and
cultural aspects. No outlier cases were detected when assessing this factor’s data. The
correlation between the Socio-Cultural factor and employees’ intention to use e-Government
systems will be investigated statistically later in Section 6.4. The results of the statistical
analysis, alongside the descriptive analysis, will determine whether the hypothesized positive
influence of SC is supported or not and will also determine the strength of this influence.
The Awareness (AW) factor
The influence of the Awareness factor was measured with three items for this sample. They
concern how employees’ awareness and training would affect their acceptance and intention to
use e-Government systems in their jobs. Table 6.4 and Figure 6.3 below show the measured
items alongside their results. Each item will be discussed in the following paragraphs:
Table 6.4: The AW factor measured from employees’ perspective
Construct

Item code

Measure

Awareness

AW1

I feel that I have a good knowledge about the benefits and advantages of using EGOV
systems in my job.

AW2

I believe that a low level of employee awareness about EGOV potentials would reduce
their willingness to use its systems in their jobs.

AW3

Not providing enough training on how to use EGOV systems in work would reduce
employees’ willingness to use them.
39.55%

AW1

AW2

1.29%
0.32%

0.00%

Agree
Neutral or do not know
Disagree

39.87%

4.50%
4.82%
2.57%
10.00%

Strongly agree

41.16%
45.34%

7.07%
5.14%
1.29%

AW3

52.09%

6.75%

20.00%

30.00%

40.00%

Strongly disagree

48.23%

50.00%

60.00%

Figure 6.3: The results of AW measurement items (government employees)
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Item AW1 asked the respondents whether they feel that they have a good knowledge about
benefits and advantages of using e-Government systems in their jobs; and it is assumed they
would be able to judge their knowledge from their performance and productivity when
processing government transactions. Figure 6.3 shows that the majority of the employees (91%)
agreed with the statement for item AW1 and the Likert score of 1.70 indicates a high awareness
about what benefits that e-Government systems could provide for public sector work. It is very
likely that this awareness about e-Government systems’ potential came from their experience
and use rather than awareness campaigns and initiatives, since a large proportion of participants
(46%) reported that they did not receive enough training and their organisations did not provide
enough awareness workshops (see Figure 6.4). This indicates a shortcoming in improving
employee awareness, which might negatively affect their adoption and acceptance. This is
clearly reported in the responses for the next item (item AW2).

Does your organisation provide enough training
courses to use EGOV and workshops to increase your
awareness

46.67%

53.33%

Yes
No

Figure 6.4: The employees' awareness and training

When asked to react to the statement in item AW2: “I believe that a low level of employees’
awareness about e-Government potentials would reduce their willingness to use its systems in
their jobs”, it is apparent from Figure 6.3 that the vast majority of the respondents (86%) agreed
with the proposed statement whereas only 6% did not agree. The Likert score of 1.80 suggests
that employees’ awareness level about the benefits and advantages of using e-Government
systems is believed to play a vital role in their willingness and acceptance to use such systems.
Moreover, providing sufficient training to the employees on how to use and deal with eGovernment systems is considered to be a very important part in improving employee
awareness (item AW3). As shown in Figure 6.3, a large proportion of the participating
employees (88%) agreed that not providing enough training on how to use and benefit from the
implementation of e-Government systems would reduce willingness to use them. It also shows a
low percentage of employees (7%) who did not agree with this statement. The Likert score for
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this item was 1.73 and this result indicates a belief in the significance of training personnel who
are required to deal with such electronic systems in processing customers’ transactions.
The results of all the AW items clearly revealed that the Awareness factor significantly
influences employees’ adoption and intention to use e-Government systems in their jobs. The
composite score for this factor was 1.74 and this reflects its high importance and level of
influence. Training is not the only important aspect in this factor, as awareness about the
potentials and advantages of implementing e-Government systems that benefit both employees
and their organisations is also a fundamental aspect. The composite score was assessed and
tested in order to detect any influential outlier cases. Two outliers were detected and the new
score was 1.73 indicating a very low impact.

The Functional Quality of Service/System (FQS) factor
The FQS factor was measured with six items and all of them concerned the impact of functional
aspects, which reflect the quality of e-Government systems, on employees’ adoption and
intention to use such systems. Table 6.5 lists all the measure items and the combined graph
presented in Figure 6.5 shows the results.
Table 6.5: The FQS factor measured from employees’ perspective
Construct

Item code

Measure

Functional

FQS1

I feel that the EGOV system in my organisation is of high quality.

Quality of

FQS2

Using EGOV systems would improve my performance quality in processing

Service/System

customers’ transactions.
FQS3

I think that using EGOV systems would prevent job mistakes that might occur
with traditional paper work.

FQS4

I think that the Saudi postal mail services are fast and reliable for correspondence
with customers.

FQS5

I think the SADAD system is sufficient and effective to be used with customers’
payments for their transactions.

FQS6

I would be happy for customers to evaluate my job performance when processing
their transactions.
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29.90%
FQS1
0.64%

FQS2
0%

48.23%
45.02%

4.50%
2.25%

FQS3
0.96%

42.12%
45.02%

5.79%
6.11%

Strongly agree
Agree
Neutral or do not know

12.86%
FQS4
9.97%

FQS5

3.86%
0.96%

FQS6

0.00%

50.80%

11.90%

6.75%

25.40%

16.08%

Disagree

35.69%

Strongly disagree
45.34%
42.44%

7.40%

5.47%
2.57%

39.87%
41.80%

10.29%

10.00%

20.00%

30.00%

40.00%

50.00%

60.00%

Figure 6.5: The results of FQS measurement items (government employees) (see appendix G for larger graph).

The results for item FQS1 show that a large percentage of the surveyed employees (80%) felt
that the e-Government system in their organisations is of high quality. This is clearly presented
in Figure 6.5. The graph also shows that 11% of them were uncertain and 7% disagreed with the
statement. The Likert score for this item is 1.97 indicating that the employees’ perception about
the quality of the implemented system in their agency is positive. It is also clear from Figure 6.5
that the overwhelming majority of the respondents (93%) had a positive perception about the
ability of e-Government systems to enhance the quality of their performance and productivity
(item FQS2). A very low percentage of them (2%) disagreed with the statement and only 4%
were neutral. The total score for this item is 1.60 and this shows a positive perception about the
ability of e-Government to enhance the quality of employees’ work.
One of the functional abilities that successful e-Government systems can provide is minimizing
processing mistakes that usually occur with the traditional paper-based methods. Achieving this
reflects the functional quality of the implemented e-Government systems. Thus, in item FQS3
employees were asked whether they believe that using e-Government systems would really
reduce job mistakes. The results revealed that 87% of them agreed it would, while only 7%
disagreed, giving a Likert score of 1.78. This indicates that using such systems was perceived to
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enhance the functional quality of the work and the provided services. It is likely that this
perception would positively affect employees’ adoption and acceptance to use e-Government
systems.
One of the functional aspects that reflect the quality of the implemented e-Government is the
correspondence between government agencies and customers. The quality of methods used for
such correspondence was proposed to influence adoption and use. When the employees were
asked in item FQS4 to indicate their view of the statement “I think that the Saudi postal mail
services are fast and reliable for correspondence with customers”, around 38% of them agreed
whilst 26% disagreed, and 35% were neutral or did not know. The Likert score of 2.84 indicates
that the participating employees were uncertain about whether the Saudi postal mail services are
a fast and reliable adjunct to e-Government systems. This is possibly because the postal mail
services are not as effective as they should be in Saudi Arabia. Although the postal mail
services are not implemented well in Saudi Arabia, particularly for government services, it is
worthwhile to know the employees’ perceptions about such services and how this would affect
their adoption and intention to use.
The payment method is also one of the functional aspects that were proposed to affect the
adoption and use of e-Government. The quality of the payment method is very likely to
influence the employees’ intention to use e-Government systems as receiving payments from
customers is one of the requirements of processing customers’ transactions. Since the SADAD
system is the only payment system for the public services in Saudi Arabia, item FQS5 asks
employees for their views about its sufficiency and efficiency. Figure 6.5 shows that the
majority (87%) agreed that using the SADAD system is sufficient and effective to be used for
customers’ payments for transactions. It also shows that low percentages disagreed (4%) or
were uncertain (7%). The Likert score was 1.72 and this means that most of the participating
employees were satisfied with this payment method.
Regarding the respondents’ view of the statement in item FQS6 “I would be happy for
customers to evaluate my performance when processing their transactions”, Figure 6.5 shows
that over three quarters of the employees (81%) were happy, while only 8% were not. Enabling
customers to assess and evaluate the employees’ performance is also one of the functional
aspects related to the quality of service. This might enhance the adoption and use of all
beneficiaries, including employees, as this evaluation could be used in their performance
assessment and bonus eligibility. The Likert score for item FQS6 was 1.89 and this indicates
that this aspect of functional quality of service would be likely to influence the employees’
adoption and intention to use e-Government systems in their jobs.
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The composite score for all items involved in measuring the influence of the FQS factor is 1.97.
This score indicates a positive influence of the FQS factor on employees’ adoption and intention
to use e-Government systems, as they have an overall positive perception. The developed items
looked at the functional quality of service/system from different angles to provide a better view
about the importance and impact of this factor. An outlier detection test was performed and
there were two detected cases. The composite score after omitting the detected cases is 1.95,
indicating no significant impact.
The Previous Experience (PE) factor
There are two items involved in measuring the influence of the Previous Experience on the
employees’ adoption and intention to use e-Government systems (see Table 6.6). These are
Likert-type items with two different measurement scales; thus, the Median (Md) and InterQuartile Range (IQR) will be used in the descriptive analysis. Both items were dependent on
prior items. This means that the employees whose jobs do not involve the use of e-Government
systems will be omitted in this factor’ analysis. Moreover, the measurement of the PE factor
also involved measuring the influence of the previous experience of other (non-government)
online services such as online banking and online purchases. Thus, employees who have not
used such online services in their daily lives will also be omitted. The omitted cases amounted
to 41 cases for item PE1 and 18 cases for item PE2.
Table 6.6: The PE factor measured from the employees' perspective
Constructs

Item code

Measure

Previous

PE1

How do you rate your experience of using EGOV in your job to process customers’

Experience

transactions in general?
PE2

Will previous experience of performing online transactions in your daily life affect
your willingness to use EGOV in your job?

PE1
2.96%
Very satisfactory
48.15%
48.89%

Satisfactory to some
extent
Not satisfactory

Figure 6.6: The result of item PE1 (government employees)
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In item PE1, the respondents were asked to rate their previous experience of using electronic
systems when processing transactions. Figure 6.6 shows that 48% of the respondents were very
satisfied with using e-Government systems in their jobs; slightly more (around 49%) were
satisfied to some extent and very few (3%) were not satisfied at all. The median for this item
was Md = 2 which means that the larger number were not fully satisfied. Although the
satisfaction rate was high, the proportion of employees who had reasons that made them not
fully satisfied was slightly higher. Data about the different reasons that negatively affected their
previous experience were also collected and presented in Figure 6.7 below:

54.50%
60.00%

Percentage

50.00%
33.30%

40.00%
30.00%

24.20%

20%

20.00%
10.00%
0.00%
The way of using EGOV Difficulties when using The available technical
systems in my job is not
EGOV systems to
infrastructure is
always clear
process customers'
inefficient
transactions
Dissatisfaction reasons

Other reasons

Figure 6.7: Dissatisfaction reasons for e-Government use (government employees’ sample)

Several reasons were presented for the employees to choose from. It is clear from Figure 6.7
that more than half the respondents (54%) found the way of using e-Government systems in
their jobs was not always made clear. This is very possibly because of the lack of training and
awareness by their organisations. As stated earlier in the analysis of the AW factor, about 46%
of the participating employees did not receive enough training and workshops to increase their
awareness and improve their skills in using such systems. Some employees reported that they
always asked other employees who had more experience to help them with the use of systems.
It is very likely that this reason of being unclear about how to operate the system would
negatively influence their adoption, acceptance and intention to use. Moreover, around 24% of
the employees who were using e-Government systems in their work reported that they faced
difficulties when using such systems for processing transactions. These difficulties possibly
include the complexity of processing procedures, slowness of the systems network and other
technical issues. These difficulties would also cause a negative impact on the employees’
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adoption and intention to use. The available technical infrastructure was also one of the reasons
that made the employees not fully satisfied; and the inefficiency of aspects including computers,
Internet connection and network would adversely affect adoption and utilisation levels.
Other crucial reasons were also reported by about 33% of the participating employees. For
example, many of the provided e-Services are partially electronic; meaning that part of the
transaction processing is electronic and the other part is manual. This is likely to increase the
workload and complexity rather than enhancing and speeding the transaction process. A number
of employees reported that they are required to complete customers’ transactions manually
using paper and traditional forms. Frequent systems faults were also reported by several
employees. These faults usually take time to be solved and this would slow the transaction
processing and cause disruption to work. The complexity of procedures required when
processing customers’ transactions was also reported by a number of employees. Additionally,
other reasons for dissatisfaction such as the unavailability of dedicated technical support, low
quality of the implemented systems, inability to correct unintended mistakes and not having the
required authority were reported. All these reasons are significant and need to be considered if
e-Government systems that benefit all the intended stakeholders are to be successfully
implemented.
With regards to the use of non-government online services, the results indicate that the majority
of employees (94%) have accessed such services in their daily lives. Since the previous use of
these online services was proposed to have an influence on the use of electronic government
systems, item PE2 ask participants how such online use would affect their willingness to use eGovernment systems in their work. It is apparent from Figure 6.8 below that about three
quarters of the participants (75%) stated that the use of non-governmental online services in
their daily lives would positively affect their willingness to use e-Government systems in their
work. It is likely that such use enhances the employees’ perception about using e-Government
systems. The results also show that 23% of the employees stated “No effect” of such use on
their willingness to use e-Government systems. Only 1% of them found that the use of online
services would negatively influence their intention to use e-Government.
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PE2

23.55%

1.02%

Yes, positively
75.43%

Yes, negatively
No effect

Figure 6.8: The result of item PE2 (government employees)

The median value of this item is Md = 1 indicating that the majority had a positive experience of
performing online and electronic services in their daily lives. The results also revealed that their
adoption and intention to use electronic systems in their work would be positively affected by
the use of non-government online services.
The Perceived Simplicity (PS) factor
The influence of the PS factor was measured with four items using a 5-point Likert scale. These
items were developed to find out whether the perceived simplicity would have a positive impact
on the employees’ adoption and intention to use e-Government systems in their work. Table 6.7
below presents all the items involved in measuring the impact of this factor and Figure 6.9
demonstrates the results.
Table 6.7: the PS factor measured from the employees' perspective
Construct

Item code

Measure

Perceived

PS1

I feel that using EGOV systems to process transactions is easier than using a paper-

Simplicity

based method.
PS2

Providing a help desk that is dedicated to help employees with processing and using
EGOV is important for me.

PS3

Providing an electronic manual about steps and procedures of processing transactions
would make my work on EGOV easier.

PS4

I believe that providing illustrative examples of e-Transactions’ requirements would
facilitate their processing.
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PS1

5.47%
1.61%
0.32%

PS2

PS3

PS4
1%
0%

Strongly agree
Agree

10%

Neutral or do not know

61.09%

27.01%

9.32%

4.18%

66.88%

24.44%

5.47%
2.57%
0.64%

2.57%
0.00%

55.63%

36.98%

Disagree
Strongly disagree

31.83%

18.33%

20%

30%

40%

44.37%

50%

60%

70%

80%

Figure 6.9: The results of PS measurement items (government employees)

The respondents were asked in item PS1 to indicate their views about the statement “I feel that
using e-Government systems to process transactions is easier than using a paper-based method”.
As shown in Figure 6.9, the vast majority (92%) of the participating employees agreed, with a
very small number (2%) disagreeing and only 5% neutral about the statement. The Likert score
of 1.54 shows that the respondents found that using e-Government systems when processing
customers’ transactions is much easier than using a paper-based method. This does not mean
that the majority have used successful electronic systems. This high agreement reflects their
perception about the simplicity that using e-Government would offer them. This item was
developed to measure the influence of this factor because many government agencies in Saudi
Arabia have implemented e-Systems that do not enhance and speed up transaction processing.
Some implemented e-Systems have made the processes more complex; for example, using both
electronically-based and paper-based methods in many processes and procedures reduces the
efficiency of implementing e-Government systems. Several employees reported this issue when
asked for reasons that made them unsatisfied with using e-Government systems (see analysis of
the PE factor).
In item PS2, the majority of the employees (91%) agreed on the importance of providing a help
desk dedicated to assisting them with processing and using e-Government systems in their
work, (see Figure 6.9). A very low proportion (3%) of the respondents disagreed and only 5%
were uncertain. The total score for this item was 1.45, indicating the need for a dedicated
support department that facilitates the use of e-Government systems in government agencies.
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The importance of providing such support does not only apply in the first stages of
implementing e-Government systems, but rather the employees would be likely to need such
support and help all the time the agency used electronic systems in their services and
transactions. As e-Services continue to be implemented and improved, requirements and
processes change accordingly and employees need help to keep pace.
As shown in Figure 6.9, about 88% of the participants agreed with item PS3 that states
“Providing an electronic manual about steps and procedures of processing transactions would
make my work on e-Government systems easier”. Only 2% of them disagreed and 9% were
neutral. The Likert score is 1.53, indicating a positive perception about providing an electronic
manual of the required steps and procedures when processing transactions. A number of
employees reported that they usually ask other employees who had more experience than them,
about steps and procedures for processing transactions electronically. Thus, the results revealed
that providing such an electronic manual was thought to make use easier.
Different e-Services require different documents and requirements from customers. In many
cases, government employees need to make sure that all the provided documents are correct to
process the e-Transactions. Therefore in item PS4, employees were asked their view about the
statement “I believe that providing illustrative examples of the e-Transactions’ requirements
would facilitate their processing”. Figure 6.9 shows that approximately three quarters of the
respondents (76%) agreed with the proposed statement while only 5% disagreed. The Likert
score of 1.86 indicates a general agreement on the positive influence of providing examples of
e-Transaction requirements.
The composite score of 1.59 indicates that it is very likely that this factor has a positive
influence on employees’ adoption and intention to use e-Government systems in processing
customers’ transactions. It also shows how important it is to make such use clear and simple for
all employees involved. When testing the composite score to detect outlier cases, three outliers
were detected. However, these outliers are included in this descriptive analysis as the new
composite score of 1.57 did not have a significant impact on the result.

The Technical Quality of Service/System (TQS) factor
Technical Quality of Service/System is the other aspect of quality of service/system that is
involved in this research. TQS concerns the technical aspects that reflect the quality of the
service/system. In this sample, TQS was measured with three items that are listed in the
following table (Table 6.8) and the results are shown in Figure 6.10:
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Table 6.8: The TQS factor measured from the employees’ perspective
Construct

Item code

Measure

Technical

TQS1

The existence of technical failure while using EGOV systems in my work would

Quality of

reduce my willingness to use them.

Service/System

TQS2

The emergence of alert/confirmation messages when using EGOV systems is
important for me when processing transactions.

TQS3

The interface design and layout of EGOV internal portals would significantly
affect my willingness to use such systems.

44.37%
29.90%
TQS1

9%
10.29%
6.43%
75.88%
16.08%

TQS2

Strongly agree
Agree

6.75%
1.29%
0.00%

Neutral or do not know
Disagree
Strongly disagree
29.58%
40.51%

TQS3

13.83%
10.93%
5%
0%

10%

20%

30%

40%

50%

60%

70%

80%

Figure 6.10: The results of TQS measurement items (government employees)

Item TQS1 asked the employees whether the existence of technical failures and errors while
using e-Government systems in their work would reduce their intention to use. Figure 6.10
shows that almost three quarters of the respondents (74%) agreed with the negative impact of
technical issues on their willingness to use such electronic systems while 16% of them
disagreed. The Likert score for this item was 2.04 and this result shows the negative effect of
technical failures and errors on employees’ adoption and use. Technical failures and errors
include slow network, server error and failures in internal portals. These technical issues were
reported by the participants when they were asked about reasons that made them unsatisfied
with using e-Government systems (see analysis of the Previous Experience factor).
Another technical quality aspect is the emergence of alert\confirmation messages when
processing customers’ transactions. Therefore, in item TQS2, employees were asked to
determine the importance of this aspect for them. It is clear from Figure 6.10 that this aspect is
very important for the majority of them. Approximately 91% agreed that this technical aspect is
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important, about 6% were neutral or did not know and only 1% did not agree. The Likert score
of 1.33 indicates that this feature would reflect positively on perceived technical quality which
would increase employees’ adoption and intention to use.
The interface design and layout of the internal portals of e-Government systems that the
employees use for their work is another important aspect that reflects technical quality. Thus,
item TQS3 asked employees to indicate the impact of this aspect on their willingness to use.
The results revealed that 70% of the participating employees agreed with the proposed
statement whereas 16% disagreed and 13% were neutral. The Likert score of 2.21 indicates a
likelihood that the design and layout of internal portals would influence the employees’
intention to use; thus, this aspect needs to be carefully and professionally considered due to its
influence on the perceived technical quality.
The Technical Quality of Service/System factor was found to be influential and likely to affect
employees’ adoption and intention to use e-Government systems. The composite score of all the
items involved in measuring the TQS factor was 1.86 and this result indicates this influence.
The findings from the descriptive analysis of this factor showed the importance of considering
technical quality of service when implementing e-Government systems, not only for the sake of
successful implementation of the electronic system, but also to boost employees’ adoption and
intention to use. It was also shown that there was wide agreement that all the proposed technical
aspects would influence adoption and utilisation. The outlier detection test demonstrated that
there were no outlier cases in this factor’s data.

The Accessibility (ACC) factor
Two items were involved in measuring the influence of the Accessibility (ACC) factor on
employees’ adoption and utilisation when using e-Government systems. The following table
and graph show them and the results (Table 6.9 and Figure 6.11):
Table 6.9: The ACC factor measured from the employees’ perspective
Construct

Item code

Measure

Accessibility

ACC1

Electronic access to other related agencies would enhance the performance and
speed of processing customers’ transactions.

ACC2

I believe that providing efficient accessibility tools (e.g. computers and network)
would positively affect employees’ adoption and intention to use.
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78.14%
17.36%
ACC1

3.22%
0.64%
Strongly agree

0.64%

Agree
Neutral or do not know
42.12%
38.26%
ACC2

Disagree
Strongly disagree

9.32%
8.04%
2.25%

0.00%

10.00% 20.00% 30.00% 40.00% 50.00% 60.00% 70.00% 80.00% 90.00%

Figure 6.11: The results of ACC measurement items (government employees)

In the first item (ACC1), the employees were asked to indicate their views about electronic
access to other agencies in relation to processing transactions and completing tasks. The vast
majority (95%) of respondents agreed that such access would enhance their performance and
speed of work. Around 3% were neutral and only 1% disagreed with the statement. The Likert
score of 1.28 indicates the significance of electronic connection between related government
agencies and that this connection would facilitate the processing of e-Transactions. Many
government transactions in Saudi Arabia need processing and data from different agencies;
therefore, electronic accessibility between different agencies would positively influence the
performance and speed of processing e-Transactions and this would positively affect
employees’ intention to adopt and use.
With regard to item ACC2, more than three quarters of the participating employees (80%)
agreed with that providing efficient accessibility tools such as updated computers and an
effective network would positively affect their intention to adopt and use. The Likert score for
this item is 1.90 indicating that accessibility tools including the available PCs and networks
need to be efficient, of a high standard and high specifications commensurate with work tasks.
A number of employees reported that technical weaknesses such as out-dated computers and
slow networks would negatively affect their adoption and acceptance to use e-Government
systems in their work, as they were not fully satisfied with their current use because of these
limitations. Thus, it is crucial to provide an appropriate technical infrastructure that contributes
to building successful e-Government systems with efficient accessibility tools.
The descriptive analysis revealed a strong agreement with the positive impact of the
Accessibility factor on the employees’ adoption and intention to use e-Government systems. The
composite score of ACC is 1.59, and this shows the importance of facilitating accessibility when
implementing electronic systems in the public sector. Low technical standards for essential
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means to access and use e-Government systems do not adversely affect only the e-Government
systems themselves, but also have a negative impact on employees’ acceptance and intention to
use them. The result for this factor was investigated against outlier cases and there were four
detected cases. The composite score slightly changed to 1.55, leading to the same interpreted
result; thus, all cases were included at this stage of analysis.
The Perceived Trust (PT) factor
The influence of Perceived Trust in this sample was measured with four items. The proposed
items covered different aspects which were perceived trust, perceived security and perceived
privacy. The measuring items are shown in Table 6.10 and the results are presented in Figure
6.12:
Table 6.10: The PT factor measured from the employees’ perspective
Construct

Item code

Measure

Perceived

PT1

I believe that the Internet is not safe to provide government services.

Trust

PT2

I think that EGOV systems can be trusted and be used to process transactions
successfully.

PT3

I believe that EGOV systems can be trusted to reserve my employment rights.

PT4

I feel that using EGOV systems in my work can invade my job privacy.

4.82%

13.50%

PT1*

21.54%

45.34%

14.79%
36.33%
PT2

1.61%
0.32%

54.66%

7.07%

Strongly agree
Agree
33.76%

PT3

15.11%

2.57%
0.64%
3.54%

12.86%

PT4*

10.00%

Disagree
Strongly disagree

19.94%

47.91%

15.76%
0.00%

Neutral or do not know

47.91%

20.00%

30.00%

40.00%

50.00%

* Reverse item
60.00%

Figure 6.12: The results of PT measurement items (government employees)
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Since e-Government services mainly rely on the Internet, the perceived trust about the use of the
Internet for such services was measured from the employees’ perspective. They were asked in
item PT1 whether they believe that the Internet is safe to provide government services. It is
clear from the graph (Figure 6.12) that 60% of the participating employees believe that it is safe
to use the Internet to provide government e-Services. The graph also shows that 21% of them
were neutral or did not know and 18% believe that it is not safe to use the Internet for such
services. The Likert score is 3.51 and this indicates a positive trust perception amongst the
employees about using the Internet in providing government services.
The respondents were also asked, in item PT2, to respond to the statement “I think that eGovernment systems can be trusted to be used to process transactions successfully”. The results
showed that the overwhelming majority of employees (90%) agreed with the statement whilst
only about 2% disagreed. The total score for this item was 1.74 and this means that the
employees had a high trust perception of using e-Government systems to process transactions
successfully.
The employees were also asked in item PT3 whether they trust e-Government systems in terms
of reserving their employment rights. Unlike the paper-based method, where almost all
procedures and tasks are written and archived in shelved records; processes and tasks in eGovernment are supposed to be logged and archived electronically. In cases of conflict,
mistakes, unexpected outcomes and also calculating bonuses, the traditional paper-based
method is relatively highly trusted for conserving employees’ rights. However, it is interesting
to know if employees have a high perceived trust when using e-Government systems in the
aforementioned situations. The results show that a large proportion of the participating
employees (81%) believe that e-Government systems can be trusted to reserve their
employment rights while only 3% did not believe that. The Likert score was 1.88 and this
indicates a high trust perception about the ability to reserve employment rights even when using
electronic and online systems.
With regard to perceived privacy, Figure 6.12 shows that 63% of respondents did not believe
that using e-Government systems in their work would invade their job privacy (item PT4). It
also shows that 19% of them were neutral and 16% believed that their job privacy could be
violated. Job privacy includes the ability of other employees, who do not have permission, or
even other users to access to information related to the employee’s job information such as
salary, grade and performance or even work activities. The Likert score for this item was 3.59
and this indicates the majority of the employees had high perceived trust about using eGovernment systems in their work; and this is likely to influence their adoption and intention to
use.
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Furthermore, the results showed that the composite score was 2.13 and this result indicates that
it is likely that perceived trust factor would influence the employees’ adoption and intention to
use e-Government systems in processing customers’ transactions. Paying more attention to
building good trust in such systems, especially the employees’ perceived trust, is crucial. The
data was investigated and there was only one detected outlier case. However, it did not have a
significant impact on the final result, as the new composite score was 2.12.

The Regulations and policies (RP) factor
Implementing regulations and policies for using e-Government systems in work was proposed
as one of the reliability factors. The influence of the RP factor was measured by three items.
The items concerned the importance of applying regulations and policies to the employees and
how they can affect their adoption and intention to use. The combined graph (Figure 6.13)
demonstrates the results of the measure items.
Table 6.11: The RP factor measured from the employees’ perspective
Construct

Item code

Measure

Regulations

RP1

I think that applying clear regulations and policies for using EGOV systems in work

and Policies

would enhance employees’ adoption and intention to use.
RP2

Applying high standards of information security and information privacy policies is
important for me when using EGOV systems in my work.

RP3

I feel that using EGOV systems in my work would contribute in reserving my
employment rights since all activities can be logged and regulated.

RP1

RP2

2.89%
0.32%

63.99%

24.12%

9%

34.08%

9.00%
3.54%
1.29%

Strongly agree

52.09%

Agree
Neutral or do not know
Disagree
Strongly disagree

RP3

24.76%

3.86%
0.64%
0.96%

0.00%

10.00%

69.77%

20.00%

30.00%

40.00%

50.00%

60.00%

70.00%

80.00%

Figure 6.13: The results of RP measurement items (government employees)
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The result of item RP1 reveal that most of the participating employees (88%) believe that
applying clear regulations and policies to using e-Government systems would enhance
employees’ adoption and intention to use whereas only 3% did not believe that (see Figure
6.13). The Likert score is 1.51, indicating it is highly important to take care of regulating and
implementing clear and strict policies and terms and conditions of use. Although the employees’
use of e-Government systems to process customers’ transactions is part of their job, and one
might think that using electronic systems is just a simple transformation from paper-based work,
such use needs to be properly regulated with proper policies, terms and conditions of use. Just
like any electronic system, e-Government systems are vulnerable to technical errors or misuse
that might adversely affect users’ rights. Therefore, it is crucial to set up and apply rules and
terms for using such e-Systems.
The importance of information security and information privacy policies was also considered in
this research in item RP2. Figure 6.13 shows that 86% of employees reported that applying high
standards of such policies is important for them when using e-Government systems in their
work. Only a very low percentage (3%) of them did not believe it was of importance and 9%
were neutral or did not know. The total score for this item was 1.67 and this result shows a very
high agreement about the significance of information security and privacy for employees.
It can be seen from Figure 6.13 that around 94% of the respondents agreed with the statement
for item RP3: “I feel that using e-Government systems in my work would contribute in
reserving my employment rights since all activities can be logged and regulated”, while only
about 1% disagreed and 3% gave neutral responses. The Likert score was 1.38, suggesting that
the majority of respondents found that using e-Government systems in their work would not
harm their employment rights since such systems can be regulated with rules and terms of use.
It was found from the results that the existence of regulations and policies relating to the use of
e-Government systems plays a vital role in employees’ adoption and intention to use. The
composite score of 1.52 is evidence that setting up and applying rules, policies and terms of use
is not just important for controlling electronic systems, but also to ensure high adoption,
acceptance and use by employees. Normally such regulations and policies involve a lot of terms
and conditions; thus, making them clear and applicable is important too. The most significant
ones can be summarized in a straightforward way to encourage employees to read and
understand them. There was only one outlier detected in the test, but it had no significant effect
on the composite score, as the new score was 1.51.
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The Intention to use e-Government systems (ITU)
Intention to Use e-Government systems was proposed as dependent variable in the research
model (EGAUM). This variable was measured with four items in the employees’ sample using
a 5-point Likert scale. The results for the measured items are presented in Figure 6.14.
Table 6.12: ITU measured from the employees’ perspective
Construct

Item code

Measure

Intention to

ITU1

I intend to use EGOV systems in my work to process customers’ transactions.

Use

ITU2

I do not mind dealing with customers electronically with regards to their transactions.

ITU3

I do not mind dealing with my colleagues, managers and other employees
electronically.

ITU4

I prefer using EGOV systems to process transactions more than using a paper-based
method.

ITU1

ITU2

ITU3

ITU4

1.61%
0.00%
0.32%

Strongly agree
Agree

10.00%

Neutral or do not know

71.70%

25.08%

1.61%
1.61%
0.00%

0.00%

63.34%

30.55%

4.18%
1.29%
0.64%

1.29%
0.32%
0.00%

79.10%

18.97%

Disagree
Strongly disagree

84.89%

13.50%

20.00%

30.00%

40.00%

50.00%

60.00%

70.00%

80.00%

90.00%

Figure 6.14: The results of ITU measurement items (government employees)

The first item (ITU1) asked the employees to respond to the statement “I intend to use eGovernment systems in my work to process customers’ transactions”. Figure 6.14 shows that
the employees’ intention to use was very high since 98% of them agreed with the statement. A
very low percentage of the participants (under 1%) did not intend to use e-Government. The
Likert score of 1.23 indicates a general willingness amongst the participating employees to use
e-Government systems to process customers’ transactions. The employees were also asked in
item ITU2 whether they were willing to deal electronically with customers regarding their
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transactions. The results revealed that the majority (93%) of them did not mind, whereas only
2% did mind. The Likert score for this item is 1.45 suggesting that the majority of the
employees have a high level of intention to deal electronically with customers (directly or
indirectly) regarding their government transactions.
The employees’ use of e-Government systems in their work usually involves communicating
with other employees electronically either for next step in processing transactions, transforming
e-Transactions to other related employees or for other reasons related to their work. This kind of
communication is part of using e-Government systems. Thus in item ITU3, employees were
asked to indicate their views about internal electronic dealings with other staff. Figure 6.14
shows that the overwhelming majority (96%) did not mind dealing with colleagues
electronically, whilst just less than 2% did mind. The Likert score for this item is 1.33 and this
also shows the generally high intention to deal electronically with others within government
agencies.
As part of measuring the employees’ intention to use e-Government systems, they were asked in
item ITU4 whether they prefer using electronic systems or traditional paper-based methods to
process transactions. It is apparent from Figure 6.14 that the vast majority (98%) preferred using
e-Government systems to using a paper-based method. The Likert score of 1.17 suggests a very
high intention to use e-Government systems in preference over the use of paper documents to
process and complete customers’ transactions.
The results clearly revealed a high level of intention to use e-Government systems from the
government employees’ perspective. The composite score for this factor is 1.29, indicating a
very positive result in terms of the employees’ intention to use e-Government systems in their
work either to deal with customers, colleagues or to process transactions. The correlation
between this high intention to use and all the proposed factors will be presented later in this
chapter (Section 6.4) in order to explore the most and least influential factors from the
government employees’ perspective. Only two cases of outliers were detected. However, all the
cases will be involved as the detected outlier cases had no significant effect, as the new
composite score was 1.28.

The Perceived E-Readiness of e-Government systems (PER)
In this variable, three items were involved to measure the employees’ perception about the
readiness of e-Government systems. These three items are listed in the following table (Table
6.13) and the results are shown in Figure 6.15:
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Table 6.13: PER measured from the employees’ perspective
Construct

Item code

Measure

Perceived

PER1

I think that the current ICT infrastructure in Saudi Arabia is not efficient enough to

E-Readiness

provide reliable EGOV services.
PER2

I feel that my organisation is currently not able to provide EGOV services as
required.

PER3

The current potentials in my organisation (including the used technology, funds and
qualified personnel) are not enough to implement EGOV systems successfully.

14.15%
39.87%
23.47%

PER1
18.33%
4.18%
4.50%

Strongly agree

12.86%
10.61%

PER2

Agree
Neutral or do not know

36.66%
35.37%

Disagree
Strongly disagree

5.14%
17.04%
PER3

9.65%
31.83%
36.33%

0.00%

5.00%

10.00%

15.00%

20.00%

25.00%

30.00%

35.00%

40.00%

45.00%

Figure 6.15: The results of PER measurement items (government employees)

As seen in Figure 6.15, over half the respondents (54%) agree with the PER1 statement “I think
that the current ICT infrastructure in Saudi Arabia is not efficient enough to provide reliable eGovernment services”; less than quarter of them (22%) disagree and a similar percentage of
them are uncertain about the statement. The Likert score was 2.58 indicating that the majority of
the employees believe that current ICT infrastructure needs to be improved further in order to
provide successful e-Government services. The graph also shows the results for item PER2, and
it is clear that the majority of the respondents (72%) believe that the organisations that they
work for are able to provide e-Government services as required, while 17% of them did not. The
total score for this item was 3.85 suggesting that the employees had a positive perception about
their agencies’ ability to implement and provide e-Services as required.
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In item PER3, employees were asked for their views about the sufficiency of the current
available potential in their agencies to implement e-Government systems successfully. This
includes technical potential such as computers and communication technologies; human
potential such as qualified IT employees; and financial potential to fund the e-Government
project. The results also show a positive perception whereby 68% of employees believe that
their agencies have enough potential to successfully implement e-Government systems (see
Figure 6.15). The Likert score for this item is 3.77 and indicates that employees have a positive
perception about the current potential available in their organisations.
Although employees generally had a positive perception about their agencies’ potential and
ability to implement and provide e-Government systems successfully; they also had a negative
perception of the ICT infrastructure in Saudi Arabia. The composite score for this variable was
3.40 and this means that there was a relatively general positive perception amongst the
employees about the readiness of e-Government system. The internal ICT infrastructure (within
government agencies) and the national ICT infrastructure need to be of a high standard in order
to successfully transform to government e-Services. Any shortcomings in either the national or
organisational potential would adversely affect the electronic transformation of the public
sector.

6.4 Statistical analysis and hypotheses assessment from the public employees’ perspective
In this section, the statistical tests and procedures carried out for further analysis in order to
explore the correlation between the proposed factors and employees’ adoption and intention to
use e-Government systems in their work are described. The descriptive analysis is also
summarised and interpreted alongside the results of the statistical findings in order to better
understand and determine the influence of factors. Each factor has now a composite value that
can be used in assessing the hypothesized correlations; and these correlation assessments
determine the most and least influential factors, which is one of the objectives of this research.
The employed statistical procedure was Spearman’s correlation coefficient. This is because the
normality test (Shapiro-Wilk’s test) showed that the data for most of the factors was not
normally distributed (p<0.5). These analysis procedures were discussed in Chapter 4 as was the
winsorization procedure used for all outlier cases. Besides the statistical analysis, this section
also discusses the findings from the semi-structured interviews with the participating
employees.
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6.4.1 Personal Factors (PF)
The personal factors that were proposed in the research model (EGAUM) involve age, gender,
education, location and income. With regards to the age factor and its relationship and effect on
employees’ adoption and intention to use, the results revealed that there are no significant
differences in the intentions to use among the different age groups. Table 6.14 below presents
the composite scores of intention to use for different age groups. Although the results showed
no significant differences, the age group 46-60 years had the lowest level of intention to adopt
and use; however, this result does not statistically support hypothesis H1 but does indicate that
employees of different age bands have a high level of intention to use e-Government systems in
their work to complete tasks and process transactions.
H1: Different group of age will have different levels of intention to use e-Government
system/services.
Table 6.14: Intention to Use by employees of different age groups
Age groups

ITU composite scores

Total

1.00

1.25

1.50

1.75

2.00

2.25

2.50

18 – 30

43 (54.4%)

11 (13.9%)

8 (10.1%)

8 (10.1%)

7 (8.8%)

0

2 (2.5%)

79

31 – 45

93 (56.3%)

20 (12.1%)

23 (13.9%)

11 (6.6%)

13 (7.8%)

3 (1.8%)

2 (1.2%)

165

46 - 60

33 (49%)

7 (10.4%)

8 (11.9%)

6 (8.9%)

11 (16.5%)

0

2 (2.9%)

67

Total

169

38

39

25

31

3

6

311

The impact of age factor was also investigated during the interviews. Two of the interviewed
employees did not believe that age would influence employees’ adoption and use. One said that:
“age has no impact, all employees can adopt and use e-Government systems whatever their age
as long as they are working in the public sector”. The other employee stated that: “… if the
electronic systems are implemented, all employees of all ages should use them or they might
change their jobs”. However, a number of the interviewed employees thought that using
electronic systems might be difficult for some older employees. One respondent said: “… older
employees sometimes might not accept and adopt technology, and this is a problem especially if
those employees are in top management. We had a manager who refused implementing an
electronic system and Interactive Voice Response (IVR) technology in our department, but when
he retired, the new manager approved the new systems straightaway”. He added: “I think older
employees who approached retirement age would not bother with implementing new
technology, because if they did, there would be a bigger work load during the implementation
process”. Another employee said: “… older employees might not prefer using e-Government
systems and this is because of their age and their experience with traditional methods”.
Another response was about the influence of the fast and sudden implementation of e-
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Government systems on the older employees without prior preparation and proper foundations.
This respondent said: “… when e-Government systems are implemented fast and without
preparation, employees, especially the older employees, would face difficulties in accepting and
using them because they do not know how to use them”. Therefore, it is crucial to prepare
employees by training them and increasing their awareness before implementing electronic
systems in the public sector, as this would positively influence the adoption and utilisation by
employees of all age groups.
In terms of the impact of the gender factor, this sample only involved male participants due to
certain reasons that were discussed earlier in this chapter (see Section 6.2). However, the
researcher attempted to explore and investigate the influence of this factor from the interview
responses. Almost all the interviewee employees agreed on that gender has no influence on
employees’ adoption and use. One of the respondent said: “I see no effect of the employee’s
gender on the acceptance and use of e-Government systems, both male and female can use
them”. Only one employee thought that gender factor could delay some transactions processing.
He said: “… some transactions in our department require the personal presence of the legal
guardian of the female customers for identity verification, in this case, the transaction needs to
be transferred to the male section and this could delay the transaction processing”. Although
this can negatively affect the adoption and use of female employees, it can be considered as a
procedural matter more than the influence of gender. Therefore, there is no empirical evidence
that supports hypothesis H2.
H2: Different genders will have different levels of intention to use e-Government
system/services.
With regards to the influence of education level on employees’ intention to adopt and use,
Table 6.15 below shows the variation in intention to use based on employees’ education level.
Employees with a high education level such as a Bachelor or Masters degree had a higher level
of intention to use than other employees. For example, the table shows that the majority of
employees who hold Bachelor degrees (57%) have very high level of intention to use (ITU
composite score = 1); as do (61%) of employees with Masters. These two categories have a
higher intention to use than employees with a lower education level, namely, public education
or Diploma. This indicates that employees of different education levels would have different
levels of intention to use, and this supports hypothesis H3.
H3: Different levels of education will have different levels of intention to use eGovernment system/services.
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Table 6.15: Intention to Use by employees with different education levels
ITU composite scores

Education

Total

level

1.00

1.25

1.50

1.75

2.00

2.25

2.50

Secondary

15 (46.8%)

3 (9.3%)

4 (12.5%)

2 (6.2%)

6 (18.7%)

0

2 (6.2%)

32

Diploma

22 (43.1%)

10 (19.6%)

9 (17.6%)

5 (9.8%)

4 (7.8%)

0

1 (1.9%)

51

Bachelor

101 (57%)

17 (9.6%)

21 (11.8%)

15 (8.4%)

19 (10.7%)

2 (1.1%)

2 (1.1%)

177

Master

30 (61.2%)

8 (16.3%)

5 (10.2%)

3 (6.1%)

2 (4%)

1 (2%)

0

49

PhD

1 (50%)

0

0

0

0

0

1 (50%)

2

Total

169

38

39

25

31

3

6
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school or less

These variations are also supported by a number of interviewees. One said: “… of course,
employees with a low educational level would not prefer using technology and might refuse or
use it incorrectly”. Another employee said that: “…the higher the employees’ education level,
the higher their knowledge about using and (the higher) their willingness to use would be”. One
interviewee linked the influence of education level with age. He said that:” the impact of the
education level can be linked to the employee’s age, because for the older employees, the use of
computers and technologies did not exist in the education system in their time or it was limited,
and this might affect their intention and acceptance to use technology now”. However, some
employees did not see that education level would influence the employees’ adoption and use; as
they believed that all people could now use computers and technology easily. Generally, it is
likely that education level would have impact on employees’ adoption and use. E-Service
providers should lay on enough training and provide awareness campaigns for employees to
minimise the impact of this factor.
As stated earlier in Chapter 4, the data of this research was collected from three different
locations, namely, Riyadh, Jeddah and Alkhobar, which are major cities. This is to support the
comprehensiveness and generalizability of the results. However, rural areas and villages were
not involved due to the time limitations of this research. Thus, the impact of the location factor
was not statistically explored in this research. Nevertheless, the possible influence of the users’
locations on their adoption and use was considered during the interviews. The majority of
interviewed employees believed that geographical location (either the employee’s or the
government department’s location) has no effect on adoption and intention to use. On the other
hand, two employees believed that this factor could have some effect. One said:” … this could
affect e-Transaction processing because e-Government systems rely mainly on the Internet, and
the Internet coverage is still weak in remote areas and some small cities. This would negatively
affect the agency’s performance and may affect the acceptance and use of the employees who
work there”. Another respondent commented positively on the impact of the employee’s
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location “some employees are living outside Riyadh city and they commute to the ministry every
day, those employees can complete some of their work tasks from home especially in busy
periods and they do not need to stay at the ministry after working hours”. Generally, the
location factor might influence the employees’ adoption and use one way or another but this
research limits the exploration of its influence under the TQS and ACC factors –in terms of the
technical limitations of the infrastructure.
Users’ income is another proposed factor that possibly influences employees’ adoption and use.
The survey collected data about the monthly salary that employees receive from the government
agency that they work for. Table 6.16 below shows that although there are no significant
variations in terms of intention to use among employees in the other salary categories;
employees in the salary category of 5,000-10,000 SAR have the lowest intention to use. This
result can be statistical evidence that supports hypothesis H5.
H5: The user’s income is related to the intention to use e-Government system/services.
Table 6.16: Intention to Use by employees in different salary categories
Monthly salary

ITU composite scores

Total

1.00

1.25

1.50

1.75

2.00

2.25

2.50

5000 – 10000

44 (41.9%)

15 (14.2%)

18 (17.1%)

13 (12.3%)

13 (12.3%)

0

2 (1.9%)

105

10001 – 15000

77 (62.6%)

16 (13%)

13 (10.5%)

7 (5.6%)

6 (4.8%)

3 (2.4%)

1 (0.8%)

123

15001 – 20000

28 (58.3%)

4 (8.3%)

3 (6.2%)

3 (6.2%)

7 (14.5%)

0

3 (6.2%)

48

20001 – 25000

13 (59%)

1 (4.5%)

3 (13.6%)

1 (4.5%)

4 (18.1%)

0

0

22

+ 25000

7 (53.8%)

2 (15.3%)

2 (15.3%)

1 (7.6%)

1 (7.6%)

0

0

13

Total

169

38

39

25

31

3

6

311

The interviewed employees were asked about the possible influence of the income factor. Most
of them believed that there is no relation between employees’ income and their acceptance and
adoption. One of them said: “… it will not affect their acceptance and willingness to use
because their salary will be the same whether they complete their tasks manually or by using
electronic systems”. Another employee believed that income or salary is not an influential
factor even for the employees with low salaries. He added: “… the work would be easier and
more convenient with the same salary that they previously received for using papers”. On the
other hand, some other employees see that this factor could be influential in some cases. For
example, public employees in Saudi Arabia could receive an extra bonus if their work involved
the use of computers. One of the interviewee commented on this bonus as a positive and
negative thing at the same time. He said: “… the extra bonus of using computers in the public
sector could encourage employees to accept and use e-Government systems; further, some
employees may change their jobs because of this bonus. But at the same time, this could
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discourage them and make them avoid completing e-Transactions if they do not receive this
bonus”. Generally, it is likely that income has an influence on intention to use in that employees
whose salaries are in the lower range are less like to accept and use e-Government. An extra
bonus for using a computer, as stated earlier in this paragraph, could be employed to increase
the employees’ acceptance and willingness to use, especially those with lower salaries. This
incentive could also be employed as an overtime bonus for employees who use e-Government
systems to process more e-Transactions out of working hours.
6.4.2 Motivational Factors (MF)
This section presents the results of the statistical analysis of the MF construct that involves five
factors, namely: Perceived Benefits (PB), Socio-Cultural (SC), Awareness (AW), Functional
Quality of Service/System (FQS) and Previous Experience (PE). It discusses how such factors
correlate and impact on employees’ adoption and intention to use. Table 6.16 below
summarizes and interprets the findings from the descriptive analysis; and the likely influence of
each factor on the intention to use. The hypothesized relationships are statistically tested and
discussed. It was found that PB, SC, AW and FQS were the most significant factors.
Table 6.17: Summary of the descriptive analysis of MFs from the employees’ perspective
Factor

N

No. of items

Mean

S.D.

Results interpretation

PB

311

5

1.42

0.47

Very influential

SC

311

9

2.23

0.53

Influential

AW

311

3

1.74

0.62

Very influential

FQS

311

6

1.97

0.55

Influential

6.4.2.1 The Perceived Benefits factor (PB)
According to the descriptive analysis, it is very likely that the PB factor has a positive and
significant influence on employees’ adoption and intention to use e-Government systems in
their work. The composite score of M=1.42 can be interpreted as meaning that PB is a very
influential factor. This result supports the hypothesized relationship (H6) between the PB factor
and ITU presented below.
H6: There is a positive relationship between perceived benefits and intention to use eGovernment systems/services.
In terms of the statistical analysis, the correlation between PB and ITU was assessed using
Spearman’s correlation procedure. It was found that there is a positive relationship between the
employees’ perceived benefits and their intention to use the e-Government systems, rs = .462.
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This correlation is considered to be upper medium in terms of strength according to Cohen’s
suggested guidelines (1988); and this relationship is also statistically significant, p< .0005. This
finding also supports the hypothesized relationship (H6) i.e. a high level of perceived benefits is
positively associated with a high level of intention to use. Figure 6.16 demonstrates this positive
relationship.

Figure 6.16: The relationship trend line between PB and ITU (government employees)

Similar to the results from the citizens’ perspective, PB has a significant positive relationship
with the employees’ adoption and intention to use e-Government systems. In other words, it is
very likely that the employees’ acceptance and willingness to use would increase if they
perceive that electronic systems are beneficial for them and their work. The result of this factor
is in accordance with those reported in Sawalha & Abu-Shanab’s (2015) study. They claimed
that perceived usefulness is a significant factor that influences government employees’
acceptance and intention to use in Jordan. Furthermore, Al-Zaabi et al. (2012) conducted a study
in the United Arab Emirates, which is a neighbouring country of Saudi Arabia, in order to
identify and understand factors affecting the diffusion, adoption and use of e-Services in the
Abu Dhabi Police Force, which is a public sector organisation. The study found a high level of
acceptance to adopt and use e-Government systems amongst the employees. All the participants
argued that such systems need to be useful and beneficial to them. Lack of knowledge and little
perception of the benefits that e-Government can provide would be likely lead to low adoption
and acceptance to use. Weerakkody (2012) states that one of the main reasons behind resistance
to change is that the employees do not understand the relative advantages and benefits of using
e-Government. Thus, the employees need to perceive that using e-Government services and
systems is beneficial for them and their work.
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All the interviewed employees showed a positive perception about the benefits that eGovernment systems could provide. This is clearly reflected in their intention to use levels that
were presented in the descriptive section. One of them stated that such systems “would organise
the public sector work”. Another employee said: “… e-Government systems facilitated my work
and helped me to complete more transactions quicker”. When asked, another employee said:
“after implementing an electronic system in our department, many procedures and complex
protocols that existed with paper systems have now decreased”. One of the respondents said:
“… these systems reduced the workload especially in terms of customer reception. They
reduced the crowds in the department and also minimised the problems that occurred with the
paper work. Although some transactions are still completely or partially paper-based and also
customers still need to visit us for some transactions, it is far better than before”. All the
previously discussed results and interviewees’ opinions show the importance of this factor; and
how employees need to positively perceive and experience the benefits of implementing eGovernment systems in the public sector.

6.4.2.2 The Socio-Cultural factor (SC)
According to the findings of the descriptive analysis, Socio-Cultural can be seen as an
influential factor (see Table 6.18). It was found that influence of others was one of the most
important socio-cultural aspects to affect employees’ adoption. Moreover, a sense of
progression when using e-Government systems at work had a positive impact on the employees’
adoption and intention to use too. In terms of statistical analysis, the correlation between the
Socio-Cultural factor and employees’ intention to use was examined utilising Spearman’s
correlation coefficient. It was found that there is a statistically significant and positive
correlation between the SC factor and employees’ intention to use, rs = .342, n = 311, p < .0005.
Therefore, hypothesis H7 is supported and the relationship trend line can be seen in Figure 6.17.
H7: There is a positive relationship between the Socio-Cultural factor and intention to use
e-Government systems/services.
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Figure 6.17: The relationship trend line between SC and ITU (government employees)

The results of both analysis procedures (descriptive and statistical analysis) revealed that social
and cultural aspects influence employees’ adoption and intention to use. These aspects include
influence of others, influence of image, influence of technology resistance and influence of their
concerns and beliefs. This finding indicates that it is crucial to consider the employees’ beliefs,
concerns, thoughts and feelings when implementing e-Government systems. Sawalha & AbuShanab (2015) argued that Social Influence is one of the significant factors that affect
employees’ intention to use in Jordan. Although there are few studies that investigate and
analyse the influence of socio-cultural factors on employees’ adoption and use, some studies
found it to be an influential factor on the adoption by other users, such as citizens (Alshehri et
al, 2012; Calvin et al., 2008). Thus, this study has contributed knowledge about the influence of
these factors from the perspective of government employees; and shown that the Socio-Cultural
factor correlates positively with employees’ intention to adopt and use e-Government systems.
The responses from some interviewed employees also show the importance of this factor. When
asked about their concerns about the reduction of job opportunities or loss of jobs when
implementing e-Government systems, two employees stated that these concerns exist to some
extent. One of them said: “… implementing electronic systems might reduce the jobs in the
public sector because as I said that the work that used to be done by number of employees, now
it is done by only one employee”. Another employee said: “… some employees may be
discharged such as messengers [an employee who transfer the transactions’ documents between
departments], but I think they can be trained to use technology”. In terms of the concern of
reducing the employees’ privileges and responsibilities, one of the respondents said: “… some
forms of authority could become limited to certain employees, and completing transactions
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would be prevented without those employees, and this would delay the work”. This means that
the authority for granting permission to process or complete procedures related to some eTransactions could become limited to specific employees. This might delay the processing of eTransactions as other employees would have to wait for authorisation to proceed with
processing the e-Transactions. These stated concerns are parts of the socio-cultural factor;
which should be taken into account when implementing e-Government systems.

6.4.2.3 The Awareness factor (AW)
The results of the descriptive analysis show that the Awareness factor plays an important role in
employees’ willingness to adopt and use e-Government systems. It is suggested that this factor
is very influential, see Table 6.17. The correlation between AW and ITU was statistically
assessed; and it was found that there is a positive correlation between employees’ awareness
about e-Government use, benefits and advantages and their intention to use, rs= .388, n = 311,
p< .0005. The results of both analysis procedures suggest that this factor is influential, and this
supports the hypothesized relationship (H8).
H8: There is a positive relationship between awareness and intention to use e-Government
systems/services.

Figure 6.18: The relationship trend line between AW and ITU (government employees)

This study found that almost half of the participating employees (46%) did not receive enough,
or even any, training or awareness initiatives. Providing training courses is not only important
for training employees on how to use electronic systems; but also would increase their
awareness about the potential, abilities and advantages of e-Government systems. According to
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a study conducted by Alshehri et al. in Saudi Arabia that aimed to analyse obstacles and
challenges in e-Government adoption from the employees’ perspective, a lack of knowledge and
ability to use computers and technology efficiently ranked as one of the most important barriers
and challenges that directly affected the adoption process. They also found that lack of
knowledge about the potential of e-Government ranked as a very important barrier for the
majority of participating employees (Alshehri et al, 2012). Calvin et al. (2008) also found that it
is vital to create user awareness when implementing e-Government systems and services.
Training courses should be provided to increase employees’ skills, awareness and knowledge of
the fundamentals of e-Government (Mahmood, 2013). The current research suggests that
increasing awareness would significantly contribute to increasing employees’ willingness and
intention to adopt and use e-Government systems in their work.
All the interviewees strongly agreed on the importance and influence of the awareness factor.
However, most of them complained about the lack of provision of training in how to use
electronic systems, especially at the beginning of implementation. When asked about the
influence of awareness about the potential and benefits of using e-Government systems in the
public sector, one of the employees said: “… it is important and very influential, but
unfortunately not enough attention is paid to it or it is provided later”. It is crucial to provide
sufficient training and awareness campaigns even before implementing such systems. Not doing
so would be likely to cause many problems and would impede the success of these systems and
the achievement of the desired goals. One respondent said: “… one of the problems of
implementing e-Government systems is implementing them and letting the employees use them
straightaway without training”. Moreover, one of the employees stated that: “I think that
unawareness of the employees about using such systems and lack of training is one of the main
reasons that adversely affect their willingness to use”. Therefore, awareness is one of the
significant factors that need to be given more attention.
6.4.2.4 The Functional Quality of Service/System factor (FQS)
The results of the descriptive analysis showed that the functional aspects that reflect a high
quality of service/system are likely to influence employees’ adoption and intention to use. FQS
can be categorized as an influential factor and this means that a high functional quality of
service would increase government employees’ intention to adopt and use (see Table 6.17). The
statistical analysis also shows that there is a positive and statistically significant relationship
between the functional quality of service/system and the employees’ intention to use, rs = .427,
n = 311, p< .0005. Therefore, the results from all the analysis support the hypothesized
relationship in H9 and the trend line of this relationship can be seen in Figure (6.19).
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H9: There is a positive relationship between functional quality of service and intention to
use e-Government systems/services.

Figure 6.19: The relationship trend line between FQS and ITU (government employees)

Abdelsalam et al. (2012) conducted a study in Egypt that aimed to examine the success factors
of e-Government systems from the employees’ perspective. They found that a high quality in
the implemented e-Government systems lead to high levels of satisfaction and intention to use.
They also stated that low quality would hinder the success of e-Government systems. One of the
employees interviewed in this study said in this regard: “… incorrect implementation of the
electronic systems in the public sector or implementing them with low quality would cause a lot
of work mistakes leading to poor performance and low willingness”. Thus, it is essential to
improve the quality of the functional aspects when implementing e-Government systems in
order to achieve high levels of adoption and use. This is more important for developing
countries, including Saudi Arabia, because such countries have limited resources and also
because online and electronic interaction is still new to their societies.
6.4.2.5 The Previous Experience factor (PE)
Employees’ previous experience of use was measured with two items, each of which concerned
different types of use; namely, the use of e-Government systems and the use of online nongovernment services such as online banking and online purchasing. The descriptive analysis of
the first item showed that the median was Md = 2 and this means that the majority were not
fully satisfied (satisfied to some extent) with their use of current e-Government systems in their
work. The correlation between employee satisfaction and their intention to use was statistically
assessed utilising Spearman’s correlation coefficient; and it was found that there is a positive
correlation between their satisfaction about their previous use and their intention to use,
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rs = .223, n = 270, p < .0005. This result supports the hypothesized relationship H10. Although
the correlation was relatively weak, it shows a positive relationship between PE of using eGovernment systems and ITU. This means that the more employees are satisfied with their
previous use, the higher their intention to use will be.
H10: There is a positive relationship between previous experience and intention to use eGovernment systems/services.
The other item involved in measuring this factor was concerned with the use of other online
services (other than the use of e-Government systems). The descriptive analysis for this item
clearly showed that employees’ previous experience of performing online transactions would
have a positive impact on their willingness to use e-Government systems in their work as the
median was Md = 1, and this refers to the answer “Yes, positively”. Since the influence of
previous experience of using online non-government services was measured with a single item
that did not have sequential answers, a cross-tabulation procedure was utilised to analyse this
item statistically, see Table 6.17.
Table 6.18: The results of cross-tabulation between ITU and PE (non-government online services)

It is clear from the table that the majority (75%) of the participating employees responded that
such previous use has a positive impact on their willingness to use e-Government systems. It is
also apparent that the intention to use increases with the increase in the number of employees
who responded “Yes, positively”. This means that the previous experience of using nongovernment online services has a positive influence on employees’ intention to use eGovernment systems in their work. This also supports the hypothesized relationship (H10).
Therefore, we can conclude that it is likely that previous use would have an impact on future
intention to use; and therefore, that successful implementation of electronic systems and
services need to be considered in the first stages of implementation. This is because future
intention to adopt and use would be likely to be affected by current and previous use and
experience. It is therefore crucial to consider the users’ experience (including that of employees)
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when implementing large systems such as e-Government systems since many other factors,
including trust in the systems, willingness to use them and also their diffusion, are more likely
to be influenced by previous experiences. The previous experience and use also influence
outcome expectations about the new systems and e-Services; and it is easier to build high trust
and good outcome expectations from the first stages of implementing a system than rebuilding
them at later stages.

6.4.3 Technical Factors (TF)
This construct comprises three factors, namely, Perceived Simplicity (PS), Technical Quality of
Service/System (TQS) and Accessibility (ACC). Table 6.19 presents the interpretations of the
results of the descriptive analysis. After assessing the hypothesized relationships between these
factors and intention to use, it was found that PS and ACC were the most significant factors.
The statistical analysis will be discussed in the following sections.
Table 6.19: Summary of the descriptive analysis of TFs from the employees’ perspective
Factor

N

No. of items

Mean

S.D.

Results interpretation

PS

311

4

1.59

0.55

Very influential

TQS

311

3

1.86

0.79

Influential

ACC

311

2

1.59

0.71

Very influential

6.4.3.1 The Perceived Simplicity factor (PS)
The descriptive analysis shows Perceived Simplicity to be a very influential factor (see Table
6.19). This indicates that ease and simplicity of use is crucial for government employees when
using e-Government systems in their work. Moreover, the results gave a strong indication that
PS has a positive relationship with adoption and intention to use; and this supports the
hypothesized relationship H11a. Furthermore, it was found from the statistical assessment that
there is a positive and statistically significant relationship between PS and ITU, rs = .369, n =
311, p<.0005. This means the more that employees perceive and experience e-Government
systems as simple to use, the more they intend to accept and use it. This also supports the
hypothesized positive relationship (H11a) which is demonstrated in Figure 6.20.
H11a: There is a positive relationship between perceived simplicity and intention to use eGovernment systems/services.
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Figure 6.20: The relationship trend line between PS and ITU (government employees)

The correlation between the PS factor and employees’ perception about the readiness of eGovernment systems was also assessed. It was found that there is a positive correlation between
perceived simplicity and perceived e-Readiness, rs = .133, n = 311, p <.05. This means that the
more e-Government systems are perceived to be easy and simple to use, the more the perceived
e-Readiness of such systems will be positively increased. This in turn would positively
influence the employees’ acceptance and willingness to use. This result supports the second
hypothesized relationship between PS and PER (H11b).
H11b: There is a positive relationship between perceived simplicity and perceived eReadiness of e-Government.
To summarize these relationships, PS positively associates with employees’ intention to use eGovernment systems; and this correlation is considered to be relatively strong. In other words,
the more the employees perceive that using e-Government systems in their work is easy and
simple, the more they adopt them and intend to use them. Moreover, the employees’ perception
about the readiness of the implemented e-Government systems is positively affected and
increased by their perception about the simplicity of using them. Although the second
correlation was not strong, it shows that there is a positive influence of PS factor on the
expectation of readiness. It is very likely that implementing easy-to-use systems and providing
various features that facilitate use, such as a dedicated help desk, electronic manual of
procedures and steps and illustrative examples of the requirements would increase the
employees’ willingness to use.
Marchewka et al. (2007) claimed that ease of use of a system could be a significant factor that
determines the user’s acceptance of information technology. Many studies that have been
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conducted in different countries found that effort expectancy, which is a similar concept to
perceived simplicity, has a significant influence on intention to use technology. For example,
Gupta et al. (2008) conducted a study in India to explore the adoption of the use of ICTs by
employees in a government organisation in a developing country. They utilised the UTAUT and
found that effort expectancy had a significant positive impact on employees’ intention to use
ICTs. Rehman et al. (2012) also found that perceived ease of use influences the users’ intention
to use e-Government systems in Pakistan.
It was agreed by the interviewees in this study that the simplicity of using e-Government
systems is a very important and influential factor. One of the respondents said: “they must be
easier than paper-based transactions, this is the goal of implementing these systems which is
simplifying the transactions processing not making them more difficult”. Another said: “… ease
of use would definitely affect adoption, especially for some transactions that are complicated
and require many procedures; they should be easier in the electronic systems”. One of the
employees also said: “the use of e-Transactions must be easy for both employees and
customers, because if they are clear and easy to use, customers would not visit government
agencies and at the same time the transactions processing will not be disrupted”. One of the
interviewees also commented on the importance of training in this respect, saying: “… training
would make use easy, and this is why training is so important”. Another interviewee
commented on the importance of providing a help department to facilitate employees’ use: “…
for sure there is variation in the employees’ abilities and skills, so providing a support
department to respond to enquiries and solve problems immediately is important to facilitate
use”. From the analysis results and interviewees’ responses, it is suggested that the Perceived
Simplicity factor plays a vital role in the employees’ adoption and use, since such use would be
part of their daily work activities.

