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Among the many promises of the revolution in the information and communication
technologies (ICT), particularly the Internet, continues to be its potential to significantly
transform governments around the world. This transformation is referred to as e-government or
web-based government, often used interchangeably in most of the IS literature. Despite these
however, the level of adoption and use of such innovation is still low and does not meet
expectations in developing countries in general and Jordan in particular.
Yet, existing research on the adoption and implementation of e-government in developing
countries is still lacking explanatory power for the following reasons: 1) focusing either on the
supply-side, or on the demand-side separately to study the adoption and implementation of egovernment, and therefore there is no enough research on the integration between them as a
single phenomenon, and 2) focusing on the results of previous research, and therefore not to
develop theories fit the new context to be investigated to understand the relationship between the
IT implementation and social structures in the same context. This research aims to fill these gaps
through the use of a holistic approach to enable in-depth understanding and gain valuable insights
on the adoption and implementation of e-government from multiple perspectives, and in the real
context of a developing country, namely Jordan. This would reduce the gap between government
strategies and policies related to implementation of e-government services and applications on the
one hand, and perceptions of citizens on the other hand, allowing a better understanding of the
needs of citizens and the priorities that must be taken into account by governments in order to
ensure the success of such projects on a large scale.
Through two phases, this research proposes and empirically tests an integrated model of
the determinants of adoption and implementation of e-government services and applications in
Jordan. The first phase employs a grounded theory methodology for the development of the
research model, as well as the survey instruments necessary to test the model. The second phase
employs a survey questionnaire to test the research model using multivariate and SEM with the
results demonstrating support for the proposed model.
The empirical results indicate that perceived ease of use, perceived usefulness, and the
security of e-government systems are no longer among the main determinants that affect the
decision to adopt and implement e-government services and applications in this particular
context. This confirms that the prevailing models and theories on the adoption of IT do not apply
equally to the context of developing countries such as Jordan, and thus do not explain and predict
behaviour toward the adoption and implementation of e-government services and applications in
the same context. There is a direct and positive relationship between citizen involvement in the
change process towards e-government and the decision to adopt and implement e-government
services and applications. There is also a strong positive relationship between the decision to
adopt and implement e-government services and applications and the decision to use such
services and applications within the same context. Unexpectedly, the prevailing sociocultural
determinants indicate a direct and positive relationship with the decision to adopt and implement
e-government services and applications in the same context. Also, the results indicate direct and
negative relationships between citizen trust and website design issues with the decision to adopt
and implement e-government services and applications. Finally, the research concludes by
highlighting the theoretical and practical implications, limitations and future directions.
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Chapter One
Introduction

1.1 Introduction
E-government is not only the provision of public services over the Internet, but a radical
change in societies, and this is what makes the issue of adoption and implementation of egovernment raises a lot of controversy today. Despite this high potential, the adoption and
implementation of e-government is still a challenge to many governments around the world, both
in developed and developing countries. The reason for this could be the wrong belief that it could
generalise the results of implementing e-government as if it is in a global context. But it is not
that easy because the needs of each country and contextual circumstances vary from country to
country around the world. Thus, a global approach in the implementation of e-government may
not be effective in all contextual circumstances, and may prevent the achievement of the
objectives of e-government. Jordan is among the countries in the Arab region, which is eagerly
seeking to adopt and implement e-government services and applications in public sector
institutions. It aims to improve the efficiency, cost and quality of government information and
services provided to citizens, companies, employees and other government agencies. Although
there are plans and strategies to support and enable the adoption and implementation of egovernment, the rate of adoption and implementation of e-government services and applications
is still low at all levels, especially at the individual level. Jordan has a particular context, and
therefore, plans and strategies developed to support and enable e-government should be specific
to it. However, e-government is a relatively new area of research and the determinants of its
success and failure remain open for further research. This is one of the main motivations for this
research.
This chapter provides a general background on key issues in this research on the adoption
and implementation of e-government services and applications in Jordan. The chapter begins with
a general background on the research context (Jordan), an overview of the research problem,
motivation, objectives and questions to be answered. In the end, the chapter provides an outline
for the organisation of this research.

1.2 Research context
The successful adoption of ICT has helped governments around the world to implement
and provide public services more efficiently than ever to their stakeholders (e.g. citizens,
businesses, employees and other government agencies). Accordingly, a number of e-government
initiatives have been taken in order to build services that focus on the needs of stakeholders and
to provide greater ease of access to government services (Papantoniou et al., 2001).
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Although there is no one universal model can be applied to all countries for the adoption
and implementation of e-government services and applications, several studies have addressed in
detail the factors that affect the successful adoption and implementation of such services and
applications in different contexts. Each country has its own political, economic, cultural and
social conditions that reflect its environment, and thus affect the successful adoption and
implementation of e-government initiatives within its context.
For many years, Jordan ranks high among the neighboring countries in many vital areas,
particularly health and education. It is seeking through its limited resources to achieve a similar
level of progress in other areas such as ICT.
In recent years, many developing countries have adopted ICT as a way to catch up with
the rapid progress in most developed countries and thereby achieve economic and social
development (Achimugu et al., 2009). The importance of ICT in developing countries has
increased as a result of the following reasons: (1) limited financial resources have made these
countries are looking for alternative sources to provide liquidity to support the economy and local
enterprises, either by attracting foreign investment to establish joint ventures (Elhagrasey, 2000)
or set up branches in these countries for foreign companies, while maintaining the main offices in
the foreign country (Nizamuddin, 2007), (2) improvement in the quality of public services and
compare them with the services provided by their counterparts from developed countries (Abu
Bakar et al., 2011), and (3) reducing levels of unemployment in these countries by creating new
job opportunities (Kamel et al., 2009). However, there are differences between developing
countries in terms of levels of social and economic development and use of ICT, where each
country has its political, economic and cultural environment (Wilson and Wilson, 2009).
Most Arab countries, including Jordan, fall into the category of developing countries that
have unique and complex environment. This means that the beliefs and cultural values prevailing
in these countries provide a rich environment for researchers to explore in depth the issues related
to the determinants of change towards the adoption and implementation of ICT on the one hand,
and provides a clear example of the role of cultural values and beliefs in the resistance to change
towards the adoption and implementation of ICT and therefore the interpretation of high rates of
failure in the implementation and deployment of ICT in such countries on the other hand (Straub
et al., 2003). These issues and others have served as an incentive for the researcher to explore in
depth the determinants that affect the success or failure of the adoption and implementation of
ICT in general and specifically e-government in the context of an Arab country, namely Jordan.
Hofstede (1980), for example, showed great interest in exploring the cultural dimensions of the
Arab region as a single region that contains a lot of diversity and complexity. Most Arab
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countries face difficulties in the transition from one setting to another, and the reason is the lack
of a common culture and ideology encourages the shift in various walks of life including the
technological transformation in such countries. However, Arab countries differ among
themselves in terms of levels of economic and social development (Aladwani, 2003; Fargues,
2006). For example, some oil-producing countries depend on the economic factor to achieve a
high level of prosperity for its citizens, while other countries such as Egypt and Jordan rely on the
human factor in national development in spite of the lack of economic resources (Al-Jaghoub and
Westrup, 2001).

1.2.1 Why Jordan
Jordan is located at the crossroads of three continents: Asia, Africa and Europe. This
strategic location has brought the importance of being linking east to west on the one hand, and
north to south on the other hand. For many years, Jordan has been the focus of many countries
around the world because of the social and economic growth being witnessed among the Arab
countries on the one hand, and rich culture, which combines the heritage of the Arab region and
openness to the outside world on the other hand. In addition, the experience of growth and reform
programs in various fields such as health and education has made Jordan a successful example
between the countries of the region (http://www.jordanictforum.com). With regard to ICT, Jordan
seeks to be a copy of Singapore in the Arab region by embodying the new thinking and practice
in the introduction of ICT to support and enable the social and economic progress rapidly
(Ciborra and Navarra 2005). Jordan is suffering from a lack of natural resources, but the human
factor is the wealth of this country, as well as strong leadership, political stability and openness to
the outside world, all of which gives Jordan the importance and the ability to stay competitive in
the domain of ICT (Jordan‘s REACH Initiative, http://www.reach.com.jo).
For the purpose of this research, public service sector has been investigated in Jordan,
which dominates the Jordanian economy by more than 66.2% (EST 2009) of Gross Domestic
Product

(GDP)

and

77.4%

of

labor

force

(http://www.theodora.com/wfbcurrent/jordan/jordan_economy.html).

(EST

According

to

2007)
Kanaan

(2005), the dominance is the result of an increase in population, high birth rates, and number of
employees in the government sector and finally the successful government efforts to expand basic
services to include people in remote areas throughout the country. However, these and other
issues have prompted the Jordanian government to take advantage of ICT to meet the diverse
needs of citizens, and the provision of public services in a manner competitive with the services
provided by the private sector through the e-commerce channels. In contrast, the impact of the
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challenges facing the public sector would be much greater on the Jordanian economy than those
facing the private sector for the following reasons: (1) the role played by the public sector in
supplying the state treasury, (2) higher number of employees in the government sector, and (3)
strong competition in the Arab region through the strengthening of economic and social
development, all these forced the government of Jordan to develop the public service sector
through e-government initiatives. However, the reasons for selecting the context of public
services, especially e-government in Jordan to be studied can be summarised as follows:
 Jordan is a combination between the characteristics of developing societies in general, and
Arab societies in particular.
 Jordan has an advantage over some other developing countries in general and especially
the Arab countries in the modernisation and restructuring of the ICT infrastructure to face
global competition. According to World Bank research, Jordan ranked 44 out of 133
countries in the ICT readiness index for the years 2009 and 2010, respectively (Jordan
Times, 2010).
 Jordan has an advantage over some other developing countries in general and especially the
Arab countries in terms of its economic policies and openness to the outside world (e.g.
joining the Greater Arab Free Trade Area (GAFTA) and joining the World Trade
Organisation (WTO), etc).
 Jordan has a set of advantages over some other developing countries in general and
especially the Arab countries in terms of the following: 1) the small size of the society
makes the implementation and deployment of ICT services faster and easier, 2) advanced
education system in terms of level and content, 3) the widespread use of bilingual
Arabic/English in daily life, 4) the widespread of knowledge stations in remote areas to
bridge the digital divide in the country, and 5) the availability of qualified workforce in all
areas.
 Jordan has also an advantage over some other developing countries in general and
especially the Arab countries in terms of implementing its new ICT strategy first launched
in 2007 which has also set ambitious targets to increase internet penetration in the kingdom
from 11% to 50% by 2011, raising employees in the sector to become 35,000 and boosting
the sector‘s revenues to $3bn. The strategy also focuses on increasing the adoption and
implementation of ICT across the economy; it is one of the challenges facing Jordan‘s new
minister of ICT to ensure continued sector growth (Jordan Times, 2010). Over the past two
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years progress has already been made to more than double Internet penetration from 11% in
2007 to 26% in 2009. However, the introduction of services for Jordanian users means that
the industry expects to be servicing 1.13 million Internet subscribers by the end of the year
(Global Arab Network: IT a Vital Component of Jordan‘s New Economy,
http://www.english.globalarabnetwork.com/200912033875/Technology/it-a-vital
component-of-jordans-new-economy.html).
 Jordan has also advantage over some other developing countries and especially the Arab
countries in terms of social and political stability, which makes it one of the trading partners
for many foreign investors (MIT, http://www.mit.gov.jo/Default.aspx?tabid=476).

1.2.2 Technology in Jordan
Since the arrival of His Majesty King Abdullah II to the throne in 1999, Jordan was
seeking to create an ambitious vision to be transformed into knowledge-based economy and
society that contributes to the socioeconomic development of the Kingdom on the one hand and
put itself on the world map in the field of ICT on the other hand. The royal vision aims to connect
Jordanians with each other through the use of ICT, as well as improving public services for
citizens, and growth in the sectors of business, industry and raise the efficiency of the citizens in
the Kingdom of Jordan in order to keep abreast of developments in ICT.
Since it was founded in April 2002, the MoICT is responsible for setting policies for the
sectors of ICT and postal services in Jordan. MoICT provide all aspects of support to initiatives
related to information technology and communications such as e-government at the local level
and raise awareness about these initiatives in accordance with the plans and strategies to achieve
their goals. In addition, MoICT is making unremitting efforts in promoting the ICT sector
through the promotion of domestic and foreign investments and create opportunities for
partnership between the public and private sectors. All of this contributes to the development of
this sector locally, and thus creating a society based on knowledge and keep pace with modernity
and development in most Western societies (United Nations, 2009). Figure 1.1 shows the timeline
for some of these efforts (1995-2006).
Following this, the national ICT plan in Jordan (2007-2011) (Int@j, 2009) became
oriented to address four key issues to ensure success locally and regionally, namely the
connectivity, regulation and investment climate, research and development, and labour issues and
education; all these efforts reflect the MoICT‘s mission in providing the following support to
stakeholders (MoICT, 2005):
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 Creating a legal environment, trade and regulatory assistance able to accommodate the
technology as a change towards socioeconomic development more widely within Jordan;
 Creating a market for encouraging innovation through the provision of ICT at affordable for
stakeholders;
 Creating a competitive position for Jordan in the ICT industry locally and internationally;
 Creating a model of good governance in the pursuit of efficiency, social inclusion and
human resource development;
 Creating a suitable environment for the exploitation of ICT by governmental agencies in the
best way possible, consistent with best practices and free market principles;
 Creating a base of young people with skills, confident and ready to work, as well as
broaden the base of understanding among Jordanians in the society, and encourage the use
of ICT.
IT projects and e-government initiatives (1995-2006)
 Establishment
of Ministry of
post and ICT
 Modern
telecom Act
 Establishment
of TRC
 Internet café
Act

1995-1996

 Privatisation
Act
 First ICT
strategy
 Goal of
transforming into
knowledge based
economy

1997-1998

 Liberalisation  Launch e-government
of mobile line
 Corporatisation of
market
Jordan telecom (JTC)  Launch National
 Telecom
 E-transaction Act
broad band NT for
deregulation and  Investment promotion learning
privatization
Act
 Deployment of
 Creating ICT  Updating national
ICT in government
Hub in the region information policy
plan (2004-2007)
 Launch REACH  MoICT restructured  Comprehensive
1.0
ICT strategy
 REACH 2.0, 3.0,
4.0 release
 E-payment
gateway
 Liberalisation of
ISP sector

1999-2000

2001-2002

 Partnership and
agreements in ICT sector
 Launch connecting
Jordanians initiative
 Launch e-government
 ICT literacy training
programs
 Finalising ICT plan
 Finalising and start
working on the e-initiatives
below

2003-2004

2005-2006

Figure 1.1 National ICT plan in Jordan (Elsheikh et al., 2008)

MoICT has established a commission to find out the reality of progress in ICT sector in
Jordan, and thereby address the imbalance whatsoever. Since then, MoICT strives, through its
policies and strategies relating to ICT to achieve the dream of becoming an information society.
Therefore,

MoICT

has

taken

a

series

(http://www.moict.gov.jo/MOICT_initiative.aspx), as follows:

of

e-initiatives

PC at every home initiative,

Knowledge station initiative, Jordan's broadband learning network initiative, ICT literacy
program, Connecting Jordanians initiative (CJI), and Jordan e-government initiative.
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However, the results of a survey conducted in December 2009 by the MoICT to assess the
economic impact of ICT on the national economy showed that the contribution of ICT to GDP
amounted to 14.3% directly or as a result of the uses of this sector in other sectors. However, ICT
sector has contributed to increased productivity and worker productivity increased by 13.8% and
22.1%, respectively, in addition to raising rates of employment of women in various economic
sectors studied, as shown in Table 1.1, the employment in ICT sector in Jordan in the period
2005-2010.

Table 1.1 Employment in ICT sector (thousands) in Jordan (2005-2010) (Telecommunications
Regulatory Commission (TRC) – Jordan, http://www.trc.gov.jo)

According to the research itself, ICT sector has created 81.8 thousand jobs are in total,
including 16.6 thousand direct jobs, 49.8 thousand jobs indirectly, 15.3 thousand jobs updated,
and contributed to the telecommunications sector by 336.05 million JD from the income tax in
2008, as shown in Figure 1.2, the volume of investment (millions) in ICT sector in Jordan in the
period 2005-2010.

Figure 1.2 ICT investments (millions) in Jordan (2005-2010) (Telecommunications Regulatory
Commission (TRC) – Jordan, http://www.trc.gov.jo)
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The rate of contribution to the education sector in GDP due to use of the sector of ICT
around 0.1% and the industrial sector by 0.7%, and the health sector by 0.1%, and the financial
services sector by 0.9 percent and the commercial sector and wholesale by 0.3 percent and other
sectors by 2.7%. Thus, the importance of ICT sector has emerged from the stimulus policies
calling for the use and employment of ICT resources in various sectors for the continued
development and its contribution to the national economy and increase the knowledge and the
role of ICT and promoting content creation, e-commerce, as well as to reconsider the laws and
regulations to increase confidence in the means of ICT for users (Arabian Business.Com,
http://www.arabianbusiness.com/arabic/576916).

1.2.2.1 ICT infrastructure in Jordan
During the last ten years, Jordan has achieved a great effort for the development and
building its ICT infrastructure (United Nations, 2005). However, Figures 2.3, 2.4 and 2.5 present
some facts for the period (2005-2009) on ICT infrastructure in Jordan, before being discussed in
detail later in this section.

Figure 1.3 Fixed phone subscribers and penetration rate (2005-2010) (Telecommunications
Regulatory Commission (TRC) – Jordan, http://www.trc.gov.jo)

Successive governments have succeeded in creating a global vision of Jordan as a modern
state with high potential. As shown in Figures 1.4 and 1.5, mobiles and Internet market are
clearly witnessing a fierce competition between local and international companies. Jordan was
one of the most liberalised telecommunications markets in the Middle East, and there is an
independent body to control it. However, the market of telecommunications has been released at
the beginning of 2005, and the market has become available to all competitors.
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Figure 1.4 Mobile phone and radio trunking subscribers and penetration rate (2005-2010)
(Telecommunications Regulatory Commission (TRC) – Jordan, http://www.trc.gov.jo)

Internet penetration has increased in Jordan significantly and continuously since 2000.
Number of Internet users in Jordan has increased from 127,300 (or 2.4 %) in 2000 to score with
the end of last year about 1,741,900 (or 27.2 %) in 2010, about a quarter of Jordan's population of
6

million

people

(Internet

World

Stats-

Usage

and

Population

Statistics,

http://www.internetworldstats.com/me/jo.htm). However, the government of Jordan seeks
cooperation with the private sector to increase this percentage to 50% by the end of the year 2011
through procedures began to take shape, some work is under way to approve each other.

Figure 1.5 Internet users and penetration rate (2005-2010) (Telecommunications Regulatory
Commission (TRC) – Jordan, http://www.trc.gov.jo)
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However, the local Internet market is based on the 8 major suppliers to Internet services
in the traditional infrastructure related to fixed-line, while in the past three years, four companies
entered

to

provide

service

through

Wi-Max

wireless

http://www.moheet.com/show_news.aspx?nid=259667&pg=10).

technology
However,

the

(Moheet.Com,
increase

in

Internet users may have resulted in a higher proportion of individual subscriptions and thereby
increase the consumer market for goods and services offered or provided through the Internet. By
the year 2008, there will be 4.5 million mobile subscribers in Jordan, according to a report by BIS
Shrapnel cited in the Jordan Times. By September 2005, 41% of Jordanians benefited from
mobile services, up from 28% at the end of 2004. Analysts say the outlook for this sector is
positive despite socio economic factors prevailing in Jordan, such as the rise in unemployment
and the decline in income levels (AME info.Com, http://www.ameinfo.com/77354.html).
According to the World Economic Forum‘s Global Competitiveness Report (2009-2010),
Jordan ranked 50 out of 133 countries. The Global Competitiveness Index (GCI) is based on 12
pillars of competitiveness including institutions, infrastructure, macroeconomic stability, health
and primary education, higher education and training, goods marketing efficiency, labour market
efficiency, financial market sophistication, technological readiness, market size, business
sophistication and innovation (Int@j, http://www.intaj.net/node/307). The Arab World
Competitiveness Report ranked Jordan 7th in the Arab region among 130 countries included in
the World Economic Forum‘s report (United Nations, 2009).
In an opinion poll about evolution and how people use ICT at the national level to 3600
of Jordanians, aged 15 years and above during the first two weeks of December 2008, the
findings showed that there was a significant increase in the use of the Internet by 36%, an
increase

of

almost

100%

in

2007

(Market

Research

World,

http://www.marketresearchworld.net/index.php?option=com_content&task=view&id=2534&Ite
mid=77). Two-thirds of users are male, and aged 29 years and below. Almost 33% of Jordanians
use the Internet from home, including relatives and friends, while 27% use it from Internet cafes,
and 17% use it from educational institutions such as universities and schools and only 17% use it
from the premises such as offices. Only 11% of Jordanians have ADSL subscriptions in their
homes, and represent about 75% of the total subscriptions to the Internet. Most Jordanians believe
that the high subscription fee of the Internet is an obstacle to its penetration. This increase in the
use of the Internet, however, the increase in the use of electronic mail is still low by 21%,
compared to 18 percent in 2007, with males representing 71%, and 64% for those under the age
of 29. It is worth mentioning that 54% of all e-mail users think that there is no need to get their
prior approval when they are targeting their e-mails through marketing campaigns. 69% believe
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that receiving e-mail spam is not disturbing them. For social networks, 9% of the Jordanians use
Facebook, and 3% use MySpace.
Also, the findings showed that one third of Internet users find comfort in the use of the
English language while surfing the Internet, or 12% of the population, which in turn limits the use
of Internet applications. Online banking and e-commerce showed a small percentage does not
exceed 2% of all adult Internet users. This implies that Internet users spend the most time surfing
the Internet, download videos and chat. Research and data collection ranked high on the agenda
of the Internet users. Elite of the Jordanian society, who use the Internet via mobile phone
accounted for no more than 4%. Poll also found that 17% of Jordanians, or 46% of Internet users
visited the websites only e-newsletter. Jordan has prevalence of mobile phone and up to 85%
among adults 15 years and above, who have one or more of mobile phone subscriptions. Most of
the subscriptions are paid in advance. So that Jordanians are not interested in the acquisition of
fixed landline phones in order to acquire and pay for the mobile phone.
This is the interpretation of the low rate of fixed phones in Jordan, as shown earlier in
Figure 1.3. Interesting finding in the poll this year is that 19% of the population listens to the
news via mobile phone to reach their proportion to 23% of all subscribers of mobile phone.
Finally, commercial SMS has seen an increase of up to 53% of mobile subscribers receive SMS
between the number of times, once a day, several times a week. 67% of respondents claim that
they always read the text while 16% read the text in some time (Market Research World,
http://www.marketresearchworld.net/index.php?option=com_content&task=view&id=2534&Ite
mid=77).
The results of this poll reflect the use of technology, particularly Internet and mobile
phone, in the lives of Jordanians and their interests. Therefore, the promotion of these results
requires a re-consideration of the following factors:
 The establishment of ICT infrastructure based on coordination between service providers
for the transfer and exchange of information among them on the one hand, and enables
users open access to those services on the other hand. Although there is significant progress
in the ICT sector in Jordan in the last ten years, most cases are individual and
uncoordinated. However, Jordan currently lacks a digital network with a high potential for
exchange and transfer of information. This in turn weakens the capacity to transfer
information or even access to that information remotely. Generally, information is
available, but not as accurate as required. Data redundancy and duplication of information
on the one hand, and coding and classification of information differ from one place to
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another on the other hand; all affect the exchange and transfer of information (United
Nations, 2006).
 Increasing local investments for the development of ICT infrastructure. Most local ICT
companies lack the expertise needed to initiate new investments, as well as shortage of
venture capital (MoPIC, 2009). However, the existence of foreign technology investments
has helped to establish partnerships with local ICT companies to develop an internationally
competitive ICT sector in Jordan (Int@j, http://www.intaj.net/node/307). This partnership
shows that Jordan is acting as a competitive in the region, using a variety of actors,
national, regional and international, seeking to achieve its objectives (Westrup and AlJaghoub, 2007).
 Encouraging competition between market players of ICT services. This leads to lower
prices, and increase the efficiency and quality of information services, thereby raising the
level of ICT services in Jordan; this allows people, especially those with low income,
benefit from ICT such as those who can benefit from it. This is often referred to as the
digital divide, which has long been an obstacle in the way of policies and plans in
developing countries to participate in the digital revolution (United Nations, 2009).
 The establishment of an effective legal and regulatory framework facilitates innovation,
investment and optimal use of national assets available, and the diversification and
development of ICT services to the citizens and the disparity in the choices among ICT
services providers. To do so, a set of copyright laws and intellectual property rights has
been adopted. However, strict adherence to the implementation of such laws is an urgent
need to ensure the provision of high quality ICT services to the public (United Nations,
2009).
 Creating a generation of skilled and qualified manpower who can maintain and upgrade the
level of performance in the ICT sector, as well as departments eligible that can promote the
use of ICT and the elimination of traditional practices (United Nations, 2009).