6.4.3.2 The Technical Quality of Service/System factor (TQS)
From the results of the descriptive analysis, the Functional Quality of Service/System factor was
found to be an influential factor on employees’ intention to use (see Table 6.19). As discussed
earlier, this factor concerns several technical aspects that reflect the quality of service/system
such as technical errors and user interfaces. Statistically, this factor also was found to be
correlated positively with the employees’ intention to use, rs = 145, n = 311, p < .05. Therefore,
the hypothesized relationship in H12a is supported.
H12a: There is a positive relationship between technical quality of service and intention to
use e-Government systems/services.
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However, TQS was not found to be as significant as the FQS factor from the employees’
perspective. This is because some of the proposed technical aspects that reflect the quality of
system were very important to the employees, and some others were less important. For
example, it was agreed amongst the employees that having technical failures while using eGovernment systems would reduce their willingness to use such systems. It was also agreed that
the interface design and layout of e-Government internal portals would affect employees’
willingness to use such systems. However, those technical aspects were not considered as
important as the emergence of alert\confirmation messages when using e-Government systems
in work; which was found to be the most important aspect of all those proposed. It is likely that
employees in government agencies are more concerned about technical features that relate to
their performance and productivity than the features that relate to the system itself. Technical
aspects such as the emergence of alert\confirmation messages would reduce mistakes that
negatively affect the employees’ performance and productivity and might lead to their being
held accountable while the other proposed aspects would not.
The majority of participating employees agreed that the current technical potential of their
agencies are sufficient to implement e-Government systems (see PER descriptive analysis in
Section 6.3), so it is likely that they perceive that the technical quality of the implemented
systems is satisfactory. This does not mean that TQS was not important to them, but it is a
matter of degree that FQS is a more influential factor than TQS for the employees. On the other
hand, Ziemba et al. (2013) found that there is a significant association between technological
factors and e-Government adoption in Poland. Their study focused on identifying success
factors for adopting e-Government from the experts’ perspective, including directors and head
of departments, while the current research focused on identifying the influential factors from the
employees’ perspective who deal directly with customers’ transactions on a daily basis. Besides
the difference in the study context (Saudi Arabia and Poland), it is possible that there is a
difference between managers and employees in terms of how they are influenced by different
factors.
The second hypothesis (H12b) suggests a positive relationship between the technical quality of
service/system and perceived e-Readiness; but the correlation test revealed that there is no
positive relationship, rs = -.026, n = 311, p < .05. Thus, hypothesis H12b is not supported.
H12b: There is a positive relationship between technical quality of service/system and
perceived e-Readiness of e-Government.
This is probably because of the reason mentioned earlier that the participating employees
perceive that the technical potential in their organisations is sufficient. Thus, the technical
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quality of service (TQS) was not crucial for them and was not a significant factor that influenced
their adoption and intention to use.
Nevertheless, there was an agreement on the importance of the technical quality of the
implemented system. One of the employees said when he was asked about the impact of such
factor on the employees’ acceptance and use: “Of course it has an impact, we faced many
technical issues that caused delay in work”. Technical issues are expected in any electronic
system, but minimising them as much as possible is the required task. This can be achieved by
considering this factor seriously. For example, one of the respondents commented on this: “…
we have out-dated computers and an infrastructure that needs to be updated and improved to
reduce these issues, also the e-Transactions must be backed up so if technical problems happen,
the employee’s rights will be protected and also the lost transactions can be restored quickly”.
Moreover, another employee said: “… the problem is that some agencies assign the
implementation of e-Government systems to foreign companies and experts [outsourcing], if
problems happened later, they must seek help from the same companies that implemented the
system and this would cause more problems, delay and reduce the system quality. The agencies
should implement their e-Government systems themselves to control its quality, maintenance
and improvement”. Generally, although the TQS factor was not found to be statistically
significant from the employees’ perspective, organisations and e-Services providers should pay
more attention to all technical aspects as they impact the employees’ use and also their trust in
the system.
6.4.3.3 The Accessibility factor (ACC)
The Accessibility factor (ACC) was found to be very important for the government employees;
and the results of the descriptive analysis can be interpreted as indicating that the ACC factor is
very influential (see Table 6.19). The relationship between the ACC factor and employees’
intention to use was assessed statistically and it was found that there is a direct, positive and
statistically significant correlation, rs = .326, n = 311, p < .005. This result, besides the findings
from the descriptive analysis, supports the hypothesis H13a and Figure (6.21) shows the
relationship trend line.
H13a: There is a positive relationship between accessibility and intention to use eGovernment systems/services.
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Figure 6.21: The relationship trend line between ACC and ITU (government employees)

Additionally, it was found that there is a positive correlation between the Accessibility factor
and the employees’ perception about the readiness of e-Government systems, rs = .147, n = 311,
p < .005. This also supports the relationship between ACC and ITU indirectly through PER.
Therefore, the hypothesized relationship H13b is also supported.
H13b: There is a positive relationship between accessibility and perceived e-Readiness of
e-Government.

These findings show the importance and the degree of impact of the Accessibility factor in
increasing employees’ adoption and intention to use e-Government systems in processing
customers’ transactions. The accessibility that employees in the sample were concerned about
was electronic access to other related agencies and also the availability of efficient accessibility
tools including computers, networks and other technical infrastructures. Alshehri et al. (2012)
argued that lack of accessibility to other related e-Government systems in different agencies
would negatively affect the success of e-Government systems and this in turn would affect the
employees’ adoption and intention to use. Their study was conducted in Saudi Arabia to
identify the important barriers and challenges that face the adoption of e-Government systems
and services from the citizens’ and IT employees’ (government employees) perspectives. Their
study revealed that 60% of participants reported that lack of partnership and collaboration
between the government sectors was considered to be an important barrier, while 40% of them
reported this barrier as very important. Al-Busaidy & Weerakkody (2009) also claimed that the
lack of information exchange between government agencies is a critical factor that influences eGovernment implementation. Moreover, Alshehri et al. (2012) affirmed the importance and
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influence of providing efficient accessibility tools that enable the employees to use eGovernment systems seamlessly and efficiently; and similarly, Al-Zumaia (2001) claimed that
ICT infrastructure is an essential part of successful e-Government implementation.
One of the employees interviewed mentioned the importance of the availability of improved and
updated accessibility tools: “This is a part of the system quality that the ICT infrastructure
needs to be sophisticated to ensure that they (the accessibility tools) will be efficient for the
future system improvements”. With regards to electronic access to other related agencies, many
employees agreed on the importance of electronic cooperation and coordination. However,
some of them complained about a lack of or issues with electronic cooperation. One of the
employees stated that although an electronic link with other agencies is very useful, some
agencies do not take this electronic cooperation seriously. This causes serious issues especially
when sensitive data is involved. This is the reason that prevents many ministries from being
connected with each other electronically. Another employee stated that this is one of the reasons
that discourage employees to use e-Government systems. Providing efficient and sufficient ICT
infrastructure when implementing e-Government systems and giving serious consideration to
electronic cooperation would enable employees to cooperate and interact professionally and to
process customers’ transactions effectively.

6.4.4 Reliability Factors (RF)
All the reliability factors, namely, Perceived Trust (PT) and Regulations & Policies (RP) were
found to be significant from the employees’ perspective. Table 6.20 below summarizes and
interprets the results of the descriptive analysis. The relationships between both factors and the
employees’ adoption and use will be discussed in the following sections.
Table 6.20: Summary of the descriptive analysis of RFs from the employees’ perspective
Factor

N

No. of item

Mean

S.D.

Results interpretation

PT

311

4

2.13

0.62

Influential

RP

311

3

1.52

0.60

Very influential

6.4.4.1 The Perceived Trust factor (PT)
Measuring the influence of the PT factor involved different trust aspects including perceived
security and perceived privacy. The results of the descriptive analysis indicated that PT is an
influential and important factor in determining the employees’ adoption and intention to use.
Moreover, it was found that there is a positive and statistically significant relationship between
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the employees’ perceived trust and their intention to use e-Government systems in their work, rs
= .321, n = 311, p < .005. These results indicate that, as employees’ perceived trust in eGovernment systems increases, so does their intention to use them in their work; and this
supports hypothesis (H14a).
H14a: There is a positive relationship between perceived trust and intention to use eGovernment systems/services.
Additionally, a positive correlation was found between employees’ perceived trust and their
perception about the readiness of e-Government systems, rs = .357, n = 311, p < .005. This
finding indicates that the hypothesized relationship between PT and PER that is stated in H14b
is supported. Figure 6.22 below shows the trend lines for both relationships.
H14b: There is a positive relationship between perceived trust and perceived e-Readiness
of e-Government systems.

Figure 6.22: The relationships trend lines between PT and PER/PT and ITU (government employees)

The results of both the descriptive and statistical analysis show the importance of the PT factor
and how it correlates positively with employees’ adoption and intention to use e-Government
systems. PT had positive relationships with both their intention to use and also their perception
about the readiness of e-Government. It is very likely that the lack of employees’ trust and
confidence when using e-Government systems would negatively influence the success of eGovernment implementation. Research reports repeatedly show that lack of trust hinders users’
adoption and intention to use e-Government. Belanger & Carter (2008) state that, as
government

organisations

increase

spending

on

e-Government

implementation

and

maintenance, it is essential that they also consider trust issues in order to implement e-
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Government systems that are successful from all aspects. Thus, this research provides practical
evidence that the perceived trust factor is significant in terms of increasing the employees’
adoption and intention to use, which in turn contributes to the success of e-Government.
Additionally, the trust perception was generally positive according to most of the interviewed
participants who agreed on the importance of this factor when using e-Government systems.
One of the employees said: “… the employee needs to trust that the e-Government system would
help him to do his work successfully”. Another employee said: “I think that the trust in
electronic systems is better because in the paper based work, documents are vulnerable to
damage or loss more than in the electronic system”. With regards to what could impact the
employees’ trust, one of the respondents said: “One of the issues of the fast implementation of
e-Government systems [without proper preparation] is that the employees’ trust in using such
systems will be negatively affected because they do not know how to use them”. Furthermore,
one employee stated that: “we faced many problems with customers when we first used our
electronic system, this will definitely affect the employees and also the customers’ trust in the
system. Many customers came to us complaining and opposing the use of electronic system
because of technical issues”. These interviewees’ statements indicate that trust is likely to be
influenced by various other factors such as awareness, training, technical quality of system and
simplicity. Thus, the PT factor should be considered carefully from the start of e-Government
implementation.

6.4.4.2 The Regulations and Policies factor (RP)
The importance of implementing and applying regulations, policies and terms of use that are
related to the use of e-Government was found to be high for government employees. The results
of the descriptive analysis revealed that this factor is very influential on employees’ adoption
and use. Moreover, a positive and statistically significant correlation was found between the RP
factor and intention to use, rs = .437, n = 311, p <.005. Therefore, the proposed positive
association between RP and ITU (H15a) is supported and presented in Figure 6.23.
H15a: There is a positive relationship between properly implementing regulations &
policies and intention to use e-Government systems/services.
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Figure 6.23: The relationship trend line between RP and ITU (government employees)

A positive correlation was also found between the RP factor and the employees’ e-Readiness
perception about e-Government systems, rs = .132, n = 311, p < .05. This means that the second
hypothesized relationship (H15b) is also supported. This result also demonstrates the positive
influence of RP on the employees’ adoption and utilisation.
H15b: There is a positive relationship between properly implementing regulations &
policies and Perceived e-Readiness of e-Government systems.

The development of clear and applicable regulations, conditions, terms and rules for using eGovernment systems needs to be sensitively considered when implementing such national,
electronic and interactive systems. Such regulations and policies would contribute to increasing
employees’ confidence and trust when using technologies and electronic systems in their work.
According to Alshehri et al. (2012), 63% of the participating employees considered the lack of
regulations and policies related to the use of electronic systems in Saudi Arabia as an
“important barrier” to the adoption of e-Government and 36% of them considered it a “very
important barrier”. The current research also clearly reveals that the lack of regulations and
policies that regulate and control the use of e-Government systems would negatively affect the
users’ adoption and use.
Some of the interviewed employees believed that implementing regulations and policies for use
was highly important and gave some examples to highlight its importance and how electronic
systems could be thus regulated. When asked about the expected disadvantages of
implementing e-Government systems in the public sector, one of the employees said: “I think it
will not have disadvantages except for the employee who does not want to work because he will
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be held accountable if he does not complete his tasks in a certain time. For example, a
customer’s transaction needs to be dealt with within 72 hours and if the employee did not
process it, it will be electronically transferred to the department’s director who would deal with
it”. Setting a time frame for e-Transaction processing is one of the strategies used to regulate
the work. Moreover, one of the employees stated another aspect related to regulations and
policies for using e-Government systems which is: “…equal distribution of work where
customers’ e-Transactions are distributed equally between the employees, this is an important
thing as it ensures that all employees do their tasks evenly, even the employee who is on holiday
would not receive e-Transaction tasks”. One of the respondents stated an example of the
negative impact of the lack of regulation: “when a customer cannot perform an e-Transaction
successfully, he\she come to us to seek help from the employees, this might cause a problem for
the employee who helped him\her as the customer could deny the procedure that has been done
by the employee”. The employee stated that this issue usually happened since the employee
needs to log in from the customer’s account in this case. As the interviewee stated, if this
practice is not regulated, the employees’ right could be negatively affected. Therefore, the
results and respondents’ statements suggest that RP is a crucial factor that needs to be
considered in order to control and regulate the use of e-Government systems and also to
preserve employment rights.

6.4.5 Perceived E-Readiness (PER) and Intention to Use (ITU)
Perceived e-Readiness was proposed as a dependent variable in the research model (EGAUM).
It was also proposed that this variable correlated with several independent variables including
PS, TQS, ACC, PT and RP. The correlations between PER and all these factors were
investigated in order to explore the positive associations that show the impact of each factor.
Similar to the findings from the citizens’ sample, only the Perceived Trust (PT) factor was
found to have a significant and positive correlation with the PER; all the other correlation tests
with this variable showed either weak positive relationships or that no positive relationship was
supported .
The correlation between PER and ITU was also assessed using Spearman’s correlation test. It
was found that there is a statistically significant positive correlation between the employees’
perceived e-Readiness and their intention to use e-Government systems, rs = .196, n = 311, p
< .005. Thus, the hypothesized relationship in H16 is supported.
H16: There is a positive relationship between perceived e-Readiness of e-Government and
intention to use e-Government systems/services.
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Due to this positive relationship between PER and ITU, almost all factors were found to have a
positive impact on the employees’ perceived e-Readiness, including the PS, ACC, PT and RP
factors, thus also having an indirect positive influence on intention to use e-Government
systems. This means that the PS, ACC, PT and RP factors have a positive direct influence and
also a positive indirect (through PER) influence on employees’ intention to use.

6.5 Conclusion
In this chapter, a detailed presentation and discussion of the descriptive analysis of salient
factors that influence the employees’ adoption and use has been given; including a discussion
about the items used to measure the influence of each factor. The results of the descriptive
analysis were interpreted to support or refute the hypothesized relationships between the
proposed factors and the employees’ intention to use e-Government systems. Moreover, these
relationships were also assessed statistically utilising Spearman’s correlation procedure; and the
results of the statistical analysis were also used to support or reject the hypotheses. Furthermore,
interviewees’ responses were also presented and discussed. Table 6.21 summarizes the findings
of the statistical evidence that explains all the hypothesized relationships from the government
employees’ perspective.
Table 6.21: Summary of the results of the hypothesized relationships in the government employees’ sample
Hypothesized relationship

Direction of

Hypothesis test

Relationship strength

relationship
PB à ITU

Positive

Supported

Moderate (rs = 0.462**) sig

SC à ITU

Positive

Supported

Moderate (rs = 0.342**) sig

AW à ITU

Positive

Supported

Moderate (rs = 0.388**) sig

FQS à ITU

Positive

Supported

Moderate (rs = 0.427**) sig

PE (EGOV) à ITU

Positive

Supported

Weak (rs = 0.223**) sig

PSà ITU

Positive

Supported

Moderate (rs = 0.369**) sig

PSà PER

Positive

Supported

Weak (rs = 0.133*) sig

TQS à ITU

Positive

Supported

Weak (rs = 0.145*) sig

TQS à PER

Negative

Not supported

Weak (rs = -0.026)

ACC à ITU

Positive

Supported

Moderate (rs = 0.326**) sig

ACC à PER

Positive

Supported

Weak (rs = 0.147**) sig

PT à ITU

Positive

Supported

Moderate (rs = 0.321**) sig

PT à PER

Positive

Supported

Moderate (rs = 0.357**) sig

RP à ITU

Positive

Supported

Moderate (rs = 0.437**) sig

RP à PER

Positive

Supported

Weak (rs = 0.132*) sig

PER à ITU

Positive

Supported

Weak (rs = 0.196**) sig

*. Correlation is significant at the 0.05 level.

**. Correlation is significant at the 0.01 level.
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Several factors were found to be significant from the employees’ perspective; i.e. Perceived
Benefits (PB), Socio-Cultural (SC), Awareness (AW), Functional Quality of Service/System
(FQS), Perceived Simplicity (PS), Accessibility (ACC), Perceived Trust (PT) and Regulations &
Policies (RP). This research suggests that such factors play a crucial role in the public
employees’ adoption and intention to use. Thus, government agencies and e-Services providers
should

consider

them

when

designing

and

implementing

e-Government

systems.

Recommendations based on the results from this sample will be developed and presented in
Chapter 8.
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Chapter Seven: Data analysis and discussion from the business sector’s perspective
7.1 Introduction
One of the main stakeholders targeted by e-Government services is the business sector. This
sector, which is also known as the private sector in Saudi Arabia, has grown considerably in
recent years. The growth rate for the private sector is the highest of the three main sectors in
Saudi Arabia, namely, the government, private and oil sectors (Al-Jazirah, 2015). Therefore,
facilitating communication and interaction between government agencies and the business
sector; i.e. business companies, is very important especially in the currently advanced IT era.
Many online e-Services have been provided to the private sector in Saudi Arabia in recent years,
and there are more e-Services under development. Besides the general need to increase the
adoption and utilisation level of e-Government systems and services, it is also crucial to
understand the factors that can influence the adoption and usage from the business sector’s
perspective, which is one of the objectives of this research.
The total number of participating business entities in this sample was 53 and there were 48 valid
responses identified after the data validating and preparation process. Most of these were large
leading companies; but several medium and small business entities were also involved in this
sample. In order to provide more comprehensive results, the participating business entities were
all involved in different business activities; and the sample included both business owners and
employees who work in firms and deal with government agencies with regard to their
companies’ transactions. Moreover, short, semi-structure interviews were conducted with 5 of
the participants. The targeted users from the business sector are usually busy and they
sometimes work outside their offices since part of their jobs is to visit government agencies to
complete their companies’ transactions. Therefore, multiple visits to their offices were needed
to collect data from them and this is reflected in the relatively small sample. However, although
the sample size is relatively small compared to the other two samples, this research provides
useful insights into the motivations underlying the intentions to adopt and use e-Government
services from the business sector perspective. It is also worth bearing in mind that the
participants in this sample represent their business entities because they are either owners or
companies’ employees who deal with government transactions and services; and that usually the
number of such employees in each company is small, sometimes only one or two, even in large
companies.
This chapter analyses the collected data (descriptive and statistical analysis) and discusses the
results to assess the influence of the proposed factors on the adoption and use of the users from
the business sector; and the most significant factors are identified. This chapter is divided as
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follows: Section 7.2 presents and discusses the demographic data of this sample. The findings
from the descriptive analysis are provided in Section 7.3; then, Section 7.4 investigates and
statistically assesses the hypothesized relationships between the proposed factors and users’
intention to use. This section also discusses the results from the semi-structure interviews.
Section 7.5 provides a conclusion that summarizes the results and the most significant factors
from the business sector’s perspective.
7.2 Demographic data
This section presents the demographic data of the participants from the business sector. The
participants were asked to respond to a survey entitled “Analysing key factors that influence the
adoption and utilisation of e-Government systems: Users from the business sector”. The survey
collected demographic data about the participants themselves and the business entity that they
either own or work for. The personal demographic information includes gender, age group,
education level, position held in the company (owner or employee), proficiency in using
computers and Internet use rate. The demographic data also relates to the business entity itself,
and includes the age of the business, number of employees, business income (annually net
profit) and business field. The survey also collected information about the use of e-Government
services provided to the business sector and what methods the participants use to access
government services and conduct transactions for their business entities. Table 7.1 below
presents a summary of the demographic data for the business sector sample.
Table 7.1: Demographic data for the business sector sample

Participants’ gender

Male
Female

Percentage %
89.6
10.4

Participants’ age in years

18 – 30
31 – 45
46 – 60
Over 60

20.8
64.6
12.5
2.1

Participants’ educations level

Secondary school or less
Diploma
Bachelor
Master

29.2
20.8
41.7
8.3

Proficiency in using computers

Average
Good
Excellent

8.3
41.7
50

Internet usage rate

Several days a week
Several days a month
Everyday

6.3
2.1
91.6

Participants’ position in the company

Owner
Representative
Employee

27.1
18.8
54.2
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Age of the business entity in years

0–5
6 – 10
11 – 20
More than 20

16.7
16.7
10.4
56.3

Number of employees in the business entity

0 – 10
11 – 50
51 – 250
More than 250

18.8
8.3
4.2
68.8

Annual net profit in SAR (1 GBP ≈ 4.7
SAR)

0 – 60,000
61,000 – 120,000
121,000 – 180,000
181,000 – 240,000
More than 240,000
Unknown

10.4
4.2
2.1
4.2
35.4
43.8

Business activity of the entity

Constructing and building
Restaurants
Food supply and grocery
Car trade (sales and hire)
Communication
Health and medical supplies
Other

14.6
2.1
4.2
12.5
6.3
14.6
45.8

Participants’ gender
Table 7.1 reveals that 89.58% of the participants were male, whereas 10.42% were female. As
stated earlier with the previous samples (citizens and public employees), one of the main
barriers and difficulties in this research was to collect data personally from females in Saudi
Arabia due to religious and cultural reasons. Female business owners or employees in the
business sector were no exception. Therefore, a relatively small percentage of female
participants were involved in this sample. However, the sample can still said to be
representative of e-Government users in the business sector; as most of the employees who
work in the private business sector and use e-Government services as part of their job activities
are male employees. This is mainly because the jobs that involve dealing with government
agencies and conducting government transactions were almost exclusively done by men before
the implementation of e-Government in Saudi Arabia. Therefore, men still dominate these kinds
of job, due to their experience of dealing with government services. Moreover, many eTransactions and e-Services that are provided to business sector through e-Government systems
still require personal visits to the government agencies. This task is difficult for females for
several reasons including difficulties with transportation and the necessity of frequent visits to
different agencies that may not have female sections.
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Participants’ age
Table 7.1 also shows that participants aged between 31-45 years represent the majority of the
sample (64.58%), participants aged between 18-30 years represent 20.83% of the sample,
participants aged between 46-60 years represent 12.50% and participants aged over 60 years
represent only 2% of the total sample. These age group percentages were expected, since a large
proportion of the participants were employees who work in this kind of job that is normally
occupied by middle-aged employees (between 25-49 years) in Saudi Arabia (Saudi General
Authority for Statisctics, 2016b, p.55).
Participants’ education level
Table 7.1 shows that 29.17% of participants completed secondary school level or less and
20.83% of them had a diploma degree. The majority of participants held a Bachelor’s degree
(41.67%) and participants who obtained a Master’s degree represent 8.33% of the total
participants. All the participants were educated, and this was expected since using eGovernment services especially in business sector requires educated individuals with reasonable
knowledge of how to use computers and the Internet to perform e-Services and e-Transactions.
Participants’ proficiency in using computers
Table 7.1 shows that half the participants (50%) believed they had an excellent level of
proficiency in using computers, 41.67% of them said they had a good level of proficiency and
only 8.33% of participants rated themselves as of average proficiency. Proficiency in using
computers is generally high amongst the participants and this is expected, as generally speaking,
the higher the participants’ level of education, the higher their perceived level of computer
skills.
The participants’ Internet use rate
Table 7.1 also shows that 91% of the participants are daily Internet users; approximately 6% of
them use the Internet several days a week; whereas just 2% use the Internet several days a
month. Since a large proportion of the participants were employees in the business sector, using
the Internet is very likely to be one of their daily job activities, including carrying out
government transactions online; thus, a high percentage of daily Internet use was reported.
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E-Government service usage
Over 95% of the participants have used e-Government services and transactions for their
business entities, whereas only 4.2% have not. The reasons that prevent some participants from
using e-Government services were also collected; and one of these reasons was lack of trust in
e-Government systems. This reason was reported by a business owner aged between 31-45
years old who had only completed public school and preferred to visit government agencies in
person to conduct business transactions. This preference for conducting transaction in person
may reflect this participant’s low level of education and hence an inability to effectively
conduct transactions online owing to a lack of IT skills. Another reason was that the e-Services
required are not always actually provided through e-Government systems; as was reported by an
employee aged over 60 years. Indeed, several government services and transactions that
companies need to access and conduct have not been introduced online through e-Government
yet.
Non-government online service usage
Information about the use of non-government online services by participants, such as online
banking and online purchasing, was also collected. About 66.67% of participants have used
some form of non-government online service, whereas 33.33% of them have not. The non-users
group was investigated further and it was found that 75% of them were employees in the
participating businesses. Thus, it is likely that other employees in different departments of the
business, such as the finance department, were responsible for non-government transactions.
The rest (25%) of the participants who have not used such online services were business
owners; and they might not need to perform non-government online services for their
businesses.
Methods to obtain information related to government services
The participants were asked how often they use certain methods to obtain information that they
need to conduct government transactions on behalf of their companies. Such information
includes agency working hours, agency sub-offices, the services provided and the transactions
requirements and procedures. Several methods were presented to the participants to determine
how often they use them and these are shown in Figure 7.1.
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Figure 7.1: Methods of obtaining information about government transactions (business sector) (see appendix G for
larger graph).

We can see immediately that over 70% of the participants usually obtain information from the
agencies’ websites, whereas 47.90% of them reported that they usually search for the needed
information on the Internet. It is thus a relatively high percentage of participants who usually
use online means to obtain the information they need for their businesses’ government
transactions. Approximately 35% of the participants usually obtain information from other users
who have used the same service; 25% of users usually visit government agencies to obtain the
needed information, whereas 14.6% of them usually call the agencies by phone for the same
purpose. We can notice that the online methods (visiting agencies’ websites or the Internet)
were the most frequently used methods, whereas other methods were less frequently used. This
means that there is a higher intention to use electronic means to get information about eGovernment services than intention to use traditional ways.
Although high percentages of the participants reported that they usually use online methods to
obtain information about needed government transactions; they also reported that they
sometimes use three traditional methods; namely, visiting the agencies, calling by phone and
obtaining information from others (62.5%, 60.4% and 58.3%, respectively). 39.6% of
participants reported that they sometimes search on the Internet for the required information,
whereas 20.8% of them responded that they sometimes obtained the information from the
agencies’ websites.
Furthermore, 25% of the participants never call government agencies to obtain information; and
the graph also shows that 12.5% have never visited the agencies to obtain information and the
same percentage also reported that they have never searched for information they need for their
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government transactions on the Internet. A relatively small proportion of the participants (8.3%)
never used the agencies’ websites to obtain information. Moreover, only 6.3% of the
participants reported that they have never obtained the required information from others.
Preferred methods of conducting government transactions for businesses
Information about preferred methods of conducting government transactions was collected from
the participants; who were asked about their preferences rather than actual usage (similar to the
previous question) in order to include all the participants either e-Government users or nonusers. Almost all the possible methods of performing governmental transactions are proposed
and they include online through e-Government, by visiting the agencies in person, through
service offices, authorising other employees or authorising someone else. The results are
presented in the following combined graph (Figure 7.2).
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Figure 7.2: Preferred methods to conduct government transactions (business sector) (see appendix G for larger
graph).

The chart reveals that conducting government transactions online via e-Government systems is
the most preferred method, with 83.3% of the total participants strongly preferring this method;
16.7% preferring it to some extent; and none of the participants indicating they did not prefer to
use e-Government systems. This shows that the vast majority of participants had a high level of
intention to use e-Government systems.
Conversely, large proportions of the participants did not prefer to use the other methods
proposed. This is clear from the very low percentages of the answer “strongly preferred” for the
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rest of the methods, and also from the high percentages of the answer “not preferred” for these
same methods. For example, the percentages of participants who strongly prefer authorising
other employees, visiting the agencies in person, using services offices and authorising someone
else were reported at 18.8%, 10.4%, 4.2% and 2% respectively. Moreover, more than 64% of
the participants did not prefer visiting the agencies’ offices and also the same proportion did not
prefer to authorise someone else to complete government transactions for their businesses. A
similar percentage of participants (62%) did not prefer using service offices to complete
government transactions on their behalf. Overall, using e-Government systems to carry out and
complete government transactions and access services related to the business was the most
preferred method.
Age of business
Table 7.1 also presents the age of the participating businesses i.e. how long have they been
established. The age of approximately 56% of the participating businesses was over 20 years;
16.67% of the participating businesses were between 0-5 years, and a similar percentage was
between 6-10 years. Finally, 10.42% of the business entities were aged between 11-20 years.
We can notice that the majority of the businesses involved in the study (more than 66.67%)
were established before the e-Government program was introduced in Saudi Arabia in 2005.
This means that this sample included businesses that have experienced government transactions
in both traditional and electronic ways.
Number of employees in the participating businesses
Around 68.75% of the businesses included in this sample have more than 250 employees;
18.75% have up to 10 employees, 8.33% of them have between 11-50 employees and 4.17% of
them have between 51-250 employees. It is clear that the majority of the participating business
entities were large companies with more than 250 employees. This is very useful for the results
of this research since large companies normally need to perform more government transactions
than the smaller companies.
The annual net profit of participating businesses
Table 7.1 shows the annual net profit of the participating companies in Saudi Riyals. The survey
asked all the participants to state the annual income of the firm they work for or own.
Approximately 43% of participants did not know this figure. For those that did know, the results
show that businesses with an annual net profit of more than 250K SAR represented 35.42% of
the total sample. The net profit was between 0-6K SAR for 10%, between 61K-120K SAR for
4%, between 121K-180K SAR for 2% and between 181K-250K SAR for 4% of the

263
participating business entities. The annual net profit was relatively high for the majority of the
business entities. This means that the majority were large companies and thus more likely to
need to access government services and conduct transactions.
The business activity of the participating companies
The business activities, or business field, of the participating firms were varied and they are
presented in Table 7.1. Construction companies make up 14.6% of the participating businesses,
as do companies that work in the field of health and medical facilities. Companies that trade in
cars, either selling or hiring cars, make up 12.5% of the total participating companies; and firms
that trade in the field of communications 6.25%; firms that supply food and groceries 4.17%
and restaurants approximately 2%. The rest of the participating businesses (45.8%) operated in
different business areas including the clothes trade, operations and maintenance activities field,
fragrance trade, electric supply, furniture trade, safety and security operations field, tourism
activities field, flowers and gift selling, beauty firms and transportation. This diversity in
commercial activities of participating businesses is useful for this research as it provides a broad
commercial perspective of adoption and use of e-Government by the business sector.

7.3 Descriptive analysis of the proposed factors from the business sector’s perspective
This section will present and discuss the results from the descriptive analysis of all the
constructs involved in the EGAUM. Several items were used to measure the influence of the
proposed factors using different Likert scales. The Likert scores will be used to interpret the
results of each factor. More details about the descriptive statistics can be seen in Appendix C.
The Perceived Benefits (PB) factor
For the Perceived Benefits (PB) factor, the participants were asked several questions (7 items) to
measure the influence of this factor on their adoption and utilisation of e-Government systems.
Table 7.2 presents all the items involved and the results are shown in Figure 7.3.
Table 7.2: The PB factor measured from the business sector’s perspective
Constructs
Perceived

Item code

Measure

PB1

EGOV would enable me to perform my company’s transactions quicker than

Benefits

traditional ways.
PB2

Using EGOV for my company’s transactions would save time, money and effort.

PB3

I believe that using EGOV would minimize legal and regulatory violations that might
occur in my company.
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PB4

Using EGOV would help my company to comply with all government procedures
and requirements.

PB5

I believe that using EGOV would ensure equality in transaction processing amongst
companies.

PB6

I believe that EGOV would increase investment opportunities in the business sector,
e.g. online government tendering

PB7

I believe that using EGOV would reduce procedures that might delay processing my
company’s transactions.

PB1

PB2

PB3

PB4

PB5

2.10%
0.00%

PB7

8.30%

8.30%

6.30%
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2.10%
2.10%
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Figure 7.3: The results of PB measurement items (business sector) (see appendix G for larger graph).

In item PB1, the participants were asked whether they agree that e-Government would enable
them to conduct their business’s transactions more quickly than with the traditional ways.
Figure 7.3 shows that the majority of the participants (97.9%) agreed whereas 2% were neutral.
The Likert score for this item is 1.25, revealing high agreement about this benefit of using eGovernment systems over the traditional ways; there was also a general agreement that the use
of e-Government would save time, money and effort (item PB2). Approximately 95% of the
total participants agreed about this benefit but only 2% of them did not agree. The total score of
item PB2 is 1.25 and this also indicates high agreement level on the ability of e-Government
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systems to save time, money and effort when using them with transactions and services related
to the business sector.
From the result of item PB3, more than 89% of the participants agreed that the use of eGovernment services would reduce legal and regulatory violations in the business sector.
Around 8% were neutral and only 2% did not agree. The Likert score is 1.37 and this indicates a
general perception amongst the participants about the benefit of protecting their businesses and
companies from violation of the laws and regulations. Additionally, respondents were asked in
item PB4 to indicate whether they believe that using e-Government would help their businesses
to comply with all government procedures and requirements. As shown in Figure 7.3, more than
89% of the respondents agreed about this benefit, with a very small percentage disagreeing (2%)
and only 8% of the respondents saying there were neutral or did not know. The Likert score is
1.39 which also indicates a generally positive perception about the ability of e-Government
systems to make complying with government procedures and requirements easier for
businesses.
With regards to item PB5, it is apparent from Figure 7.3 that the overwhelming majority (91%)
of respondents agreed that the e-Government systems would ensure equality for business sector
in terms of processing their transactions and applications. This high agreement gives a Likert
score of 1.35 which suggests that implementing e-Government systems is perceived by the
business sector as ensuring equal and fair dealings from the government agencies with regards
to business transactions. Additionally, Figure 7.3 shows that 81% of the total respondents
agreed with the statement of item PB6: “I believe that e-Government would increase investment
opportunities in business sector, such as online government tendering” whereas 4% disagreed
and 14% were neutral. The Likert score of 1.68 indicates a generally positive perception that
implementing e-Government systems would offer more investment and commercial
opportunities to the business sector.
In item PB7, the participants were asked their view on whether using e-Government would
reduce procedures, such as document ratification, that might delay processing their companies’
transactions. The vast majority (93%) agreed that the use of e-Government would reduce these
procedures, only 2% did not agree and around 4% were neutral (see Figure 7.3). The Likert
score for this item is 1.31 indicating a high level of perception about the ability of eGovernment to speed up the processing of business transactions. The composite score for this
factor was 1.37 which gives a strong indication that the Perceived Benefits factor has a strong
impact on the participants’ adoption and utilisation level. This result was tested to detect
possible outliers and there was only one case. There was no significant impact from the detected
case as the composite score change to 1.33 after omitting the detected case.
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The Social-Cultural (SC) factor
The participants were asked to respond to 5 items to measure the influence of the SC factor.
These items are listed in Table 7.3, and the results are shown in the combined graph in Figure
7.4.
Table 7.3: The SC factor measured from the business sector’s perspective
Constructs

Item code

Measure

Socio-

SC1

I feel that dealings between the business sector and the government should be real

Cultural

and tangible (i.e. paper-based).
SC2

I believe that EGOV would reduce the influence of wasta when processing
companies’ transactions.

SC3

Using EGOV would reduce the negative influence of some uncooperative employees
in processing companies’ transactions.

SC4

I feel that EGOV systems are monitoring systems for the business sector more than
as service systems.

SC5

The use of EGOV by other business entities/colleagues would encourage me to use it
for my company’s transactions.
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Figure 7.4: The results of SC measurement items (business sector) (see appendix G for larger graph).

In item SC1, the respondents were asked whether dealing with government agencies regarding
their companies’ transactions should be real and tangible i.e. with paper documents rather than
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electronically. Figure 7.4 shows that 70% of the respondents disagreed, 16.6% agreed and
12.5% were neutral or did not know. The Likert score for this item is 3.95, revealing the
participants’ willingness to use electronic methods when dealing with government agencies.
With regards to item SC2, the respondents largely agreed with the statement: “I believe that
implementing e-Government systems would reduce the influence of interpersonal relationships
(wasta) when processing companies’ transactions”. Figure7.4 shows that the 75% agreed with
this statement while 12.5% did not agree. The Likert score of 1.79 indicates a high positive
perception amongst the participants about the ability of e-Government to reduce the use of this
negative socio-cultural aspect, (interpersonal relationships or wasta), to violate regulations or
speed up some transaction processing at the expense of others.
Respondents were asked in item SC3 to indicate if they think that “Using e-Government
systems would reduce the negative influence of some uncooperative employees in processing
companies’ transactions”. It can be seen from Figure 7.4 that a large proportion of respondents
(81%) agreed with this statement; a small number (10%) disagreed and about 8% gave a
‘neutral or do not know’ answer. The Likert score for this item is 1.70 indicating a general
belief amongst the participants about that e-Government would reduce the chances of rejection
or delays in transaction processing which might occur with some uncooperative government
employees due to several reasons such as staff negligence or laziness.
With regards to the results of item SC4, Figure 7.4 reveals that 31% of respondents believed
that e-Government are implemented to monitor the business sector more than providing services
to it and equally the same percentage did not believe that. The majority of participants (37%)
was neutral or did not know. The Likert score for this item is thus 2.89, indicating uncertainty
amongst the participants about whether e-Government systems are implemented to monitor
systems more than as service systems or not. When investigating the percentage of participants
who respond with a “Do not know or neutral” answer, it was found that most of them (66.6%)
were employees. Arguably, employees probably care about their performance at work more
than about knowing the objectives of implementing e-Government; thus they may not have
considered whether e-Government systems are implemented for monitoring purposes more than
for providing services or vice versa. Another possibility is that users from business sector may
generally not care about whether the main purpose of implementing online systems is for
monitoring or providing services, as long as they can benefit from such systems. In both
situations, this cultural belief, which relates to the feeling of being monitored by government
agencies through electronic systems, does not show much influence on the adoption and
utilisation of users in the business sector.
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In item SC5, respondents were asked whether they would be encouraged to use e-Government
services for their companies’ transactions if other businesses or other colleagues used them. It is
clear from Figure 7.4 that the overwhelming majority (81%) agreed, around 8% were neutral
and 10% disagreed. These results gave a Likert score of 1.87 which indicates a high level of
influence by this social aspect (the influence of others). Additionally, the composite score for
the SC factor is 2.44, and this gives an indication that the SC factor is likely to influence the
adoption and utilisation of e-Government systems from the business users’ perspective.
The Awareness (AW) factor
Respondents were asked two groups of questions with two different 5-point Likert scales. The
first group (AW part1) comprises three items and the 5-point Likert scale for this group ranges
from “Strongly agree” to “Strongly disagree”. The second group of questions (AW part2)
comprises six items and the 5-point scale used for this group ranges from “Very influential” to
“Very uninfluential”. Table 7.4 shows the items in both groups:
Table 7.4: The AW factor measured from the business sector’s perspective
Constructs

Item code

Awareness

AW part1
AW1

Measure
I feel that I have good knowledge about Saudi EGOV benefits, features and
services that are provided to business sector.

AW2

Offering workshops and visual presentations about EGOV for businesses would
encourage me to attend and know more.

AW3

I am satisfied with the current awareness campaigns and advertising about EGOV
potential and services.

AW part2

The degree of influence of several advertising methods on willingness to use
EGOV:

AW4

•

Advertisements on social media

AW5

•

Advertisements on government agencies’ websites

AW6

•

Advertisements in newspaper and magazines

AW7

•

Advertisements on TV and radio channels

AW8

•

Advertisements in public areas

AW9

•

Advertisements through emails and text messages

AW part1
The first part seeks to evaluate the participants’ awareness and measure the influence of the
Awareness factor on their adoption and utilisation of e-Government systems. Figure 7.5 presents
the results for all items involved.
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Figure 7.5: The results of AW part1 measurement items (business sector)

Item AW1 measures whether the respondents feel that they have good knowledge about the
benefits, potential and services that the Saudi e-Government provides to the business sector.
Figure 7.5 shows that around 64% of the participants felt that they had good knowledge about eGovernment potential and services, while 6% did not feel that, and 29% were neutral or did not
know. The reason for having a somewhat high percentage of neutral or do not know responses
is possibly because some participants do not know much about e-Government potential and
services due to lack of advertisements and awareness campaigns, so they did not feel that they
had good knowledge about such benefits and services. The Likert score is 2.16, which indicates
a relatively high level of awareness but not as much it could be.
The respondents were also asked in item AW2 whether offering workshops and visual
presentation about the potential and services of e-Government systems would encourage them
to attend to know more. Figure 7.5 shows that more than 89% would, around 4% were neutral
or did not know and only 6% would not be interested. The high level of agreement indicates that
the majority of respondents have a willingness to know more about benefits, potential and eServices that e-Government provides for the business sector. The results for this item (AW2)
and the previous item (AW1) support the assumption that there is a lack of activities that aim to
increase awareness levels, since most respondents were interested in attending awarenessraising activities. If such activities were provided sufficiently, the feeling of having a good level
of knowledge would likely be higher. The Likert score for item AW2 is 1.72 which suggests
that providing activities such as workshops, courses and public presentations about the benefits,
potential and services of e-Government systems would be very likely to increase awareness
levels, and therefore increase the adoption and utilisation of such systems.
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With regards to item AW3, about 52% were satisfied with the current awareness campaigns,
20% were not satisfied and 27% of the participants were neutral or did not know. The
percentage of “neutral or do not know” responses was relatively high and this is similar to the
percentage in item AW1. Although the majority were satisfied, the percentage of neutrality or
do not know answers indicates a lack of awareness about these activities, indicating that eServices marketing and awareness campaigns may not have reached the respondents and thus,
they did not know whether they were satisfied or not. The Likert score is 2.54 which indicates a
reasonable level of satisfaction (just over half of respondents) with the current status of eGovernment benefits and services marketing.
The composite score of this part is 2.14. This result shows that the Awareness factor is likely to
have an influence on the adoption and utilisation of e-Government systems provided to the
business sector. The proportion of neutrality or do not know responses in items AW1 and AW3,
which were 29% and 27% respectively, shows some kind of shortage of awareness activities.
Moreover, the result for item AW2 supports this assumption since the majority was keen to
attend such awareness activities. Therefore, the Awareness factor needs to be carefully
considered when implementing e-Government services and systems for the business sector.
AW part 2
This part aims to measure the influence of several advertising methods that can affect awareness
which in turn affects willingness to accept and use e-Government services for business sector
transactions. The respondents were asked about how various widespread advertising methods
might affect their willingness to use e-Government services for their businesses’ transactions.
Figure 7.6 below shows the results of the second part of Awareness factor i.e. the influence of
each of the proposed advertising methods on the participants’ willingness to use e-Government.
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Figure 7.6: The results of AW part2 measurement items (business sector) (see appendix G for larger graph).

It can be seen from Figure 7.6 that almost 58% of the total participants reported that ads on
social media significantly influence their willingness to use e-Government for their businesses’
transactions. This means social media has a fundamental impact on the adoption and utilisation
of users from the business sector. Government agencies could benefit from this method to
increase business members’ awareness. Albayari (2011) stated that social media have
revolutionized the business sector in Saudi Arabia since they create efficient ways to
communicate with customers. This means that many businesses have accounts on social media
networks and also new businesses are expected to follow the same trend of using social media.
The result of this study and the spread of social media in the business sector in Saudi Arabia
provide the government with an excellent way of marketing e-Government services and
increasing awareness about their benefits and potential. A further 42% of respondents reported
that ads in public areas would increase their willingness to use e-Government services for their
business. This method of advertising thus comes second after social media in terms of
influencing acceptance and use. Advertising in public areas is one of the major traditional ways
of advertising that is still influential. This kind of advertising includes billboards, banners and
digital screens. Advertising through emails and text messages comes third in terms of influence,
with a percentage of 41%. Awareness of e-Government potential and services can be increased
through sending emails and texts to individuals and companies in the business sector.
The top advertising methods that were reported as influential to some extent were ads on
government agencies’ websites (47.9%), ads on TV and radio channels (47.9%) and ads in
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newspaper and magazines (41.7%). Since the majority of the participating businesses are large
companies, which are usually linked to certain government agencies electronically; and this may
explain why respondents did not see many ads on the agencies’ websites. Being linked
electronically means being linked to the system directly and not through website interfaces.
Moreover, most of the respondents were employees in the participating businesses and it is
likely that the relatively long working hours in private sector reduces their chances of being
exposed to media such as TV, radio and the press. It is also possible that they may well have
learnt not to pay conscious attention to advertising in such media. Thus, they reported that these
types of advertising only had an influence to some extent. This does not mean that such
methods do not have a significant impact.
The composite score for this part of the Awareness factor is 1.97 indicating that advertising
methods influence willingness to use e-Government systems to some extent. With regards to the
outlier test, two cases were detected, and the recalculated composite score was 1.86 indicating
the same result of advertising methods being influential to some extent.

The Functional Quality of Service/System (FQS) factor
The Functional Quality of Service/System (FQS) factor was also divided into two parts. The
first part (FQS part 1) comprises 4 items, and a 5-point Likert scale ranging from “Strongly
agree” to “Strongly disagree” is used in this part. The second part (FQS part2) comprises 6
items and a 5-point Likert scale ranging from “Very high importance” to “Very low
importance” is used here. Table 7.5 presents all the items involved in this factor. The purpose
and the results for each part are discussed in the following sections.
Table 7.5: The FQS factor measured from the business sector’s perspective
Constructs

Item code

Functional

FQS part1

Quality of

FQS1

Services/System

Measure
I feel that the current EGOV services provided to business sector in Saudi
Arabia are of high quality.

FQS2

I think that using EGOV would contribute to increasing the quality of my
company’s commercial activities.

FQS3

I think that the current Saudi postal services are fast and reliable to be used for
correspondence with government when using EGOV.

FQS4

I think the SADAD system is efficient and sufficient for use in e-Transactions
fees payments.
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FQS part2

The degree of importance of providing several functional aspects that are
related to the quality of services:

FQS5

•

The ability to track the status of my company’s transactions online.

FQS6

•

The ability to appeal online in case of transaction rejection.

FQS7

•

The ability to view the history of all performed transactions that are
related to my company.

FQS8

•

Communicating with me regarding the status of my company’s
transactions (e.g. by texts or emails).

FQS9

•

Providing customer care services dedicated to only serve customers
from the business sector.

FQS10

•

The ability to rate the quality and performance of e-Services
provided to business sector.

FQS part1
This part measures the influence of the quality of service on the adoption and utilisation of eGovernment systems but from functional aspects concerning the e-Service itself. This part also
measures how respondents feel about the general quality of the e-Services provided through eGovernment, how using e-Government would enhance the quality of their businesses’ activities,
and what the influence of external functional aspects (such as post and payment services) on the
quality of services provided by e-Government might be. The results of this part can be seen in
Figure 7.7.
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Figure 7.7: The results of FQS part1 measurement items (business sector)
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In item FQS1, respondents were asked about the quality of e-Services provided to the business
sector. Approximately 48% of the participants agreed that these e-Services are of high quality,
16% disagreed and a fairly high proportion of respondents (35%) were neutral or did not know.
When investigating the neutral responses, it was found that over 70% of them were from
employees. As stated earlier, the number of employees who deal with government transactions
is small and the task of performing such transactions is usually distributed amongst them. Each
employee is responsible for performing government transactions related to certain ministries;
thus, it is likely that they do not have a general perception about e-Transactions provided by
other ministries, also that they may not be able to make a general assessment as they might be
dealing with different government agencies all with a different quality of e-Transactions. This
also can justify the Likert score for this item (2.62) that indicates uncertainty in perception of
the quality of e-Services.
With regards to item FQS2, the vast majority of the respondents (85%) agreed that using eGovernment systems would enhance the quality of their companies’ commercial activities and
around 14% of them were neutral. Interestingly, none of the participants disagreed with this
item. This indicates that there is a dominant perception about the benefits of using eGovernment systems in terms of improving the quality and performance of commercial
activities. It is likely that the very positive perception about the benefits of using e-Government
that was found in the results for the PB factor is associated with the response to this item.
Complying with government requirements, performing transactions faster and more efficiently,
saving time and effort when using e-Government and minimizing the chances of regulation
violation would clearly contribute to the quality of business activities. The Likert score for this
item is 1.75 suggesting a strong belief in a better quality of business commercial activities
resulting from using e-Government systems for business sector transactions.
One functional aspect that is very likely to influence the adoption and utilisation of eGovernment is the postal service. The importance of such functional aspect was explained in
Section (3.3.2.4.) in Chapter 3. In item FQS3, the respondents were asked about the efficiency
and reliability of using the Saudi postal service when performing e-Government transactions.
Figure 7.7 shows that 43% of the participants agreed it was effective and reliable, 27% of them
disagreed and 29% were neutral or did not know. Although the majority showed a positive
perception, the numbers disagreeing or neutral were also relatively high. Thus, the Likert score
for this item is 2.79 indicating uncertainty about reliability of the Saudi postal service. These
results were expected, as the Saudi postal services are still limited in Saudi Arabia. It is likely
that many businesses do not benefit much from the Saudi postal service yet or they might have
had bad experiences with using this service, hence, the result showing some general uncertainty

275
Another functional aspect related to the influence of the FQS factor is the payment methods that
are used to pay for government transactions and service fees. In Saudi Arabia, the SADAD
payment system is the most common method for government transactions payments (see
Section 3.3.2.4. in Chapter 3 for more information about SADAD). In item FQS4, participants
were asked about the efficiency and sufficiency of this payment system for e-Transactions. Over
three quarters (79%) of the respondents agreed the SADAD payment system was good and
sufficient for e-Transactions, 10% of them disagreed and the same percentage of 10% were
neutral or did not know. Although there are not many options for online payments in Saudi
Arabia, the total score for this item (1.68) reveals a high satisfaction level with the current
payment system (SADAD).
The composite score for this part (FQS part1) is 2.21, indicating a likelihood that the Functional
Quality of Service/System factor has an influence on the adoption and utilisation of users from
the business sector in Saudi Arabia.
FQS part 2
This part measures the extent to which certain features are important to the respondents when
using e-Government services for their businesses’ e-Transactions. These features are related to
the functional aspects that determine the quality level of e-Services provided by e-Government.
Such functional aspects are listed in Table 7.5, and the results are shown in Figure 7.8 below:
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Figure 7.8: The results of FQS part2 measurement items (business sector) (see appendix G for larger graph).
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Figure 7.8 in general shows a very high importance given to the proposed functional aspects.
For example, three quarters of the respondents (75%) reported that being able to track the status
of their e-Transactions online is very important to them. Moreover, around 60% of them
reported that viewing the history of these transactions is also very important; and the same
percentage gave a very high degree of importance to providing customer care services dedicated
to business sector users. Between 54% and 58% of participants reported that the ability to
evaluate e-Services, to make online appeals and to contact customers with regards to the status
of their transactions were highly important functional aspects.
A medium degree of importance was given by 20% of the respondents to providing customer
care services; and 18% of them considered communications by text and email to inform users
from the business sector about the status of their performed transactions as of medium
importance. Additionally, small percentages of the respondents considered some of the listed
functional aspects as of low importance. For example, 16% of them gave low importance (from
“Very low importance to Low importance”) to online claims and appeals in case of transactions
rejections; and about 10% considered communication with customers using text and email as of
low importance.
Generally, all the proposed functional aspects that reflect the quality of the implemented eGovernment services are very likely to influence the adoption and intention to use from the
business sector perspective. The composite score of 1.74 demonstrates the importance of this
factor.

The Previous Experience (PE) factor
This factor comprises three items that measure the influence of Previous Experience (PE) on the
intention to adopt and use e-Government services provided to business sector (see Table 7.6).
The PE factor was measured with Likert-type items with different scales. Thus, the median
(Md) and Inter-Quartile Range (IQR) will be used in the descriptive analysis.
Table 7.6: The PE factor measured from the business sector’s perspective
Constructs

Item code

Measure

Previous

PE1

How do you rate your experience of using EGOV for your business transactions in

Experience

general?
PE2

How will previous experience of using EGOV for your business transactions affect
your future usage?

PE3

Will the previous experience of performing non-governmental online transactions
affect your willingness to use EGOV for your business transactions?
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Figure 7.9: The result for item PE1 (business sector)

Item PE1 asked the participants to rate and evaluate their previous experience of using the eGovernment services and transactions that are provided to the business sector. This item gives
an indication of the impact of respondents’ satisfaction with previous experience on their
adoption and utilisation. Figure 7.9 above shows that 43% of the participants who have
previously used e-Government services for their businesses were very satisfied with the
experience, over half of them (54%) were satisfied to some extent and only 2% were not
satisfied. These results show a relatively high level of satisfaction amongst the participants. It is
suggested in this research that the level of satisfaction with a previous experience would have an
impact on intention to adopt and use; therefore, this impact will be statistically assessed later in
this chapter (in Section 7.4). The median value of this item is Md = 2 which indicates that the
majority were satisfied to some extent. Therefore, data about the reasons that made over half of
respondents not fully satisfied have also been collected and are discussed in the following
paragraph.
Several reasons were proposed to the respondents to choose from and also they were given an
option to state other (not proposed) reasons. Participants were able to choose more than one
reason in this question in order to explore all possible reasons for dissatisfaction. All the
participants who were not fully satisfied were asked to respond to this question; and Figure 7.10
presents the results:
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Figure 7.10: Dissatisfaction reasons of the e-Government use (business sector)

It is clear from Figure 7.10 that most of the participating users (57%) did not obtain what they
had expected from using e-Government systems. It is likely that, for example, they needed to
visit government agencies to complete their businesses’ transactions even if using services
online. Also they might not have been able to carry out online transactions through eGovernment systems due to technical errors or their transactions might have taken a longer time
to be processed than with traditional ways. E-Government systems need to be implemented to
meet the users’ needs, and that includes fast, successful, error free and effort free services.
Around 27% of the participating users reported that the requirements of e-Services that they had
used were not clear. Such requirements include the procedures that businesses need to comply
with, lists of documents that need to be provided or even the type of information that users need
to provide to apply for a service. In order to achieve satisfactory adoption and usage level, all
the requirements and procedures must be stated very clearly. Moreover, the same proportion of
participants (27%) stated that difficulty with using e-Government services was one of the
reasons that affected their satisfaction level. This includes difficulty in finding the intended eServices on the agencies’ websites, a lot of data and documents that are not important for the
intended e-Services being required and the complexity of e-Transaction applications. It is very
likely that the more e-Services are easy-to-use, the higher the customers’ level of satisfaction.
Moreover, 19% of the respondents reported other reasons; the main ones being that eGovernment often crashes, the slowness of the system when accessing e-Services and carrying
out e-Transactions, the wrong data and information stored in the system or retrieved from
different systems being shown, not getting proper help from government employees when using
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e-Government services, lack of enough explanation on how to use e-Services, lack of
workshops and training courses to increase the awareness of using e-Government systems and
also the system functions not improving as they should. All these reasons as well as those listed
would be likely to have a negative impact on adoption and utilisation of e-Government.
With regards to item PE2, the participants were asked about the influence of previous
experience of using e-Government services and transactions on future use. Figure 7.11 below
shows that over three quarters of respondents (76%) stated that their experience would
encourage them to use, 8% of them stated that it would make them hesitant to use such eServices again and around 15% stated that there would be no effect. The median value of this
item is Md = 1 which indicates a high percentage of participants who were encouraged; this
does not however mean that they were all completely satisfied with their previous use. It is
likely that the need for e-Services and e-Transactions that can be performed online is the
motivation for the future use.
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Figure 7.11: The result for item PE2 (business sector)

Item PE3 measures the influence of previous experience of using online non-government
services that are related to business such as e-Banking and e-Commerce. It asked the
participants whether this experience would affect their willingness to use online government
services. The pie graph below (Figure 7.12) shows that over half of the respondents (57%)
answered “Yes, positively”, only 3% answered “Yes, negatively” and around 39% answered
“No effect”.
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Figure 7.12: The result for item PE3 (business sector)
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The results reveal that the median value of this item is Md= 1 indicating that using online nongovernment services is very likely to influence the willingness of using e-Government services
and transactions. Although a relatively high proportion of the participants reported that previous
experience would not influence them, governments should implement efficient, seamless and
successful e-Services to minimize the possible negative influence of previous experience.
Furthermore, respondents who chose the ‘No effect’ answer might have chosen this option
because they need to use e-Government systems anyway, whether their experience of using
other online services was positive or negative. The influence of the PE factor will be
statistically assessed later in Section 7.4.

The Perceived Simplicity (PS) factor
The Perceived Simplicity (PS) factor was measured by two groups of items with a 5-point Likert
scale. The first group (PS part1) involves three items and a Likert scale ranging from “Strongly
agree” to “Strongly disagree” is used in this part. The second group (PS part2) also comprises
three items and these are measured with a Likert scale ranging from “Very high importance” to
“Very low importance”. The purpose and results for each part will be explained in the following
sections. Table 7.7 presents the items involved in both parts:
Table 7.7: The PS factor measured from the business sector’s perspective
Constructs

Item code

Measure

Perceived

PS part1

Simplicity

PS1

I believe that EGOV services provided for the business sector are easy to use.

PS2

I feel that using EGOV for my company’s transactions requires a lot of
concentration and effort.

PS3

If I found that using EGOV for my company’s transactions was difficult and
complex, I would hesitate to use it again.

PS part2

The degree of importance providing several aspects and features that are related to
simplicity:

PS4

•

Detailed steps on how to perform e-Services.

PS5

•

Text/image examples of the requirements.

PS6

•

Explanation on how e-Transactions will be processed.

PS part1
This part measures to what extent perceived simplicity influences participants’ adoption and
utilisation of e-Government systems. Figure 7.13 shows the results for the items included in this
part.
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Figure 7.13: The results of PS part1 measurement items (business sector)

Item PS1 asked the respondents whether they believe that e-Government services that are
provided for the business sector are easy to use. Figure 7.13 shows that the overwhelming
majority (85%) agreed they were, 12% were neutral or did not know and only 2% disagreed
with item PS1. The Likert score for this item is 1.65, indicating a positive perception about the
simplicity of using e-Services and e-Transactions provided to the business sector through eGovernment systems.
The respondents were asked in item PS2 to specify whether they believe that using eGovernment services for their business requires a lot of concentration and effort. The results
show that over half of the participants (68%) agreed, about 18% of them disagreed with this
item and 12% of them were neutral or did not know. The Likert score is 2.25 and this shows the
high level of concentration and effort that is perceived as necessary when using e-Government
systems for business transactions. This is likely because of the lack of instant and tangible
communications between customers and e-Services providers when using online services. In
traditional transactions, customers can instantly interact with the government employees who
serve or conduct government transactions and can inform customers if there are any mistakes or
incomplete information and documents that may result in the transaction being rejected. In the
online environment, such communication is limited especially when there is no effective online
communication method such as online chat with representatives. This may well be the
explanation why participants thought more concentration was needed when carrying out eTransactions as these may be rejected due to lack of or mistakes in the information provided and
documents.
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With regards to the results for item PS3, Figure 7.13 shows that 79% of the respondents said
they would hesitate to use e-Government services for their business if they found them difficult
and complex. On the other hand, 10% would still use such e-Services, even if they were
difficult and complex; and approximately 10% gave ‘neutral or do not know’ answers. The
Likert score for this item is 2, indicating that the difficulty and complexity of using eGovernment services would negatively influence the willingness of users from the business
sector to adopt and use such e-Services again. Although the need and demand for online
government services is high, especially for the business sector; the difficulty in using them
would be likely to decrease users’ adoption and utilisation levels. Different users’ abilities and
skills need to be taken into account when implementing and providing e-Services.
The composite score for this part (PS part1) is 1.96, revealing an overall agreement on the
influence of this factor on adoption and usage level. Therefore, it is likely that the more eGovernment systems are easy and simple to use, the higher the level of customers’ adoption and
utilisation achieved.
PS part2
This part asked the respondents to indicate the degree of importance of providing certain
information and features, which influence the simplicity of use, when implementing eGovernment systems. Measuring the importance of such characteristics gives an indication of
whether simplicity would influence the adoption and utilisation of e-Services. The results of PS
part2 can be seen in Figure 7.14:
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Figure 7.14: The results of PS part2 measurement items (business sector) (see appendix G for larger graph).
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It is clear from Figure 7.14 that the majority of respondents believe that providing such
information and features is of high importance; and providing detailed steps on how to perform
e-Services was very important to three quarters of them (75%). About 79% of the participants
allocate the same degree of importance to providing illustrative texts and images of the required
information and documents; and 63% believe that providing explanations of how e-Transactions
are processed is a very important aspect. Remarkably, the graph shows that a very low
proportion of the participants (6%) gave this aspect a low degree of importance. Furthermore,
none of the participants believe that such information and features have a very low degree of
importance. It is very likely that providing information and features that increase simplicity
influences the adoption and utilisation of e-Government services; this is reflected in the
composite score for this part which is 1.78. It is crucial to provide helpful information and
features that make the use of e-Services easier and simpler, especially in government services.
This is because users differ in their skills and knowledge when using online services; and those
with a low level of knowledge and skills may be dissuaded from using them.

The Technical Quality of Service/System (TQS) factor
This factor was measured with five items and divided into two parts. The first part (TQS part1)
comprises two items and uses a 5-points Likert scale ranging from “Strongly agree” to
“Strongly disagree”. The second part (TQS part2) comprises three items and a 5-point Likert
scale ranging from “Very high importance” to “Very low importance” is used in this part. All
five items are presented in Table 7.8 below:

Table 7.8: The TQS factor measured from the business sector’s perspective
Constructs

Item code

Technical

TQS part1

Quality of

TQS1

Services\System

Measure
The existence of technical errors while using EGOV for my business’s
transactions would reduce my willingness to use it.

TQS2

The interface design and layout of EGOV would influence my willingness to
use EGOV for my business’s transactions.

TQS part2

The degree of importance of providing several technical aspects that are related
to the quality of services:

TQS3

•

The expected time to complete your business e-Transaction

TQS4

•

The last updated time of the e-Services websites

TQS5

•

The last updated time of the procedures and requirements
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TQS part1
This part concerns users’ perceptions about the influence of two technical aspects that reflect
the quality of the provided e-Services. Those two aspects are the influence of technical errors
and the influence of the design and layout of e-Services user interfaces. Figure 7.15 shows the
results for this part:
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Figure 7.15: The results of TQS part1 measurement items (business sector)

Figure 7.15 shows that 68% of the respondents agree that technical errors such as links not
working and server errors would negatively affect their willingness to use e-Government
services (item TQS1). Around 16% of them were neutral or did not know and 14% disagreed.
The Likert score is 2.12, indicating an overall agreement on the negative influence of the
technical errors on the users’ adoption and usage. This high agreement is expected since the
technical aspects of e-Government systems are crucial in terms of quality of service, especially
when they are visible to users. Moreover, the existence of technical errors that appear to the
users while using government e-Services would be likely to influence other aspects such as
trust, accessibility and simplicity.
Item TQS2 asks the respondents to determine the influence of the interface design and layout of
e-Government websites. Figure 7.15 shows that the majority (70%) of participants agreed that
this technical aspect would influence their willingness to use e-Services; whilst 16% disagreed
and 12% were neutral or did not know. The Likert score for this item is 2.16 and indicates an
overall agreement about the influence of the design and layout of e-Government websites on the
users’ willingness to use. E-Services interfaces are the means of interaction between
government agencies and users; and it is very likely that they can increase adoption and usage
levels if well-implemented and based on users’ requirements. Their design and layout can also
decrease adoption and usage levels, if they do not meet users’ needs and expectations.
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The composite score for this part is 2.40 and this means that there is a high level of agreement
on the influence of technical quality of service on adoption and utilisation by users from the
business sector. Technical aspects are very important in terms of how the quality of a
service/system is perceived; and thus, eliminating technical errors or at least minimizing the
visible ones that users can see is fundamental. A high technical quality, including the design,
structure and layout of e-Government portals, is also crucial to achieve a high level of adoption
and utilisation (Ziemba et al., 2014).
TQS part2
The second part of this factor concerns measuring the degree of importance of providing
important informational features related to the technical side of e-Services. The proposed
informational features include the expected time to complete e-Transactions, the last updated
time of the e-Services’ websites and the last updated time of the procedures and requirements.
Figure 7.16 presents the results for this part:
50.0%
50.0%

47.90%

45.80%

45.0%

Participants percentage

40.0%
35.0%
30.0%

29.20%

27.1%

29.20%
Very high importance
High importance

25.0%
20.0%
15.0%
10.0%
5.0%

18.80%

Medium importance
Low importance

14.60%

14.6%

Very low importance

10.40%
6.3%
2.1%

4.20%
0.00%

0.00%

0.0%
The expected time to complete
your business e-Transaction

The last update time of the eServices websites
Proposed importance information

The last update time of
procedure and requirements

Figure 7.16: The results of TQS part2 measurement items (business sector) (see appendix G for larger graph).

As shown in Figure 7.16, the majority of respondents reported that providing the proposed
informational features when using e-Services for their businesses is very important to them.
More than three quarters of the participants (77%) agreed on that providing the expected time to
complete their businesses’ e-Transactions is of high importance; and providing the last updated
time of the procedures and requirements for conducting e-Transactions was also very important
to the same proportion of participants (77%). Showing the last updated time of the e-Services
websites was also reported by 75% of the participants as very important information. These
results indicate that technical quality is highly important to users in the business sector.
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Small proportions of the participants generally gave a low degree of importance to the proposed
informational features. Remarkably, Figure 7.16 shows that none of the respondents chose
“Very low importance” for providing the last updated time of the e-Services websites and eServices procedures and requirements. The expected time for e-Transactions completion was of
very low importance for only 2% of the participants.
The composite score for this part is 1.84, which indicates that the proposed informational
features are highly important to users from the business sector. The overall results for the
technical quality of service factor (parts 1 and 2) indicate that it is likely that this factor
influences adoption and utilisation by users from the business sector. Therefore, paying more
attention to technical aspects that appear directly to the users, including reducing technical
errors, enhancing interface design and providing informational features that reflect high
technical quality of service would be likely increase the adoption and usage levels of eGovernment services provided to the business sector.

The Accessibility (ACC) factor
Four items were involved in measuring the influence of this factor which comprises two parts.
The first part (ACC part1) includes one Likert-type item and an agreement Likert scale was
used. The second part (ACC part2) includes three items and a Likert scale for the degree of
importance was used. The items are listed in Table 7.9 below:
Table 7.9: The ACC factor measured from the business sector’s perspective
Constructs

Item code

Accessibility

ACC part1
ACC1

Measure
I think that the existence of authorized offices to help users from the business
sector with EGOV use and correspondence is a good idea.

ACC part2

The degree of importance of providing several aspects and features that are related
to accessibility:

ACC2

•

Full access to my company’s data with full control of its presence in
EGOV systems

ACC3

•

The ability to access EGOV to perform my business’s transactions at any
time 24/7.

ACC4

•

The existence of official mobile apps that are dedicated to the business
sector to interact with EGOV.
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ACC part1
Item ACC1 asks participants whether the existence of authorized offices that help users from
the business sector with the use of e-Government services is a good idea. These authorized
offices are meant to be official agencies associated with government organisations to provide
help to users with accessing e-Government systems, accessing and conducting e-Transactions
and corresponding with government organisations. These offices are considered to be
intermediaries between users who need help accessing and using e-Government services and the
government organisations. The result for this item is shown in Figure 7.17 below:

ACC1
8.33% 0
16.67%
39.58%

Strongly agree
35.42%

Agree
Neutral or do not
know
Disagree

Figure 7.17: The result of ACC part1 measurement item (business sector)

Figure 7.17 shows that three quarters of the participants (75%) agreed with the provision of
authorized offices, with a small number (8%) disagreeing and about 16% neutral. It is clear that
the majority support the existence of such authorized offices; and this is likely because eGovernment is still in its early stages of development in Saudi Arabia as well as the
communications infrastructure and the postal service. Thus, it is important to introduce different
access methods, including authorized agencies, which can facilitate the access and use of eServices. The median value of this item is Md= 2 indicating a general agreement with the item
statement. This shows that allowing for access to e-Government systems through a third party
(authorized offices) is a good idea. Weeakkody et al. (2013) conducted a study in Madinah city
in Saudi Arabia to investigate the role of intermediaries in e-Government adoption and use. The
study revealed that intermediaries are a very useful means of improving and facilitating eGovernment adoption and diffusion. This suggests that the Saudi government should exploit the
concept of using intermediaries in order to enhance and increase the adoption of e-Government
since this can positively influence the users’ trust, and higher adoption and usage could be thus
achieved.
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ACC part 2
For the second part of the Accessibility factor measurement, the participants were asked to
indicate the degree of importance of several features that relate to accessibility. The results for
this part are presented in Figure 7.18 below:
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Figure 7.18: The results of ACC part2 measurement items (business sector) (see appendix G for larger graph).

It can be seen from Figure 7.18 that having full access to and control of the presence of their
data in e-Government systems is highly important to three quarters (75%) of the participants
from the business sector; while it is of low importance to only 10% of the total respondents. The
total score for this item (ACC2) is 1.85, indicating that users from the business sector prefer to
have full access to the data stored in e-Government systems about their businesses; and also to
have full control over it so that they can delete it or keep it stored. Moreover, the results also
show that business users’ ability to access e-Government services at any time (24 hours and 7
days) was of high importance to approximately 77% of the respondents. Only 6% of the
participants considered this feature as having low importance. The total score is 1.79, indicating
that the ability to access and use e-Services at any time is a very important feature to users from
the business sector. Since most of the participating businesses (around 70%) were large
companies, it is likely that they have large number of government transactions that they need to
conduct and the participants, just over 80% of whom are employees, prefer to have the
flexibility to do this at any time, even out of working hours.
Another accessibility method that may influence the adoption and utilisation of e-Government
services is the provision of e-Services through mobile applications. This was highly important
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to the vast majority of the participants (87%); only 10% gave it medium importance, and 2%
very low importance. The total score of 1.5 indicates that being able to access e-Government
systems from anywhere is very important to users from the business sector and it is very likely
that providing mobile applications for this purpose will increase the level of adoption and
utilisation.
The composite score for this part is 1.7, indicating a very high degree of importance given to the
introduction and provision the accessibility features proposed when implementing e-Services to
the business sector. With regards to the outlier detection test, only one case was detected and the
composite score was 1.6 after omitting it, indicating the same interpretation of this factor having
“Very high importance”.
The Perceived Trust (PT) factor
The Perceived Trust factor was measured with nine items using a 5-point Likert scale ranging
from “Strongly agree” to “Strongly disagree”. The PT factor concerns three crucial aspects,
namely: trust, security and privacy; thus, all these aspects were measured with different items.
Table 7.10 presents all the items that were developed to measure the influence of this factor and
Figure 7.19 shows the results:
Table 7.10: The PT factor measured from the business sector’s perspective
Constructs

Item code

Measure

Perceived

PT1

I feel that the Internet is not safe to be used to conduct government e-Transactions for

Trust

my business.
PT2

I feel that EGOV is a safe environment that enables me to perform e-Transactions for
my business securely.

PT3

I would hesitate to provide sensitive information about my business through EGOV
(e.g. profits, expenses and investment information).

PT4

I feel that my company’s data that is stored in EGOV systems can be misused.

PT5

I feel that dealing with the government electronically online could cause invasion of
my business privacy.

PT6

I feel that my company’s data that is stored in EGOV systems can be used by other
parties without my permission.

PT7

I prefer keeping hard copies of my company’s transactions to saving them
electronically.

PT8

I think that government agencies in Saudi Arabia can be trusted to provide EGOV
services to the business sector in a secure manner.

PT9

Classifying e-Services based on how much information the business entity would
provide to EGOV is a good idea.
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Figure 7.19: The results of PT measurement items (business sector) (see appendix G for larger graph).

Item PT1 asked respondents to indicate their feelings about whether the Internet is a safe way to
conduct e-Transactions for their businesses. Figure 7.19 shows that 58% of the participants
agreed that the Internet is safe for such a purpose, while 27% disagreed. This indicates a fairly
good perception about the security of using online means, although the proportion of
respondents who disagreed was somewhat high. Thus, the result was investigated further and it
was found that the education level of 54% of the respondents who disagreed was secondary
school or less. It is likely that education level has an impact on perception about security when
using online government services; as possibly this is linked to lack of knowledge about Internet
security and safety technology; or because those respondents have not used the Internet for
proposes which have demonstrated that the Internet can be a safe environment. The Likert score
for this item is 3.54, indicating that the majority believe that the Internet is a safe means for
conducting e-Transactions.
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Item PT2 asks participants to indicate whether they feel that e-Government is a safe and secure
environment in which to carry out e-Transactions for their business. The results show that the
overwhelming majority (83%) agree that it is, around 10% were neutral or do not know and
only 6% disagreed. This indicates a high perception of the security of using e-Government for
businesses’ government transactions. Moreover, the Likert score for this item is 1.79, indicating
a strong agreement about e-Government being a safe environment. It is likely that users believe
that the government would normally provide safe systems and therefore, their perception of the
security of such systems was very high.
Item PT3 asks participants whether they would hesitate to provide sensitive information related
to their business through e-Government systems. They were given some examples of sensitive
information, i.e. profits, expenses and investment information; which is the kind of information
considered as important data that not all businesses may want to reveal. Figure 7.19 shows that
56% of the respondents said they would not hesitate to provide sensitive information through eGovernment systems whereas 18% felt that they would. These percentages indicate a relatively
positive perception of privacy, since over half the respondents would provide this kind of data.
Furthermore, a relatively high proportion of participants (25%) said “Do not know or neutral”.
These responses were therefore investigated and it was found that three quarters of them (75%)
were employees. It is likely that such information is not considered as sensitive data by
employees and they would willingly provide such information if it was required during the use
of e-Government. Moreover, sensitive information such as profits, expenses and investment
information might not be required in the e-Transactions they conduct in their work; therefore,
they were uncertain as to whether they would provide this kind of data or not. The Likert score
for this item is 3.64, indicating that the majority would not hesitate to provide sensitive data
while using e-Government.
As can be seen from Figure 7.19, over half the respondents (54%) disagree with item PT4 that
states: “I feel that my company’s data that is stored in e-Government systems can be misused”;
approximately 24% of the participants agree, while 20% were neutral or do not know. The
Likert score is 3.45, indicating an overall disagreement with the statement which means a high
trust perception amongst the participants from the business sector when using e-Government.
Although the results for this item reveal relatively positive trust and privacy perceptions, the
proportion of respondents who agree about the possible misuse of their data was not low. This is
likely because some respondents might have faced issues regarding data misuse when using
traditional ways of dealing with government agencies, and they still believe that their data can
be misused even when using electronic and online means.
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In item PT5 participants were asked whether they believe that using e-Government could cause
invasion of their business privacy. Over half of the respondents (56%) disagreed while only
14% agreed; and 29% said “Do not know or neutral”. The latter was investigated further and it
was found that half of them (50%) also ticked “Do not know” to the question asking them about
their company’s profits. Thus, it is likely that users who were uncertain about whether eGovernment could invade their business privacy or not are not privy to sensitive company data.
The Likert score for this item is 3.68, indicating a positive perception of privacy when using eGovernment services.
Respondents were asked in item PT6 about the possibility of their business data being used by
other parties without their permission when using e-Government systems. ‘Other parties’ refer
to other government organisations, other companies or other unrelated government employees.
The results show that 64% disagree, around 16% are neutral or do not know and 18% agree.
This indicates a high level of perceived trust by respondents, since the majority felt that their
businesses’ privacy would be maintained. Although the integration and electronic cooperation
between different government agencies in Saudi Arabia is still limited, users from the business
sector believed that their business data would not be shared or disclosed without their
permission. This is clear from the overall disagreement with this item as the total score is 3.75.
In relation to item PT7, the respondents were asked to indicate whether they prefer to keep hard
copies of their companies’ transactions rather than saving them electronically. This item
measured perceived trust in using electronic means when conducting government transactions.
Figure 7.19 shows that more than half the respondents (56%) prefer hard copies, whereas a
quarter of them (25%) do not. The high percentage of users who prefer to keep hard copies can
be interpreted in several ways, for example, the fear of losing electronic data may mean that
some users do not trust online or electronic environments especially when important documents
are involved. The other possible reason is that users may have had a previous negative
experience of losing data or documents. When investigating the results, it was found that
approximately 69% of the participants who own the participating businesses prefer to keep hard
copies of their government transactions. Thus, it is possible that the owners’ perceived trust is
lower than that of employees in terms of keeping hard copies of their businesses’ transactions
when using e-Government.
In item PT8, respondents were asked about their perceived trust in the ability of government
agencies in Saudi Arabia to provide e-Services to the business sector in a secure manner. Figure
7.19 shows that the vast majority of the respondents (79%) agree that they can. The Likert score
for this item is 1.81, indicating that users from the business sector trust government agencies to
provide secure e-Services. Remarkably, none of the participants disagreed with the statement
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and this reflects a high level of trust in the government agencies’ ability to implement secure eServices.
With regards to the respondents’ views about classifying e-Services based on how much
information they would provide about their businesses when using e-Government (item PT9),
the results show that 62% agree that this is a good idea; around 20% are neutral and 16%
disagree. This item measures the importance of privacy to the participants, since when they
have the flexibility of providing or not providing certain information, they have more control
over their data privacy. With the proposed option, users could use some e-Services and provide
less information and provide more for others. The Likert score for this item is 2.25, indicating
an overall agreement on the usefulness of this proposed option for controlling privacy of
information.
The composite score of the PT factor is 2.34 and this gives an indication that Perceived Trust is
likely to influence the adoption and utilisation of e-Government from the perspective of users
from the business sector. Moreover, the strong perceptions of trust, security and privacy shown
in almost all items reflect the importance and the influence of trust for both business owners and
employees in the business sector.
The Regulations and Policies (RP) factor
The influence of the RP factor was measured by four items. In these items, the participants are
asked about the importance of applying and implementing regulations and policies related to the
use of e-Government. Exploring the importance of such regulations and policies gives an
indication of the influence of this factor on users’ adoption and utilisation level. Table 7.11
presents the items included in measuring the influence of this factor and Figure 7.20 shows the
results:
Table 7.11: The RP factor measured from the business sector’s perspective
Constructs

Item code

Measure

Regulations &

The degree of importance of providing and implementing regulations and policies

Policies

related to the use of EGOV:
RP1

•

Detailed e-Version of the regulatory procedures and requirements that
business entities need to comply with.

RP2

•

Information security policies.

RP3

•

Information privacy policies.

RP4

•

Regulations and laws related to reserving users’ and agencies’ rights.
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Figure 7.20: The results of RP measurement items (business sector) (see appendix G for larger graph).

It is clear from Figure 7.20 that all the proposed regulations and policies were of high
importance to the majority of the respondents. The graph shows that around 83% report that
providing an e-Version of the regulatory procedures and requirements that their businesses need
to comply with is highly important to them. Such procedures and requirements are different
according to the business activities, and they are usually changed regularly by government.
Providing a detailed e-Version of these procedures and requirements is very likely to increase
users’ adoption and utilisation in the business sector.
Providing information security policies is also highly important to over 79% of the participants.
Such policies involve security procedures, such as those for storing users’ data and security
guidelines that the agencies follow when providing e-Services. Even if agencies implement a
high standard of policy regarding information security, users need to see and experience this for
themselves. Approximately 83% of the respondents gave a high degree of importance to the
existence of information privacy policies. The results for the Perceived Trust factor in the
previous section also show that privacy is important to users and is an influential aspect of
adoption and use. Therefore, providing information privacy policies when implementing eGovernment services and making them visible are fundamental. Such policies include data
protection policies and privacy maintaining procedures such as requiring users’ permission
when sharing their data.
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Regulations and laws related to reserving users’ and agencies’ rights when using e-Government
services is of high importance to more than three quarters of the respondents (79%). Such
regulations and laws protect users’ rights when using online e-Services for their businesses; for
example, users need to know what they should do when conflicts happen with e-Service
providers. These regulations and laws also, reserve the rights of government agencies when
providing e-Services to customers; including the reasons that give the agencies the right to
refuse to process an e-Transaction.
Remarkably, very few participants gave low importance to these items. Only 2% of the
respondents believe that having an e-Version of the regulatory procedures and requirements and
information privacy policies are not important; and only around 6% gave a low importance to
providing information security policies and legislation to reserve rights.
The composite score is 1.71 which indicates an overall agreement about the high importance of
the proposed regulations and policies. The results reveal that applying strict, clear and detailed
regulations and policies when implementing e-Government systems is very important to the
users from the business sector. This is likely because users from the business sector are cautious
and careful about their businesses’ transactions and they do not want their business activities
and performance to be negatively affected due to lack of knowledge or understanding of
regulations and policies, especially if they are a large business (around 70% of the participating
businesses are large). Therefore, it is crucial to carefully consider this factor when implementing
e-Services for the business sector. Although implementing and applying these regulations and
policies is important, as the results reveal, making them visible where users can see and
experience them is also crucial. It is often the case that such legislation is lengthy and so users
may not be interested in reading them; nevertheless, they could be summarized on the relevant
government websites with the important points presented clearly.

The Intention to Use e-Government (ITU)
The Intention to Use E-Government (ITU) is a dependent variable proposed in the research
model (EGAUM). In this chapter it concerns business users’ intention to use e-Government
systems for e-Services and e-Transactions, and it was measured with two items. The correlation
between this dependent variable and all the independent variables (factors) that have been
analysed previously in this section will be measured in order to explore and investigate the
influence of each factor on the users’ intention to use. The items were measured using a 5-point
Likert scale ranging from “Strongly agree” to “Strongly disagree”. These items are shown in
Table 7.12 and the results appear in Figure 7.21:
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Table 7.12: ITU measured from the business sector’s perspective
Constructs

Item code

Measure

Intention to

IT1

I intend to use EGOV services and transactions for all my company’s transactions.

Use

IT2

I prefer to connect my business electronically with the government agencies through
an e-Government system.

83.30%
12.50%
ITU1

2.10%
0.00%
Strongly agree

2.10%

Agree
Neutral or do not know
79.20%
14.60%
ITU2

Disagree
Strongly disagree

2.10%
0.00%
4.20%

0.00%

10.00% 20.00% 30.00% 40.00% 50.00% 60.00% 70.00% 80.00% 90.00%

Figure 7.21: The results of ITU measurement items (business sector)

In item ITU1 participants are asked to indicate whether they intend to use e-Government
systems for all their businesses’ transactions. Figure 7.21 shows that the overwhelming majority
of the respondents (95%) intend to use such e-Services for their businesses. This reflects the real
necessity of implementing successful e-Government services for business sector users. Only 2%
of the participants were neutral or did not know whether they would use such e-Services or not;
also a very low percentage of respondents (2%) did not intend to use e-Government for all their
businesses’ transactions. The Likert score of 1.25 indicates a very high willingness and
intention to use.
Since there are several government systems that have been introduced in recent years in Saudi
Arabia that provide data and e-Services to the business sector, the participants were asked about
being constantly connected to these systems. These systems are useful for both government
agencies and businesses; for example, hotels and car rental companies can benefit from being
connected to a government system or database that can identify offenders and fraudsters. This
will prevent these companies from dealing with malicious persons, and thus save these
companies from possible theft and fraud (benefit for business entity) and also would minimize
the crime rate (benefit for government). Moreover, being connected to e-Government systems
would facilitate and speed up conducting government transactions, including those related to
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commercial activities or to the company’s employees. For example, large companies need to
perform many government transactions that are related to their foreign employees with regards
to their passports, visas and work permissions. Thus, being constantly connected with the
related government systems would facilitate and speed up conducting such transactions. In this
regard, respondents were asked about their businesses being constantly connected to
government electronic systems. The vast majority (93%) of the participants show a high degree
of willingness for such a connection; only 4% are unwilling and 2% are neutral. The Likert
score of 1.30 also indicates a very high intention to use e-Government systems, since such
electronic connections with government agencies are considered to be a form of e-Government
usage.
The composite score for this variable is 1.30, and this means that the intention of users from
business sector to use e-Government systems for their businesses is very high; and that there is a
strong desire for successful e-Government systems. When investigating the results, one outlier
case was detected, but it had no significant impact on the final composite value.

The Perceived e-Readiness of e-Government
The Perceived e-Readiness of e-Government is another dependent variable that was proposed in
the EGAUM. It concerns users’ perceptions about the e-Readiness of the Saudi e-Government
and it was measured with two items. Table 7.13 presents those items and Figure 7.22 shows the
results:
Table 7.13: PER measured from the business sector’s perspective
Constructs

Item code

Measure

Perceived E-

PER1

I think that the current Saudi e-Government infrastructure is inefficient in

Readiness of
e-Government

providing successful e-Services for the business sector.
PER2

I feel that government agencies in Saudi Arabia are not able to successfully
implement EGOV for the business sector as required.
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Figure 7.22: The results of PER measurement items (business sector)

In item PER1, the respondents are asked about the efficiency of the Saudi e-Government
infrastructure to provide successful e-Services for the business sector. The results reveal that
68% agree that the current e-Government infrastructure is inefficient, 20% are neutral or do not
know and around 10% disagree. The results show that the majority believe that the eGovernment infrastructure in Saudi Arabia is currently not able to provide efficient e-Services.
Almost 70% of the participating business entities are large companies and 85% of them do not
have a positive perception about the efficiency of the Saudi e-Government infrastructure. As
such large companies conduct a large volume of government transactions it is likely that they
have faced difficulties and problems when using e-Services and e-Transactions that influence
their perception about the e-Readiness of e-Government systems. Furthermore, 69% of the
respondents who were not fully satisfied with using e-Government agree with this statement. It
is very likely that they would see the e-Government infrastructure as too inefficient to provide
successful e-Services for their businesses.
With regards to item PER2, the respondents are asked about the ability of government agencies
in Saudi Arabia to successfully implement e-Government services for the business sector as
required. Figure 7.22 shows that 58% believe that government agencies are not able to
implement successful e-Government services for the business sector. On the other hand, 16% of
the respondents disagree with that; and a relatively high percentage of participants (25%) chose
the “Do not know or neutral” option. When investigating the results, around 84% of respondents
who were not fully satisfied with their previous use of e-Government services do not show a
positive perception about the ability of government agencies to implement successful eServices. Furthermore, 67% of the respondents who did not have a positive perception about the
e-Readiness of government agencies were large companies. As stated in the analysis for the
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previous item, large companies perform more transactions; thus, it is likely that they have faced
more problems and difficulties when performing e-Transactions, which influences their trust in
the ability of government agencies.
The composite score for this variable is 2.43, indicating a negative e-Readiness perception. The
results of this variable also gave an indication of the negative attitudes towards the current
infrastructure and the ability of government agencies to implement successful and effective eGovernment services for the business sector.

7.4 Statistical analysis and hypotheses assessment from the business sector’s perspective
The previous section (Section 7.3) discussed the results of the descriptive analysis of the data
collected from business sector users. The findings indicate the level of influence of each factor
of the EGAUM. The findings are summarized and interpreted in this section, and the
relationships between the proposed factors and users’ adoption and intention to use are also
assessed. This will demonstrate which hypotheses are supported and which are unsupported;
and this is also discussed. The statistical analysis procedures are similar to those utilised in the
previous two chapters (Chapters 5 and 6) with the samples of citizens and government
employees. These procedures include the normality test (Shapiro-Wilk procedure), outlier cases
treatment (winsorization) and the relationships test (Spearman’s correlation coefficient).
7.4.1 Personal Factors (PF)
The Personal Factors that are proposed in the EGAUM involve age, gender, education level,
location and income. For the age factor, the results show no significant differences between the
age groups in terms of intention to use. Table 7.14 below presents the composite scores of the
Intention to Use variable for different age groups; and it shows that ITU is high for all different
categories. Although one category (Over 60 years old) has the highest ITU, it may not be
considered as statistical evidence as only one case represents this category. All the other age
bands showed a high ITU and this indicates that hypothesis H1 is not supported.
H1: Different age groups will have different levels of intention to use e-Government
systems/services.
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Table 7.14: Intention to Use by different age groups among business sector users
Age groups

ITU composite scores

Total

1.00

1.50

2.00

3.00

5.00

18 – 30

7 (70%)

2 (20%)

1 (10%)

0

0

10

31 – 45

22 (70.9%)

3 (9.6%)

4 (12.9%)

1 (3.22%)

1 (3.22%)

31

46 – 60

4 (66.6%)

2 (33.3%)

0

0

0

6

Over 60

1 (100%)

0

0

0

0

1

Total

34

7

5

1

1

48

Moreover, the majority of interviewees believe that age is not an influential factor. However,
two of them stated that it may affect adoption and use, but they associate this effect with
education and knowledge about using computers. One of them said “... old people especially
who are not educated may not prefer using them”. The other participant said “... the elderly
usually do not know how to use computers and this affects the companies’ older employees who
are used to going to government organisations themselves to perform transactions, it would be
difficult for them to use computers”. This also shows that age alone is not an influential factor
that could impact users from the business sector. The influence of age factor is very likely to be
associated with the education level and the willingness to learn new things and use technology.
For the gender factor, the results reveal that female participants have a higher intention to use
than male participants. Table 7.15 shows that all the female participants were in the highest
band of the ITU composite score. The male participants also have a high intention to use but
their ITU composite scores were distributed across several lower scores. Therefore, hypothesis
H2 is supported for the business sector sample. Although the interviewees believed that gender
would not influence adoption and use, the statistical results clearly show that females have a
higher intention to use. This may be because it is difficult for female employees to visit
government agencies in cases where they need to complete their companies’ transactions, due to
barriers such as transportation limitations and a lack of experience in personal dealings with
government departments. Thus, females may have a higher intention to use electronic services
than male users who can complete their business transactions in person when they need. Thus
hypothesis H2 is supported.
H2: Different genders will have different levels of intention to use e-Government
systems/services.
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Table 7.15: Intention to Use by gender of business sector users
ITU composite scores

Gender

Total

1.00

1.50

2.00

3.00

5.00

Male

29 (67.4%)

7 (16.2%)

5 (11.6%)

1 (2.3%)

1 (2.3%)

43

Female

5 (100%)

0

0

0

0

5

Total

34

7

5

1

1

48

With regards to the education level, the results also show variation in intention to use across
different education levels. Table 7.16 shows that participants with the highest education levels,
namely a Bachelor or Master degree, had the highest ITU scores. Although the participants who
have only completed their public education also had a high level of ITU, the intention to use
was generally higher for those with higher education levels. Thus, hypothesis H3 is supported.
H3: Users with different levels of education will have different levels of intention to use eGovernment systems/services.
Table 7.16: Intention to Use by business sector users with different education levels
Education level

ITU composite scores

Total

1.00

1.50

2.00

3.00

5.00

10 (71.4%)

2 (14.2%)

1 (7.1%)

1 (7.1%)

0

14

Diploma

5 (50%)

2 (20%)

3 (30%)

0

0

10

Bachelor

15 (75%)

3 (15%)

1 (5%)

0

1 (5%)

20

Master

4 (100%)

0

0

0

0

4

Total

34

7

5

1

1

48

Secondary

school

or less

Additionally, there is general support amongst the interviewees for the impact of education level
on adoption and use. One of the participants stated that“... for the employee who just completed
his public education, using these e-Services will be difficult”. Another said “... the educated
person would prefer using electronic services and technology”. The impact of education level is
not directly associated with having high academic qualifications, as using e-Services does not
require having these qualifications. However, its impact is associated with the acceptance and
willingness to use technology and electronic services, as educated persons would be possibly
more open to accept and use technology. Therefore, awareness and training would play a
significant role in minimising the impact of this factor.
The location factor, was not statistically explored in this research; as the data for this sample
was collected from two different major cities in Saudi Arabia, namely, Riyadh and Jeddah.
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Other locations such as rural areas, villages and small cities were not included due to the time
scale for this research. Thus, there is no statistical evidence that would assess the acceptance or
rejection of hypothesis H4. However, the likelihood of location impacting on e-Government
adoption and utilisation was considered in the interviews. One of the interviewees stated, “It
may have an impact in terms of the Internet connection, as it is usually weak or non-existent in
some rural areas”. This would affect the adoption and use of businesses in such rural areas.
Another participant said “Yes, it will have an impact; as some businesses are based in rural
areas so I think they need such e-Services more. So the Internet connection must be good in
these places and also they need more awareness and education campaigns”. However, some
other participants believed that location was not an influential factor.
In relation to income, the annual net profit of the business was considered the main financial
factor that could influence e-Government adoption and utilisation from the business sector
perspective. Thus, information about annual net profit was collected from respondents who
were either business owners or employees working in the participating companies.
Unexpectedly, the collected data about annual net profit did not provide enough statistical
evidence to support or reject hypothesis H5. This is because the majority of the participants did
not know their companies’ annual net profit; and the data collected from the rest of the
respondents did not provide sufficient statistical evidence to assess the influence of this factor.
However, the possible impact of this factor was considered in the interviews that were
conducted with some of the participants. The majority thought that this factor would have no
effect on adoption and use by users from the business sector. However, two participants
believed that income might have an influence, as one of them said “... some of the e-Services
and e-Transactions require subscription fees. So if the company or the institution cannot afford
these fees, the government relations department employees would have to perform transactions
in person and would not use e-Transactions systems”. The other participant stated: “Yes, it
might affect it, but indirectly. For example, if the company has financial problems, their use will
be decreased because they would not be able to afford e-Transactions fees, and also they might
dismiss the employees who deal with these e-Services”. It is likely that the impact of the income
factor would be related to e-Services and e-Transactions fees more than the affordability of
having computers or the Internet to use e-Services.
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7.4.2 Motivational Factors (MF)
As per the research model (EGAUM), this construct comprises 5 factors which are PB, SC, AW,
FQS and PE. The descriptive analysis of these factors was discussed in the previous section.
The results summary and interpretation are shown in Table 7.17 below which gives indications
of the influence of each factor (except PE since this factor was measured with Likert-type
items). The relationships between these factors and intention to use by users from the business
sector are assessed and discussed in the following sections. It was found that PB, AW and PE
were the most significant factors.
Table 7.17: Summary of the descriptive analysis of MFs from the business sector perspective
Factor

N

No. of items

Mean

S.D.

Results interpretation

PB

48

7

1.37

0.49

Very influential

SC

48

5

2.44

0.79

Influential

AW p1

48

3

2.14

0.78

Influential

AW p2

48

6

1.97

0.97

Influential

FQS p1

48

4

2.21

0.66

Neutrality

FQS p2

48

6

1.74

0.95

Very influential

7.4.2.1 The Perceived Benefits factor (PB)
As discussed in the descriptive analysis, the overall score of the PB factor (M=1.37) indicates
that it is very likely that this factor positively influences and increases adoption and utilisation
by users from the business sector. This result supports the hypothesized relationship between
the Perceived Benefits factor and the Intention to Use e-Government systems (H6).
H6: There is a positive relationship between perceived benefits and intention to use eGovernment systems/services.
The relationship between the two variables, namely, the Perceived Benefits factor and Intention
to Use was statistically assessed utilising Spearman’s correlation coefficient. It was found that
there is a strong positive correlation between PB and ITU, rs = .543, n = 48, with a high level of
perceived benefits associated with a high level of intention to use e-Government.

This

correlation was statistically significant, p < .0005. This result also supports hypothesis H6; and
Figure 7.23 shows the trend line of this relationship. This indicates that to get business owners
and business representatives to adopt and use e-Government services, these services must be
perceived as genuinely useful for their business; and be implemented efficiently and effectively
in order to meet the needs of this category of stakeholder.
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Figure 7.23: The relationship trend line between PB and ITU (business sector)

The findings from this factor’s results are in accordance with other studies’ results reported in
the literature. Carter & Belanger (2004; 2005) found that perceived usefulness was one of the
significant factors that influence adoption and use in the United States. They stated that users’
intention to use e-Government services would increase if they perceive the e-Services to be
useful. Dimitrova & Chen (2006) also found that perceived usefulness is positively related to eGovernment adoption. They suggested that choosing to adopt e-Government services is rooted
in the perceived benefits of using such e-Services. Rogers in his Diffusion of Innovation theory
(DOI) also suggested that the perceived benefits of using an innovation have a positive
influence on the decision to adopt (Rogers, 1995).
Businesses are normally required to perform many transactions that are required by government
agencies. Obtaining commercial permissions, applying for imported goods certificates and
completing workers’ paperwork are examples of the many activities that users from the business
sector need to do. An ability to complete these tasks through the Internet is very useful. Since
increasing users’ perception of the benefits increases their intention to use e-Government
services, government agencies should disseminate the benefits and advantages of using such
online services and also present the potential of implementing such e-Services. Government
organisations should play a proactive role in popularizing the benefits of online government eServices to users from the business sector.
All the respondents who participated in the interviews showed a positive perception of several
benefits. For example, one of them stated “… using e-Government would save time and effort
for both customers and government employees, and would increase the focus on the quality of
the work outcomes”. Another participant commented on reducing cost saying: “… it is better
than giving the transactions to somebody else or to service offices, which perform them for
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extra fees”. Moreover, one of the interviewees stated “… it helped me to avoid paying delay
penalties; as I can perform e-Transactions anytime even at weekends and on holidays”.
However, several issues that are likely to influence business sector users’ perceptions of
benefits are reported by the interviewees; for example, the need to visit government agencies to
complete e-Transactions is one of these issues. One of the interviewees stated: “… many of the
government transactions require a personal visit to complete them, for example to confirm the
uploaded documents or even to receive documents”. Moreover, failures and technical issues in
e-Services systems are also reported by some of the participants. One of them said: “Sometimes
the system is down so I need to go to the agency myself. Also I need to visit the agencies for
some e-Transactions to provide or receive documents”. The lack of clarity about the documents
required and the progress of e-Transactions were also reported issues. One of the interviewees
stated: “One of the issues that I often face is that the e-Transaction process stops at a certain
phase in the system for a long time and I do not know why. So I need to go to the agency to find
out what the problem is with the procedure, and this usually delays my transactions”.
Furthermore, the majority of the interviewees affirmed the importance of the speed of eTransaction processing, as this is crucial for the business sector. Therefore, these issues need to
be considered when implementing e-Government services for the business sector as they impact
on the level of their perceived benefits.

7.4.2.2 The Socio-Cultural factor (SC)
The results of the descriptive analysis of this factor can be interpreted as showing that SC is an
influential factor (M = 2.44). However, this result does not represent a high level of influence;
and indicates that the intention to adopt and use by users from the business sector is not
influenced very much by social and cultural aspects. This may be because of the nature and
environment of the business sector. Users from the business sector normally need to perform a
lot of government transactions and obtain many services for their businesses regardless of any
other external factors such as their social lives or their culture.
Although the normality test indicated that SC data was normally distributed (as assessed by
Shapiro-Wilk’s test, p>.05), Spearman’s correlation procedure was utilised to assess the
relationship between SC and ITU since ITU was not normally distributed. The results showed a
positive relationship between SC and ITU, rs = .098, n = 48, p > .05. Although this relationship
can be considered weak, the result of the correlation coefficient shows a positive correlation.
Thus, the findings from the descriptive analysis of this factor as well as the correlation result
support the hypothesized positive relationship (H7).
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H7: There is a positive relationship between Socio-Cultural factor and intention to use eGovernment systems/services.
It is clear from the findings that the correlation is weak although positive; therefore, we can
conclude that the social and cultural aspects do not significantly influence the adoption and
utilisation of users from the business sector when using e-Government services for their
businesses’ transactions. There is no other study (to the knowledge of the researcher) that
considers this factor from the business sector perspective. However, the strong influence of the
Socio-Cultural factor on the intention to use e-Government services was not supported in
several studies in the literature that considered other stakeholders. For example, Alshehri et al.
(2012) found that social aspects do not have a significant effect on intention to use eGovernment services; and AlAwadi & Morris (2009) found that social influence was not
significant for many participants in their study. As stated earlier, users from the business sector
might not be much affected by social and cultural norms due to their high desire for online
government services.

7.4.2.3 The Awareness factor (AW)
There was a clear agreement from the results of the descriptive analysis about the positive
influence of the Awareness factor on the adoption and utilisation of e-Government systems. The
findings revealed that it is likely that Awareness would positively influence the adoption and
usage level of users from the business sector. Statistically, the normality test on AW data
showed a normal distribution (as assessed by the Shapiro-Wilk test, p > .05) but ITU data was
not normally distributed; therefore, the correlation was assessed using Spearman’s correlation
procedure for the AW factor and Intention to Use. It was found that there is a statically
significant and positive relationship between AW and ITU, rs = 0.46, n = 483, p < .0005. The
results of both descriptive and statistical analysis thus support the hypothesized relationship H8.
Figure 7.24 below shows the positive relationship trend line between AW and ITU:
H8: There is a positive relationship between awareness factor and intention to use eGovernment systems/services.

307

Figure 7.24: The relationship trend line between AW and ITU (business sector)

Sufficient and efficient awareness campaigns are needed to achieve high levels of adoption and
usage of e-Government services. This is even more important for e-Services provided to the
business sector as they have large volumes of government transactions that need to be
completed. Increasing awareness of the benefits and potential of using e-Government services
would significantly decrease the workload on government agencies, as customers from the
business sector would be encouraged to use online services rather than visiting agencies. These
findings are similar to those reported in AlAwadi & Morris (2009) whose study was conducted
in Kuwait. They found that Awareness plays a vital role in the use of e-Government. Moreover,
Alshihi (2005) also found that users’ awareness about e-Government correlates positively with
their willingness to use it. Baker & Bellordre (2004) state that lack of awareness about the
existence of certain technology or the benefits that it could provide is a primary concern
associated with the diffusion and use of technologies in general. This is emphasized in the case
of diffusion, adoption and utilisation of e-Government systems, as they are national and multiusers systems.
The importance and influence of awareness was strongly supported by the interviewees.
However, some of them stated that there is a lack of and weakness in awareness campaigns and
others stated that they had not heard about such awareness or training campaigns. One of the
participants said, “… the awareness campaigns are not enough, we were often surprised that
many of e-Services and e-Transactions became electronic”. Moreover, another interviewee said
about awareness and advertising campaigns “I wish there were more because currently, there
are not enough. Also the focus of most of government organisations is on Twitter only and there
are many people who do not use Twitter, they should diversify the sources of awareness”.
Training is also seen as an important aspect of increasing awareness. One of the participants
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stated that “… providing training on use, either from the providers or from the company is very
important to increase acceptance and use”. Thus, more awareness training and advertising
campaigns should be provided for the users from the business sector.
Different methods for raising awareness need to be taken into consideration depending on the
nature of the stakeholder. For example, conducting seminars and exhibitions that are dedicated
to increasing awareness of e-Government services and potential is likely to be more influential
than advertisements on TV, radio or press interviews. Moreover, making visits to companies,
specifically the large ones, to publicize e-Services and their benefits is likely to be a very useful
way to increase awareness level, which in turn increases the diffusion, adoption and utilisation
levels of this kind of stakeholder.
7.4.2.4 The Functional Quality of Service/System factor (FQS)
The composite scores for the two parts involved in measuring the influence of FQS can be
interpreted as showing that this factor is influential from the business sector perspective (see
Table 7.17). In terms of statistical analysis, the relationship between the FQS factor and
Intention to Use was assessed. The normality test showed a normal distribution for FQS data
(p>.05); however, Spearman’s correlation coefficient was utilised as ITU data was not normally
distributed. The result of the correlation test showed a positive relationship between FQS and
ITU although the correlation was weak, rs = .165, n = 48, p > .05. The relationship is thus not
statistically significant but it is positive. This means the higher the functional quality of eService, the more users from the business sector will intend to adopt and use e-Government
services. Thus, the hypothesized relationship H9 is supported.
H9: There is a positive relationship between functional quality of service/system and
intention to use e-Government systems/services.
E-Government should provide high quality services and delivery processes (Savoldelli et al.,
2014). The importance of this positive relationship is in accordance with that reported in other
studies in the literature. For example, a study conducted in Egypt found that service quality
positively affects the use of e-Government (Abdelsalam et al., 2012; Elkadi, 2013). Moreover,
another study, conducted in Pakistan, found that the quality of e-Government services
significantly influences the intention to conduct e-Transactions (Rehman et al., 2012). In the
current study, the influence of this factor was not found to be significant, as in the
aforementioned studies, but it was found to have a positive relationship with ITU. This is
because those studies were conducted with different e-Government stakeholders, namely
government employees in the former and citizens in the latter. This means that FQS has less
impact, on users from the business sector, than on public users or government employees.
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7.4.2.5 The Previous Experience factor (PE)
PE was measured with three items using three different scales depending on the nature of the
question. All three items were dependent on other prior items and their descriptive analysis was
discussed earlier in Section 7.3 of this chapter. The correlation between the PE factor and
Intention to Use for respondents who have used different kinds of e-Services (government and
non-government) was found to be positive and significant rs= .354, N=33, p<.0005 (as assessed
by Spearman’s correlation coefficient). Thus, the hypothesized relationship (H10) between
Previous Experience and Intention to Use is supported and the relationship trend line is
presented in Figure 7.25.
H10: There is a positive relationship between previous experience and intention to use eGovernment systems/services.

Figure 7.25: The relationship trend line between PE and ITU (business sector)

Previous experience is important in terms of using online e-Services; and can either encourage
or discourage users from using such e-Services in the future. In other words, previous
experience can predict and determine the users’ intention to use online services again. This is
because perceptions are based on previous experience and include perceptions about
trustworthiness, ease of use and usefulness. AlAwadi & Morris (2009) found in their research
that a number of participants held negative views of e-Government due to negative previous
experience. Those participants reported that these negative experiences would deter them from
using e-Services in the future. They also found that trust in e-Commerce leads to trust in eGovernment; which means that trust gained from previous experience of using e-Commerce
would influence the level of trust about using e-Government (AlAwadi & Morris, 2009).
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The participants who were interviewed also believed in the importance of previous experience.
The majority stated that their previous use of e-Services and e-Transactions would encourage
them to use them more in the future. However, the influence of such experiences can also have a
negative impact. One of interviewees stated, “… if the system problems recur and the
transactions are delayed, I would prefer to go in person”. Another said about previous
experience: “Yes, for sure it will have an impact, for example if I use an e-Service and it was
bad, I would not be eager to use it again if it has not been improved”. These findings suggest
that it is important to consider this factor when implementing new e-Government services and
systems as first impressions have an impact on future intention to use, especially for frequent
users such as those in the business sector.

7.4.3 Technical Factors (TF)
Three factors were proposed in this construct, namely, Perceived Simplicity (PS), Technical
Quality of Service/System (TQS) and Accessibility (ACC). The measurement and descriptive
analysis of these factors were presented and discussed in Section 7.3 of this chapter. The
interpretations of the descriptive analysis results are summarized in Table 7.18. It was found
that all these factors positively correlate with the intention to use, although the correlations were
weak; and none of them ranked among the most significant factors to influence users’ intention
to use or their perception of e-Government readiness. The results of the statistical analysis will
be presented and discussed in the following sections:
Table 7.18: Summary of the descriptive analysis of TFs from the business sector perspective
Factor

N

No. of item

Mean/Median

S.D./IQR

Results interpretation

PS p1

48

3

1.96

0.63

Influential

PS p2

48

3

1.78

0.89

Very influential

TQS p1

48

2

2.40

0.96

Influential

TQS p2

48

3

1.84

0.87

Influential

ACC p1

48

1

Md = 2

IQR = 1, 2.5

Influential

ACC p2

48

3

1.71

0.85

Very influential

7.4.3.1 The Perceived Simplicity factor (PS)
The descriptive analysis of this factor revealed that PS is likely to be an influential factor from
the business sector perspective. As per the research model (EGAUM), PS was proposed to have
a positive relationship with intention to use as well as perceived e-Readiness. Therefore, such
correlations were assessed statistically using Spearman’s correlation procedure (as the data for
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both ITU and PER was not normally distributed). There was a weak, positive correlation
between PS and ITU, rs = .110, N = 48, p > .05; and a similar, weak but positive correlation was
found between PS and PER, rs = .195, N=48, p>.05. Although the correlations were not strong,
the results showed positive relationships that indicate a high level of perceived simplicity is
associated with a high level of perceived e-Readiness and also a high level of intention to use.
Thus, the results support the hypothesized relationships in H11a and H11b.
H11a: There is a positive relationship between perceived simplicity and intention to use eGovernment systems/services.
H11b: There is a positive relationship between perceived simplicity and perceived eReadiness of e-Government.
Since the majority of the participants were from large companies (around 70%) and likely to be
using a large amount of e-Services and e-Transactions and also because most of them had very
good Internet experience (91% were daily Internet users), the simplicity factor was not expected
to be a significant factor due to their frequent use of the Internet and online services. AlAwadi
& Morris (2009) suggest in their research that the greater one’s Internet use experience, the
easier it is to learn and use e-Government services. Carter & Belanger (2004) found that ease of
use, which is similar to simplicity in the current research, was not significant in the intention to
use e-Government for users with a high level of Internet experience. However, e-Government
services still need to be straightforward and simple to use in order to enable all potential users,
either with high or low experience, to benefit from such e-Services. The importance of
simplicity is emphasized when it comes to providing e-Services to the business sector where a
large number of e-Services and e-Transactions are needed.
Some interviewees mentioned issues that make the use of e-Services and e-Transactions
difficult and complex and which would affect their use. One of the interviewees said that “…
most of the options fields in the e-Services have wrong or unclear options” which makes use
difficult. Another interviewee stated that “… some e-Service websites do not work with the
required quality and efficiency; they contain many mistakes and there is a lack of clarity”.
Another interviewee mentioned another issue was “… the lack of clarity of the required
procedures to perform e-Transactions. Sometimes I do not know the correct sequence of the
required procedures and this can impose financial penalties”.
On the other hand, some of the interviewees made suggestions about improving ease the use.
One of them said: “… there should be one website that combines all e-Services and eTransactions that are related to the business sector; also there should be a notification service
that notifies users about different things such as the related transactions required or the expiry
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dates of their documents”. Another participant said: “I wish that there was more flexibility in
modifying the information related to the e-Transactions conducted, this would make use
easier”.
7.4.3.2 The Technical Quality of Service/System factor (TQS)
The TQS factor was measured with two groups of items, as discussed in Section 7.3. The results
from the descriptive analysis indicated that TQS is an influential factor. Although a significant
effect was not revealed; the results gave an indication that there is a positive influence on the
adoption and utilisation level. In terms of statistical analysis, Spearman’s correlation procedure
was utilised to assess the hypothesized relationships with this factor. It was found that there is a
positive relationship between TQS and ITU, rs = .024, N = 48, p > .05; and a positive
correlation was also found between TQS and PER, rs= .108, N = 48, p > .05. This means that a
high level of technical quality of service/system positively influences users’ intention to use and
their perceived e-Readiness. Although the correlations were weak, the results support the
positive hypothesized relationships in H12a and H12b:
H12a: There is a positive relationship between technical quality of service/system and
intention to use e-Government systems/services.
H12b: There is a positive relationship between technical quality of service and perceived
e-Readiness of e-Government.
Technical aspects in e-Government systems are crucial in terms of quality of service, especially
when they are visible to the users. Technical issues in e-Government systems might interrupt
service transactions and processing performance which can cause severe delays to all
government agency work (AlAwadi & Morris, 2009). Several studies in the literature found that
the quality of technical aspects were vital and has a significant impact on the level of use. For
example, Alshehri et al. (2012) found that website quality, which is one of the technical aspects,
directly impacts on e-Government usage behaviour. Their study confirmed the importance of
the quality of government websites as one of the significant factors for e-Government adoption.
Nevertheless, the results here did not show a statistically significant impact of Technical Quality
of Service on the intention to use and E-Readiness perception of users from the business sector.
This indicates that TQS is not a fundamental factor that determines adoption and utilisation; but
this does not diminish the positive influence of high technical quality.
With regards to the interviewees’ responses, the participants mentioned several technical issues
that may affect adoption and use, such as frequent system failures and crashes. One of the
interviewees stated: “The main problems are the slowness of the Internet connection and the

313
high load on the e-Services websites which also cause slowness and crashes, especially at peak
times”. Another participant said: “The issues that I frequently see are crashes and the
unresponsiveness of e-Services websites, sometime this lasts a couple of days, which delays our
transactions”. As stated earlier in the PB factor section, the fast speed of processing and
completing e-Transactions is one the most important features that the business sector needs
when using e-Government systems. Technical failures and system crashes can cause severe
delays in completing e-Transactions which can negatively affect the companies’ activities as
well as their level of adoption and use.
7.4.3.3 The Accessibility factor (ACC)
The results of the descriptive analysis of the ACC factor indicated its importance and possible
influence on the adoption and utilisation by users from the business sector. Accessibility was
found to be an influential factor as indicated by the interpretation of the descriptive analysis (see
Table 7.18). Its relationship to users’ intention to use was assessed statistically and a weak
positive relationship was found, rs= .109, N = 48, p > .05. Thus, hypothesis H13a is supported.
H13a: There is a positive relationship between accessibility and intention to use eGovernment systems/services.
On the other hand, the results showed that the hypothesized positive relationship (H13b)
between ACC and PER was not supported, rs= -.198, N = 48, p > .05.
H13b: There is a positive relationship between accessibility and perceived e-Readiness of
e-Government.
These findings indicate that the Accessibility factor positively influences intention to use but not
the perception of e-Readiness. In other words, it is likely that the existence of authorized offices
to help with e-Government use, having mobile applications to use e-Government services and
the provision of several features related to accessibility, such as 24/7 e-Services, would
positively affect the intention to use of business sector users; but that these aspects do not affect
their perceived e-Readiness. However, the participants are likely to have a negative perception
of the readiness of Saudi e-Government infrastructure and the ability of government agencies to
provide sophisticated features related to e-Government accessibility, such as e-Government
support offices and successful mobile applications.
In addition to the aforementioned accessibility tools and features, one of the interviewees
mentioned another important aspect of accessibility that could positively affect the adoption and
use of business sector users; stating that: “It is hard sometimes to find and access the e-
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Services’ websites, each e-Service is located in a different website”. Therefore, he suggested
that all e-Services and e-Transactions needed by the business sector should be placed in one
website in the form of a one-stop-shop, which would ease and speed up accessibility.

7.4.4 Reliability Factors (RF)
Table 7.19 below shows the interpretations of results for the descriptive analysis of the factors
involved in this construct. From the descriptive analysis results, the Perceived Trust (PT) factor
was found to be an influential factor and the Regulations and Policies (RP) factor was found to
be a very influential factor on adoption and utilisation. From the statistical analysis, neither of
these factors was found to be significant in terms of direct influence on intention to use.
However, RP was found to be a significant factor that correlates positively with perceived eReadiness of e-Government.
Table 7.19: Summary of the descriptive analysis of RFs from the business sector perspective
Factor

N

No. of item

Mean

S.D.

Results interpretation

PT

48

9

2.34

0.71

Influential

RP

48

4

1.71

0.79

Very influential

7.4.4.1 The Perceived Trust factor (PT)
This factor was measured with nine items (as discussed in Section 7.3) and a single composite
score was computed for them. The normality test showed normal distribution for this factor’
data as assessed by Shapiro Wilk p > .05; but because the other variables’ data (ITU and PER
data) was not normally distributed, Spearman’s procedure was used to assess their relationships.
The results showed that there is only a weak positive relationship between PT and ITU, rs
= .080, N = 48, p > .05 and also between PT and PER, rs = .097, N = 48, p > .05. Nevertheless,
the hypothesized positive relationships in H14a and H14b are supported.
H14a: There is a positive relationship between perceived trust and intention to use eGovernment system/services.
H14b: There is a positive relationship between perceived trust and perceived e-Readiness
of e-Government.
These weak relationships and influences are likely because the majority of the participants in
this sample were employees (72%) and they possibly do not pay as much attention to trust
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issues as owners. Performing e-Government transactions and services are considered to be part
of their job activities, and trust aspects may not affect their e-Readiness perception or their
intention to use. This does not mean that the data that they provide online when performing eServices and e-Transactions for their businesses is not important to them or that they are
careless about it, but the influence of trust is a matter of degree, and its influence differs from
one user group to another. For example, this factor is more important for citizens than users
from the business sector. Since the citizens need to provide personal information, and
sometimes sensitive information that belongs directly to them; their perceived trust is more
likely to influence their adoption and intention to use e-Government.
7.4.4.2 The Regulations and Policies factor (RP)
The Regulations and Policies factor (RP) was measured by four items and a single composite
score was produced for the correlation test. RP data was not normally distributed and therefore,
Spearman’s correlation coefficient was utilised. The relationship between RP and ITU was
assessed and the results showed a positive correlation, rs = .107, N = 48, p > .05. Additionally,
the relationship between RP and PER was also assessed and it was found that there is a
statistically significant and positive relationship between both variables, rs = .402, N = 48, p
< .0005. Thus, both hypotheses related to this factor (H15a and H15b) are supported. The
relationship trend line between RP and PER is presented in Figure 7.26:
H15a: There is a positive relationship between properly implementing regulations &
policies and intention to use e-Government systems/services.
H15b: There is a positive relationship between properly implementing regulations &
policies and perceived e-Readiness of e-Government.

Figure 7.26: The relationship trend line between RP and PER (business sector)
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The descriptive analysis of this factor also indicated a strong influence of the RP factor which
can be seen in Table 7.19. The results of both analyses (descriptive and statistical analysis)
showed that the implemented regulations and policies for using e-Government services are
likely to have a significant influence on the adoption and utilisation of e-Government and
perceptions of its e-Readiness. The findings showed how implementing visible, strict and clear
regulations and policies are important to users from the business sector. This means that such
users are eager to have legislative controls for using online government services because
conflicts and regulatory violations would cause a negative impact on their business and their
performance. Moreover, the existence of clear regulations and laws for both parties’ rights
(business users and government agency) and making them available and visible to the users is
crucial. This importance would be more emphasised when large business entities, like the
participating entities, are using such online governmental systems.
The importance and influence of this factor was also reported by the interviewees and the
majority stated that regulations and policies need to be clear and comprehensive. Some issues
related to this factor were also reported; for example, one of the participants stated that such
regulations and policies are not always provided and he said: “It is important for sure, but they
are provided clearly on some e-Service websites but do not exist on others”. Another
interviewee stated that “… sometimes the companies connect electronically with some
government systems and the employees who work with these e-Services systems do not see and
do not know about these rules and policies for use. However, if these were provided clearly to
the employees, it would let them know their rights and duties, which would positively affect their
use and confidence”.
The E-Government environment requires a comprehensive set of regulations and laws that need
to be applied by the e-Services providers to allow them to control the provision of online
services and also to enhance the users’ perceptions about privacy and security (Barnnat et al,
2010). Regulations and policies related to the use of e-Government systems are therefore a vital
part of creating a favourable environment to promote trusted government services over the
Internet; and these must be updated regularly to encourage users to read and follow them.

7.4.5 Perceived E-Readiness (PER) and Intention to Use (ITU)
Perceived E-Readiness is a dependent variable that is proposed to correlate with several
independent variables including PS, TQS, ACC, PT and RP. The relationships between this
variable (PER) and the other five independent variables were previously assessed, and it was
found that all of them have positive relationships with PER except the ACC factor. The only
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significant and positive relationship was found between RP and PER. The correlation between
PER and ITU was also tested to see whether Perceived e-Readiness of e-Government would
positively influence Intention to Use e-Government. There was a positive but weak relationship
between both variables, rs= .003, N = 48, p > .05; and, although the correlation was very weak,
the test showed a positive relationship which means that the hypothesized relationship H 16 is
supported.
H16: There is a positive relationship between perceived e-Readiness of e-Government and
intention to use e-Government systems/services.
This weak relationship between PER and ITU is likely because of the general negative
perception amongst the participants from the business sector about the readiness of the Saudi eGovernment, which was presented and discussed in Section 7.3. This negative perception
possibly exists because of several reasons such as Internet connection issues, frequent failures
and crashes in e-Government systems, low quality of some e-Services and the lack of
motivation in some agencies to provide or enhance their e-Services. Previous negative
experiences of conducting government transactions using the traditional ways might also have
had a negative impact on the e-Readiness perception of business sector users.

7.5 Conclusion
This chapter attempts to understand Saudi users’ intention to adopt and use e-Government
systems and services from a business sector perspective. It provides a descriptive analysis that
presents and discusses the items involved in measuring each factor, as well as interpreting the
results of this analysis. This analysis is important as it investigates different aspects of each
factor and also helps to validate the proposed model (EGAUM) and establish the importance of
its constructs. This chapter also involves statistical analysis which assesses the hypothesized
relationships between the proposed factors and the users’ intention to use and their perception
about the readiness of e-Government. This analysis determined the most significant factors that
influence the users’ adoption and use. Table 7.20 below summarizes the results of the
correlation tests. This chapter also discussed the findings from the semi-structured interviews
that provided a better understanding of the influence of the proposed factors.
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Table 7.20: Summary of the results of the hypothesized relationships in the business sector sample
Hypothesized

Direction

relationship

relationship

PB à ITU

Hypothesis test

Relationship strength

Positive

Supported

Strong (rs = 0.543**) sig

SC à ITU

Positive

Supported

Weak (rs = 0.098)

AW à ITU

Positive

Supported

Moderate (rs = 0.463**) sig

FQS à ITU

Positive

Supported

Weak (rs = 0.165)

PE à ITU

Positive

Supported

Moderate (rs = 0.354*) sig

PS à ITU

Positive

Supported

Weak (rs= 0.110)

PSà PER

Positive

Supported

Weak (rs = 0.195)

TQS à ITU

Positive

Supported

Weak (rs= 0.024)

TQS à PER

Positive

Supported

Weak (rs = 0.108)

ACC à ITU

Positive

Supported

Weak (rs= 0.109)

ACC à PER

Negative

Not supported

Weak (rs = -0.198)

PT à ITU

Positive

Supported

Weak (rs= 0.080)

PT à PER

Positive

Supported

Weak (rs = 0.097)

RP à ITU

Positive

Supported

Weak (rs= 0.107)

RP à PER

Positive

Supported

Moderate (rs = 0.402**) sig

PER à ITU

Positive

Supported

Weak (rs = 0.003)

*. Correlation is significant at the 0.05 level.

of

**. Correlation is significant at the 0.01 level.

From the business sector perspective, four factors were found to be significant for intention to
use e-Government systems and services. They are Perceived Benefits (PB), Awareness (AW),
Previous Experience (PE) and Regulations & Policies (RP). E-Service and e-Transaction
providers need to take the importance of these factors into account when implementing eGovernment services for the business sector. The results of this chapter provide useful insights
into the motivations underlying the intentions to adopt and use e-Government services from the
business sector perspective in Saudi Arabia. Based on the findings of this chapter, several
recommendations will be provided in the next chapter (Chapter 8).
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Chapter Eight: Recommendations and Conclusion
8.1 Introduction
This chapter presents the final conclusions of this research. It provides an overview of the
research and summarises all the chapters in Section 8.2, which demonstrates the purpose and
outcomes of each chapter, as well as summarizing the research processes and findings. The
revised research model is shown in Section 8.3, which also presents the most significant factors
that influence adoption and utilisation by all types of users in one combined form, based on the
results and findings of this research. The common influential factors that influence the adoption
and use of different types of users are also shown. Section 8.4 then provides recommendations
from different perspectives based on the findings. The research contributions are presented and
discussed in Section 8.5; and this is followed by a brief discussion of the research limitations
and directions for future work in Sections 8.6 and 8.7 respectively. Finally, Section 8.8
concludes this chapter with closing remarks.

8.2 Research overview
This section provides an overview of the eight chapters of this thesis and the processes that were
undertaken to fulfil the research aims and objectives.
Ø Defining the research problem and determining the research objectives and
significance
Chapter 1 introduces the research problem and questions as well as its objectives and scope. It
has been identified in the literature that the users’ adoption and utilisation of e-Government
systems and services is crucial for the success of such demanding and national electronic
systems and services. E-Government implementation is in the early stages and the adoption and
usage level of its services is still low in many developing countries including Saudi Arabia.
There are different factors that influence the adoption and use of technology and electronic
systems; however, there is a lack of comprehensive research that analyses and understands the
influence of such factors on the intention to adopt and use e-Government services from different
users’ perspectives; such as government employees and users from business sector. Further,
there is a lack of studies that measure the influence of such factors from several aspects. To
address these gaps in e-Government adoption literature, a comprehensive framework is
required. Thus, the research aimed to develop a conceptual model that determines the drivers of
users’ intention towards e-Government on one hand, and their relation to the use of e-
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government, on the other. The research also aimed to utilise the developed model to analyse and
understand the factors’ influence on adoption and use from the customers’ side (citizens and
business sector users) and also from the providers’ side (government employees).
Ø Developing the research framework and the research hypotheses
Chapter 2 provides a comprehensive literature review about the background of e-Government,
its domains, its maturity levels, its objective and benefits as well as the challenges and barriers
to its implementation. It also reviews e-Government implementation in different contexts
including developed and developing countries; and provides an overview of the e-Government
program in Saudi Arabia, which is the context of this research. Moreover, it defines the
adoption and utilisation of e-Government and also reviews the most common theories and
models in the literature that aim to understand the acceptance and adoption of technology
including the TAM, DOI and UTAUT. Finally, it discusses a number of studies that have been
conducted and explored in the e-Government adoption literature. Chapter 2 helps to understand
the research context and to achieve the first objective of this research: “Critically review and
investigate the most common models and theories related to the technology acceptance and
adoption which are used by many studies in the e-Government literature to assess their
applicability for e-Government context”.
In light of Chapter 2, the third chapter develops the research model “E-Government Adoption
and Utilisation Model (EGAUM)” which is one of the main contributions of this research. It
defines and explains the EGAUM’s constructs and also discusses the importance of each
proposed factor. Furthermore, Chapter 3 develops the research hypotheses that define the
proposed relationships between the EGAUM’s factors and the users’ adoption and use. This
chapter helps to achieve the second objective of this research: “Developing a more
comprehensive model for e-Government adoption and utilisation analysis considering the
integration of key constructs from the assessed models and theories” and to answer the first
research question which is:
Question 1: What is the most appropriate theoretical framework that could be used to analyse
the adoption and utilisation of e-Government services and systems from the users’
perspectives, particularly in Saudi Arabia?
Ø Structuring the research methodology and selecting the target samples and data
collection techniques
Chapter 4 describes and justifies the methodology employed in this research to achieve the
research objectives and answer its questions. This includes the research philosophy, the research
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approach, the research strategy, the research method and the data collection techniques.
Practically, this research employs the quantitative dominant mixed method where the
quantitative method is used as the main (dominant) method and the qualitative method is used
as a supportive and complementary method. This chapter also explains the data collection
processes including the research instruments and the sampling method. It also describes the data
analysis procedures that involve both a descriptive analysis and a statistical analysis.
Ø Findings and discussion from different perspectives
Chapters 5, 6 and 7 present and discuss the findings and determine the most significant factors
from different users’ perspectives: citizens, government employees and users from the business
sector, respectively. This includes a discussion of the results of the descriptive analysis that
validates the research model and provides indications of the impact of each proposed factor; as
well as a discussion of results of the statistical analysis which assesses the hypothesized
relationships between the proposed factors and the users’ intention to use and their perceived
readiness of e-Government. Spearman’s correlation procedure was utilised to assess these
relationships. These chapters also discuss the results of the short semi-structured interviews that
were conducted with a number of participants. Chapters 5, 6 and 7 help to achieve the objective
of utilising the developed framework to understand and analyse the influence of the proposed
factors on the adoption and use of the targeted users. The following research questions were
answered as follows:
Question 2: What are the factors that could influence the adoption and use of eGovernment services and transactions by citizens in Saudi Arabia?
This question is addressed in Chapter 5. Section 5.2 presents the demographic data of the
citizens’ sample. Section 5.3 presents the measures for each proposed factor and the results of
the descriptive analysis. Section 5.4 statistically assesses the research hypotheses from the
citizens’ perspective. This chapter reveals that Education Level, Perceived Benefits (PB), SocioCultural (SC), Functional Quality of Services/System (FQS), Perceived Simplicity (PS) and
Regulations & Policies (RP) are the most significant factors that influence the adoption and use
of citizens.
Question 3: What are the factors that could influence the adoption and use of eGovernment services and transactions that are provided to the business sector from the
perspectives of this sector’s users?
This question is addressed in Chapter 7. The demographic data for the business sector sample is
presented in Section 7.2, the factors measured and their descriptive analysis is discussed in
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Section 7.3 and the hypotheses assessments are discussed in Section 7.4. This chapter reveals
that Gender, Education Level, Perceived Benefits (PB), Awareness (AW), Previous Experience
(PE) and Regulations & Policies (RP) are the most significant factors that influence the
adoption and utilisation of users from the business sector.
Question 4: What are the factors that influence the adoption and use of government
employees when using e-Government systems to process customers’ transactions including
citizens’ transactions and the business sector’s transactions?
This question is addressed in Chapter 6. Section 6.2 presents the demographic data for the
participating employees. The factors measured from the employees’ perspective are presented in
Section 6.3 alongside their descriptive analysis. Section 6.4 statistically assesses the
hypothesized relationships between the proposed factors and the employees’ intention to use.
This chapter reveals that Education Level, Income (monthly salary), Perceived Benefits (PB),
Socio-Cultural (SC), Awareness (AW), Functional Quality of Services/System (FQS), Perceived
Simplicity (PS), Accessibility (ACC), Perceived Trust (PT) and Regulations & Policies (RP) are
the most significant factors that influence the adoption and use of government employees.
Ø The revised research model, Recommendations, Contributions, Limitations and
Future Work
Having developed and tested the research hypotheses and answered the research questions, this
chapter (Chapter 8) develops a number of recommendations based on the results and this
answers the following research question.
Question 5: How to enhance and increase the adoption and utilisation level when
implementing e-Government systems based on the users’ perceptions, attitude, beliefs,
needs and choices?
A revised conceptual model that combines the significant factors that influence the adoption and
utilisation of citizens, government employees and users from business sector is also presented in
this chapter. This revised model was formulated based on the findings of the conducted
investigations and analysis in Chapters 5, 6 and 7. Chapter 8 also highlights the contributions of
this research alongside with its limitations; and directions for future work are also provided.
8.3 The revised research model
The research model, E-Government Adoption and Utilisation Model (EGAUM), that was
proposed in Chapter 3 can be revised based on the findings of this research. The proposed
factors in the EGAUM were measured and their relationships with the users’ intention to adopt
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and use e-Government services and systems were investigated, assessed and analysed from the
perspective of different types of users, namely, the citizens, government employees and
business sector users. Different analysis procedures were utilised in this research to explore,
investigate and assess the influence of the proposed factors on the users’ adoption and use
including a descriptive analysis, statistical analysis and supportive evidence from the semistructured interviews that were conducted.
Based on the analyses and findings that were discussed in Chapters 5, 6 and 7, the revised
model is developed and presented in Figure 8.1. The revised model demonstrates the most
significant factors that impact the adoption and use of different types of users and illustrates the
significant relationships between these factors and the users’ intention to adopt and use. This
revised model can serve as a direct, focused and comprehensive model that represent
determinants of higher adoption and use level of e-Government services and systems.
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Figure 8.1: The revised research model

The revised combined model shows that there are several common factors that influence
different types of users. Education Level is one of these common factors that have an impact on
the adoption and use of all the targeted groups of users. The impact of this factor is not only
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related to the users’ academic qualifications, but also their computer literacy and their
willingness to learn new things. Perceived Benefits (PB) is another common factor that
significantly influences the adoption and utilisation of all the targeted types of users. This
indicates that to achieve a high level of adoption and use, such e-Government systems and
services must be genuinely beneficial for all users and they should feel and experience these
benefits. The Socio-Cultural (SC) factor is also a common factor that influences the adoption
and use of both citizens and government employees. This indicates that several social and
cultural aspects such as the influence of others, resistance to change and several other cultural
concerns and norms need to be addressed when implementing e-Government systems and
services.
The influence of the Awareness (AW) factor is significant for both government employees and
users from the business sector. Awareness and advertising campaigns as well as training
initiatives and courses are fundamental to increasing the awareness of those types of users about
the potential and benefits of e-Government and also to train them how to utilise its systems and
services. Functional Quality of Service/System (FQS) is a common influential factor for the
adoption and use of both public employees and citizens. This suggests the significance of the
functional aspects that reflect the quality of the implemented systems and services as well as
enhancing the users’ experience and satisfaction. Another common factor that influences the
adoption and use by both citizens and government employees is Perceived Simplicity (PS). The
use of e-Government systems and services need to be simple and easy for citizens and
government employees, as they are the types of user who are most likely to have different levels
of skills in using technology and electronic services. Finally, Regulation and Policies (RP) is a
common factor that impacts the adoption and use of all the targeted users. This is likely because
of the present lack of policies and regulations of e-Use in Saudi Arabia generally, including eGovernment use and the use of other electronic and online services. This factor needs to be
carefully considered when implementing e-Government systems and services; and clear and
concise regulations, policies, conditions and terms of use need to be set up and provided.

8.4 Recommendations
The final objective of this research was to develop a number of recommendations, strategies,
guidelines and practical solutions based on the findings for the improvement and success of the
provision of e-Government systems and services in developing countries in general and Saudi
Arabia in particular, which in turn would encourage different potential users to adopt and use
them. Different users’ perceptions, attitudes, beliefs, needs and choices were considered when
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making these recommendations; although the recommendations generated by this research are
mainly aimed at government organisations, e-Services and e-Transactions providers and
practitioners in the field of e-Government in order to help them implement more successful eGovernment services and systems.
Recommendations for implementing e-Government services and transactions for citizens:
•

Providing effective and beneficial e-Government services and transactions that are
completely electronic:
Perceived Benefits was one of the most significant factors to influence citizens’ intention to
adopt and use. Citizens would perceive e-Government services as beneficial and useful if
they can help them to access information and conduct the e-Transactions they need. Such
effective and beneficial e-Services and e-Transactions need to be completely electronic and
provided online so that the customers do not need to visit any government agency.
Currently, most of the implemented e-Government services and transactions are partially
electronic, where customers conduct part of them online and then need to complete their
transactions in person. This issue was also reported by most of the interviewed participants.
Moreover, reducing unnecessary procedures, which could delay the completion of eTransactions, or automating them would speed up the e-Transaction process which then
improves the effectiveness of e-Services; and would encourage citizens to adopt and use eGovernment services. Furthermore, ensuring that e-Transactions are processed within a
reasonable time is crucial; since customers would prefer to conduct government transactions
in person for quicker processing. Additionally, such effective and beneficial e-Services need
to be available 24 hours and 7 days a week, since this is a very important benefit that
enables customers to conduct their transactions at a time convenient to them.