1.2.2.2 Jordanian government presence on the Internet
For the success of e-government initiative in Jordan, the government needs to develop a
vision and common goals with both private sector and civil society (United Nations, 2005).
Jordan has been witnessing through the ranks of the UN E-Government Survey standing at the
51st in the 2010 rankings. For the purposes of this study, the researcher conducted a survey by
accessing, browsing and analysing over 30 government websites to assess their maturity level
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using a five-stage model of e-government development, namely the basic stage, e-publishing
stage, interactive stage, transactional stage and transformation stage (Elsheikh et al., 2008). The
results showed that all websites had a presence on the Internet, with almost full provision of
information about services, but limited two-way interaction with the government. Specifically, all
websites surveyed provide basic information on the services provided, or serve as advertising
display board; these reflect the key features of the stage I of the maturity-stage model. All the
websites surveyed provide users with Arabic-English support interfaces, guidelines and
instructions to carry out online transactions, policies and regulations; these reflect the key
features provided by stage II of the maturity-stage model. Some of the websites surveyed provide
users with downloadable forms for e-payment and license renewal, as well as facilitate one-way
contact and request basic information, however, some of the forms can be submitted online; these
reflect the key features of stage III of the maturity-stage model. Few of the websites surveyed
provides two-way contact and request information; these are the key features of stage IV of the
maturity-stage model, as shown in subsequent examples. None of the websites surveyed provides
features of the stage V of the maturity-stage model.
For example, the Ministry of Trade and Industry (MIT) website (http://www.mit.gov.jo/)
provides services online, wherein businesses can communicate electronically with the MIT via
email as it handles questions and inquires regarding company registration, Trademark
registration, and issuance of import and export licenses after checking the pre-requirements for
issuing these licenses. This is a simple form of interaction with the MIT; these features
experienced in the interaction are close to the services presented in the early stage IV where twoway interaction between citizens and their governments is available.
Also,

the

Municipality

of

Greater

Amman

(MOGA)

website

(http://www.ammancity.gov.jo/ar/gam/index.asp) is relatively advanced in the provision of eservices to the public over the phone and via email in some cases. MOGA has one-stop window
for requests and applications; it allows for sending and requesting information through the
window via the email. Phones and fax-machines are two channels for delivering services if
needed

in

the

MOGA.

Likewise,

(http://gtd.gov.jo/gtd_v2/intro.php),

as

well

government
as

Jordan

tenders

department

investment

board

website
website

(http://www.jordaninvestment.com/), both websites provide services for private institutions;
sending and receiving institutional emails, submitting forms, and accomplishing transactions
online. These might be considered at early stage IV of offering online services. These examples
and many others made a good indicator for determining the level of maturity in government
websites in Jordan, which in turn is between stage II and stage III with great efforts to be among
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stage III and stage IV. In addition, the websites surveyed showed considerable interest from the
Jordanian government for the promotion and development of G2G and G2B services and
applications through 9 fast track e-services programs. These include vehicle licensing, social
security applications, land and survey enquiries, taxation processing, telecom licensing, company
registration, Amman municipality services, and e-procurement. Little attention is currently paid
to G2C services and applications.

1.2.2.3 E-government program in Jordan
With the ascension of King Abdullah II to the throne of the Hashemite Kingdom of
Jordan in February 1999, the stage was set for the development of a viable and successful vision
for the social and economic growth of the country (Market Abu-Ghazaleh & Co. Consulting,
2005).
Jordan has taken some major steps in the last few years towards creating a dynamic and
practical approach to be a part of the international ICT industry through investing heavily in
developing its ICT sectors at the regional and international level. In 1997 Jordan privatised its
telecommunication sectors and started new era of licensing new private companies to provide
better telecommunication services including radio paging, GSM network, pay phone services, full
internet services and other data and telecommunication services (British Chambers of Commerce,
http://www.britishchambers.org.uk/zones/export/publications). This has accordingly caused a
significant change towards developing ICT sectors in the country through the creation of REACH
initiative. This initiative was launched in response to a challenge from His Majesty King
Abdullah II in July 1999 for the private sector to prioritise the development of Jordan‘s ICT
sector (Int@j, http://www.intaj.net/node/64). Thus, a core group of members of the ICT industry
world-wide devised a dynamic strategy and workable action plan identified as the REACH
initiative (Jordan‘ REACH Initiative, http://www.reach.com.jo). This initiative was primarily
conducted through an intensive consultation and research process with Jordanian ICT industry
leaders and international and domestic consultants as a national strategy for Jordan to develop a
vibrant, export-oriented ICT services sector; paving the way for Jordan to become a regional
leader and internationally recognised exporter of ICT products and services around the globe
(Int@j, http://www.intaj.net/node/64).
REACH is an acronym for the actions to be taken in the following areas: Regulatory
Framework Strengthening; Enabling Environment (Infrastructure Development); Advancement
Programs; Capital and Finance; and Human Resource Development, with four main versions:
REACH 1.0; REACH 2.0; REACH 3.0; and REACH 4.0. However, these versions were managed
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by the private sector, in partnership with the government, and the purpose is to raise Jordan
internationally in the field of ICT, and to move positively towards knowledge-based economy in
the future.
The government of Jordan has accordingly begun to facilitate the required changes for the
transformation through a range of initiatives launched during the last few years including egovernment initiative. These initiatives were later selected as having the greatest potential for
contributing positively to Jordan's future success (MoPIC, 2009).
E-government program was launched by His Majesty King Abdullah II the king of Jordan
in September 2001. This program mainly aims at using new technologies to facilitate inter and
intra-agency communication and cooperation, as well as provide information and services to its
citizens more efficiently. The program relies on five building blocks: introduction of e-services,
infrastructure development, education and training, legal change, and fostering establishment of
management and institutional framework. It focuses on the following broad objectives: increasing
the transparency of government by increasing availability of information; increasing the
responsiveness and the participation of government agencies by providing more information and
services to the public; creating a new mode of contact between governments and the public;
bridging the digital divide through the promotion of ICT skills development in firms and
individuals; and boosting e-commerce activities in the region (MoICT, 2003).
E-government vision is broadly dedicated to complement economic and social
development by providing access to government e-services and information for everyone in
Jordan irrespective of location, economic status, IT skills, and educational level. However,
realising the new vision requires a big national effort of review some of the current best practices
indicated by international agencies, from the World Bank to the UN, and the donors of various
leading Western and Far East countries, combined with the commitments expressed by the King
and the MoICT (Ciborra, 2003).
From the above, e-government program in Jordan is not copied from other national
programs, but on the contrary, it is a promising program based on best practices to provide better
government services, raising the efficiency of human resources, bridging the digital divide, and
finally creating a society where e-government contributes to the economic and social
development.
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1.3 Research problem
There are different views on the definition of the adoption and implementation of egovernment services and applications (Kumar et al., 2007). Researchers such as Carter and
Belanger (2005) and Warkentin et al., (2002), indicated that the decision to adopt and implement
e-government is the intention to participate or use e-government services and applications, while
others, such as Gilbert et al., (2004), indicated that the decision is the willingness to use egovernment services and applications. However, this research indicates that the decision to adopt
(by citizen) and implement (for citizen) e-government services and applications is the intention to
use such services and applications when available.
Most governments around the world have realised the importance of providing
government information and services through the Internet. Accordingly, most of the national
governments around the world manage their own websites on the Internet. In a study of West
(2008), 96% of government websites around the world offer publications that citizens can access,
75% provide databases, 18% of websites provide audio clips and 24% offer video clips.
According to the UN E-Government Survey 2010, 189 out of 192 Member States (equivalent to
98%) have some online presence, either by having a national portal or ministry website (United
Nations, 2010). Deloitte 2011 research for the Technology, Media and Telecommunications
predicts the proportion of businesses using e-government services in developed countries at least
one process to be more than 90% on average, up from 75% in the year 2010. The rate of websites
adoption on the local government level is also high. This is confirmed by a study conducted in the
US for e-government, which found that there is an increase in the online presence across the
municipalities in the selected States of America, ranging from 53.2% in the state of Oklahoma
and 80% for the State of Washington (Scott, 2006).
However, despite these positive indicators about the high rate of deployment of egovernment at the local government and national levels, many researchers pointed to the low
adoption rates for e-government services and applications at the citizen level (Wang, 2003;
Choudrie and Dwivedi, 2005; Fu et al., 2006; Kumar et al., 2007; Belanger and Carter, 2008).
Carter and Belanger (2008) found that despite serious attempts undertaken by governments to
deploy e-government services and applications in the world, many people still prefer to use
traditional methods such as face to face, telephone or fax to interact with their governments than
using the Internet to do so. Kumar et al., (2007) also found that the rate of adoption of egovernment services and applications around the world have not reached the level of expectations
despite the fact that some countries progressing faster than other countries. Similarly, Fu et al.,
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(2006) found that only 40% of Taiwanese pay their taxes electronically while the rest use paper
forms to do so. Despite the availability of electronic tax systems and awareness campaigns by the
Taiwanese government to introduce the systems, the low rate of use is still an obstacle facing the
Taiwanese government. Kuk (2002) showed that the government's agenda in the UK includes
three main tasks: to get people online, to sustain people's interest in the use of electronic services,
and to encourage more complex patterns of use, such as online transactions rather than just view
and download information. Although Internet services are cheaper than traditional methods to
provide government information and services in the United Kingdom, 75% of socially excluded
people and 51% of low-income people do not use the Internet. This would pose a risk that these
groups, who are often the main users of public services, will not benefit from the government's
campaign to expand the use of the Internet (House of Commons Committee of Public Accounts,
2008).
In the light of the above discussion, most empirical studies conducted showed a lower
level than is desirable for the adoption and implementation of e-government services and
applications in the context of both developed and developing countries. For example, Wang
(2003) found that less than 8% of taxpayers in Taiwan are using e-tax systems. This percentage
increased significantly to 40% in another study of Fu et al., (2006), but most Taiwanese still
prefer paper-based method to pay their taxes.
Jordan is not an exception, but will face the same challenge if it did not seek at an early
stage of the implementation process to understand why people accept or reject the adoption and
use of e-government services and applications. Statistics indicate that only 21% of citizens are
aware of e-government services and applications in Jordan (Al-Nagi and Hamdan, 2009).
Another study showed that 23.6% of those surveyed were aware of e-government services and
applications in the State of Kuwait (AlAwadhi and Morris, 2009). However, the case of
developed countries is not much better from developing countries in terms of adoption and use of
e-government services. Fraser (2009) pointed out that the average use of Canadian citizens for egovernment websites is 30%, while the average use of Polish citizens is %20 (Runiewicz et al.,
2008). Shareef et al., (2009) also pointed out that 76% of the households of those surveyed were
not aware of the government gateway in the UK; only 6% were registered for the government
gateway.
In the US, the case may be slightly better in terms of the utilisation rate of e-government
services and applications. For example, 52% of taxpayers in the US were using the electronic
system to pay their taxes in 2005. In 2007, this percentage rose to 60%, which means that the
increase was very slight (Gallant et al., 2007). These percentages show that governments are still
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facing challenges on increasing adoption and usage rates of e-government services and
applications, and there is a need to explore in-depth the nature of these challenges and the current
state of the adoption and implementation of e-government services and applications especially in
developing countries, including Jordan.
This research fills this gap by identifying and testing empirically the factors that affect the
adoption and implementation of e government services and applications from multiple
perspectives. Although this research focuses on the context of Jordan, the results can be
generalised to other countries in the Arab region with similar circumstances.

1.4 Research motivations
The motivations of this research are:
1. Many researchers pointed out that the user acceptance is among the challenges to the
successful implementation of e-government services and applications around the world
(Warkentin et al., 2002; Carter and Belanger, 2005; Al-Adawi et al., 2005; Fu et al.,
2006; Hung et al., 2006; Horst et al., 2007; Kumar et al., 2007; Mofleh and Wanous,
2008; Wangpipatwong et al., 2008; Al-Awadhi and Morris, 2009; Al-shafi and
Weerakkody, 2009; Hussein et al., 2009; Almahamid et al., 2010). Thus, there is a need
to explore in-depth the nature of these challenges and the current state of perception of
the adoption and implementation of e-government services and applications especially in
developing countries.
2. In the literature, and from the perspective of IS, most IT adoption research relevant to egovernment focuses either on the supply-side (government), or on the demand-side
(citizen) of the e-government. Some of these studies were designed to determine the
factors necessary for successful implementation of e-government systems from the
perspective of the government (Gichoya, 2005; Tung and Rieck, 2005; Weerakkody et
al., 2007; Al-Nagi and Hamdan, 2009; AL-Kaabi, 2010; Abu-Shanab et al., 2010). Other
studies designed to identify the factors that affect the adoption and use of e-government
from the perspective of citizens (Warkentin et al., 2002; Gilbert et al., 2004; Carter and
Belanger, 2005; Phang et al., 2005; Al-Adawi et al., 2005; Fu et al., 2006; Kumar et al.,
2007; Alhujran and Chatfield, 2008; Mofleh and Wanous, 2008; Wangpipatwong et al.,
2008; Al-Awadhi and Morris, 2009; Al-shafi and Weerakkody, 2009; Almahamid et al.,
2010). Few of these studies were designed to explore the determinants of the adoption
and implementation of e-government as a single phenomenon by looking at multiple
perspectives to ensure the success of such projects on a large scale. These studies can
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support and enable governments at various levels in the development of policies and
procedures that meet the needs of citizens and their perceptions on e-government
services, and thus reducing the gap between the technology implemented by governments
and that perceived by the citizens (Elsheikh et al., 2010). Such studies also allow
governments to correct the actions and policies to meet the needs of citizens and their
perceptions, as well as enhance the understanding of the nature of the Internet users in
general and e-government in particular (Elsheikh et al., 2010). However, there are no
previous studies addressed the interrelationships between the factors and their relative
importance on the decision to adopt and implement e-government services and
applications in developing countries in general and Jordan in particular.
3. Most existing studies conducted in Jordan (Mofleh and Wanous, 2008; Alhujran and
Chatfield, 2008; Alomari et al., 2010; Almahamid et al., 2010), stressed the importance
of investigation of the user acceptance for the adoption and use of e-government services
and applications, but without an in-depth exploration of this issue from multiple
perspectives. This makes the acceptance to participate in e-government is not up to
expectations, and thus affect the growth of e-government in this particular context. Most
existing studies on the adoption and use of e-government, even in Jordan are not based on
theory but tend to employ the results of previous studies (Heeks and Bailur, 2007; Yildiz,
2007). Therefore, the weakness of existing methodologies in studies on e-government
could undermine the understanding of the relationship between the implementation of IT
and social structures around them. For this reason, it was decided to follow a holistic
approach to provide some valuable ideas on the adoption and implementation of egovernment services and applications, which would help Arab governments in general
and Jordan in particular to identify the needs of citizens and supports their perceptions of
e-government to become more effective and efficient. This research will be the first of its
kind in Jordan to identify and test empirically the factors and their interrelationships that
affect the successful adoption and implementation of e-government services and
applications from multiple perspectives.

1.5 Research objectives
This research seeks to achieve a set of objectives as follows:
1. Providing a comprehensive and critical review on the issues of adoption and
implementation of e-government services and applications in developed and developing
countries.
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2. Filling the knowledge gap on the determinants of success/failure of the implementation of
e-government services and applications, especially in developing countries such as
Jordan, by:
2.1 Exploring the factors that affect the successful adoption and implementation of egovernment services and applications from multiple perspectives in the context.
2.2 Developing an integrated model shows the interrelationships between the
relevant factors that affect the successful adoption and implementation of egovernment in the context.
2.3 Testing empirically the relative importance of factors related to the adoption and
implementation of e-government services and applications in the context.
3. Drawing theoretical and practical recommendations for academics and practitioners to
help support and enable e-government services and applications on the one hand, and to
suggest directions for future research on the other hand.

1.6 Research questions
This research aims to address the following questions:
Q1. What are the factors that contribute to the adoption and implementation of e-government
services and applications in Jordan?
Q2. How can such factors in Q1 at different levels to be integrated into a model that provides
guidance to decision-makers to facilitate the adoption and implementation of egovernment services and applications in Jordan?
Q3. To what extent can the relationships between the factors in Q2 to be interrelated to
facilitate the adoption and implementation of e-government services and applications in
Jordan?

1.7 Research organisation
This research is organised into eight chapters, as shown in Figure 1.6. However, the
structure of this thesis will follow the process of the research conducted here. This will provide
the reader with additional insight into grounded theory methodology. Suddaby (2006: p.635-640)
points out that grounded theory is not like other traditional methodologies for the following: (1)
not simply presentation of raw data, (2) not simply routine application of formulaic technique to
data”, (3) not simply an excuse to ignore the literature but comes in later stages, (4) not simply an
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excuse for the absence of a methodology, and (5) Simply not theory testing, content Analysis, or word
Counts.

Chapter 1 provides a general background on key issues in this thesis on the adoption and
implementation of e-government services and applications in Jordan. It begins with a general
background to the context of the research (Jordan), an overview of the research problem,
motivation, objectives and questions to be answered. Finally, this chapter provides an outline for
the organisation of this research.
Chapter 2 provides detailed descriptions and justifications for the selection of research
design as a whole, including the research paradigm, research approaches, research methodologies,
and methods of data collection and analysis, and all this in line with research conducted in the
IT/IS domain. It also provides an overview of the grounded theory methodology and why is
selected for this research. This chapter also discusses the two main phases of the research and
how to be integrated in order to answer the research questions.
Chapter 3 discusses the issues related to the e-government area and its characteristics
through the use of a critical approach. It starts by discussing its definition, dimensions, stages,
motives, and the categories of e-government services. The differences and similarities between egovernment and e-commerce will be presented in this chapter. Bureaucracy in public sector and
its criticisms will also be introduced. The emergence of ICT and its role in public sector reform,
as well as the mechanisms of public sector reform in developed and developing countries will be
presented. Finally, an emphasis on the reality of e-government adoption in developed and
developing countries will be introduced.
Chapter 4 introduces the grounded theory as a methodology of data collection and
analysis. Specifically, this chapter provides an overview of the grounded theory methodology as a
whole, how it is developed, procedures and methods used to collect and analyse data. It also
describes in detail the results of field work conducted in Jordan and provides an analysis of data
collected from multiple perspectives. However, the results are presented in the form of giving
examples of the responses made by the participants, how the categories and concepts are
grounded in the data, and how they are a reflection on the data collected. The development of
categories, concepts and their properties by the application of the grounded theory procedures
described later in the chapter. The categories, including the key concepts, are then shown in terms
of interrelationships to form the research model. Finally, this chapter discusses the criteria for
assessing the quality of grounded theory research in general and this grounded theory study in
particular.
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Chapter 1
Introduction

Chapter 2
Research design and methodology

Chapter 3
E-government Literature review I (General)

Chapter 4

Chapter 5

Qualitative phase I

Quantitative phase
(II)

(Grounded theory
analysis) (Model A)

(SEM analysis)
(Model B)

Chapter 6
IT adoption and implementation literature review
(II) (Specific)

Chapter 7
Discussions

Chapter 8
Conclusion

Figure 1.6 Research organisation
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Chapter 5 presents the approach as well as methodology undertaken in the quantitative
phase of this research. The sampling methodology, data collection and management, and methods
of data analysis will be presented in detail later in the chapter. Issues of reliability and validity of
the data will be presented later in the chapter. The results of the survey conducted for research
will be presented in relation to demographic and descriptive statistics, data examination using
multivariate analysis and initial reliability assessment of constructs, a confirmatory factor
analysis for instruments refinement and validity assessment of the constructs. Finally, the
proposed model and hypotheses will be tested using Structural Equation Modeling (SEM).
Chapter 6 reviews the existing literature on IT adoption and implementation from four,
namely technological, organisational, individual and cultural perspective.
Chapter 7 discusses and compares the results obtained with those reported in the
academic literature on issues of research and hypotheses proposed for this research.
Chapter 8 provides key contributions made by this research to the academic literature in
this area, the theoretical and practical implications of the research and limitations to this research
and suggestions for future research.
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Chapter Two
Research design and methodology

2.1 Introduction
This chapter provides a detailed explanation and justification of the research process
design. This includes research paradigm, methodology, and methods of data collection and
analysis, taking into account the nature of the research done in the area of IS. According to
Creswell (2005: p.3), research is a “process of steps used to collect and analyze information in
order to increase our understanding of a topic or issue”. Therefore, accurate identification of the
key assumptions of the research process design, including research paradigm, research
methodology, and methods of data collection and analysis, leads to better data processing,
thereby achieving the desired objectives of the research.

2.2 Research process design
Researchers (Creswell, 2003; Denzin and Lincoln, 2005; Sarantakos, 2005) indicate that
there are four basic steps used in the research design, choosing a research paradigm, followed by
the selection of research approach, research methodology, and finally, selecting a method to
collect and analyse data to fit with the research paradigm, approach and methodology. However,
this research focuses on the same steps in as follows: (1) determine an appropriate research
paradigm, (2) determine the research approach, (3) defining the research methodology, and
finally 4) determine the method and technique for data collection and analysis. These four basic
steps can be represented below in Figure 2.1, and detailed in the subsequent sections of this
chapter.
Research
paradigm
-Positivist
paradigm
-Interpretive
paradigm
-Critical
paradigm

Research approach
- Qualitative
approach
- Quantitative
approach

Research
methodology
-Survey research
-Case study
research
-Ethnography
research
-Action research
-Grounded theory
research
-Formal methods
-Numerical
methods
research

Research method
-Questionnaire
-Laboratory
experiment
-Participant
interview
-Focus group
-Document s and
texts analysis
- Participant
observation

Figure 2.1 Research design process

For the purpose of this research, the relevant terms used in the process of research design
will be determined in advance. Despite the differences in use between the term ‗approach‘ and
the term ‗research‘, researchers such as Creswell (2003), used these two terms interchangeably.
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Following this, the term ‗methodology‘ is used by many researchers as a synonym for the term
‗method‘ or the term 'approach'. However, the term 'methodology' refers primarily to the
guidelines, philosophical assumptions, and methods for the design of the research process. The
term 'method' refers to the procedures used to collect and analyse data, which mostly follow the
research methodology. For example, Creswell (2003) used the term 'strategy of inquiry', while
others used the term 'methodology' and ‗research method‘, respectively, to refer to the same term.
In this research however, the term 'methodology' is used to refer to the skills, assumptions and
practices needed to guide the research process and link it to the outcomes (Creswell, 2003). This
is followed by another use of the term 'method' to refer to procedures that are used for data
collection and analysis (Creswell, 2003).