•

Considering the social and cultural aspects when designing and implementing eGovernment services:
The influence of others and self-image were among the social aspects found to be
influential. Several techniques that are widely used in e-Commerce and social networks can
be employed to benefit from the impact of these social aspects; such as showing the number
of users accessing the same e-Services, the number of users browsing the agency website
and also providing a facility to share the e-Services through online social networks.
Moreover, the practice of taking advantage of interpersonal relationships and connections
(wasta) is a negative practice that is sometimes used in the public sector. Such practices can
even be used with electronic systems if this is not controlled. The use of this negative
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practice can be eliminated and controlled electronically to ensure equal processing for all
customers’ e-Transactions. Customers can be involved in controlling such negative practice
by enabling them to electronically report any use of wasta. Facilitating this would also
enhance users’ perceptions about fair and equal processing in e-Government systems.
Additionally, increasing awareness among citizens about the benefits of using eGovernment services and transactions by providing more awareness campaigns would help
to minimize the impact of face-to-face culture that for decades has characterised the public
sector in Saudi Arabia.
•

Ensuring high functional quality of the implemented e-Services and e-Transactions:
Different functional aspects that reflect the quality of the implemented e-Government
services were found to be significant from the citizens’ perspective. The correspondence
between customers and government agencies is one of these functional aspects that must be
seriously addressed when implementing e-Government systems. It is strongly recommended
by this research that the limitations related to the delivery of the required documents need to
be effectively addressed and solved if effective and complete e-Government systems are to
be implemented. Although the Saudi postal service does provide deliveries, they are still
limited and ineffective. Moreover, it is also strongly recommended that different payment
options for e-Government services and transactions be provided. Direct payment through
the e-Services websites is the most convenient, reliable and effective option that would
enhance use. Although the SADAD payment system provides an option for such payments,
it is ineffective in terms of saving time and reducing processes that should be a priority in eGovernment systems. Additionally, this research recommends implementing several
functional features related to the quality of e-Services; such as enabling customers to track
their e-Transactions, to view their previous e-Transactions, to evaluate and rate the quality
of the provided e-Services and finally communicating with them regarding the status of
their e-Transactions by different methods such as email and mobile text messages.

•

Implementing e-Services and e-Transactions that are simple and easy to use:
Citizens have different computer skills and different abilities in terms of using technologies.
One of the recommendations of this research is to implement simple and easy to use eServices. This can be achieved by making them easily accessible through the providers’
websites. Moreover, providing clear and simple explanations about the e-Service in
question, the steps required to access and use it, and how it will be processed can make such
e-Services easy and seamless. Additionally, providing illustrative texts and images of the
required documents and information can significantly enhance simplicity and reduce
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ambiguity. Further, providing videos to explain the intended e-Service and how it can be
used would also enhance simplicity of use.
•

Reliability enhancement:
Implementing and applying regulations, rules and policies properly are very important to
citizens. This includes information security policies, information privacy policies and the
regulations for using e-Government. Proper implementation means making them clear,
strict, applicable to all parties (users, employees and agencies), accessible, comprehensive
and visible. The regulation and policies involved in online dealings are usually long and
complicated; thus, providing them in a concise, simple, short and understandable way
would increase the probability of users reading them and thus, increase the trust, confidence
and intention to use. This is particularly the case when providing online services to the
public where there are different levels of education, different attitudes, different perceptions
and different online use behaviour.

•

Enhancing digital literacy:
The research found differences amongst citizens with different education levels in terms of
intention to use e-Government systems and services. Therefore, the researcher recommends
improving digital awareness amongst the potential public users. This can be achieved
through learning and training environments. Providing awareness, learning and training
campaigns for the public would generally reduce digital illiteracy in society in general and
for the elderly in particular. These campaigns can be provided in public areas such as
community centres. Authorized offices to help the public to use e-Services and eTransactions could be located in public places such as shopping centres or even dedicated
departments in government agencies and would enhance digital literacy at least in the early
stages of implementing e-Government.

•

Improving the accessibility options for the implemented e-Services and eTransactions:
This can be achieved by implementing functional applications that enable customers to
perform e-Services and e-Transactions on the go through Smart phones and tablets.
Offering reliable and fast Internet connections, either free or at low cost, in public areas
would significantly contribute to the spread and use of e-Government services.
Additionally, providing electronic machines in public areas such as shopping centres and
airports would also contribute to increase the adoption and use of e-Government services.
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•

Increasing awareness about the implemented e-Services and their benefits:
This can be achieved by advertising the implemented e-Services through social networks,
TV channels, radio channels and text messages which are the most powerful methods of
influencing Saudi citizens. Advertising new related e-Services when users conduct their eTransactions is also a useful technique.

•

Implementing a one-stop-shop e-Government portal:
The researcher recommends that this needs to be seriously considered when implementing
e-Government. A single-sign portal that provides different e-Services and e-Transactions
from different government agencies is a way of making use easier and enhancing
accessibility and controllability for all users, including citizens and the business sector. This
single-sign portal is meant to provide actual and complete e-Services, not just a means of
navigating users to the agencies’ websites.

Recommendations for implementing e-Government services and transactions for the business
sector:
•

Providing integrated e-Services and e-Transactions that are completely electronic:
Since the private sector (business sector) normally conducts a large volume of government
transactions; such transactions should be completely electronic where users do not need to
visit any government agency to complete them. This would benefit the business sector and
also would offer more job opportunities, especially for females who would find some
difficulties in conducting certain government transactions, which require a personal visit to
achieve completion. This is difficult for females due to lack of public transport and the
unavailability of female sections in some agencies. If these visits were not required,
companies may be more willing to employ women who could then conduct transactions
online.

•

Enhancing the digital literacy of users in the business sector:
This can be achieved by providing training for business owners and related employees in
the business sector. It can also be achieved by setting up regulations on how companies
train their employees in cooperation with e-Services providers.
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•

Disseminating the benefits and advantages of using e-Government systems for
business sector:
Government organisations should play a proactive role in popularizing the benefits of online
government e-Services to the business sector by offering workshops and visual
presentations about the potential of the e-Government systems and services that are
implemented for the business sector.

•

Using e-Government systems to offer investment and commercial opportunities for the
private sector:
This includes government procurement and tenders; and would increase the commercial
activities for the private sector and facilitate control of the public procurement and tenders.

•

Conducting periodic surveys to assess the implemented e-Services and gain feedback
from business sector users:
This is recommended as a way to improve the e-Services provided for the business sector
and to increase the positive perception about e-Government systems. This is important as
initial use and previous experience have a significant impact on the adoption and use by
business sector users.

•

Applying clear, strict and comprehensive regulations and policies that are related to eGovernment use:
This is strongly recommended as the business sector conducts large numbers of government
transactions that involve sensitive data. These regulations and policies include information
security policies and information privacy policies. They also include rules and laws that
reserve users’ and agencies’ rights as well as regulating any conflicts and regulation
violation cases.

Recommendations for government agencies to increase adoption and enhance the use by
government employees:
•

Increasing awareness among public employees about the potential and advantages of
implementing e-Government systems:
This is strongly recommended for public sector employees, as a high level of awareness
would contribute to overcoming barriers such as technology resistance, concerns about
unemployment and job loss and a preference for traditional dealings. It would also enhance
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employees’ perceived trust and confidence when using electronic systems for customers’
transactions. Awareness campaigns need to take socio-cultural factors, trust levels and
employees concerns into account and not just focus on making users aware of eGovernment potential.
•

Providing sufficient and comprehensive training:
Ideally this should be done in the preparation phase before implementing any e-Government
system or service, as well as after implementation if any updates and changes are applied.
Training is important not only to train employees on how to use, but also to increase their
awareness about the potential, abilities and advantages of e-Government systems.

•

Reconsidering the computer use bonus for public sector employees:
This can be employed like an overtime bonus to encourage employees to use electronic
systems to process more transactions out of working hours. Eligibility for receiving this
bonus also needs to be reconsidered.

•

Creating a digital work environment:
This would encourage transfer to digital dealings and communications. A digital work
environment can be created by automating tasks and making them electronic. These tasks
include correspondence between employees or departments within the same organisation or
with other government organisations. Implementing internal electronic systems enable
employees to conduct transactions related to their jobs; such as applying for leave or
compensation and reviewing personal employment profiles is also a form of digital work
environment.

•

Implementing easy-to-use electronic systems:
The electronic systems that the employees use to process customers’ transactions need to be
easy-to-use, clearly explained and free from technical and functional errors. This can be
achieved by providing illustrative examples of e-Transactions and their requirements, an
electronic manual showing steps in processing and procedures and giving alerts and
confirmation messages. A help desk that is dedicated to helping employees to use eGovernment and which solves technical and functional errors immediately is also
recommended.
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•

Enhancing

the

electronic

collaboration

between

different

departments

and

organisations:
This research strongly recommends encouraging government organisations to adopt
electronic systems and collaborate with other organisations. This would significantly
improve communications between different government organisations in terms of
exchanging knowledge, data and customers’ transactions.
•

Engaging employees in the design, implementation and updating of e-Government
systems:
This would improve e-Government as a whole as well as the electronic systems that
employees use to process customers’ transactions and the e-Services and e-Transactions that
are provided to the customers.

•

Updating and improving the ICT infrastructure in the public sector:
This includes providing efficient technologies, sophisticated computers and secure
networks.

•

Providing clear and comprehensive regulations and policies for employees’ use of eGovernment systems:
This includes information privacy policies, information security policies as well as rules,
conditions and terms of use. Such regulations and policies need to be clear and
comprehensive to increase the employees’ confidence and trust in using such systems. This
research also recommends providing regulations related to reserving employees’ rights in
case of conflicts, mistakes, and unexpected outcomes; and also for allocating bonuses.

8.5 The research contributions
This section presents the novel contributions that this research makes to theory, practice and
methodology in the field of e-Government adoption and utilisation.
8.5.1 Theoretical contributions
This research makes a number of contributions to the theory. Firstly, this research provides a
comprehensive and critical review of e-Government literature that involves several aspects such
as e-Government background, its domains, its maturity levels, its benefits and its challenges.
This necessitated reviewing e-Government implementation in different countries to have a
better understanding and wider picture of how this is done in different contexts, especially in the
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countries neighbouring Saudi Arabia. A critical review of several theories and models related to
technology acceptance and diffusion in the literature was also conducted. This contribution
benefits both researchers and practitioners in the field of e-Government adoption and utilisation.
Secondly, this research developed a novel and integrated conceptual framework, which is the EGovernment Adoption and Utilisation Model (EGAUM), for analysing the adoption and use of
e-Government systems and services. The developing process for this framework included an
evaluation of a number of theories and models in technology acceptance and use literature such
as the TAM, DOI and UTAUT and an assessment of their applicability to analyse eGovernment adoption and use. It also included an investigation of several studies from the eGovernment adoption literature. The research then identified critical factors that influence the
adoption and use of e-Government systems and services; and the factors identified were
categorized to form the research framework. This is one of the main contributions of this
research to knowledge as the EGAUM provides an insight into a number of crucial factors and
determinants of higher adoption and use level.
A number of constructs involved in several technology acceptance models were shown to be
significant; and merged to form the model proposed in this research, but from a wider point of
view. For example, Perceived Benefits (PB) in the EGAUM is analogous to Perceived
Usefulness in the TAM and Relative Advantage in the DOI; but has a broader scope and
context-specific considerations that are related to an e-Government context. Moreover, SocioCultural (SC) in the EGAUM is from the same domain as Subjective Norms in the TAM and
Social Influence in the UTAUT; but again has a more comprehensive view, as both the TAM
and the UTAUT only address the influence of others as an aspect of social influence.
Other significant constructs that are crucial to users’ adoption and intention to use were also not
addressed in the technology acceptance literature; thus, they were proposed in the EGAUM. For
example, the influence of Functional and Technical Quality of Services (FQS) and (TQS) was
not addressed in either of the aforementioned commonly-used models or theories or in the many
e-Government adoption studies, despite its importance. Similarly, the impact of Perceived Trust
(PT) was also absent from the many studies that have utilised technology acceptance models.
Other factors such as Awareness (AW), Previous Experience (PE) and Regulations and Policies
(RP) were proposed as influential factors in the EGAUM as they have not been fully considered
in the e-Government adoption and implementation literature.
Thirdly, the developed framework was empirically validated in this research. This was
achieved by analysing primary data collected from different types of users; namely, citizens,
government employees and users from the business sector and from different places in Saudi
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Arabia. This is another fundamental contribution by this research, since no studies were found
in the literature, especially in regarding Arab countries, that explored and analysed the adoption
and use of e-Government from different users’ perspectives particularly business sector users
and public employees.
8.5.2 Practical implications
Based on practical evidence, the research findings revealed the most significant factors that
influence the adoption and use for each type of user (citizens, government employees and users
from business sector) and developed a revised, focused and comprehensive model that
comprises these significant factors. This represents four main practical contributions of this
research; each of which can be summarized as follows:
Ø The research found that Education level, Perceived Benefits, Socio-Cultural, Functional
Quality of Services/Systems, Perceived Simplicity and Regulations & Policies are the most
significant factors that influence the citizens’ adoption and use of e-Government services
and systems.
Ø The research also found that Gender, Education level, Perceived Benefits, Awareness,
Previous Experience and Regulations & Policies are the most significant factors that
influence the adoption and use of users from business sector.
Ø The research found that Educations Level, Income (monthly salary), Perceived Benefits,
Socio-Cultural, Awareness, Functional Quality of Services/Systems, Perceived Simplicity,
Accessibility, Perceived Trust and Regulations & Policies are the most significant factors
that influence the public employees’ adoption and use of e-Government systems.
Ø The revised model presented in Section 8.3 in this chapter can be utilised by practitioners,
e-Services providers, government organisations and researchers to understand the adoption
and utilisation of users. Furthermore, it can also be utilised in different contexts that have
similarities with Saudi Arabia in terms of culture, infrastructure, environment and eGovernment maturity level as a direct and focused model for analysing and understanding
users’ adoption and use.
The research also collected and analysed qualitative data to have better understanding and
provide more evidence about the influence of the proposed factors. This is another contribution
that this research provides. Furthermore, the research provides a number of recommendations
for government organisations, e-Services and e-Transactions providers and practitioners in the
field of e-Government which can be used as guidelines to design, implement and provide more
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successful e-Government services and systems based on the users’ perceptions and needs to
achieve higher adoption and use level. This is also another main practical contribution of this
research.
8.5.3 Methodological contributions
This research provides a number of methodological contributions that can contribute to research
design for future research in IS and the field of interactive systems adoption. These
methodological contributions reflect positively on this research, its findings, reliability and
validity. Firstly, this research collected primary data from different places and different cities in
Saudi Arabia. This contribution supports the generalisability of the findings of this research.
Secondly, and unlike much research in the literature, this is one of the few studies (particularly
in Arab countries) that collected data from actual and potential users of e-Government systems
and services. The use of ‘in person’ data collection was a useful technique that helped to reach
to the targeted and intended participants including citizens, public employees and users from the
business sector. The most dominant technique of data collection in the e-Government literature
is online data collection, which only targets Internet users, and the use of student participants,
which can limit the findings to a specific group.
Thirdly, this research utilised the triangulation data collection approach that involved
quantitative data to validate the proposed framework, to assess the research hypotheses and to
investigate the influential factors. The triangulation approach also involved qualitative data that
supported the findings as well as exploring other aspects of the influential factors. Fourthly, the
design of research instruments that have been used to collect data is another methodological
contribution of this research. This includes the way of asking the questions, the variation in the
answer options and the questionnaires’ appearance and design. Although they were relatively
long due to the number of measuring items, some participants commented positively on their
design. One of them said, “...it is a well-structured and clear questionnaire, it is rare to find
such a one”. Another said, “...the use of highlighting and grouping the questions did not make
me feel that it was long, this is a professional method”. Fifthly, most of the measuring items
that have been developed and used in this research are stand-alone items that measure different
important aspects of the intended factor; unlike many other studies in the literature that produce
a number of items that measure the same aspect. This contributes positively to the exploration
and understanding of the influence of each proposed factor.
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8.6 Research Limitations
This research achieved its objectives and answered the main research questions. However, there
are some limitations in this research which can serve as opportunities for future research. These
limitations can be summarized as follows:
•

Lack of literature in e-Government adoption and utilisation analysis in the developing
countries particularly from the perspectives of business sector and public employees:
Owning to this lack, there were some difficulties when comparing the findings of this
research with other similar research.

•

The issue of distance:
The data collection involved travelling to Saudi Arabia to collect data from the targeted
participants. This forced the researcher to gather quantitative and qualitative data within a
limited time (parallel approach), knowing that it would be difficult to meet the respondents
again once the researcher had travelled back to the UK. This limitation prevented the
statistical exploration and investigation of the influence of location on the users’ adoption
and use. Although the participants who were interviewed did comment on location as a
factor, this was not sufficient to fully assess the impact of this factor. Their comments
however highlighted that it needs further investigation.

•

The issue of gender:
Due to the fact that Saudi Arabia is a conservative nation and because of certain cultural and
religious reasons, the samples in this research are biased in favour of male over female. This
limitation prevents the research from statistically exploring and investigating the influence
of gender, especially in the government employees’ sample. However, the research samples
are still representative and this is justified (see Sections 5.2, 6.2 and 7.2 in Chapters 5, 6 and
7). Nevertheless, it is difficult to generalise the findings of this research to potential female
users. This limitation was expected as it is also reported in several studies conducted in a
similar context (Alshihi, 2006; Alsaif, 2013; Rehman et al., 2012).

•

The size of the business sector sample:
Due to time limits for data collection in this research and the distance limitation, it was
difficult to collect data from more users from the business sector due to the busy nature of
the targeted group and difficulties in finding appropriate participants. However, the findings
from this sample provide useful insights into the motivations underlying the intentions to
adopt and use e-Government services from the business sector perspective.
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8.7 Opportunities for future work
E-Government implementation is still in its early stages in many developing countries and the
adoption and utilisation of its systems and services is a relatively new topic. Thus, many areas
are still need to be studied and future work should expand the knowledge and understanding of
e-Government beyond the scope of this research. There are some areas that are related to this
research theme that require further research work and investigation. These include:
•

Analysing the influence of the proposed factors, utilising EGAUM, from the female
perspective in Saudi Arabia. Although most government transactions are performed mainly
by males, the number of female employees and users are expected to rise in the coming
years. Female researchers should ideally conduct such research work.

•

Employing the findings of this research by considering the most influential factors and
designing e-Services that consider the aspects that are involved in each factor. This would
help to assess and confirm their influence practically.

•

Utilising the E-Government Adoption and Utilisation model (EGAUM) to understand
adoption and utilisation in different contexts. This could include different developing
countries as well as developed countries; and would extend the generalisability and
contribution of the developed framework.

•

The research model can also be adapted to study the adoption and utilisation of different
interactive systems such as e-Commerce and e-Business, online banking and e-Learning
systems.

•

The current research utilised a multiple method approach, namely the quantitative dominant
mixed method (quantitative method as the main method and the qualitative method as a
supportive and complementary method). Future work could utilise an in-depth qualitative
approach to deepen the knowledge and understanding the influential factors. The EGAUM
can be used as a comprehensive framework for such research work.

•

Exploring the indirect relationships between the influential factors and assessing the
impacts amongst them is also another future work direction to better understand the users’
adoption and use.
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8.8 Closing remarks
This chapter has provided an overview of the research, demonstrated its major contributions,
developed recommendations based on its findings, summarized its limitations and provided
directions for future work.
This research has attempted to fill the knowledge gap by developing an integrated and
comprehensive framework that identifies salient factors influencing the adoption and utilisation
of e-Government systems and services. It has then utilised the developed framework to
investigate and understand the adoption and use from different perspectives, namely, citizens,
users from the business sector and government employees. The novelty of the utilised
framework, the measured aspects and the methodology of data collection and analysis has given
this research an advantage over other studies in the literature. The outcomes of this research are
aimed at planning, designing and implementing e-Government systems and services more
effectively, based on users’ expectations, needs, perceptions, beliefs and other aspects that
influence their willingness and intention to use. It is also hoped they can assist e-government
practitioners to determine which aspects to focus on in order to increase adoption and use rate of
e-government.
Last but not least, this research is submitted in the hope that it has contributed to the knowledge
and literature on IS and interactive systems in general and on e-Government in particular.
Further, it is hoped that e-Services and e-Transactions providers, government agencies,
practitioners and researchers in the field of e-Government will find it an invaluable resource.
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Appendix A: Raw data of the citizens’ sample
Table 1: Raw data of PB items
Perceived
Benefit items
PB1
PB2
PB3
PB4
PB5
PB6
PB7
Total

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

349
83.9
337
81
344
82.7
314
75.5
329
79.1
311
74.8
349
83.9
2333
80.12

57
13.7
68
16.3
56
13.5
78
18.8
64
15.4
72
17.3
50
12
445
15.28

Don’t
know or
neutral
6
1.4
8
1.9
12
2.9
15
3.6
17
4.1
25
6
12
2.9
95
3.25

Disagree

Strongly
disagree

3
0.7
2
0.5
3
0.7
5
1.2
3
0.7
7
1.7
4
1
27
0.92

1
0.2
1
0.2
1
0.2
4
1
3
0.7
1
0.2
1
0.2
12
0.38

Disagree

Strongly
disagree

22
5.3
4
1
18
4.3
46
11.1
8
1.9
41
9.9
29
7
168
5.8

9
2.2
2
0.5
7
1.7
60
14.4
4
1
32
7.7
21
5
135
4.6

Mean

Std.
Deviation

1.19

0.50

1.22

0.52

1.22

0.55

1.33

0.69

1.28

0.64

1.35

0.69

1.21

0.56

1.26

0.47

Result
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree

Table 2: Raw data of SC items
SocioCultural
items

Measure

Strongly
agree

Freq.
230
Percent
55.3
Freq.
250
SC2
Percent
60.1
Freq.
273
SC3
Percent
65.6
Freq.
150
SC4
(reversed)
Percent
36.1
Freq.
260
SC5
Percent
62.5
Freq.
185
SC6
(reversed)
Percent
44.5
Freq.
243
SC7
(reversed)
Percent
58
Freq.
1591
Total
Percent
54.6
* The mean without reversing
SC1

Agree
112
26.9
131
31.5
82
19.7
104
25
115
27.6
112
26.9
83
20
739
25.4

Don’t
know or
neutral
43
10.3
29
7
36
8.7
56
13.5
29
7
46
11.1
40
9.6
279
9.6

Mean

Std.
Deviation

1.72

0.99

1.5

0.71

1.56

0.93

2.42
(3.57)*

1.43

Agree

1.5

0.78

Strongly
agree

1.27

Agree

1.17

Agree

0.59

Agree*

2.09
(3.9)*
1.8
(4.19)*
1.8

Result
Strongly
agree
Strongly
agree
Strongly
agree
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Table 3: Raw data of AW part1 items
Awareness
items

Measure

Strongly
agree

Agree

AW1

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

113
27.2
84
20.2
124
29.8
65
15.6
386
23.1

175
42.1
156
37.5
155
37.3
103
24.8
589
35.4

AW2
AW3
AW4
Total

Don’t
know or
neutral
90
21.6
105
25.2
90
21.6
113
27.2
398
23.9

Disagree

Strongly
disagree

Mean

Std.
deviation

Result

31
7.5
49
11.8
34
8.2
94
22.6
208
12.5

7
1.7
22
5.3
13
3.1
41
9.9
83
20

2.14

0.95

Agree

2.44

1.09

Agree

2.17

1.04

Agree

2.8

1.21

2.4

0.7

Neutral or
do not know
Agree

Table 4: Raw data of AW part2 items
Awareness
items
AW5

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

AW6
AW7
AW8
AW9
AW10
Total

Very
influential
159
38.2
102
14.5
93
22.4
151
36.3
142
34.1
156
37.5
803
30.5

Influential to
some extent
153
36.8
172
41.3
171
41.1
146
35.1
179
43
156
37.5
977
39.1

Don’t
know
48
11.5
80
19.2
77
18.5
63
15.1
50
12
43
10.3
361
14.4

Uninfluential
to some extent
36
8.7
39
9.4
40
9.6
28
6.7
24
5.8
36
8.7
203
8.1

Very
uninfluential
20
4.8
23
5.5
35
8.4
28
6.7
21
5
25
6
152
6.1

Mean
2.05

Std.
Deviation
1.13

1.30

1.10

2.40

1.17

2.12

1.17

2.04

1.07

2.08

1.16

2.1

0.88

Result
Influential to
some extent
Very
influential
Influential to
some extent
Influential to
some extent
Influential to
some extent
Influential to
some extent
Influential to
some extent

Table 5: Raw data of FQS part1 items

FQS
part1
items
FQS1
FQS2
FQS3
Total

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

37
8.9
41
9.9
144
34.6
222
17.8

151
36.3
86
20.7
166
39.9
403
32.3

Don’t
know or
neutral
108
26
134
32.2
59
14.2
301
24.1

Disagree

Strongly
disagree

Mean

Std.
deviation

Result

101
24.3
90
21.6
41
9.9
232
18.6

19
4.6
65
15.6
6
1.4
90
7.2

2.79

1.05

3.12

1.19

2.03

1.00

Neutral or do
not know
Neutral or do
not know
Agree

2.65

0.79

Neutral or do
not know
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Table 6: Raw data of FQS part2 items
FQS part2
items
FQS4
FQS5
FQS6
FQS7
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

Very high
importance
315
75.7
225
61.3
231
55.5
285
68.5
1173
60.7

High
importance
67
16.1
98
23.6
111
26.7
70
16.8
444
21.3

Medium
importance
27
6.5
52
12.5
63
15.1
42
10.1
280
13.4

Low
importance
7
1.7
8
1.9
5
1.2
12
2.9
67
3.2

Very low
importance
0
0
3
0.7
6
1.4
7
1.7
26
1.2

Mean
1.34

Std.
Deviation
0.67

1.57

0.83

1.66

0.87

1.52

0.91

1.52

0.68

Result
Very high
importance
Very high
importance
Very high
importance
Very high
importance
Very high
importance

Table 7: Raw data of PE1 item
Previous
experience
items
PE1

Measure

Very
satisfactory

Satisfactory to
some extent

Not satisfactory

Median

IQR

Result

Freq.*

162

212

17

2

1, 2

Percent*

41.4

54.2

4.3

Satisfactory
some extent

to

*25 cases not included
Table 8: Raw data of PE2 item
Previous
experience
items
PE2

Measure

Make me hesitate
to use it

No effect

Median

IQR

Result

Freq.*

Encourage
me to use it
more
290

41

60

1

1, 2

Percent*

74.2

10.5

15.3

Encourage me
to use it more

Not
satisfactory

Median

IQR

Result

1

1, 2

Very
satisfactory

* 25 cases not included

Table 9: Raw data of PE3 item
Previous
experience
items
PE3

Measure

Very
satisfactory

Satisfactory
some extent

to

Freq.*

244

113

3

Percent*

67.8

31.4

0.8

Make
me
hesitant to use
EGOV
10

No effect

Median

IQR

Result

Freq.*

Encourage
me to use
EGOV
234

116

1

1, 3

Percent*

65

2.8

32.2

Encourage me
to use EGOV

*56 cases not included
Table 10: Raw data of PE4 item
Previous
experience
items
PE4

Measure

*56 cases not included
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Table 11: Raw data of PS part1 items
PS part1
items
PS1
PS2
PS3
Total

PS part2
items
PS4
PS5
PS6
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

Strongly
agree
183
44
55
13.2
205
49.3
443
35.5

Agree
179
43
158
38
169
40.6
506
40.5

Measure

Very high
High
importance
importance
Freq.
284
82
Percent
68.3
19.7
Freq.
247
102
Percent
59.4
24.5
Freq.
259
95
Percent
62.3
22.8
Freq.
790
279
Percent
63.3
22.3
Table 12: Raw data of PS part2 items

Don’t know
or neutral
36
8.7
84
20.2
32
7.7
152
12.2

Disagree
17
4.1
91
21.9
10
2.4
118
9.4

Strongly
disagree
1
0.2
28
6.7
0
0
29
2.3

Medium
importance
45
10.8
56
13.5
50
12
151
12.1

Low
importance
4
1
8
1.9
11
2.6
23
1.8

Don’t know
or neutral
69
16.6
84
20.2
153
18.4

Disagree

Mean
1.73

Std.
deviation
0.80

2.70

1.14

1.63

0.72

2.02

0.56

Very low
importance
1
0.2
3
0.7
1
0.2
5
0.3

Mean

Result
Strongly
agree
Neutral or do
not know
Strongly
agree
Agree

1.45

Std.
Deviation
0.74

1.60

0.84

1.55

0.82

1.53

0.71

Result
Very high
importance
Very high
importance
Very high
importance
Very high
importance

Table 13: TQS part1 items
TQS part1
items
TQS1
TQS2
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent

Strongly
agree
101
24.3
95
22.8
196
23.5

Agree
162
38.9
147
35.3
309
37.1

58
13.9
61
14.7
119
14.3

Strongly
disagree
26
6.3
29
7
55
6.6

Mean

Result

2.38

Std.
deviation
1.17

2.47

1.19

Agree

2.43

0.92

Agree

Agree

Table 14: Raw data of TQS part2 items
TQS part2
items
TQS3
TQS4
TQS5
TQS6
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

Very high
importance
248
59.6
209
50.2
184
44.2
125
30
766
46

High
importance
87
20.9
103
24.8
124
29.8
91
21.9
405
24.3

Medium
importance
58
13.9
77
18.5
69
16.6
117
28.1
321
19.2

Low
importance
18
4.3
23
5.5
23
5.5
60
14.4
124
7.4

Very low
importance
5
1.2
4
1
16
3.8
23
5.5
48
5.1

Mean
1.66

Std.
Deviation
0.95

1.82

0.98

1.94

1.08

2.43

1.21

1.96

0.82

Result
Very high
importance
High
importance
High
importance
High
importance
High
importance
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Table 15: Raw data of ACC part1 items
ACC part1
items
ACC1
ACC2
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent

Strongly
agree
208
50
255
61.3
463
55.6

Agree
127
30.5
92
22.1
219
26.3

Don’t know
or neutral
44
10.6
41
9.9
85
10.2

Disagree
27
6.5
21
5
48
5.7

Strongly
disagree
10
2.4
7
1.7
17
2.05

Mean

Result

1.80

Std.
deviation
1.02

1.63

0.96

Strongly agree

1.72

0.72

Strongly agree

Agree

Table 16: Raw data of ACC part2 items
ACC part2
items
ACC3
ACC4
ACC5
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

Very high
importance
184
44.2
226
54.3
248
59.6
658
52.7

High
importance
124
29.8
106
25.5
93
22.4
323
25.9

Medium
importance
69
16.6
61
14.7
60
14.4
190
15.2

Low
importance
23
5.5
15
3.6
12
2.9
50
4

Very low
importance
16
3.8
8
1.9
3
0.7
27
2.1

Mean
1.94

Std.
Deviation
1.08

1.73

0.96

1.62

0.88

1.77

0.77

Result
High
importance
Very high
importance
Very high
importance
Very high
importance

Table 17: Raw data of PT items
Perceived
Trust items
PT1
(reversed)

Strongly
Agree
agree
Freq.
104
138
Percent
25
33.2
Freq.
146
174
PT2
Percent
35.1
41.8
Freq.
37
68
PT3
(reversed)
Percent
8.9
16.3
Freq.
66
125
PT4
(reversed)
Percent
15.9
30
Freq.
220
72
PT5
(reversed)
Percent
52.9
17.3
Freq.
49
80
PT6
(reversed)
Percent
11.8
19.2
Freq.
116
177
PT7
Percent
27.9
42.5
Freq.
738
834
Total
Percent
25.3
28.6
* The mean without reversing
Measure

Don’t know
or neutral
80
19.2
67
16.1
74
17.8
76
18.3
53
12.7
134
32.2
88
21.2
572
19.6

Disagree
61
14.7
23
5.5
133
32
103
24.8
45
10.8
97
23.3
29
7
491
16.8

Strongly
disagree
33
7.9
6
1.4
104
25
46
11.1
26
6.3
56
13.5
6
1.4
187
66.6

Mean

Std.
Deviation

Result

2.47
(3.52)*

1.23

Agree

1.96

0.92

Agree

1.27

Disagree

1.26

Neutral or do
not know

1.28

Agree

1.19

Neutral or do
not know

2.11

0.94

Agree

2.56

0.66

Agree

3.47
(2.52)*
2.85
(3.14)*
2.00
(3.99)*
3.07
(2.92)*
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Table 18: Raw data of RP items
Regulations
and Policies
items
RP1
RP2
RP3
Total

Measure

Very high
importance

High
importance

Medium
importance

Low
importance

Very low
importance

Mean

Std.
Deviation

Result

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

229
55
249
59.9
258
62
736
58.9

101
24.3
95
22.8
88
21.2
284
22.7

61
14.7
50
12
52
12.5
163
13

16
3.8
15
3.6
10
2.4
41
3.2

9
2.2
7
1.7
8
1.9
24
1.9

1.73

0.98

1.64

0.94

1.61

0.92

1.66

0.88

Very high
importance
Very high
importance
Very high
importance
Very high
importance

Table 19: Raw data of ITU items
ITU items

Measure

ITU1

Freq.
Percent
Freq.
Percent
Freq.
Percent

ITU3
Total

Strongly
agree
343
82.5
307
73.8
816
65.4

Agree
57
13.7
88
21.2
249
19.6

Don’t know
or neutral
10
2.4
16
3.8
83
6.6

Disagree
4
1
2
0.5
66
5.3

Strongly
disagree
2
0.5
3
0.7
34
2.7

Mean
1.23

Std.
deviation
0.58

Result
Strongly agree

1.33

0.644

Strongly agree

1.28

0.52

Strongly agree

Mean

Result

2.55

Std.
deviation
1.21

2.59

1.20

Agree

2.57

1.04

Agree

Table 20: Raw data of PER items
PER items

Measure

PER1

Freq.
Percent
Freq.
Percent
Freq.
Percent

PER2
Total

Strongly
agree
90
21.6
82
19.7
172
20.6

Agree
134
32.2
144
34.6
278
33.4

Don’t know
or neutral
99
23.8
81
19.5
180
21.6

Disagree
58
13.9
79
19
137
16.45

Strongly
disagree
35
8.4
30
7.2
65
7.8

Agree
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Appendix B: Raw data of the public employees’ sample
Table 21: Raw data of PB items
Perceived
Benefit
items
PB1
PB2
PB3
PB4
PB5
Total

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

248
79.7
201
64.6
155
49.8
167
53.7
252
81
1023
65.7

56
18
96
30.9
104
33.4
115
37
56
18
427
27.4

Don’t
know or
neutral
4
1.3
12
3.9
38
12.2
26
8.4
1
0.3
81
5.2

Disagree

Strongly
disagree

3
1
2
0.6
13
4.2
2
0.6
1
0.3
21
1.3

0
0
0
0
1
0.3
1
0.3
1
0.3
3
0.18

Mean

Std.
Deviation

1.23

0.51

1.40

0.59

1.71

0.85

1.56

0.70

1.20

0.47

1.42

0.47

Mean

Std.
Deviation

Result

1.38

0.60

Strongly
agree

1.87

0.91

Agree

1.58

0.70

Strongly
agree

2.38
(3.61)*

1.23

Agree

3.36
(2.63)*

1.23

Don’t
know or
neutral

1.06

Agree

1.05

Agree

1.09

Agree

1.14

Agree

0.53

Agree

Result
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree

Table 22: Raw data of SC items
SocioCultural
items
SC1
SC2
SC3
SC4
(reversed)
SC5
(reversed)
SC6
(reversed)
SC7
(reversed)
SC8
(reversed)
SC9
(reversed)
Total

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.

206
66.2
129
41.5
160
51.4
77
24.8
26

96
30.9
112
36
130
41.8
127
40.8
58

Don’t
know or
neutral
5
1.6
52
16.7
13
4.2
46
14.8
68

Disagree

Strongly
disagree

3
1
16
5.1
7
2.3
31
10
96

1
0.3
2
0.6
1
0.3
30
9.6
63

Percent

8.4

18.6

21.9

30.9

20.3

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

67
21.5
92
29.6
53
17
59
19
869
31

136
43.7
133
42.8
119
38.3
132
42.4
1043
38

63
20.3
42
13.5
67
21.5
53
17
409
14.6

30
9.6
36
11.6
60
19.3
48
15.4
327
11.6

15
4.8
8
2.6
12
3.9
19
6.1
151
5.3

* The mean without reversing

2.32
(3.67)*
2.14
(3.85)*
2.54
(3.45)*
2.47
(3.52)*
2.23
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Table 23: Raw data of AW items
Awareness
items
AW1
AW2
AW3
Total

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

123
39.5
128
41.2
150
48.2
401
42.9

162
52.1
141
45.3
124
39.9
427
45.7

Don’t
know or
neutral
21
6.8
22
7.1
14
4.5
57
6.1

Disagree

Strongly
disagree

4
1.3
16
5.1
15
4.8
35
3.7

1
0.3
4
1.3
8
2.6
13
1.4

Mean

Std.
Deviation

Result

1.70

0.67

Strongly
agree

1.80

0.87

Agree

1.73

0.94

1.74

0.62

Strongly
agree
Strongly
agree

Table 24: Raw data of FQS items
Functional
Quality of
Service items
FQS1
FQS2
FQS3
FQS4
FQS5
FQS6
Total

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.

93
29.9
150
48.2
131
42.1
40

158
50.8
140
45
140
45
79

Don’t
know or
neutral
37
11.9
14
4.5
18
5.8
111

Percent

12.9

25.4

Freq.
Percent
Freq.
Percent
Freq.
Percent

141
45.3
124
39.9
679
36.3

132
42.4
130
41.8
779
41.7

Disagree

Strongly
disagree

21
6.8
7
2.3
19
6.1
50

2
0.6
0
0
3
1
31

35.7

16.1

10

23
7.4
32
10.3
235
12.6

12
3.9
17
5.5
126
6.7

3
1
8
2.6
47
2.5

Mean

Std.
Deviation

Result

1.97

0.86

Agree

1.60

0.68

1.78

0.87

2.84

1.14

1.72

0.83

1.89

0.97

Agree

1.97

0.55

Agree

Strongly
agree
Strongly
agree
Don’t
know or
neutral
Strongly
agree

Table 25: Raw data of PE1 item
Previous
experience
items
PE1

Measure

Very
satisfactory

Satisfactory to
some extent

Not
satisfactory

Median

IQR

Result

Freq. *

130

132

8

2

1, 2

Percent *

48.1

48.9

3

Satisfactory
to some
extent

* 41 cases not included

Table 26: Raw data of PE2 item
Previous
experience
items
PE2

Measure

Yes,
positively

Yes,
negatively

No effect

Median

IQR

Result

Freq. *

221

3

69

1

1, 1

Yes, positively

Percent *

75.4

1

23.5

* 18 cases not included
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Table 27: Raw data of PS items
Perceived
Simplicity
items
PS1
PS2
PS3
PS4
Total

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

173
55.6
208
66.9
190
61.1
138
44.4
709
57

115
37
76
24.4
84
27
99
31.8
374
30

Don’t
know or
neutral
17
5.5
17
5.5
29
9.3
57
18.3
120
9.6

Disagree

Strongly
disagree

5
1.6
8
2.6
8
2.6
13
4.2
34
2.7

1
0.3
2
0.6
0
0
4
1.3
7
0.55

Disagree

Strongly
disagree

32
10.3
4
1.3
34
10.9
70
7.5

20
6.4
0
0
16
5.1
36
3.8

Mean

Std.
Deviation

1.54

0.70

1.45

0.76

1.53

0.76

1.86

0.94

Agree

1.59

0.55

Strongly
agree

Result
Strongly
agree
Strongly
agree
Strongly
agree

Table 28: Raw data of TQS items
Technical
Quality of
Service items
TQS1
TQS2
TQS3
Total

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

138
44.4
236
75.9
92
29.6
466
49.9

93
29.9
50
16.1
126
40.5
269
28.8

Don’t
know or
neutral
28
9
21
6.8
43
13.8
92
9.8

Mean

Std.
Deviation

Result

2.04

1.23

Agree

1.33

0.66

Strongly
agree

2.21

1.13

Agree

1.86

0.79

Agree

Mean

Std.
Deviation

Result

1.28

0.61

Strongly
agree

1.90

1.01

Agree

1.59

0.71

Strongly
agree

Mean

Std.
Deviation

Result

2.48
*(3.51)

1.05

Agree

1.74

0.68

Strongly
agree

1.88

0.79

Agree

1.01

Agree

0.62

Agree

Table 29: Raw data of ACC items
Accessibility
items

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent

ACC1
ACC2
Total

Strongly
agree
243
78.1
131
42.1
374
60.1

Agree
54
17.4
119
38.3
173
27.8

Don’t know
or neutral
10
3.2
29
9.3
39
6.2

Disagree
2
0.6
25
8
27
4.3

Strongly
disagree
2
0.6
7
2.3
9
1.4

Table 30: Raw data of PT items
Perceived
Trust items
PT1
(reversed)
PT2
PT3
PT4
(reversed)
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

Strongly
agree
46
14.8
113
36.3
105
33.8
49
15.8
313
25.1

*The mean without reversing.

Agree
141
45.3
170
54.7
149
47.9
149
47.9
609
48.9

Don’t know
or neutral
67
21.5
22
7.1
47
15.1
62
19.9
198
15.9

Disagree
42
13.5
5
1.6
8
2.6
40
12.9
95
7.6

Strongly
disagree
15
4.8
1
0.3
2
0.6
11
3.5
29
2.3

2.40
*(3.59)
2.13
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Table 31: Raw data of RP items
Regulations
and Policies
items
RP1
RP2
RP3
Total

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

199
64
162
52.1
217
69.8
578
61.9

75
24.1
106
34.1
77
24.8
258
27.6

Don’t
know or
neutral
27
8.7
28
9
12
3.9
67
7.2

Disagree

Strongly
disagree

9
2.9
11
3.5
2
0.6
22
2.3

1
0.3
4
1.3
3
1
8
0.8

Mean

Std.
Deviation

1.51

0.79

1.67

0.87

1.38

0.68

1.52

0.60

Mean

Std.
Deviation

1.23

0.50

1.45

0.69

1.33

0.59

1.17

0.43

1.29

0.40

Result
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree

Table 32: Raw data of ITU items
Intention
to Use
items
ITU1
ITU2
ITU3
ITU4
Total

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

246
79.1
197
63.3
223
71.7
264
84.9
930
74.7

59
19
95
30.5
78
25.1
42
13.5
274
22

Don’t
know or
neutral
5
1.6
13
4.2
5
1.6
4
1.3
27
8.7

Disagree

Strongly
disagree

0
0
4
1.3
5
1.6
1
0.3
10
1.06

1
0.3
2
0.6
0
0
0
0
3
0.2

Result
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree

Table 33: Raw data of PER items
Perceived EReadiness
items
PER1
PER2
PER3
Total

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

44
14.1
14
4.5
16
5.1
74
7.9

124
39.9
40
12.9
53
17
217
23.2

Don’t
know or
neutral
73
23.5
33
10.6
30
9.6
136
14.5

Disagree

Strongly
disagree

57
18.3
114
36.7
99
31.8
270
28.9

13
4.2
110
35.4
113
36.3
236
25.3

Mean

Std.
Deviation

Result

2.58

1.07

Agree

3.85

1.16

Disagree

3.77

1.24

Disagree

3.40

0.91

Disagree
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Appendix C: Raw data of the business sector sample

Table 34: Raw data of PB items
Perceived
benefit
items
PB1
PB2
PB3
PB4
PB5
PB6
PB7
Total

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

37
77.1
39
81.3
36
75.0
35
72.9
36
75.0
27
56.3
37
77.1
247
73.5

10
20.8
7
14.6
7
14.6
8
16.7
8
16.7
12
25.0
8
16.7
60
17.9

Don’t
know or
neutral
1
2.1
1
2.1
4
8.3
4
8.3
3
6.3
7
14.6
2
4.2
22
7

Disagree

Strongly
disagree

0
0
1
2.1
1
2.1
1
2.1
1
2.1
1
2.1
1
2.1
6
1.8

0
0
0
0
0
0
0
0
0
0
1
2.1
0
0
1
0.3

Mean

Std.
Deviation

1.25

0.48

1.25

0.60

1.37

0.73

1.39

0.73

1.35

0.69

1.68

0.94

1.31

0.65

1.37

0.49

Result
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree
Strongly
agree

Table 35: Raw data of SC items
SocioCultural
items
SC1
SC2
SC3
SC4
SC5
Total

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.

4
8.3
29
60.4
29
60.4
10

4
8.3
7
14.6
10
20.8
5

Don’t
know or
neutral
6
12.5
6
12.5
4
8.3
18

Percent

20.8

10.4

Freq.
Percent
Freq.
Percent

23
47.9
95
39.56

16
33.3
42
17.48

Disagree

Strongly
disagree

10
20.8
5
10.4
4
8.3
10

24
50
1
2.1
1
2.1
5

37.5

20.8

10.4

4
8.3
38
15.82

2
4.2
31
12.9

3
6.3
34
14.18

Mean

Std.
Deviation

Result

3.95

1.32

Disagree

1.79

1.14

1.70

1.07

2.89

1.25

1.87

1.14

2.44

0.79

Strongly
agree
Strongly
agree
Don’t
know or
neutral
Strongly
agree
Agree
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Table 36: Raw data of AW part1 items
Awareness
items

Measure

Strongly
agree

Agree

AW1

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

13
27.1
22
45.8
12
25
47
32.6

18
37.5
21
43.8
13
27.1
52
36.1

AW2
AW3
Total

Don’t
know or
neutral
14
29.2
2
4.2
13
27.1
29
20.2

Disagree

Strongly
disagree

Mean

Std.
Deviation

Result

2
4.2
2
4.2
5
10.4
9
18.8

1
2.1
1
2.1
5
10.4
7
4.9

2.16

0.95

Agree

1.72

0.89

2.54

1.27

Strongly
agree
Agree

2.14

0.78

Agree

Table 37: Raw data of AW part2 items
Awareness
items

Measure

Very
influential

Don’t
know

28
58.3
18
37.5

Influential
to some
extent
12
25
23
47.9

Very
uninfluential

Mean

Std.
Deviation

Result

3
6.3
4
8.3

Uninfluential
to some
extent
4
8.3
2
4.2

AW4

Freq.
Percent
Freq.
Percent

1
2.1
1
2.1

1.70

1.05

1.85

0.89

20
41.7

10
20.8

6
12.5

1
2.1

2.29

1.03

17
35.4

23
47.9

4
8.3

3
6.3

1
2.1

1.91

0.94

Freq.
Percent

20
41.7

13
27.1

7
14.6

7
14.6

1
2.1

2.08

1.16

AW9

Freq.
Percent

20
41.7

16
33.3

7
14.6

3
6.3

2
4.2

1.97

1.10

Total

Freq.
Percent

114
39.9

107
37.1

35
12.15

25
8.7

7
14.7

1.97

0.79

Very
influential
Influential
to some
extent
Influential
to some
extent
Influential
to some
extent
Influential
to some
extent
Influential
to some
extent
Influential
to some
extent

AW6

Freq.
Percent

11
22.9

AW7

Freq.
Percent

AW8

AW5

Table 38: Raw data of FQS part1 items
FQS
items

Measure

Strongly
agree

Agree

FQS1

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

6
12.5
19
39.6
7
14.6
30
62.5
62
32.3

17
35.4
22
45.8
14
29.2
8
16.7
61
31.7

FQS2
FQS3
FQS4
Total

Don’t
know or
neutral
17
35.4
7
14.6
14
29.2
5
10.4
43
22.4

Disagree

Strongly
disagree

Mean

Std.
Deviation

Result

5
10.4
0
0
8
16.7
5
10.4
18
9.4

3
6.3
0
0
5
10.4
0
0
8
4.2

2.62

1.04

1.75

0.69

Don’t know or
neutral
Strongly agree

2.79

1.20

1.68

1.03

Don’t know or
neutral
Strongly agree

2.21

0.66

Agree
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Table 39: Raw data of FQS part2 items
FQS
items
FQS5
FQS6
FQS7
FQS8
FQS9
FQS10
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

Very high
importance
36
75
27
56.3
29
60.4
28
58.3
29
60.4
26
54.2
175
60.8

High
importance
3
6.3
9
18.8
10
20.8
6
12.5
6
12.5
12
25
46
15.98

Medium
importance
7
14.6
4
8.3
6
12.5
9
18.8
10
20.8
6
12.5
42
14.58

Low
importance
2
4.2
6
12.5
2
4.2
1
2.1
2
4.2
2
4.2
15
5.2

Very low
importance
0
0
2
4.2
1
2.1
4
8.3
1
2.1
2
4.2
10
3.5

Mean
1.47

Std.
Deviation
0.89

1.89

1.24

1.66

0.99

1.89

1.27

1.75

1.06

1.79

1.09

1.74

0.95

Result
Very high
importance
High
importance
Very high
importance
High
importance
Very high
importance
Very high
importance
Very high
importance

Table 40: Raw data of PE1 item
Previous
experience
items
PE1

Measure

Satisfactory

Satisfactory to
some extent

Not satisfactory

Median

IQR

Result

20

25

1

2

1, 2

43.5

54.3

2.1

Satisfactory to
some extent

Freq. *
Percent*

*2 cases not included

Table 41: Raw data of PE2 item
Previous
experience
items
PE2

Measure

Encourage to
use EGOV

Hesitate to use
EGOV

No effect

Median

IQR

Result

35

4

7

1

1, 1

76.1

8.7

15.2

Encourage to use
EGOV

Freq.*
Percent*

*2 cases not included

Table 42: Raw data of PE3 item
Previous
experience items
PE3

Measure
Freq.*
Percent*

*15 cases not included

Yes,
Positively
19

Yes,
Negatively
1

No effect

Median

IQR

Result

13

1

1, 3

Yes, positively

57.6

3

39.4

372
Table 43: Raw data of PS part1 items
Perceived
simplicity
items
PS1
PS2
PS3
Total

Measure

Strongly
agree

Agree

Don’t know
or neutral

Disagree

Strongly
disagree

Mean

Std.
Deviation

Result

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

25
52.1
16
33.3
17
35.4
58
40.2

16
33.3
17
35.4
21
43.8
54
37.5

6
12.5
6
12.5
5
10.4
17
11.8

1
2.1
5
10.4
3
6.3
9
6.2

0
0
4
8.3
2
4.2
6
4.1

1.64

0.78

2.25

1.26

Strongly
agree
Agree

2

1.05

Agree

1.96

0.63

Agree

Table 44: Raw data of PS part2 items
Perceived
simplicity
items
PS4
PS5
PS6
Total

Measure

Very high
importance

High
importance

Medium
importance

Low
importance

Very low
importance

Mean

Std.
Deviation

Result

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

26
54.2
22
45.8
27
56.3
75
52.1

10
20.8
16
33.3
8
16.7
34
23.6

9
18.8
7
14.6
10
20.8
26
18

3
6.3
3
6.3
3
6.3
9
6.3

0
0
0
0
0
0
0
0

1.77

0.97

1.81

0.91

1.77

0.99

1.78

0.89

Very high
importance
High
importance
Very high
importance
Very high
importance

Table 45: Raw data of TQS part1 items
TQS
items
TQS1
TQS2
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent

Strongly
agree
20
41.7
19
39.6
39
40.65

Agree
13
27.1
15
31.3
28
29.2

Don’t know
or neutral
8
16.7
6
12.5
14
14.6

Disagree
3
6.3
3
6.3
6
6.3

Strongly
disagree
4
8.3
5
10.4
9
9.35

Mean

Result

2.12

Std.
Deviation
1.26

2.16

1.31

Agree

2.40

0.96

Agree

Agree

Table 46: Raw data of TQS part2 items
TQS
items
TQS3
TQS4
TQS5
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

Very high
importance
24
50
22
45.8
23
47.9
69
47.9

High
importance
13
27.1
14
29.2
14
29.2
41
28.5

Medium
importance
7
14.6
7
14.6
9
18.8
23
16

Low
importance
3
6.3
5
10.4
2
4.2
10
6.9

Very low
importance
1
2.1
0
0
0
0
1
0.7

Mean
1.83

Std.
Deviation
1.03

1.89

1.01

1.79

0.89

1.84

0.87

Result
High
importance
High
importance
Very high
importance
High
importance
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Table 47: Raw data of ACC part1 item
ACC
items
ACC1

Measure
Freq.
Percent

Strongly
agree
17
35.4

Agree
19
39.6

Don’t know
or neutral
8
16.7

Disagree
4
8.3

Strongly
disagree
0
0

Median

IQR

Result

2

1, 2.5

Agree

Table 48: Raw data of ACC part2 items
ACC
items
ACC2
ACC3
ACC4
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

Very high
importance
26
54.2
27
56.3
32
66.7
85
59.1

High
importance
10
20.8
10
20.8
10
20.8
30
20.8

Medium
importance
7
14.6
8
16.7
5
10.4
20
13.9

Low
importance
3
6.3
0
0
0
0
6
2.1

Very low
importance
2
4.2
3
6.3
1
2.1
3
4.2

Mean
1.85

Std.
Deviation
1.14

1.79

1.12

1.5

0.85

1.71

0.85

Result
High
importance
Very high
importance
Very high
importance
Very high
importance

Table 49: Raw data of PT items
Perceived
Trust
items
PT1
(reverse)
PT2
PT3
(reverse)
PT4
(reverse)
PT5
(reverse)
PT6
(reverse)
PT7
(reverse)

Measure

Strongly
agree

Agree

Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.

2
4.2
21
43.8
3
6.3
4
8.3
3
6.3
4
8.3
8

11
22.9
19
39.6
6
12.5
8
16.7
4
8.3
5
10.4
19

Disagree

Strongly
disagree

15
31.3
3
6.3
11
22.9
14
29.2
11
22.9
13
27.1
6

13
27.1
0
0
16
33.3
12
25
16
33.3
18
37.5
6

16.7

39.6

18.8

12.5

12.5

Freq.
19
Percent
39.6
Freq.
18
PT9
Percent
37.5
Freq.
109
Total
Percent
19
* The mean without reversing

19
39.6
12
25
103
23.8

10
20.8
10
20.8
85
19.6

0
0
4
8.3
77
17.8

0
0
4
8.3
85
19.6

PT8

Percent

Don’t
know or
neutral
7
14.6
5
10.4
12
25
10
20.8
14
29.2
8
16.7
9

Mean

Std.
Deviation

Result

2.45
(3.54)*

1.23

Agree

1.79

0.87

Strongly
agree

1.24

Agree

1.27

Agree

1.20

Agree

1.29

Agree

3.35
(2.64)*

1.26

Do not
know or
neutral

1.81

0.76

Agree

2.25

1.27

Agree

2.34

0.71

Agree

2.35
(3.64)*
2.54
(3.45)*
2.31
(3.68)*
2.25
(3.75)*
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Table 50: Raw data of RP items
RP
items
RP1
RP2
RP3
RP4
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent
Freq.
Percent

Very high
importance
23
47.9
23
47.9
29
60.4
26
54.2
101
52.6

High
importance
17
35.4
15
31.3
11
22.9
12
25
55
28.6

Medium
importance
7
14.6
7
14.6
7
14.6
7
14.6
28
14.6

Low
importance
1
2.1
2
4.2
1
2.1
2
4.2
6
3.15

Very low
importance
0
0
1
2.1
0
0
1
2.1
2
1.05

Mean
1.70

Std.
Deviation
0.79

1.81

0.98

1.58

0.82

1.75

1.0

1.71

0.79

Result
Very high
importance
High
importance
Very high
importance
Very high
importance
Very high
importance

Table 51: Raw data of ITU items
ITU
items
ITU1
ITU2
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent

Strongly
agree
40
83.3
38
79.2
78
81.2

Agree
6
12.5
7
14.6
13
13.5

Don’t know
or neutral
1
2.1
1
2.1
2
2.1

Disagree
0
0
0
0
0
0

Strongly
disagree
1
2.1
2
4.2
3
3.15

Mean
1.25

Std.
deviation
0.96

1.35

0.88

1.30

0.68

Result
Strongly
agree
Strongly
agree
Strongly
agree

Table 52: Raw data of PER items
PER
items
PER1
PER2
Total

Measure
Freq.
Percent
Freq.
Percent
Freq.
Percent

Strongly
agree
17
35.4
12
25
23
24

Agree
16
33.3
16
33.3
30
31.25

Don’t know
or neutral
10
20.8
12
25
26
27.1

Disagree
5
10.4
5
10.4
12
12.5

Strongly
disagree
0
0
3
6.3
5
5.2

Mean

Result

2.06

Std.
deviation
0.99

2.39

1.16

Agree

2.22

0.91

Agree

Agree
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Appendix D: Data collection documents for the citizens’ sample (English and
Arabic versions)

I am a PhD research student at the University of Sussex, Informatics Department and I am
conducting a study to investigate and analyse factors that affect users’ adoption and utilisation of
online services and transactions provided by e- Government systems in Saudi Arabia. The research
title is:
Key Factors Influencing the Adoption and Utilisation of E-Government systems in Saudi Arabia.
You are invited to take part in this research study because you are a citizen (aged 18 years or over)
in Saudi Arabia either you are currently using e-Government systems to perform transactions or
not. Before you decide whether or not to take part, it is important for you to understand why the
research is being done and what it will involve. Please take time to read the following information
carefully.
E-Government means the utilisation of various Information and Communication Technologies
(ICTs) for facilitating the communications between government and beneficiaries (citizens,
business sector and between different governmental agencies); providing effective, efficient and
integrated e-Services; enhancing the relationship between the government and beneficiaries throw
multiple and flexible channels leading to more participation and engagement. These are some
examples of e-Services that are provided/can be provided through e-Government system 24
hours/7days:
•
•
•
•
•

Pay for traffic fines or pay for government transactions online
Apply for national ID card, driving license and passport completely online and receive
them at home.
Book appointments with government agencies online
View and track all governmental transactions that you have performed online with
different government agencies.
Apply for governmental jobs

One of the most important elements of implementing E-Government systems is the interaction
between users and E-Government systems. This interaction element is considered the main method
that can measure the utilisation and success of E-Government systems. Therefore, this research will
investigate and analyse factors that can influence the adoption and utilisation of e-Government in
Saudi Arabia based on a framework that has been developed for this purpose.
The study involves group of samples and this part of the study is targeting public users who
have/have not used e-Government services. Your participation is highly appreciated and will
contribute to the success of this study which aims to understand the factors that influence the
utilisation of e-Government systems in Saudi Arabia.
Participation should not take more than 30 minutes of your time to complete a 108-item
questionnaire. The questionnaire designed for this study consists of five sections. The first section
contains general information questions while the second section collects information about your
proficiency in using computer and the Internet; also collect information about your e-Government
usage. The third section collects information about your preferences when obtaining governmental
services. The fourth section assesses your agreement degree on statements related to factors that
might affect your e-Government usage. The fifth section measures the importance of implementing
some properties in e- Government systems. Returning the completed questionnaire implies your
consent to participate.
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My research also involves short interviews (approximately 30-45 minutes) which will give me the
opportunity to know more about your opinion on implementing e-Government in Saudi Arabia and
the factors that may influence its utilisation. If you are interested to participate in the interview,
you can participate straightaway after completing the questionnaire or you will be asked to write
your contact details at the end of the questionnaire copy so I can arrange a short meeting with you.
You will be asked to sign a consent form and you have the option to participate in the questionnaire
only or to participate in both the questionnaire and the interview.
Your participation is voluntary; it is up to you to decide whether to take part or not. If you decide to
take part, you should keep this information sheet for your record. If you decide to take part, you are
still free to withdraw at any time and without giving a reason. All data collected for this study will
be kept strictly confidential. All data will be anonymised and pseudonyms will be used in the
transcripts of the interviews to maintain the participants’ privacy. The results of this study will be
analysed and used in my research thesis. If you would like to have a copy of the results, contact me
at my email address presented below.
This research has been approved by the Sciences and Technology Cross-Schools Research Ethics
Committee (C-REC).
Contact point for further information:
Researcher: Saleh Alghamdi
E-mail: sa434@sussex.ac.uk
Phone: +44 7790008811
If you have any concern about the way in which the study has been conducted, you could contact
my supervisor and the ethics committee (C-REC):
Dr Natalia Beloff, E-mail: N.Beloff@sussex.ac.uk, Phone: +44 (0) 1273 678919
Department of Informatics, University of Sussex, Falmer, Brighton BN1 9QJ
Ethics Committee (C-REC): crecscitec@sussex.ac.uk
Thank you for taking time to read the information sheet
Date:
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First section: General information
Please answer the following questions by choosing the right answers that apply to you:
1. Please indicate your gender:
o Male

o

Female

2. What is your age?
o 18 - 30
o 31 - 45

o
o

46 - 60
Over 60

3. What is your nationality?
o Saudi

o

Non-Saudi

4. What is your education level?
o Was not educated in school
o Secondary school or less
o Diploma
o Bachelor degree
o Master degree
o Doctorate or higher
5. Which of the following best describes the type of area you live in?
o Village
o Small city
o Large city
6.
o
o
o
o
o

What is your occupation?
Unemployed
Student
Governmental employee
Private sector employee
Self employed

7. What is your monthly income in Saudi Riyal?
o 0-4999
o 5000-9999
o 10000-14999
o 15000-19999
o 20000 or more
8. What is your marital status?
o Single
o Married
o Divorced
o Widowed
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Second section: Information about your Internet and e-Government usage
Please answer the following questions by choosing the right answers that apply to you:
9. Describe your proficiency of using computer?
o Low
o Average
o Good
o Excellent
10. How usually do you use the Internet?
o Everyday
o Several days a week
o Several days a month
o Never use the Internet (move to the third section)
11. Did you know what is the meaning of e-Government before participating in this
questionnaire?
o Yes
o No
12. Do you have the willingness to know more about e-Government?
o Yes
o No
13. Have you ever performed Saudi e-Government transactions (such as paying traffic fines,
Passport transactions, ID cards transactions …etc.)?
o Yes (move to question 15)
o No
14. What are the reasons that prevent you from using e-Government transactions? (You can
choose more than one answer, then move to question 18)
¨ I do not have computer
¨ I do not have Internet
¨ Using e-Government services is difficult for me
¨ I do not trust e-Government services
¨ The governmental transactions that I need are not available through e-Government
15. How do you rate your experience of using e-Government in general?
o Very Satisfactory (move to question 17)
o Satisfactory to some extent
o Not satisfactory
16. What are the reasons that made your e-Government experience unsatisfactory? (You can
choose more than one answer)
¨ The requirements of the intended e-Services were not clear
¨ I did not get the expected results
¨ The difficulty of using e-Government services
¨ Other ………………………………………………………….
17. How the previous experience of using e-Government services will affect your future use
of such e-Services?
o Will encourage me to use e-Government services more
o Will make me hesitant to use e-Government services again
o Will not affect my future usage
18. Have you ever performed non-governmental online services (such as online purchasing,
online banking ….etc.)?
o Yes
o No (move to the third section)
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19. How do you rate your experience of using non-government online services in general?
o Very Satisfactory
o Satisfactory to some extent
o Not satisfactory
20. How the previous experience of performing non-governmental online services will affect
your willingness to use e-Government services?
o Will encourage me to use e-Government services more
o Will make me hesitant to use e-Government services
o Will not affect my future usage
Third section: Information about your preferences when obtaining governmental services
Please answer the following questions by ticking the right boxes that apply to you.
21. What are the methods that you use to get information related to your governmental
transactions such as the agency opening hours, the agency branches, your transaction
requirements.. etc.?
I usually I sometimes
I never
use it
use it
use it
A. Call the intended agency by phone
¨
¨
¨
B.

Ask somebody who has previously dealt with the indented
agency
Find the information from the agency’s websites

¨

¨

¨

¨

¨

¨

D. Search in the Internet

¨

¨

¨

E.

Visit the intended agency and ask them

¨

¨

¨

F.

Other ……………………………………………………………………………………………………………………………………..

C.

22. What are the methods that you prefer to use to pay for your governmental transactions?
Strongly
Preferred
Not
preferred
to some
preferred
extent
A. Online banking
¨
¨
¨
B.

ATM machines

¨

¨

¨

C.

Phone banking

¨

¨

¨

D. Banks branches

¨

¨

¨

E.

Ask my friends or my relatives to pay for me

¨

¨

¨

F.

Ask service offices that are usually exist outside the
agencies to pay for me

¨

¨

¨
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23. What are the methods that you prefer to use (if available) to seek help when you face
problems while using e-Government services.
Strongly
Preferred
Not
preferred
to some
preferred
extent
A. Call customer service by phone
¨
¨
¨
B.

Use online chat with the agency representative

¨

¨

¨

C.

Send emails to the agency

¨

¨

¨

¨

¨

¨

D. Search on the Internet
E.
F.
G.

A.
B.
C.
D.
E.
F.

Seek help from somebody who has previously used the
¨
¨
¨
same transaction
Try to find solution from Frequently Asked Questions
¨
¨
¨
(FAQ)
Other ……………………………………………………………………………………………………………………………………

24. What are the advertising methods that can affect your willingness to use e-Government?
Very
Influential
I do
Uninfluential
Very
influential
to some
not
to some
uninfluential
extent
know
extent
Advertisements on social
¨
¨
¨
¨
¨
media
Advertisements on
¨
¨
¨
¨
¨
governmental agencies’
websites
Advertisements in
¨
¨
¨
¨
¨
newspapers and magazines
Advertisements in public
¨
¨
¨
¨
¨
areas
Advertisements through
¨
¨
¨
¨
¨
emails and text messages
Advertisements on TV and
¨
¨
¨
¨
¨
radio channels
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Fourth section: Information related to factors that may influence your e-Government usage
Please indicate your opinion about the following statements by circling the number which best
represent your choice.
1= Strongly agree
2= Agree
3= I do not know or neutral
4= Disagree
5= Strongly disagree
25. Statements about your willingness to use e-Government systems
a.
b.

I intend to use e-Government services for all my governmental
transactions (where available)
I do not mind to learn how to use e-Government services and Transactions

26. Statements about the e-Readiness of e-Government systems
a.
b.

I think that the current infrastructure in Saudi Arabia is not
sufficient/efficient to implement successful e-Government systems.
I feel that the governmental organisations are not able to implement
satisfactory e-Services that meet customers’ needs.

27. Statement about the expected benefits from using e-Government

Strongly
agree

Strongly
disagree

1

2

3 4

5

1

2

3 4

5

Strongly
agree

Strongly
disagree

1

2

3 4

5

1

2

3 4

5

Strongly
agree

Strongly
disagree

a.

Using e-Government would enable me to perform governmental
transactions quickly than traditional ways.

1

2

3 4

5

b.

I think using e-Government systems would save me multiple visits to
different agencies when performing my transactions.

1

2

3 4

5

c.

Using e-Government would save my time, money and effort.

1

2

3 4

5

d.

Using e-Government would reduce my dependency on friends, relatives
and service offices when performing governmental transactions.

1

2

3 4

5

I believe that e-Government would reduce the need for some procedures
that may delay my transactions such as intercession letters and documents
ratification.

1

2

3 4

5

I believe that e-Government will ensure the equality when processing
users’ transactions.

1

2

3 4

5

The ability to perform governmental transactions (24 hours/7 days) will
encourage me use e-Government more.