2.3 Research paradigms
Among the important steps in the process of research design is consideration of the
assumptions underlying how we perceive the world, and reinforced by those around us and the
community of practitioners (Denzin and Lincoln, 2005). Mostly, the beliefs held by the
researcher affect the way in which research is designed, data is collected and analysed and the
outcomes of research are presented. Therefore, the perception of these assumptions by the
researchers, especially at the phase preceding the selection of research approach, is an important
step that will broaden the horizon for the perception of knowledge and acquiring it on the one
hand, and define the role of researcher in the research process, identify the real course of research
and distinguish it from other research tracks on the other hand. Iivari et al., (1998) emphasise that
the realisation of these assumptions, whether explicit or implicit role in playing a vital role in
guiding the process in the IS research, and thus reflected in the research outputs in a positive way.
In practice, these assumptions represent a philosophical level; basic beliefs about the world we
live in, which constitutes along with the social level; guidelines on how to conduct research and
the technical level; methods and techniques used to conduct research, the term ‗paradigm‘
(Denzin and Lincoln, 2005). The term ‗paradigm‘ was first introduced by Thomas Khun in his
book, ―The Structure of Scientific Revolutions in 1970‖. Khun provided a useful definition of the
term paradigm as“the entire constellation of beliefs, values and techniques, and so on shared by
the members of a community” (1970: p. 175).
Burrell and Morgan (1979) laid down the framework of the various assumptions
underlying the social science research. This framework has been used to determine the theoretical
and philosophical assumptions underlying and supporting this research. The framework has been
presented on the form of a matrix consisting of two dimensions or sets of assumptions about
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social science and society. However, the social sciences dimension is based on a
subjective/objective dimension. This includes four assumptions related to the social science
research, namely ontological, epistemological, methodological assumptions and assumptions
about human nature.
Ontological assumptions are concerned with the nature of the world and human being in
the social context (Bryman, 2001). There are many assumptions to see the world from the
outside. In positivist paradigms, however, ontology focuses on the independence of the social
phenomenon of other factors. The world is one and there is no other perception. While the focus
of interpretive paradigms is that the world has different meanings with respect to social
phenomena. This means that the change in one factor may affect the change in the social context
itself, and therefore different researches can reach different conclusions for the same observation.
Critical theory paradigms see the world as something that has to be changed. It involves the
criticism and changing social phenomena based on the interrogations of the social phenomena
and individual alike (Rahmawati, 2008).
Epistemological assumptions are concerned with the ways to perceive and acquire
knowledge (Bryman, 2001). In positivist paradigms, knowledge is how to investigate the social
world as one of the natural sciences. Hypotheses are tested through empirical approaches. Results
should be objective through scientific methods. While the knowledge for interpretive paradigms,
is to investigate the phenomena in many ways. Given that the social context is different from the
natural sciences, the investigation of social phenomena can generate many explanations. In
critical theory paradigms, knowledge is the result of practice. These paradigms tend to change
certain conditions by criticising the issues of politics, society and practice. Accordingly, the
results can be subjective (Rahmawati, 2008).
Methodological assumptions are concerned with the analysis approaches used for data
acquisition (Cohen et al., 2001). In positivist paradigms, the quantitative approach is used to
observe objects. It uses mathematical calculations to generalise the results and test theory. While
the interpretive paradigms resort to observation and field work to investigate the object and the
acquisition of knowledge. Interpretative paradigms tend to use a qualitative approach to observe
and acquire knowledge. As a result, the results can be open to many interpretations. In critical
theory paradigms, quantitative and qualitative approaches are used to observe and acquire
knowledge. Quantitative approach is to control the social setting when doing actions, while the
qualitative approach is to observe the changes that occurred after the actions (Rahmawati, 2008).
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Assumptions about human nature are ‗deterministic‘ or ‗voluntarist‘. Individuals can be
viewed as products of their environment, or the makers of their environment (Putman, 1983: p.
36). However, the social world can be understood only by getting direct knowledge of the subject
under examination (Denzin and Lincoln, 2005).
From the above discussion, Iivari et al., (1998) and in accordance with the
epistemological assumptions underlying how knowledge can be perceived and obtained,
distinguishes between two paradigms 'positivism' and 'anti-positivism', while others such as
Orlikowski and Baroudi (1991) and Myers (1997) distinguish between three paradigms instead of
two: 'positivist', 'interpretivist' and 'critical'. Arguably, these three paradigms can be adopted
independently or in conjunction with each other as in this research. These three paradigms will be
discussed in the subsequent sections.

2.3.1 Positivist Paradigm
This paradigm concerns researchers who are trying to search for or test the universal laws
about social phenomena. Advocates of this paradigm believe that the social world is a world of
natural phenomena. It assumes that social reality, including attitudes, beliefs, behaviours and
satisfaction can be measured objectively by employing traditional scientific methods by
independent observers (outsiders). This paradigm uses the quantitative approach and statistical
analysis. However, for IS research to be classified as positivist and in accordance to Orlikowski
and Baroudi (1991: p.5), “There is evidence of formal propositions, quantifiable measures of
variables, hypothesis testing, and the drawing of inferences about a phenomenon from the sample
to a stated population”.

2.3.2 Interpretive Paradigm
This paradigm concerns researchers who are trying to understand social phenomena
through the meanings that people assign to them (Myers, 1997; Klein and Myers, 1999) such as
language, consciousness, shared experiences, publications, tools, and other artifacts (Walsham,
1995). In other words, the paradigm attempts “to understand the intersubjective meanings
embedded in social life . . . [and hence] to explain why people act the way they do” (Gibbons,
1987: p. 3).
Advocates of this paradigm argue that there is no prior definition of the independent and
dependent variables, but the focus is on the complexity of human sense making as the situation
emerges (Kaplan and Maxwell, 1994). However, data is subjective and thus its interpretation is
necessary. As such, the interpretive researchers are using qualitative research approach to provide

28

an understanding of the social and organisational contexts, based on building a complex, holistic
picture, formed with words, reporting detailed views of participants, and conducted in a natural
setting (Creswell, 2003).
The interpretative paradigm has seen a growing acceptance among IS researchers in
recent years (Rowlands, 2003; Walsham, 2006; Merali and McKelvey, 2006; Andrade, 2009;
Jabar et al., 2009). This is due to the shift in IS research focus from technological to behavioural
issues (Parker et al., 1994; McGrath, 1997; Rohde et al., 2009). However, most IS research
focuses on the issues of design, implementation, acceptance, use, management, and evaluation in
different organisational and social contexts (Avgerou, 2001; Mansour and Ghazawneh, 2009).
This means that the nature of most IS research is contextual, since they require interaction
between social and technical issues embedded in a dynamic evolving environment. Accordingly,
the research in IS/IT adoption and usage behaviour needs to focus on new methodologies that
provide in-depth understanding of the relationship between IS and its context. Walsham argues
that the aim of the interpretive paradigm is “to produce an understanding of the context of the
information systems, and the process whereby the information system influences and is influenced
by the context” (1993: p. 4).

2.4 Selection and justification of research paradigm
After reviewing the three main paradigms for conducting research, the identification and
justification of the paradigm that fits with the nature of this research has become a necessity.
Thus, the interpretative paradigm is best suited to achieve the first phase of this research. The first
phase seeks to identify the factors and their interrelationships that affect the successful adoption
and implementation of e-government services and applications from multiple perspectives in
Jordan. According to Klein and Myers (1999), Knowledge of reality is gained through social
interactions that use tools such as language, consciousness, shared meanings and documentation.
However, this research follows the same approach to as Klein and Myers to do so.
The second phase of this research requires another research paradigm, namely the
positivist paradigm. The second phase seeks to investigate the extent to which factors and the
interrelationships among them affect the successful adoption and implementation of egovernment services and applications in Jordan, and through empirical testing on a larger sample,
representative of the population of the study to facilitate the generalisation of results and thus can
be used in future studies in the same context or in other contexts with similar circumstances.
As mentioned in the previous two chapters about the nature of this research, the adoption
of a pluralistic approach as stated in the study of Mingers (2001) may be important to deal with
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the complexities of the real world in the light of IS research. This approach considers that the
results of combining multiple paradigms are rich and reliable. However, the pluralistic approach
adopted in this research is based on two contrasting approaches from two different paradigms in
two phases. In the first phase, an interpretive research was taken, and qualitative data was
collected through a series of twelve semi-structured interviews with executives and senior IT
managers in both the public and private sector, who are believed to have an active role when
planning for, designing and implementing e-government services and applications, four focus
groups with individual citizens from different backgrounds who may have the option of using
these services and applications as an alternative to contact their government, and analysis of
documents relating to plans and policies for the implementation of e-government services and
applications in developing countries in general and Jordan in particular. However, these methods
are designed to be exploratory, as they seek to provide insight into and understanding of such
phenomenon in its real context. In practice, the researcher starts with observations and specific
measures, then begins to detect patterns and regularities, develops some tentative hypotheses to
be explored, and ends up with developing some general conclusions or theories (Trochim, 2006).
This is called inductive reasoning process, as shown in Figure 2.2.

Figure 2.2 Inductive reasoning process (Trochim, 2006)

In the second phase, a positivist research was taken, and quantitative data was collected
through a survey of 525 participants from within all public and private universities in Jordan.
However, the reasons for selecting this sample will be discussed in detail later in chapter 5. This
was done as exploratory research in order to narrow down the scope of the research. Practically,
the researcher starts thinking up the theory emerged from the first phase, and then narrows that
down to more specific hypotheses that can be tested. The researcher narrows down even further
when observations are collected to address the hypotheses. This eventually leads to narrow down
the scope of the research and to test hypotheses with specific data - a confirmation (or not) of the
original theories (Trochim, 2006). This is called deductive reasoning process, as shown in Figure
2.3.
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Figure 2.3 Deductive reasoning process (Trochim, 2006)

However, the critical paradigm was not applied into this research, where there is no
intention for the researcher to change the current situation of the world. The following section
provides a comprehensive description of the two main approaches used in this research.

2.5 Research approaches
Research approaches are usually classified as either quantitative or qualitative (Creswell,
2003; Neuman, 2003). According to Hughes (2006), the quantitative approach is known as the
scientific empirical tradition approach, while the qualitative approach is known as the naturalistic
phenomenological approach. Given that the focus is different, the use of these two approaches
depends to a large extent on the research paradigm, the underlying assumptions of the researcher
and the nature of the phenomenon to be studied (Yauch and Steudel, 2003). As mentioned above,
the positivist paradigm is usually using a quantitative approach, while the interpretive paradigm
uses a qualitative approach. Creswell (2003) refers to the differences underlying the assumptions
of both the quantitative and qualitative research approach in five main views, namely the
ontological, epistemological, axiological, methodological, and rhetorical, as shown in Table 2.1.
In contrast, Crotty (1998) argues that the theoretical assumptions cannot differentiate
between quantitative and qualitative approaches, as mentioned above, while the nature of the data
and methods used in each approach would do so. According to Crotty (1998), the method is a
procedure or set of procedures for data collection and analysis. Traditionally, the data used in the
quantitative approach appear in the form of numbers, while the data used in a qualitative
approach appears in many forms such as words and texts to reflect the meanings and feelings of
individuals to carry out a specific behaviour (Yauch and Steudel, 2003; Borkan, 2004; Srnka and
Koeszegi, 2007)

With
respect to
Research
approach
Qualitative

Ontological
Assumption
Nature of
reality
-Reality is

Epistemological
assumption
Relationship of
researcher
-Researcher

Axiological
assumption
Role of
values
-Value

Methodological
assumption
Process of
research
-Inductive

Rhetorical
assumption
Language
of research
-Sometimes

Purpose
-To
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Quantitative

subjective
and multiple
as seen by
participants
in the study

interacts with
that being
researched

-Objective,
apart from
researcher

- Researcher is
independent
from what is
being researched

laden and
biased,
-Values are
personally
relative;
need to be
understood
critique of
ideologies
will
promote
needed
social
change
- Value free
and
unbiased, Values are
emotive and
therefore
outside the
scientific
inquiry

process
-Mutual
-Simultaneously
shaping factors
-Emerging
design
-Context bound

informal
-Evolving
decisions
-Personal
voice

understa
nd and
interpret
-To
critique
and to
identify
potential

- Deductive
process
-Cause and
effect
-Context free

- Formal
-Based on
set
definitions
-Impersonal
voice

- To
explain
and
predict

Table 2.1 Quantitative and qualitative approach assumptions (Creswell, 2003)

In general, understanding the real world phenomena requires a combination of
quantitative and qualitative approaches (Niglas, 2004; Bazeley, 2004; Zawawi, 2007). However,
the phenomena related to IS such as the effectiveness of the design, implementation and use of egovernment services and applications at different levels and contexts are not exempt from this
generalisation. Thus, the combination of quantitative and qualitative approaches is believed to be
the best approach to investigate such IS phenomena (Ammenwerth et al., 2003; Mingers, 2003;
Gil-Garciaa and Pardo, 2006; Walsham, 2006; Lázaro and Marcos, 2006; Fidock and Carroll,
2009). In short, the qualitative approach usually seeks to determine the scope of research, the
development of a measurement tool and develop hypotheses appropriate to it, while the
quantitative approach usually seeks to test the measurement tool and hypotheses. However, the
strengths and weaknesses of both quantitative and qualitative approaches will be addressed in
some detail in subsequent sections.

2.5.1 Qualitative approach
The qualitative approach focuses on the collection and analysis of non-numerical data.
However, the strength of this approach stems from its open-ended and often its subjective nature,
especially when it comes to analysis (Lancaster, 2005). In other words, this approach seeks to
build and develop deeper understanding of the views, experiences, and perceptions of individuals
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or groups that may affect to engage in certain behaviours within the natural context in which it
occurs.
In practice, this approach tends to be interpretative and natural rather than being a
numerical, where it addresses the understanding and interpretation of social phenomena in its real
contexts of where to focus on the meanings given by individuals or groups about it (Denzin and
Lincoln, 2005). Similarly, Creswell describes a qualitative approach as “an inquiry process of
understanding based on distinct methodological traditions of inquiry that explore a social or
human problem. The researcher builds a complex, holistic picture, analyzes words, reports
detailed views of information, and conducts the study in a natural setting” (1998: p.15).
Although this approach is applied to a small number of participants (e.g. individuals,
groups or organisations), it provides depth and holistic understanding of the complex phenomena
through a combination of various techniques and methods to obtain information such as in-depth
interviews, focus groups, observation and documents analysis. Results in this approach usually
appear in the form of narratives. According to Patton (2002: p.40), the qualitative approach is
usually characterised by the following: (1) it is concerned with understanding phenomena in its
natural contexts, (2) it assumes multiple realities, (3) it presents data in the form of rich verbal
descriptions,(4) it allows the researcher to be immersed and in direct contact during the data
collection, (5) it enables data collection interactively, (6) it enables flexible and evolving data
collection methodology; a tentative and dynamic approach to the methodology, (7) it emphasises
the holistic perspective; focus on the complexity and the dynamics of interrelationships in the
world around the phenomenon, (8) it is a context sensitive, (9) it reveals the invisibility in daily
life and makes the familiar strange, (10) it constructs meaning from the participant‘s point of
view, as they are informants rather than subjects, (11) it explores open questions rather than
testing hypotheses, (12) It employs purposive sampling.
The qualitative approach has been used in many disciplines. For example, there is a
general trend for researchers to use a qualitative approach rather than the quantitative approach,
particularly in the areas of study consumer behaviour over the past ten years (Catterall, 1998;
Goulding, 1999). Traditionally, research on human behaviour is a quantitative and statistical in
nature, and based primarily on the survey method to collect data. This may explain the reason for
the difficulties faced by researchers in the study of consumer behaviour and that would lead to the
acceptance and thus the success of the new services provided (Zaltman, 1997). However, the
qualitative approach is believed to overcome many of these problems by building and developing
an understanding of the researcher on the views, experiences and practices of consumers to
engage in certain behaviours. Similarly, Clifton and Handy (2001) stresses on the importance of
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this approach in the interpretation of why individuals engage in certain behaviours, and leave the
other, and what are the incentives to do so. Also, Ruyter and Scholl (1998) show that the
importance of this approach is not limited to researchers in the areas of marketing only, but
extends beyond that to include practitioners and decision makers in areas such as developing
strategies, consumer decision-making, consumer satisfaction, and development of products and
services provided.

2.5.1.1 Qualitative approach within information systems research
Despite the growing demand for researchers to use the qualitative approach over the past
few years, much still needs to be done in order for IS researchers, in general, to achieve necessary
rigor in the use of qualitative approach in their research (Lacity and Janson, 1994). They indicate
that most IS researchers lack the knowledge and experience in the use of qualitative approach to
analyse data on the one hand, and discomfort in the use of non-positivist, anti-positivist, or
interpretivist paradigms on the other hand. Accordingly, there has not been a lot of research on
the use of qualitative methods in major IS journals in the period leading up to 1990 (Trauth,
2001). Most of the IS research conducted at that time are of a quantitative nature, and based on
the survey method to collect data (Newsted et al., 1998; Kraemer and Dutton, 1991). Kraemer
and Dutton (1991) point out that the survey method provides descriptive information for the
researcher, which may not be provided by other methods. In contrast, Kaplan and Duchon (1988:
p. 573) argue that “most studies of computer systems are based on methods that measure
quantitative outcomes. These outcomes can be grouped into technical, economic, and
effectiveness and performance measures. Such studies treat organizational features, user
features, technological features, and information needs as static, independent, and objective
rather than as dynamic, interacting constructs, i.e. as concepts with attributes and meanings that
may change over time and that may be defined differently according to how individual
participants view and experience the relationships between them.”.
In practice, IS research is not confined only to cover the technological aspect, but goes
beyond that to include relationships with the organisation, people or groups who are served by
such systems (Avgerou, 2001). This is consistent with Lucey (2005), who indicates that any IS
consists of a technological sub-system and other behavioural sub-system. He further argues that
the interaction between these two sub-systems is the basis of what known as IS phenomena, such
as chemical elements, which interact with each other to form a particular compound. According
to Galliers and Land (1987: p. 900), “the wider view brings with it added complexity, greater
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imprecision, the possibility of different interpretations of the same phenomena, and the need to
take these issues into account when considering an appropriate research approach”.
From the above and in accordance to Lyytinen (1987), the use of survey method neglects
aspects of cultural environment, social interaction and negotiation that could affect not only the
results, but also the constructs under study. Therefore, there is a need for a flexible approach
addresses the dynamic nature and complexity of the relationships and interactions between
individuals, groups, organisations and technology in different cultural settings. Following this,
the use of the qualitative approach has witnessed a growing demand among IS researchers as a
result of a shift in the focus of their research from the technological to managerial, organisational,
behavioural and cultural environment aspects (Galliers and Land, 1987; Parker et al., 1994;
Myers, 1997; Lamb and Kling, 2003; Johnstone and Tate, 2004; Chua and Yang, 2008; Rohde et
al., 2009).
Despite this however, many IS researchers have become fully aware of the value of the
use of the qualitative approach in their research (Orlikowski, 1993; Kaplan and Maxwell, 1994;
Kelder and Turner 2007; Jabar et al., 2009). Moreover, there are many websites such as IS World
Net website, includes one section provides online support for IS researchers, whether novice or
experienced in this approach (Myers, 1997). This approach has become a necessity for IS
researchers, either as an approach to analyse the data independently or complementary approach
to traditional quantitative approaches (Lacity and Janson, 1994). However, this approach ranging
from ethnography to the grounded theory, as these qualitative methodologies will be discussed in
detail in subsequent sections.

2.5.1.2 Qualitative methodologies
Qualitative methodologies include ethnography, action research, case studies, and
grounded theory, where the focus will be on grounded theory methodology in terms of history,
background and application, particularly in studies related to IS.

2.5.1.2.1 Grounded theory research
Grounded theory is typically presented as an inductive approach, which aims to build and
develop theories of a complex nature based on empirical evidence, especially when the evidence
is minimal or non-existent. Grounded theory was first introduced by two American sociologists,
Barney Glaser and Anselm Strauss in their book ―The Discovery of Grounded Theory‖ in 1967. It
was developed from both nursing and sociology disciplines. However, grounded theory has
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become one of the most important qualitative methodologies for many researchers in various
disciplines.
In the past decade, the use of grounded theory methodology has seen a growing demand
among IS researchers (Orlikowski, 1993; Hughes and Howcroft, 2000; Smit and Bryant, 2000;
Urquhart, 2001; Esteves et al., 2002; Hansen and Kautz, 2005; Matavire and Brown, 2008;
Lehmann, 2010). For example, Orlikowski (1993), who received MIS Quarterly's Best Paper
Award for 1993, used grounded theory to develop a theoretical framework for the adoption and
use of computer-aided software engineering (CASE) tools in organisations. She justified the use
of the methodology as it allows focusing on the contextual and procedural elements on the one
hand, and allows focusing on the action of key players associated with the elements of
organisational change that are often not addressed in IS research. Table 2.2 shows some other
examples on the use of grounded theory in IS research.
Authors

Date

Title

Purpose/Outcome

Knapp,
C.A.

1996

De Vreede,
G.J., Jones,
N.
and
Mgaya, R.
Hughes, J.
& Jones, S.

1999

A grounded theory study of
successful organisational integrated
CASE technology implementation
Exploring the application and
acceptance of group support
systems in Africa

2003

Reflections on the use of grounded
theory in interpretive information
systems research

Oliver
al.,

et

2005

Researching ERP adoption: an
internet-based grounded theory
approach

Rodon, J.
and Pastor
J.

2007

Applying grounded theory to study
the implementation of an interorganizational information system

Theory
of
successful ICASE
implementation
Collection
and
analysis of data;
description
of
empirical situation
Lessons
learned
from
using
grounded theory in
an interpretive case
study based piece
of research
Reporting on the
use of grounded
theory
in
the
internet context
A grounded theory
of
IOIS
implementation

Version
Straussian Glaserian
Yes
No

Yes

No

Yes

Yes

Yes

No

Yes

No

Table 2.2 Grounded theory in IS research

Grounded theory differs from other qualitative methodologies, as it allows the
development of theories directly from the raw data, data collection and analysis in a systematic
manner, and maintains the data to be grounded, rather than forcing data to fit with current
theories. Moreover, the theory does not seek to examine the relevant literature from the
beginning, or to formulate and test hypotheses based on previous research, but rather seeks to
make the research questions general, open and flexible.
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Grounded theory, and through what is known as theoretical sensitivity, allows the
researcher conduct a comparative analysis of empirical data collected in order to identify
similarities and differences between the categories and its properties in an attempt to search for
common patterns in the data, these later known as conceptual elements of a theory (Glaser and
Strauss, 1967). However, comparative analysis of the data that is collected will continue until
disclosure of all potential categories, the impossibility of finding new themes in the data, and
most importantly, validation of the theory. This is known later as theoretical saturation, while the
process by which the collection and sampling known as theoretical sampling (Glaser and Strauss,
1967).
According to Thomson (1999), there is a clear difference between the terms of statistical
or random sampling and theoretical sampling. This difference was also confirmed by Glaser and
Strauss (1967) by saying that the purpose of theoretical sampling is not to get a random sample or
a representative of the population, but to identify groups of people that have certain
characteristics or conditions such as those that surround the social phenomenon to be studied.
The essence of grounded theory methodology lies in the issues of coding and
categorisation, where the researcher can see the gradual emergence of the theory. In other words,
the theory is gradually emerging from experimental data through the constant comparison method
to analyse the data. Glaser and Strauss summarise the phases of the constant comparison method
as follows: first, comparing incidents applicable to each category, second, integrating categories
and their properties [...] as the coding continues, the constant comparative units change from
comparison of incident with incident to comparison of incident with properties of the category
that resulted from initial comparisons of incidents, third, delimiting the theory, and finally
writing theory” (1967: p. 105).
In light of the above, Glaser and Strauss (1967) emphasised the importance of collecting
memos for all potential categories, as it provides a reference point if a researcher wanted to
discuss issues related to the emerging theory. They also add that the researcher can formulate
hypotheses about relations between categories and their properties through collecting memos.
Practically, this could help the researcher to identify the data behind the hypotheses, filling a gap
in the emerging theory, or to provide explanations about the emerging theory.
Grounded theory has evolved over the years. This has led to a split between Glaser and
Strauss on the nature of the methodology and how to be applied. Smit and Bryant (2000) indicate
that each researcher applies the methodology should be aware of this split, as shown earlier in
Table 2.2. Locke (2001) argues that the Glaserian version focuses on the need for restraint to
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maintain discipline, integrity and impartiality of the methodology, which allows for the
phenomenon being studied to inform theory, while the Straussian version focuses on the active
participation of the researcher in the phenomenon studied, as well as the exploration and use of
all possibilities in the data collected.
Despite the differences between the two versions, as shown in Table 2.3, there are still
some of the terminology and procedures shared between the two versions, namely the theoretical
sampling, constant comparative analysis, theoretical sensitivity, theoretical memo writing,
identification of a core category, and theoretical saturation (Jones and Noble, 2007).
Dimension

Emergence and
researcher distance

Development of theory

Glaserian version
Everything emerges in a grounded
theory – nothing is forced or
preconceived. Researchers are distant
and unknowing as they approach the
data, with only the world under study
shaping the theorising.
The goal is to generate a conceptual
theory that accounts for a pattern of
behaviour which is relevant and
problematic for those involved.

Specific, non-optional
procedures

The method involves clear, extensive,
rigorous procedures and a set of
fundamental processes that must be
followed.

Core category

The theoretical formulation that
represents the continual resolving of
the main concern of the participants.

Open, selective and theoretical

Coding

Straussian version
The researcher adopts a more active
and provocative influence over the
data, using cumulative knowledge and
experience to enhance sensitivity.
Logical elaboration, and preconceived
tools and techniques can be employed
to shape the theorising.
Conceptually dense, integrated theory
development is the only legitimate
outcome. Grounded theory can also be
used for developing non-theory
(conceptual ordering or elaborate
description).
Grounded theory encompasses a
number of distinct procedures that
must be carried out. Researchers can
cherry-pick from a smorgasbord table,
from which they can choose, reject, or
ignore.
The main theme of a pre-determined
phenomenon which integrates all the
other categories and explains the
various actions and interactions that are
aimed at managing or handling the
relevant event, happening or incident.
Open, axial and selective, but with the
following variations:
Selective coding is an ―emergent‖
process based on continuous use of
memo
sorting
and
integrative
diagrams.
Selective coding employs the ―forcing‖
mechanism of the coding paradigm.
Paradigm model dropped, and an
emergent process based on memo
sorting is again stressed.

Table 2.3 Differences between and within the Glaserian and Straussian version of grounded theory
(Jones and Noble, 2007)
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Coding is of great importance in the emergence of theories (Glaser, 1978). There are two
types of coding, namely the substantive and theoretical coding. Substantive coding is based on
the conceptualisation of the empirical realities, where it is divided mainly into open and selective
coding. Open coding aims to examine the data collected line by line or word by word, and thus
explore as many categories as possible. Selective coding is designed to determine the core
category, which represents most of the variation in a pattern of behaviour (Glaser, 1978), or other
categories and properties that directly relate to the core category. However, the core category can
lead the researcher to more data to be collected. Theoretical coding is the process of identifying
the relationships between codes or categories and their associated properties, which are usually
generated from the substantive coding. These relationships lead to the formulation of hypotheses,
which are later incorporated into the theory.
A few years later, Strauss (1987) presented the so-called axial coding. Since the analysis
revolves around the axis of one of the categories at one time (Strauss, 1987), axial coding refers
to the process of re-organising the data broken in new ways by building links between the
categories and subcategories to them (Strauss and Corbin, 1990). It is usually followed by initial
coding process. Strauss and Corbin (1990) add that the axial coding should be based on the use of
coding paradigm, containing the conditions, context, and work/interactive strategies and
consequences. They also say that the failure to use the coding paradigm may weaken the
emerging theory.
In contrast, Glaser (1992) argues that asking more of preconceived ideas and substantive
issues during the analysis of the data often lead to forcing rather than allowing the emergence of
the theory. He also adds that Strauss and Corbin are no longer using grounded theory, but a new
methodology. It is an attempt to provide a practical guideline to inexperienced researchers, not
only on the basis of the grounded theory methodology but also on the qualitative research
methodology. Despite this however, Annells (1997b) argues that the determination of the
appropriate version of grounded theory is based on the following points: 1) philosophical
perspectives, paradigm of inquiry and methodological positions, 2) intended outcomes, 3)
theoretical and methodological underpinnings, and 4) dual crises of representation (write-up of
the theory) and legitimation (rigour of the study). Dey (1999) concludes that there is no one best
way to undertake grounded theory research, as it has no uniform and self-evident explanation.

2.5.2 Quantitative approach
In contrast to the qualitative approach, a quantitative approach is a scientific approach
based on the collection and analysis of data in numerical form. Positivist and objectivist
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assumptions are the basis for researchers who use such an approach. This approach is suitable for
research which aims to answer questions ‗how much‘, ‗how many‘, ‗how often‘, and ‗to what
extent‘ (Pinsonneault and Kraemer, 1993), as well as identifying frequencies and percentages of
responses. By definition, the quantitative approach is concerned with the collection and analysis
of objective or numerical data, which is often presented in graphs, charts or tables. However, such
data can be analysed using statistical methods. In addition to the above, such an approach needs
large enough samples to be representative of the entire population, so that the results can be
replicated, generalised or used in a comparative way (Black, 1999).
In practice, the approach is concerned with providing quantitative description of the
variables of the study, where the researcher determines the relationships between the variables of
interest in the study, and then formulates and tests hypotheses derived from theories which may
thus be assessed either acceptance or rejection based on a comparative and statistical analysis.
Accordingly, the quantitative approach tends to be deductive reasoning as shown earlier in Figure
2.3, where begins with the general theory and ends with the specific observations. Thus,
researchers who use such methodologies do a prior determination of the theories that could
explain their data. The approach can be applied in several methods, including surveys to a
stratified or random sample of the population. These surveys are usually administered through the
mail, face to face, or the Internet. In addition to that, laboratory experiments, formal methods, and
numerical methods are among the methods used in the quantitative approach (Myers, 1997).
Since this research explores a new phenomenon, namely, adopting and implementing egovernment in its real context, there is an urgent need for more research attempts, especially in
the context of this research (Ciborra, 2005; Mofleh and Wanous, 2008; Alhujran and Chatfield,
2008; Al-Nagi and Hamdan, 2009; Alomari et al., 2010; Almahamid et al., 2010) to establish
new theories to explain these new phenomena, which allows generalising the results and therefore
used in the same context or in other contexts with similar circumstances. This is already one of
the key theoretical contributions to existing knowledge in the context of developing countries,
especially Jordan. In so doing, two main phases have been designed to match the objectives
referred to in the first chapter of this thesis. The first phase (see chapter 4) was a good starting
point for the design of field work in order to explore in depth and determine the various factors
and interrelationships among them that affect the success of the phenomenon of adoption and
implementation of e-government services in Jordan, using a holistic approach, namely grounded
theory to do so.
The second phase (see chapter 5) was a good complementary point to develop the design
of field work by selecting the appropriate sample in terms of representation and the number of the
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entire population in order to validate the results of the first phase on a large scale, and thus
generalise the results to both internal and external level. According to Jick (1979: p. 604),
“quantitative research may also contribute to greater confidence in the generalisability of
results”. In other words, the quantitative approach has enabled the researcher to draw inferences
and to make predictions about the interrelationships between the various factors that affect the
successful adoption and implementation of e-government in this particular context, which may
not be obtained by relying only on qualitative methods used in the first phase (e.g. interviews,
focus groups and documents analysis). For this however, the researcher has resorted to the use of
descriptive and inferential statistics methods to validate the results of the first phase.
Descriptive statistics were used to describe the basic features of the data obtained from
the study sample. It provided simple summaries about the sample and measures. With simple
graphics analysis, they formed the basis for quantitative analysis of almost all of the data obtained
from the population of the study (Trochim, 2006). In other words, descriptive statistics helped to
represent large amounts of data in a simple and reasonable way. This can be achieved through
measures of central tendency and dispersion. Measures of central tendency include the mean,
median, and mode. These describe the centre of data distribution. Measures of dispersion include
the range, variance, and standard deviation. These describe the spread of the data distribution, or
its variation around a central value.
Inferential statistics were used to determine whether the results of the study based on a
representative sample of the population or not, as well as study the statistical significance of the
differences between two or more sets of data obtained from the sample (Trochim, 2006).
Inferential statistics helped to determine the probability of the evidence under the assumption that
the null hypothesis is true. If the probability is low, it means that the decision is to reject the null
hypothesis and accept the alternative hypothesis. If the probability is high, it means that the
decision is to accept the null hypothesis. This can be achieved through parametric and
nonparametric tests. Parametric tests assume that the data are subject to the normal distribution.
When data are graphed, they follow a classic bell-shaped curve. Non-parametric tests do not
make an assumption about the distribution of the data. They are better suited to situations where
the data are skewed (Trochim, 2006).
As will be shown in chapter 5, the data collected from the sample was normally
distributed, based on the skewness and kurtosis measures. This was to meet the requirements of
using path analysis, which is a multivariate analytical method for empirically examining sets of
relationships represented in the form of linear causal models (Li, 1975). In other words, path
analysis is useful in examining the direct and indirect effects for each variable on the basis of
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knowledge and theoretical considerations (Kerlinger and Pedhazur, 1973). Therefore, the
researcher proceeded using the Structural Equation Modelling (SEM) analysis, particularly the
maximum likelihood (ML) (Arbuckle, 1997) to estimate the interrelationships between the
various factors that affect the successful adoption and implementation of e-government services
and applications in Jordan using AMOS V18 (Kline, 2011).
In contrast, many researchers see that the use of a quantitative approach negatively affects
the ability of people to think, express opinions, explain their experiences, and to respond to the
changes around them (Burns, 2000). In other words, the quantitative approach may lead to the
neglect of detail and depth in people's behaviour, attitudes and motives. Gable claims that “the
survey approach provides only a snapshot of the situation at a certain time, yielding little
information on the underlying meaning of the data. Moreover, some variables of interest to a
researcher may not be measurable by this method” (1994: p. 114). He also claims that survey
research is “inflexible to discoveries made during data collection”. Thus, Gable claims that the
survey research usually serves as a methodology of validation rather than discovery.

2.6 Discussion on research approaches
In light of the above discussion, there is a clear contradiction between the quantitative and
qualitative research approaches. Accordingly, the differences can be summarised as stated in the
study of Kumar (2005), as shown in Table 2.4.
Difference with
respect to
Underpinning
philosophy
Approach to
inquiry
Main purpose of
investigation
Measurement of
variables
Sample size
Focus of inquiry
Dominant
research value
Dominant
research topic

Analysis of data

Qualitative research approach

Quantitative research approach

Empiricism: The only knowledge that
human beings acquire is from sensory
experiences
Unstructured/flexible/open methodology

Rationalism: That human beings achieve
knowledge because of their capacity to
reason
Structured/rigid/predetermined
methodology
To quantify extent of variation in a
phenomenon, situation, issues etc.
Emphasis on some form of either
measurement or classification of variables
Emphasis on greater sample size
Narrows focus in terms of extent of inquiry,
but assembles required information from a
greater number of respondents
(Reliability and objectivity) (value-free)

To describe variation in a phenomenon,
situation, issues etc.
Emphasis on description of variables
Fewer cases
Covers multiple issues but assembles
required information from fewer
respondents
Authenticity but does not claim to be
value-free
Explores
experiences,
meanings,
perceptions and feelings

Subjects responses, narratives, or
observation data to identification of
themes and describes these

Explains prevalence, incidence, extent,
nature of issues, opinions and attitude;
discovers regularities and formulates
theories
Subjects
variables
to
frequency
distributions, cross-tabulation or other
statistical procedures
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Communication of
findings

Organisation more
narrative in nature

descriptive

and

Organisation more analytical in nature,
drawing inferences and conclusions, and
testing magnitude and strength of a
relationship

Table 2.4 Differences between quantitative and qualitative research approaches (Kumar, 2005)

The following section discusses the appropriateness of the approach and methodology
chosen for this research, along with a combination of quantitative and qualitative methods for
data collection. It is drawn from the above discussion about the underlying assumptions in the
research.

2.7 Selection and justification of research approaches, methodologies and
methods
This research deals with the study of IS from a social perspective, and not, as the
majority, from a purely technical perspective. It does not involve the study of how a particular IS
works, but involves how and why people decide to use or not to use a particular IS. Hirschheim
(1992) argues that IS are, essentially, social rather than technical systems, where IS epistemology
draws heavily on the social sciences.
Social science research usually seeks to achieve several goals. Babbie (2008: p. 97), for
example, indicates that there are three common and useful goals for most social science research,
namely the exploration, description, and explanation. Social science research aims to explore a
particular social situation, in order to gain a better understanding, test understanding, and develop
methods for future studies, particularly with those of a complex nature. Social science research
also aims to provide a detailed description of the social situation and the events associated with it.
Furthermore, it aims to explain a particular social phenomenon.
Given the lack of research on the adoption and implementation of e-government services
and applications in the context of developing countries such as Jordan, there are almost no studies
based on multiple perspectives to explore, describe, and explain the phenomenon and the factors
that affect it (Mofleh and Wanous, 2008; Alhujran and Chatfield, 2008; Alomari et al., 2010;
Almahamid et al., 2010). Therefore, the aim of this research is to provide a conceptual model to
explore, describe, and explain the adoption and implementation of e-government services and
applications in Jordan. This research seeks to explore the factors and their interrelationships that
affect the successful adoption and implementation of e-government services and applications
from multiple perspectives in the context of Jordan. Moreover, seeking the impact of these factors
on the final decision of the individual citizens to adopt and implement e-government services and
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applications in this particular context. In other words, motives and obstacles at all levels that
affect the adoption and implementation of e-government services and applications in developing
countries in general and Jordan in particular, are the spirit to undertake this research.
This research follows the grounded theory methodology, which does not seek to force the
data, but on the contrary, seeks to collect a rich and wide range of data (see chapter 4), and then
devise any thematic patterns which could arise from the empirical data collected from participants
on the phenomenon to be studied. Similarly, the research is not based on any assumptions about
the type of data and collection methods that will be implemented. However, a wide range of
possible methods have been reviewed, but a small set considered fitting this research.
A thorough review of the literature on research methodologies indicates that there are a
variety of methods based on two approaches to collect and interpret empirical data. Each of
which has advantages and disadvantages, but to overcome the constraints imposed on these two
approaches, the combination of the two approaches is among the potential solutions to do so, as is
shown in this research. Some Researchers (Gable, 1994; Hughes, 2006) indicate that combining
the two approaches helps in triangulation, integration and validation of data. Reichardt and Cook
(1979) added that combining the two approaches can serve multiple objectives of the research,
offers insights may not be available in case of using one approach, and reduce the bias that may
arise from the use of one approach.
Many researchers (Gable, 1994; Mingers, 2001; Petter and Gallivan, 2004; Hughes, 2006;
Lázaro and Marcos, 2006) have shown interest in combining the two qualitative and quantitative
approaches. For examples, Petter and Gallivan (2004) emphasised the importance of combining
the two approaches, especially in the IS research, as this provides a better understanding of the
phenomena associated with the adoption and implementation of such systems in different
organisational and social contexts. They pointed to some examples to confirm the argument,
including the study of Trauth and Jessup (2000) on the use of group support systems (GSS).
These two studies concluded that the combination of quantitative and qualitative approaches has
the ability to produce a rich and incisive analysis, especially for complex phenomena, which
cannot be achieved through the use of any approach on its own.
Each approach includes a variety of methods to collect data as shown in Figure 2.1. For
example, the qualitative approach includes methods such as interviews, focus groups,
observation, and/or documents analysis, while the quantitative approach includes methods such as
laboratory experiments and/or questionnaires. Due to the lack of research that discussed the
phenomenon from the multiple perspectives in Jordan, a researcher resorted to filling this gap in
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knowledge by employing the mixed approach (qualitative and quantitative). Different methods
have been used to form a strong base of information for the phenomenon in its natural context.
According to Hamilton and Ives (1982), understanding the phenomena associated with IS needs
to be more focus on gathering empirical rather than secondary data. This is because the results of
such research would serve both the theory and practical together (Benbasat and Zemud, 1999).
Many researchers have discussed potential strategies for mixing between the quantitative
and qualitative approaches. Creswell (2003), for example, specified six different strategies for
combining qualitative and quantitative approaches: sequential explanatory strategy, sequential
exploratory strategy, sequential transformative strategy, concurrent triangulation strategy,
concurrent nested strategy, and concurrent transformative strategy. Similarly, Steckler et al.,
(1992) specified four different strategies for combining the two approaches: 1) the use of
qualitative approach to assist in the development of quantitative measures and instruments, 2) the
use of qualitative approach to assist in the interpretation of quantitative research results. Creswell
(2003) indicates that the use of qualitative approach helps to examine the results of the
quantitative approach, particularly the unexpected results in more detail. This is called sequential
explanatory strategy of Creswell (2003), where it is necessarily to have a certain theoretical
perspective to guide the research, 3) the use of quantitative approach to assist in the support of
qualitative research results. Creswell (2003) indicates that the use of quantitative approach helps
to test and generalise the results of the qualitative approach to different samples of the study
population. This is called sequential exploratory strategy of Creswell (2003), where it is not
necessarily to have a certain theoretical perspective to guide the research, and 4) the use of
qualitative and quantitative approaches equally, and combines their results. From the above, this
research was based on a sequential exploratory strategy of Creswell (2003), the first and third
strategy of Steckler et al., (1992), and therefore this research was divided into two main phases,
as shown in Figure 2.4: (1) a qualitative phase using methods such as interviews, focus groups,
observations, and documents analysis, and (2) a quantitative phase using methods such as a faceto-face
Phasequestionnaire.
I (Qualitative Phase)

Phase II
(Quantitative Phase)

Interviews, focus groups,
observations, documents

Face-to-face
questionnaire

Data Analysis

Data Analysis

Discussion of the results of
the two phases

Figure 2.4 Research phases
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Lack of research, based on the development of theories of multiple perspectives on the
phenomenon of adoption and implementation of e-government services and applications in
Jordan, had urged the researcher to use the qualitative approach methods as a first phase in order
to develop and provide in-depth understanding of the factors that affect the phenomenon, the
relationships between factors at various levels, and the impact and importance of the factors on
the success of the phenomenon in its real context.
Furthermore, the qualitative approach methods helped the researcher to develop measures
and instruments to be used as a tool to assess the success of the phenomenon in the context of
other countries with similar circumstances. This is followed the second phase, where the
researcher used the quantitative methods such as face-to-face questionnaires to describe, test, and
generalise the results of qualitative phase to different samples of the study population, as will be
shown later in chapter 4.
Here, the qualitative and quantitative approaches are complementary and supportive to
each other. For example, Greene et al., (1989) argues that the combination of qualitative and
quantitative approaches in research would achieve the following objectives: triangulation,
complementarity, development, initiation and expansion. They also add that, through
complementarity in use between the two approaches, the researcher seeks to elaborate, enhance,
illustrate and clarify the results of one method with the results of the other method. Therefore, the
result of interviews, focus groups, observations, and analysis of the documents constituting the
elements of the theory, where the research framework and hypotheses are formulated, while the
use of face-to-face questionnaires is essentially to test and generalise the results of the qualitative
phase. Since the studies addressing the motives and barriers that affect the adoption and
implementation of e-government services and applications from an integrated perspective in
Jordan are limited, the use of qualitative approach methods has helped the researcher at first to do
so. The two phases of research will be presented in detail in subsequent sections.

2.8 Phase I (qualitative study): interviews, focus Groups, observations, and
documentary analysis
In light of technological development in the developed world, most of the theories that
explain phenomena related to IS adoption and implementation have been developed in the
contexts of these countries. This means that existing theories did not take into account the
differences noted by Chen et al., (2006) between the countries of the developed world and
developing world. In other words, existing theories may not reflect the realities of the context of
many developing countries around the world for the adoption and implementation of IT.
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Pinsonneault and Kraemer (1993) suggest that in order to explore new phenomena in a given
context, this requires a fieldwork to take place, including a collection of data from different
sources; this is in order to provide an integrated and in-depth understanding allows the
formulation of hypotheses, which are developed later to become the new theory explains the
phenomenon to be studied.
Since this research is exploratory in its nature and not based on any of the existing IT
adoption literature, which will be shown in chapter 6 of this thesis, a qualitative study in the
beginning, including the collection of data from multiple sources on the phenomenon, followed
by a quantitative study aimed to validate the data collected, is the most appropriate strategy for
the researcher to fill a gap in knowledge about cross-cultural research of the adoption and
implementation of IT in general and e-government in particular.
Recently, the emergence of e-government services and applications in most developing
countries, especially Jordan has led the researcher to explore it in order to achieve an integrated
and in-depth understanding of the factors that affect the adoption and implementation of egovernment services and applications in this particular context. Accordingly, the first phase of
this research is based on the interpretive paradigm for understanding the complexity of the
phenomenon to be studied in its natural context, where the regularity and causal relationships that
result from the use of positivist paradigm cannot do so. The researcher believes that the best way
to understand this new phenomenon is the use of the field work through direct contact with the
persons concerned of the government and its partners at various levels in the process of planning,
implementation, and management of e-government services and applications on the one hand,
and individual citizens involved in the adoption and use of e-government services and
applications on the other hand. This in order to develop a conceptual model for the phenomenon
in its real context, and thus open up prospects for other researchers in the region to explore issues
related to e-government adoption and implementation from different angles. Moreover,
perceptions of the key players above on the readiness of Jordan at the national and technology
level to enable interaction between them without restrictions, and thus the impact on the success
of e-government services and applications.
At this phase, qualitative data was taken primarily to identify the phenomenon in its real
context, through an exploratory and interpretive paradigm. Qualitative data seeks to provide a
better understanding of the phenomena, fruitful insights on the best practices and experiences,
more information on incentives and constraints that affect the decision-making process, and look
at the attitudes and feelings that affect the adoption and implementation of IT (Healy and Perry,
2000). Miles and Huberman (1994) argue that qualitative data retains the time-frame of events
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and the consequences that result from events, and thus derives interpretations and justifications
for that. In short, this phase seeks to determine the scope of research, the development of a
measurement tool and formulate the appropriate hypotheses, which are developed later to become
the theory explains the phenomenon to be studied.
At this phase, qualitative data was collected through a variety of methods such as semistructured interviews, as well as a number of small focus groups of certain characteristics to
enable the researcher to provide an integrated and in-depth understanding of the phenomenon
than that offered by the questionnaires. Furthermore, the methods of observation and analysis of
the documents are among those that have been taken to collect additional qualitative data about
the phenomenon.
At this phase, a grounded theory methodology was applied for data collection and
analysis procedures. As Glaser pointed out, the grounded theory is “a general methodology of
analysis linked with data collection that uses a systematically applied set of methods to generate
an inductive theory about a substantive area” (1992: pp. 16). Accordingly, the researcher
resorted to the use of this methodology to be able to collect and analyze data on the phenomenon
to be studied in a manner that allows inductively develop theory to explain the phenomenon itself
(Charmaz, 2000). The following section will address the reasons behind the selection of the
grounded theory methodology of other methodologies to fill the gap in knowledge, especially
with regard to the exploration of new phenomena such as e-government in the context of
developing countries in general and Jordan in particular.