1

2

3 4

5

e.

f.
g.
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28. Statements about the influence of social and cultural aspects

Strongly
agree

Strongly
disagree

a.

Using e-Government will make me feel more sophisticated and will
enhance people’s perception about me.

1

2

3 4

5

b.

The use of my family members and my friends for e-Government services
will encourage me to use it.

1

2

3 4

5

I believe that e-Government systems would reduce the influence of
interpersonal networks (WASTA) on processing individuals’ transactions.

1

2

3 4

5

I feel that dealing with the government agencies face to face is better than
using e-Government systems.

1

2

3 4

5

Using e-Government would prevent the negative influence of some
uncooperative employee on my transactions.

1

2

3 4

5

f.

I feel that visiting agencies to track my transactions is better than tracking
them online.

1

2

3 4

5

g.

I prefer authorising a third party such as service offices to perform my
transactions to using e-Government.

1

2

3 4

5

c.
d.
e.

29. Statements about e-Government awareness aspects

Strongly
agree

Strongly
disagree

a.

I feel that I have a good knowledge about e-Government benefits, features
and services.

1

2

3 4

5

b.

I think it is easy to know whether the intended government service is
available online or not.

1

2

3 4

5

Offering workshops and visual presentations about e-Government services
in public areas will encourage me to attend and find out more about eGovernment.

1

2

3 4

5

I am satisfied with the current awareness campaigns and advertising about
e-Government services in Saudi Arabia.

1

2

3 4

5

c.

d.

30. Statements about the quality aspects of e-Government services
a.
b.

c.

d.

I feel that the current e-Government services in Saudi Arabia are of high
quality.
I think that the current post mail services in Saudi Arabia are fast and
reliable to deliver the required documents when using e-Government
services.

Strongly
agree

Strongly
disagree

1

2

3 4

5

1

2

3 4

5

I think paying for e-Government services and transactions with SADAD
system is sufficient and enough.

1

2

3 4

5

The existence of technical errors (such as links not working or under
construct pages) while using e-Government services will reduce my
willingness to use such e-Services.

1

2

3 4

5
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31. Statements about the simplicity of using e-Government
a.

I think that e-Government services are easy to use.

b.
c.

Strongly
agree

Strongly
disagree

1

2

3 4

5

I think that using e-Government services require a lot of concentration and
effort.

1

2

3 4

5

I believe that e-Government systems will make performing the
governmental transactions easier than traditional ways.

1

2

3 4

5

d.

The bad layout and unattractive interfaces of e-Government websites
would reduce my willingness to use e-Services.

1

2

3 4

5

e.

I think the existence of many authorised offices to help users with their
online government applications and their correspondence with agencies is
a good idea.

1

2

3 4

5

1

2

3 4

5

f.

The difficulty of reaching to e-Services links would reduce my willingness
to perform my government transaction online (hidden and indirect links).

32. Statements about the reliability aspects in e-Government

Strongly
agree

a.

I feel that the Internet is not safe to be used for dealing with government.

1

2

3 4

5

b.

I feel that e-Government is a safe environment to perform my
governmental transactions.

1

2

3 4

5

I would hesitate to provide financial information (such as my bank account
or credit cards details) through e-Government systems.

1

2

3 4

5

I would hesitate to provide personal information (such as my address, my
income …. etc.) through e-Government systems.

1

2

3 4

5

I feel that my data that is stored in e-Government systems can be used by
other parties without my permission.

1

2

3 4

5

1

2

3 4

5

1

2

3 4

5

c.

d.

e.
f.
g.

Strongly
disagree

I feel that my data that is stored in e-Government systems can be misused.
I think that government agencies in Saudi Arabia can be trusted to provide
trustworthy electronic services.
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Fifth section: Measuring the importance of implementing some properties in e-Government
systems.
To what extent the following properties are important to you when you use e-Government systems.
33. The importance of providing the following information in eGovernment websites.
a.

Detailed steps on how to perform e-Services

b.

Help text/image (examples) of the e-Services requirements

c.

Explanation of how your transactions will be processed

d.

The expected time for e-Transactions processing

e.

The expected time that you should spend when performing a
transaction
The last update date of the e-Service website

f.
g.
h.

The time of the last e-Transaction that has been performed by the
users
Information security policies

i.

Information privacy policies

j.

Regulations and laws that are related to reserve the users and
agencies rights

34. The importance of implementing the following features in eGovernment systems.
a.
b.
c.
d.

The ability to track the status of my performed e-Transactions
online
The ability to view the history of my performed e-Transactions
online
The ability to evaluate and rate the quality of the provided eServices
A full access to my data with a full control of its presence in eGovernment systems

e.

The existence of official mobile applications that enable me to
interact with e-Government systems

f.

The existence of electronic machines in public areas to perform
some transactions

g.

Communicating with me (by emails or text messages) regarding to
the status of my online governmental transactions

Degree of importance
Very
high

High

Middle

Low

Very
low

Degree of importance
Very
high

High

Middle

Low

If you have any additional information related to implementing e-Government in Saudi Arabia and
the factors that influence its utilization, please write it here
……………………………………………………………………………………………………………………………………………………
……………………………………………………………………………………………………………………………………………………
……

Very
low
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Please provide your contact details if you are interested to participate in the interview (30-45
minutes) at different time so I can arrange a suitable time/place for you to take part.
……………………………………………………………………………………………………………………………………..……..

Thank you very much again for your time and your participation
Saleh Alghamdi
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Interview Guide for public users:
1. Have you ever performed any governmental e-Services or e-Transactions in Saudi
Arabia?
If yes,
2. What are they and what do you think of them generally?
3. Do you believe that using e-Government to perform services and transactions is better
than traditional ways? Why?
4. Could you please describe the most prominent experiences of using e-Government
services and transactions? What are the issues that you faced?
5. Please explain to what extent do you think that the following factors would influence
the citizens’ acceptance and willingness to use e-Government.
Personal factors (age, gender, education level, location of living, user’s income)
Other factors (awareness and advertising campaigns, ease of use e-Services, ease of
access to e-Services)
6. In your opinion, what are the factors and reasons that would encourage users to adopt
and use e-Government services?
7. What are the factors and reasons that discourage/prevent users from using eGovernment services?
8. Do you think that social and cultural aspects of the Saudi society would affect on the
users’ adoption and use (e.g. influenced by others’ use, others' praise/criticize when
use, fear of use technology)?
9. Do you think that providing/applying laws, policies and conditions for using eGovernment would have an impact on the users’ adoption and use? Would you read
them if they are provided?
10. How do you see the influence of the supportive services on the users’ adoption,
acceptance and use (e.g. Saudi post services, SADAD payment services)?
Is there anything you would like to add?
If no,

11. What are the reasons for not using e-Government services and transactions?
12. In your opinion, what government agencies should do to encourage you to use eServices and e-Transactions?
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أﻧﺎ ﺑﺎﺣﺚ دﻛﺘﻮراه ﻓﻲ ﺟﺎﻣﻌﺔ ﺳﺎﺳﯿﻜﺲ ﺑﺎﻟﻤﻤﻠﻜﺔ اﻟﻤﺘﺤﺪة ،ﻗﺴﻢ اﻟﻤﻌﻠﻮﻣﺎﺗﯿﺔ وﺑﺤﺜﻲ ﯾﮭﺘﻢ ﺑﺪراﺳﺔ وﺗﺤﻠﯿﻞ اﻟﻌﻮاﻣﻞ اﻟﻤﺆﺛﺮة ﻋﻠﻰ ﺗﺒﻨﻲ واﺳﺘﺨﺪام
اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ )ﺧﺪﻣﺎت وﺗﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ( ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ .ﻋﻨﻮان اﻟﺒﺤﺚ ھﻮ:
ﺗﺤﻠﯿﻞ اﻟﻌﻮاﻣﻞ اﻟﻤﺆﺛﺮة ﻋﻠﻰ ﺗﺒﻨﻲ واﺳﺘﺨﺪام أﻧﻈﻤﺔ وﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ
أﻧﺖ ﻣﺪﻋﻮ ﻟﻠﻤﺸﺎرﻛﺔ ﻓﻲ ھﺬه اﻻﺳﺘﺒﺎﻧﺔ اﻟﺘﻲ ﺗﺴﺘﮭﺪف اﻟﻤﻮاطﻨﯿﻦ اﻟﺴﻌﻮدﯾﯿﻦ )ﻓﻮق  ١٨ﺳﻨﮫ( ﺑﻐﺾ اﻟﻨﻈﺮ إذا ﻛﺎن ﺳﺒﻖ اﺳﺘﺨﺪاﻣﮭﺎ أم ﻻ .أود
ﻓﻲ اﻟﺒﺪاﯾﺔ ﺗﻮﺿﯿﺢ اﻟﮭﺪف ﻣﻦ اﻟﺒﺤﺚ وﻣﺎذا ﺳﺘﺘﻀﻤﻦ اﻟﻤﺸﺎرﻛﺔ ﻓﯿﮫ .ﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺗﻌﻨﻲ اﺳﺘﺨﺪام و ﺗﻮظﯿﻒ ﺗﻘﻨﯿﺎت
اﻹﺗﺼﺎﻻت واﻟﻤﻌﻠﻮﻣﺎت ﻟﺘﺴﮭﯿﻞ اﻟﺘﻮاﺻﻞ واﻟﺘﻌﺎﻣﻞ ﺑﯿﻦ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ واﻟﻤﺴﺘﻔﯿﺪﯾﻦ )ﻣﻮاطﻨﯿﻦ ،ﻗﻄﺎع اﻷﻋﻤﺎل أو ﺟﮭﺎت ﺣﻜﻮﻣﯿﺔ أﺧﺮى(
وذﻟﻚ ﺑﺘﻘﺪﯾﻢ ﺧﺪﻣﺎت وﺗﻌﺎﻣﻼت إﻟﻜﺘﺮوﻧﯿﺔ ﻣﺘﻜﺎﻣﻠﺔ ذات ﻓﻌﺎﻟﯿﺔ وﻛﻔﺎءة ﻋﺎﻟﯿﺔ ﻣﻤﺎ ﯾﺴﺎھﻢ ﻓﻲ ﺗﻌﺰﯾﺰ اﻟﺘﻮاﺻﻞ واﻟﻤﺸﺎرﻛﺔ ﻣﻦ ﺧﻼل ﻗﻨﻮات
ﻣﺘﻌﺪدة وﻣﺮﻧﺔ .ھﺬه أﻣﺜﻠﺔ ﻋﻠﻰ ﺑﻌﺾ اﻟﺨﺪﻣﺎت واﻟﺘﻌﺎﻣﻼت اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﺘﻲ ﺗﻘﺪم أو ﯾﻤﻜﻦ أن ﺗﻘﺪم ﻣﻦ ﺧﻼل اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ٢٤
ﺳﺎﻋﺔ٧/أﯾﺎم ﻓﻲ اﻷﺳﺒﻮع:
•
•
•
•
•

اﻟﺪﻓﻊ اﻹﻟﻜﺘﺮوﻧﻲ ﻟﺮﺳﻮم اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ أو اﻟﻤﺨﺎﻟﻔﺎت اﻟﻤﺮورﯾﺔ.
طﻠﺐ إﺻﺪار ﺑﻄﺎﻗﺔ ھﻮﯾﺔ وطﻨﯿﺔ ،رﺧﺼﺔ ﻗﯿﺎدة أو ﺟﻮاز ﺳﻔﺮ إﻟﻜﺘﺮوﻧﯿﺎ ً وإﺳﺘﻼﻣﮭﺎ ﻣﻦ اﻟﻤﻨﺰل.
ﺣﺠﺰ ﻣﻮاﻋﯿﺪ ﻓﻲ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ إﻟﻜﺘﺮوﻧﯿﺎ ً.
إﺳﺘﻌﺮاض وﻣﺘﺎﺑﻌﺔ ﺟﻤﯿﻊ اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻟﺘﻲ ﺗﻢ إﺟﺮاﺋﮭﺎ إﻟﻜﺘﺮوﻧﯿﺎً.
اﻟﺘﻘﺪﯾﻢ ﻋﻠﻰ اﻟﻮظﺎﺋﻒ اﻟﺤﻜﻮﻣﯿﺔ إﻟﻜﺘﺮوﻧﯿﺎ ً.

أﺣﺪ أھﻢ اﻟﻌﻨﺎﺻﺮ ﻓﻲ ﺗﻄﺒﯿﻖ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ھﻮ ﻋﻨﺼﺮ اﻟﺘﻔﺎﻋﻞ ﺑﯿﻦ اﻟﻤﺴﺘﺨﺪﻣﯿﻦ وأﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ .ھﺬا اﻟﺘﻔﺎﻋﻞ ﯾﻌﺘﺒﺮ ﻣﻦ
أھﻢ اﻟﻌﻨﺎﺻﺮ ﻟﻘﯿﺎس ﻣﺪى ﺗﻘﺒﻞ وإﺳﺘﺨﺪام أﻧﻈﻤﺔ وﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ وﻣﺪى ﻧﺠﺎﺣﮭﺎ .ﻟﺬﻟﻚ ،ھﺬا اﻟﺒﺤﺚ ﯾﺪرس وﯾﺤﻠﻞ اﻟﻌﻮاﻣﻞ اﻟﺘﻲ
ﺗﺆﺛﺮ ﻋﻠﻰ ﺗﺒﻨﻲ ،ﺗﻘﺒﻞ وإﺳﺘﺨﺪام ﺧﺪﻣﺎت وﺗﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ ﺑﻨﺎءاً ﻋﻠﻰ ﻣﻨﮭﺠﯿﺔ طﻮرت ﻓﻲ ھﺬا
اﻟﺒﺤﺚ ﻟﮭﺬا اﻟﻐﺮض .ھﺬا اﻟﺒﺤﺚ ﯾﺴﺘﮭﺪف ﻣﺠﻤﻮﻋﺔ ﻣﺨﺘﻠﻔﺔ ﻣﻦ اﻟﻤﺴﺘﺨﺪﻣﯿﻦ وھﺬه اﻹﺳﺘﺒﺎﻧﺔ ﺗﺨﺺ وﺗﺴﺘﮭﺪف اﻟﻤﻮاطﻨﯿﻦ اﻟﺴﻌﻮدﯾﯿﻦ ﻓﻲ
اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ .أﻗﺪر ﺗﻤﺎﻣﺎ ً ﻣﺸﺎرﻛﺘﻚ ﻓﻲ اﻟﺪراﺳﺔ واﻟﺘﻲ ﺳﺘﺴﺎھﻢ ﻓﻲ ﻧﺠﺎح ھﺬا اﻟﺒﺤﺚ اﻟﺬي ﯾﮭﺪف إﻟﻰ ﺗﺤﺴﯿﻦ وﺗﻄﻮﯾﺮ ﺗﻄﺒﯿﻘﺎت
اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺑﻤﺎ ﯾﺘﻨﺎﺳﺐ ﻣﻊ ﻣﺘﻄﻠﺒﺎت اﻟﻤﺴﺘﺨﺪﻣﯿﻦ.
اﻟﻤﺸﺎرﻛﺔ ﻓﻲ ھﺬه اﻟﺪراﺳﺔ ﺗﺴﺘﻐﺮق ﺗﻘﺮﯾﺒﺎ ً  ٣٠دﻗﯿﻘﺔ ﻟﻺﺟﺎﺑﺔ ﻋﻠﻰ اﻹﺳﺘﺒﺎﻧﮫ اﻟﺘﻲ ﺗﺤﺘﻮي ﻋﻠﻰ  ١٠٨أﺳﺌﻠﺔ .اﻹﺳﺘﺒﺎﻧﮫ ﺗﺤﺘﻮي ﻋﻠﻰ ﺧﻤﺴﺔ
أﺟﺰاء وھﻲ ﻛﺎﻟﺘﺎﻟﻲ :اﻟﺠﺰء اﻷول ﯾﺸﻤﻞ أﺳﺌﻠﺔ ﻋﺎﻣﺔ ﺑﯿﻨﻤﺎ اﻟﺠﺰء اﻟﺜﺎﻧﻲ ﯾﺸﻤﻞ أﺳﺌﻠﺔ ﻋﻦ ﻣﮭﺎراﺗﻚ ﻓﻲ إﺳﺘﺨﺪام اﻟﻜﻤﺒﯿﻮﺗﺮ واﻹﻧﺘﺮﻧﺖ وﻛﺬﻟﻚ
أﺳﺌﻠﺔ ﻋﻦ إﺳﺘﺨﺪاﻣﻚ ﻟﻠﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ .اﻟﺠﺰء اﻟﺜﺎﻟﺚ ﯾﺸﻤﻞ أﺳﺌﻠﺔ ﻋﻦ ﺗﻔﻀﯿﻼﺗﻚ ﻓﻲ اﻟﺤﺼﻮل ﻋﻠﻰ ﺧﺪﻣﺎت ﺣﻜﻮﻣﯿﺔ .اﻟﺠﺰء
اﻟﺮاﺑﻊ ﯾﻘﯿﻢ ﻣﺪى ﺗﺄﺛﯿﺮ ﻋﺪد ﻣﻦ اﻟﻌﻮاﻣﻞ ﻋﻠﻰ إﺳﺘﺨﺪاﻣﻚ ﻟﻠﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ .اﻟﺠﺰء اﻟﺨﺎﻣﺲ ﯾﻘﯿﺲ أھﻤﯿﺔ ﺗﻘﺪﯾﻢ ﺑﻌﺾ اﻟﻤﻌﻠﻮﻣﺎت
وﺗﻄﺒﯿﻖ ﺑﻌﺾ اﻟﺨﯿﺎرات ﻓﻲ اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ .إﺟﺎﺑﺘﻚ ﻋﻠﻰ ھﺬه اﻹﺳﺘﺒﺎﻧﮫ وﺗﺴﻠﯿﻤﮭﺎ ﻟﻠﺒﺎﺣﺚ ﺗﻌﻨﻲ ﻣﻮاﻓﻘﺘﻚ ﻋﻠﻰ اﻟﻤﺸﺎرﻛﺔ.
اﻟﺒﺤﺚ أﯾﻀﺎ ً ﯾﺸﺘﻤﻞ ﻋﻠﻰ ﻣﻘﺎﺑﻼت ﺷﺨﺼﯿﺔ ﻗﺼﯿﺮة )ﺗﻘﺮﯾﺒﺎ ً  ٣٠ـ  ٤٥دﻗﯿﻘﺔ( واﻟﺘﻲ ﺳﻮف ﺗﻌﻄﻲ اﻟﻔﺮﺻﺔ ﻟﻤﻌﺮﻓﺔ اﻟﻤﺰﯾﺪ ﻋﻦ آراﺋﻚ ﻓﻲ ﺗﻄﺒﯿﻖ
ﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﺴﻌﻮدﯾﺔ واﻟﻌﻮاﻣﻞ اﻟﻤﺆﺛﺮة ﻋﻠﻰ إﺳﺘﺨﺪاﻣﮭﺎ .إذا ﻛﻨﺖ ﻣﮭﺘﻢ ﺑﺎﻟﻤﺸﺎرﻛﺔ ﻓﻲ اﻟﻤﻘﺎﺑﻠﺔ ،ﯾﻤﻜﻨﻚ اﻟﻤﺸﺎرﻛﺔ ﺑﻌﺪ
إﻛﻤﺎل اﻹﺳﺘﺒﺎﻧﺔ ﻣﺒﺎﺷﺮة أو ﺗﺰوﯾﺪي ﺑﺒﯿﺎﻧﺎت اﻹﺗﺼﺎل اﻟﺨﺎﺻﺔ ﺑﻚ ﻓﻲ ﻧﮭﺎﯾﺔ اﻹﺳﺘﺒﺎﻧﺔ ﻟﺘﺮﺗﯿﺐ وﻗﺖ ﻣﻨﺎﺳﺐ ﻟﻠﻤﻘﺎﺑﻠﺔ .ﺳﻮف ﯾﺘﻢ طﻠﺐ ﺗﻮﻗﯿﻌﻚ
ﻋﻠﻰ ﻧﻤﻮذج اﻟﻤﺸﺎرﻛﺔ ﻓﻲ ﺣﺎل ﻗﺒﻠﺖ ﻛﻤﺎ أﻧﮫ ﯾﻤﻜﻨﻚ اﻟﻤﺸﺎرﻛﺔ ﻓﻲ اﻹﺳﺘﺒﺎﻧﺔ ﻓﻘﻂ أو اﻟﻤﺸﺎرﻛﺔ ﻓﻲ اﻹﺳﺘﺒﺎﻧﺔ واﻟﻤﻘﺎﺑﻠﺔ ﻣﻌﺎ ً.
ﻣﺸﺎرﻛﺘﻚ ﺗﻌﺘﺒﺮ ﺗﻄﻮﻋﯿﺔ ﻣﻤﺎ ﯾﻌﻨﻲ أن اﻟﺨﯿﺎر ﻟﻚ ﻓﻲ اﻟﻤﺸﺎرﻛﺔ ﻣﻦ ﻋﺪﻣﮭﺎ .أرﺟﻮ اﻹﺣﺘﻔﺎظ ﺑﻮرﻗﺔ اﻟﻤﻌﻠﻮﻣﺎت ھﺬه ﻓﻲ ﺣﺎﻟﺔ اﻟﺮﻏﺒﺔ ﺑﺎﻟﻤﺸﺎرﻛﺔ.
إذا ﻗﺮرت اﻟﻤﺸﺎرﻛﺔ ﻓﻲ اﻟﺪراﺳﺔ ،ﯾﻤﻜﻨﻚ اﻹﻧﺴﺤﺎب ﻓﻲ أي وﻗﺖ وﺑﺪون إﻋﻄﺎء أﺳﺒﺎب .ﺟﻤﯿﻊ اﻟﺒﯿﺎﻧﺎت واﻟﻤﻌﻠﻮﻣﺎت اﻟﺘﻲ ﺳﯿﺘﻢ ﺟﻤﻌﮭﺎ ﺳﻮف
ﯾﺘﻢ ﺣﻔﻈﮭﺎ ﺑﺴﺮﯾﺔ ﺗﺎﻣﺔ .ﺳﻮف ﯾﺘﻢ إﺧﻔﺎء وﺗﺮﻣﯿﺰ أي ﻣﻌﻠﻮﻣﺎت ﯾﻤﻜﻦ ﻣﻦ ﺧﻼﻟﮭﺎ ﺗﺤﺪﯾﺪ ھﻮﯾﺔ اﻟﻤﺸﺎرك ﻟﻠﺤﻔﺎظ ﻋﻠﻰ ﺧﺼﻮﺻﯿﺔ اﻟﻤﺸﺎرﻛﯿﻦ.
ﺳﻮف ﯾﺘﻢ ﺗﺤﻠﯿﻞ ﻧﺘﺎﺋﺞ ھﺬه اﻟﺪراﺳﺔ وإﺳﺘﺨﺪاﻣﮭﺎ ﻷﻏﺮاض اﻟﺒﺤﺚ ﻓﻘﻂ .إذا أردت ﻣﻨﺎﻗﺸﺔ ﻧﺘﺎﺋﺞ ھﺬه اﻟﺪراﺳﺔ ،ﻻ ﺗﺘﺮدد ﻓﻲ اﻟﺘﻮاﺻﻞ ﻣﻌﻲ.
ﺗﻤﺖ اﻟﻤﻮاﻓﻘﺔ ﻋﻠﻰ إﺟﺮاء ھﺬه اﻟﺪراﺳﺔ ﻣﻦ ﻗﺒﻞ ﻟﺠﻨﺔ أﺧﻼﻗﯿﺎت ﺑﺤﻮث اﻟﻌﻠﻮم واﻟﺘﻘﻨﯿﺔ ) (C_RECﺑﺠﺎﻣﻌﺔ ﺳﺎﺳﯿﻜﺲ.
وﺳﺎﺋﻞ اﻟﺘﻮاﺻﻞ ﻣﻊ اﻟﺒﺎﺣﺚ:
ﺻﺎﻟﺢ اﻟﻐﺎﻣﺪي ،اﻟﺒﺮﯾﺪ اﻹﻟﻜﺘﺮوﻧﻲ ،sa434@sussex.ac.uk :رﻗﻢ اﻟﮭﺎﺗﻒ00447790008811 :
إذا ﻛﺎن ﻟﺪﯾﻚ أي إﺳﺘﻔﺴﺎرات ﻋﻦ اﻟﻄﺮﯾﻘﺔ اﻟﺘﻲ ﺗﻤﺖ ﺧﻼﻟﮭﺎ ھﺬه اﻟﺪراﺳﺔ ،ﯾﺮﺟﻰ اﻟﺘﻮاﺻﻞ ﻣﻊ اﻟﻤﺸﺮف اﻷﻛﺎدﯾﻤﻲ أو ﻟﺠﻨﺔ أﺧﻼﻗﯿﺎت ﺑﺤﻮث
اﻟﻌﻠﻮم واﻟﺘﻘﻨﯿﺔ ):(C_REC
اﻟﺪﻛﺘﻮرة ﻧﺎﺗﺎﻟﯿﺎ ﺑﯿﻠﻮف ،اﻟﺒﺮﯾﺪ اﻹﻟﻜﺘﺮوﻧﻲ ,N.Beloff@sussex.ac.uk :ھﺎﺗﻒ00441273678919 :
ﻗﺴﻢ اﻟﻤﻌﻠﻮﻣﺎﺗﯿﺔ ،ﺟﺎﻣﻌﺔ ﺳﺎﺳﯿﻜﺲ ،ﻓﺎﻟﻤﯿﺮ ،ﺑﺮاﯾﺘﻮن BN1 9QJ
ﻟﺠﻨﺔ أﺧﻼﻗﯿﺎت ﺑﺤﻮث اﻟﻌﻠﻮم واﻟﺘﻘﻨﯿﺔ )crecscitec@sussex.ac.uk :(C_REC
ﺷﻜﺮاً ﺟﺰﯾﻼً
اﻟﺘﺎرﯾﺦ:
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اﻟﺠﺰء اﻷول – ﻣﻌﻠﻮﻣﺎت ﻋﺎﻣﺔ
أرﺟﻮ اﺧﺘﯿﺎر اﻹﺟﺎﺑﺔ اﻟﻤﻨﺎﺳﺒﺔ ﻟﻸﺳﺌﻠﺔ اﻟﺘﺎﻟﯿﺔ:
اﻟﺠﻨﺲ:
o

.1

ذﻛﺮ

o

أﻧﺜﻰ

.2

اﻟﻌﻤﺮ:
o
o

30 – 18
60 – 46

o
o

45 – 31
أﻛﺜﺮ ﻣﻦ 60

.3

اﻟﺠﻨﺴﯿﺔ:
o

ﺳﻌﻮدي

o

ﻏﯿﺮ ﺳﻌﻮدي

.4

اﻟﻤﺆھﻞ اﻟﻌﻠﻤﻲ:
 oﻟﻢ ﯾﺘﻢ اﻟﺘﻌﻠﻢ ﻓﻲ اﻟﻤﺪارس

o

ﺛﺎﻧﻮي أو أﻗﻞ

o

دﺑﻠﻮم

ﺑﻜﺎﻟﻮرﯾﻮس

o

ﻣﺎﺟﺴﺘﯿﺮ

o

دﻛﺘﻮراه

o
.5

وﺻﻒ اﻟﻤﻨﻄﻘﺔ اﻟﺘﻲ ﺗﻌﯿﺶ ﻓﯿﮭﺎ:
 oﻗﺮﯾﺔ

.6

اﻟﻤﮭﻨﺔ:
o
o

o

ﻣﺪﯾﻨﺔ ﺻﻐﯿﺮه

o

ﻏﯿﺮ ﻣﻮظﻒ

o

طﺎﻟﺐ

ﻣﻮظﻒ ﻗﻄﺎع ﺧﺎص

o

ﺻﺎﺣﺐ أﻋﻤﺎل ﺣﺮه

.7

اﻟﺪﺧﻞ اﻟﺸﮭﺮي )ﺑﺎﻟﺮﯾﺎل اﻟﺴﻌﻮدي(:
4999 – 0 o
9999 – 5000 o
14999 – 10000 o
19999 – 15000 o
 20000 oأو أﻛﺜﺮ

.8

اﻟﺤﺎﻟﺔ اﻹﺟﺘﻤﺎﻋﯿﺔ:
 oأﻋﺰب

o

ﻣﺘﺰوج

o

ﻣﻄﻠﻖ

اﻟﺠﺰء اﻟﺜﺎﻧﻲ – ﻣﻌﻠﻮﻣﺎت ﻋﻦ ﻣﻌﺮﻓﺘﻚ ﻟﻠﺤﺎﺳﺐ اﻵﻟﻲ واﺳﺘﺨﺪاﻣﻚ ﻟﻼﻧﺘﺮﻧﺖ واﻟﺨﺪﻣﺎت اﻹﻟﻜﺘﺮوﻧﯿﺔ
أرﺟﻮ اﺧﺘﯿﺎر اﻹﺟﺎﺑﺔ اﻟﻤﻨﺎﺳﺒﺔ ﻟﻸﺳﺌﻠﺔ اﻟﺘﺎﻟﯿﺔ :
.9

ﻛﯿﻒ ﺗﻘﯿﻢ ﻣﺴﺘﻮى ﻣﻌﺮﻓﺘﻚ ﻻﺳﺘﺨﺪام اﻟﺤﺎﺳﺐ اﻵﻟﻲ )اﻟﻜﻤﺒﯿﻮﺗﺮ( ﺑﺸﻜﻞ ﻋﺎم؟
 oﺿﻌﯿﻔﺔ
 oﻣﺘﻮﺳﻄﺔ
 oﺟﯿﺪة
 oﻣﻤﺘﺎزة

ﻣﺪﯾﻨﺔ ﻛﺒﯿﺮه )رﺋﯿﺴﯿﺔ(

o

o

أرﻣﻞ

ﻣﻮظﻒ ﺣﻜﻮﻣﻲ
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 .10ﻛﻢ ھﻮ ﻋﺪد ﻣﺮات اﺳﺘﺨﺪاﻣﻚ ﻟﻼﻧﺘﺮﻧﺖ؟
 oﻻ اﺳﺘﺨﺪم اﻻﻧﺘﺮﻧﺖ )اﻧﺘﻘﻞ اﻟﻰ اﻟﺠﺰء اﻟﺜﺎﻟﺚ(
 oﻛﻞ ﯾﻮم
 oﻋﺪة ﻣﺮات ﻓﻲ اﻻﺳﺒﻮع
 oﻋﺪة ﻣﺮات ﻓﻲ اﻟﺸﮭﺮ
 oﻋﺪة ﻣﺮات ﻓﻲ اﻟﺴﻨﺔ
 .11ھﻞ ﻛﻨﺖ ﺗﻌﺮف ﻣﺎ ﻣﻌﻨﻰ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻗﺒﻞ اﻟﻤﺸﺎرﻛﺔ ﻓﻲ ھﺬا اﻻﺳﺘﺒﯿﺎن؟
 oﻧﻌﻢ
 oﻻ
 .12ھﻞ ﻟﺪﯾﻚ اﻟﺮﻏﺒﺔ ﻓﻲ ﻣﻌﺮﻓﺔ اﻟﻤﺰﯾﺪ ﻋﻦ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ؟
 oﻧﻌﻢ
 oﻻ
 .13ھﻞ ﺳﺒﻖ وان اﺳﺘﺨﺪﻣﺖ ﺧﺪﻣﺎت ﺣﻜﻮﻣﯿﺔ إﻟﻜﺘﺮوﻧﯿﺔ ﺳﻌﻮدﯾﺔ ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ )ﻣﺜﻞ دﻓﻊ اﻟﻤﺨﺎﻟﻔﺎت اﻟﻤﺮورﯾﺔ ,اﻧﺠﺎز ﻣﻌﺎﻣﻼت
اﻟﺠﻮازات ,ﺧﺪﻣﺎت وزارة اﻟﺘﻌﻠﯿﻢ اﻟﻌﺎﻟﻲ واﻷﺣﻮال اﻟﻤﺪﻧﯿﺔ ...اﻟﺦ(
 oﻧﻌﻢ )اﻧﺘﻘﻞ اﻟﻰ ﺳﺆال (15
 oﻻ
 .14ﻣﺎھﻲ أﺳﺒﺎب ﻋﺪم اﺳﺘﺨﺪاﻣﻚ ﻟﻠﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ,ﯾﻤﻜﻦ اﺧﺘﯿﺎر أﻛﺜﺮ ﻣﻦ اﺟﺎﺑﺔ؟
)ﺛﻢ اﻧﺘﻘﻞ اﻟﻰ ﺳﺆال (18
ﻻ ﯾﻮﺟﺪ ﻟﺪي ﻛﻤﺒﯿﻮﺗﺮ
ﻻ ﯾﻮﺟﺪ ﻟﺪي اﺗﺼﺎل ﺑﺎﻻﻧﺘﺮﻧﺖ
اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺻﻌﺐ
ﻻ اﺛﻖ ﺑﺎﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ
اﻟﺨﺪﻣﺎت اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﺘﻲ اﺣﺘﺎﺟﮭﺎ ﻏﯿﺮ ﻣﺘﻮﻓﺮة ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ
 .15ﻛﯿﻒ ﺗﻘﯿﻢ ﺗﺠﺮﺑﺘﻚ ﻻﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﺘﺎﺣﺔ ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ ﺑﺸﻜﻞ ﻋﺎم؟
 oﻣﺮﺿﯿﮫ ﺟﺪاً )اﻧﺘﻘﻞ اﻟﻰ ﺳﺆال (17
 oﻣﺮﺿﯿﮫ اﻟﻰ ﺣﺪ ﻣﺎ
 oﻏﯿﺮ ﻣﺮﺿﯿﮫ
 .16ﻣﺎھﻲ أﺳﺒﺎب ﻋﺪم رﺿﺎك اﻟﺘﺎم ﻋﻨﺪ اﺳﺘﺨﺪاﻣﻚ ﻟﻠﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ؟
ﻣﺘﻄﻠﺒﺎت اﻟﺨﺪﻣﺎت اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻏﯿﺮ واﺿﺤﺔ
ﻟﻢ اﺣﺼﻞ ﻋﻠﻰ اﻟﻨﺘﺎﺋﺞ اﻟﻤﺘﻮﻗﻌﺔ
ﺻﻌﻮﺑﺔ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ
اﺳﺒﺎب اﺧﺮى .......................................................
 .17ﻛﯿﻒ ﺳﺘﺆﺛﺮ ﺗﺠﺮﺑﺘﻚ اﻟﺴﺎﺑﻘﺔ ﻻﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﻚ ﻟﮭﺎ ﻓﻲ اﻟﻤﺴﺘﻘﺒﻞ؟
 oﺳﻮف ﺗﺸﺠﻌﻨﻲ ﻋﻠﻰ اﺳﺘﺨﺪام ﺧﺪﻣﺎت اﻟﻜﺘﺮوﻧﯿﺔ اﻛﺜﺮ
 oﺳﻮف ﺗﺠﻌﻠﻨﻲ ﻣﺘﺮدداً ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻣﺮة اﺧﺮى
 oﻟﻦ ﺗﺆﺛﺮ ﻋﻠﻰ رﻏﺒﺘﻲ ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻣﺴﺘﻘﺒﻼً
 .18ھﻞ ﺳﺒﻖ وأن اﺳﺘﺨﺪﻣﺖ ﺧﺪﻣﺎت اﻟﻜﺘﺮوﻧﯿﺔ ﻏﯿﺮ ﺣﻜﻮﻣﯿﺔ ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ )ﻣﺜﻞ اﻟﺸﺮاء ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ او ﺧﺪﻣﺎت اﻟﺒﻨﻮك اﻻﻟﻜﺘﺮوﻧﯿﺔ(؟
 oﻧﻌﻢ
 oﻻ )اﻧﺘﻘﻞ اﻟﻰ اﻟﺠﺰء اﻟﺜﺎﻟﺚ(
 .19ﻛﯿﻒ ﺗﻘﯿﻢ ﺗﺠﺮﺑﺘﻚ ﺑﺎﻟﻘﯿﺎم ﺑﺨﺪﻣﺎت اﻟﻜﺘﺮوﻧﯿﺔ ﻏﯿﺮ ﺣﻜﻮﻣﯿﺔ ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ ﺑﺸﻜﻞ ﻋﺎم؟
 oﻣﺮﺿﯿﺔ ﺟﺪاً
 oﻣﺮﺿﯿﺔ اﻟﻰ ﺣﺪ ﻣﺎ
 oﻏﯿﺮ ﻣﺮﺿﯿﺔ
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 .20ﻛﯿﻒ ﺳﺘﺆﺛﺮ ﺗﺠﺮﺑﺘﻚ ﻟﻠﺨﺪﻣﺎت اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻐﯿﺮ ﺣﻜﻮﻣﯿﺔ ﻋﻠﻰ رﻏﺒﺘﻚ ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ؟
 oﺳﻮف ﺗﺸﺠﻌﻨﻲ ﻋﻠﻰ اﺳﺘﺨﺪام ﺧﺪﻣﺎت ﺣﻜﻮﻣﯿﺔ اﻟﻜﺘﺮوﻧﯿﺔ اﻛﺜﺮ
 oﺳﻮف ﺗﺠﻌﻠﻨﻲ ﻣﺘﺮدداً ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ
 oﻟﻦ ﺗﺆﺛﺮ ﻋﻠﻰ رﻏﺒﺘﻲ ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻣﺴﺘﻘﺒﻼً
اﻟﺠﺰء اﻟﺜﺎﻟﺚ – ﻣﻌﻠﻮﻣﺎت ﻣﺘﻌﻠﻘﺔ ﺑﺎﻟﻄﺮق اﻟﻤﻔﻀﻠﺔ ﻟﺪﯾﻚ ﻓﻲ اﻟﺤﺼﻮل ﻋﻠﻰ ﺧﺪﻣﺎت ﺣﻜﻮﻣﯿﺔ.
ارﺟﻮ اﻻﺟﺎﺑﺔ ﻋﻠﻰ اﻻﺳﺌﻠﺔ اﻟﺘﺎﻟﯿﺔ ﺑﻮﺿﻊ ﻋﻼﻣﺔ ) (Xﻋﻠﻰ اﻻﺧﺘﯿﺎر اﻟﻤﻨﺎﺳﺐ.
 .21ﻣﺎھﻲ اﻟﻄﺮق اﻟﺘﻲ ﺗﻔﻀﻞ أن ﺗﺴﺘﺨﺪﻣﮭﺎ ﻋﺎدةً ﻟﻠﺤﺼﻮل ﻋﻠﻰ ﻣﻌﻠﻮﻣﺎت ﺗﺤﺘﺎﺟﮭﺎ ﻓﻲ ﻣﻌﺎﻣﻼﺗﻚ اﻟﺤﻜﻮﻣﯿﺔ ﻣﺜﻞ :ﺳﺎﻋﺎت ﻋﻤﻞ اﻟﺠﮭﮫ
اﻟﺤﻜﻮﻣﯿﺔ ,ﻓﺮوع اﻟﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ ,ﺧﻄﻮات وﻣﺘﻄﻠﺒﺎت اﻟﻤﻌﺎﻣﻠﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻟﺘﻲ ﺗﺮﻏﺐ ﺑﺈﺟﺮاﺋﮭﺎ ....اﻟﺦ
اﺳﺘﺨﺪﻣﮭﺎ داﺋﻤﺎ ً

اﺳﺘﺨﺪﻣﮭﺎ اﺣﯿﺎﻧﺎ ً

ﻻ اﺳﺘﺨﺪﻣﮭﺎ

اﻻﺗﺼﺎل ھﺎﺗﻔﯿﺎ ً ﺑﺎﻟﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ
ﺳﺆال ﺻﺪﯾﻖ أو ﻗﺮﯾﺐ ﺳﺒﻖ وأن ﺗﻌﺎﻣﻞ ﻣﻊ ﻧﻔﺲ اﻟﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ
اﻟﺤﺼﻮل ﻋﻠﻰ اﻟﻤﻌﻠﻮﻣﺎت ﻣﻦ اﻟﻤﻮﻗﻊ اﻹﻟﻜﺘﺮوﻧﻲ ﻟﻠﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ
اﻟﺒﺤﺚ ﻓﻲ اﻻﻧﺘﺮﻧﺖ
زﯾﺎرة اﻟﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ ﺷﺨﺼﯿﺎ ً
أﺧﺮى ..................................................................................................................................................
 .22ﻣﺎھﻲ اﻟﻄﺮق اﻟﺘﻲ ﺗﻔﻀﻞ أن ﺗﺴﺘﺨﺪﻣﮭﺎ ﻟﺪﻓﻊ رﺳﻮم ﻣﻌﺎﻣﻼﺗﻚ اﻟﺤﻜﻮﻣﯿﺔ
اﺳﺘﺨﺪﻣﮭﺎ داﺋﻤﺎ ً

اﺳﺘﺨﺪﻣﮭﺎ اﺣﯿﺎﻧﺎ ً

ﻻ اﺳﺘﺨﺪﻣﮭﺎ

اﻟﺨﺪﻣﺎت اﻟﺒﻨﻜﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ
اﻟﺼﺮاﻓﺎت اﻵﻟﯿﺔ
اﻟﮭﺎﺗﻒ اﻟﻤﺼﺮﻓﻲ
ﻓﺮوع اﻟﺒﻨﻮك
اﻻﺳﺘﻌﺎﻧﺔ ﺑﺎﻷﺻﺪﻗﺎء واﻷﻗﺎرب
اﻻﺳﺘﻌﺎﻧﺔ ﺑﻤﻜﺎﺗﺐ اﻟﺨﺪﻣﺎت اﻟﻤﺘﻮاﺟﺪة ﺧﺎرج اﻟﺪواﺋﺮ اﻟﺤﻜﻮﻣﯿﺔ
 .23ﻣﺎھﻲ وﺳﺎﺋﻞ اﻟﻤﺴﺎﻋﺪة اﻟﺘﻲ ﺗﻔﻀﻞ أن ﺗﺴﺘﻌﯿﻦ ﺑﮭﺎ )ﻓﻲ ﺣﺎل ﺗﻮﻓﺮھﺎ( اذا واﺟﮭﺘﻚ ﻣﺸﻜﻠﺔ ﻋﻨﺪ إﺟﺮاء ﺗﻌﺎﻣﻼت ﺣﻜﻮﻣﯿﺔ إﻟﻜﺘﺮوﻧﯿﺔ.
اﻓﻀﻠﮭﺎ ﺑﺸﺪة
اﻻﺗﺼﺎل ﺑﺨﺪﻣﺔ اﻟﻌﻤﻼء ﻓﻲ اﻟﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ ھﺎﺗﻔﯿﺎ ً
اﺳﺘﺨﺪام اﻟﻤﺤﺎدﺛﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﺒﺎﺷﺮة ﻣﻊ ﺧﺪﻣﺔ اﻟﻌﻤﻼء )ﻣﺤﺎدﺛﺔ ﻓﻮرﯾﺔ(
ارﺳﺎل اﯾﻤﯿﻞ ﻟﻠﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ
ﺗﺼﻔﺢ اﺟﻮﺑﺔ اﻻﺳﺌﻠﺔ اﻟﻤﺘﻜﺮرة ) (FAQﻓﻲ اﻟﻤﻮﻗﻊ اﻻﻟﻜﺘﺮوﻧﻲ ﻟﻠﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ
اﻟﺒﺤﺚ ﻋﻦ ﺣﻞ اﻟﻤﺸﻜﻠﺔ ﻓﻲ اﻻﻧﺘﺮﻧﺖ
اﻻﺳﺘﻌﺎﻧﺔ ﺑﺸﺨﺺ ﺳﺒﻖ وان اﺟﺮى ﻧﻔﺲ اﻟﺨﺪﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ

اﻓﻀﻠﮭﺎ اﻟﻰ ﺣﺪ ﻣﺎ

ﻻ اﻓﻀﻠﮭﺎ
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 .24ﻣﺎھﻲ درﺟﺔ ﺗﺄﺛﯿﺮ وﺳﺎﺋﻞ اﻟﺪﻋﺎﯾﺔ اﻟﺘﺎﻟﯿﺔ ﻋﻠﻰ زﯾﺎدة رﻏﺒﺘﻚ ﻓﻲ اﺳﺘﺨﺪام اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﺠﺎز ﻣﻌﺎﻣﻼﺗﻚ.
ﻣﺆﺛﺮة ﻛﺜﯿﺮاً

ﻣﺆﺛﺮة اﻟﻰ ﺣﺪ
ﻣﺎ

ﻻ اﻋﻠﻢ او
ﻣﺤﺎﯾﺪ

ﻏﯿﺮ ﻣﺆﺛﺮة
اطﻼﻗﺎ ً

ﻏﯿﺮ ﻣﺆﺛﺮة اﻟﻰ
ﺣﺪ ﻣﺎ

اﻻﻋﻼﻧﺎت ﻋﺒﺮ وﺳﺎﺋﻞ اﻟﺘﻮاﺻﻞ اﻻﺟﺘﻤﺎﻋﻲ
اﻻﻋﻼﻧﺎت اﻟﻤﻮﺟﻮده ﻓﻲ ﻣﻮاﻗﻊ اﻟﻮزارات واﻟﺠﮭﺎت
اﻟﺤﻜﻮﻣﯿﺔ
اﻻﻋﺎﻧﺎت ﻋﺒﺮ اﻟﺼﺤﻒ واﻟﻤﺠﻼت
اﻻﻋﻼﻧﺎت ﻋﺒﺮ اﻟﺘﻠﻔﺰﯾﻮن واذاﻋﺎت اﻟﺮادﯾﻮ
اﻟﻠﻮﺣﺎت واﻻﻋﻼﻧﺎت ﻓﻲ اﻻﻣﺎﻛﻦ اﻟﻌﺎﻣﺔ
اﻻﻋﻼﻧﺎت ﻋﺒﺮ رﺳﺎﺋﻞ اﻟﺒﺮﯾﺪ اﻻﻟﻜﺘﺮوﻧﻲ او رﺳﺎﺋﻞ اﻟﺠﻮال

اﻟﺠﺰء اﻟﺮاﺑﻊ – ﺑﺎﺳﺘﺨﺪام اﻟﻤﻘﯿﺎس اﻟﺘﺎﻟﻲ ﻣﻦ  5 – 1أرﺟﻮ وﺿﻊ داﺋﺮة ﺣﻮل اﻟﺮﻗﻢ اﻟﺬي ﯾﻌﺒﺮ ﻋﻦ ﻣﺪى ﻣﻮاﻓﻘﺘﻚ ﻋﻠﻰ اﻟﻌﺒﺎرات اﻟﺘﺎﻟﯿﺔ
واﻟﺘﻲ ﺗﺘﻌﻠﻖ ﺑﺎﻟﻌﻮاﻣﻞ اﻟﺘﻲ ﺗﺆﺛﺮ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﻚ ﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ .ﻓﻲ اﺟﺎﺑﺎﺗﻚ ارﺟﻮ ﻣﻘﺎرﻧﺔ اﻟﺘﻌﺎﻣﻼت اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻋﺒﺮ
اﻻﻧﺘﺮﻧﺖ ﻣﻊ اﻟﻄﺮق اﻟﺘﻘﻠﯿﺪﯾﺔ ﻣﺜﻞ ﻣﺮاﺟﻌﺔ اﻟﺪواﺋﺮ اﻟﺤﻜﻮﻣﯿﺔ ﺷﺨﺼﯿﺎ ً أو اﻻﺳﺘﻌﺎﻧﺔ ﺑﻤﻜﺎﺗﺐ اﻟﺨﺪﻣﺎت.
 = 1أواﻓﻖ ﺑﺸﺪه
 = 2أواﻓﻖ
 = 3ﻻ أﻋﻠﻢ أو ﻣﺤﺎﯾﺪ
 = 4ﻻ أواﻓﻖ
 = 5ﻻ أواﻓﻖ ﺑﺸﺪة

 .25اﻟﺮﻏﺒﺔ ﻓﻲ اﺳﺘﺨﺪام أﻧﻈﻤﺔ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ
أ-

ﻟﺪي اﻟﺮﻏﺒﺔ ﻓﻲ إﺳﺘﺨﺪام أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﺟﻤﯿﻊ ﺗﻌﺎﻣﻼﺗﻲ اﻟﺤﻜﻮﻣﯿﺔ

ب-

ﻻ أﻣﺎﻧﻊ ﻓﻲ ﺗﻌﻠﻢ ﻛﯿﻔﯿﺔ اﺳﺘﺨﺪام أﻧﻈﻤﺔ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻟﻠﺤﺼﻮل ﻋﻠﻰ ﺧﺪﻣﺎت
وإﻧﺠﺎز ﻣﻌﺎﻣﻼت ﺣﻜﻮﻣﯿﺔ

 .26ﻣﺪى ﺟﺎھﺰﯾﺔ أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ

ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه
1

2

3

4

5

1

2

3

4

5

ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه

أ-

اﻋﺘﻘﺪ أن اﻟﺒﻨﯿﺔ اﻟﺘﺤﺘﯿﺔ اﻟﺤﺎﻟﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ ﻟﯿﺴﺖ ﻛﺎﻓﯿﺔ ﻟﺘﻄﺒﯿﻖ أﻧﻈﻤﺔ ﺣﻜﻮﻣﯿﺔ
إﻟﻜﺘﺮوﻧﯿﺔ

1

2

3

4

5

ب-

اﺷﻌﺮ ﺑﺄن اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ ﻏﯿﺮ ﻗﺎدرة ﻋﻠﻰ ﺗﻘﺪﯾﻢ ﺧﺪﻣﺎت
وﺗﻌﺎﻣﻼت إﻟﻜﺘﺮوﻧﯿﺔ ﺑﺸﻜﻞ ﻣﺮﺿﻲ وﻧﺎﺟﺢ

1

2

3

4

5

 .27اﻟﻔﻮاﺋﺪ اﻟﻤﺘﻮﻗﻌﺔ ﻣﻦ أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ
أ-

اﺳﺘﺨﺪام أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﯾﻤﻜﻨﻨﻲ ﻣﻦ اﻧﺠﺎز ﻣﻌﺎﻣﻼﺗﻲ اﻟﺤﻜﻮﻣﯿﺔ ﺑﺸﻜﻞ أﺳﺮع

ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه
1

2

3

4

5
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ب-

اﻋﺘﻘﺪ أن أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﺗﻘﻠﻞ ﺣﺎﺟﺘﻲ اﻟﻰ ﻣﺮاﺟﻌﺔ ﻋﺪة دواﺋﺮ ﺣﻜﻮﻣﯿﺔ ﻹﻧﮭﺎء
ﻣﻌﺎﻣﻼﺗﻲ

ت-

اﺳﺘﺨﺪام ﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﯾﻮﻓﺮ وﻗﺘﻲ ,ﻣﺎﻟﻲ وﺟﮭﺪي ﻋﻨﺪ إﺟﺮاء ﻣﻌﺎﻣﻼت ﺣﻜﻮﻣﯿﺔ

ث-

اﺳﺘﺨﺪام أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﻘﻠﻞ ﻣﻦ اﻋﺘﻤﺎدي ﻋﻠﻰ اﻟﻐﯿﺮ ﻣﺜﻞ اﻷﺻﺪﻗﺎء ,اﻷﻗﺎرب
ﻣﻜﺎﺗﺐ اﻟﺨﺪﻣﺎت واﻟﻤﻌﻘﺒﯿﻦ ﻓﻲ إﺟﺮاء ﺑﻌﺾ اﻟﻤﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ

1

ج-

اﻋﺘﻘﺪ أن ﺗﻄﺒﯿﻖ اﻷﻧﻈﻤﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ ﺳﻮف ﯾﻘﻠﻞ ﻣﻦ اﻹﺟﺮاءات اﻟﺘﻲ ﻗﺪ
ﺗﺆﺧﺮ إﻧﮭﺎء ﺑﻌﺾ ﻣﻌﺎﻣﻼﺗﻲ اﻟﺤﻜﻮﻣﯿﺔ ﻣﺜﻞ ﻛﺘﺎﺑﺔ ﻣﻌﺮوض أو ﺗﺼﺪﯾﻖ ﻣﺴﺘﻨﺪات

1

2

ح-

اﻋﺘﻘﺪ أن ﺗﻄﺒﯿﻖ اﻷﻧﻈﻤﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ ﺳﻮف ﯾﻀﻤﻦ اﻟﻤﺴﺎواه ﻓﻲ إﻧﺠﺎز
ﻣﻌﺎﻣﻼت اﻟﻤﺴﺘﺨﺪﻣﯿﻦ

1

2

3

خ-

اﻟﻘﺪرة ﻋﻠﻰ إﺟﺮاء ﻣﻌﺎﻣﻼﺗﻲ اﻟﺤﻜﻮﻣﯿﺔ إﻟﻜﺘﺮوﻧﯿﺎ ً ﻓﻲ أي وﻗﺖ )24ﺳﺎﻋﺔ 7/أﯾﺎم( ﺳﻮف ﯾﺸﺠﻌﻨﻲ
ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮭﺎ أﻛﺜﺮ

1

2

3

 .28ﺗﺄﺛﯿﺮ اﻟﺠﻮاﻧﺐ اﻟﺜﻘﺎﻓﯿﺔ واﻹﺟﺘﻤﺎﻋﯿﺔ ﻋﻠﻰ اﺳﺘﺨﺪام اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ

1

2

3

4

5

1

2

3

4

5

2

3

4

5

3

4

5

4

5

4

5

ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه

أ-

اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﯾﺠﻌﻠﻨﻲ أﻛﺜﺮ ﺗﻄﻮراً وﯾﺤﺴﻦ ﻧﻈﺮة اﻵﺧﺮﯾﻦ ﻟﻲ

1

2

3

4

5

ب-

اﺳﺘﺨﺪام أﻓﺮاد ﻋﺎﺋﻠﺘﻲ وأﺻﺪﻗﺎﺋﻲ ﻟﻠﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﺸﺠﻌﻨﻲ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮭﺎ
وإﻧﮭﺎء ﻣﻌﺎﻣﻼﺗﻲ إﻟﻜﺘﺮوﻧﯿﺎ ً

1

2

3

4

5

ت-

اﻋﺘﻘﺪ أن ﺗﻄﺒﯿﻖ اﻷﻧﻈﻤﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ ﺳﻮف ﯾﻘﻠﻞ ﻣﻦ ﺗﺄﺛﯿﺮ اﻟﻌﻼﻗﺎت
اﻟﺸﺨﺼﯿﺔ )اﻟﻮاﺳﻄﺔ( ﻓﻲ ﺑﻌﺾ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ

1

2

3

4

5

ث-

اﻋﺘﻘﺪ أن اﻟﺘﻌﺎﻣﻞ ﻣﻊ اﻟﺪواﺋﺮ اﻟﺤﻜﻮﻣﯿﺔ ﻹﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت وﺟﮭﺎ ً ﻟﻮﺟﮫ أﻓﻀﻞ ﻣﻦ اﻟﺘﻌﺎﻣﻞ ﻣﻌﮭﺎ
إﻟﻜﺘﺮوﻧﯿﺎ ً

1

2

3

4

5

ج-

اﺳﺘﺨﺪام أﻧﻈﻤﺔ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﺤﺪ ﻣﻦ اﻟﺘﺄﺛﯿﺮ اﻟﺴﻠﺒﻲ ﻟﺒﻌﺾ اﻟﻤﻮظﻔﯿﻦ
اﻟﻐﯿﺮ ﻣﺘﻌﺎوﻧﯿﻦ ﻋﻠﻰ إﺟﺮاء ﻣﻌﺎﻣﻼﺗﻲ

1

2

3

4

5

ح-

أﻓﻀﻞ زﯾﺎرة اﻟﺪواﺋﺮ اﻟﺤﻜﻮﻣﯿﺔ ﻟﻤﺘﺎﺑﻌﺔ ﻣﻌﺎﻣﻼﺗﻲ أﻛﺜﺮ ﻣﻦ ﻣﺘﺎﺑﻌﺘﮭﺎ إﻟﻜﺘﺮوﻧﯿﺎ ً

1

2

3

4

5

خ-

أﻓﻀﻞ أن أﺳﺘﻌﯿﻦ ﺑﻤﻜﺎﺗﺐ اﻟﺨﺪﻣﺎت اﻟﻌﺎﻣﺔ واﻟﻤﻌﻘﺒﯿﻦ ﻹﺟﺮاء ﻣﻌﺎﻣﻼﺗﻲ اﻟﺤﻜﻮﻣﯿﺔ ﺑﺪﻻً ﻣﻦ إﻧﺠﺎزھﺎ
إﻟﻜﺘﺮوﻧﯿﺎ ً

1

2

3

4

5

 .29ﺗﺄﺛﯿﺮ اﻟﺠﻮاﻧﺐ اﻟﻤﻌﺮﻓﯿﺔ ﺑﺎﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﻚ

ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه

أ-

اﻋﺘﻘﺪ أﻧﻲ أﻣﻠﻚ ﻣﻌﺮﻓﺔ ﺟﯿﺪة ﻋﻦ إﻣﻜﺎﻧﯿﺎت ,ﻣﻤﯿﺰات وﺧﺪﻣﺎت أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ
اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ

1

2

3

4

5

ب-

أﺟﺪ أﻧﮫ ﻣﻦ اﻟﺴﮭﻞ ﻣﻌﺮﻓﺔ ﻣﺎ إذا اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻟﺘﻲ ارﻏﺐ ﻓﻲ إﺟﺮاﺋﮭﺎ ﻣﺘﻮﻓﺮة إﻟﻜﺘﺮوﻧﯿﺎ ً أم
ﻻ

1

2

3

4

5

ت-

ﺗﻮﻓﺮ ورش ﻋﻤﻞ وﻋﺮوض ﻣﺮﺋﯿﺔ ﻋﻦ إﻣﻜﺎﻧﯿﺎت وﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﺸﺠﻌﻨﻲ
ﻋﻠﻰ ﺣﻀﻮرھﺎ وﻣﻌﺮﻓﺔ اﻟﻤﺰﯾﺪ ﻋﻨﮭﺎ

1

2

3

4

5

ث-

أﻧﺎ راﺿﻲ ﻋﻦ ﺣﻤﻼت اﻟﺘﻮﻋﯿﺔ واﻟﺪﻋﺎﯾﺎت اﻟﺘﻲ ﺗﮭﺪف ﻟﻨﺸﺮ ﻣﻔﮭﻮم اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ
اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ

1

2

3

4

5
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 .30ﺟﻮاﻧﺐ ﻣﺘﻌﻠﻘﺔ ﺑﺠﻮدة اﻟﺨﺪﻣﺎت واﻟﺘﻌﺎﻣﻼت اﻹﻟﻜﺘﺮوﻧﯿﺔ
أ-

اﺷﻌﺮ ﺑﺄن اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﺤﺎﻟﯿﺔ ﻋﺎﻟﯿﺔ اﻟﺠﻮدة

ب-

اﻋﺘﻘﺪ أن ﺧﺪﻣﺎت اﻟﺒﺮﯾﺪ اﻟﺤﺎﻟﯿﺔ ﻓﻲ اﻟﺴﻌﻮدﯾﺔ ﻣﻮﺛﻮﻗﺔ وﺳﺮﯾﻌﺔ ﻓﻲ ﺣﺎل اﺳﺘﺨﺪﻣﺘﮭﺎ ﻹرﺳﺎل
واﺳﺘﻘﺒﺎل ﻣﻌﺎﻣﻼﺗﻲ وﻣﺴﺘﻨﺪاﺗﻲ ﻣﻦ وإﻟﻰ اﻟﺪواﺋﺮ اﻟﺤﻜﻮﻣﯿﺔ

ت-

اﻋﺘﻘﺪ أن ﻧﻈﺎم ﺳﺪاد ﻛﺎﻓﻲ ﻻﺳﺘﺨﺪاﻣﮫ ﻓﻲ دﻓﻊ رﺳﻮم اﻟﻤﻌﺎﻣﻼت واﻟﺨﺪﻣﺎت

ث-

وﺟﻮد أﺧﻄﺎء ﺗﻘﻨﯿﺔ ﻣﺜﻞ )رواﺑﻂ ﻻ ﺗﻌﻤﻞ ,ﺻﻔﺤﺎت ﺗﺤﺖ اﻹﻧﺸﺎء ,ﺧﻄﺄ ﻓﻲ اﻟﺴﯿﺮﻓﺮ ....اﻟﺦ( ﻋﻨﺪ
اﺳﺘﺨﺪاﻣﻲ ﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﻘﻠﻞ ﻣﻦ رﻏﺒﺘﻲ ﻓﻲ إﺟﺮاء ﻣﻌﺎﻣﻼﺗﻲ إﻟﻜﺘﺮوﻧﯿﺎ ً

 .31ﺟﻮاﻧﺐ ﻣﺘﻌﻠﻘﺔ ﺑﺴﮭﻮﻟﺔ وﺑﺴﺎطﺔ اﺳﺘﺨﺪام أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ

ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه
1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5
ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه
1

2

3

4

5

2

3

4

5

3

4

5

4

5

5

5

أ-

اﺷﻌﺮ ﺑﺄن اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت واﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ أﻣﺮ ﺳﮭﻞ

ب-

اﺟﺮاء ﺧﺪﻣﺎت وﻣﻌﺎﻣﻼت ﺣﻜﻮﻣﯿﺔ اﻟﻜﺘﺮوﻧﯿﺎ ً ﯾﺘﻄﻠﺐ ﻣﻨﻲ اﻟﻜﺜﯿﺮ ﻣﻦ اﻟﺘﺮﻛﯿﺰ واﻟﺠﮭﺪ ﻟﺘﺠﻨﺐ رﻓﻀﮭﺎ

1

ت-

اﺷﻌﺮ ﺑﺄن أﻧﻈﻤﺔ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺗﺴﮭﻞ ﻟﻠﻤﺴﺘﺨﺪﻣﯿﻦ إﺟﺮاء اﻟﺨﺪﻣﺎت واﻟﻤﻌﺎﻣﻼت
اﻟﺤﻜﻮﻣﯿﺔ اﻟﺘﻲ ﯾﺤﺘﺎﺟﻮﻧﮭﺎ

1

2

ث-

اﻟﺘﺼﻤﯿﻢ اﻟﻐﯿﺮ ﺟﺬاب ﻟﺼﻔﺤﺎت اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﺆﺛﺮ ﺳﻠﺒﺎ ً ﻋﻠﻰ رﻏﺒﺘﻲ ﻓﻲ
اﺳﺘﺨﺪاﻣﮭﺎ ﻹﺟﺮاء ﻣﻌﺎﻣﻼﺗﻲ

1

2

3

ج-

اﻋﺘﻘﺪ أن وﺟﻮد ﻣﻜﺎﺗﺐ رﺳﻤﯿﺔ ﻣﻨﺘﺸﺮة ﻟﻤﺴﺎﻋﺪة اﻟﻤﺴﺘﺨﺪﻣﯿﻦ ﻋﻠﻰ إﺟﺮاء ﺧﺪﻣﺎت وﺗﻌﺎﻣﻼت
ﺣﻜﻮﻣﯿﺔ اﻟﻜﺘﺮوﻧﯿﺔ ﻓﻜﺮة ﺟﯿﺪة )ﻣﺜﻞ اﻟﻤﺴﺎﻋﺪه ﻓﻲ ﺗﻘﺪﯾﻢ اﻟﻄﻠﺐ ,ارﺳﺎل واﺳﺘﻘﺒﺎل اﻟﻤﻌﺎﻣﻼت
واﻟﻤﺴﺘﻨﺪات ....اﻟﺦ(

1

2

3

4

ح-

ﺻﻌﻮﺑﺔ اﻟﻮﺻﻮل إﻟﻰ رواﺑﻂ اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﺘﻲ اﺣﺘﺎﺟﮭﺎ ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ ﺳﻮف
ﯾﻘﻠﻞ ﻣﻦ رﻏﺒﺘﻲ ﻓﻲ إﺟﺮاء ﻣﻌﺎﻣﻼﺗﻲ إﻟﻜﺘﺮوﻧﯿﺎ ً

1

2

3

4

 .32ﺟﻮاﻧﺐ ﻣﺘﻌﻠﻘﺔ ﺑﺎﻟﺜﻘﺔ ﻓﻲ اﻟﺨﺪﻣﺎت اﻹﻟﻜﺘﺮوﻧﯿﺔ وأﻣﻦ اﻟﻤﻌﻠﻮﻣﺎت

ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه
1

2

3

4

5

2

3

4

5

3

4

5

4

5
5

أ-

أﺷﻌﺮ أن اﻻﻧﺘﺮﻧﺖ ﻏﯿﺮ آﻣﻦ ﻟﻠﺘﻌﺎﻣﻞ ﻣﻊ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ

ب-

اﺷﻌﺮ ﺑﺄن أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ذات ﺑﯿﺌﺔ آﻣﻨﺔ ﯾﻤﻜﻨﻨﻲ إﺟﺮاء ﺗﻌﺎﻣﻼﺗﻲ اﻟﺤﻜﻮﻣﯿﺔ ﻣﻦ
ﺧﻼﻟﮭﺎ ﺑﺸﻜﻞ آﻣﻦ

1

ت-

ﺳﻮف أﺗﺮدد ﻓﻲ ﺗﺰوﯾﺪ أﻧﻈﻤﺔ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺑﻤﻌﻠﻮﻣﺎﺗﻲ اﻟﻤﺎﻟﯿﺔ ﻣﺜﻞ ﻣﻌﻠﻮﻣﺎت
اﻟﺤﺴﺎب اﻟﺒﻨﻜﻲ أو ﺑﻄﺎﻗﺎت اﻹﺋﺘﻤﺎن

1

2

ث-

ﺳﻮف أﺗﺮدد ﻓﻲ ﺗﺰوﯾﺪ أﻧﻈﻤﺔ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺑﻤﻌﻠﻮﻣﺎت ﺷﺨﺼﯿﺔ ﻣﺜﻞ ﻋﻨﻮاﻧﻲ,
دﺧﻠﻲ اﻟﺸﮭﺮي ,ﺣﺎﻟﺘﻲ اﻹﺟﺘﻤﺎﻋﯿﺔ ......اﻟﺦ

1

2

3

ج-

أﺷﻌﺮ ﺑﺄن ﺑﯿﺎﻧﺎﺗﻲ اﻟﻤﺨﺰﻧﺔ ﻓﻲ أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﯾﻤﻜﻦ اﺳﺘﺨﺪاﻣﮭﺎ ﺑﻮاﺳﻄﺔ أطﺮاف
أﺧﺮى ﺑﺪون ﻣﻌﺮﻓﺘﻲ

1

2

3

4

ح-

أﺷﻌﺮ ﺑﺄن ﺑﯿﺎﻧﺎﺗﻲ اﻟﻤﺨﺰﻧﺔ ﻓﻲ أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﯾﻤﻜﻦ أن ﯾﺴﺎء اﺳﺘﺨﺪاﻣﮭﺎ

1

2

3

4

5

خ-

ﯾﻤﻜﻦ اﻟﻮﺛﻮق ﺑﺎﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ﻓﻲ ﺗﻨﻔﯿﺬ ﻣﻌﺎﻣﻼت وﺧﺪﻣﺎت اﻟﻜﺘﺮوﻧﯿﺔ ﻣﻮﺛﻮﻗﺔ ﺑﺸﻜﻞ ﻧﺎﺟﺢ

1

2

3

4

5
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اﻟﺠﺰء اﻟﺨﺎﻣﺲ–أرﺟﻮ ﺗﺤﺪﯾﺪ درﺟﺔ أھﻤﯿﺔ وﺟﻮد اﻟﻌﻨﺎﺻﺮ اﻟﺘﺎﻟﯿﺔ ﺑﺎﻟﻨﺴﺒﺔ ﻟﻚ ﻋﻨﺪ ﺗﻄﺒﯿﻖ أﻧﻈﻤﺔ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ
درﺟﺔ اﻷھﻤﯿﺔ

 .33درﺟﺔ أھﻤﯿﺔ وﺟﻮد اﻟﻤﻌﻠﻮﻣﺎت اﻟﺘﺎﻟﯿﺔ ﻓﻲ ﻣﻮاﻗﻊ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ

ﻋﺎﻟﯿﺔ
ﺟﺪاً
1

أ-

ﺧﻄﻮات ﻣﻔﺼﻠﺔ ﻋﻦ ﻛﯿﻔﯿﺔ إﺟﺮاء اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ إﻟﻜﺘﺮوﻧﯿﺎ ً

ب-

أﻣﺜﻠﺔ ﻣﻜﺘﻮﺑﺔ أو ﻣﺼﻮرة ﻋﻦ اﻟﻤﺘﻄﻠﺒﺎت اﻟﻮاﺟﺐ ﺗﻮﻓﺮھﺎ ﻹﻧﺠﺎز ﻣﻌﺎﻣﻠﺘﻚ

ت-

ﺷﺮح اﻹﺟﺮاءات اﻟﺘﻲ ﺳﻮف ﺗﺘﻢ ﻋﻠﻰ ﻣﻌﺎﻣﻠﺘﻚ

ث-

اﻟﻮﻗﺖ اﻟﻤﺘﻮﻗﻊ ﻹﻧﮭﺎء ﻣﻌﺎﻣﻠﺘﻚ

ج-

اﻟﻮﻗﺖ اﻟﻤﺘﻮﻗﻊ أن ﺗﺴﺘﻐﺮﻗﮫ ﻟﺘﻘﺪﯾﻢ طﻠﺒﻚ

ح-

ﺗﺎرﯾﺦ آﺧﺮ ﺗﺤﺪﯾﺚ ﻟﺼﻔﺤﺎت ﻣﻮاﻗﻊ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ

خ-

ﺗﺎرﯾﺦ آﺧﺮ ﻣﻌﺎﻣﻠﺔ ﺗﻤﺖ ﺑﻮاﺳﻄﺔ ﻣﺴﺘﺨﺪﻣﯿﻦ آﺧﺮﯾﻦ

د-

اﻟﺴﯿﺎﺳﺔ اﻟﻤﺘﺒﻌﺔ ﻓﻲ أﻣﻦ اﻟﻤﻌﻠﻮﻣﺎت

ذ-

اﻹﺟﺮاءات واﻟﺴﯿﺎﺳﺎت اﻟﻤﺘﺒﻌﺔ ﻟﺤﻤﺎﯾﺔ ﺧﺼﻮﺻﯿﺔ اﻟﻤﺴﺘﺨﺪﻣﯿﻦ وﺗﻌﺎﻣﻼﺗﮭﻢ

ر-

اﻟﺘﺸﺮﯾﻌﺎت اﻟﻘﺎﻧﻮﻧﯿﺔ اﻟﻤﺘﻌﻠﻘﺔ ﺑﺤﻔﻆ ﺣﻘﻮق اﻟﻤﺴﺘﺨﺪﻣﯿﻦ واﻟﺠﮭﮫ اﻟﻤﻘﺪﻣﺔ ﻟﻠﺨﺪﻣﺔ
اﻹﻟﻜﺘﺮوﻧﯿﺔ

ﻋﺎﻟﯿﺔ

2

ﻣﺘﻮﺳﻄﺔ

ﻣﻨﺨﻔﻀﺔ

4

3

ﻣﻨﺨﻔﻀ
ة ﺟﺪاً
5

درﺟﺔ اﻷھﻤﯿﺔ

 .34درﺟﺔ أھﻤﯿﺔ وﺟﻮد اﻟﻤﻤﯿﺰات اﻟﺘﺎﻟﯿﺔ ﻓﻲ ﺗﻄﺒﯿﻖ أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ

ﻋﺎﻟﯿﺔ
ﺟﺪاً
1

أ-

اﻟﻘﺪرة ﻋﻠﻰ ﻣﺘﺎﺑﻌﺔ ﺣﺎﻟﺔ ﻣﻌﺎﻣﻼﺗﻲ اﻟﺤﻜﻮﻣﯿﺔ اﻟﺘﻲ أﺟﺮﯾﺘﮭﺎ إﻟﻜﺘﺮوﻧﯿﺎ ً

ب-

اﻟﻘﺪرة ﻋﻠﻰ اﺳﺘﻌﺮاض ﺟﻤﯿﻊ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻟﺘﻲ ﺳﺒﻖ وأن أﺟﺮﯾﺘﮭﺎ إﻟﻜﺘﺮوﻧﯿﺎ ً

ت-

اﻟﻘﺪرة ﻋﻠﻰ ﺗﻘﯿﯿﻢ ﺟﻮدة اﻟﺘﻌﺎﻣﻼت واﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻟﺘﻲ أﺟﺮﯾﺘﮭﺎ إﻟﻜﺘﺮوﻧﯿﺎ ً

ث-

اﻟﻘﺪرة ﻋﻠﻰ اﻟﻮﺻﻮل إﻟﻰ ﺟﻤﯿﻊ ﺑﯿﺎﻧﺎﺗﻲ ﻣﻊ اﻟﺘﺤﻜﻢ اﻟﻜﺎﻣﻞ ﻓﻲ وﺟﻮدھﺎ أو ﺣﺬﻓﮭﺎ ﻣﻦ
اﻷﻧﻈﻤﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ

ج-

وﺟﻮد ﺗﻄﺒﯿﻘﺎت رﺳﻤﯿﺔ ﻟﻠﮭﻮاﺗﻒ اﻟﺬﻛﯿﺔ ﻟﻠﺘﻔﺎﻋﻞ ﻣﻊ أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ
واﺳﺘﺨﺪام ﺑﻌﺾ ﺧﺪﻣﺎﺗﮭﺎ ﻓﻲ أي ﻣﻜﺎن

ح-

وﺟﻮد أﺟﮭﺰة آﻟﯿﺔ ﻓﻲ اﻷﻣﺎﻛﻦ اﻟﻌﺎﻣﺔ ﻹﺟﺮاء ﺑﻌﺾ اﻟﺨﺪﻣﺎت واﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ
إﻟﻜﺘﺮوﻧﯿﺎ ً

خ-

اﻟﺘﻮاﺻﻞ ﻣﻌﻲ ﺑﺨﺼﻮص ﺣﺎﻟﺔ ﻣﻌﺎﻣﻼﺗﻲ ﺑﻮاﺳﻄﺔ اﻟﺒﺮﯾﺪ اﻹﻟﻜﺘﺮوﻧﻲ أو اﻟﺮﺳﺎﺋﻞ
اﻟﻨﺼﯿﺔ

ﻋﺎﻟﯿﺔ

2

ﻣﺘﻮﺳﻄﺔ

3

ﻣﻨﺨﻔﻀﺔ

4

ﻣﻨﺨﻔﻀ
ة ﺟﺪاً
5
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إذا ﻛﺎن ھﻨﺎك أي إﺿﺎﻓﺎت ﺑﺨﺼﻮص ﺗﻄﺒﯿﻖ أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ واﻟﻌﻮاﻣﻞ اﻟﻤﺆﺛﺮة ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮭﺎ
أرﺟﻮ اﻟﺘﻜﺮم ﺑﺬﻛﺮھﺎ
.........................................................................................................................................................................
.........................................................................................................................................................................
....................................