2.8.1 Why grounded theory methodology
As in section 2.5.1.2.1, a grounded theory methodology allows researchers to develop
theories emerge from the empirical data collected in the qualitative phase. This means that instead
of getting the data on the phenomenon through the preconceptions of the researcher, which are
often not comprehensive, the methodology was able to get the data directly from the real context
of the phenomenon. Accordingly, the researcher resorted to the application of the methodology to
explore the multi-level factors that affect the adoption and implementation of e-government
services and applications in the real context of Jordan, unlike studies, which rely on prior studies
to the adoption of IT to explain the same phenomenon in the context of developing countries in
general and Jordan in particular, as will be shown in chapter 6. Moreover, encoding as one of the
techniques that characterise this methodology helped the researcher to handle the complexities of
the various unstructured social contexts (Bryman, 2001), and therefore, enables the researcher to
address the vast amount of data collected in this phase, theoretically and systematically.
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In practice, this methodology involves the development of theories stemming from the
perceptions, views, and experiences of practitioners in the area of inquiry at different levels. This
was confirmed by Babchuk, that “the methodology links between research and practice by
helping facilitate socio historical and socio cultural situation-specific analyses and interventions
involving dynamic interactions between researchers and participants” (2009: p. 15).
In other words, theories, whether formal or substantive, that result from this methodology
will help government officials and partners in the private sector, as well as end users of the
citizens to get a perspective about their specific situation in the area of inquiry. In addition to the
above, ease of validation of the results of this methodology (theories or hypotheses) through the
use of quantitative data or qualitative (Glaser and Strauss, 1967; Glaser, 1992). This is what
distinguishes this research from other research in the same context, where the research is not
limited only to the development phase of the elements of the theory to explain the phenomenon of
adoption and implementation of services and applications of e-government in Jordan, but went
further to include the validation phase of the elements of the theory, and then generalised to a
larger sample in this particular context. Accordingly, the main reasons for the use of this
methodology from other qualitative methodologies can be summarised as follows: 1) action
research methodology is not suitable for this research because the researcher is not part of the
area of inquiry, particularly among the practitioners of public or private sector involved in the
implementation of e-government services and applications in Jordan, 2) the use of case study
research and ethnographic research for the purpose of collecting qualitative data may take a very
long time, and might not lead to significant results in the short time available, 3) this research
does not focus on a certain level of analysis and exploration, as is the case in other research in the
same context, but rather sought to provide an integrated view of various levels and settings of the
factors affecting the phase of adoption and acceptance to ensure success in implementing egovernment services and applications in Jordan. Therefore, this methodology has enabled the
researcher to address a variety of perceptions, views, and experiences to achieve the objectives of
the research referred to in the first chapter of this thesis. In other words, the case study research
on its own is not suitable for this research. Rennie et al., (1998) emphasised that, contrary to the
case study research methodology, the grounded theory methodology differs in terms of the need
for replication of the evidence of such events by addressing a larger number of individuals. This
replication leads to saturation in the categories that emerge from the events, as well as the
researcher gets a foothold on the phenomenon commonly experienced, and 4) since the
methodology involves the development of thought, rather than simply providing a thick
description, this makes it more useful than other qualitative methodologies such as ethnography
(Strauss and Corbin, 1990; Goulding, 2002). Strauss suggests that “the focus of analysis is not

49

merely collecting or ordering a mass of data, but organizing many ideas which have emerged
from analysis of the data” (1987: pp. 22).

The basic principles of a grounded theory

methodology were presented above, but the techniques and procedures in this methodology need
to be detailed, as will be shown later in chapter 4.

2.9 Phase II (quantitative study): questionnaire surveys
Despite the difficulties (e.g. low response rate) that may face researchers when using the
quantitative approach methods in their research, especially questionnaire surveys, these methods
in general, and the questionnaire survey in particular is still the most widely accepted to study the
adoption and implementation of IS/IT (Yogesh et al., 2008).
In a review of Yogesh et al., (2008) for the research methods used in 345 articles,
published in 19 peer-reviewed IS/IT journals between 1985 and 2007, findings suggest that the
questionnaire survey method was the most commonly used when investigating issues of IT
adoption and implementation. These days, this method is still receiving considerable attention
among researchers on the issues of adoption and implementation of IT, especially e-government
(Al-Shafi et al., 2009; Vencatachellum and Pudaruth; 2010; Rokhman, 2011).
Given the recent e-government services and applications, and the weakness of the postal
system in Jordan, the researcher resorted to the use of face-to-face administration of a
questionnaire survey to be the primary method of data collection in this phase. He preferred to be
present physically in order to ask questions and help participants to answer them, if necessary to
do so.
Despite the advantages of this method in terms of avoiding the problem of complexity in
the questions and the quality of data collected, the main disadvantage of this method, which the
researcher encountered was the high cost of transportation to go from one location to another in
order to complete the collection of data within the time frame specified for that. In contrast to
this, there was not an indication of bias during data collection, since the researcher or any of the
helpers had no prior contact with the participants in the research. According to Donsbach and
Traugott (2007), the advantages of using face-to-face administration of a questionnaire survey
can be summarised as follows: (1) it allows clarification of the complex or sensitive issues, (2) it
allows for probing and verification, (3) it allows the participant to be more spontaneous, 4) it
allows to change the sequence of questions, (5) it allows delivery of the questionnaire to the
intended participants, and (6) it allows better quality and depth of data, while the disadvantages of
this method can be summarised as follows: (1) costly, (2) timely, (3) may be subject to bias, (4)
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socially acceptable, where answers may not be entirely true, and 5) less useful for sensitive topics
that need anonymity.
From the above discussion, the face-to-face questionnaire survey was appropriately used
in this phase to support the results of the qualitative phase. Therefore, the researcher has sought
through this phase to confirm the measurement tools developed earlier in the qualitative phase, to
test the hypotheses that emerge from the qualitative phase by testing the significance of the
statistical relationship of causes and effects between dependent and independent variables of
interest to the researcher, and thus to generalise the results at the macro level to be used in other
similar contexts in the Arab region. Additionally, this phase provided descriptive data on
demographic characteristics, experiences, and current uses of IT to a representative sample of
individual citizens of those surveyed in Jordan.

2.10 Chapter summary
This Chapter presents an overview of the underlying philosophical assumptions of
research, as well as the reasons behind the selection of both the positivist and interpretive
paradigms. This is followed by a debate on the research approaches available, namely the
qualitative and quantitative approach. This discussion includes the definition of each of the two
approaches and the characteristics that distinguished them, the strengths and weaknesses of each
of the two approaches, and uses of each of the two approaches, especially in IS research.
Moreover, this chapter presents an overview of the research methodologies available and
data collection methods for each of them. Accordingly, combining the two approaches above was
applied as the most appropriate approach for this research. This was done through two main
phases. The first phase uses a qualitative approach, which involves exploring the context and
scope of research to enable the researcher to develop measurement instruments, as well as a
research model of the factors affecting the adoption and implementation of e-government services
and applications in Jordan. This leads to the formulation of substantive hypotheses that explain
the new phenomenon under investigation. For this, a grounded theory methodology was used to
collect and analyse qualitative data. In addition, the researcher described the reasons for choosing
this methodology over other qualitative methodologies. The second phase uses a quantitative
approach, which involves confirming the measurement instruments, as well as testing the causal
relationships (substantive hypotheses) in the research model resulting from the first phase. A full
description of the two phases, including the methodologies associated with ways of collecting
qualitative and quantitative data will be presented in chapters 4 and 5, respectively.
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Chapter Three
E-government literature review (I)

3.1 Introduction
This chapter seeks to discuss the issues related to the e-government area and its
characteristics through the use of a critical approach. It starts by discussing its definitions, stages,
motives, and the categories of e-government services, namely the government to citizen services
(G2C), government to business services (G2B), government to employee services (G2E) and
government to government services (G2G). The differences and similarities between egovernment and e-commerce are presented in this chapter. The concept of bureaucracy in public
sector and the criticisms made to it are also introduced later in this chapter. The emergence of
ICT and its role in public sector reform, as well as the mechanisms of public sector reform in
developed and developing countries are presented. Finally, the adoption process in this context
will be introduced, followed by the emphasis on the reality of e-government adoption and
implementation in developed and developing countries. This chapter concludes that the
characteristics of e-government are still controversial in spite of existing research in this area.
Despite the benefits of e-government, most countries around the world are still facing a
lot of different challenges that hinder the successful adoption and implementation of such
programs. Since there is no single model suitable for all contexts for the implementation of egovernment programs, there is an urgent need for more cross cultural studies; each country has its
own circumstances.
However, e-government is a relatively new research area; its definitions, stages of
development and the determinants of success and failure remain open for further discussion. The
following sections will explain these issues and other related issues in the area of e-government.

3.2 Definitions of e-government
All governments around the world began to recognise the need to adopt and implement egovernment, although some are still struggling to translate this need into reality and work
(Avgerou et al., 2006). Although there are many definitions have emerged for e-government
since its inception, there is no single definition includes all dimensions of e-government and
therefore faces the acceptance and widespread popularity among researchers and practitioners. In
this thesis, despite the use of e-government and web-based government interchangeably, the
researcher is aware that e-government in its broadest sense may include the Internet as well as other
means such as telephone, fax and mobile, while the web-based government term is limited to the
Internet.
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According to Peristeras and Tarabanis (2004), the concept of e-government is not old and
this explains the passion by the researchers to discover the full dimensions of the concept. Studies
indicate that most researchers stressed in explaining the concept of e-computing to provide
information and public services. In order to agree on a definition of e-government, it is necessary
for us to discuss the definition of government in general, and the reasons behind the
transformation of these governments to become more responsive, accountable and transparent.
Accordingly, government can be defined as “a dynamic mixture of goals, structures and
functions” (Pardo, 2000: p.2). This definition may give an indication of the complexity of the
concept and considerations taken by the government for the advancement of public services on
the one hand, and the difficulty in transforming government through the use of ICT, particularly
the Internet to support operations, as well as ensure the efficient performance, and to provide
better public services.
To date, the effort of governments to change is not as it should be because they face many
challenges that hinder progress and achieve the benefits of the technological revolution. One of
the challenges indicated by Wang and Hou (2010) is the need to focus on the work and functions
of government and not on ICT that is implemented. They suggested that the time has come for
governments to recognise that the adoption and implementation of e-government requires serious
attention and sustained. Furthermore, the process is not about the use of computers and networks,
or building websites, it is a radical change in many aspects at all levels, whether from individuals
or private businesses or government institutions or at the national level as a whole, the most
significant changes to rebuild trust in the relationship between government and the public.
Since the advent of the Internet and the increased expectations of citizens, the pressure on
governments has also increased in order to achieve better performance to serve the public (Abdul
Karim, 2003). However, the adoption and implementation of ICT has given governments an
opportunity to reform through the achievement of a better level of services through the so-called
e-government.
The concept of e-government is still relatively new and needs further research to As a
result of pressures facing governments around the world to maximise the use of information
technology and communications through e-government initiatives, a more holistic understanding
of the e-government concept has become an imperative, especially prior to the adoption and
implementation of e-government services on a large scale (Palvia and Sharma, 2007). For
example, Ndou (2004) indicates that one of the reasons for failure of e-government initiatives is
the narrow definition and poor understanding of the e-government concept, processes and
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functions, where most of the definitions lack the multidimensionality and complexity of the
concept.
According to OECD (2006), e-government is defined as the use of ICT, particularly the
Internet, as tools to achieve better government. This concept has not been sufficient to indicate
aspects of the reform, which may contribute to improving government performance. Another
definition raised by the World Bank (2006), describes e-government as the use of ICT to improve
and ensure the effectiveness, efficiency, accountability and transparency in government
operations. Similarly, Choudrie et al., (2004) defined e-government as an Internet-based activity
through which enables citizens to access government information and services and expertise, thus
ensuring the effective participation of citizens and ensure their satisfaction with the process of egovernment. These definitions, however, do not include the areas of reform in the government to
reach the desired goals of e-government. However, the definition of e-government should focus
on areas that affect the reform process of government institutions and not only on what is
produced from the reform process and modernisation of government institutions (Yong and
Koon, 2003). Others focus on government relationships with stakeholders in the definition of egovernment. Among these, Layne and Lee (2001), who indicate that e-government is the use of
technology, particularly the Internet, to provide information and services readily accessible to
stakeholders (e.g. citizens, employees, business partners and other government agencies). In this
definition a clear sign to the government's relationships with stakeholders, those who are targeted
by the government to provide information and services to them. Governments all over the world
are trying, through the use of ICT to improve relationships with citizens (G2C), businesses
(G2B), government employee (G2E), and other government agencies (G2G).
In contrast, there are a lot of definitions that refer to the concept of e-government from a
narrow perspective. For example, some pointed to the concept from a political perspective, while
others pointed to the same concept from a technological perspective, some pointed to the concept
from the knowledge management perspective, others pointed to the concept from the perspective
of citizens and, finally, some pointed to the concept from the perspective of administration.
According to United Nations (2010), e-government is defined as the use of the Internet and
World Wide Web (WWW) to provide information and public services for citizens. This definition
focuses on the technological aspect for the purpose of reform and modernisation in the
government; this is the ultimate goal that governments seek to achieve from e-government, but
the concept of e-government is broader than the purely technical side to reach the desired
objectives. While Gartner (2002) defines it as "the transformation of public sector internal and
external relationships through net-enabled operations, IT and communications, in order to
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improve government services delivery, constituency participation, and internal government
operations"; this definition however focuses on the use of ICT as a means to transform internal
operations of the government, as well as transforming the external operations of the government
by improving the delivery of public services.
However, others extended the definition, for example, Nordfors et al., (2006) indicated
that e-government includes four main areas: e-administration, e-democracy, e-services and ecommerce. Each area is still a stand-alone and far from the concept of e-government, especially
in the way they work, and the purpose of e-government adoption and implementation. Similarly,
Ndou (2004) identified four key areas for a comprehensive understanding of e-government as
follows; firstly, e-administration is for the computerisation of administrative functions of the
governments in the different organisational levels, secondly, e-citizen is for the needs that lead to
building trust with the government, to assist the government to interact with citizens, and to
achieve satisfaction with the new service, leading ultimately to its success, thirdly, e-services for
the delivery of services to stakeholders 24/7, and finally, e-society for enabling the relationship
between the government and various sectors of society, electronically, for example, the
relationship between government and citizens (G2C) and businesses (G2B), government officials,
and other government institutions (G2G), all relationships are promoted through the use of ICT as
one of the possible solutions to reform and modernise government, as shown in Figure 3.1. This
definition highlights the need for enhanced interaction and communication between the
government and society, with the hope to rebuild political trust (Seifert and Petersen, 2002),
which have long been the ultimate goal of governments of developing countries (Al-Shafi and
Weerakkody, 2009), including Jordan, and thus reflect the political dimension of the concept of egovernment.

Figure 3.1 E-government domains (Ndou, 2004)
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Additionally, e-government is seen as a revolution in the field of public administration,
according to Al-Shehry et al., (2006), it would lead not only to transform the way in which the
provision of services and information, but also to transform the fundamental relationships
between the government and its stakeholders. There are many who portray the concepts of
"governance" and "government" as used interchangeably to refer to the same thing, but in fact
each concept has its own definition and complements the work of other. The concept of
governance refers to the activities and processes that enable the exercise of power and authority
by the various elements of society, and thereby influence the governance policies in general,
while the concept of the government refers to the tool that is used to carry out the activities and
operations of government, namely the implementation of policies under the umbrella of the
public sector institutions (Kustec-Lipicer and Kovac, 2008).
Arguably, the use of ICT in the practice of public administration is the simplest definition
of e-government, at the same time, most attempts to define e-government focus on the change in
the methods used by public administrations to transform its operations and activities to suit the
paradigm of new public administration. According to Margetts and Dunleavy (2002: p.13), “egovernment is about making the full range of government activities – internal processes, the
development of policy and services to citizens – available electronically”. This definition seems
to be useful, as it focuses on the activities of e-government, ranging from the policy change
through the change in government performance and ending the provision of public services
through the Internet. Similarly, Grant and Chao (2005) give a definition of e-government as an
initiative to shift using the capabilities of ICT. This seems as good as the previous definition as a
combination of transformation and the definition of technology by focusing on three goals and
activities of various e-government definitions. Firstly, developing and providing high-quality,
seamless and integrated public services; secondly, to enable effective management of constituent
relationships; and finally, support the objectives of economic and social development of citizens,
businesses and local civil society, state, national and international levels. Kaliannan and Awang
(2009) also recognise that e-government is able to influence the performance of the government
through increasing efficiency and speed up of transactions. However, these definitions do not
address the means that lead to the transformation, as well as not all services can be available on
the Internet. Abie et al., (2004) added that e-government is a powerful tool to manage and
integrate an enormous amount of existing information and thus make it easier for citizens to
interact with services that are provided over the Internet. In this definition there is reference to the
fact that e-government a powerful tool for knowledge management. Also, Lieber (2000) defines it
as "implementing cost-effective models for citizens, industry, federal employees, and other
stakeholders to conduct business transactions online". This definition takes into account matters

57

such as strategies, e-transactions, governments as well as technology. Despite the diverse
capacities of e-government as referred to in the above definitions, Chandler and Emanuels (2002)
argue that e-government in itself is not feasible, and is a merely tool, as they believe that the
importance of e-government comes from its applications. Riley (2001) also argues that egovernment is a tool of limited value in itself, as he believes that the importance of e-government
comes from the ability to apply to specific goals and targets. Although there is widespread
interest in the concept of e-government, its definition still lacks the consistency and acceptance
on a large scale (Jaeger, 2003; Misra, 2006; Schuppan, 2009). According to Riley (2001) and
Moon (2002), there are two reasons for that; first, the definition of e-government includes various
applications, which however tend to suggest that there is a wide range of opportunities and
perspectives on how e-government should be. In other words, there is no one ideal form of egovernment. These applications will be detailed later in this chapter, secondly, the definition of egovernment is seen from different aspects, for example, societies, businesses and economies,
services, institutions, and policies such as those definitions discussed above.
According to the Thanh (2008), the difference in economic and cultural circumstances
has led to a change in the objective of implementing e-government initiatives in developing
countries, where most of them between the second stage (putting government services online in
the form of extensive information and enabling basic transactions) and third stage (transforming
government structures, functions and processes); these developing countries often seek to ensure
reasonable response to transact with the government over the Internet, while the situation in
developed countries, however, quite different. It is a grave misconception to refer to the egovernment as a mere computerisation of government processes; it is a combination of radical
government and technology that has the capability to make a radical shift in the delivery of public
services on the one hand, and re-building the relationship between the government and its
stakeholders on the other hand. To do so, this combination requires the reorganisation of the
activities and current administrative processes (internal and external) in public sector institutions.
This sense of e-government asserts that it is more about the government than on the 'e'.
From the definitions above, the researcher can conclude that any definition of egovernment must refer to the following aspects together:


Focusing on the technology, by referring to the use of ICT, particularly the Internet, in the
provision of various information and public services over the Internet.



Focusing on the change or transformational process of government, by referring to the
transformation of the activities and processes of public administration using a variety of
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means to improve interaction and communication with the public and provide services
tailored to their circumstances and needs.


Focusing on the impact of e-government, by referring to the organisational, social,
economic and political impact of e-government.



Focusing on the provision of services relying on the external relationships of the
government. This may be through a single point of access to the Internet based on the
external links to the government; citizens (G2C), businesses (G2B), government officials
(G2E), and even government institutions (G2G).



Focusing on the needs and expectations of the citizens as a starting point to achieve the
objectives of the potential of e-government.
E-government can be defined as a strategic tool for the transfer of information and public

services to become available over the Internet. According to the aspects mentioned above, the
definition should be broader, and therefore conclude that the e-government is the computerisation
of the current government operations, especially the paperwork, to find an effective way to
manage and simplify the internal and external operations of the government and make it more
responsive, accountable and transparent, as well as increased interaction and communication with
the public to enhance political trust, and thus increase participation in the democratic process. In
addition, it is the provision of public services and information from one point 24 / 7, with a high
degree of efficiency and quality, and less time and cost. All this aims to increase the satisfaction
of stakeholders such as citizens, businesses, employees and other public sector organizations by
addressing their needs in line with current circumstances.
However, the successful adoption and implementation of e-government services and
applications requires an awareness of the concept of organisational transformation, as well as
focusing on the citizen as a key partner in the process of change, working together with the
relevant public administrations in order to achieve a better level of satisfaction among the public
about the new government services.

3.3 Stages of e-government
In recent years, the world has witnessed many of the technological phenomena which
aroused the curiosity of researchers and practitioners to explore. Among these phenomena
highlights the phenomenon of e-government, which has long been controversial, in particular its
evolutionary stages. However, the main idea prevailing in the evolution of e-government is an
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analysis of the level of interaction between the government and its citizens. Each stage is better in
some respects from the previous stage (Rao et al., 2003), and thus assessing the effectiveness of
the government towards e-government. Accordingly, many researchers (Moon, 2002; West,
2004; Irani et al., 2006; Al-Dosari and King, 2007; Klievink and Janssen, 2009) argue that egovernment evolution usually passes through a number of successive stages ultimately lead to
improved interaction as well as providing services online. The focus of their research was on the
characteristics and types of e-services provided in three basic stages: information dissemination,
interactive services and transaction services, and that as the main criterion for the evolution of egovernment. In contrast, some of them indicate that the development stages of e-government may
be different in terms of the approach and aspects of development, including technological,
organisational and social aspects. While some others claim that the implementation of egovernment is no different from the implementation of other ICT systems.
Howard (2001) indicates that e-government development passes through three stages,
namely Publish stage, Interact stage and Transact stage. The focus was on the technological
aspect of capabilities and characteristics of the Internet to transform government from one stage
to another. Others argue that, in addition to the technological aspect there are also organisational
and managerial aspects. This added another criterion which is the type of the integration between
the different business applications (horizontal or vertical integration). For example, Layne and
Lee (2001) stressed on the evolutionary nature of e-government through four basic stages, as
shown below in Figure 3.2. These stages are: cataloguing, transactions, vertical integration and
horizontal integration. The focus was on the technological and organisational aspects, as well as
on the integration of data and provision of public services. Similarly, West (2004) suggests four
stages for e-government development, namely the billboard stage; the partial delivery service
stage, with fully executable and integrated service delivery; and interactive democracy with
public outreach and accountability enhancing features. Gartner Group (2000) also suggests four
stages to explain the evolution of e-government, namely web presence, interaction, transactions
and transformation stage. According to Holden et al., (2003), stages of e-government
development are closely linked to organisational and technological aspects.
Moon (2002) indicates that the evolution of e-government goes through five stages. These
stages focus on the degree of technical sophistication and interaction with users. The proposed
stages are namely simple information dissemination stage (one-way-communication), request and
response stage (two-way-communication), service and financial transactions stage, integration
(horizontal and vertical integration) and political participation stage. However, these stages are
merely a conceptual tool to examine the evolution of e-government, and it is not necessary to
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follow the pace of real progress through the adoption of e-government practices. Moreover, these
stages are only applicable to and tested at the level of municipal government. Commonly, United
Nations (2002) explains the evolution of e-government through five stages; these stages are the
emerging presence; enhanced presence; Interactive presence; transactional presence and seamless
or fully integrated presence. However, the key perspective of this model is the web presence
through different stages. Similarly, McDonagh (2002) suggests five stages for e-government
operation. It starts with disseminating information, followed by communicating and interacting
with the government, and then citizens can make complex interactions and transactions with the
government, after that citizens can access more complex services from one contact point, and
finally is not yet realised where government applications become intertwined with commercial
applications. Accenture (2003) indicates to five stages of the development of e-government,
namely the online presence, basic capacity as citizens can do some transactions, and the
availability of services as citizens can realise the website and the integration of different services
from different government agencies, and mature delivery as citizens can realise issues such as
ownership, authority, intra-agency relationships, and a more partnership between various levels
of government, and finally service transformation as the ultimate goal of any e-government, in
which all the services are provided online in an easy and effective way .

Figure 3.2 Layne and Lee model (Layne and Lee, 2001)

Others, such as Deloitte research (2000), suggest six stages for e-government. These
stages are namely information publishing, “official” two-way transactions, multi-purpose portals,
portal personalisation, clustering of common services and full integration and enterprise
transformation. However, Al-Dosari and King (2007) provide a good example for understanding
the evolution of e-government in developing countries. The evolution of e-government can be
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measured through three broad categories; firstly, milestones category, which includes forming an
e-government entity, developing a secure payment gateway, developing a secure authentication
system and developing an electronic law (e-law); secondly, advanced technology features
category, which includes single sign-on portal, single point of access (one stop-shop government)
and number of access channels; and finally, services category, which includes number of
developed transactional service of type of complex, the usage percentage of the developed
transactional services and informational and interactive services. However, the categories were
mapped into four stages of e-government development (Al-Dosari and King, 2007), namely
initial stage, developing stage, advanced stage and optimal stage.
Given that most researchers see the characteristics of e-services and type of services
provided can be an effective measure of the evolution of e-government, the situation as indicated
by Al-Dosari and King (2007) is different in the case of implementation at the national level,
where the technological aspect is not sufficient for the transition from one stage to another. They
suggest other aspects such as government readiness activities, service priority system and type of
implementation plan (long-term or short-term plan); these could play an active role in the success
of e-government in the context of developing countries at the national level. However, there is a
need to emphasis on the importance of change process or change management, as well as
focusing on the depth and complexity of the changes in the advanced stages of development,
which may become the basis for comparisons between governments progression around the
world. Similarly, Wescott (2001) presents six stages of e-government development for Asia
Pacific Region based on its experience of its implementation, namely setting up an email system
and internal network, enabling inter-organisational and public access to information, allowing 2way communication, allowing exchange of value to support development of more flexible and
convenient ways for citizens to conduct business with the government, digital democracy and
finally Joined-up government; this enables both vertical and horizontal integration of service
delivery, a web portal integrates information and services from various government agencies.
As a result of the above discussion on the stages of e-government, the following points
should be noted:


There is disagreement among researchers on the number of stages required to develop

e-government, this is due to differences on the approaches and aspects of development,
which could help in the classification of stages of e-government development. However,
the researcher believe that the problem is not related to identifying the number of stages
that explains the evolution of e-government, but concerning how the stages and steps are
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implemented, or whether these models can be applied in different settings and target
countries such as Jordan, or not.


Although there are different names for the first stage in the evolution of e-

government, such as informational, publishing, online presence and emerging, researchers
agree that the purpose of the stage is the start of the interaction between citizens and
government by making public services and information available online. Despite the
simplicity and the limited impact of this stage in the evolution of e-government, it provides
a range of suggestions for this stage to build a successful strategy for e-government, as
follows: getting information with appropriate milestones; publishing information of value to
citizens in their daily lives; publishing information in the local language; publishing
specific range of information; and focusing on the support of other goals such as national
development, fighting corruption and attracting foreign investment (Aita, 2004).


Although there are different names for the middle stages in the evolution of e-

government, such as interactive, interaction, developing and transitional, researchers agree
that the purpose of the stage is to provide a higher level of interaction between citizens and
government through e-mail or online dialogue forum, as well as online payment and
coordination with other governmental and non-governmental organisations for conducting
transactions. At this stage, trust between the public and the government could increase if the
following is achieved: Keeping citizens informed on the results of their online participation,
in reference to maximise their role in the success achieved; Breaking down complex issues
into easy-to-understand issues; Being proactive in the request for participation through
intensive use of traditional media for the dissemination of consultations on the Internet; and
engaging citizen in the design phase of e-government websites (Aita, 2004).


Although there are different names for the last stages in the evolution of e-

government, such as integration, full integration, transaction, enterprise transformation,
joined government and seamless or fully integrated, researchers agree that the purpose of
the stage is to provide integrated government services and information from a single point
of access. The success of this stage in the context of e-government requires the following to
be achieved: targeting citizens who are in need of immediate use of the online service;
integrating new services with the reform process, streamlining and standardizing the
processes before putting them on the Internet; and creating a unique portal for online
services (Aita, 2004).
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There is agreement among researchers that the development of e-government must

pass through successive stages; each stage leads to the next stage and so on, until reaching
end of the path. Holding et al., (2003) indicates the progress of e-government is not
necessarily linear, as some late adopters may resort to go directly to the advanced stages of
integration and the transactions, while they do not think there is a need to stop for a long
time in the early stages. Similarly, Ho (2002) argues that the development path should not
be interpreted as linear, as some governments need to avoid certain stages, or to provide
certain services to serve the public in various stages of development.


There is agreement among researchers on the importance of the technological aspects,

organisational, social, and even the contextual aspects of e-government development,
especially in the early activities of e government development. Others, such as Bryant
(2007), indicate that the common feature between the models mentioned above is that there
is an overlap between technology management and management of governmental and
administrative structures. This means that the focus should be on the contextual aspects of
the government, including change process, not only on the technological aspects of
implementation. This is also consistent with Siau and Long (2005) that the potential
implementation of any of the stage models listed above on e-government programs requires
focus on both the context of the implementation of e-government and the technology itself.


There is agreement among researchers on the existence of a positive relationship

between progress in the stages of e-government development and benefit levels of egovernment; higher levels of development stages of e-government maturity lead to higher
levels of benefit to citizens and companies to adopt and implement e-government.


There is no indication to the factors that can encourage or prevent the development of

e-government at a certain stage. Furthermore, most studies have been tested in the context
of developed countries, while the evidence in the context of developing countries is still
limited, and this is one of the main motivations of this research.

3.4 Motives of e-government
In recent years, the world has witnessed an unprecedented trend among governments to
adopt and implement e-government (Kaliannan and Awang, 2009). However, Mulgan and Albury
(2003) argue that there are four reasons for the adoption and implementation of e-government.
First, ensure the effectiveness of government in providing services and public information;
however technology must be seen as part of the daily activity of the government. This will
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increase the government's response to citizen services, and thus keep pace with their needs and
expectations.
Second, the world's population continues to increase; this means that issues such as
diversity, and class, and the increasing mobility in a variety of lifestyles are the most important
characteristic of the modern world. For example, the approach of one size fits all in any of the
government's practices, structures, cultures, and methods of work and public services,
departments and agencies in the UK, is not suited to the needs and expectations of individuals in
the 21st century, which vary and change rapidly, in contrast, evidence indicates that the use of
information and communication technologies in the private sector has increased, and succeeded
in providing services to individuals in a simple and smoothly way.
Third, increase efficiency of the services delivery, and this can be achieved through the
following: reducing the cost of processing many of the activities compared with the traditional
way of processing operations; streamlining of internal processes, enabling faster and more
informed decision-making; promoting economic development by streamlining relationships with
businesses and reducing the administrative steps necessary to comply with regulatory obligations;
enhancing transparency and accountability; improving the quality of services in terms of time,
content and accessibility; improving public administration; and facilitating e-society by providing
new training courses in an attempt to provide the skills and capabilities needed for the market
(Aita, 2004).
Fourth, improve social services of citizens, and this can be achieved through the
following: Empowering the poor and marginalised areas, improving local governance, and the
provision of adequate public infrastructure and services (e.g. education and healthcare, etc)
(Helling et al., 2005). In addition to the four reasons listed above, the motives from the
perspective of bureaucratic systems in public sector institutions will be introduced in subsequent
sections of this chapter.
In practice, the motives for adopting and implementing e-government are interrelated and
complement each other. Today, many of the sectors have been transformed as a result of
technological advances, such as commerce (Fong and Fong, 2009), health (Bukachi and
Pakenham-Walsh, 2007) and education (Light, 2009). However, the use of ICT in public sector
was not encouraging compared with other sectors (Beynon-Davies and Williams, 2003; Sanchez
et al., 2003). Although the technology has become a large part of the work in the private sector,
and thus affect the increase in revenue, and stay in the competition and progress in the market,
public sector institutions are still suffering from lack of ICT use in their core processes. Silcock
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(2001: pp. 88) indicates that “the explosive entry of technology into every aspect of life has
changed how people live, how they work, how companies do business and how governments serve
their people”. Budhiraja (2001) indicates that the application of ICT, particularly the Internet will
be the next wave, which invade and cause a shift in the work of governments around the world.
This will be through the establishment of new departments are accountable, simple in structure,
fast in response, and transparent in their dealings. Thus, the technological progress driven by the
desire to provide better service efficiency and effectiveness of the citizens, businesses and even
the public sector institutions is a powerful motive for the adoption and implementation of egovernment. Although there are researchers, such as Chandler and Emanuels (2002), argue that
the technology itself is merely a tool to assist in the development of public sector institutions,
others, such as Jain (2001), argue that the technology is beyond that; it is a major source of
change and power, so this could explain the cause of adoption and implementation of egovernment.
However, governmental entity is a crucial building block in any state; this is due to being
the main source of public information and services. According to Tian and Tainfield (2003), the
government is a complex system of organisational structures to serve different sectors of society.
This can be interpreted that the activities of the government is not limited only to the political,
economic and legal infrastructure support to other sectors, but also have important social
activities (Elmagarmid and McIver, 2001). Metaxiotis and Psarras (2004) emphasis on what has
been said by describing the traditional governmental systems that no longer seek to meet the
needs of its citizens, and thus limits the functional capacity. Additionally, Chandler and Emanuels
(2002) indicate that among the causes of the failure of the traditional government bureaucracy is
the control of all government activities, which is based on the hierarchical and centralised
systems that do not conform to the requirements of the new digital life. It can be concluded that
deficiencies in hierarchical and centralised systems is a strong motivation for governments to
adopt and implement e-government, where, as noted by Larson and Rainie (2002) that the
technology may create opportunities to improve government services and reduce operational
costs, which had long been dogging the traditional government, and thereby influence the overall
performance. Atallab (2001) argues that e-government cannot be considered as magic solution to
overcome the deficiencies in traditional systems, but as a strategic tool that can help identify and
fix some of the shortcomings of previous systems, and increase effectiveness and efficiency in the
performance of governments around the world.
There is no doubt that the different needs of the citizens constitute a strong motivation for
governments to transform and adopt new means such as e-government. For example, Morris
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(2002) claims that modern people have demands and high expectations of governments to provide
information and public services accounting for the level of e-commerce services, which could be
obtained. Heath (2000: p.11) also indicates that “businesses and citizens demand better service,
and also spreading the use of technology so do not expect that the government should be used to
provide better services and more easily”.
According to Siddiquee (2006), the adoption of e-government will bring a lot of
expectations, especially among citizens. They are seeking access to information and public
services at any time; 24 hours a day, 7 days a week, and also from anywhere such as home, work
or university or anywhere else. In other words, through e-government citizens expect access to
information and public services without any restrictions on how is the provision of and access to
information and services (e.g. PC, mobile phones, etc). In addition to the motives discussed
above, there are financial motives in the adoption of new tools for reform, such as e-government.
Through e-government, governments affect the policies of local companies and thereby gain a
competitive advantage not only by stimulating demand, but also through the provision of key
statistics helpful to decision makers (Kelley and Kolsaker, 2004).
The motives behind the adoption, implementation and then use the e-government are
many and varied. But these motives vary according to the categories of e-government services
and applications, and therefore enhance the understanding of e-government requires a distinction
between the motivations of each category of service on its own to ensure successful
implementation and deployment of e-government services and applications at all levels.

3.5 Categories of e-government
Asgarkhani (2005) argues that the main task in the work of governments around the world
is to build relationships with stakeholders (e.g. citizens, businesses, employees and other
government agencies). This means that one of the driving forces for the implementation of egovernment services and applications continues to enable a better interface between the
consumers of government services with the providers of these services from government
agencies. However, the diverse needs of stakeholders from government has caused in the
classification of e-government services and applications into four main categories: government to
citizen services (G2C), government to business services (G2B), government to employee services
(G2E) and government to government services (G2G). However, categories such as (G2C) and
(G2B) describe the external interactions of the government with stakeholders, while the
categories, namely (G2E) and (G2G) describe the internal interactions of the government
(Backus, 2001).
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This research will focus on the category of government services and applications to
citizens (G2C). This will serve the vision for the Jordanian government that the provision of
services should be “to Jordanians across society, irrespective of location, economic status, and
education or ICT capability. With its commitment to a customer-centric approach, e-government
will transform government and contribute to the Kingdom's economic and social development”
(MoICT, 2003). Moreover, the category of citizens is the largest and most diversified in terms of
their needs and expectations of other categories of stakeholders. This has prompted the researcher
to conduct such a study to identify the factors that affect the decisions of citizens to adopt and
implement e-government services and applications from multiple perspectives, in the belief that
knowledge of the determinants contributes to the success of such services and applications.
However, the categories are as follows


Government to government (G2G): This category is simply about the interaction between
governmental institutions with each other.



Government to business (G2B): This category is simply about the interaction between the
government and commercial organisations on the one hand, the government and noncommercial organisations on the other hand.



Government to employee (G2E): This category is simply about the interaction between
governmental institutions with its employee.



Government to citizen (G2C): This category is simply about the interaction between
governmental institutions with citizens.

3.6 E-government and e-commerce
Most governments around the world have resorted to take advantage of the technological
revolution for the advancement of public services through the adoption of e-commerce models,
and then apply that under the so-called e-government. This may include the promotion and
increased use of ICT, especially the Internet in the administrative processes of government. As a
result, public sector institutions have witnessed a shift from the idea of focusing on the behavior
of customers to the idea of focusing on the behavior of the citizen, and thus the shift from ecommerce model with some modifications to the model of e-government. Overall, the successful
adoption and implementation of e-government requires such changes on the basis of the
information systems and the benefits of e-commerce in the methods of work in the public sector
to ensure efficiency and effectiveness in the transformation to e-government (Stahl, 2005).
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In this respect, e-commerce applications are not new in the context of public sector
institutions. Among these applications highlights the payments to public services, or purchase
items online. As well as to pay tax electronically and requisitioning office supplies and electronic
catalogs. In addition, participating in online auctions for the sale of old equipment or purchase of
modern equipment, and lots of applications that can lead to greater efficiency and effectiveness in
terms of time, effort and cost compared with traditional methods (LaVigne, 2002).
According to Scholl et al., (2009), distinguishing between e-commerce and e-government
needs to focus more on their impacts and results of its applications in practice; this means that
there is a need to focus on the similarities and differences between the two concepts. Also,
understanding the e-services categories of both would be of value for the distinction; this means
that the characteristics of the private sector, as well as e-commerce systems and its applications
are different from those in the public sector, e-government systems and its applications. Each of
the two concepts has its organisational effects and can be compared with each other. In practice,
the use of technology, especially the Internet facilitates the exchange of goods and services
between two or more, whether this use in e-commerce or e-government (Carter and Belanger,
2005). However, issues such as diffusion of innovation and trust among users both have an
impact on the decision to accept e-commerce services, and also affect the adoption of egovernment services (Carter and Belanger, 2005).
DeBenedictis et al., (2002) indicate that the development of e-commerce and egovernment includes the following stages, publishing, and interaction, and transactions, and
finally integration. With regard to the categories of e-commerce services, there are five main
categories: business-to-consumer (B2C), business-to-business (B2B), business-to-employee
(B2E) and consumer-to-consumer (C2C), while the main categories of e-government include:
government-to-citizen (G2C), government-to-business (G2B), government-to-government (G2G),
government-to-employee (G2E) (Carter and Belanger, 2005). For example, in the category of
B2C and G2C, citizens can access efficiently and effectively to information and public services
through the Internet, while customers can access to goods and online business as well (Jorgensen
and Cable, 2002). Through the Internet, citizens can pay taxes, pay bills, view documents of the
interest and finally received payment and access to other public services (Al-Jaghoub et al.,
2010). Also, e-commerce allows selecting its clients, while the e-government is responsible for
providing all means in order to obtain information and public services, so that the right of all
people, including individuals from low-income and disabled persons to benefit from those
services, as the government is the main source to provide public information and services (Carter
and Belanger, 2005). This explains the binding nature of the transactions of government.
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Moreover, in e-government services can be designed to reach the government to include the
public from different backgrounds, as well as providing different means of delivery of services,
as well as the difference in structure between public and private sectors (Carter and Belanger,
2005). The political nature of governmental institutions makes it different from the private sector
(Warkentin et al., 2002). In public sector institutions, decision-making process is often
characterised by administrative decentralisation, while the centralised decisions are prevalent in
the business (Carter and Belanger, 2005). However, the decentralisation of decision-making in
government institutions makes the implementation of e-government services is not an easy task
(Moon, 2002).
As a result of the similarity between e-commerce and e-government in some respects,
Carter and Belanger (2005) claim that models of e-commerce can be used to understand the
phenomenon of e-government in public sector institutions. The above discussion concludes that
there are fundamental differences between the model of e-government and e-commerce,
therefore, it is difficult for us to benefit from the results of applying the model of e-commerce
because of the unique characteristics of this model on the one hand, and on the other hand, lack of
focus on some key issues that may pose success factors to take advantage of the technology in
many other settings, such as e-government services and applications, for example, organisational
structures, management issues, technological issues, social issues, objectives, incentives, as well
as cultural beliefs and values.

3.7 Critiques of the bureaucracy model
In the post-World War II, the relationship between citizens and government has tended to
lack of satisfaction (Shafritz and Hyde, 1978; Lynn and Wildavsky, 1990). Since then, the
traditional concept of government better depicted as the Weberian model, which has long been
subject to criticism from researchers and practitioners alike. Among these criticisms, highlights
the bureaucracy. This means that, according to the traditional model, public is served through a
series of organisational structures and hierarchies that respond to politicians. Bureaucracy is
associated with the slow, red tape, lack of efficiency, effectiveness and domination. Laski (1930:
p. 70), in the international encyclopedia of social sciences, defines bureaucracy as “a system of
government the control of which is so completely in the hands of officials that their power
jeopardizes the liberties of ordinary citizens”.
At the same time, Weber termed this organisational form as "rational-legal system",
which implies that the structure and processes of any organisation should be exercised via
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policies, procedures, rules and the offices occupied by staff. This is what makes the role of
officials in their workplaces is limited and inflexible.
Weber stresses the need for thinking in the bureaucracy, particularly in the area of public
administration before criticising it, as it is considered an effective model capable of “highest
degree of rationality” Weber (1947: p.211) to keep up with the needs of society. In other words,
the rationality assumes that all options and alternatives available, and also the consequences of
each of these options and alternatives are available, and therefore good governance have all the
means to maintain the level of competitive performance (March and Simon, 1958). This may be
one reason why Weber advocates bureaucracy, as well as justify its importance in ensuring the
survival of the organisation in the framework of the competition.
In contrast, many researchers argue that the concept of good governance could face
difficulties (March and Simon, 1958). For example, in the traditional model, the options and
alternatives referred to in the top may be lower due to the strict rules and regulations to create a
specific set of alternatives or choices, and thus reducing the opportunities to make decisions
properly. Others, such as Braybrooke and Lindblom (1970), argue that the decisions of public
institutions on societal issues are minor and non-effective. This is largely due to the difficulty of
predicting what will happen in the world; in the sense that the world is ambiguous, variable and
unpredictable, and therefore this makes it controversial. Arguably, the decision-making process
may vary from one context to another. Thus, instead of the rational model of processes, and
irrational events that always occur in public sector institutions, they always need to keep up with
changes and search for solutions to new problems (Peters and Hogwood, 1985).
However, the new paradigm of public management focuses on the human side rather than
focusing on the administrative hierarchy in order to increase efficiency and effectiveness
(Argyris, 1960). This means that public sector institutions need to adopt flexible policies can be
for employees and various government departments which play multiple roles, and thus
contribute to improve overall performance.
Excessive rigidity is another criticism of the bureaucracy. This indicates that officials
may tend to succumb to the rules and regulations when dealing with cases in exceptional
circumstances. In addition, administrators often feel anxious when they are criticised, so they
prefer to protect themselves. In practice, the bureaucracy is perceived as a trap for officials
governed by the rules and regulations; this may affect the performance of the organization and
therefore affects the speed of response to the needs of citizens (Meyer, 2007). Crozier (1964: p.
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180) stated “Bureaucrats will show "ritualist" attitudes that will make them unable to adjust
adequately to the problems they must solve”.

3.8 Public sector reform
From the above discussion, it is clear that the traditional model of public administration is
not suitable for the requirements of modern life, in spite of all attempts to maintain it operational.
Accordingly, governments have begun looking for other alternatives and options for the
management and organisation of their institutions. Osborne and Gaeblar (1992: p.32) indicate that
“those who steer the boat have far more power over its destination, than those who row it”. This
is confirmed by a study of Rondinelli (2007), which indicates that officials in the public
administrations are required to steer their organisations and not to row it through implementing
the traditional methods of public administrations. In this way, public administrators can identify
goals and thus develop an appropriate methodology for action to achieve goals. In the 21st
century, officials and administrators in the public sector institutions face many challenges on the
creation of new and innovative ways to achieve the objectives of their institutions, improve
services and procedures and develop new ideas (Rondinelli, 2007). Public sector reform is not
limited to the introduction of new technologies, but includes copying some of the values taken by
the private sector institutions (Yong and Koon, 2003). However, public sector reform varies
among countries in terms of primary focus, strategies as well as the pace of change (Kettl, 1997;
Toonen, 2001; Chittoo et al., 2009), based on the role of political leadership, legacies of the
historical and institutional constraints (Toonen, 2001; Cheung, 2005), but the basis remains
managerialism.
A new paradigm of public management has emerged as one of the potential solutions to
overcome the problems of traditional government, especially the bureaucracy, through the socalled reform of public sector institutions. However, the main idea of this paradigm is the use of
the private sector strategies, tools and mechanisms for the operation of public sector institutions
(Dawson and Dargie, 2002). Many of the new tools, ideas and practices have been used in order
to eliminate bureaucracy and red tape in public sector institutions. Among these, highlights
citizen empowerment, provision of citizen-centric services, focus on performance than process,
more responsiveness, transparency, accountability and the need for revenue rather than
expenditure, all these are potential components of administrative reform in the public sector.
Borins (1998) concludes that the five features of the new paradigm in the countries of the
Commonwealth are: to provide high quality services for citizens; to provide more administrative
autonomy by reducing the role of central government; to demand, reward, and measure the
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performance of individuals and institutions alike; to provide the necessary human and
technological resources to ensure high performance and finally to maintain the competitive spirit
of openness and acceptance about the general purposes of public by the government employees in
the public sector compared with the private sector. King and Stivers (1998) stressed that the
government belongs to its citizens, where the responsibility of public administration should be
directed to serve and enable citizens, including management of public institutions and public
policy implementation. While Osborne and Gaeblar (1992) discuss the idea that the government
should serve as an entrepreneur benefit from the practices and ideas of other business
organisations and private sector organisations.
However, there is controversy among researchers about the basic elements of the new
public management paradigm. For example, Terry (1999: p. 274) indicates that the new paradigm
stems from different theories like principal-agent theory, public-choice theory and transaction
cost theory. However, Kettl (2005) concludes that six components of the new public management
paradigm:

production,

marketing,

service

orientation,

decentralisation,

policies,

and

accountability. Dunleavy et al., (2006) classify the early stages of reform under three main points:
disaggregation, competition and incentivisation, each one of these is strongly influenced by
business practices, and the theory of public choice. Advocates of this concept, such as Batley and
Larbi (2004), indicate to three categories of the new public management paradigm: organisational
restructuring, the use of market mechanisms and the type and direction of a strong
performance. Accordingly, Pollitt and Bouckaert (2003) indicate that the new paradigm of public
management has three main objectives: reducing public expenditure, improving the population's
perception on the performance of the public sector and seeking for accountability mechanisms. In
addition, the Public Management Committee of the OECD pointed out to the new public
management paradigm as “a new paradigm for public management aimed at fostering a
performance-oriented culture in a less centralised public sector” Mathiasen (1999: p.92).
However, OECD countries seek through reform to the following: Reconsidering the role
of government, focus on results and increase the value of money, the delegation of authority and
decentralisation, flexibility, performance measurement, focus on customer service, strengthening
capacity for formulating strategies and policies, and cost effective means to provide services such
as contracting, and relations with the changing levels of other government (Ormond, 1996).
Similarly, Dunsire (1995: p. 29) argues that the UK uses the new public management paradigm to
replace the “administrative, hierarchical and professional cultures” by a “private, commercial,
market Culture”. Toonen (2001: p. 185) indicates that the new paradigm of public management
includes: a business oriented approach to government; a quality and performance oriented