ﺑﺤﺜﻲ ھﺬا ﺳﻮف ﯾﺘﻀﻤﻦ أﯾﻀﺎ ً ﻣﻘﺎﺑﻼت ﺷﺨﺼﯿﺔ ﻗﺼﯿﺮة ﺗﺴﺘﻐﺮق ﺗﻘﺮﯾﺒﺎ ً ) ٣٠ـ  ٤٥دﻗﯿﻘﺔ( واﻟﺘﻲ ﺳﻮف ﺗﻌﻄﯿﻨﻲ اﻟﻔﺮﺻﺔ ﻟﻤﻌﺮﻓﺔ رأﯾﻚ ﻓﻲ
أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ واﻟﻌﻮاﻣﻞ اﻟﺘﻲ ﺗﺆﺛﺮ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﻚ ﻟﮭﺎ ,أرﺟﻮ ﻛﺘﺎﺑﺔ ﺑﺮﯾﺪك اﻹﻟﻜﺘﺮوﻧﻲ أو رﻗﻢ
ﺟﻮاﻟﻚ إذا رﻏﺒﺖ ﻣﺸﻜﻮراً ﻓﻲ اﻟﻤﺸﺎرﻛﺔ واﻟﻤﺴﺎھﻤﺔ ﻓﻲ ﻧﺠﺎح اﻟﺪراﺳﺔ ﻟﻜﻲ أﺗﻤﻜﻦ ﻣﻦ اﻟﺘﻮاﺻﻞ ﻣﻌﻚ وﺗﻨﺴﯿﻖ
اﻟﻤﻘﺎﺑﻠﺔ ..........................................................................................................................................

أﻛﺮر ﺷﻜﺮي ﻋﻠﻰ ﺗﻌﺎوﻧﻚ وﻣﺸﺎرﻛﺘﻚ ﻓﻲ ھﺬا اﻹﺳﺘﺒﯿﺎن
ﺻﺎﻟﺢ اﻟﻐﺎﻣﺪي
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أﺟﻨﺪة اﻟﻤﻘﺎﺑﻠﺔ )اﻟﻤﻮاطﻨﯿﻦ اﻟﺴﻌﻮدﯾﯿﻦ(
١ـ ھﻞ ﺳﺒﻖ وأن اﺳﺘﺨﺪﻣﺖ أي ﺧﺪﻣﺎت أو ﺗﻌﺎﻣﻼت ﺣﻜﻮﻣﯿﺔ إﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ؟
)ﻧﻌﻢ(
٢ـ ﻣﺎھﻲ وﻣﺎرأﯾﻚ ﻓﯿﮭﺎ ﺑﺸﻜﻞ ﻋﺎم؟
٣ـ ھﻞ ﺗﺮى أن اﺳﺘﺨﺪام اﻷﻧﻈﻤﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻹﺟﺮاء/إﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت واﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ أﻓﻀﻞ ﻣﻦ اﻟﻄﺮق اﻟﺘﻘﻠﯿﺪﯾﺔ ﻛﺎﻟﺰﯾﺎرة اﻟﺸﺨﺼﯿﺔ
ﻟﻠﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ؟ ﻟﻤﺎذا؟
٤ـ اﻟﺮﺟﺎء وﺻﻒ ﺗﺠﺎرﺑﻚ ﻓﻲ اﻧﺠﺎز اﻟﻤﻌﺎﻣﻼت ﻣﻊ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻟﻜﺘﺮوﻧﯿﺎً؟ وﻣﺎھﻲ اﻟﻤﺸﺎﻛﻞ اﻟﺘﻲ واﺟﮭﺘﮭﺎ؟
٥ـ ﻣﻦ ﻓﻀﻠﻚ اﺷﺮح ﺑﺎﺧﺘﺼﺎر اﻟﻰ اي ﻣﺪى ﺗﺮى ان اﻟﻌﻮاﻣﻞ اﻟﺘﺎﻟﯿﺔ ﻗﺪ ﺗﺆﺛﺮ ﻋﻠﻰ رﻏﺒﺔ اﻟﻤﻮاطﻨﯿﻦ ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ
اﻻﻟﻜﺘﺮوﻧﯿﮫ:
•
•
•
•
•

ﺗﺄﺛﯿﺮ ﻋﻤﺮ اﻟﻤﺴﺘﺨﺪم ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮫ
ﺗﺂﺛﯿﺮ ﺟﻨﺲ اﻟﻤﺴﺘﺨﺪم ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮫ
ﺗﺄﺛﯿﺮ ﻣﺴﺘﻮى ﺗﻌﻠﯿﻢ اﻟﻤﺴﺘﺨﺪم ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮫ
ﺗﺄﺛﯿﺮ ﻣﻜﺎن ﺳﻜﻦ اﻟﻤﺴﺘﺨﺪم ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮫ
ﺗﺄﺛﯿﺮ دﺧﻞ اﻟﻤﺴﺘﺨﺪم ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮫ

ﻋﻮاﻣﻞ اﺧﺮى:
•
•
•
•

ﺗﺄﺛﯿﺮ ﺣﻤﻼت اﻟﺘﻮﻋﯿﺔ ﻋﻠﻰ اﺳﺘﺨﺪام اﻟﻤﻮاطﻨﯿﻦ
ﺗﺄﺛﯿﺮ اﻟﺤﻤﻼت اﻟﺘﺴﻮﯾﻘﯿﮫ ﻟﻠﺨﺪﻣﺎت اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻋﻠﻰ اﺳﺘﺨﺪام اﻟﻤﻮاطﻨﯿﻦ
ﺗﺄﺛﯿﺮ ﺳﮭﻮﻟﺔ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻋﻠﻰ اﺳﺘﺨﺪام اﻟﻤﻮاطﻨﯿﻦ
ﺗﺄﺛﯿﺮ ﺳﮭﻮﻟﺔ اﻟﻮﺻﻮل ﻟﻠﺨﺪﻣﺎت اﻻﻟﻜﺘﺮوﻧﯿﮫ ﻋﻠﻰ اﺳﺘﺨﺪام اﻟﻤﻮاطﻨﯿﻦ

٦ـ ﻓﻲ رأﯾﻚ ،ﻣﺎھﻲ اﻻﺳﺒﺎب واﻟﻌﻮاﻣﻞ اﻟﺘﻲ ﺗﺸﺠﻊ او ﺗﺰﯾﺪ ﻣﻦ رﻏﺒﺔ اﻟﻤﻮاطﻨﯿﻦ ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ؟
٧ـ وﻣﺎھﻲ اﻻﺳﺒﺎب واﻟﻌﻮاﻣﻞ اﻟﺘﻲ ﻗﺪ ﺗﻤﻨﻊ او ﺗﻘﻠﻞ ﻣﻦ رﻏﺒﺘﮭﻢ ﻓﻲ اﺳﺘﺨﺪاﻣﮭﺎ؟
٨ـ ﻣﻦ وﺟﮭﺔ ﻧﻈﺮك ،ھﻞ ﺗﺮى ان ﻟﻠﻌﻮاﻣﻞ اﻻﺟﺘﻤﺎﻋﯿﮫ واﻟﺜﻘﺎﻓﯿﮫ ﻟﻠﻤﺠﺘﻤﻊ اﻟﺴﻌﻮدي ﺗﺄﺛﯿﺮ ﻋﻠﻰ رﻏﺒﺔ اﻟﻤﺴﺘﺨﺪﻣﯿﻦ ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت
اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ؟ )ﻋﻮاﻣﻞ اﺟﺘﻤﺎﻋﯿﮫ وﺛﻘﺎﻓﯿﮫ ﻣﺜﻞ :اﻟﺘﺄﺛﺮ ﺑﺎﺳﺘﺨﺪام اﻟﻐﯿﺮ ،ﻣﺪح/اﻧﺘﻘﺎد اﻻﺧﺮﯾﻦ ﻋﻨﺪ اﻻﺳﺘﺨﺪام ،اﻟﺘﺮدد/اﻟﺘﺨﻮف ﻣﻦ
اﺳﺘﺨﺪام اﻟﺘﻘﻨﯿﮫ واﻟﺨﺪﻣﺎت اﻻﻟﻜﺘﺮوﻧﯿﺔ(
٩ـ ھﻞ ﺗﺮى ان وﺿﻊ ﻗﻮاﻧﯿﻦ ،ﺳﯿﺎﺳﺎت واﺣﻜﺎم ﻻﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﮫ ﯾﺆﺛﺮ ﻋﻠﻰ رﻏﺒﺔ اﻟﻤﺴﺘﺨﺪﻣﯿﻦ ﻓﻲ اﺳﺘﺨﺪاﻣﮭﺎ؟ ھﻞ
ﺳﻮف ﺗﻘﺮأ ھﺬه اﻟﺴﯿﺎﺳﺎت واﻻﺣﻜﺎم اذا ﻛﺎﻧﺖ ﻣﻮﺟﻮدة؟
١٠ـ ﻛﯿﻒ ﺗﺮى ﺗﺄﺛﯿﺮ اﻟﺨﺪﻣﺎت اﻟﻤﺴﺎﻧﺪه ﻋﻠﻰ رﻏﺒﺔ اﻟﻤﺴﺘﺨﺪﻣﯿﻦ ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ؟ )اﻟﺨﺪﻣﺎت اﻟﻤﺴﺎﻧﺪه ﻣﺜﻞ:
ﺧﺪﻣﺎت اﻟﺒﺮﯾﺪ اﻟﺴﻌﻮدي ﻟﺘﻮﺻﯿﻞ اﻟﻤﺴﺘﻨﺪات ،ﺧﺪﻣﺎت اﻟﺪﻓﻊ اﻻﻟﻜﺘﺮوﻧﻲ(
ھﻞ ﯾﻮﺟﺪ اﺿﺎﻓﺎت ﺗﻮد ان ﺗﻀﯿﻔﮭﺎ ﻋﻦ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ؟
)ﻻ(
١١ـ ﻣﺎھﻲ اﺳﺒﺎب ﻋﺪم اﺳﺘﺨﺪاﻣﻚ ﻟﻠﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ؟
١٢ـ ﺑﺮأﯾﻚ ،ﻣﺎذا ﯾﺠﺐ ان ﺗﻔﻌﻞ اﻟﻮزارات واﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ﻟﻜﻲ ﺗﺸﺠﻌﻚ ﻋﻠﻰ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت واﻟﺘﻌﺎﻣﻼت اﻻﻟﻜﺘﺮوﻧﯿﺔ؟
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Appendix E: Data collection documents for the government employees’ sample (English
and Arabic versions)

I am a PhD research student at the University of Sussex, Informatics Department and I am
conducting a study to investigate and analyse factors that influence users’ adoption and utilisation
of e-Government systems in Saudi Arabia. The research title is:
Key Factors Influencing the Adoption and Utilisation of E-Government systems in Saudi Arabia.
You are invited to take part in this research study because you are a governmental employee either
you are currently using e-Government systems in your job to process e-Transactions or not. Before
you decide whether or not to take part, it is important for you to understand why the research is
being done and what it will involve. Please take time to read the following information carefully.
E-Government means the utilisation of various Information and Communication Technologies
(ICTs) for facilitating the communications between government and beneficiaries (citizens,
business sector and between different governmental agencies); providing effective, efficient and
integrated e-Services; enhancing the relationship between the government and beneficiaries throw
multiple and flexible channels leading to more participation and engagement.
One of the most important elements of implementing E-Government systems is the interaction
between users and E-Government systems. This interaction element is considered the main method
that can measure the utilisation and success of E-Government systems. Therefore, this research will
investigate and analyse factors that can influence the adoption and utilisation of e-Government in
Saudi Arabia based on a framework that has been developed in this research for this purpose.
The study involves group of samples and this part of the study is targeting governmental employees
who their jobs have/have not involved the use of e- Government systems to deal with customers’
transactions. Your participation is highly appreciated and will contribute to the success of this
study which aims to understand the factors that influence the utilisation of e-Government systems
in Saudi Arabia.
Participation should not take more than 20 minutes of your time to complete a 66-item
questionnaire. The questionnaire designed for this study comprises several sections. The first
section contains general information questions while the second section collects information about
your proficiency in using computer and the Internet; also collect information about your eGovernment usage in processing customers’ transactions. The third section assesses your
agreement degree on statements related to factors that might affect your e-Government usage in
your job. The fourth section measures the importance degree of the existence of some properties
while using e-Government systems in your job. Returning the completed questionnaire implies
your consent to participate.
My research also involves short interviews (approximately 30-45 minutes) which will give me the
opportunity to know more about your opinion on implementing e-Government in Saudi Arabia and
the factors that may influence its utilisation. If you are interested to participate in the interview,
you can participate straightaway after completing the questionnaire or another time that is
convenient to you can be arranged. You will be asked to sign a consent form and you have the
option to participate in the questionnaire only or to participate in both the questionnaire and the
interview.
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Your participation is voluntary, it is up to you to decide whether to take part or not. If you decide to
take part you should keep this information sheet for your record. If you decide to take part you are
still free to withdraw at any time and without giving a reason. All data collected for this study will
be kept strictly confidential. All data will be anonymised and pseudonyms will be used in the
transcripts of the interviews to maintain the participants privacy. The results of this study will be
analysed and used in my research thesis. If you would like to have a copy of the results, contact me
at my email address presented below.
This research has been approved by the Sciences and Technology Cross-Schools Research Ethics
Committee (C-REC).
Contact point for further information:
Researcher: Saleh Alghamdi
E-mail: sa434@sussex.ac.uk
Phone: +44 7790008811
If you have any concern about the way in which the study has been conducted, you could contact
my supervisor and the ethics committee (C-REC):
Dr Natalia Beloff E-mail: N.Beloff@sussex.ac.uk Phone: +44 (0) 1273 678919 Department of
Informatics University of Sussex Falmer, Brighton BN1 9QJ
Ethics Committee (C-REC): crecscitec@sussex.ac.uk
Thank you for taking time to read the information sheet
Date:
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Please note that the term “customers’ transactions” refers to the governmental transactions related to
individuals or business sector.
First section: General information
Please answer the following questions by choosing the right answers that apply to you:
1. What is your age?
o 18 - 30
o 31 - 45

o
o

46 - 60
Over 60

2. What is your education level?
o Was not educated in school
o Secondary school or less
o Diploma
o Bachelor degree
o Master degree
o Doctorate or higher
3. Which of the following best describes the type of area your organisation is based in?
o Village
o Small city
o Large city
4. What is the nature of your governmental job?
o Management
o Data entering
o Customer service
o Import and export
o Financial accounting
o Other ……………………………………………………
5. Does your job involve making decision on customers’ transactions?
o Yes
o No
6. What is your monthly income that you gain from your organisation?
o Less than 5000 SR
o 5000 – 10000 SR
o 10001 – 15000 SR
o 15001 – 20000 SR
o 20001 – 25000 SR
o More than 25000 SR
Second section: Information about your proficiency in using computer and the Internet, also
about your e-Government usage in processing customers’ transactions.
Please answer the following questions by choosing the right answers that apply to you:
7. Describe your proficiency of using computer?
o Low
o Average
o Good
o Excellent
8. How usually do you use the Internet?
o Everyday
o Several days a week
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o Several days a month
o I do not use the Internet
9. Does your job currently involve any use of e-Government systems to process customers’
transactions?
o Yes
o No (move to questions 14)
10. How do you rate your experience of using e-Government systems in your job to process
customers’ transactions in general?
o Very satisfactory (move to question 12)
o Satisfactory to some extent
o Not satisfactory
11. What are the reasons for not fully satisfied with the use of e-Government systems in your
job? (You can choose more than one answer)
¨ The way of using e-Government in my job is not always clear
¨ It is difficult to use e-Government systems to process customers’ transactions
¨ The available technical infrastructure such as computers and network is not efficient
¨ Other ………………………………………………………….
12. Do you prefer to continue using e-Government systems in your job?
o Yes
o No
13. Has your organisation provided enough training courses or workshops to train
you/increase your awareness on using e-Government systems in your job?
o Yes
o No
14. Have you ever performed any online transactions in your daily life such as online
purchasing and online banking?
o Yes
o No (move to the third section)
15. Will the previous experience of performing online transactions in your daily life affect
your willingness to use e-Government systems in your job?
o Yes, positively
o Yes, negatively
o No, it will not affect
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Third section: Information related to factors that may influence your e-Government usage in your job
to process customers’ transactions.
Please indicate your opinion about the following statements by circling the number which best represent
your choice.
1= Strongly agree
2= Agree
3= I do not know or neutral
4= Disagree
5= Strongly disagree
16. Statements about your willingness to use e-Government systems in
your job
a. I intend to use e-Government systems in my work to process customers’
transactions
b.
c.

d.

Strongly
disagree

1

2 3 4

5

I do not mind to deal with customers electronically with regards their
government transactions

1

2 3 4

5

I do not mind to deal with my colleagues, my managers and other
employees electronically

1

2 3 4

5

1

2 3 4

5

I prefer using e-Government systems to process customers’ transactions
more than using paper-based method

17. Statements about the e-Readiness of e-Government systems to
process customers’ transactions
a.

I think the current infrastructure in Saudi Arabia is not efficient to
provide reliable e-Government services to customers

b.

c.

Strongly
agree

Strongly
agree

Strongly
disagree

1

2 3 4

5

The current potential in my organisation (including the used
technologies, fund and qualified personnel) are not enough to
implement e-Government system successfully

1

2 3 4

5

I feel that the organisation that I work for is not currently able to
provide electronic services to customers as required

1

2 3 4

5

18. Statement about the expected benefits from using e-Government
systems in your job

Strongly
agree

Strongly
disagree

a.

Using e-Government systems would enable me to process customers’
transactions quicker than traditional ways (paper-based).

1

2 3 4

5

b.

I believe that using e-Government systems in jobs will increase the
commitment of the employees in work

1

2 3 4

5

c.

I think using e-Government systems in my job will enhance my
productivity in processing customers’ transactions

1

2 3 4

5

d.

Electronic dealing between government agencies will speed up the
processing of customers' transactions

1

2 3 4

5
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19. Statements about the influence of social and cultural aspects on
using e-Government in your job
a.

Using e-Government systems in my job would make me feel that I am
more sophisticated
Using e-Government systems in my job will enhance other’s perceptions
about me (my colleagues, my family and my friends)

Strongly
agree

Strongly
disagree

1

2 3 4

5

1

2 3 4

5

I will be eager to use e-Government systems in my job if my colleagues
are using them.

1

2 3 4

5

I believe that using e-Government systems to process customers’
transactions will increase the employees’ self-monitoring

1

2 3 4

5

I prefer dealing with customers face to face more than dealing with
them electronically through e-Government systems.

1

2 3 4

5

I believe that implementing e-Government systems will reduce job
opportunities in the public sector.

1

2 3 4

5

g.

Transforming to e-Government systems in the public sector makes me
feel that I will lose my job one day.

1

2 3 4

5

h.

Processing transactions using e-Government systems and computers
would make my job boring.

1

2 3 4

5

i.

Using e-Government systems will reduce my job privileges such as
making a decision on customers’ transactions

1

2 3 4

5

j.

I feel that using e-Government systems to process customers’
transactions will put me under pressure since my performance can be
viewed and monitored.

1

2 3 4

5

b.
c.
d.
e.
f.

20. Statements about the awareness of using e-Government systems in
governmental jobs to process customers’ transactions
a.

I feel that I have a good knowledge about benefits and advantages of
using e-Government in my job.

I believe that low level of the employees’ awareness about eGovernment potentials will reduce their willingness to use it in their
jobs
c. Not providing enough training on how to use e-Government systems
would reduce the employees’ willingness to use such systems in their
jobs
21. Statements about the quality aspects of using e-Government
systems to process customers’ transactions.

Strongly
agree

Strongly
disagree

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

b.

a.

I feel that e-Government system in my organisation is high quality

b.

c.

Strongly
agree

Strongly
disagree

1

2 3 4

5

Using e-Government systems would enhance my performance quality in
processing customers’ transactions

1

2 3 4

5

I think that using e-Government systems would prevent job mistakes
that might occur with traditional paper work.

1

2 3 4

5
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d.

I think that the Saudi post mail services are fast and reliable for
correspondence with customers regarding to their e-Transactions

1

2 3 4

5

e.

I think SADAD system is sufficient and effective to be used with
costumers’ payment for their transactions

1

2 3 4

5

f.

I will be happy if customers can evaluate my job performance when
processing their Transactions

1

2 3 4

5

g.

Electronic access between related government agencies would enhance
the performance and speed of processing customers’ transactions

1

2 3 4

5

h.

The emergence of alert/confirmation messages when using eGovernment systems in my work is important for me.

1

2 3 4

5

i.

The existence of technical failure while using e-Government systems in
my work would reduce my willingness to use such systems

1

2 3 4

5

22. Statements about the simplicity of using e-Government systems in
your job to process customers’ transactions

Strongly
agree

Strongly
disagree

a.

I feel that using e-Government systems to process customers’
transactions is easier than using paper-based method.

1

2 3 4

5

b.

Providing help desk that is dedicated to help employees with processing
e-Transactions and using e-Government is important for me.

1

2 3 4

5

c.

Providing electronic manual about steps and procedures of processing
e-Transactions would make my work on e-Government easier.

1

2 3 4

5

d.

I believe that providing illustrative examples of the e-Transactions
requirements would facilitate their processing.

1

2 3 4

5

e.

I believe that providing efficient accessibility tools including computers
and network would positively affect on the employees’ adoption and
willingness to use e-Government.

1

2 3 4

5

The interface design and layout of e-Government internal portals would
significantly affect my willingness to use such systems.

1

2 3 4

5

f.

23. Statements about the reliability aspects in using e-Government
systems in your job to process customers’ transactions

Strongly
agree

Strongly
disagree

a.

I believe that the Internet is not safe to provide e-Government services
to customers through it

1

2 3 4

5

b.

I think e-Government systems can be trusted to be used to process
customers’ transactions successfully

1

2 3 4

5

I believe that using e-Government systems in my job can be trusted to
reserve my employment rights (such as storing my performance safely)

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

c.
d.
e.

I feel that using e-Government systems in my work can invade my job
privacy
I feel that using e-Government systems in my work would contribute in
reserving my employment rights since all the activities can be logged
and regulated.
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f.
g.

I think that applying clear regulations and policies of using eGovernment systems in work would enhance the employees’ adoption
and willingness to use such systems.
Applying high standards of information security and information
privacy policies is important for me when using e-Government systems
in my work.

1

2 3 4

5

1

2 3 4

5

If you have any additional information related to the Saudi e-Government systems and the factors
that influence your usage as employee please write it here
……………………………………………………………………………………………………………………………………………………
……………………………………………………………………………………………………………………………………………………
……
Please provide your contact details if you are interested to participate in the interview (30-45
minutes) at different time so I can arrange a suitable time/place for you to take part.
……………………………………………………………………………………………………………………..……………………………
…..

Thank you very much again for your time and your participation
Saleh Alghamdi
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Interview Guide for employees:

1. Does your job involve the use of e-Government systems?
2. Could you please explain your opinion in implementing e-Government systems in
public sector to provide and process e-Services and e-Transactions?
3. In your opinion, what are the advantages and benefits of using e-Government systems
in processing customers’ transactions and completing job tasks?
4. Do you think that using e-Government systems have disadvantages and negative effect
on the employees’ work and performance?
5. In your opinion, what are the barriers and shortcomings of implementing eGovernment systems in Saudi Arabia?
6. Could you please explain briefly the influence of the following factors on the
employees’ use of e-Government systems?
(Age, gender, education level, employee’s salary, the location of the organisation that
the employee works for, the employee’s trust on electronic systems, awareness
campaigns, training courses, ease of use e-Government systems, technical quality of
the tools and electronic systems)
7. In your opinion, what are the factors and reasons that would encourage/increase the
employees’ willingness to use e-Government systems in their job to process
customers’ transactions and complete their job’s tasks?
8. What are the factors and reasons that would discourage/decrease their willingness to
use e-Government systems in their job to process customers’ transactions and
complete their job’s tasks?
Is there anything you would like to add regarding to e-Government implementation,
adoption and use in the public sector?
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أﻧﺎ ﺑﺎﺣﺚ دﻛﺘﻮراه ﻓﻲ ﺟﺎﻣﻌﺔ ﺳﺎﺳﯿﻜﺲ ﺑﺎﻟﻤﻤﻠﻜﺔ اﻟﻤﺘﺤﺪة ،ﻗﺴﻢ اﻟﻤﻌﻠﻮﻣﺎﺗﯿﺔ وﺑﺤﺜﻲ ﯾﮭﺘﻢ ﺑﺪراﺳﺔ وﺗﺤﻠﯿﻞ اﻟﻌﻮاﻣﻞ اﻟﻤﺆﺛﺮة ﻋﻠﻰ ﺗﺒﻨﻲ وإﺳﺘﺨﺪام
اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ )ﺧﺪﻣﺎت وﺗﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ( ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ .ﻋﻨﻮان اﻟﺒﺤﺚ ھﻮ:
ﺗﺤﻠﯿﻞ اﻟﻌﻮاﻣﻞ اﻟﻤﺆﺛﺮة ﻋﻠﻰ ﺗﺒﻨﻲ وإﺳﺘﺨﺪام أﻧﻈﻤﺔ وﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ
أﻧﺖ ﻣﺪﻋﻮ ﻟﻠﻤﺸﺎرﻛﺔ ﻓﻲ ھﺬه اﻹﺳﺘﺒﺎﻧﺔ اﻟﺘﻲ ﺗﺴﺘﮭﺪف اﻟﻤﻮظﻔﯿﻦ اﻟﺤﻜﻮﻣﯿﯿﻦ ﺑﻐﺾ اﻟﻨﻈﺮ إذا ﻛﺎن ﻋﻤﻠﻚ اﻟﺤﺎﻟﻲ ﯾﺘﻀﻤﻦ إﺳﺘﺨﺪام أﻧﻈﻤﺔ
وﻣﻌﺎﻣﻼت إﻟﻜﺘﺮوﻧﯿﺔ أم ﻻ .أود ﻓﻲ اﻟﺒﺪاﯾﺔ ﺗﻮﺿﯿﺢ اﻟﮭﺪف ﻣﻦ اﻟﺒﺤﺚ وﻣﺎذا ﺳﺘﺘﻀﻤﻦ اﻟﻤﺸﺎرﻛﺔ ﻓﯿﮫ .اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺗﻌﻨﻲ إﺳﺘﺨﺪام و
ﺗﻮظﯿﻒ ﺗﻘﻨﯿﺎت اﻹﺗﺼﺎﻻت واﻟﻤﻌﻠﻮﻣﺎت ﻟﺘﺴﮭﯿﻞ اﻟﺘﻮاﺻﻞ واﻟﺘﻌﺎﻣﻞ ﺑﯿﻦ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ واﻟﻤﺴﺘﻔﯿﺪﯾﻦ )ﻣﻮاطﻨﯿﻦ ،ﻗﻄﺎع اﻷﻋﻤﺎل أو ﺟﮭﺎت
ﺣﻜﻮﻣﯿﺔ أﺧﺮى( وذﻟﻚ ﺑﺘﻘﺪﯾﻢ ﺧﺪﻣﺎت وﺗﻌﺎﻣﻼت إﻟﻜﺘﺮوﻧﯿﺔ ﻣﺘﻜﺎﻣﻠﺔ ذات ﻓﻌﺎﻟﯿﺔ وﻛﻔﺎءة ﻋﺎﻟﯿﺔ ﻣﻤﺎ ﯾﺴﺎھﻢ ﻓﻲ ﺗﻌﺰﯾﺰ اﻟﺘﻮاﺻﻞ واﻟﻤﺸﺎرﻛﺔ ﻣﻦ
ﺧﻼل ﻗﻨﻮات ﻣﺘﻌﺪدة وﻣﺮﻧﺔ.
أﺣﺪ أھﻢ اﻟﻌﻨﺎﺻﺮ ﻓﻲ ﺗﻄﺒﯿﻖ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ھﻮ ﻋﻨﺼﺮ اﻟﺘﻔﺎﻋﻞ ﺑﯿﻦ اﻟﻤﺴﺘﺨﺪﻣﯿﻦ وأﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ .ھﺬا اﻟﺘﻔﺎﻋﻞ ﯾﻌﺘﺒﺮ ﻣﻦ
أھﻢ اﻟﻌﻨﺎﺻﺮ ﻟﻘﯿﺎس ﻣﺪى ﺗﻘﺒﻞ وإﺳﺘﺨﺪام أﻧﻈﻤﺔ وﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ وﻣﺪى ﻧﺠﺎﺣﮭﺎ .ﻟﺬﻟﻚ ،ھﺬا اﻟﺒﺤﺚ ﯾﺪرس وﯾﺤﻠﻞ اﻟﻌﻮاﻣﻞ اﻟﺘﻲ
ﺗﺆﺛﺮ ﻋﻠﻰ ﺗﺒﻨﻲ ،ﺗﻘﺒﻞ وإﺳﺘﺨﺪام ﺧﺪﻣﺎت وﺗﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ ﺑﻨﺎءاً ﻋﻠﻰ ﻣﻨﮭﺠﯿﺔ طﻮرت ﻓﻲ ھﺬا
اﻟﺒﺤﺚ ﻟﮭﺬا اﻟﻐﺮض .ھﺬا اﻟﺒﺤﺚ ﯾﺴﺘﮭﺪف ﻣﺠﻤﻮﻋﺔ ﻣﺨﺘﻠﻔﺔ ﻣﻦ اﻟﻤﺴﺘﺨﺪﻣﯿﻦ وھﺬه اﻹﺳﺘﺒﺎﻧﺔ ﺗﺨﺺ وﺗﺴﺘﮭﺪف اﻟﻤﻮظﻔﯿﻦ اﻟﺤﻜﻮﻣﯿﯿﻦ ﻓﻲ
اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ اﻟﺬﯾﻦ ﯾﺘﻌﺎﻣﻠﻮن ﻣﻊ ﻣﻌﺎﻣﻼت اﻟﻤﺮاﺟﻌﯿﻦ واﻟﻌﻤﻼء .أﻗﺪر ﺗﻤﺎﻣﺎ ً ﻣﺸﺎرﻛﺘﻚ ﻓﻲ اﻟﺪراﺳﺔ واﻟﺘﻲ ﺳﺘﺴﺎھﻢ ﻓﻲ ﻧﺠﺎح ھﺬا
اﻟﺒﺤﺚ اﻟﺬي ﯾﮭﺪف إﻟﻰ ﺗﺤﺴﯿﻦ وﺗﻄﻮﯾﺮ ﺗﻄﺒﯿﻖ أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺑﻤﺎ ﯾﺘﻨﺎﺳﺐ ﻣﻊ ﻣﺘﻄﻠﺒﺎت اﻟﻤﺴﺘﺨﺪﻣﯿﻦ.
اﻟﻤﺸﺎرﻛﺔ ﻓﻲ ھﺬه اﻟﺪراﺳﺔ ﺗﺴﺘﻐﺮق ﺗﻘﺮﯾﺒﺎ ً  ٢٠دﻗﯿﻘﺔ ﻟﻺﺟﺎﺑﺔ ﻋﻠﻰ اﻹﺳﺘﺒﺎﻧﮫ اﻟﺘﻲ ﺗﺤﺘﻮي ﻋﻠﻰ  ٦٦ﺳﺆال .اﻹﺳﺘﺒﺎﻧﮫ ﺗﺤﺘﻮي ﻋﻠﻰ ﻋﺪة أﺟﺰاء
وھﻲ ﻛﺎﻟﺘﺎﻟﻲ :اﻟﺠﺰء اﻷول ﯾﺸﻤﻞ أﺳﺌﻠﺔ ﻋﺎﻣﺔ ﺑﯿﻨﻤﺎ اﻟﺠﺰء اﻟﺜﺎﻧﻲ ﯾﺸﻤﻞ أﺳﺌﻠﺔ ﻋﻦ ﻣﮭﺎراﺗﻚ ﻓﻲ إﺳﺘﺨﺪام اﻟﻜﻤﺒﯿﻮﺗﺮ واﻹﻧﺘﺮﻧﺖ وﻛﺬﻟﻚ أﺳﺌﻠﺔ
ﻋﻦ إﺳﺘﺨﺪاﻣﻚ ﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﯿﻤﺎ ﯾﺘﻌﻠﻖ ﺑﺈﻧﺠﺎز ﻣﻌﺎﻣﻼت اﻟﻌﻤﻼء .اﻟﺠﺰء اﻟﺜﺎﻟﺚ ﯾﻘﯿﻢ ﻣﺪى ﺗﺄﺛﯿﺮ ﻋﺪد ﻣﻦ اﻟﻌﻮاﻣﻞ ﻋﻠﻰ
إﺳﺘﺨﺪاﻣﻚ ﻟﻸﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﻋﻤﻠﻚ .اﻟﺠﺰء اﻟﺮاﺑﻊ ﯾﻘﯿﺲ أھﻤﯿﺔ ﺗﻄﺒﯿﻖ ﺑﻌﺾ اﻟﺨﯿﺎرات ﻓﻲ اﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ.
إﺟﺎﺑﺘﻚ ﻋﻠﻰ ھﺬه اﻹﺳﺘﺒﺎﻧﮫ وﺗﺴﻠﯿﻤﮭﺎ ﻟﻠﺒﺎﺣﺚ ﺗﻌﻨﻲ ﻣﻮاﻓﻘﺘﻚ ﻋﻠﻰ اﻟﻤﺸﺎرﻛﺔ.
اﻟﺒﺤﺚ أﯾﻀﺎ ً ﯾﺸﺘﻤﻞ ﻋﻠﻰ ﻣﻘﺎﺑﻼت ﺷﺨﺼﯿﺔ ﻗﺼﯿﺮة )ﺗﻘﺮﯾﺒﺎ ً  ٣٠ـ  ٤٥دﻗﯿﻘﺔ( واﻟﺘﻲ ﺳﻮف ﺗﻌﻄﻲ اﻟﻔﺮﺻﺔ ﻟﻤﻌﺮﻓﺔ اﻟﻤﺰﯾﺪ ﻋﻦ آراﺋﻚ ﻓﻲ ﺗﻄﺒﯿﻖ
أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﺴﻌﻮدﯾﺔ واﻟﻌﻮاﻣﻞ اﻟﻤﺆﺛﺮة ﻋﻠﻰ إﺳﺘﺨﺪاﻣﮭﺎ .إذا ﻛﻨﺖ ﻣﮭﺘﻢ ﺑﺎﻟﻤﺸﺎرﻛﺔ ﻓﻲ اﻟﻤﻘﺎﺑﻠﺔ ،ﯾﻤﻜﻨﻚ اﻟﻤﺸﺎرﻛﺔ ﺑﻌﺪ
إﻛﻤﺎل اﻹﺳﺘﺒﺎﻧﺔ ﻣﺒﺎﺷﺮة أو ﯾﻤﻜﻦ ﺗﺮﺗﯿﺐ وﻗﺖ آﺧﺮ ﻣﻨﺎﺳﺐ ﻟﻠﻤﻘﺎﺑﻠﺔ .ﺳﻮف ﯾﺘﻢ طﻠﺐ ﺗﻮﻗﯿﻌﻚ ﻋﻠﻰ ﻧﻤﻮذج اﻟﻤﺸﺎرﻛﺔ ﻓﻲ ﺣﺎل ﻗﺒﻠﺖ ﻛﻤﺎ أﻧﮫ
ﯾﻤﻜﻨﻚ اﻟﻤﺸﺎرﻛﺔ ﻓﻲ اﻹﺳﺘﺒﺎﻧﺔ ﻓﻘﻂ أو اﻟﻤﺸﺎرﻛﺔ ﻓﻲ اﻹﺳﺘﺒﺎﻧﺔ واﻟﻤﻘﺎﺑﻠﺔ ﻣﻌﺎ ً.
ﻣﺸﺎرﻛﺘﻚ ﺗﻌﺘﺒﺮ ﺗﻄﻮﻋﯿﺔ ﻣﻤﺎ ﯾﻌﻨﻲ أن اﻟﺨﯿﺎر ﻟﻚ ﻓﻲ اﻟﻤﺸﺎرﻛﺔ ﻣﻦ ﻋﺪﻣﮭﺎ .أرﺟﻮ اﻹﺣﺘﻔﺎظ ﺑﻮرﻗﺔ اﻟﻤﻌﻠﻮﻣﺎت ھﺬه ﻓﻲ ﺣﺎﻟﺔ اﻟﺮﻏﺒﺔ ﺑﺎﻟﻤﺸﺎرﻛﺔ.
إذا ﻗﺮرت اﻟﻤﺸﺎرﻛﺔ ﻓﻲ اﻟﺪراﺳﺔ ،ﯾﻤﻜﻨﻚ اﻹﻧﺴﺤﺎب ﻓﻲ أي وﻗﺖ وﺑﺪون إﻋﻄﺎء أﺳﺒﺎب .ﺟﻤﯿﻊ اﻟﺒﯿﺎﻧﺎت واﻟﻤﻌﻠﻮﻣﺎت اﻟﺘﻲ ﺳﯿﺘﻢ ﺟﻤﻌﮭﺎ ﺳﻮف
ﯾﺘﻢ ﺣﻔﻈﮭﺎ ﺑﺴﺮﯾﺔ ﺗﺎﻣﺔ .ﺳﻮف ﯾﺘﻢ إﺧﻔﺎء وﺗﺮﻣﯿﺰ أي ﻣﻌﻠﻮﻣﺎت ﯾﻤﻜﻦ ﻣﻦ ﺧﻼﻟﮭﺎ ﺗﺤﺪﯾﺪ ھﻮﯾﺔ اﻟﻤﺸﺎرك ﻟﻠﺤﻔﺎظ ﻋﻠﻰ ﺧﺼﻮﺻﯿﺔ اﻟﻤﺸﺎرﻛﯿﻦ.
ﺳﻮف ﯾﺘﻢ ﺗﺤﻠﯿﻞ ﻧﺘﺎﺋﺞ ھﺬه اﻟﺪراﺳﺔ وإﺳﺘﺨﺪاﻣﮭﺎ ﻷﻏﺮاض اﻟﺒﺤﺚ ﻓﻘﻂ .إذا أردت ﻣﻨﺎﻗﺸﺔ ﻧﺘﺎﺋﺞ ھﺬه اﻟﺪراﺳﺔ ،ﻻ ﺗﺘﺮدد ﻓﻲ اﻟﺘﻮاﺻﻞ ﻣﻌﻲ.
ﺗﻤﺖ اﻟﻤﻮاﻓﻘﺔ ﻋﻠﻰ إﺟﺮاء ھﺬه اﻟﺪراﺳﺔ ﻣﻦ ﻗﺒﻞ ﻟﺠﻨﺔ أﺧﻼﻗﯿﺎت ﺑﺤﻮث اﻟﻌﻠﻮم واﻟﺘﻘﻨﯿﺔ ) (C_RECﺑﺠﺎﻣﻌﺔ ﺳﺎﺳﯿﻜﺲ.
وﺳﺎﺋﻞ اﻟﺘﻮاﺻﻞ ﻣﻊ اﻟﺒﺎﺣﺚ:
ﺻﺎﻟﺢ اﻟﻐﺎﻣﺪي ،اﻟﺒﺮﯾﺪ اﻹﻟﻜﺘﺮوﻧﻲ ،x.ac.uksa434@susse :رﻗﻢ اﻟﮭﺎﺗﻒ00447790008811 :
إذا ﻛﺎن ﻟﺪﯾﻚ أي إﺳﺘﻔﺴﺎرات ﻋﻦ اﻟﻄﺮﯾﻘﺔ اﻟﺘﻲ ﺗﻤﺖ ﺧﻼﻟﮭﺎ ھﺬه اﻟﺪراﺳﺔ ،ﯾﺮﺟﻰ اﻟﺘﻮاﺻﻞ ﻣﻊ اﻟﻤﺸﺮف اﻷﻛﺎدﯾﻤﻲ أو ﻟﺠﻨﺔ أﺧﻼﻗﯿﺎت ﺑﺤﻮث
اﻟﻌﻠﻮم واﻟﺘﻘﻨﯿﺔ ):(C_REC
اﻟﺪﻛﺘﻮرة ﻧﺎﺗﺎﻟﯿﺎ ﺑﯿﻠﻮف ،اﻟﺒﺮﯾﺪ اﻹﻟﻜﺘﺮوﻧﻲ ,N.Beloff@sussex.ac.uk :ھﺎﺗﻒ00441273678919 :
ﻗﺴﻢ اﻟﻤﻌﻠﻮﻣﺎﺗﯿﺔ ،ﺟﺎﻣﻌﺔ ﺳﺎﺳﯿﻜﺲ ،ﻓﺎﻟﻤﯿﺮ ،ﺑﺮاﯾﺘﻮن BN1 9QJ
ﻟﺠﻨﺔ أﺧﻼﻗﯿﺎت ﺑﺤﻮث اﻟﻌﻠﻮم واﻟﺘﻘﻨﯿﺔ )crecscitec@sussex.ac.uk :(C_REC
ﺷﻜﺮاً ﺟﺰﯾﻼً
اﻟﺘﺎرﯾﺦ:
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ارﺟﻮ اﻟﻤﻼﺣﻈﺔ أن ﻛﻠﻤﺔ )ﻣﻌﺎﻣﻼت اﻟﻌﻤﻼء( ﻓﻲ ﺟﻤﯿﻊ اﻻﺳﺌﻠﺔ اﻟﺘﺎﻟﯿﺔ ﯾﻘﺼﺪ ﺑﮭﺎ اﻟﻤﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ ﺳﻮاءاً اﻟﺘﻲ ﺗﺨﺺ اﻟﻤﻮاطﻨﯿﻦ أو
ﻗﻄﺎع اﻷﻋﻤﺎل
اﻟﺠﺰء اﻷول – ﻣﻌﻠﻮﻣﺎت ﻋﺎﻣﺔ
أرﺟﻮ اﺧﺘﯿﺎر اﻹﺟﺎﺑﺔ اﻟﻤﻨﺎﺳﺒﺔ ﻟﻸﺳﺌﻠﺔ اﻟﺘﺎﻟﯿﺔ:
.1

اﻟﻌﻤﺮ:
o
o

.2

30 – 18
60 – 46

o
o

45 – 31
أﻛﺜﺮ ﻣﻦ 60

اﻟﻤﺆھﻞ اﻟﻌﻠﻤﻲ:
 oﻟﻢ ﯾﺘﻢ اﻟﺘﻌﻠﻢ ﻓﻲ اﻟﻤﺪارس

o

ﺛﺎﻧﻮي أو أﻗﻞ

o

دﺑﻠﻮم

ﺑﻜﺎﻟﻮرﯾﻮس

o

ﻣﺎﺟﺴﺘﯿﺮ

o

دﻛﺘﻮراه

o
.3

وﺻﻒ اﻟﻤﻨﻄﻘﺔ اﻟﺘﻲ ﯾﻮﺟﺪ ﺑﮭﺎ ﻣﻘﺮ ﻋﻤﻠﻚ:
 oﻗﺮﯾﺔ
ﻣﺎھﻮ ﻣﺠﺎل ﻋﻤﻠﻚ:
 oادارة
 oادﺧﺎل ﺑﯿﺎﻧﺎت
 oﺧﺪﻣﺔ ﻋﻤﻼء
 oﻣﺮاﺳﻞ
 oﻣﺤﺎﺳﺒﺔ وﻣﺎﻟﯿﺔ
 oاﺧﺮى ....................................................................

.5

ھﻞ ﻣﮭﺎم ﻋﻤﻠﻚ ﺗﺘﻀﻤﻦ اﺗﺨﺎذ ﻗﺮار ﻓﻲ ﻗﺒﻮل او رﻓﺾ أي ﻣﻌﺎﻣﻠﺔ ﺣﻜﻮﻣﯿﺔ؟
 (iﻧﻌﻢ
 (iiﻻ

.6

ﻛﻢ ھﻮ راﺗﺒﻚ اﻟﺸﮭﺮي اﻟﺬي ﺗﺘﻘﺎﺿﺎه ﻣﻦ اﻟﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ اﻟﺘﻲ ﺗﻌﻤﻞ ﺑﮭﺎ؟
 oاﻗﻞ ﻣﻦ  5000﷼ ﺳﻌﻮدي
 oﻣﻦ  5000اﻟﻰ  10000﷼ ﺳﻌﻮدي
 oﻣﻦ  10001اﻟﻰ  15000﷼ ﺳﻌﻮدي
 oﻣﻦ  15001اﻟﻰ  20000﷼ ﺳﻌﻮدي
 oﻣﻦ  20001اﻟﻰ  25000﷼ ﺳﻌﻮدي
 oاﻛﺜﺮ ﻣﻦ  25000﷼ ﺳﻌﻮدي

o

.4

ﻣﺪﯾﻨﺔ ﺻﻐﯿﺮه

o

ﻣﺪﯾﻨﺔ ﻛﺒﯿﺮه )رﺋﯿﺴﯿﺔ(

اﻟﺠﺰء اﻟﺜﺎﻧﻲ – ﻣﻌﻠﻮﻣﺎت ﻋﻦ ﻣﻌﺮﻓﺘﻚ ﻟﻠﺤﺎﺳﺐ اﻵﻟﻲ واﺳﺘﺨﺪاﻣﻚ ﻟﻼﻧﺘﺮﻧﺖ و اﻻﻧﻈﻤﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﺠﺎز ﻣﻌﺎﻣﻼت اﻟﻌﻤﻼء
أرﺟﻮ اﺧﺘﯿﺎر اﻹﺟﺎﺑﺔ اﻟﻤﻨﺎﺳﺒﺔ ﻟﻸﺳﺌﻠﺔ اﻟﺘﺎﻟﯿﺔ :
.7

ﻛﯿﻒ ﺗﻘﯿﻢ ﻣﺴﺘﻮى ﻣﻌﺮﻓﺘﻚ ﻻﺳﺘﺨﺪام اﻟﺤﺎﺳﺐ اﻵﻟﻲ )اﻟﻜﻤﺒﯿﻮﺗﺮ( ﺑﺸﻜﻞ ﻋﺎم؟
 oﺿﻌﯿﻔﺔ
 oﻣﺘﻮﺳﻄﺔ
 oﺟﯿﺪة
 oﻣﻤﺘﺎزة
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.8

ﻛﻢ ھﻮ ﻋﺪد ﻣﺮات اﺳﺘﺨﺪاﻣﻚ ﻟﻼﻧﺘﺮﻧﺖ؟
 oﻻ اﺳﺘﺨﺪم اﻻﻧﺘﺮﻧﺖ
 oﻛﻞ ﯾﻮم
 oﻋﺪة ﻣﺮات ﻓﻲ اﻻﺳﺒﻮع
 oﻋﺪة ﻣﺮات ﻓﻲ اﻟﺸﮭﺮ
 oﻋﺪة ﻣﺮات ﻓﻲ اﻟﺴﻨﺔ

.9

ھﻞ ﻣﮭﺎم ﻋﻤﻠﻚ ﺣﺎﻟﯿﺎ ً ﺗﺘﻀﻤﻦ أي اﺳﺘﺨﺪام ﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﺠﺎز ﻣﻌﺎﻣﻼت اﻟﻌﻤﻼء؟
 oﻧﻌﻢ
 oﻻ)اﻧﺘﻘﻞ اﻟﻰ ﺳﺆال (14

 .10ﻛﯿﻒ ﺗﻘﯿﻢ ﺑﺸﻜﻞ ﻋﺎم ﺗﺠﺮﺑﺘﻚ ﻻﺳﺘﺨﺪام اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت؟
 oﻣﺮﺿﯿﺔ ﺟﺪاً )اﻧﺘﻘﻞ اﻟﻰ ﺳﺆال (12
 oﻣﺮﺿﯿﺔ اﻟﻰ ﺣﺪ ﻣﺎ
 oﻏﯿﺮ ﻣﺮﺿﯿﺔ

 .11ﻣﺎھﻲ أﺳﺒﺎب ﻋﺪم رﺿﺎك اﻟﺘﺎم ﻋﻦ ﺗﺠﺮﺑﺘﻚ ﻓﻲ اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت؟ )ﯾﻤﻜﻦ اﺧﺘﯿﺎر اﻛﺜﺮ ﻣﻦ
اﺟﺎﺑﺔ(
طﺮﯾﻘﺔ اﺳﺘﺨﺪاﻣﮭﺎ ﻓﻲ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت ﻏﯿﺮ واﺿﺤﺔ ﺗﻤﺎﻣﺎ ً
ﺻﻌﻮﺑﺔ اﺳﺘﺨﺪاﻣﮭﺎ ﻓﻲ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت
اﺟﮭﺰة اﻟﺤﺎﺳﺐ اﻻﻟﻲ اﻟﻤﺘﺎﺣﺔ ﻏﯿﺮ ﻣﻨﺎﺳﺒﺔ
اﺳﺒﺎب اﺧﺮى .........................................................
 .12ھﻞ ﺗﻔﻀﻞ اﻻﺳﺘﻤﺮار ﻓﻲ اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت؟
 oﻧﻌﻢ
 oﻻ

 .13ھﻞ اﻟﺠﮭﮫ اﻟﺘﻲ ﺗﻌﻤﻞ ﺑﮭﺎ ﻗﺪﻣﺖ دورات ﺗﺪرﯾﺒﯿﺔ وورش ﻋﻤﻞ ﻛﺎﻓﯿﺔ ﻻﺳﺘﺨﺪام اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﻋﻤﻠﻚ؟
 oﻧﻌﻢ
 oﻻ
 .14ھﻞ ﺳﺒﻖ وأن ﻗﻤﺖ ﺑﻌﻤﻠﯿﺎت اﻟﻜﺘﺮوﻧﯿﺔ ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ )ﻣﺜﻞ اﻟﺸﺮاء ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ او اﻟﺨﺪﻣﺎت اﻟﻤﺼﺮﻓﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ .....اﻟﺦ(؟
 oﻧﻌﻢ
 oﻻ )اﻧﺘﻘﻞ اﻟﻰ اﻟﺠﺰء اﻟﺜﺎﻟﺚ(

 .15ھﻞ ﺳﺘﺆﺛﺮ ﺗﺠﺮﺑﺘﻚ ﺑﺎﻟﻘﯿﺎم ﺑﻌﻤﻠﯿﺎت اﻟﻜﺘﺮوﻧﯿﺔ ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ ﻋﻠﻰ رﻏﺒﺘﻚ ﻓﻲ اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﻋﻤﻠﻚ؟
 oﻧﻌﻢ ,اﯾﺠﺎﺑﺎ ً
 oﻧﻌﻢ ,ﺳﻠﺒﺎ ً
 oﻻ ,ﻟﻦ ﺗﺆﺛﺮ
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اﻟﺠﺰء اﻟﺜﺎﻟﺚ – ﻣﻌﻠﻮﻣﺎت ﺗﺘﻌﻠﻖ ﺑﺎﻟﻌﻮاﻣﻞ اﻟﺘﻲ ﻗﺪ ﺗﺆﺛﺮ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﻚ ﻟﻼﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ إﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت.
ﺑﺎﺳﺘﺨﺪام اﻟﻤﻘﯿﺎس اﻟﺘﺎﻟﻲ ﻣﻦ  5 – 1أرﺟﻮ وﺿﻊ داﺋﺮة ﺣﻮل اﻟﺮﻗﻢ اﻟﺬي ﯾﻌﺒﺮ ﻋﻦ ﻣﺪى ﻣﻮاﻓﻘﺘﻚ ﻋﻠﻰ اﻟﻌﺒﺎرات اﻟﺘﺎﻟﯿﺔ .ﻓﻲ اﺟﺎﺑﺎﺗﻚ ارﺟﻮ
ﻣﻘﺎرﻧﺔ اﺳﺘﺨﺪام اﻷﻧﻈﻤﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻟﻠﻘﯿﺎم ﺑﺈﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت ﻣﻊ اﻟﻄﺮق اﻟﺘﻘﻠﯿﺪﯾﺔ ﻣﺜﻞ اﻟﺘﻌﺎﻣﻞ اﻟﻮرﻗﻲ.
 = 1أواﻓﻖ ﺑﺸﺪه
 = 2أواﻓﻖ
 = 3ﻻ أﻋﻠﻢ أو ﻣﺤﺎﯾﺪ
 = 4ﻻ أواﻓﻖ
 = 5ﻻ أواﻓﻖ ﺑﺸﺪة

 .16اﻟﺮﻏﺒﺔ ﻓﻲ اﺳﺘﺨﺪام أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت

ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه
1

2

3

4

5

2

3

4

5

3

4

5

3

4

5

أ-

ﻟﺪي اﻟﺮﻏﺒﺔ ﻓﻲ إﺳﺘﺨﺪام اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ إﻧﮭﺎء ﻣﻌﺎﻣﻼت اﻟﻌﻤﻼء

ب-

ﻻ أﻣﺎﻧﻊ ﻓﻲ اﻟﺘﻌﺎﻣﻞ ﻣﻊ اﻟﻤﺮاﺟﻌﯿﻦ ﻣﻦ اﻓﺮاد وﻗﻄﺎع ﺧﺎص اﻟﻜﺘﺮوﻧﯿﺎ ً ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ ﻓﯿﻤﺎ
ﯾﺨﺺ ﻣﻌﺎﻣﻼﺗﮭﻢ

1

ت-

ﻻ اﻣﺎﻧﻊ ﻓﻲ اﻟﺘﻌﺎﻣﻞ ﻣﻊ اﻟﻤﻮظﻔﯿﻦ واﻟﻤﺪراء ﻓﻲ ﺟﮭﺔ ﻋﻤﻠﻲ اﻟﻜﺘﺮوﻧﯿﺎ ً

1

2

ث-

اﻓﻀﻞ اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻻﻧﺠﺎز ﻣﻌﺎﻣﻼت اﻟﻌﻤﻼء اﻛﺜﺮ ﻣﻦ
اﺳﺘﺨﺪام اﻟﻄﺮق اﻟﻮرﻗﯿﺔ اﻟﺘﻘﻠﯿﺪﯾﺔ

1

2

 .35ﻣﺪى ﺟﺎھﺰﯾﺔ أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻻﻧﮭﺎء ﻣﻌﺎﻣﻼت اﻟﻌﻤﻼء

ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه

أ-

اﻋﺘﻘﺪ أن اﻟﺒﻨﯿﺔ اﻟﺘﺤﺘﯿﺔ اﻟﺤﺎﻟﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ ﻟﯿﺴﺖ ﻛﺎﻓﯿﺔ ﻟﺘﻘﺪﯾﻢ ﺧﺪﻣﺎت
ﺣﻜﻮﻣﯿﺔ اﻟﻜﺘﺮوﻧﯿﺔ ﻣﻮﺛﻮﻗﺔ ﻟﻠﻌﻤﻼء ﻣﻦ اﻓﺮاد وﻗﻄﺎع اﻋﻤﺎل

1

2

3

4

5

ب-

اﺷﻌﺮ ﺑﺄن اﻟﺠﮭﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻟﺘﻲ اﻋﻤﻞ ﺑﮭﺎ ﻏﯿﺮ ﻗﺎدرة ﺣﺎﻟﯿﺎ ً ﻋﻠﻰ ﺗﻘﺪﯾﻢ ﺧﺪﻣﺎت اﻟﻜﺘﺮوﻧﯿﺔ
ﻟﻠﻌﻤﻼء ﺑﺎﻟﺸﻜﻞ اﻟﻤﻄﻠﻮب

1

2

3

4

5

ت-

اﻻﻣﻜﺎﻧﯿﺎت اﻟﺘﻘﻨﯿﺔ اﻟﻤﻮﺟﻮدة ﺣﺎﻟﯿﺎ ً ﻓﻲ ﺟﮭﺔ ﻋﻤﻠﻲ )ﻣﺜﻞ اﺟﮭﺰة اﻟﺤﺎﺳﺐ اﻻﻟﻲ,
اﻟﺴﯿﺮﻓﺮات,اﻻﻧﻈﻤﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ,ﻣﻮظﻔﯿﻦ ﺗﻘﻨﯿﺔ اﻟﻤﻌﻠﻮﻣﺎت ﻣﺆھﻠﯿﻦ( ﻏﯿﺮ ﻛﺎﻓﯿﺔ ﻟﺘﻄﺒﯿﻖ
اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺑﺸﻜﻞ ﻧﺎﺟﺢ

1

2

3

4

5

 .36اﻟﻔﻮاﺋﺪ اﻟﻤﺘﻮﻗﻌﺔ ﻣﻦ اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت

ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه

أ-

اﺳﺘﺨﺪام أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﯾﻤﻜﻨﻨﻲ ﻣﻦ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت ﺑﺸﻜﻞ أﺳﺮع ﻣﻦ اﻟﻄﺮق
اﻟﺘﻘﻠﯿﺪﯾﺔ اﻟﻮرﻗﯿﺔ

1

2

3

4

5

ب-

اﻋﺘﻘﺪ ان اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت ﺳﻮف ﯾﺰﯾﺪ ﻣﻦ
اﻟﺘﺰام اﻟﻤﻮظﻔﯿﻦ ﺑﺎﻟﻌﻤﻞ

1

2

3

4

5

ت-

اﻋﺘﻘﺪ ان اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت ﺳﻮف ﯾﺰﯾﺪ ﻣﻦ
اﻧﺘﺎﺟﯿﺘﻲ ﻓﻲ اﻟﻌﻤﻞ

1

2

3

4

5

ث-

اﻋﺘﻘﺪ ان اﻟﺘﻌﺎﻣﻞ اﻻﻟﻜﺘﺮوﻧﻲ ﺑﯿﻦ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ﺳﻮف ﯾﺰﯾﺪ ﻣﻦ ﺳﺮﻋﺔ اﻧﺠﺎز
اﻟﻤﻌﺎﻣﻼت

1

2

3

4

5
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 .37ﺗﺄﺛﯿﺮ اﻟﺠﻮاﻧﺐ اﻟﺜﻘﺎﻓﯿﺔ واﻻﺟﺘﻤﺎﻋﯿﺔ ﻋﻠﻰ اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻻﻧﮭﺎء
اﻟﻤﻌﺎﻣﻼت

ﻻ
أواﻓﻖ
ﺑﺸﺪة

أواﻓﻖ
ﺑﺸﺪة
1

2

3

4

5

2

3

4

5

3

4

5

4

5

5

أ-

اﺳﺘﺨﺪام اﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ إﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت ﺳﻮف ﯾﺸﻌﺮﻧﻲ ﺑﺎﻟﺘﻄﻮر

ب-

اﺳﺘﺨﺪام اﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﻣﮭﺎم ﻋﻤﻠﻲ ﺳﻮف ﯾﺤﺴﻦ ﻣﻦ ﻧﻈﺮة اﻻﺧﺮﯾﻦ
ﻟﻲ )اﻟﻤﻮظﻔﯿﻦ ,اﻻﻗﺎرب واﻻﺻﺪﻗﺎء(

1

ت-

اﺳﺘﺨﺪام زﻣﻼﺋﻲ ﻓﻲ اﻟﻌﻤﻞ ﻟﻼﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﺰﯾﺪ ﻣﻦ رﻏﺒﺘﻲ ﻓﻲ
اﺳﺘﺨﺪاﻣﮭﺎ ﻓﻲ ﻣﮭﺎم ﻋﻤﻠﻲ

1

2

ث-

اﻋﺘﻘﺪ ان ﺗﻄﺒﯿﻖ اﻻﻧﻈﻤﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ﺳﻮف ﯾﺰﯾﺪ ﻣﻦ اﻟﻤﺮاﻗﺒﺔ اﻟﺬاﺗﯿﺔ
ﻟﻠﻤﻮظﻔﯿﻦ

1

2

3

ج-

اﻓﻀﻞ اﻟﺘﻌﺎﻣﻞ ﻣﻊ اﻟﻌﻤﻼء وﺟﮭﺎ ً ﻟﻮﺟﮫ ﻻﻧﺠﺎز ﻣﻌﺎﻣﻼﺗﮭﻢ اﻛﺜﺮ ﻣﻦ اﻟﺘﻌﺎﻣﻞ ﻣﻌﮭﻢ و ﻣﻊ
ﻣﻌﺎﻣﻼﺗﮭﻢ ﻣﻦ ﺧﻼل اﻻﻧﻈﻤﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ

1

2

3

4

ح-

اﻋﺘﻘﺪ ان ﺗﻄﺒﯿﻖ اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﻘﻠﻞ ﻣﻦ اﻟﻔﺮص اﻟﻮظﯿﻔﯿﺔ ﻓﻲ اﻟﻘﻄﺎع
اﻟﺤﻜﻮﻣﻲ

1

2

3

4

5

خ-

اﻟﺘﺤﻮل اﻟﻰ اﻟﺘﻌﺎﻣﻞ اﻻﻟﻜﺘﺮوﻧﻲ ﻓﻲ اﻟﻤﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ ﯾﺸﻌﺮﻧﻲ ﺑﺎﻧﻨﻲ ﺳﻮف اﻓﻘﺪ
ﯾﻮم ﻣﺎ
وظﯿﻔﺘﻲ ﻓﻲ ٍ

1

2

3

4

5

د-

اﻧﺠﺎز ﻣﻌﺎﻣﻼت اﻟﻌﻤﻼء ﺑﺎﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ واﻟﺤﺎﺳﺐ اﻻﻟﻲ ﻓﻘﻂ اﻣﺮ ﻣﻤﻞ

1

2

3

4

5

ذ-

اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﻋﻤﻠﻲ ﺳﻮف ﯾﻘﻠﻞ ﻣﻦ اﻣﺘﯿﺎزاﺗﻲ اﻟﻮظﯿﻔﯿﺔ )ﻣﺜﻞ
اﺗﺨﺎذ اﻟﻘﺮار ﻓﻲ ﻣﻌﺎﻣﻠﺔ ﻣﻌﯿﻨﺔ(

1

2

3

4

5

ر-

إﻣﻜﺎﻧﯿﺔ اﺳﺘﻌﺮاض أداﺋﻲ اﻟﻮظﯿﻔﻲ ﻣﻦ ﻗﺒﻞ اﻟﻤﺴﺌﻮﻟﯿﻦ اﻟﻜﺘﺮوﻧﯿﺎ ً ﯾﻀﻌﻨﻲ ﺗﺤﺖ اﻟﻀﻐﻂ
اﻟﻨﻔﺴﻲ

1

2

3

4

5

 .38ﺟﻮاﻧﺐ اﻟﻤﻌﺮﻓﺔ اﻟﻤﺘﻌﻠﻘﺔ ﺑﺎﺳﺘﺨﺪام اﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻻﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت
أ-

اﻋﺘﻘﺪ أﻧﻲ أﻣﻠﻚ ﻣﻌﺮﻓﺔ ﺟﯿﺪة ﻋﻦ إﻣﻜﺎﻧﯿﺎت وﻣﻤﯿﺰات اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ
اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﻋﻤﻠﻲ

ﻻ
أواﻓﻖ
ﺑﺸﺪة

أواﻓﻖ
ﺑﺸﺪة
1

2

3

4

5

ب-

اﻋﺘﻘﺪ ان ﻋﺪم ﻧﺸﺮ اﻟﻮﻋﻲ ﺑﻤﻤﯿﺰات وﻓﻮاﺋﺪ ﺗﻄﺒﯿﻖ اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﻘﻠﻞ
ﻣﻦ رﻏﺒﺔ اﻟﻤﻮظﻔﯿﻦ ﻓﻲ اﺳﺘﺨﺪاﻣﮭﺎ ﻓﻲ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت

1

2

3

4

5

ت-

اﻋﺘﻘﺪ ان ﻋﺪم ﺗﻘﺪﯾﻢ دورات ﺗﺪرﯾﺒﯿﺔ ﻟﻠﻤﻮظﻔﯿﻦ ﻋﻠﻰ اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ
ﺳﻮف ﯾﻘﻠﻞ ﻣﻦ رﻏﺒﺘﮭﻢ ﻓﻲ اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت

1

2

3

4

5

 .39ﺟﻮاﻧﺐ ﻣﺘﻌﻠﻘﺔ ﺑﺠﻮدة اﻧﺠﺎز اﻟﻤﻌﺎﻣﻼت ﻋﻦ طﺮﯾﻖ اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ
أ-

اﺷﻌﺮ ﺑﺄن اﻷﻧﻈﻤﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻮﺟﻮدة ﻓﻲ ﺟﮭﺔ ﻋﻤﻠﻲ ذات ﺟﻮدة ﻋﺎﻟﯿﺔ

ب-

اﺳﺘﺨﺪام اﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﺤﺴﻦ ﻣﻦ ﺟﻮدة ﻋﻤﻠﻲ ﻓﻲ اﻧﺠﺎز اﻟﻤﻌﺎﻣﻼت

ﻻ
أواﻓﻖ
ﺑﺸﺪة

أواﻓﻖ
ﺑﺸﺪة
1

2

3

4

5

1

2

3

4

5
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ت-

ﺗﻄﺒﯿﻖ اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﻤﻨﻊ ﻣﻦ ﺣﺪوث اﺧﻄﺎء ﻓﻲ ﻣﮭﺎم اﻟﻌﻤﻞ واﻟﺘﻲ
ﯾﻤﻜﻦ ان ﺗﺤﺪث ﻓﻲ اﻟﺘﻌﺎﻣﻞ اﻟﻮرﻗﻲ

1

2

3

4

5

ث-

ﺧﺪﻣﺎت اﻟﺒﺮﯾﺪ اﻟﺴﻌﻮدي اﻟﺤﺎﻟﯿﺔ ﻣﻮﺛﻮﻗﺔ وﻛﺎﻓﯿﺔ ﻓﻲ ﺣﺎل ﺗﻢ اﺳﺘﺨﺪاﻣﮭﺎ ﻻرﺳﺎل واﺳﺘﻘﺒﺎل
اﻻوراق واﻟﻤﺴﺘﻨﺪات اﻟﺨﺎﺻﺔ ﺑﺎﻟﻤﻌﺎﻣﻼت اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻟﻠﻌﻤﻼء

1

2

3

4

5

ج-

اﻋﺘﻘﺪ أن ﻧﻈﺎم ﺳﺪاد ﻛﺎﻓﻲ ﻻﺳﺘﺨﺪاﻣﮫ ﻣﻦ ﻗﺒﻞ اﻟﻌﻤﻼء ﻓﻲ دﻓﻊ رﺳﻮم ﻣﻌﺎﻣﻼﺗﮭﻢ
اﻻﻟﻜﺘﺮوﻧﯿﺔ

1

2

3

4

5

ح-

وﺟﻮد أﺧﻄﺎء ﺗﻘﻨﯿﺔ ﻋﻨﺪ اﺳﺘﺨﺪاﻣﻲ ﻟﻼﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت
ﺳﻮف ﯾﻘﻠﻞ ﻣﻦ رﻏﺒﺘﻲ ﻓﻲ اﺳﺘﺨﺪام ﺗﻠﻚ اﻻﻧﻈﻤﺔ

1

2

3

4

5

خ-

ظﮭﻮر رﺳﺎﺋﻞ ﺗﻨﺒﯿﮫ/ﺗﺄﻛﯿﺪ ﻋﻨﺪ إﺳﺘﺨﺪام أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﻋﻤﻠﻲ أﻣﺮ ﻣﮭﻢ
ﺑﺎﻟﻨﺴﺒﺔ ﻟﻲ

1

2

3

4

5

د-

ﻻ اﻣﺎﻧﻊ ﻓﻲ اﻣﻜﺎﻧﯿﺔ ﺗﻘﯿﯿﻢ اداﺋﻲ اﻟﻮظﯿﻔﻲ وﺟﻮدة ﻋﻤﻠﻲ ﻣﻦ ﻗﺒﻞ اﻟﻌﻤﻼء اﻟﻜﺘﺮوﻧﯿﺎ ً

1

2

3

4

5

ذ-

ارﺗﺒﺎط اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻟﻜﺘﺮوﻧﯿﺎ ً ﺑﻌﻀﮭﺎ ﺑﺒﻌﺾ ﺳﻮف ﯾﺰﯾﺪ ﻣﻦ ﺟﻮدة وﺳﺮﻋﺔ اﻧﺠﺎز
اﻟﻤﻌﺎﻣﻼت

1

2

3

4

5

 .40ﺟﻮاﻧﺐ ﻣﺘﻌﻠﻘﺔ ﺑﺴﮭﻮﻟﺔ اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت
أ-

أﺷﻌﺮ ﺑﺄن اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﺠﺎز اﻟﻤﻌﺎﻣﻼت أﺳﮭﻞ ﻣﻦ إﺳﺘﺨﺪام
اﻟﻄﺮق اﻟﻮرﻗﯿﺔ
وﺟﻮد ﻗﺴﻢ ﻣﺘﺨﺼﺺ ﻟﻤﺴﺎﻋﺪة اﻟﻤﻮظﻔﯿﻦ ﻋﻨﺪ إﺳﺘﺨﺪام اﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ
إﻧﺠﺎز اﻟﻤﻌﺎﻣﻼت أﻣﺮ ﻣﮭﻢ ﺑﺎﻟﻨﺴﺒﺔ ﻟﻲ

ﻻ
أواﻓﻖ
ﺑﺸﺪة

أواﻓﻖ
ﺑﺸﺪة
1

2

3

4

5

1

2

3

4

5

ت-

وﺟﻮد ﺷﺮح ﻣﻔﺼﻞ ﻟﺨﻄﻮات واﺟﺮاءات اﻧﺠﺎز ﻣﻌﺎﻣﻼت اﻟﻌﻤﻼء اﻟﻜﺘﺮوﻧﯿﺎ ً ﺳﻮف ﯾﺠﻌﻞ
إﺳﺘﺨﺪاﻣﻲ ﻟﻸﻧﻈﻤﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ أﺳﮭﻞ

1

2

3

4

5

ث-

اﻋﺘﻘﺪ وﺟﻮد اﻣﺜﻠﺔ ﻣﻜﺘﻮﺑﺔ وﻣﺼﻮرة ﻟﻠﻤﺘﻄﻠﺒﺎت اﻟﻮاﺟﺐ ﺗﻮﻓﺮھﺎ ﻋﻨﺪ اﻧﺠﺎز ﻣﻌﺎﻣﻼت
اﻟﻌﻤﻼءﺳﻮف ﯾﺴﮭﻞ ﻋﻤﻠﯿﺔ إﻧﺠﺎزھﺎ

1

2

3

4

5

ج-

اﻋﺘﻘﺪ وﺟﻮد إﻣﻜﺎﻧﺎت وأدوات وﺻﻮل ﻓﻌﺎﻟﺔ )ﺗﺸﻤﻞ أﺟﮭﺰة ﻛﻤﺒﯿﻮﺗﺮ ﻣﺤﺪﺛﺔ وﺷﺒﻜﺎت ﻓﻌﺎﻟﺔ(
ﻓﻲ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ﺳﻮف ﺗﺆﺛﺮ إﯾﺠﺎﺑﺎ ً ﻋﻠﻰ رﻏﺒﺔ اﻟﻤﻮظﻔﯿﻦ ﻓﻲ إﺳﺘﺨﺪام اﻷﻧﻈﻤﺔ
اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ
ﺗﺼﻤﯿﻢ واﺟﮭﺎت وﺻﻔﺤﺎت اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﺆﺛﺮ ﺑﺸﻜﻞ ﻛﺒﯿﺮ ﻋﻠﻰ
رﻏﺒﺘﻲ ﻓﻲ اﺳﺘﺨﺪاﻣﮭﺎ ﻻﻧﺠﺎز اﻟﻤﻌﺎﻣﻼت

1

2

3

4

5

1

2

3

4

5

ب-

ح-

 .41ﺟﻮاﻧﺐ ﻣﺘﻌﻠﻘﺔ ﺑﺎﻟﺜﻘﺔ واﻣﻦ اﻟﻤﻌﻠﻮﻣﺎت ﻓﻲ اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻻﻧﮭﺎء
اﻟﻤﻌﺎﻣﻼت
أ-

اﻋﺘﻘﺪ أن اﻻﻧﺘﺮﻧﺖ ﻏﯿﺮ آﻣﻦ ﻟﺘﻘﺪﯾﻢ ﺧﺪﻣﺎت ﺣﻜﻮﻣﯿﺔ اﻟﻜﺘﺮوﻧﯿﺔ ﻟﻠﻌﻤﻼء

ب-

ﯾﻤﻜﻦ اﻟﻮﺛﻮق ﺑﺎﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﺠﺎز ﻣﻌﺎﻣﻼت اﻟﻌﻤﻼء ﺑﺸﻜﻞ ﻧﺎﺟﺢ

ت-

ﯾﻤﻜﻦ اﻟﻮﺛﻮق ﺑﺎﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﺣﻔﻆ ﺣﻘﻮﻗﻲ اﻟﻮظﯿﻔﯿﺔ )ﻣﺜﻞ ﺣﻔﻆ أداﺋﻲ
اﻟﻮظﯿﻔﻲ ﺑﺸﻜﻞ آﻣﻦ(

ث-

اﺷﻌﺮ ان اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻗﺪ ﯾﺘﺴﺒﺐ ﻓﻲ اﻧﺘﮭﺎك ﺧﺼﻮﺻﯿﺔ ﻋﻤﻠﻲ

ج-

أﺷﻌﺮ ان اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﻋﻤﻠﻲ ﺳﻮف ﯾﺴﺎھﻢ ﻓﻲ ﺗﻨﻈﯿﻢ ﺟﻤﯿﻊ
اﻷﻧﺸﻄﺔ وﺣﻔﻈﮭﺎ وﺑﺎﻟﺘﺎﻟﻲ ﯾﻀﻤﻦ ﺣﻘﻮﻗﻲ اﻟﻮظﯿﻔﯿﺔ

ﻻ
أواﻓﻖ
ﺑﺸﺪة

أواﻓﻖ
ﺑﺸﺪة
1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5

1

2

3

4

5
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ح-

اﻋﺘﻘﺪ ان ﺗﻄﺒﯿﻖ ﻗﻮاﻧﯿﻦ وﺗﺸﺮﯾﻌﺎت وﺳﯿﺎﺳﺎت واﺿﺤﺔ ﻹﺳﺘﺨﺪام اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ
اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﻌﻤﻞ ﺳﻮف ﯾﺰﯾﺪ ﻣﻦ رﻏﺒﺔ اﻟﻤﻮظﻔﯿﻦ ﻓﻲ إﺳﺘﺨﺪاﻣﮭﺎ

1

2

3

4

5

خ-

ﺗﻄﺒﯿﻖ ﻣﻌﺎﯾﯿﺮ ﻋﺎﻟﯿﺔ ﻟﺴﯿﺎﺳﺎت أﻣﻦ اﻟﻤﻌﻠﻮﻣﺎت وﺳﯿﺎﺳﺎت ﺣﻔﻆ اﻟﺨﺼﻮﺻﯿﺔ أﻣﺮ ﻣﮭﻢ
ﺑﺎﻟﻨﺴﺒﺔ ﻟﻲ ﻋﻨﺪ اﺳﺘﺨﺪام اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﻋﻤﻠﻲ

1

2

3

4

5

إذا ﻛﺎن ھﻨﺎك أي إﺿﺎﻓﺎت ﺑﺨﺼﻮص اﻟﻌﻮاﻣﻞ اﻟﺘﻲ ﻗﺪ ﺗﺆﺛﺮ ﻋﻠﻰ اﺳﺘﺨﺪام اﻟﻤﻮظﻔﯿﻦ ﻟﻼﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻻﻧﮭﺎء ﻣﻌﺎﻣﻼت اﻟﻌﻤﻼء
اﻟﺮﺟﺎء ذﻛﺮھﺎ ھﻨﺎ
.........................................................................................................................................................................
...................................................................................................................................................................

ﺑﺤﺜﻲ ھﺬا ﺳﻮف ﯾﺘﻀﻤﻦ أﯾﻀﺎ ً ﻣﻘﺎﺑﻼت ﺷﺨﺼﯿﺔ ﻗﺼﯿﺮة ﺗﺴﺘﻐﺮق ﺗﻘﺮﯾﺒﺎ ً ) ٣٠ـ  ٤٥دﻗﯿﻘﺔ( واﻟﺘﻲ ﺳﻮف ﺗﻌﻄﯿﻨﻲ اﻟﻔﺮﺻﺔ ﻓﻲ ﻣﻌﺮﻓﺔ اﻟﻤﺰﯾﺪ
ﻋﻦ رأﯾﻚ ﻓﻲ اﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ وﻛﺬﻟﻚ اﻟﻌﻮاﻣﻞ اﻟﺘﻲ ﺗﺆﺛﺮ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﻚ ﻟﮭﺎ ﻓﻲ إﻧﮭﺎء ﻣﮭﺎم اﻟﻌﻤﻞ
وﻣﻌﺎﻣﻼت اﻟﻌﻤﻼء ,أرﺟﻮ ﻛﺘﺎﺑﺔ ﺑﺮﯾﺪك اﻹﻟﻜﺘﺮوﻧﻲ أو رﻗﻢ ھﺎﺗﻔﻚ إذا رﻏﺒﺖ ﻣﺸﻜﻮراً ﻓﻲ اﻟﻤﺸﺎرﻛﺔ واﻟﻤﺴﺎھﻤﺔ ﻓﻲ ﻧﺠﺎح اﻟﺪراﺳﺔ ﻟﻜﻲ أﺗﻤﻜﻦ
ﻣﻦ اﻟﺘﻮاﺻﻞ ﻣﻌﻚ وﺗﻨﺴﯿﻖ اﻟﻤﻘﺎﺑﻠﺔ .............................................................................................................................

أﻛﺮر ﺷﻜﺮي ﻋﻠﻰ ﺗﻌﺎوﻧﻚ وﻣﺸﺎرﻛﺘﻚ ﻓﻲ ھﺬا اﻻﺳﺘﺒﯿﺎن
ﺻﺎﻟﺢ اﻟﻐﺎﻣﺪي
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أﺟﻨﺪة اﻟﻤﻘﺎﺑﻠﺔ )اﻟﻤﻮظﻔﯿﻦ اﻟﺤﻜﻮﻣﯿﯿﻦ(

١ـ ھﻞ ﻣﮭﺎم ﻋﻤﻠﻚ ﻓﻲ اﻧﺠﺎز اﻟﻤﻌﺎﻣﻼت ﺗﺘﻀﻤﻦ اﻟﺘﻌﺎﻣﻞ ﻣﻊ اﻻﻧﻈﻤﮫ اﻟﺤﻜﻮﻣﯿﮫ اﻻﻟﻜﺘﺮوﻧﯿﮫ؟
٢ـ ﻣﺎ رأﯾﻚ ﻓﻲ ﺗﻄﺒﯿﻖ اﻻﻧﻈﻤﮫ اﻻﻟﻜﺘﺮوﻧﯿﮫ ﻓﻲ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﮫ ﻻﻧﺠﺎز ﻣﻌﺎﻣﻼت وﺗﻘﺪﯾﻢ ﺧﺪﻣﺎت ﻟﻠﻤﺴﺘﻔﯿﺪﯾﻦ؟
٣ـ ﻣﻦ وﺟﮭﺔ ﻧﻈﺮك ،ﻣﺎھﻲ اﻟﻔﻮاﺋﺪ واﻟﻤﻤﯿﺰات اﻟﺘﻲ ﺗﻌﻮد ﻋﻠﻰ ﻋﻤﻞ اﻟﻤﻮظﻒ ﻋﻨﺪ اﺳﺘﺨﺪام اﻻﻧﻈﻤﮫ اﻻﻟﻜﺘﺮوﻧﯿﮫ ﻓﻲ اﻧﺠﺎز اﻟﻤﻌﺎﻣﻼت؟
٤ـ ھﻞ ﺗﺮى ان اﺳﺘﺨﺪام اﻻﻧﻈﻤﮫ اﻟﺤﻜﻮﻣﯿﮫ اﻻﻟﻜﺘﺮوﻧﯿﮫ ﻟﮫ ﻣﻀﺎر او ﻋﯿﻮب ﻋﻠﻰ اداء وﻋﻤﻞ اﻟﻤﻮظﻒ؟
٥ـ ﻣﻦ وﺟﮭﮫ ﻧﻈﺮك ،ﻣﺎھﻲ اﻟﻌﻮاﺋﻖ ﻓﻲ ﺗﻄﺒﯿﻖ اﻻﻧﻈﻤﮫ اﻻﻟﻜﺘﺮوﻧﯿﮫ ﻟﺘﻘﺪﯾﻢ ﺧﺪﻣﺎت واﻧﺠﺎز ﻣﻌﺎﻣﻼت ﺣﻜﻮﻣﯿﮫ؟
٦ـ ﻣﻦ ﻓﻀﻠﻚ اﺷﺮح ﺑﺎﺧﺘﺼﺎر اﻟﻰ اي ﻣﺪى ﺗﺮى ان اﻟﻌﻮاﻣﻞ اﻟﺘﺎﻟﯿﺔ ﻗﺪ ﺗﺆﺛﺮ ﻋﻠﻰ اﺳﺘﺨﺪام اﻟﻤﻮظﻔﯿﻦ ﻟﻼﻧﻈﻤﮫ اﻻﻟﻜﺘﺮوﻧﯿﮫ ﻓﻲ اﻧﺠﺎز
اﻟﻤﻌﺎﻣﻼت:
•
•
•
•
•
•

ﺗﺄﺛﯿﺮ ﻋﻤﺮ اﻟﻤﻮظﻒ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮫ
ﺗﺂﺛﯿﺮ ﺟﻨﺲ اﻟﻤﻮظﻒ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮫ
ﺗﺄﺛﯿﺮ ﻣﺴﺘﻮى ﺗﻌﻠﯿﻢ اﻟﻤﻮظﻒ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮫ
ﺗﺄﺛﯿﺮ اﻟﻤﻮﻗﻊ اﻟﺠﻐﺮاﻓﻲ ﻟﻤﻘﺮ اﻟﻌﻤﻞ
ﺗﺄﺛﯿﺮ دﺧﻞ اﻟﻤﻮظﻒ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮫ
ﺗﺄﺛﯿﺮ ﺛﻘﺔ اﻟﻤﻮظﻒ ﺑﺎﻻﻧﻈﻤﮫ اﻻﻟﻜﺘﺮوﻧﯿﮫ

ﻋﻮاﻣﻞ اﺧﺮى:
•
•
•
•
•

ﺗﺄﺛﯿﺮ اﻟﺘﻮﻋﯿﺔ ﺑﻔﻮاﺋﺪ وﻣﻤﯿﺰات اﺳﺘﺨﺪام اﻻﻧﻈﻤﮫ اﻻﻟﻜﺘﺮوﻧﯿﮫ ﻓﻲ اﻟﻌﻤﻞ
ﺗﺄﺛﯿﺮ اﻟﺪورات اﻟﺘﺪرﯾﺒﯿﮫ ﻋﻠﻰ اﺳﺘﺨﺪام اﻻﻧﻈﻤﮫ اﻻﻟﻜﺘﺮوﻧﯿﮫ ﻓﻲ اﻟﻌﻤﻞ
ﺗﺄﺛﯿﺮ ﺳﮭﻮﻟﺔ اﺳﺘﺨﺪام اﻻﻧﻈﻤﮫ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﻌﻤﻞ
ﺗﺄﺛﯿﺮ اﻟﺠﻮدة اﻟﺘﻘﻨﯿﮫ ﻟﻼﻧﻈﻤﮫ اﻟﺤﻜﻮﻣﯿﮫ اﻻﻟﻜﺘﺮوﻧﯿﮫ
ﺗﺄﺛﯿﺮ ﺗﻮﻓﯿﺮ ﺣﻮاﺳﯿﺐ واﺟﮭﺰه ﺣﺪﯾﺜﮫ وﻣﺘﻄﻮره

٧ـ ﻓﻲ رأﯾﻚ ،ﻣﺎھﻲ اﻻﺳﺒﺎب واﻟﻌﻮاﻣﻞ اﻟﺘﻲ ﺗﺸﺠﻊ او ﺗﺰﯾﺪ ﻣﻦ رﻏﺒﺔ اﻟﻤﻮظﻔﯿﻦ ﻓﻲ اﺳﺘﺨﺪام اﻻﻧﻈﻤﮫ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻻﻧﺠﺎز اﻟﻤﻌﺎﻣﻼت واﻧﮭﺎء
ﻣﮭﺎم اﻟﻌﻤﻞ؟
٨ـ وﻣﺎھﻲ اﻻﺳﺒﺎب واﻟﻌﻮاﻣﻞ اﻟﺘﻲ ﻗﺪ ﺗﻤﻨﻊ او ﺗﻘﻠﻞ ﻣﻦ رﻏﺒﺘﮭﻢ ﻓﻲ اﺳﺘﺨﺪاﻣﮭﺎ؟
ھﻞ ﯾﻮﺟﺪ اﺿﺎﻓﺎت ﺗﻮد ان ﺗﻀﯿﻔﮭﺎ ﻋﻦ ﺗﻄﺒﯿﻖ اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ؟
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Appendix F: Data collection documents for the business sector’s sample (English and
Arabic versions)

I am a PhD research student at the University of Sussex, Informatics Department and I am
conducting a study to investigate and analyse factors that affect users’ adoption and utilisation of
online services and transactions provided by e-Government systems in Saudi Arabia. The research
title is:
Key Factors Influencing the Adoption and Utilisation of E-Government systems in Saudi Arabia.
You are invited to take part in this research study because you are a business owner or a business
representative in Saudi Arabia either you are currently using e-Government systems to perform
transactions for your business or not. Before you decide whether or not to take part, it is important
for you to understand why the research is being done and what it will involve. Please take time to
read the following information carefully.
E-Government means the utilisation of various Information and Communication Technologies
(ICTs) for facilitating the communications between government and beneficiaries (citizens,
business sector and between different governmental agencies); providing effective, efficient and
integrated e-Services; enhancing the relationship between the government and beneficiaries throw
multiple and flexible channels leading to more participation and engagement. These are some
examples of e-Services that are provided/can be provided through e- Government system for
business sector 24 hours/7days:
•
•
•
•

Apply online for business permission certificate, commercial registrations and other
governmental documents that are required from business sector.
View and apply for governmental tenders.
View and track all governmental transactions that you have performed for your business
with different government agencies.
Apply and track all transactions that are related to workers.

One of the most important elements of implementing E-Government systems is the interaction
between users and E-Government systems. This interaction element is considered the main method
that can measure the utilisation and success of E-Government systems. Therefore, this research will
investigate and analyse factors that can influence the adoption and utilisation of e-Government in
Saudi Arabia based on a framework that has been developed for this purpose.
The study involves group of samples and this part of the study is targeting the users from business
sector who have/have not used e-Government services for their business. Your participation is
highly appreciated and will contribute to the success of this study which aims to understand the
factors that influence the utilisation of e-Government systems in Saudi Arabia.
Participation should not take more than 30 minutes of your time to complete a 99-item
questionnaire. The questionnaire designed for this study consists of five sections. The first section
contains general information questions while the second section collects information about your
proficiency in using computer and the Internet; also collect information about your e-Government
usage for your business transactions. The third section collects information about your preferences
when obtaining governmental services for your business. The fourth section assesses your
agreement degree on statements related to factors that might affect your e-Government usage for
your business transactions. The fifth section measures the importance of implementing some
properties in e- Government services that are provided for business sector. Returning the
completed questionnaire implies your consent to participate.
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My research also involves short interviews (approximately 30-45 minutes) which will give me the
opportunity to know more about your opinion on implementing e-Government in Saudi Arabia and
the factors that may influence its utilisation by business sector. If you are interested to participate
in the interview, you can participate straightaway after completing the questionnaire or another
time that is convenient to you can be arranged. You will be asked to sign a consent form and you
have the option to participate in the questionnaire only or to participate in both the questionnaire
and the interview.
Your participation is voluntary, it is up to you to decide whether to take part or not. If you decide to
take part you should keep this information sheet for your record. If you decide to take part you are
still free to withdraw at any time and without giving a reason. All data collected for this study will
be kept strictly confidential. All data will be anonymised and pseudonyms will be used in the
transcripts of the interviews to maintain the participants’ privacy. The results of this study will be
analysed and used in my research thesis. If you would like to have a copy of the results, contact me
at my email address presented below.
This research has been approved by the Sciences and Technology Cross-Schools Research Ethics
Committee (C-REC).
Contact point for further information:
Researcher: Saleh Alghamdi
E-mail: sa434@sussex.ac.uk
Phone: +44 7790008811
If you have any concern about the way in which the study has been conducted, you could contact
my supervisor and the ethics committee (C-REC):
Dr Natalia Beloff E-mail: N.Beloff@sussex.ac.uk Phone: +44 (0) 1273 678919 Department of
Informatics University of Sussex Falmer, Brighton BN1 9QJ
Ethics Committee (C-REC): crecscitec@sussex.ac.uk
Thank you for taking time to read the information sheet
Date:
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Please note that the terms “my business” and “your business” in any question refer to the intended
business itself regardless of whether the participant is the business owner or the business
representative (employee).
First section: General information
Please answer the following questions by choosing the right answers that apply to you:
1. Please indicate your gender:
o Male

o

Female

2. What is your age?
o 18 - 30
o 31 - 45

o
o

46 - 60
Over 60

3. What is your nationality?
o Saudi

o

Non-Saudi

4. What is your education level?
o Was not educated in school
o Secondary school or less
o Diploma
o Bachelor degree
o Master degree
o Doctorate or higher
5. Which of the following best describes the type of area your business is based in?
o Village
o Small city
o Large city
6. How long has your business been established?
o 0 – 5 years
o 6 – 10 years
o 11 – 20 years
o Over 20 years
7. How many employees are there in your business?
o 0 – 10 employees
o 11 – 50 employees
o 51 – 250 employees
o Moe than 250 employees
8. Describe your relationship to the business?
o Owner
o Representative
o Employee
9. How much approximately is the annual net profit of your business in Saudi Riyal?
o 0 – 60000
o 61000 – 120000
o 121000 – 180000
o 181000 – 240000
o More than 240000
o I do not know
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10. Which of the following best describes your business field?
o Constructing and building
o Restaurants
o Food supply and grocery
o Cars trade (sale or lease)
o Communication
o Health and medical supply
o Other ……………………………………….
Second section: Information about your Internet and e-Government usage
Please answer the following questions by choosing the right answers that apply to you:
11. Describe your proficiency of using computer?
o Low
o Average
o Good
o Excellent
12. How usually do you use the Internet?
o Everyday
o Several days a week
o Several days a month
o Never use the Internet (move to the third section)
13. Have you ever used Saudi e-Government systems to perform your business transactions
(such as applying online for business permission certificate, commercial registrations
…etc.)?
o Yes (move to question 15)
o No
14. What are the reasons that prevent you from using e-Government for your business
transactions? (You can choose more than one answer, then move to question 18)
¨ I do not have computer
¨ I do not have Internet
¨ E-Government services that are provided to business sector is difficult to use
¨ I do not trust e-Government to perform my business’s transactions
¨ The governmental transactions that I need for my business are not available through eGovernment
¨ Other ………………………………………………………………………………………..
15. How do you rate your experience of using e-Government for your business transactions
in general?
o Very satisfactory (move to question 17)
o Satisfactory to some extent
o Not satisfactory
16. What are the reasons for not fully satisfied with the e-Services provided for your
business? (You can choose more than one answer)
¨ The requirements of the intended e-Services were not clear
¨ I did not get the expected results
¨ The difficulty of using e-Government services that are provided to business sector
¨ Other ………………………………………………………….
17. How the previous experience of using e-Government for your business transactions will
affect your future usage?
o Will encourage me to perform more e-Transactions for my business
o Will make me hesitant to perform e-Transactions for my business again
o Will not affect my future usage

418

18. Have you ever performed any non-governmental online transactions for your business
(such as online purchasing for your business, online banking for your business account
….etc.)?
o Yes
o No (move to the third section)
19. Will the previous experience of performing non-governmental online transactions affect
your willingness to use e-Government for your business transactions?
o Yes, positively
o Yes, negatively
o No, it will not affect my e-Government usage for my business transactions
Third section: Information about your preferences when obtaining governmental services for
your business.
Please answer the following questions by ticking the right boxes that apply to you.

20. What are the methods that you use to get information about government transactions that you
need for your business such as the agency opening hours, the agency branches, requirements
and procedures that your business need to comply with ….. etc.

A. Call the intended agency by phone

I usually
use it
¨

I sometimes
use it
¨

I never
use it
¨

B.

Ask somebody who has previously dealt with the indented
agency

¨

¨

¨

C.

Find the information from the agency’s websites

¨

¨

¨

D. Search on the Internet

¨

¨

¨

E.

Visit the intended agency and ask them

¨

¨

¨

F.

Other ……………………………………………………………………………………………………………………………………..

21. What are the methods that you prefer to use to perform governmental transactions for your
business?

A. Online through e-Government systems
B.
C.

Physically by visiting the agencies

Strongly
preferred
¨
¨

Preferred to
some extent
¨
¨

Not
preferred
¨
¨

Authorising service offices to perform the
¨
¨
¨
transactions
D. Authorising somebody else to perform the
¨
¨
¨
transactions
E. Other ……………………………………………………………………………………………………………………………………
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22. What are the advertising methods that can affect your willingness to use e-Government for your
business transactions?
Very
influential
A. Advertisements on social media

¨

Influential
to some
extent
¨

B.

Advertisements on governmental
agencies’ websites
C. Advertisements in newspapers
and magazines
D. Advertisements in public areas

¨

¨

¨

¨

¨

¨

¨

¨

¨

¨

¨

¨

¨

¨

¨

E.

¨

¨

¨

¨

¨

¨

¨

¨

¨

¨

F.

Advertisements through emails
and text messages
Advertisements on TV and radio
channels

I do
not
know
¨

Uninfluenti
al to some
extent
¨

Very
uninfluential
¨

23. What are the methods that you prefer to use (if available) to seek help when you face problems
while using e-Government for your business transactions?

A. Call customer service by phone

Strongly
preferred
¨

Preferred to
some extent
¨

Not
preferred
¨

B.

Use online chat with the agency representative

¨

¨

¨

C.

Send emails to the agency

¨

¨

¨

¨

¨

¨

D. Search on the Internet
E.
F.
G.

Seek help from somebody who has previously used the
¨
¨
¨
same transaction
Try to find solution from Frequently Asked Questions
¨
¨
¨
(FAQ)
Other ……………………………………………………………………………………………………………………………………
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Fourth section: Information related to factors that influence your e-Government usage for your
business transactions.
Please indicate your opinion about the following statements by circling the number which best
represent your choice.
1= Strongly agree
2= Agree
3= I do not know or neutral
4= Disagree
5= Strongly disagree
24. Statements about your willingness to use e-Government systems for
your business transactions
a. I intend to use e-Government services and transaction for all my business
transactions (where available)
b. I prefer to connect my business electronically with government agencies
through e-Government systems

Strongly
agree

25. Statements about the e-Readiness of e-Government services that are
provided to business sector
a. I think that the current Saudi e-Government infrastructure is inefficient to
provide successful e-Services for business sector.

Strongly
agree

b.

I feel that the governmental organisations are not able to implement eServices for business sector successfully as required.

26. Statement about the expected benefits from using e-Government for
your business transactions

Strongly
disagree

1

2 3 4

5

1

2 3 4

5

Strongly
disagree

1

2 3 4

5

1

2 3 4

5

Strongly
agree

Strongly
disagree

a.

Using e-Government would enable me to perform my business
transactions quicker than traditional ways.

1

2 3 4

5

b.

Using e-Government systems to perform my business transactions would
save time, cost and effort.

1

2 3 4

5

c.

I believe that using e-Government system for my business would
minimize legal and regulatory violations that might occur from my
business.
Using e-Government system will help my business to comply with all
governmental procedures and requirements that are required from
business firms.
I believe that using e-Government would ensure equality in Transactions
processing amongst business firms.

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

d.
e.
f.
g.

I believe that e-Government would increase investment opportunities in
business sector such as online systems for procurement and maintenance
tendering.
I believe that using e-Government systems would reduce procedures that
might delay my business transactions such as documents ratification
from different agencies.
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27. Statements about the influence of social and cultural aspects
a.
b.
c.
d.
e.

I feel that dealing between business sector and government should be
real and tangible (which means paper-based dealing).

c.

Strongly
disagree

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

I feel that e-Government is monitoring systems for business sector more
than services systems.

1

2 3 4

5

The use of e-Government services by other business firms/colleagues
would encourage me to use them for my business transactions.

1

2 3 4

5

I believe that e-Government systems would reduce the influence of
interpersonal network (WASTA) when processing business firms’
transactions.
Using e-Government services would reduce negative influence of some
uncooperative employees on processing business firms’ transactions.

28. Statements about the awareness of e-Government services provided
to business sector.
a. I feel that I have a good knowledge about what benefits, features and
services that Saudi e-Government can offer for business sector.
b.

Strongly
agree

Offering workshops and visual presentations about e-Government
services provided to business sector will encourage me to attend and find
out more.
I am satisfied with the current awareness campaigns and advertising
about e-Government potentials and services provided to business sector.

29. Statements about the quality aspects of e-Government services
provided to business sector.

Strongly
agree

Strongly
disagree

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

Strongly
agree

Strongly
disagree

a.

I feel that e-Government services provided to business sector are of high
quality.

1

2 3 4

5

b.

I think that the use of e-Government services will contribute to increase
the quality of my business commercial activities.

1

2 3 4

5

c.

I think that the current Saudi post mail services are fast and reliable to be
used for correspondence with government agencies when using eGovernment services.
I think SADAD system is efficient and sufficient to be used for businesses’
e-Transactions fees payment.

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

d.
e.

The existence of technical errors (such as links not working or under
construct pages) while using e-Government services for business sector
transactions will reduce my willingness to use such e-Services.

30. Statements about the simplicity of using e-Government for business
sector transactions.
a.

I believe that e-Government services provided to business sector are easy
to use.

Strongly
agree
1

Strongly
disagree
2 3 4

5
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b.

I feel that using e-Government for my business transactions requires a lot
of concentrate and effort.

c.

The interfaces design and layout of e-Government websites would
influence my willingness to use e-Government for my business
transactions.
If I found that using e-Government for my business transactions is
difficult and complex, I would hesitate to use it again.

d.
e.

I think that the existence of authorised offices to help users from business
sector with e-Government services use and correspondence is a good
idea.

31. Statements about the reliability aspects in e-Government services
provided to business sector.
a. I feel that the Internet is not safe to be used to perform government eTransactions for my business.

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

Strongly
agree

Strongly
disagree

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

1

2 3 4

5

I think that my business data that is stored in e-Government systems can
be used by other parties without my permission.

1

2 3 4

5

g.

I prefer to keep hard copies of my business transactions more than saving
them electronically.

1

2 3 4

5

h.

I think that the government agencies in Saudi Arabia can be trusted to
provide e-Services to business sector in a secure manner.

1

2 3 4

5

1

2 3 4

5

b.

I feel that e-Government is a safe environment that enables me to
perform e-Transactions for my business securely.

c.

I would hesitate to provide sensitive information about my business
through e-Government systems such as profits, expenses and investments
information.
I feel that my business data that is stored in e-Government systems can be
misused.
I feel that dealing with government electronically online could cause
invasion of my business privacy.

d.
e.
f.

i.

Classifying the e-Services that are provided to business sector based on
how much information the business entity would provide to eGovernment systems is a good idea (i.e. the e-Services are provided
depending on the amount of information provided).
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Fifth section: Measuring the importance of implementing some properties in e-Government
services provided to business sector.
Please determine to what extent the following properties are important when providing eGovernment services to business sector by ticking the appropriate boxes.
32. The importance of providing the following information in eServices websites that are provided to business sector.
a.

Detailed steps on how to perform e-Transactions for my business
electronically.

b.
c.

Text and image examples of the e-Transactions’ requirements.
Detailed electronic version of the regulatory procedures and
requirements that business entities need to comply with.

d.

Explanation of how your business transactions will be processed.

e.

The expected time to complete your business transactions.

f.

The last update time of the e-Service website.

g.

The last update time of the procedures and requirements that are
related to business sector transactions.

h.

Information security policies.

i.
j.

Information privacy policies.
Regulations and laws that are related to reserve the rights of the
users from business sector and government agencies.

33. The importance of implementing the following features in eServices systems that are provided to business sector.
a.

The ability to track the status of my business transactions online.

b.

The ability to view the history of all government transactions that
have been performed for my business.

c.

The ability to appeal online in case any of my business
transactions has been rejected.

d.

A full access to my business data with a full control of its
presence in e-Government systems.

e.

The existence of official mobile applications dedicated to users
from business sector to interact with e-Government services.

f.

Providing customer care services dedicated to serve business
sector with e-Government transactions.

g.

The ability to access to e-Government systems to perform my
business transactions any time (24 hours/ 7 days).

h.

The ability to rate the quality and performance of e-Services and
e-Transactions provided to business sector.

i.

Communicating with me (by emails or text messages) regarding
to the status of my business transactions.

Degree of importance
Very
high

Very
high

High

Middle

Low

Degree of importance
High

Middle

Low

Very
low

Very
low
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If you have any additional information related to the Saudi e-Government services provided to
business sector and the factors that influence its utilization from business sector, please write it
here
……………………………………………………………………………………………………………………………………………………
……………………………………………………………………………………………………………………………………………………
……

Please provide your contact details if you are interested to participate in the interview (30-45
minutes) at different time so I can arrange a suitable time/place for you to take part.
…………………………………………………………………………………………………………………………………………………..

Thank you very much again for your time and your participation
Saleh Alghamdi
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Interview Guide for users from business sector:
1. Have you ever performed any governmental e-Services/e-Transactions for your
business entity?
If yes,
2. What are they and what do you think of them generally?
3. Do you feel that using e-Government for your business entity transactions is better
than preforming them in the traditional ways? Why?
4. Have you ever needed to visit government agencies in person when you use eGovernment services? Why?
5. Please describe the most prominent experience of performing e-Services/eTransactions related to your business entity? What are the issue you faced?
6. Could you please indicate to what extent the following factors would impact the
acceptance and willingness to use in the business sector?
Personal factors (age, gender, education level)
Other factors (your business location, your business income, employees number in your
business, your business activities, your business age)
7. In your opinion, what are the factors that would encourage users from business
sector to use e-Government services for their business transactions?
8. What are the factors that prevent users from business sector from using eGovernment services or reduce their willingness to use such e-Services for their
business transactions?
9. Could you please explain to what extent that your previous experience of using eServices for your business would influence your willingness to use them again?
10. Do you think that e-Government systems are reliable and trustworthy to perform the
business sector e-Transactions (with regards to information security, information
privacy, the ability to process the e-Transactions successfully)?
11. What do you think of the awareness and advertising campaigns about e-Government
services provided to the business sector?
12. Do you think that providing/applying laws, policies and conditions for using eGovernment services would influence the adoption and use of users from the business
sector?
Is there anything you would like to add?
If no,
13. What the reasons for not using e-Government services for your business?
14. In your opinion, what should government organisations do to encourage you to
use their e-Services for your business?
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أﻧﺎ ﺑﺎﺣﺚ دﻛﺘﻮراه ﻓﻲ ﺟﺎﻣﻌﺔ ﺳﺎﺳﯿﻜﺲ ﺑﺎﻟﻤﻤﻠﻜﺔ اﻟﻤﺘﺤﺪة ،ﻗﺴﻢ اﻟﻤﻌﻠﻮﻣﺎﺗﯿﺔ وﺑﺤﺜﻲ ﯾﮭﺘﻢ ﺑﺪراﺳﺔ وﺗﺤﻠﯿﻞ اﻟﻌﻮاﻣﻞ اﻟﻤﺆﺛﺮة ﻋﻠﻰ ﺗﺒﻨﻲ وإﺳﺘﺨﺪام
اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ )ﺧﺪﻣﺎت وﺗﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ( ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ .ﻋﻨﻮان اﻟﺒﺤﺚ ھﻮ:
ﺗﺤﻠﯿﻞ اﻟﻌﻮاﻣﻞ اﻟﻤﺆﺛﺮة ﻋﻠﻰ ﺗﺒﻨﻲ وإﺳﺘﺨﺪام أﻧﻈﻤﺔ وﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ
أﻧﺖ ﻣﺪﻋﻮ ﻟﻠﻤﺸﺎرﻛﺔ ﻓﻲ ھﺬه اﻹﺳﺘﺒﺎﻧﺔ اﻟﺘﻲ ﺗﺴﺘﮭﺪف ﻗﻄﺎع اﻷﻋﻤﺎل ﻓﻲ اﻟﺴﻌﻮدﯾﺔ )ﺳﻮاءاً ﻣﻼك اﻟﻤﻨﺸﺂت اﻟﺘﺠﺎرﯾﺔ ،ﻣﻤﺜﻠﯿﮭﻢ أو ﻣﻮظﻔﻲ
اﻟﻘﻄﺎع اﻟﺨﺎص اﻟﺬﯾﻦ ﯾﺘﻌﺎﻣﻠﻮن ﻣﻊ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ﻓﯿﻤﺎ ﯾﺨﺺ ﻣﻌﺎﻣﻼت ﺷﺮﻛﺎﺗﮭﻢ( ﺑﻐﺾ اﻟﻨﻈﺮ إذا ﻛﺎن ﺳﺒﻖ إﺳﺘﺨﺪاﻣﮭﺎ أم ﻻ .أود ﻓﻲ
اﻟﺒﺪاﯾﺔ ﺗﻮﺿﯿﺢ اﻟﮭﺪف ﻣﻦ اﻟﺒﺤﺚ وﻣﺎذا ﺳﺘﺘﻀﻤﻦ اﻟﻤﺸﺎرﻛﺔ ﻓﯿﮫ .ﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺗﻌﻨﻲ إﺳﺘﺨﺪام و ﺗﻮظﯿﻒ ﺗﻘﻨﯿﺎت اﻹﺗﺼﺎﻻت
واﻟﻤﻌﻠﻮﻣﺎت ﻟﺘﺴﮭﯿﻞ اﻟﺘﻮاﺻﻞ واﻟﺘﻌﺎﻣﻞ ﺑﯿﻦ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ واﻟﻤﺴﺘﻔﯿﺪﯾﻦ )ﻣﻮاطﻨﯿﻦ ،ﻗﻄﺎع اﻷﻋﻤﺎل أو ﺟﮭﺎت ﺣﻜﻮﻣﯿﺔ أﺧﺮى( وذﻟﻚ ﺑﺘﻘﺪﯾﻢ
ﺧﺪﻣﺎت وﺗﻌﺎﻣﻼت إﻟﻜﺘﺮوﻧﯿﺔ ﻣﺘﻜﺎﻣﻠﺔ ذات ﻓﻌﺎﻟﯿﺔ وﻛﻔﺎءة ﻋﺎﻟﯿﺔ ﻣﻤﺎ ﯾﺴﺎھﻢ ﻓﻲ ﺗﻌﺰﯾﺰ اﻟﺘﻮاﺻﻞ واﻟﻤﺸﺎرﻛﺔ ﻣﻦ ﺧﻼل ﻗﻨﻮات ﻣﺘﻌﺪدة وﻣﺮﻧﺔ.
ھﺬه أﻣﺜﻠﺔ ﻋﻠﻰ ﺑﻌﺾ اﻟﺨﺪﻣﺎت واﻟﺘﻌﺎﻣﻼت اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﺘﻲ ﺗﻘﺪم أو ﯾﻤﻜﻦ أن ﺗﻘﺪم ﻣﻦ ﺧﻼل اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻟﻘﻄﺎع اﻷﻋﻤﺎل ٢٤
ﺳﺎﻋﺔ٧/أﯾﺎم ﻓﻲ اﻷﺳﺒﻮع:
•
•
•
•

اﻟﺘﻘﺪم إﻟﻜﺘﺮوﻧﯿﺎ ً ﻟﻠﺤﺼﻮل ﻋﻠﻰ ﺳﺠﻞ ﺗﺠﺎري أو رﺧﺼﺔ ﻣﺰاوﻟﺔ ﻧﺸﺎط ﺗﺠﺎري أو أي ﻣﻌﺎﻣﻼت ﺣﻜﻮﻣﯿﺔ ﻣﺘﻌﻠﻘﺔ ﺑﺎﻟﻘﻄﺎع اﻟﺨﺎص
إﺳﺘﻌﺮاض و ﺷﺮاء اﻟﻤﻨﺎﻗﺼﺎت اﻟﺤﻜﻮﻣﯿﺔ إﻟﻜﺘﺮوﻧﯿﺎ ً
إﺳﺘﻌﺮاض وﻣﺘﺎﺑﻌﺔ ﺟﻤﯿﻊ اﻟﻤﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻟﻤﺘﻌﻠﻘﺔ ﺑﺎﻟﻤﻨﺸﺂت اﻟﺘﺠﺎرﯾﺔ واﻟﺘﻲ ﺗﻢ إﺟﺮاﺋﮭﺎ ﻣﻊ ﺟﮭﺎت ﻣﺨﺘﻠﻔﺔ إﻟﻜﺘﺮوﻧﯿﺎ ً
إﺟﺮاء وﻣﺘﺎﺑﻌﺔ ﺟﻤﯿﻊ اﻟﻤﻌﺎﻣﻼت اﻟﻤﺘﻌﻠﻘﺔ ﺑﺎﻟﻤﻮظﻔﯿﻦ إﻟﻜﺘﺮوﻧﯿﺎ ً

أﺣﺪ أھﻢ اﻟﻌﻨﺎﺻﺮ ﻓﻲ ﺗﻄﺒﯿﻖ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ھﻮ ﻋﻨﺼﺮ اﻟﺘﻔﺎﻋﻞ ﺑﯿﻦ اﻟﻤﺴﺘﺨﺪﻣﯿﻦ وأﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ .ھﺬا اﻟﺘﻔﺎﻋﻞ ﯾﻌﺘﺒﺮ ﻣﻦ
أھﻢ اﻟﻌﻨﺎﺻﺮ ﻟﻘﯿﺎس ﻣﺪى ﺗﻘﺒﻞ وإﺳﺘﺨﺪام أﻧﻈﻤﺔ وﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ وﻣﺪى ﻧﺠﺎﺣﮭﺎ .ﻟﺬﻟﻚ ،ھﺬا اﻟﺒﺤﺚ ﯾﺪرس وﯾﺤﻠﻞ اﻟﻌﻮاﻣﻞ اﻟﺘﻲ
ﺗﺆﺛﺮ ﻋﻠﻰ ﺗﺒﻨﻲ ،ﺗﻘﺒﻞ وإﺳﺘﺨﺪام ﺧﺪﻣﺎت وﺗﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ ﺑﻨﺎءاً ﻋﻠﻰ ﻣﻨﮭﺠﯿﺔ طﻮرت ﻓﻲ ھﺬا
اﻟﺒﺤﺚ ﻟﮭﺬا اﻟﻐﺮض .ھﺬا اﻟﺒﺤﺚ ﯾﺴﺘﮭﺪف ﻣﺠﻤﻮﻋﺔ ﻣﺨﺘﻠﻔﺔ ﻣﻦ اﻟﻤﺴﺘﺨﺪﻣﯿﻦ وھﺬه اﻹﺳﺘﺒﺎﻧﺔ ﺗﺨﺺ وﺗﺴﺘﮭﺪف اﻟﻘﻄﺎع اﻟﺨﺎص ﻓﻲ اﻟﻤﻤﻠﻜﺔ
اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ .أﻗﺪر ﺗﻤﺎﻣﺎ ً ﻣﺸﺎرﻛﺘﻚ ﻓﻲ اﻟﺪراﺳﺔ واﻟﺘﻲ ﺳﺘﺴﺎھﻢ ﻓﻲ ﻧﺠﺎح ھﺬا اﻟﺒﺤﺚ اﻟﺬي ﯾﮭﺪف إﻟﻰ ﺗﺤﺴﯿﻦ وﺗﻄﻮﯾﺮ ﺗﻄﺒﯿﻘﺎت اﻟﺤﻜﻮﻣﺔ
اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺑﻤﺎ ﯾﺘﻨﺎﺳﺐ ﻣﻊ ﻣﺘﻄﻠﺒﺎت اﻟﻤﺴﺘﺨﺪﻣﯿﻦ.
اﻟﻤﺸﺎرﻛﺔ ﻓﻲ ھﺬه اﻟﺪراﺳﺔ ﺗﺴﺘﻐﺮق ﺗﻘﺮﯾﺒﺎ ً  ٣٠دﻗﯿﻘﺔ ﻟﻺﺟﺎﺑﺔ ﻋﻠﻰ اﻹﺳﺘﺒﺎﻧﮫ اﻟﺘﻲ ﺗﺤﺘﻮي ﻋﻠﻰ  ٩٩ﺳﺆال .اﻹﺳﺘﺒﺎﻧﮫ ﺗﺤﺘﻮي ﻋﻠﻰ ﺧﻤﺴﺔ أﺟﺰاء
وھﻲ ﻛﺎﻟﺘﺎﻟﻲ :اﻟﺠﺰء اﻷول ﯾﺸﻤﻞ أﺳﺌﻠﺔ ﻋﺎﻣﺔ ﺑﯿﻨﻤﺎ اﻟﺠﺰء اﻟﺜﺎﻧﻲ ﯾﺸﻤﻞ أﺳﺌﻠﺔ ﻋﻦ ﻣﮭﺎراﺗﻚ ﻓﻲ إﺳﺘﺨﺪام اﻟﻜﻤﺒﯿﻮﺗﺮ واﻹﻧﺘﺮﻧﺖ وﻛﺬﻟﻚ أﺳﺌﻠﺔ
ﻋﻦ إﺳﺘﺨﺪاﻣﻚ ﻟﻠﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻚ/اﻟﻤﻨﺸﺄة اﻟﺘﻲ ﺗﻌﻤﻞ ﺑﮭﺎ .اﻟﺠﺰء اﻟﺜﺎﻟﺚ ﯾﺸﻤﻞ أﺳﺌﻠﺔ ﻋﻦ ﺗﻔﻀﯿﻼﺗﻚ ﻓﻲ
اﻟﺤﺼﻮل ﻋﻠﻰ ﺧﺪﻣﺎت ﺣﻜﻮﻣﯿﺔ ﺗﺨﺺ ﻣﻨﺸﺄﺗﻚ/اﻟﻤﻨﺸﺄة اﻟﺘﻲ ﺗﻌﻤﻞ ﺑﮭﺎ .اﻟﺠﺰء اﻟﺮاﺑﻊ ﯾﻘﯿﻢ ﻣﺪى ﺗﺄﺛﯿﺮ ﻋﺪد ﻣﻦ اﻟﻌﻮاﻣﻞ ﻋﻠﻰ إﺳﺘﺨﺪاﻣﻚ
ﻟﻠﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﺘﻲ ﺗﺨﺺ ﻣﻨﺸﺄﺗﻚ/اﻟﻤﻨﺸﺄة اﻟﺘﻲ ﺗﻌﻤﻞ ﺑﮭﺎ .اﻟﺠﺰء اﻟﺨﺎﻣﺲ ﯾﻘﯿﺲ أھﻤﯿﺔ ﺗﻘﺪﯾﻢ ﺑﻌﺾ اﻟﻤﻌﻠﻮﻣﺎت وﺗﻄﺒﯿﻖ
ﺑﻌﺾ اﻟﺨﯿﺎرات ﻓﻲ اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻷﻋﻤﺎل .إﺟﺎﺑﺘﻚ ﻋﻠﻰ ھﺬه اﻹﺳﺘﺒﺎﻧﮫ وﺗﺴﻠﯿﻤﮭﺎ ﻟﻠﺒﺎﺣﺚ ﺗﻌﻨﻲ ﻣﻮاﻓﻘﺘﻚ ﻋﻠﻰ
اﻟﻤﺸﺎرﻛﺔ.
اﻟﺒﺤﺚ أﯾﻀﺎ ً ﯾﺸﺘﻤﻞ ﻋﻠﻰ ﻣﻘﺎﺑﻼت ﺷﺨﺼﯿﺔ ﻗﺼﯿﺮة )ﺗﻘﺮﯾﺒﺎ ً  ٣٠ـ  ٤٥دﻗﯿﻘﺔ( واﻟﺘﻲ ﺳﻮف ﺗﻌﻄﻲ اﻟﻔﺮﺻﺔ ﻟﻤﻌﺮﻓﺔ اﻟﻤﺰﯾﺪ ﻋﻦ آراﺋﻚ ﻓﻲ ﺗﻄﺒﯿﻖ
ﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻠﻘﻄﺎع اﻟﺨﺎص ﻓﻲ اﻟﺴﻌﻮدﯾﺔ واﻟﻌﻮاﻣﻞ اﻟﻤﺆﺛﺮة ﻋﻠﻰ إﺳﺘﺨﺪاﻣﮭﺎ .إذا ﻛﻨﺖ ﻣﮭﺘﻢ ﺑﺎﻟﻤﺸﺎرﻛﺔ ﻓﻲ اﻟﻤﻘﺎﺑﻠﺔ،
ﯾﻤﻜﻨﻚ اﻟﻤﺸﺎرﻛﺔ ﺑﻌﺪ إﻛﻤﺎل اﻹﺳﺘﺒﺎﻧﺔ ﻣﺒﺎﺷﺮة أو ﯾﻤﻜﻦ ﺗﺮﺗﯿﺐ وﻗﺖ آﺧﺮ ﻣﻨﺎﺳﺐ ﻟﻠﻤﻘﺎﺑﻠﺔ .ﺳﻮف ﯾﺘﻢ طﻠﺐ ﺗﻮﻗﯿﻌﻚ ﻋﻠﻰ ﻧﻤﻮذج اﻟﻤﺸﺎرﻛﺔ ﻓﻲ
ﺣﺎل ﻗﺒﻠﺖ ﻛﻤﺎ أﻧﮫ ﯾﻤﻜﻨﻚ اﻟﻤﺸﺎرﻛﺔ ﻓﻲ اﻹﺳﺘﺒﺎﻧﺔ ﻓﻘﻂ أو اﻟﻤﺸﺎرﻛﺔ ﻓﻲ اﻹﺳﺘﺒﺎﻧﺔ واﻟﻤﻘﺎﺑﻠﺔ ﻣﻌﺎ ً.
ﻣﺸﺎرﻛﺘﻚ ﺗﻌﺘﺒﺮ ﺗﻄﻮﻋﯿﺔ ﻣﻤﺎ ﯾﻌﻨﻲ أن اﻟﺨﯿﺎر ﻟﻚ ﻓﻲ اﻟﻤﺸﺎرﻛﺔ ﻣﻦ ﻋﺪﻣﮭﺎ .أرﺟﻮ اﻹﺣﺘﻔﺎظ ﺑﻮرﻗﺔ اﻟﻤﻌﻠﻮﻣﺎت ھﺬه ﻓﻲ ﺣﺎﻟﺔ اﻟﺮﻏﺒﺔ ﺑﺎﻟﻤﺸﺎرﻛﺔ.
إذا ﻗﺮرت اﻟﻤﺸﺎرﻛﺔ ﻓﻲ اﻟﺪراﺳﺔ ،ﯾﻤﻜﻨﻚ اﻹﻧﺴﺤﺎب ﻓﻲ أي وﻗﺖ وﺑﺪون إﻋﻄﺎء أﺳﺒﺎب .ﺟﻤﯿﻊ اﻟﺒﯿﺎﻧﺎت واﻟﻤﻌﻠﻮﻣﺎت اﻟﺘﻲ ﺳﯿﺘﻢ ﺟﻤﻌﮭﺎ ﺳﻮف
ﯾﺘﻢ ﺣﻔﻈﮭﺎ ﺑﺴﺮﯾﺔ ﺗﺎﻣﺔ .ﺳﻮف ﯾﺘﻢ إﺧﻔﺎء وﺗﺮﻣﯿﺰ أي ﻣﻌﻠﻮﻣﺎت ﯾﻤﻜﻦ ﻣﻦ ﺧﻼﻟﮭﺎ ﺗﺤﺪﯾﺪ ھﻮﯾﺔ اﻟﻤﺸﺎرك ﻟﻠﺤﻔﺎظ ﻋﻠﻰ ﺧﺼﻮﺻﯿﺔ اﻟﻤﺸﺎرﻛﯿﻦ.
ﺳﻮف ﯾﺘﻢ ﺗﺤﻠﯿﻞ ﻧﺘﺎﺋﺞ ھﺬه اﻟﺪراﺳﺔ وإﺳﺘﺨﺪاﻣﮭﺎ ﻷﻏﺮاض اﻟﺒﺤﺚ ﻓﻘﻂ .إذا أردت ﻣﻨﺎﻗﺸﺔ ﻧﺘﺎﺋﺞ ھﺬه اﻟﺪراﺳﺔ ،ﻻ ﺗﺘﺮدد ﻓﻲ اﻟﺘﻮاﺻﻞ ﻣﻌﻲ.
ﺗﻤﺖ اﻟﻤﻮاﻓﻘﺔ ﻋﻠﻰ إﺟﺮاء ھﺬه اﻟﺪراﺳﺔ ﻣﻦ ﻗﺒﻞ ﻟﺠﻨﺔ أﺧﻼﻗﯿﺎت ﺑﺤﻮث اﻟﻌﻠﻮم واﻟﺘﻘﻨﯿﺔ ) (C_RECﺑﺠﺎﻣﻌﺔ ﺳﺎﺳﯿﻜﺲ.
وﺳﺎﺋﻞ اﻟﺘﻮاﺻﻞ ﻣﻊ اﻟﺒﺎﺣﺚ :ﺻﺎﻟﺢ اﻟﻐﺎﻣﺪي ،اﻟﺒﺮﯾﺪ اﻹﻟﻜﺘﺮوﻧﻲ ،sa434@sussex.ac.uk :رﻗﻢ اﻟﮭﺎﺗﻒ00447790008811 :
إذا ﻛﺎن ﻟﺪﯾﻚ أي إﺳﺘﻔﺴﺎرات ﻋﻦ اﻟﻄﺮﯾﻘﺔ اﻟﺘﻲ ﺗﻤﺖ ﺧﻼﻟﮭﺎ ھﺬه اﻟﺪراﺳﺔ ،ﯾﺮﺟﻰ اﻟﺘﻮاﺻﻞ ﻣﻊ اﻟﻤﺸﺮف اﻷﻛﺎدﯾﻤﻲ أو ﻟﺠﻨﺔ أﺧﻼﻗﯿﺎت ﺑﺤﻮث
اﻟﻌﻠﻮم واﻟﺘﻘﻨﯿﺔ ):(C_REC
اﻟﺪﻛﺘﻮرة ﻧﺎﺗﺎﻟﯿﺎ ﺑﯿﻠﻮف ،اﻟﺒﺮﯾﺪ اﻹﻟﻜﺘﺮوﻧﻲ ,N.Beloff@sussex.ac.uk :ھﺎﺗﻒ00441273678919 :
ﻗﺴﻢ اﻟﻤﻌﻠﻮﻣﺎﺗﯿﺔ ،ﺟﺎﻣﻌﺔ ﺳﺎﺳﯿﻜﺲ ،ﻓﺎﻟﻤﯿﺮ ،ﺑﺮاﯾﺘﻮن BN1 9QJ
ﻟﺠﻨﺔ أﺧﻼﻗﯿﺎت ﺑﺤﻮث اﻟﻌﻠﻮم واﻟﺘﻘﻨﯿﺔ )crecscitec@sussex.ac.uk :(C_REC
ﺷﻜﺮاً ﺟﺰﯾﻼً
اﻟﺘﺎرﯾﺦ:
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ارﺟﻮ اﻟﻤﻼﺣﻈﺔ أن ﻛﻠﻤﺔ )ﻣﻨﺸﺄﺗﻚ( ﻓﻲ ﺟﻤﯿﻊ اﻻﺳﺌﻠﺔ اﻟﺘﺎﻟﯿﺔ ﯾﻘﺼﺪ ﺑﮭﺎ اﻟﻤﻨﺸﺄة اﻟﺘﻲ ﺗﻤﻠﻜﮭﺎ او ﺗﻌﻤﻞ ﺑﮭﺎ ﺳﻮا ًء ﻛﺎﻧﺖ ﺷﺮﻛﺔ ,ﻣﺆﺳﺴﮫ,
ﻣﺤﻞ او أي ﻧﺸﺎط ﺗﺠﺎري
اﻟﺠﺰء اﻷول – ﻣﻌﻠﻮﻣﺎت ﻋﺎﻣﺔ
أرﺟﻮ اﺧﺘﯿﺎر اﻹﺟﺎﺑﺔ اﻟﻤﻨﺎﺳﺒﺔ ﻟﻸﺳﺌﻠﺔ اﻟﺘﺎﻟﯿﺔ:
.1