73

approach to public management; an emphasis on improved public service delivery and functional
responsiveness; an institutional separation between the functions on public demand, public
provision and public service production; a linkage of public demand, provision and supply units
by transactional devices and quality management and the retreat of (bureaucratic) government
institutions in favor of an intelligent use of markets and commercial market enterprises or virtual
markets.
Overall, advocates of the new paradigm of public management have argued the need to
change the culture of public institutions by emphasising the importance of recognising citizens
and clients, as well as focus on outcomes rather than inputs, and provision of efficient and
effective in the public sector. This efficiency may be achieved through decentralisation,
privatisation, or contracting with third parties. The new paradigm is also closely associated with
the model of total quality management (TQM) because it lies behind the continuous improvement
(Vinni, 2007). Although the concept of public management in the new paradigm has been around
for a while, the debate on this concept is still raging between supporters and opponents on the
definition, characteristics and nature. Polidano (1999: p.5) indicates that the new public
mangement paradigm is “radically different, indeed conflicting responses”. Similarly, Ferlie et
al., (1996: p.10) indicate that “sometimes the new public management seems like an empty
canvass: you can paint on it whatever you like. There is no clear or agreed definition of what the
new public management actually is”. Stark (2002: p.1) adds the lack of clarity on the theory of
new public management makes it easy prey reach, and subject to speculation. Also, Kaboolian
(1998: p. 191) stressed that with the new paradigm of public management, “public managers are
given more choices from which customers can choose”, while others, such as Kettl (1997: p.
447), argues that the new paradigm “lets managers manage”.
In contrast, Savoie (2006) argues that the concept of new public management is a
“flawed”, given its weakness in the diagnosis of new challenges that could face public sector.
Furthermore, he adds that the lack of response from the bureaucracy and accept new challenges in
the public sector resulting from the parliament and the politicians in the first place, not because of
public servants. He also says that public administration in public sector institutions is different
from that in the private sector. From the above discussion, there is no one research concludes new
or innovative ideas and concepts to replace the bureaucratic model entirely. This is confirmed by
a study of Styhre and Börjesson (2006), which concluded that there is no single model of reform,
as well as no off-shelf solutions to overcome the bureaucracy in public sector institutions. It is
difficult to imagine that there is a system of government or other without a hierarchical structure,
meaning that, where everyone has the same right to make decisions regarding the public or policy
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making to them. In other words, bureaucracy is essential, and it cannot be dispensed with entirely,
as some believe in the public sector institutions.
In practice, many researchers and practitioners depict bureaucracy as a catastrophic, but it
could benefit the institutions if it is used well in functional practices such as social, business and
political practices. In this regard, there should be a balance between the call for freedom and the
hierarchical structure at the same time (Maesschalck, 2004). Therefore, the bureaucracy should be
reconsidered from the positive standpoint without losing sight of the negative impact of its
practices in the public sector in particular. Despite the existence of bureaucracy long time ago, it
is still regarded as one of the basic models used in the organisational structure under the so-called
modern (Toye, 2006). It offers clear communications, better control and clear procedures.
However, the new bureaucratic model has been improved and modified to suit the requirements
of modern life. In practice, public institutions tend to adopt models that adapt easily to meet the
expectations and needs of the public; making communication between officials and their
administrations more easily, and thus contribute to decision making process and the formation of
an efficient organisational structure; and finally give administrators the flexibility to do their jobs
without obstacles (Rondinelli, 2007).
Recently, the public sector and its administration have become more interested in
improving relationships with citizens. Pressure has increased on them to be involved in the
various social and economic issues of the country. In other words, what needed is to increase the
participation of government in the lives of citizens, thus causing an increase in the tasks assigned
to workers in the public sector, and an increase in the number of employees in the public sector in
most countries in recent years (OECD, 2007).
Bureaucracy is still the most common model of organisational structure (Toye, 2006).
Through reform, public sector aims to improve its performance in public services delivery.
According to Drache and Sullivan (1999), there are two models for public sector reform;
conservative and progressive. The conservative model seeks to maintain or reduce the legacy
systems in the public sector, while the progressive model seeks to build or change the old systems
to others where the focus is on development and meet the requirements of different stakeholders.
However, issues such as performance measurement of public administration, privatisation of
government functions, decentralisation in making decision and measuring productivity, are
helping in the restructuring of the bureaucracy, as well as increased accountability and
transparency in administrative practices. These are selected on the basis of the nature of the
problems facing the public sector, and the availability of adequate financial support for
implementation of reform.
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According to Kettl (2005), the movement of global management reform has raised some
challenges. For example, privatisation of government services and activities through contracts
with non-governmental organisations require continued follow up to maintain the quality of the
activities and services on the one hand, and to facilitate coordination among the sponsors of the
new service on the other. Despite the focus on improving and increasing accountability in
government institutions, administrative reform models designed mostly to eliminate the barriers
between bureaucrats, politicians and central governments and local governments, government
institutions and non-governmental institutions. Kettl also indicates that the challenges may be
even further to include the growing doubts among citizens about the possibility of reform in their
governments. If overlooked, governments will continue to experience the intensity of the growing
dissatisfaction of citizens with public administration.
However, Osborne and Gaebler (1992) indicate that that the public sector has faced
several problems such as inflexible structures, and increasing demand for quality and quantity of
public services, and changing customer needs, which require the integration of a greater number
of public sector institutions. In the 1980s, public sector witnessed the emergence of the liberal
assumptions that focus on market selection and efficiency, while the assumptions were changed
in the early 1990s to combine economic efficiency and social equity (Painter, 1999; Ling, 2002).
This is followed by the emergence of some new features such as decentralisation, flexibility and
competition (Romeo and Spyckerelle, 2003), and most importantly, electronic commerce, which
has become a major catalyst in the development and implementation of e-government (Song,
2006).

3.8.1 ICT and public sector reform
The emergence of ICT, in particular the Internet has created a quantum leap in efforts to
reform the public sector (Kamel et al., 2009). All the public needs and requirements must be
taken into account in decision-making process in order to ensure positive and justified results.
This has led to increased expectations and demand among stakeholders (e.g. citizen, business,
employees and other government agencies). However, the emergence of the Internet has
contributed to improve the means of social interaction, promotion of democratic values and
participation (Nugroho, 2008), as well as create new jobs and contrary to what is expected, some
argue that technology can cause unemployment (Mukoyama and Sahin, 2008). According to the
Jordan Times (2010), “the expansion of the ICT industry had resulted in some 80,000 new
positions being created between 1999 and 2008. Of these, the report indicated, 16,650 were
direct jobs within the industry, a further 49,852 were indirect jobs and the remaining 15,365
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were listed as induced positions”. Thus, the government of Jordan is more interested than ever in
employing technology to serve its stakeholders and provide services in new ways, which has
become too expensive and non-creative services.
Heeks (1999) adds that the government is the main source of information in any state in
the developing world. Social and economic revolutions led governments in developing countries
in particular to reform more than ever, but this time by employing information and
communication technology on a large scale in its operations and activities to accelerate the
process of change (Kramer et al., 2007). This is often referred to as e-government. In fact, there is
no single reason explains it, but speculation suggests that the reasons behind the new public
management paradigm or e-government in the public sector across the world are similar to a large
extent. Perhaps the traditional perception of the public sector, characterised by failure to respond
to the demands and needs of stakeholders, rigidity of bureaucratic structures, and dissatisfaction
among stakeholders on the performance of the government (Kettl, 1997: p. 460; Toonen, 2001: p.
188), is seen as outdated in the information age. This has encouraged reformers to embrace the
managerial ideas, by providing strong political support for a culture of “bureaucrat-bashing” in
order to promote and develop this trend. However, making government more responsive is one of
the main reasons for the adoption and implementation of e-government. Also, the financial crisis
that swept the world in the 1970s of this century has had a role in the process of reforming
government systems to fit in with changes in the structure of the global economy (Toonen, 2001:
p. 187).
Another reason could be that the remarkable experience of the private sector in the
adoption of e-business model has put tremendous pressure on many governments to innovate and
modernise in terms of policy, technology and other service delivery initiatives (Wimmer, 2002;
Asgarkhani, 2005). It is a new era of greater convenience in access to government information
and services (Garson, 2004), increasing the efficiency and effectiveness of services provided and
reducing transaction costs (Evangelidis, 2004). However, the development of ICT has become an
important factor for survival and economic competition, particularly in the private sector.
Accordingly, the public sector institutions have sought to benefit from the experience of success
faced by the private sector in technology development, but so far success in the public sector is
not up to expectations. This shows the importance of researching the characteristics of public
sector institutions and e-government in isolation from the private sector and its applications,
where the differences are documented in earlier sections of this chapter. Thus, this research is
very important.
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In practice, doing more with less effort is believed to be one of the reasons behind egovernment adoption and implementation (AL-Shehry et al., 2006). However, Technology is
seen as a critical factor to improve productivity in public administration with less effort. For
example, New Zealand was forced to rebuild its management because of the increasing global
competition, which was diminishing its competitiveness in world markets (Bale and Dale, 1998).
The successful adoption of new technologies has helped governments around the world to
deliver public services efficiently and effectively. Several e-government initiatives have been
taken in order to build services that focus on the needs of citizens and providing more ease of
access to government services to citizens (Papantoniou et al., 2001). Perhaps the investment in
terms of resources, staff, and even time would improve the quality of government services
provided to citizens. The main objectives of these initiatives is to enable citizens access to public
services electronically, to enable citizens to move between a number of government agencies
online, and to enable them access to the latest information, services, laws and procedures
(Buckley, 2003). Through e-government, citizens and companies can access to government
information and services in a fast, comfortable, and from any place and at any time, while the
government can benefit from the use of ICT infrastructure by reducing operating costs and
management (Wangpipatwong et al., 2005).
Accordingly, there is a growing consensus by the leaders and officials in the government
on the ability of e-government to improve the performance of governmental institutions and to
provide benefits to its citizens and business partners. However, the adoption and implementation
of e-government is not an easy task and needs a long period of time to do so. This means that an
integrated approach that addresses the individual aspects, technological, regulatory and
environmental framework of government information and services via the Internet would lead to
the success of these initiatives, especially in developing countries.
In contrast, the emergence of ICT, particularly the Internet has not only brought to the
public sector new opportunities but also new challenges. For example, Kettl (1997) argues that
the re-consideration of the role of government will be the means to struggle with the budget,
performance, and lack of confidence in the government. As a result, he found that there is an
improvement in the budget and the deficit in performance, while confidence in the government
remain a problem that is difficult to overcome, particularly in developing countries, although
some researchers, such as Kaliannan and Awang (2009), believe that ICT will be an opportunity
to improve government performance and confidence in the Malaysian public sector. However,
each government should be prepared for these opportunities and challenges resulting from the
adoption and implementation of technology. Governments aim to take advantage of the full
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potential offered by ICT. According to Flynn (2007), the introduction of technology in the public
sector must be accompanied with a number of governmental actions under the so-called reform to
ensure efficiency and effectiveness. Similarly, Dunleavy et al., (2005) indicates that the main
features of the organisational and managerial changes in public sector institutions revolve mainly
about the changes and adjustments in the information technology systems. They pointed out that
the effect of digital era governance comes in the framework of three basic themes: reintegration,
needs-based holism and digitisation changes, and therefore concluded that the government reform
through the introduction of technology is an effective way to transform the government and make
it more responsive, transparent and accountable.
In this regard, Kettl (2005) indicates that the effectiveness of government reform based on
its fit with the framework of existing institutions and political culture in the country. This means
that, unlike the ideas of many who believe that the presence of one global form of public
administration, he sees that there are other factors that may play a role in the efficiency of
government reform, such as the type of governance in the country (parliamentary or presidential),
and thus enabling diversity in the strategies that are developed by the political decision makers.
However, the use of ICT is seen as an administrative control mechanism.
From the above discussion, it can be argued that e-government is the latest step in a series
of reform measures to alleviate the problem of controlling and inertia in the traditional systems,
this coincides with the emergence of more new technological innovations, and continued growth
in world population. This can be justified by the many studies looking at the implementation and
adoption of e-government at all levels in developing and developed countries alike. In doing so,
Amoretti (2007) suggests four typologies of e-government regimes across the world. The first
typology is the reform-oriented e-government; this involves the top-down process in a clear and
strong leadership driving the process. It also associated with the experience and e-government
practices in leadership, administrative and legislative systems that are subject to, and supports an
open network structure of a formal guarantee of democratic values and principles relevant to
them. The second typology is the authoritarian e-government; this is a form of top down policy of
modernisation led by the political control over the network, and thereby imposing restrictions on
the freedoms of citizens play a key role. The third typology is the managerial e-government; this
focuses on the use of technology to enhance the performance of the bottom line in terms of
achieving cost savings, and reduce the level of staffing infrastructure associated with the service
maintenance and delivery. It is also characterised by increasing lack of clarity of the boundaries
between public and private sectors. The fourth typology is the open e-government; this involves
the application of regulatory policies as a source of new experiences of democratic participation.
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Although it is still at an early stage, there are some encouraging experiences, particularly in
Northern Europe. However, Amoretti (2007) indicates that these four typologies of e-government
can provide a good analysis tool for governments all over the world to discuss best strategies that
have been adopted from the different political systems for the successful introduction of egovernment.
In reality, it seems that the hybrid between these typologies of different political systems
is prevailing. This does not detract from the importance of each typology as a useful analytical
tool to obtain valuable information on operating e-government system in a particular political
system. However, the remaining chapters will shed light on the determinants of e-government
adoption and implementation in Jordan.

3.8.2 Public sector reform mechanisms in developed and developing
countries
Governments around the world have resorted to the adoption and implementation of
mechanisms aimed at reforming the public sector institutions, through the further application of
business-oriented and consumer-oriented practices in the management of public services, and
thereby increase the participation of stakeholders from public services in government decisionmaking that affect them (Cheung, 2005). Among these mechanisms highlights the total quality
management, measuring customer satisfaction, achieve greater decentralisation of administrative
authority, and the establishment of quasi-market mechanisms (Skalen, 2004).
The mechanisms have emerged in the 1980s in the developed world, particularly in the
UK under the so-called new public management, which later became more widely include other
countries like the US, Australia and New Zealand. For example, Sir Tim Berners-Lee, inventor of
the World Wide Web, launched open, linked data initiative through data.gov.uk, a new British
government site which provides free access to the enormous amount of public data for private
sector or commercial re-use. Data supports the economy and British society - data about the
spending and where, data on how schools, hospitals and police are performing, the data about
where things are, and data about the weather. In other words, the project would open up
government, improve public services, and increase economic growth and social value
(http://www.guardian.co.uk/technology/blog/2010/jan/21/timbernerslee-government-data).
These mechanisms focus on the development of standards and performance measures,
decentralisation in the provision of public services, and stressing on styles of management in the
private sector and it's superiority along with the separation of political decision-making process
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from the direct management of public services (McLaughlin et al., 2002). Since then, new public
management is working on the basis of the involvement of stakeholders in influencing the
processes and government policies, and their views as an integral part of the process of political
decision making (Knox and Qun, 2007).
In the 1990s, for example, reform of the Canadian health care systems included aspects
such as universal coverage of services and control costs, as well as new partnerships with the
private sector health care providers (Drache and Sullivan, 1999). While the public sector in
Australia until the 1970s, had a larger role in the recruitment of citizens, and provide the
necessary training for them in other sectors such as health, education, and others. However, in the
1980s and 1990s, public sector institutions in Australia have witnessed the building of a strong
partnership with the private sector for the purpose of reform through the qualification of workers
in the public sector (Lafferty and Roan, 2000). Although the public sector reform in developed
countries has been in existence for many years, there is still a greater need than ever for reform in
order to change and maintain competition in the provision of public services. Former British
Prime Minister, Gordon Brown, says on the reform of the public sector, “indeed to meet these
new demands it is now time to go further and move to the third stage of reform where we not only
further enhance choice but also empower both the users of services and all the professionals who
deliver them to drive up standards for all” (Guardian News Politics, 2008).
However, public sector reform is not confined only to developed countries, but goes
beyond to include developing countries as well. During the 1980s and 1990s, governments
resorted to activities and development programs to bring about change in their institutions, such
as initiatives for administrative reform, the establishment of executive bodies, privatisation, total
quality management, outsourcing and standards to test the market (McAdam and Donaghy,
1999). Arguably, it's time for reform in developing countries to address the problems facing
public sector institutions such as operational problems, financial, administrative and social
problems.
Despite the success of many of the public sector reform mechanisms in developed
countries, developing countries have not succeeded in employing the same mechanisms in public
sector reform for many reasons including: the differences between freedom and administrative
systems for self-government, traditional bureaucracy, and financial and human resources
(Mongkol, 2010). According to Ciborra (2005), most of the mechanisms of public sector reform
in developing countries aim at resolving the short-term problems, and thus obtain the results in
the shortest possible period, while the developed countries for several years have attempts to
overcome the same problems, and yet still suffer in many aspects. Given the importance of
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reform in public sector institutions in developing countries, these countries have been striving to
benefit from the experiences of developed countries, but in some cases without taking into
account the contextual differences.
However, the experience of developing countries in the reform has not worked due to
lack of focus on their initiatives and mix, as needed, with the experiences of developed countries,
without taking into account the differences in context, where implementation of the initiatives.
Moreover, public sector reform in developed countries is an internal matter depends mainly on
finance and national experience; while in developing countries depend on external funding and
under the control of international donors, such as the United Nations and other donors, through its
policies and agenda (Schacter, 2000; Ciborra and Navarra, 2005; Fatile et al., 2010).

3.9 E-government adoption and implementation in developed and
developing countries
Many developed countries, as well as developing countries have resorted to the adoption
and implementation of e-government services and applications, through the creation of best
practices for building such these services and applications very effectively and efficiently.
However, the beginning of e-government initiatives was in the US in the 1990s and before being
transferred to the European Union, through national e-initiatives such as those that appear in the
UK, Australia, Canada and Sweden (Gronlund, 2005).
However, there is no single model for the adoption and implementation of e-government
initiatives around the world. In 1999, the UK government has taken it upon themselves to employ
ICT to provide better services to the owners of interests of citizens and companies, through egovernment strategy and update strategies for local governments (Margetts, 2006). According to
David Cameron speech in 2010, the prime minister in the UK, “everyone can see that the old, top
down, big government solutions aren't working. So it shouldn't be too hard to convince people
that a completely new approach to solving these problems is necessary. And with the huge
changes that are taking place in terms of information and technology and know-how, it shouldn't
be too hard to convince people that such a new approach is possible”.
Through the portal of UK government (http://www.gateway.gov.uk), individuals can
access to a variety of e-services such as view council tax, self assessment online, carers allowance
and tax credits online. In addition to, enabling businesses (including employers, sole traders and
farming organisations, a charity, or other commercial or non-commercial organisation) to return
VAT, submit employer direct online and pay as you earn (PAYE) online for employers, and view
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statutory notices and reminders, and make payments. Similarly, agents (on behalf of other
companies or individuals) can get services such as corporation tax online for agents and PAYE
online for agents. However, all stakeholders above should register before accessing government
services via the Internet through the use of a set of elements for the provision of authentication,
transaction, and route messages reliably to enable them to communicate with e-government from
a single point of entry. Similarly, the government in Canada has shown interest in the use of ICT,
according to Roy (2006) where the policy of reform in the public sector was among the priorities
in 1999. In this regard, the US and by the Bush administration started several government reform
efforts in July 2001, known collectively as the President‘s Management Agenda (PMA), to make
the

federal

government

more

results-oriented,

efficient

and

citizen-centred

(http://www.usa.gov/Topics/Includes/Reference/egov_strategy.pdf). Some developed countries
find in e-government initiative tool to achieve various goals. For example, the Australian
government sought to have three main objectives through the e-government, public services,
internal efficiency, and increased participation in the community (http://australia.gov.au). Others
put the principles to translate the visions of their governments in the implementation of egovernment, like the US, which focused on three principles; citizen-centred, results- oriented and
based on market (http://www.usa.gov/Topics/Includes/Reference/egov_strategy.pdf).
Many countries have sought to translate the vision behind e-government through the
development of ICT tools, thus enabling people to benefit from the new e-services. Nonetheless,
most developed countries perceive that the ICT, particularly the Internet are essential tools to
ensure the adoption and implementation of e-government; this is consistent with the speech of the
former US President Bush that “I will expand the use of the Internet to empower citizens by
allowing them to request customized information from Washington when they need it, not just
when Washington wants to give it to them. He believes true reform involves not just giving people
information,

but

giving

citizens

the

freedom

to

act

upon

it”

(http://www.wapa.gov/newsroom/pdf/annrep02.pdf).
Given the experiences of different developed countries around the world in the adoption
and implementation of e-government services and applications, the main objective behind egovernment is to improve the quality of government services by using modern ICT. Margetts
(2006) points out that the e-government services in the UK, for example, focus on demand rather
than supply of public services, and on the quality and efficiency. Despite this however, most
developed countries are still developing their plans for the implementation and adoption of egovernment services, this is due to the changes and major crises facing the world, which in turn
affect not only the methods of conducting transactions with the government, but also affect the
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economic, social and political life. Therefore, a change in any society aspect, including social,
economic, political or technological aspect, requires the participation of all sectors in the country
to do so.
Despite the great potential of e-government, developing countries are hoping to overcome
the many problems facing the public sector through the promotion of economic development,
build networks, and improve service efficiency and effectiveness. Therefore, many e-government
projects have been undertaken in the context of developing countries (Ndou, 2004; AlAwadhi and
Morris, 2008; Schuppan, 2009). Some of these developing countries, and in spite of the
economic, social, political and technological conditions, have found a motive in the experiences
of developed countries to take advantage of modern ICT in public sector institutions. In addition,
Kaaya (2004) suggests that the great potential such as reducing costs, and more direct interaction
with the citizens, promote government accountability and the impact of economic sectors, all
these incentives for developing countries to adopt and implement e-government on a large scale.
Recently, developing countries have become focused on catching up with developed
countries on e-government services (Basu, 2004; Chen et al., 2006), through the provision of
information required to activate participation and cooperation between public institutions, as well
as assistance in resolving problems as long as adversely affected the progress of these countries
such as corruption, digital divide, poverty and the spread of diseases (Shin et al., 2008).
However, developing countries need further efforts to catch up with developed countries and take
advantage of potential opportunities for e-government. For example, Basu (2004) and Chen et al.,
(2006) pointed to the need to look at the differences between the context of developed and
developing countries and therefore adapt to the policies adopted by developed countries to suit
the contexts of developing countries, as shown in Table 3.1.
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Table 3.1 Main differences between developed and developing countries

Nour et al., (2008) point out that the effectiveness and efficiency of e-initiatives,
especially e-government requires taking into account the diversity of governmental regulations
and different cultures, social conditions, political, economic and even technological
infrastructure, which as a whole reflect the context where e-initiatives are implemented. This is
the case for most, if not all developing countries, according to Chen et al., (2006), the strategies
and plans based on the theories and experiences of developed countries may not apply to the
context of developing countries because of the fundamental differences between the contexts.
Accordingly, many e-government initiatives in developing countries still face the fate of the total
or partial failure for reasons related to the conditions of implementation. Al-Shafi and
Weerakkody (2009) indicate that, despite the fact that most developed countries have reached a
high level in the delivery of e-government services and applications, most developing countries
are still in the preparatory phase and developments are not the level of effort. However,
Montealegre (1999) claims that most literature on e-government focuses on

conditions rather

than actions and behaviors, and the challenges rather than how to overcome the challenges, so
that the results are often normative and descriptive (Heeks, 2002). However, the
recommendations on the implementation and deployment of e-government services and
applications are not mature to a large extent, such as contextual issues, regulatory issues,
institutional issues, change management, behavioral issues of individuals, and technical issues.
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From the above, Most of the literature on e-government does not rely on building new
theories but tend to employ the results of previous models in different contexts and in some cases
without taking into account the differences between the contexts (Heeks and Bailur, 2007). This
is consistent with the World Bank (2004) that there is no comprehensive book for e-government;
knowledge comes from practice; good practices create success. However, the weakness in
methodology in existing studies on e-government could undermine the understanding of the
relationship between society and technology implementation. For this research, it was taken
different views of citizens from different backgrounds, government and private sector partners
through a systematic approach to provide some valuable thoughts on the adoption and
implementation of e-government services and applications in the context of a developing country
such as Jordan, which would help the concerned authorities in Jordan to identify the needs of
citizens e-government services to become more effective and efficient.