اﻟﺠﻨﺲ:
o

ذﻛﺮ

o

أﻧﺜﻰ

.2

اﻟﻌﻤﺮ:
o
o

30 – 18
60 – 46

o
o

45 – 31
أﻛﺜﺮ ﻣﻦ 60

.3

اﻟﺠﻨﺴﯿﺔ:
o

ﺳﻌﻮدي

o

ﻏﯿﺮ ﺳﻌﻮدي

.4

اﻟﻤﺆھﻞ اﻟﻌﻠﻤﻲ:
 oﻟﻢ ﯾﺘﻢ اﻟﺘﻌﻠﻢ ﻓﻲ اﻟﻤﺪارس

o

ﺛﺎﻧﻮي أو أﻗﻞ

o

دﺑﻠﻮم

ﺑﻜﺎﻟﻮرﯾﻮس

o

ﻣﺎﺟﺴﺘﯿﺮ

o

دﻛﺘﻮراه

o
.5

وﺻﻒ اﻟﻤﻨﻄﻘﺔ اﻟﺘﻲ ﺗﻮﺟﺪ ﺑﮭﺎ ﻣﻨﺸﺄﺗﻚ:
 oﻗﺮﯾﺔ

.6

ﻛﻢ ھﻮ ﻋﻤﺮ ﻣﻨﺸﺄﺗﻚ:
 5 – 0 oﺳﻨﻮات

o

 10 – 6ﺳﻨﻮات

 20 – 11ﺳﻨﮫ

o

اﻛﺜﺮ ﻣﻦ  20ﺳﻨﮫ

ﻛﻢ ﻋﺪد اﻟﻤﻮظﻔﯿﻦ ﻓﻲ ﻣﻨﺸﺄﺗﻚ؟
 10 – 0 oﻣﻮظﻔﯿﻦ

o

 50 – 11ﻣﻮظﻒ

 250 – 51ﻣﻮظﻒ

o

اﻛﺜﺮ ﻣﻦ  250ﻣﻮظﻒ

o
.7

o

ﻣﺪﯾﻨﺔ ﺻﻐﯿﺮه

o

o
.8

ﺻﻒ ﻋﻼﻗﺘﻚ ﺑﺎﻟﻤﻨﺸﺄة:
 oﻣﺎﻟﻚ
 oﻣﻤﺜﻞ او وﻛﯿﻞ
 oﻣﻮظﻒ

.9

ﻛﻢ ھﻮ ﺗﻘﺮﯾﺒﺎ ً اﻟﺪﺧﻞ اﻟﺴﻨﻮي )اﻟﺮﺑﺢ اﻟﺼﺎﻓﻲ( ﻟﻠﻤﻨﺸﺄة )ﺑﺎﻟﺮﯾﺎل اﻟﺴﻌﻮدي(؟
60000 – 0 o
120000 – 61000 o
180000 – 121000 o
250000 – 181000 o
 oاﻛﺜﺮ ﻣﻦ 250000
 oﻻ أﻋﻠﻢ

ﻣﺪﯾﻨﺔ ﻛﺒﯿﺮه )رﺋﯿﺴﯿﺔ(
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 .10ﻣﺎ ھﻮ ﻧﺸﺎط ﻣﻨﺸﺄﺗﻚ؟
 oﻣﻘﺎوﻻت وﺑﻨﺎء
 oﺗﻐﺬﯾﺔ وﻣﻄﺎﻋﻢ
 oﻣﻮاد ﺗﻤﻮﯾﻨﯿﺔ وﺳﻮﺑﺮﻣﺎرﻛﺖ
 oﺳﯿﺎرات )ﺑﯿﻊ او ﺗﺄﺟﯿﺮ(
 oاﺗﺼﺎﻻت
 oاﺟﮭﺰه ﻛﮭﺮﺑﺎﺋﯿﺔ
 oﺻﺤﺔ وﻣﻨﺸﺂت طﺒﯿﺔ
 oﻏﯿﺮ ذﻟﻚ .......................................................
اﻟﺠﺰء اﻟﺜﺎﻧﻲ – ﻣﻌﻠﻮﻣﺎت ﻋﻦ ﻣﻌﺮﻓﺘﻚ ﻟﻠﺤﺎﺳﺐ اﻵﻟﻲ واﺳﺘﺨﺪاﻣﻚ ﻟﻼﻧﺘﺮﻧﺖ واﻟﺨﺪﻣﺎت اﻹﻟﻜﺘﺮوﻧﯿﺔ
أرﺟﻮ اﺧﺘﯿﺎر اﻹﺟﺎﺑﺔ اﻟﻤﻨﺎﺳﺒﺔ ﻟﻸﺳﺌﻠﺔ اﻟﺘﺎﻟﯿﺔ :
 .11ﻛﯿﻒ ﺗﻘﯿﻢ ﻣﺴﺘﻮى ﻣﻌﺮﻓﺘﻚ ﻻﺳﺘﺨﺪام اﻟﺤﺎﺳﺐ اﻵﻟﻲ )اﻟﻜﻤﺒﯿﻮﺗﺮ( ﺑﺸﻜﻞ ﻋﺎم؟
 oﺿﻌﯿﻔﺔ
 oﻣﺘﻮﺳﻄﺔ
 oﺟﯿﺪة
 oﻣﻤﺘﺎزة
 .12ﻛﻢ ھﻮ ﻋﺪد ﻣﺮات اﺳﺘﺨﺪاﻣﻚ ﻟﻼﻧﺘﺮﻧﺖ؟
 oﻻ اﺳﺘﺨﺪم اﻻﻧﺘﺮﻧﺖ )اﻧﺘﻘﻞ اﻟﻰ اﻟﺠﺰء اﻟﺜﺎﻟﺚ(
 oﻛﻞ ﯾﻮم
 oﻋﺪة ﻣﺮات ﻓﻲ اﻻﺳﺒﻮع
 oﻋﺪة ﻣﺮات ﻓﻲ اﻟﺸﮭﺮ
 oﻋﺪة ﻣﺮات ﻓﻲ اﻟﺴﻨﺔ
 .13ھﻞ ﺳﺒﻖ وان اﺳﺘﺨﺪﻣﺖ اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ ﻟﻠﺤﺼﻮل ﻋﻠﻰ ﺧﺪﻣﺎت او اﻧﺠﺎز ﻣﻌﺎﻣﻼت ﻣﺘﻌﻠﻘﺔ ﺑﻤﻨﺸﺄﺗﻚ )ﻣﺜﻞ
اﻟﺨﺪﻣﺎت اﻟﻤﻘﺪﻣﺔ ﻣﻦ وزارة اﻟﻌﻤﻞ او وزارة اﻟﺘﺠﺎرة(؟
 oﻧﻌﻢ )اﻧﺘﻘﻞ اﻟﻰ ﺳﺆال (15
 oﻻ
 .14ﻣﺎھﻲ أﺳﺒﺎب ﻋﺪم اﺳﺘﺨﺪاﻣﻚ ﻟﻠﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﺘﻌﺎﻣﻼت اﻟﻤﺘﻌﻠﻘﺔ ﺑﻤﻨﺸﺄﺗﻚ ,ﯾﻤﻜﻦ اﺧﺘﯿﺎر أﻛﺜﺮ ﻣﻦ اﺟﺎﺑﺔ؟ )ﺛﻢ اﻧﺘﻘﻞ
اﻟﻰ ﺳﺆال (18
ﻻ ﯾﻮﺟﺪ ﻟﺪي ﻛﻤﺒﯿﻮﺗﺮ
ﻻ ﯾﻮﺟﺪ ﻟﺪي اﺗﺼﺎل ﺑﺎﻻﻧﺘﺮﻧﺖ
اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل ﺻﻌﺐ
ﻻ اﺛﻖ ﺑﺎﻻﻧﻈﻤﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻻﻧﺠﺎز ﻣﻌﺎﻣﻼت ﺗﺨﺺ ﻣﻨﺸﺄﺗﻲ
اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻟﺘﻲ ﺗﺤﺘﺎﺟﮭﺎ ﻣﻨﺸﺄﺗﻲ ﻏﯿﺮ ﻣﺘﻮﻓﺮه اﻟﻜﺘﺮوﻧﯿﺎ ً
اﺧﺮى ......................................................................
 .15ﻛﯿﻒ ﺗﻘﯿﻢ ﺑﺸﻜﻞ ﻋﺎم ﺗﺠﺮﺑﺘﻚ ﻻﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻟﻠﺤﺼﻮل ﻋﻠﻰ ﺧﺪﻣﺎت ﺣﻜﻮﻣﯿﺔ ﻣﺘﻌﻠﻘﺔ ﺑﻤﻨﺸﺄﺗﻚ؟
 oﻣﺮﺿﯿﺔ ﺟﺪاً )اﻧﺘﻘﻞ اﻟﻰ ﺳﺆال (17
 oﻣﺮﺿﯿﺔ اﻟﻰ ﺣﺪ ﻣﺎ
 oﻏﯿﺮ ﻣﺮﺿﯿﺔ
 .16ﻣﺎھﻲ أﺳﺒﺎب ﻋﺪم رﺿﺎك اﻟﺘﺎم ﻋﻦ ﺗﺠﺮﺑﺘﻚ ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻟﻤﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻚ؟ )ﯾﻤﻜﻦ اﺧﺘﯿﺎر اﻛﺜﺮ ﻣﻦ
اﺟﺎﺑﺔ(
ﻣﺘﻄﻠﺒﺎت اﻟﺨﺪﻣﺎت اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻏﯿﺮ واﺿﺤﺔ
ﻟﻢ اﺣﺼﻞ ﻋﻠﻰ اﻟﻨﺘﺎﺋﺞ اﻟﻤﺘﻮﻗﻌﺔ
ﺻﻌﻮﺑﺔ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل
اﺳﺒﺎب اﺧﺮى .......................................................................
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 .17ﻛﯿﻒ ﺳﺘﺆﺛﺮ ﺗﺠﺮﺑﺘﻚ اﻟﺴﺎﺑﻘﺔ ﻻﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻚ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﻚ ﻟﮭﺎ ﻓﻲ اﻟﻤﺴﺘﻘﺒﻞ؟
 oﺳﻮف ﺗﺸﺠﻌﻨﻲ ﻋﻠﻰ اﺳﺘﺨﺪام ﺧﺪﻣﺎت اﻟﻜﺘﺮوﻧﯿﺔ اﻛﺜﺮ
 oﺳﻮف ﺗﺠﻌﻠﻨﻲ ﻣﺘﺮدداً ﻓﻲ اﻟﺤﺼﻮل ﻋﻠﻰ ﺧﺪﻣﺎت اﻟﻜﺘﺮوﻧﯿﺔ ﻟﻤﻨﺸﺄﺗﻲ ﻣﺮة اﺧﺮى
 oﻟﻦ ﺗﺆﺛﺮ ﻋﻠﻰ رﻏﺒﺘﻲ ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻟﻤﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻲ ﻣﺴﺘﻘﺒﻼً
 .18ھﻞ ﺳﺒﻖ وأن اﺳﺘﺨﺪﻣﺖ ﺧﺪﻣﺎت اﻟﻜﺘﺮوﻧﯿﺔ ﻏﯿﺮ ﺣﻜﻮﻣﯿﺔ ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ ﻓﻲ اﻻﻣﻮر اﻟﻤﺘﻌﻠﻘﺔ ﺑﻤﻨﺸﺄﺗﻚ )ﻣﺜﻞ اﻟﺸﺮاء ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ او
ادارة ﺣﺴﺎب ﻣﻨﺸﺄﺗﻚ اﻟﺒﻨﻜﻲ اوﻧﻼﯾﻦ .....اﻟﺦ(؟
 oﻧﻌﻢ
 oﻻ )اﻧﺘﻘﻞ اﻟﻰ اﻟﺠﺰء اﻟﺜﺎﻟﺚ(

 .19ھﻞ ﺳﺘﺆﺛﺮ ﺗﺠﺮﺑﺘﻚ ﻟﻠﺨﺪﻣﺎت اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻐﯿﺮ ﺣﻜﻮﻣﯿﺔ ﻋﻠﻰ رﻏﺒﺘﻚ ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﯿﻤﺎ ﯾﺘﻌﻠﻖ ﺑﺎﻣﻮر
ﻣﻨﺸﺄﺗﻚ؟
 oﻧﻌﻢ ,اﯾﺠﺎﺑﺎ ً
 oﻧﻌﻢ ,ﺳﻠﺒﺎ ً
 oﻻ ,ﻟﻦ ﺗﺆﺛﺮ

اﻟﺠﺰء اﻟﺜﺎﻟﺚ – ﻣﻌﻠﻮﻣﺎت ﻣﺘﻌﻠﻘﺔ ﺑﺎﻟﻄﺮق اﻟﻤﻔﻀﻠﺔ ﻟﺪﯾﻚ ﻓﻲ اﻟﺤﺼﻮل ﻋﻠﻰ ﺧﺪﻣﺎت ﺣﻜﻮﻣﯿﺔ ﻣﺘﻌﻠﻘﺔ ﺑﻤﻨﺸﺄﺗﻚ اﻟﺘﺠﺎرﯾﺔ.
ارﺟﻮ اﻻﺟﺎﺑﺔ ﻋﻠﻰ اﻻﺳﺌﻠﺔ اﻟﺘﺎﻟﯿﺔ ﺑﻮﺿﻊ ﻋﻼﻣﺔ ) (Xﻋﻠﻰ اﻻﺧﺘﺒﺎر اﻟﻤﻨﺎﺳﺐ.
 .20ﻣﺎھﻲ اﻟﻄﺮق اﻟﺘﻲ ﺗﺴﺘﺨﺪﻣﮭﺎ ﻋﺎدةً ﻟﻠﺤﺼﻮل ﻋﻠﻰ ﻣﻌﻠﻮﻣﺎت ﺗﺤﺘﺎﺟﮭﺎ ﻓﻲ اﻧﺠﺎز ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻚ اﻟﺘﺠﺎرﯾﺔ ﻣﺜﻞ :ﺳﺎﻋﺎت ﻋﻤﻞ اﻟﺠﮭﮫ
اﻟﺤﻜﻮﻣﯿﺔ ,ﻓﺮوع اﻟﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ ,ﺧﻄﻮات اﺟﺮاء اﻟﻤﻌﺎﻣﻠﺔ ,اﻟﻤﺘﻄﻠﺒﺎت اﻟﻮاﺟﺒﺘﻮﻓﺮھﺎ ﻻﻧﺠﺎز اﻟﻤﻌﺎﻣﻠﺔ ....اﻟﺦ
اﺳﺘﺨﺪﻣﮭﺎ داﺋﻤﺎ ً

اﺳﺘﺨﺪﻣﮭﺎ اﺣﯿﺎﻧﺎ ً

ﻻ اﺳﺘﺨﺪﻣﮭﺎ

اﻻﺗﺼﺎل ھﺎﺗﻔﯿﺎ ً ﺑﺎﻟﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ
ﺳﺆال ﺷﺨﺺ ﺳﺒﻖ وأن ﺗﻌﺎﻣﻞ ﻣﻊ ﻧﻔﺲ اﻟﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ
اﻟﺤﺼﻮل ﻋﻠﻰ اﻟﻤﻌﻠﻮﻣﺎت ﻣﻦ اﻟﻤﻮﻗﻊ اﻹﻟﻜﺘﺮوﻧﻲ ﻟﻠﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ
اﻟﺒﺤﺚ ﻓﻲ اﻻﻧﺘﺮﻧﺖ
زﯾﺎرة اﻟﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ ﺷﺨﺼﯿﺎ ً
أﺧﺮى ..................................................................................................................................................

 .21ﻣﺎھﻲ اﻟﻄﺮق اﻟﺘﻲ ﺗﻔﻀﻞ أن ﺗﺴﺘﺨﺪﻣﮭﺎ ﻻﻧﺠﺎز ﻣﻌﺎﻣﻼت ﺣﻜﻮﻣﯿﺔ ﺗﺨﺺ ﻣﻨﺸﺄﺗﻚ اﻟﺘﺠﺎرﯾﺔ
اﻓﻀﻠﮭﺎ ﺑﺸﺪة

اﻓﻀﻠﮭﺎ اﻟﻰ ﺣﺪ ﻣﺎ

اﻧﺠﺎزھﺎ ﻋﻦ طﺮﯾﻖ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ )اوﻧﻼﯾﻦ(
اﻧﺠﺎزھﺎ ﺷﺨﺼﯿﺎ ً ﺑﺰﯾﺎرة اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ
اﻻﺳﺘﻌﺎﻧﺔ ﺑﻤﻜﺎﺗﺐ اﻟﺨﺪﻣﺎت واﻟﻤﻌﻘﺒﯿﻦ ﻻﻧﺠﺎزھﺎ
ﺗﻮﻛﯿﻞ ﺷﺨﺺ آﺧﺮ ﻻﻧﺠﺎزھﺎ )ﻣﺜﻞ ﻣﻮظﻒ آﺧﺮ(
اﺧﺮى ....................................................................................................................................................

ﻻ اﻓﻀﻠﮭﺎ
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 .22ﻣﺎھﻲ وﺳﺎﺋﻞ اﻟﻤﺴﺎﻋﺪة اﻟﺘﻲ ﺗﻔﻀﻞ أن ﺗﺴﺘﻌﯿﻦ ﺑﮭﺎ )ﻓﻲ ﺣﺎل ﺗﻮﻓﺮھﺎ( اذا واﺟﮭﺘﻚ ﻣﺸﻜﻠﺔ ﻋﻨﺪ إﺟﺮاء ﺗﻌﺎﻣﻼت ﺣﻜﻮﻣﯿﺔ إﻟﻜﺘﺮوﻧﯿﺔ
ﺗﺨﺺ ﻣﻨﺸﺄﺗﻚ اﻟﺘﺠﺎرﯾﺔ.
اﻓﻀﻠﮭﺎ ﺑﺸﺪة

اﻓﻀﻠﮭﺎ اﻟﻰ ﺣﺪ ﻣﺎ

ﻻ اﻓﻀﻠﮭﺎ

اﻻﺗﺼﺎل ﺑﺨﺪﻣﺔ اﻟﻌﻤﻼء ﻓﻲ اﻟﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ ھﺎﺗﻔﯿﺎ ً
اﺳﺘﺨﺪام اﻟﻤﺤﺎدﺛﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﺒﺎﺷﺮة ﻣﻊ ﺧﺪﻣﺔ اﻟﻌﻤﻼء )ﻣﺤﺎدﺛﺔ ﻓﻮرﯾﺔ(
ارﺳﺎل اﯾﻤﯿﻞ ﻟﻠﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ
ﺗﺼﻔﺢ اﺟﻮﺑﺔ اﻻﺳﺌﻠﺔ اﻟﻤﺘﻜﺮرة ) (FAQﻓﻲ اﻟﻤﻮﻗﻊ اﻻﻟﻜﺘﺮوﻧﻲ ﻟﻠﺠﮭﮫ اﻟﺤﻜﻮﻣﯿﺔ
اﻟﺒﺤﺚ ﻋﻦ ﺣﻞ اﻟﻤﺸﻜﻠﺔ ﻓﻲ اﻻﻧﺘﺮﻧﺖ
اﻻﺳﺘﻌﺎﻧﺔ ﺑﺸﺨﺺ ﺳﺒﻖ وان اﺟﺮى ﻧﻔﺲ اﻟﺨﺪﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ

 .23ﻣﺎھﻲ درﺟﺔ ﺗﺄﺛﯿﺮ وﺳﺎﺋﻞ اﻟﺪﻋﺎﯾﺔ اﻟﺘﺎﻟﯿﺔ ﻋﻠﻰ زﯾﺎدة رﻏﺒﺘﻚ ﻓﻲ اﺳﺘﺨﺪام اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻚ اﻟﺘﺠﺎرﯾﺔ
ﻣﺆﺛﺮة ﻛﺜﯿﺮاً
اﻻﻋﻼﻧﺎت ﻋﺒﺮ وﺳﺎﺋﻞ اﻟﺘﻮاﺻﻞ اﻻﺟﺘﻤﺎﻋﻲ
اﻻﻋﻼﻧﺎت اﻟﻤﻮﺟﻮده ﻓﻲ ﻣﻮاﻗﻊ اﻟﻮزارات واﻟﺠﮭﺎت
اﻟﺤﻜﻮﻣﯿﺔ
اﻻﻋﺎﻧﺎت ﻋﺒﺮ اﻟﺼﺤﻒ واﻟﻤﺠﻼت
اﻻﻋﻼﻧﺎت ﻋﺒﺮ اﻟﺘﻠﻔﺰﯾﻮن واذاﻋﺎت اﻟﺮادﯾﻮ
اﻟﻠﻮﺣﺎت واﻻﻋﻼﻧﺎت ﻓﻲ اﻻﻣﺎﻛﻦ اﻟﻌﺎﻣﺔ
اﻻﻋﻼﻧﺎت ﻋﺒﺮ رﺳﺎﺋﻞ اﻟﺒﺮﯾﺪ اﻻﻟﻜﺘﺮوﻧﻲ او رﺳﺎﺋﻞ
اﻟﺠﻮال

ﻣﺆﺛﺮة اﻟﻰ ﺣﺪ
ﻣﺎ

ﻻ اﻋﻠﻢ او
ﻣﺤﺎﯾﺪ

ﻏﯿﺮ ﻣﺆﺛﺮة
اﻟﻰ ﺣﺪ ﻣﺎ

ﻏﯿﺮ ﻣﺆﺛﺮة
اطﻼﻗﺎ ً
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اﻟﺠﺰء اﻟﺮاﺑﻊ – ﺑﺎﺳﺘﺨﺪام اﻟﻤﻘﯿﺎس اﻟﺘﺎﻟﻲ ﻣﻦ  5 – 1أرﺟﻮ وﺿﻊ داﺋﺮة ﺣﻮل اﻟﺮﻗﻢ اﻟﺬي ﯾﻌﺒﺮ ﻋﻦ ﻣﺪى ﻣﻮاﻓﻘﺘﻚ ﻋﻠﻰ اﻟﻌﺒﺎرات اﻟﺘﺎﻟﯿﺔ
واﻟﺘﻲ ﺗﺘﻌﻠﻖ ﺑﺎﻟﻌﻮاﻣﻞ اﻟﺘﻲ ﺗﺆﺛﺮ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﻚ ﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻟﺤﺼﻮل ﻋﻠﻰ ﺧﺪﻣﺎت او اﻧﺠﺎز ﻣﻌﺎﻣﻼت ﺗﺨﺺ ﻣﻨﺸﺄﺗﻚ
اﻟﺘﺠﺎرﯾﺔ .ﻓﻲ اﺟﺎﺑﺎﺗﻚ ارﺟﻮ ﻣﻘﺎرﻧﺔ اﻟﺘﻌﺎﻣﻼت اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻋﺒﺮ اﻻﻧﺘﺮﻧﺖ ﻣﻊ اﻟﻄﺮق اﻟﺘﻘﻠﯿﺪﯾﺔ ﻣﺜﻞ ﻣﺮاﺟﻌﺔ اﻟﺪواﺋﺮ اﻟﺤﻜﻮﻣﯿﺔ ﺷﺨﺼﯿﺎ ً أو
اﻻﺳﺘﻌﺎﻧﺔ ﺑﻤﻜﺎﺗﺐ اﻟﺨﺪﻣﺎت.
 = 1أواﻓﻖ ﺑﺸﺪه
 = 2أواﻓﻖ
 = 3ﻻ أﻋﻠﻢ أو ﻣﺤﺎﯾﺪ
 = 4ﻻ أواﻓﻖ
 = 5ﻻ أواﻓﻖ ﺑﺸﺪة

 .24اﻟﺮﻏﺒﺔ ﻓﻲ اﺳﺘﺨﺪام أﻧﻈﻤﺔ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ
أ-

ﻟﺪي اﻟﺮﻏﺒﺔ ﻓﻲ إﺳﺘﺨﺪام اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﺟﻤﯿﻊ اﻟﺘﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻟﻤﺘﻌﻠﻘﺔ ﺑﻤﻨﺸﺄﺗﻲ

ب-

أﻓﻀﻞ إرﺗﺒﺎط ﻣﻨﺸﺄﺗﻲ اﻟﺘﺠﺎرﯾﺔ ﺑﺎﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻟﻜﺘﺮوﻧﯿﺎ ً ﻋﻦ طﺮﯾﻖ اﻧﻈﻤﺔ ﺣﻜﻮﻣﯿﺔ
اﻟﻜﺘﺮوﻧﯿﺔ

 .25ﻣﺪى ﺟﺎھﺰﯾﺔ اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل

ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه
1

2

3

4

5

1

2

3

4

5
ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه

أ-

اﻋﺘﻘﺪ أن اﻟﺒﻨﯿﺔ اﻟﺘﺤﺘﯿﺔ اﻟﺤﺎﻟﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ ﻟﯿﺴﺖ ﻛﺎﻓﯿﺔ ﻟﺘﻘﺪﯾﻢ ﺧﺪﻣﺎت
ﺣﻜﻮﻣﯿﺔ اﻟﻜﺘﺮوﻧﯿﺔ ﻧﺎﺟﺤﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل

1

2

3

4

5

ب-

اﺷﻌﺮ ﺑﺄن اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ ﻏﯿﺮ ﻗﺎدرة ﺣﺎﻟﯿﺎ ً ﻋﻠﻰ ﺗﻘﺪﯾﻢ ﺧﺪﻣﺎت
اﻟﻜﺘﺮوﻧﯿﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل ﺑﺎﻟﺸﻜﻞ اﻟﻤﻄﻠﻮب

1

2

3

4

5

 .26اﻟﻔﻮاﺋﺪ اﻟﻤﺘﻮﻗﻌﺔ ﻣﻦ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل

ﻻ
أواﻓﻖ
ﺑﺸﺪه

أواﻓﻖ
ﺑﺸﺪه

أ-

اﺳﺘﺨﺪام أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﯾﻤﻜﻨﻨﻲ ﻣﻦ اﻧﺠﺎز ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻲ ﺑﺸﻜﻞ أﺳﺮع ﻣﻦ
اﻟﻄﺮق اﻟﺘﻘﻠﯿﺪﯾﺔ

ب-

اﺳﺘﺨﺪام اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﺠﺎز ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻲ ﺳﯿﻮﻓﺮ وﻗﺘﻲ وﻣﺎﻟﻲ وﺟﮭﺪي

ت-

اﻋﺘﻘﺪ ان اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﺠﺎز ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻲ ﺳﻮف ﯾﻘﻠﻞ ﻣﻦ
اﻟﺘﺠﺎوزات اﻟﻘﺎﻧﻮﻧﯿﺔ واﻟﻨﻈﺎﻣﯿﺔ اﻟﺘﻲ ﯾﻤﻜﻦ ان ﺗﻘﻊ ﻓﯿﮭﺎ ﻣﻨﺸﺄﺗﻲ

1

ث-

اﻋﺘﻘﺪ ان اﺳﺘﺨﺪام اﻻﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﺴﺎﻋﺪ ﻋﻠﻰ اﻻﻟﺘﺰام ﺑﺎﻻﺟﺮاءات
واﻟﻤﺘﻄﻠﺒﺎت اﻟﻮاﺟﺐ ﺗﻮﻓﺮھﺎ ﻓﻲ ﻣﻨﺸﺄﺗﻲ

1

2

ج-

ﺗﻄﺒﯿﻖ اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﻀﻤﻦ اﻟﻤﺴﺎواة ﻓﻲ ﺗﻌﺎﻣﻞ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ﻣﻊ
ﻗﻄﺎع اﻻﻋﻤﺎل واﻟﻤﻨﺸﺂت اﻟﺘﺠﺎرﯾﺔ ﻣﻦ ﻧﺎﺣﯿﺔ إﻧﺠﺎز اﻟﻤﻌﺎﻣﻼت

1

2

3

ح-

اﻋﺘﻘﺪ ان ﺗﻄﺒﯿﻖ اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﺰﯾﺪ ﻣﻦ ﻓﺮص اﻻﺳﺘﺜﻤﺎر ﻓﻲ ﻗﻄﺎع
اﻻﻋﻤﺎل )ﻣﺜﻞ ﻧﻈﺎم اﻟﻤﻨﺎﻗﺼﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﻲ(

1

2

3

4

خ-

اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﻘﻠﻞ ﻣﻦ اﻻﺟﺮاءات اﻟﺘﻲ ﻗﺪ ﺗﺆﺧﺮ اﻧﮭﺎء
ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻲ ﻣﺜﻞ :ﺗﺼﺪﯾﻖ اﻟﻤﺴﺘﻨﺪات او زﯾﺎرة ﻋﺪة ﺟﮭﺎت ﺣﻜﻮﻣﯿﺔ

1

2

3

4

1

2

3

4

5

1

2

3

4

5

2

3

4

5

3

4

5

4

5

5
5
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 .27ﺗﺄﺛﯿﺮ اﻟﺠﻮاﻧﺐ اﻟﺜﻘﺎﻓﯿﺔ واﻹﺟﺘﻤﺎﻋﯿﺔ ﻋﻠﻰ اﺳﺘﺨﺪام اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ ﻗﻄﺎع اﻻﻋﻤﺎل

ﻻ
أواﻓﻖ
ﺑﺸﺪة

أواﻓﻖ
ﺑﺸﺪة

أ-

اﺷﻌﺮ ان ﺗﻌﺎﻣﻞ اﻟﻤﻨﺸﺂت اﻟﺘﺠﺎرﯾﺔ ﻣﻊ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ﯾﺠﺐ ان ﯾﻜﻮن ﻣﺒﺎﺷﺮ وﻣﻠﻤﻮس
)ورﻗﻲ وﻟﯿﺲ اﻟﻜﺘﺮوﻧﻲ(

1

2

3

4

5

ب-

ﺗﻄﺒﯿﻖ اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﻘﻠﻞ ﻣﻦ ﺗﺄﺛﯿﺮ اﻟﻌﻼﻗﺎت اﻟﺸﺨﺼﯿﺔ )اﻟﻮاﺳﻄﺔ( ﻓﻲ
ﺗﻌﺎﻣﻼت اﻟﻤﻨﺸﺂت اﻟﺘﺠﺎرﯾﺔ ﻣﻊ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ

1

2

3

4

5

ت-

اﻋﺘﻘﺪ ان اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل ﺳﻮف ﯾﺤﺪ ﻣﻦ اﻟﺘﺄﺛﯿﺮ
اﻟﺴﻠﺒﻲ ﻟﺒﻌﺾ اﻟﻤﻮظﻔﯿﻦ اﻟﺤﻜﻮﻣﯿﯿﻦ اﻟﻐﯿﺮ ﻣﺘﻌﺎوﻧﯿﻦ ﻋﻠﻰ اﻧﮭﺎء اﻟﻤﻌﺎﻣﻼت

1

2

3

4

5

ث-

اﺷﻌﺮ ان اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ھﻲ اﻧﻈﻤﺔ ﻣﺮاﻗﺒﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل اﻛﺜﺮ ﻣﻦ اﻧﮭﺎ اﻧﻈﻤﺔ
ﺧﺪﻣﺎت

1

2

3

4

5

ج-

اﺳﺘﺨﺪام اﻟﻤﻨﺸﺂت اﻟﺘﺠﺎرﯾﺔ اﻻﺧﺮى ﻟﻠﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﺸﺠﻌﻨﻲ ﻋﻠﻰ
اﺳﺘﺨﺪام ﺗﻠﻚ اﻟﺨﺪﻣﺎت ﻟﻤﻨﺸﺄﺗﻲ

1

2

3

4

5

 .28ﺗﺄﺛﯿﺮ اﻟﺠﻮاﻧﺐ اﻟﻤﻌﺮﻓﯿﺔ ﻋﻠﻰ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل
أ-

اﻋﺘﻘﺪ أﻧﻲ أﻣﻠﻚ ﻣﻌﺮﻓﺔ ﺟﯿﺪة ﻋﻦ إﻣﻜﺎﻧﯿﺎت ,ﻣﻤﯿﺰات وﺧﺪﻣﺎت أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ
اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ

ﻻ
أواﻓﻖ
ﺑﺸﺪة

أواﻓﻖ
ﺑﺸﺪة
1

2

3

4

5

ث-

ﺗﻮﻓﯿﺮ ورش ﻋﻤﻞ وﻋﺮوض ﻣﺮﺋﯿﺔ ﻋﻦ إﻣﻜﺎﻧﯿﺎت وﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع
اﻻﻋﻤﺎل ﺳﻮف ﯾﺸﺠﻌﻨﻲ ﻋﻠﻰ ﺣﻀﻮرھﺎ وﻣﻌﺮﻓﺔ اﻟﻤﺰﯾﺪ ﻋﻨﮭﺎ

1

2

3

4

5

ج-

أﻧﺎ راﺿﻲ ﻋﻦ ﺣﻤﻼت اﻟﺘﻮﻋﯿﺔ واﻟﺪﻋﺎﯾﺎت اﻟﺘﻲ ﺗﻘﻮم ﺑﮭﺎ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ﻟﻠﺘﻌﺮﯾﻒ ﺑﺎﻣﻜﺎﻧﯿﺎت
وﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل

1

2

3

4

5

 .29ﺟﻮاﻧﺐ ﻣﺘﻌﻠﻘﺔ ﺑﺠﻮدة اﻟﺨﺪﻣﺎت واﻟﺘﻌﺎﻣﻼت اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل

ﻻ
أواﻓﻖ
ﺑﺸﺪة

أواﻓﻖ
ﺑﺸﺪة

أ-

اﺷﻌﺮ ﺑﺄن اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل ﺣﺎﻟﯿﺎ ً ﻋﺎﻟﯿﺔ اﻟﺠﻮدة

1

2

3

4

5

ب-

اﻋﺘﻘﺪ ان اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﺳﻮف ﯾﺴﺎھﻢ ﻓﻲ زﯾﺎدة ﺟﻮدة اﻻﻧﺸﻄﺔ
اﻟﺘﺠﺎرﯾﺔ اﻟﺘﻲ ﺗﻘﻮم ﺑﮭﺎ ﻣﻨﺸﺄﺗﻲ

1

2

3

4

5

ت-

ﺧﺪﻣﺎت اﻟﺒﺮﯾﺪ اﻟﺴﻌﻮدي اﻟﺤﺎﻟﯿﺔ ﻣﻮﺛﻮﻗﺔ وﻛﺎﻓﯿﺔ ﻓﻲ ﺣﺎل اﺳﺘﺨﺪﻣﺘﮭﺎ ﻻرﺳﺎل واﺳﺘﻘﺒﺎل اﻻوراق
واﻟﻤﺴﺘﻨﺪات اﻟﺨﺎﺻﺔ ﺑﻤﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻲ ﻋﻨﺪ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ

1

2

3

4

5

ث-

اﻋﺘﻘﺪ أن ﻧﻈﺎم ﺳﺪاد ﻛﺎﻓﻲ وﻓﻌﺎل ﻻﺳﺘﺨﺪاﻣﮫ ﻓﻲ دﻓﻊ رﺳﻮم اﻟﻤﻌﺎﻣﻼت واﻟﺨﺪﻣﺎت اﻟﺨﺎﺻﺔ
ﺑﻤﻨﺸﺄﺗﻲ

1

2

3

4

5

ج-

وﺟﻮد أﺧﻄﺎء ﺗﻘﻨﯿﺔ ﻣﺜﻞ )رواﺑﻂ ﻻ ﺗﻌﻤﻞ ,ﺻﻔﺤﺎت ﺗﺤﺖ اﻹﻧﺸﺎء ,ﺧﻄﺄ ﻓﻲ اﻟﺴﯿﺮﻓﺮ ....اﻟﺦ(
ﻋﻨﺪ اﺳﺘﺨﺪاﻣﻲ ﻟﻠﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل ﺳﻮف ﯾﻘﻠﻞ ﻣﻦ رﻏﺒﺘﻲ
ﻓﻲ إﺟﺮاء ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻲ إﻟﻜﺘﺮوﻧﯿﺎ ً

1

2

3

4

5
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 .30ﺟﻮاﻧﺐ ﻣﺘﻌﻠﻘﺔ ﺑﺴﮭﻮﻟﺔ وﺑﺴﺎطﺔ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل
أ-

ارى ان اﺳﺘﺨﺪام اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﻲ اﻧﺠﺎز اﻟﻤﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻟﺨﺎﺻﺔ ﺑﻤﻨﺸﺄﺗﻲ اﻣﺮ
ﺳﮭﻞ
ً
اﺟﺮاء اﻟﻤﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻟﻤﺘﻌﻠﻘﺔ ﺑﻤﻨﺸﺄﺗﻲ اﻟﻜﺘﺮوﻧﯿﺎ ﯾﺘﻄﻠﺐ اﻟﻜﺜﯿﺮ ﻣﻦ اﻟﺘﺮﻛﯿﺰ واﻟﺠﮭﺪ

ﻻ
أواﻓﻖ
ﺑﺸﺪة

أواﻓﻖ
ﺑﺸﺪة
1

2

3

4

5

1

2

3

4

5

ت-

ﺗﺼﻤﯿﻢ ﺻﻔﺤﺎت ﻣﻮاﻗﻊ اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل ﻗﺪ ﯾﺆﺛﺮ ﺑﺸﻜﻞ
ﻛﺒﯿﺮ ﻋﻠﻰ رﻏﺒﺘﻲ ﻓﻲ اﺳﺘﺨﺪام ﺗﻠﻚ اﻟﺨﺪﻣﺎت ﻟﻤﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻲ

1

2

3

4

5

ث-

اذا وﺟﺪت ان اﺳﺘﺨﺪام اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻻﻧﮭﺎء ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻲ اﻣﺮ ﺻﻌﺐ وﻣﻌﻘﺪ,
ﺳﻮف اﺗﺮدد ﻓﻲ اﺳﺘﺨﺪاﻣﮭﺎ ﻣﺮة اﺧﺮى

1

2

3

4

5

ج-

اﻋﺘﻘﺪ ان وﺟﻮد ﻣﻜﺎﺗﺐ ﻣﺼﺮﺣﺔ وﻣﻨﺘﺸﺮة ﻟﻤﺴﺎﻋﺪة اﺻﺤﺎب اﻻﻋﻤﺎل او ﻣﻤﺜﻠﯿﮭﻢ ﻓﻲ اﺟﺮاء
ﻣﻌﺎﻣﻼت ﻣﻨﺸﺂﺗﮭﻢ اﻟﻜﺘﺮوﻧﯿﺎ ً ﻓﻜﺮة ﺟﯿﺪة )ﻣﺜﻞ اﻟﻤﺴﺎﻋﺪة ﻓﻲ اﻛﻤﺎل اﻟﻄﻠﺒﺎت ,ارﺳﺎل واﺳﺘﻘﺒﺎل
اﻟﻤﻌﺎﻣﻼت واﻟﻤﺴﺘﻨﺪات .....اﻟﺦ(

1

2

3

4

5

ب-

 .31ﺟﻮاﻧﺐ ﻣﺘﻌﻠﻘﺔ ﺑﺎﻟﺜﻘﺔ واﻣﻦ اﻟﻤﻌﻠﻮﻣﺎت ﻓﻲ اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل

ﻻ
أواﻓﻖ
ﺑﺸﺪة

أواﻓﻖ
ﺑﺸﺪة
1

2

3

4

5

2

3

4

5

3

4

5

4

5
5

أ-

اﻻﻧﺘﺮﻧﺖ ﻏﯿﺮ آﻣﻦ ﻟﻠﺤﺼﻮل ﻋﻠﻰ ﺧﺪﻣﺎت ﺣﻜﻮﻣﯿﺔ ﺧﺎﺻﺔ ﺑﻤﻨﺸﺄﺗﻲ

ب-

اﻷﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ذات ﺑﯿﺌﺔ آﻣﻨﺔ ﯾﻤﻜﻨﻨﻲ إﺟﺮاء ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻲ ﻣﻦ ﺧﻼﻟﮭﺎ ﺑﺸﻜﻞ
آﻣﻦ

1

ت-

ﺳﻮف أﺗﺮدد ﻓﻲ ﺗﺰوﯾﺪ أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﺑﻤﻌﻠﻮﻣﺎت ﺣﺴﺎﺳﺔ ﻋﻦ ﻣﻨﺸﺄﺗﻲ ﻣﺜﻞ
اﻻرﺑﺎح ,اﻟﻤﺼﺮوﻓﺎت ,اﻻﺳﺘﺜﻤﺎرات .....اﻟﺦ

1

2

ث-

اﺷﻌﺮ ان ﺑﯿﺎﻧﺎت ﻣﻨﺸﺄﺗﻲ اﻟﻤﺨﺰﻧﺔ ﻓﻲ اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﯾﻤﻜﻦ ان ﯾﺴﺎء اﺳﺘﺨﺪاﻣﮭﺎ

1

2

3

ج-

اﺷﻌﺮ ان اﻟﺘﻌﺎﻣﻞ اﻻﻟﻜﺘﺮوﻧﻲ ﻣﻊ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ﻗﺪ ﯾﺘﺴﺒﺐ ﻓﻲ اﻧﺘﮭﺎك ﺧﺼﻮﺻﯿﺔ ﻣﻨﺸﺄﺗﻲ

1

2

3

4

ح-

أﺷﻌﺮ ﺑﺄن ﺑﯿﺎﻧﺎت ﻣﻨﺸﺄﺗﻲ اﻟﻤﺨﺰﻧﺔ ﻓﻲ أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﯾﻤﻜﻦ أن ﺗﺴﺘﺨﺪم ﺑﻮاﺳﻄﺔ
اطﺮاف اﺧﺮى دون ﻣﻮاﻓﻘﺘﻲ

1

2

3

4

5

خ-

اﻓﻀﻞ ان اﺣﺘﻔﻆ ﺑﻨﺴﺦ ﻣﻄﺒﻮﻋﺔ ﻣﻦ ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻲ اﻛﺜﺮ ﻣﻦ ﺗﺨﺰﯾﻨﮭﺎ اﻟﻜﺘﺮوﻧﯿﺎ ً

1

2

3

4

5

د-

ﯾﻤﻜﻦ اﻟﻮﺛﻮق ﺑﺎﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ﻓﻲ ﺗﻘﺪﯾﻢ ﺧﺪﻣﺎت وﺗﻌﺎﻣﻼت اﻟﻜﺘﺮوﻧﯿﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل ﺑﺸﻜﻞ
آﻣﻦ

1

2

3

4

5

ذ-

ﺗﻘﺴﯿﻢ اﻟﺨﺪﻣﺎت اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل ﻋﻠﻰ ﺣﺴﺐ ﻛﻤﯿﺔ اﻟﻤﻌﻠﻮﻣﺎت اﻟﻤﺰودة ﻣﻦ
اﺻﺤﺎب اﻻﻋﻤﺎل ﻓﻜﺮة ﺟﯿﺪة )ﺑﺤﯿﺚ اذا ﻟﻢ ﯾﺮﻏﺐ ﺻﺎﺣﺐ اﻟﻤﻨﺸﺄة اﻟﺘﺠﺎرﯾﺔ ﺑﺘﺰوﯾﺪ ﻣﻌﻠﻮﻣﺎت
ﻣﻌﯿﻨﺔ ﻋﻦ ﻣﻨﺸﺄﺗﮫ ﻓﺎﻧﮫ ﻟﻦ ﯾﺤﺼﻞ ﻋﻠﻰ ﺑﻌﺾ اﻟﺨﺪﻣﺎت اﻟﻜﺘﺮوﻧﯿﺎ ً(

1

2

3

4

5
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اﻟﺠﺰء اﻟﺨﺎﻣﺲ–أرﺟﻮ ﺗﺤﺪﯾﺪ درﺟﺔ أھﻤﯿﺔ وﺟﻮد اﻟﻌﻨﺎﺻﺮ اﻟﺘﺎﻟﯿﺔ ﻋﻨﺪ ﺗﻘﺪﯾﻢ ﺧﺪﻣﺎت ﺣﻜﻮﻣﯿﺔ اﻟﻜﺘﺮوﻧﯿﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل
درﺟﺔ اﻷھﻤﯿﺔ
 .32درﺟﺔ أھﻤﯿﺔ وﺟﻮد اﻟﻤﻌﻠﻮﻣﺎت اﻟﺘﺎﻟﯿﺔ ﻓﻲ اﻧﻈﻤﺔاﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ
اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل

ﻋﺎﻟﯿﺔ
ﺟﺪاً
5

أ-

ﺧﻄﻮات ﻣﻔﺼﻠﺔ ﻋﻦ ﻛﯿﻔﯿﺔ إﺟﺮاء اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل
إﻟﻜﺘﺮوﻧﯿﺎ ً

ز-

ﻧﺴﺨﺔ اﻟﻜﺘﺮوﻧﯿﺔ ﻣﻔﺼﻠﺔ ﻋﻦ اﻻﺟﺮاءات واﻟﻤﺘﻄﻠﺒﺎت اﻟﻨﻈﺎﻣﯿﺔ اﻟﻮاﺟﺐ ﺗﻮﻓﺮھﺎ
ﻋﻨﺪ ﻣﺰاوﻟﺔ ﻧﺸﺎط ﺗﺠﺎري )ﻣﻮﺿﺤﺔ ﻋﻠﻰ ﺣﺴﺐ ﻧﻮع اﻟﻨﺸﺎط(

س-

اﻣﺜﻠﺔ ﻣﻜﺘﻮﺑﺔ وﻣﺼﻮرة ﻋﻦ اﻟﻤﺘﻄﻠﺒﺎت اﻟﻮاﺟﺐ ﺗﻮﻓﺮھﺎ ﻋﻨﺪ اﺟﺮاء ﻣﻌﺎﻣﻠﺔ
ﺣﻜﻮﻣﯿﺔ ﻣﺘﻌﻠﻘﺔ ﺑﺎﻟﻤﻨﺸﺄة اﻟﺘﺠﺎرﯾﺔ

ش-

ﺷﺮح اﻻﺟﺮاءات اﻟﺘﻲ ﺳﻮف ﺗﺘﻢ ﻋﻠﻰ اﻟﻤﻌﺎﻣﻠﺔ

ص-

اﻟﻮﻗﺖ اﻟﻤﺘﻮﻗﻊ ﻻﻛﻤﺎل اﻟﻤﻌﺎﻣﻠﺔ

ض-

اﻟﺴﯿﺎﺳﺔ اﻟﻤﺘﺒﻌﺔ ﻓﻲ اﻣﻦ اﻟﻤﻌﻠﻮﻣﺎت اﻟﻤﺰودة واﻟﻤﺨﺰﻧﺔ ﻋﻦ اﻟﻤﻨﺸﺂت اﻟﺘﺠﺎرﯾﺔ

ط-

اﻟﺴﯿﺎﺳﺎت اﻟﻤﺘﺒﻌﺔ ﻓﻲ ﺣﻔﻆ ﺧﺼﻮﺻﯿﺔ اﻟﻤﻨﺸﺂت اﻟﺘﺠﺎرﯾﺔ وﺑﯿﺎﻧﺎﺗﮭﺎ

ظ-

ﺗﺎرﯾﺦ اﺧﺮ ﺗﺤﺪﯾﺚ ﻟﺼﻔﺤﺎت اﻟﺨﺪﻣﺎت اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل

ع-

ﺗﺎرﯾﺦ اﺧﺮ ﺗﺤﺪﯾﺚ ﻟﻼﺟﺮاءات واﻟﻤﺘﻄﻠﺒﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻟﻤﺘﻌﻠﻘﺔ ﺑﻤﻌﺎﻣﻼت ﻗﻄﺎع
اﻻﻋﻤﺎل

غ-

اﻟﺘﺸﺮﯾﻌﺎت اﻟﻘﺎﻧﻮﻧﯿﺔ اﻟﻤﺘﻌﻠﻘﺔ ﺑﺤﻔﻆ ﺣﻘﻮق اﻟﻤﺴﺘﺨﺪﻣﯿﻦ ﻣﻦ ﻗﻄﺎع اﻻﻋﻤﺎل واﻟﺠﮭﮫ
اﻟﻤﻘﺪﻣﺔ ﻟﻠﺨﺪﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ

ﻋﺎﻟﯿﺔ

ﻣﺘﻮﺳﻄﺔ

ﻣﻨﺨﻔﻀﺔ

4

3

2

ﻣﻨﺨﻔﻀﺔ
ﺟﺪاً
1

درﺟﺔ اﻷھﻤﯿﺔ
 .33درﺟﺔ أھﻤﯿﺔ وﺟﻮد اﻟﻤﻤﯿﺰات اﻟﺘﺎﻟﯿﺔ ﻋﻨﺪ ﺗﻄﺒﯿﻖ اﻧﻈﻤﺔاﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ
اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل

ﻋﺎﻟﯿﺔ
ﺟﺪاً
5

أ-

اﻟﻘﺪرة ﻋﻠﻰ ﻣﺘﺎﺑﻌﺔ ﺣﺎﻟﺔ اﻟﻤﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻟﺨﺎﺻﺔ ﺑﻤﻨﺸﺄﺗﻲ إﻟﻜﺘﺮوﻧﯿﺎ ً

ب-

اﻟﻘﺪرة ﻋﻠﻰ اﻻﻋﺘﺮاض اﻟﻜﺘﺮوﻧﯿﺎ ً ﻓﻲ ﺣﺎﻟﺔ رﻓﺾ ﻣﻌﺎﻣﻠﺔ ﻣﻨﺸﺄﺗﻲ

ت-

اﻟﻘﺪرة ﻋﻠﻰ اﺳﺘﻌﺮاض ﺟﻤﯿﻊ اﻟﻤﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﺔ اﻟﺘﻲ ﺳﺒﻖ وان اﺟﺮﯾﺖ
اﻟﻜﺘﺮوﻧﯿﺎ ً ﻟﻤﻨﺸﺄﺗﻲ

ث-

اﻟﺘﺤﻜﻢ اﻟﻜﺎﻣﻞ ﻓﻲ وﺟﻮد او ﺣﺬف اﻟﺒﯿﺎﻧﺎت اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﺘﻌﻠﻘﺔ ﺑﻤﻨﺸﺄﺗﻲ

ج-

اﻟﺘﻮاﺻﻞ ﻣﻌﻲ ﺑﺨﺼﻮص ﺣﺎﻟﺔ اﻟﻤﻌﺎﻣﻼت اﻟﺘﻲ اﺟﺮﯾﺖ اﻟﻜﺘﺮوﻧﯿﺎ ً ﻟﻤﻨﺸﺄﺗﻲ

ح-

وﺟﻮد ﺧﺪﻣﺔ ﻋﻤﻼء ﻣﺨﺼﺺ ﻟﻤﺴﺎﻋﺪة اﺻﺤﺎب اﻻﻋﻤﺎل او ﻣﻤﺜﻠﯿﮭﻢ ﻓﻲ
ﺗﻌﺎﻣﻼﺗﮭﻢ اﻻﻟﻜﺘﺮوﻧﯿﺔ

خ-

اﻣﻜﺎﻧﯿﺔ اﻟﺤﺼﻮل ﻋﻠﻰ ﺧﺪﻣﺎت ﺣﻜﻮﻣﯿﺔ اﻟﻜﺘﺮوﻧﯿﺔ ﻟﻠﻤﻨﺸﺂت اﻟﺘﺠﺎرﯾﺔ  24ﺳﺎﻋﮫ/
7اﯾﺎم

د-

اﻟﻘﺪرة ﻋﻠﻰ ﺗﻘﯿﯿﻢ ﺟﻮدة اﻟﺘﻌﺎﻣﻼت واﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ
ﻟﻘﻄﺎع اﻻﻋﻤﺎل

ذ-

وﺟﻮد ﺗﻄﺒﯿﻘﺎت ﻟﻠﮭﻮاﺗﻒ اﻟﺬﻛﯿﺔ ﻣﺨﺼﺼﺔ ﻟﻠﻤﺴﺘﺨﺪﻣﯿﻦ ﻣﻦ ﻗﻄﺎع اﻻﻋﻤﺎل
ﻟﻠﺘﻔﺎﻋﻞ ﻣﻊ اﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻓﯿﻤﺎ ﯾﺨﺺ ﻣﻌﺎﻣﻼت ﻣﻨﺸﺂﺗﮭﻢ

ﻋﺎﻟﯿﺔ

ﻣﺘﻮﺳﻄﺔ

ﻣﻨﺨﻔﻀﺔ

4

3

2

ﻣﻨﺨﻔﻀﺔ
ﺟﺪاً
1

435

إذا ﻛﺎن ھﻨﺎك أي إﺿﺎﻓﺎت ﺑﺨﺼﻮص أﻧﻈﻤﺔ اﻟﺤﻜﻮﻣﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ وﺧﺪﻣﺎﺗﮭﺎ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻷﻋﻤﺎل ارﺟﻮ ذﻛﺮھﺎ ھﻨﺎ
.........................................................................................................................................................................
...................................................................................................................................................................

ﺑﺤﺜﻲ ھﺬا ﺳﻮف ﯾﺘﻀﻤﻦ أﯾﻀﺎ ً ﻣﻘﺎﺑﻼت ﺷﺨﺼﯿﺔ ﻗﺼﯿﺮة ﺗﺴﺘﻐﺮق ﺗﻘﺮﯾﺒﺎ ً )٣٠ـ ٤٥دﻗﯿﻘﺔ( واﻟﺘﻲ ﺳﻮف ﺗﻌﻄﯿﻨﻲ اﻟﻔﺮﺻﺔ ﻓﻲ ﻣﻌﺮﻓﺔ اﻟﻤﺰﯾﺪ ﻋﻦ
رأﯾﻚ ﻓﻲ ﺧﺪﻣﺎت اﻟﺤﻜﻮﻣﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ اﻟﻤﻘﺪﻣﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل ﻓﻲ اﻟﻤﻤﻠﻜﺔ اﻟﻌﺮﺑﯿﺔ اﻟﺴﻌﻮدﯾﺔ وﻛﺬﻟﻚ اﻟﻌﻮاﻣﻞ اﻟﺘﻲ ﺗﺆﺛﺮ ﻋﻠﻰ اﺳﺘﺨﺪاﻣﻚ
ﻛﺼﺎﺣﺐ ﻣﻨﺸﺄة ﺗﺠﺎرﯾﺔ او ﻣﻤﺜﻞ ﻟﻤﻨﺸﺄة ﺗﺠﺎرﯾﺔ  ,أرﺟﻮ ﻛﺘﺎﺑﺔ ﺑﺮﯾﺪك اﻹﻟﻜﺘﺮوﻧﻲ أو رﻗﻢ ھﺎﺗﻔﻚ إذا رﻏﺒﺖ ﻣﺸﻜﻮراً ﻓﻲ اﻟﻤﺸﺎرﻛﺔ أﺗﻤﻜﻦ ﻣﻦ
اﻟﺘﻮاﺻﻞ ﻣﻌﻚ وﺗﻨﺴﯿﻖ اﻟﻤﻘﺎﺑﻠﺔ .................................................................................................

أﻛﺮر ﺷﻜﺮي ﻋﻠﻰ ﺗﻌﺎوﻧﻚ وﻣﺸﺎرﻛﺘﻚ ﻓﻲ ھﺬا اﻹﺳﺘﺒﯿﺎن
ﺻﺎﻟﺢ ﺑﻦ ﻋﺒﺪاﻟﻘﺎدر

436

أﺟﻨﺪة اﻟﻤﻘﺎﺑﻠﺔ )ﻗﻄﺎع اﻷﻋﻤﺎل(
١ـ ھﻞ ﺳﺒﻖ وأن اﺳﺘﺨﺪﻣﺖ أي ﺧﺪﻣﺎت أو ﺗﻌﺎﻣﻼت ﺣﻜﻮﻣﯿﺔ إﻟﻜﺘﺮوﻧﯿﺔ ﻣﺘﻌﻠﻘﺔ ﺑﻤﻨﺸﺄﺗﻚ؟
)ﻧﻌﻢ(
٢ـ ﻣﺎھﻲ وﻣﺎھﻮ رأﯾﻚ ﻓﯿﮭﺎ ﺑﺸﻜﻞ ﻋﺎم؟
٣ـ ھﻞ ﺗﺮى أن اﺳﺘﺨﺪام اﻷﻧﻈﻤﺔ اﻹﻟﻜﺘﺮوﻧﯿﺔ ﻹﺟﺮاء/إﻧﮭﺎء ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻚ أﻓﻀﻞ ﻣﻦ اﻟﻄﺮق اﻟﺘﻘﻠﯿﺪﯾﺔ ﻛﺎﻟﺰﯾﺎرة اﻟﺸﺨﺼﯿﺔ ﻟﻠﺠﮭﮫ
اﻟﺤﻜﻮﻣﯿﺔ؟ ﻟﻤﺎذا؟
٤ـ ھﻞ اﺿﻄﺮﯾﺖ اﻟﻰ ﻣﺮاﺟﻌﺔ اﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ )ﺳﻮا ًء ﺷﺨﺼﯿﺎ ً او ﺑﺎرﺳﺎل ﻣﻨﺪوب( ﻋﻨﺪ اﺳﺘﺨﺪاﻣﻚ ﻟﻠﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﮫ وﻟﻤﺎذا؟
٥ـ اﻟﺮﺟﺎء وﺻﻒ ﺗﺠﺎرﺑﻚ ﻓﻲ اﻧﺠﺎز ﻣﻌﺎﻣﻼت اﻟﻜﺘﺮوﻧﯿﮫ ﺗﺨﺺ ﻣﻨﺸﺄﺗﻚ؟ وﻣﺎھﻲ اﻟﻤﺸﺎﻛﻞ اﻟﺘﻲ واﺟﮭﺘﮭﺎ؟
٦ـ ﻣﻦ ﻓﻀﻠﻚ اﺷﺮح ﺑﺎﺧﺘﺼﺎر اﻟﻰ اي ﻣﺪى ﺗﺮى ان اﻟﻌﻮاﻣﻞ اﻟﺘﺎﻟﯿﺔ ﻗﺪ ﺗﺆﺛﺮ ﻋﻠﻰ رﻏﺒﺔ اﻟﻤﺴﺘﺨﺪﻣﯿﻦ ﻣﻦ ﻗﻄﺎع اﻻﻋﻤﺎل ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت
اﻻﻟﻜﺘﺮوﻧﯿﮫ ﻟﻤﻌﺎﻣﻼت ﻣﻨﺸﺂﺗﮭﻢ:
•
•
•

ﺗﺄﺛﯿﺮ ﻋﻤﺮ اﻟﻤﺴﺘﺨﺪم ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮫ
ﺗﺂﺛﯿﺮ ﺟﻨﺲ اﻟﻤﺴﺘﺨﺪم ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮫ
ﺗﺄﺛﯿﺮ ﻣﺴﺘﻮى ﺗﻌﻠﯿﻢ اﻟﻤﺴﺘﺨﺪم ﻋﻠﻰ اﺳﺘﺨﺪاﻣﮫ

ﻋﻮاﻣﻞ اﺧﺮى ﻣﺘﻌﻠﻘﺔ ﺑﺎﻟﻤﻨﺸﺄه:
•
•
•
•
•

ﺗﺄﺛﯿﺮ اﻟﻤﻮﻗﻊ اﻟﺠﻐﺮاﻓﻲ ﻟﻠﻤﻨﺸﺄه
ﺗﺄﺛﯿﺮ دﺧﻞ اﻟﻤﻨﺸﺄه
ﺗﺄﺛﯿﺮ ﻋﺪد اﻟﻤﻮظﻔﯿﻦ ﻓﻲ اﻟﻤﻨﺸﺄه
ﺗﺄﺛﯿﺮ ﻧﺸﺎط اﻟﻤﻨﺸﺄه اﻟﺘﺠﺎري
ﺗﺄﺛﯿﺮ ﻋﻤﺮ اﻟﻤﻨﺸﺄه

٧ـ ﻓﻲ رأﯾﻚ ،ﻣﺎھﻲ اﻻﺳﺒﺎب واﻟﻌﻮاﻣﻞ اﻟﺘﻲ ﺗﺸﺠﻊ او ﺗﺰﯾﺪ ﻣﻦ رﻏﺒﺔ اﻟﻤﺴﺘﺨﺪﻣﯿﻦ ﻣﻦ ﻗﻄﺎع اﻻﻋﻤﺎل ﻓﻲ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ
اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻟﻤﻌﺎﻣﻼت ﻣﻨﺸﺂﺗﮭﻢ؟
٨ـ وﻣﺎھﻲ اﻻﺳﺒﺎب واﻟﻌﻮاﻣﻞ اﻟﺘﻲ ﻗﺪ ﺗﻤﻨﻊ او ﺗﻘﻠﻞ ﻣﻦ رﻏﺒﺘﮭﻢ ﻓﻲ اﺳﺘﺨﺪاﻣﮭﺎ ﻟﻤﻌﺎﻣﻼت ﻣﻨﺸﺂﺗﮭﻢ؟
٩ـ ﻣﻦ ﻓﻀﻠﻚ اﺷﺮح ﺑﺎﺧﺘﺼﺎر ھﻞ ﻻﺳﺘﺨﺪاﻣﻚ اﻟﺴﺎﺑﻖ ﻟﻠﺨﺪﻣﺎت اﻻﻟﻜﺘﺮوﻧﯿﮫ ﻓﻲ اﻧﺠﺎر ﻣﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻚ ﺗﺄﺛﯿﺮ ﻋﻠﻰ رﻏﺒﺘﻚ ﻓﻲ اﺳﺘﺨﺪاﻣﮭﺎ
ﻣﺮه اﺧﺮى؟
١٠ـ ھﻞ ﺗﻌﺘﻘﺪ ان اﺳﺘﺨﺪام اﻻﻧﻈﻤﮫ اﻻﻟﻜﺘﺮوﻧﯿﮫ ﻣﻮﺛﻮق ﻻﻧﺠﺎز اﻟﻤﻌﺎﻣﻼت اﻟﺤﻜﻮﻣﯿﮫ اﻟﺨﺎﺻﮫ ﺑﻘﻄﺎع اﻻﻋﻤﺎل )ﻣﻮﺛﻮق ﻣﻦ ﻧﺎﺣﯿﮫ اﻣﻦ
اﻟﻤﻌﻠﻮﻣﺎت ،ﺣﻤﺎﯾﮫ اﻟﺨﺼﻮﺻﯿﮫ ،اﻟﻘﺪره ﻋﻠﻰ اﻧﺠﺎز اﻟﻤﻌﺎﻣﻠﮫ ﺑﺸﻜﻞ ﻧﺎﺟﺢ(
١١ـ ﻣﺎ رأﯾﻚ ﻓﻲ ﺣﻤﻼت اﻟﺘﻮﻋﯿﮫ واﻟﺤﻤﻼت اﻟﺪﻋﺎﺋﯿﮫ ﺑﺎﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﮫ اﻻﻟﻜﺘﺮوﻧﯿﮫ اﻟﻤﻘﺪﻣﮫ ﻟﻘﻄﺎع اﻻﻋﻤﺎل؟
١٢ـ ھﻞ ﺗﺮى ان وﺿﻊ ﻗﻮاﻧﯿﻦ ،ﺳﯿﺎﺳﺎت واﺣﻜﺎم ﻻﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﮫ اﻻﻟﻜﺘﺮوﻧﯿﮫ ﯾﺆﺛﺮ ﻋﻠﻰ رﻏﺒﺔ اﻟﻤﺴﺘﺨﺪﻣﯿﻦ ﻣﻦ ﻗﻄﺎع اﻻﻋﻤﺎل
ﻓﻲ اﺳﺘﺨﺪاﻣﮭﺎ؟
ھﻞ ﯾﻮﺟﺪ اﺿﺎﻓﺎت ﺗﻮد ان ﺗﻀﯿﻔﮭﺎ ﻋﻦ ﺗﻄﺒﯿﻖ اﻟﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻟﻘﻄﺎع اﻻﻋﻤﺎل؟
)ﻻ(
١٣ـ ﻣﺎھﻲ اﺳﺒﺎب ﻋﺪم اﺳﺘﺨﺪاﻣﻚ ﻟﻠﺨﺪﻣﺎت اﻟﺤﻜﻮﻣﯿﺔ اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻟﻤﻌﺎﻣﻼت ﻣﻨﺸﺄﺗﻚ؟
١٤ـ ﺑﺮأﯾﻚ ،ﻣﺎذا ﯾﺠﺐ ان ﺗﻔﻌﻞ اﻟﻮزارات واﻟﺠﮭﺎت اﻟﺤﻜﻮﻣﯿﺔ ذات اﻟﻌﻼﻗﮫ ﺑﻤﻌﺎﻣﻼت اﻟﻘﻄﺎع اﻟﺨﺎص ﻟﻜﻲ ﺗﺸﺠﻌﻚ ﻋﻠﻰ اﺳﺘﺨﺪام اﻟﺨﺪﻣﺎت
واﻟﺘﻌﺎﻣﻼت اﻻﻟﻜﺘﺮوﻧﯿﺔ ﻟﻤﻨﺸﺄﺗﻚ؟
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Appendix G: Figures and graphs in large size

Figure 2.1: E-Government four domains (Siau & Long, 2005).

Figure 2.2: Objectives and relationships of e-Government domains (Siau & Long, 2005)
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Figure 2.3: Gartner’s e-Government stages model (Zarei et al., 2008; Al-Hashmi & Darem,
2008)
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Figure 2.14: Example of low number of viewings and transactions for traffic fines queries and
payment e-Services (Saudi Government, n.d.)
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Figure 2.14: Example of low number of viewings and transactions for traffic fines queries and
payment e-Services (Saudi Government, n.d.)
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Technical Factors
• Perceived Simplicity (PS)
• Technical Quality of Service (TQS)
• Accessibility (ACC)

Perceived EReadiness of
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Reliability Factors
• Perceived Trust (PT)
• Regulations & Policies (RP)

Figure 3.1: E-Government Adoption and Utilisation Model (EGAUM)
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Figure 5.1: Methods of obtaining information about government transactions (citizens’ sample)
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Figure 5.2: Methods of paying for government transactions (citizens’ sample)
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Figure 5.3: The results of PB measurement items (citizens)
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Figure 5.4: The results of SC measurement items (citizens)
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Figure 5.6: The result of AW part2 measurement items (citizens)
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Figure 5.8: The result of FQS part2 measurement items (citizens)
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Figure 5.13: The result of PS part2 measurement items (citizens)
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Figure 5.15: The result of TQS part2 measurement items (citizens)
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Figure 5.17: The results of ACC part2 measurement items (citizens)
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Figure 5.18: The results of PT measurement items (citizens)
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Figure 5.19: The results of RP measurement items (citizens)
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Figure 6.2: The results of SC measurement items (government employees)
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Figure 6.5: The results of FQS measurement items (government employees)
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Figure 7.1: Methods of obtaining information about government transactions (business sector)
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Figure 7.2: Preferred methods to conduct government transactions (business sector)
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Figure 7.3: The results of PB measurement items (business sector)
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Figure 7.6: The results of AW part2 measurement items (business sector)
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Figure 7.8: The results of FQS part2 measurement items (business sector)
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Figure 7.14: The results of PS part2 measurement items (business sector)
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Figure 7.18: The results of ACC part2 measurement items (business sector)
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Figure 7.19: The results of PT measurement items (business sector)

* Reverse item

Participants percentage

0.0%

10.0%

20.0%

30.0%

40.0%

50.0%

60.0%

70.0%

2.1%

14.6%

35.4%

4.20%
2.10%

14.60%

31.30%

Information security
policies

47.90%

Information privacy
policies

0.00%

2.10%

14.60%

22.90%

4.20%
2.10%

14.60%

Regulations & laws
related to reserve users
and agencies rights

25%

54.20%

Figure 7.20: The results of RP measurement items (business sector)
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