3.10 Chapter summary
This chapter presents an overview of some issues related to e-government, firstly, by
discussing the concept of e- government from different angles, however, this overview has
concluded that the concept of e-government is non-specific and subject to debate; secondly,
stages model of e-government development were also reviewed with a reference to this context of
research; thirdly, motivations behind the adoption and implementation of e-government were
classified; fourthly, e-government services were classified by category, which would benefit from
such services and applications; fifthly, the differences and similarities between e-government and
e-commerce were also drawn; sixthly, bureaucracy and its criticisms were discussed; seventhly,
the role of ICT in public sector reform, and the various mechanisms of public sector reform in
both developed and developing countries were introduced; and finally, some examples of the
adoption and implementation of e-government in both developed and developing countries were
introduced. This chapter concludes that the fundamentals of e-government are still controversial
in spite of existing research in this area. Despite the benefits of e-government services and
applications, most countries around the world are still facing a lot of different challenges that
hinder the successful implementation and deployment of e-government. Since, there is no single
model for the implementation and deployment of e-government services and applications suitable
for all contexts, thus there is a need for further cross cultural studies to identify and test
empirically the determinants of successful adoption and implementation of such services and
applications; each country has its own circumstances and potential outcomes.
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Chapter Four
Applying grounded theory methodology to the
adoption and implementation of e-government
services and applications

4.1 Introduction
This chapter introduces grounded theory as a method of data collection and analysis. It
provides an overview of a grounded theory methodological approach as a whole, how it has
developed and the procedures and methods used to collect and analyse data. It also describes in
detail the results of field work conducted in Jordan and provides an analysis of data collected
from multiple perspectives. The results are presented by giving examples of the responses made
by participants, whilst highlighting how the categories and concepts are grounded in the data and
how they are a reflection on the data collected. The development of categories, concepts and their
properties by the application of the grounded theory procedures is described later in this chapter.
The categories, including the key concepts, are then shown in terms of their interrelationships to
form the research model. Finally, this chapter discusses the criteria for assessing the quality of
grounded theory research in general and this grounded theory study in particular.

4.2 Grounded theory overview
Grounded Theory initially presented by Glaser and Strauss (1967) is a research
methodology that prescribes systematic guidelines for data collection and analysis with the
purpose of inductively building a framework explaining the collected data (Charmaz, 2000).
Grounded theory requires an understanding of related theory and empirical work in order to
enhance theoretical sensitivity, an important feature of grounded theory methodology (Glaser,
1978). Later, Strauss and Corbin (1990: p.23) defined grounded theory methodology as ―one that
is inductively derived from the study of the phenomenon it represents. That is, it is discovered,
developed, and provisionally verified through systematic data collection, analysis, and theory
stand in reciprocal relationship with each other”.
Grounded theory methodology is also used to generate theory where little is already
known, or to provide a fresh slant on existing knowledge, or explain a social situation by
understanding the processes in operation (Baker et al., 1992; Goulding, 2002).
Grounded theory methodology has been a subject of considerable debate since its
inception by its originators, Glaser and Strauss (Duchscher and Morgan, 2004; Kelle, 2005).
Renewed interest was initiated by the intense debate between its originators and their respective
split (Duchscher and Morgan, 2004) into two main emergent versions: The Straussian and the
Glaserian versions, as shown previously in Table 2.3, with the latter more widely believed to be
closer to the original (McCallin, 2003), and therefore applied in this study over the other version.
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In the recent past, grounded theory methodology has been viewed as the prelude to real
quantitative research and there has been some criticism of its use (Charmaz, 2000).
The premise of the ―abstract wonderment of what is going on‖ (Glaser, 1992: pp.22) can
be problematic, but this does not suggest that the researcher should be clueless or a novice,
(Carson and Coviello, 1996), but rather that an open mind, objectivity and creativity is needed
coupled with significant personal, professional experience and knowledge to provide orientation
and direction rather than inform opinion.
Other criticisms are a grounded theory methodology is too vague because it does not
dictate data collection rules. However, the rigour of the analytical process revolves around coding
and categorisation, helping to build a strict explanatory model, where the critical and iterative
procedures of constant comparative analysis, lead to identification of conceptual categories and
their properties, and also theoretical sampling (Glaser and Strauss, 1967). Grounded theory
provides a systematic methodology involving several phases used to ―ground‖ the theory, or
relate it to the reality of the phenomenon under consideration (Hughes and Wood-Harper, 1999).
Grounded theory is derived from the phenomenon under study. This contrasts with the
hypothetic-deductive method, where theories are generated from cyclical testing and refined from
previously constructed hypotheses. In grounded theory studies, theory and knowledge emerge
from the data and research process representing fit, understanding, generalisability and control
(Strauss and Corbin, 1990).


Fit - Does the theory fit the substantive area in which it will be used? The researcher was
very keen to generate concepts and categories from the empirical data. The researcher
took into account the theory to fit the IS domain, especially e-government services and
applications, as the empirical data collected during this study was the main source for the
development of an in-depth and comprehensive understanding of the factors that affect
the adoption and implementation of e-government services and application in Jordan.



Understanding- Will non-professionals that are concerned with the substantive area
understand the theory? The researcher was very keen to present his theory in a clear and
understandable way, especially for those people in the same area of IT adoption in
general and e-government services and applications in particular. Furthermore, the
researcher was also careful during the research process to achieve the following: 1) the
concepts and categories emerging should be related in a systematic way, 2) the conceptual
links between concepts and categories should be well developed to the point of formation
theory, and 3) there should be a density and saturation of the concepts and categories
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resulting from the research process. The researcher was keen that his theory and the
results are adequate and reflect the level of depth and comprehensiveness in order to be
generalised later and this is what actually happened in the second phase of this study.


Generalisability- Does the theory apply to a wide range of situations in the substantive
area? Unlike most grounded theory studies, which are based on the substantive level
(context-specific) (Strauss and Corbin 1967), the researcher was keen to test the
substantive theory to become a formal theory, generalised for use by other researchers in
other contexts with similar circumstances.



Control- Does the theory permit the user some control over the structure and process of
daily situations as they change through time? The researcher was very keen to monitor the
research process and contributes positively to the provision of appropriate conditions for
such a study. Also, he was keen to exist in the field, especially at this phase of the
research to be able to accommodate and manage a huge amount of data collected and thus
show the theoretical findings to explain the phenomenon to be studied.

4.2.1 Grounded theory critiques
A grounded theory methodology has limitations like any other method. It is a very
complex and time-consuming process, underpinned by the iterative and in-depth coding process
and memo writing which is part of the analysis (Bartlett and Payne, 1997). The added difficulty is
that grounded theory does not rely on specific guidance for the intellectual process of finding
patterns in the data (Seaman, 1999) making it a very subjective process relying heavily on a
researcher‘s abilities. According to Selde‘n (2005: p.126), ―conceptualisations don‟t emerge from
data. Their source is within the researchers and is dependent on the extent to which he/she is
widely read in scholarly matters”. There is an additional danger that the “methodological
flexibility that can disintegrate into methodological indifference and result in superficial and
ambiguous conclusions” (Bryant, 2002: p.34).
Stern (1994) notes that many researchers seem to mix methodologies such as ethnography
and phenomenology then use the inappropriate label of grounded theory to present the outcomes
of their research, diluting the fundamental benefits of applying the grounded theory methodology.
Others, such as Haig (2005), have queried grounded theory‘s reliance on a naïve model of
scientific induction, inappropriate to the tenets of qualitative inquiry. Haig and others, such as
Miller and Fredericks (1999), maintain that the everyday induction of grounded theory is better
described as inference to the best explanation. Robrecht (1995: p.171) notes that “the elaboration
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of sampling procedures by Strauss and Corbin divert attention from the data toward techniques
and procedures, encouraging researchers to look for data rather than look at data”.
Moreover, there is a common misconception that the researcher is expected to enter the
field, ignoring any of the theory or associated literature relating to the phenomenon, and wait for
the theory to emerge purely from the data. No sociologist can possibly erase from their mind all
the theory they know before beginning the research (Goulding, 2002). On the other hand, some
have interpreted grounded theory to mean field work before a literature search (Allen, 2003), but
this is a misconception of the original premise put forward by Glaser and Strauss (1967), who
encouraged researchers to use any relevant material, including the work of other authors, as a
basis of professional knowledge and referred to it as literature sensitivity. Glaser (2002) later
elaborated that the literature review is another source for data and plays a vital role in grounded
theory generation.
Because of the successive process of modification of hypotheses formulated, this is
considered by some to make convergent conceptualisation impossible and thus grounded theory
escapes the testing of theory (Goldthorpe, 2000).
Other criticisms of a grounded theory methodology are that it does not provide specific
planning; it applies theoretical sampling where it is not possible to progress the nature of the
sample that will be used (Selde‘n, 2005). Also, the theoretical saturation and interpretation of the
data can make it difficult to anticipate an accurate timescale for the research (Goulding, 2002),
leading to large and divergent sets of categories and a problem providing an overview and
managing the categorical structure. However, carrying out qualitative analysis is time consuming
and it also takes time to carefully ground theory in data. The pay-off comes when patterns arise
among data and theory evolves.
Another problem identified is that one central category should be identified (Strauss and
Corbin, 1990) representing the main theme of the research. However, there is difficulty in trying
to integrate all the categories into one central category. The output from axial coding can result in
several clusters of categories leading to the problem of how to integrate all the clusters into one
big cluster and identify one major theme in the data. For example, most sampling is purposive
and defined before data collection begins. However, in grounded theory, sampling begins as a
commonsense or rational process of talking to respondents who are most likely to provide early
information. This information once analysed can help identify provisional explanatory concepts
and direct the researcher to theoretically identify further respondents, locations and forms of data.
Sampling is determined by the type of coding procedures used, as well as by theoretical
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sensitivity. The researcher should only leave the field and stop sampling when saturation is
reached, when no additional information is found in the data, and or when all elements of the
theoretical paradigm are covered and relationships between categories have been validated
(Coyle, 1997; Glaser, 1978; Glaser, 2002).

4.3 Grounded theory research process
A grounded theory methodology was used to develop an integrated vision of the success
factors that affect the adoption and implementation of e-government services and its applications
in a specific context in Jordan. The following sections of this chapter provides a detailed
description of the theoretical procedures that followed during the process of data collection and
analysis, as well as providing a detailed description of the method and the subject population in
this phase of the research study, and finally a detailed description of the practical procedures in
the methodology followed by the results of the study.

4.3.1 Data sources
The data used in this study was collected through three phases, using a variety of sources,
such as individual interviews, focus groups, observations, and analysis of documents. The initial
phase of this study was designed to explore the phenomenon from a broad perspective. This has
increased the confidence of the researcher and his knowledge of the phenomenon in its natural
context, and thus facilitated the task of the researcher in preparation for a more focused collection
of data, particularly in the subsequent phases.
In practice, the use of multiple sources for data collection is among the factors that affect
such study, particularly those concerned with generating theories. It provides multiple
perspectives about the phenomenon to be studied and support through the provision of more
information about the concepts and categories emerging, thus allowing for a careful examination
of them in order to provide strong evidence to prove the constructs emerging (Glaser and Strauss,
1967).

4.3.1.1 Interviews, focus groups, and documentary analysis
Interviews, focus groups, and analysis of documents are among the methods used to
collect primary data for this study. Sampson (1972) argues that interviews, whether open or semistructured, are among the main methods used in qualitative research for data collection. The
researcher had resorted to taking prior permission of the interviewees to record their interviews
on tape to avoid loss of the proposed ideas, and thus writing memos, taking into account the
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chronology of the data collected. This may facilitate the process of analysing these interviews
later in this study.
The first phase of this study did not include a documented collection of primary data, but
included a large-scale exploration and was intended to guide and prepare the data collection
process in subsequent phases. It was designed on an informal basis to accept the responses and
views of all interested people to participate in the study about this phenomenon in its real context,
and thus form a methodology enables the researcher to obtain more focused data on this
phenomenon in subsequent phases. In other words, these informal interviews allowed the
researcher to develop a rich and in-depth understanding of the practices, perceptions and
experiences of interviewees on the adoption and implementation of IT, especially e-government
services and applications in Jordan. In addition, informal interviews had strengthened the bonds
of trust between the researcher and interviewees, as these interviews give the freedom to talk
about their experiences, beliefs and practices and perceptions associated with the phenomenon,
and thus avoid bias in their responses.
The second phase of this study included a set of open and in-depth interviews with 12
experts in the public and private sector in Jordan, who are believed to have an active role when
planning for and designing e-government services and applications. These open interviews helped
the researcher to explore the reality of implementation and current use of IT, especially in the
public sector institutions in Jordan. They also helped the researcher to discover the factors that
affect the successful implementation of IT, especially e-government in Jordan on the one hand,
and the discovery of the difficulties that hinder its implementation in Jordan on the other hand.
Three interviews were conducted with managers from the strategic level in the public
sector, who have information about the e-government program in Jordan, and also have a direct
relationship with the development of plans and policies for the program. 6 interviews were also
conducted with managers and employees from the operational level in the public sector, who
have information about the e-readiness for the e-government, and also have a direct relationship
with the implementation of policies and plans for the program at all levels in Jordanian society.
Therefore, these 12 interviews were open to exploring issues relating to the adoption,
implementation and use of e-government services and applications in the specific context. More
details will be provided in subsequent sections of this chapter.
All interviews were open, where the researcher was keen to meet with the right people
and test their knowledge of the phenomenon. Although the selection was based on
recommendations to some experts in the field, some of the experiences of these experts were not
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sufficient to meet the expectations of the researcher. However, the researcher was very keen on
the diverse selection of experts in IT, where it was not limited to technical experts only, but also
extended to include experts in public administration, quality assurance, and marketing.
Knowledge of the researcher was not enough, particularly in some phases of development of such
systems.
Also, the researcher was keen to review and analyse the documents issued by the
Jordanian ministries, especially MoICT through the National Information Centre (NIC), the
executive arm of the MoICT's policies and plans, about current projects and future of IT in
Jordan. In addition, review and analysis of periodic reports issued by private companies such as
Talal Abu-Ghazaleh group, Int@j and other IT companies, which represent the real partners of
the government of Jordan in the implementation of IT at the national level. Therefore, the
researcher was keen to choose reports and periodicals issued by the governmental ministries and
departments, as well as private companies that have a direct responsibility in the implementation
and evaluation of IT services and applications in developing countries in general and Jordan in
particular. However, these documents was different in terms of importance from one phase to
another, where its role was secondary in the initial phase and then became more important in the
following two phases, especially after the emergence of initial concepts and categories through
the so-called initial coding, as will be shown later in this chapter. Among these documents
highlight the ICT sector in Jordan, ICT vision in Jordan, ICT policy in Jordan, ICT challenges in
Jordan, and last but not least, ICT infrastructure in Jordan.
The third phase of this study was guided by the concepts and categories emerging from
the second phase. Four focus groups were created from a number of citizens who were carefully
selected based on common characteristics and experiences such as demographic characteristics,
knowledge of e-government program, and experience in the use of IT in everyday life. These
focus groups were designed to obtain the views and perceptions of these citizens about issues
related to the phenomenon and raised in the second phase. This was to bring the views and
perceptions of those responsible for management and development of e-government with the
views and perceptions of citizens regarding the success factors that affect the adoption and
implementation of e-government in Jordan.
The third phase was guided by a more structured protocol than the second phase, which
followed an open protocol for interview (Glaser and Strauss, 1967). The main method used to
collect primary data for this phase was focus groups. The reasons behind using focus groups for
this phase are summarised as follows: 1) can be used in different individual or organisational
contexts, 2) achieve greater face validity, since the process of data collection gives utmost
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importance to the contributions of individual citizens, 3) provide economic choice in data
collection and in accordance with the number of focus groups created and the selected sites, 4)
provide a wide range of opinions contrary to individual interviews, 5) reveal the depth and the
differences between the groups, in contrast to other research methods, such as surveys, which
cannot do so, and 6 ) achieve theoretical sensitivity through the phases of the research process.
According to Strauss and Corbin (1990: p. 42), “theoretical sensitivity refers to a personal
quality of the researcher. It indicates an awareness of the subtleties of meaning of data. ... [It]
refers to the attribute of having insight, the ability to give meaning to data, the capacity to
understand, and capability to separate the pertinent from that which isn't”.
At this phase, the researcher becomes closer to defining the categories of the phenomenon
to be studied and therefore the development of an integrated model to explain the phenomenon in
its real context.
The third phase included 4 focus groups. Each group consisted of 4 people who have
different levels of experience and knowledge of IT and its uses in their daily lives. 16 people
were involved in discussing issues related to the use of IT in their daily lives, especially their
transactions with government institutions, as well as discussing the success factors that would
affect their decision to adopt and implement e-government services and applications at the
national level in Jordan. Key themes and categories identified in this phase were used to expand,
support, and validate the results of the second phase. Despite the differences in responses on the
perceptions of the factors that may affect the adoption and implementation of e-government
services and applications, particularly the organisational and citizen level factors, there was a
consensus in the responses to factors related to the national and technology level. This confirms
that the grounded theory methodology used in this study is best suited to fill the gap in interests
between officials on the one hand, and citizens on the other hand in order to ensure optimal
implementation and deployment of e-government services and applications in Jordan. More
details will be shown later in this chapter.

4.3.2 Literature review
Despite the importance of literature review to improve the knowledge and guide
researchers towards issues and discussions resulting from a particular subject (Tavallaei and
Abutalib, 2010), the researcher neglected this vital role, especially in the initial phase of this
study for not being able to identify the appropriate theoretical framework to explain the adoption
and implementation of e-government services and applications in the context of developing
countries in general and Jordan in particular. As is the case in this study, most previous studies
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focused on the theories developed in the context of developed countries. The diversity of existing
theories and contexts applied, raised questions about the relevance and value that these can bring
to this study of a relatively new innovation in a developing country such as Jordan. The
boundaries between the phenomenon and its contexts are not considered to be clearly defined as
the intertwining of socio-technical actors, social context and technical artifacts, in this context,
are very complex (Latour, 1987).
However, a grounded theory methodology provided a single, unified, systematic set of
procedures facilitating the focus from generalisation and validation of theories, to the exploration
of a new area to discover unexpected knowledge developing the concepts, categories, hypotheses
and theory from real data, in the process (Charmaz, 2006). In addition, the degree of flexibility in
both the selection and analysis of data, offered by the methodology are well suited to the
exploration of new areas, such as e-government adoption and implementation in the context of a
developing country. Accordingly, the researcher resorted to the use of grounded theory
methodology, which calls for an open exploration of the phenomenon without relying on the
existing literature, which, as shown by previous studies in chapter 6, does not apply to all
contexts, including the context of developing countries.
In contrast, Bryant (2002) argues that the use of prior knowledge of the researcher of the
phenomenon, if exists, particularly before the development of theory in the field of study, is an
important issue for the confidence of the researcher in the subject and help in the development of
research methodology. This is what happened during the first phase of this study, where the
researcher was able to determine that there is a dearth of studies that rely on the use of such
methodologies to explain the adoption and implementation of e-government services and
applications in the context of developing countries in general and Jordan in particular. Over the
time, the researcher was able to identify the relevant literature, based on the emerging categories,
concepts and their properties that resulted from field work.

4.3.3 Study sample
In this methodology, the sample was selected on the basis of the principle of maximum
variation, which is referred to by Strauss and Corbin (1990). This principle implies that the
sample is selected through the concepts that show the theoretical relevance to the theory to be
generated. Glaser (1978) adds that the selection of the sample in such methodologies depends on
both the type of coding procedures and theoretical sensitivity, which was described earlier in this
chapter. There is a clear distinction between the sampling principle used in this methodology and
the statistical sampling principle used later in chapter 5 of this thesis. In practice, the selection of
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the sample in this methodology is an iterative process and stops when it is difficult for the
researcher to get more new concepts related to the phenomenon, and thus leads to the so-called
theoretical saturation of concepts, categories and characteristics, which in turn enables the
validation of relationships between categories to ensure a rigour theory in the form of an
integrated theoretical framework explains the phenomenon.
The methodology used in this study was different from the rest of other qualitative
methodologies in terms of selecting the sample. The selection in most of these methodologies is
purposive and specific in nature before embarking on data collection process, while the selection
in accordance with the grounded theory methodology begins with an initial sample of people who
have the ability and efficiency to provide the researcher with adequate information on the
phenomenon. This is followed by data analysis and draws the initial explanatory concepts, which
will serve as guidance to the researcher about the properties of the sample in the subsequent
phases, including data characteristics and sites to be visited. This process, according to Glaser and
Strauss (1967) is called theoretical sampling. It is used to determine the characteristics of the data
to be collected later in the study, and how to be obtained in order to strengthen the emerging
theory.
Since the first phase of this study did not include any formal interviews, or formal
sampling, the second phase of this study helped the researcher to determine the initial sample and
the sites that will be included in this study. The data collection process began with a sample of
employees from various public sector institutions in Jordan who have the responsibility and
knowledge of the application of IT, especially e-government services and applications. However,
the researcher was very keen to record each interview immediately after its completion to be able
to analyse it and thus determines the theoretical concepts that need further clarification from the
new samples to do so. These samples would strengthen the concepts and categories emerging and
thus validate the theory in light of the specific context of this study. This process continues until
theoretical saturation, where all concepts and categories associated with the phenomenon
discovered and there is no chance for the emergence of any new categories or concepts.
The methodology used in this study did not follow the principle of a representative
sample. This means that the sample size was not important for the researcher in this study, but he
was keen to collect data, which is believed to have an impact on the phenomenon in its real
context, regardless of their relevance to this study. Accordingly, the researcher became more
familiar with and able to find common patterns in the data that were collected and determine their
theoretical relevance to the context. This in turn enabled the researcher to make a more focused
effort than ever to develop an integrated theoretical framework and explains the phenomenon to
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be explored. In other words, the selection of the sample was different from one phase to another,
where that selection was open in the beginning and then become more focused based on the
theoretical importance of the data collected to support the development of the theory in the
specific context (Glaser, 1992). Thus, the methodology used in the study was based on the
interplay between sampling, data collection and then analyse the data (Strauss, 1987), where the
researcher was very careful to apply this interplay through all phases of the study to ensure
accuracy in the application of the methodology, and thus to obtain reliable results in the specific
context.
The second phase also included open interviews with partners from the private sector to
government, especially IT partners who are believed to have an active role when implementing egovernment services and applications in Jordan. The interviews were namely with executives,
senior IT managers, quality assurance managers, marketing managers, Networks managers and
employees in the departments of IT in particular that are associated with planning, design, and the
implementation of e-government services and applications in Jordan. Accordingly, the findings of
this phase were discussed and validated in the third phase, which included four focus groups.
Each focus group consisted of four people from the Jordanian citizens who have different
backgrounds and experiences in the use of IT in their daily lives. However, samples and focus
groups will be discussed in detail in subsequent sections of this chapter. Business Directory for
the year 2008 was used to obtain a list of names and addresses of public sector institutions and
private sectors in Jordan.

4.3.4 Data management
The researcher was keen to analyse the collected data over two phases after each
interview carried out in order to generate codes and determine the next sample. The interviews
were developed and translated into Arabic, analysed, and distributed to meaningful units, coded,
grouped together to give the appropriate concept and therefore the classification of these concepts
to find the relationships among them. The researcher began with the so-called open-coding of the
data collected, which led to the sampling in all ways until the discovery of common patterns in
the data. Accordingly, sampling became more selective and focused on the common issues in the
data, which were believed to be important for the theory to be generated. However, the
researcher, based on data collected, had sought to identify the differences and similarities
between the common patterns in the data, and concluded with guidelines for the collection of
additional data, if necessary, to be analysed and thus compared with other patterns that belong to
the same category on the basis of similarities and differences between them.
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From the above, grounded theory methodology is based on analysis of data through the
derivation of codes, concepts, categories, respectively. Codes are merged to form concepts, which
in turn merged to form the categories that form the basis of grounded theory methodology. Thus,
the importance of grounded theory methodology stems from the way empirical data are collected
and analysed.
Strauss and Corbin (1998) argue that the coding is based on a microanalysis of the data.
This means that the coding is done through analysis at the level of the word, meaning in the
words or even the meaning in groups of words. The main disadvantages of this can be
summarised as follows: first, time-consuming, as each interview contains a vast amount of data
that had to be studied to determine the important data for the context. secondly, the loss of
important data related to the context because of the confusion that may occur for the researcher of
the vast amount of data.
In contrast, Glaser (1992) argues that the coding is based on identifying the key points of
the data rather than a microanalysis of the data. Due to the novelty of the phenomenon under
exploration in this study, the researcher resorted to the use of coding method of Strauss at first,
which was based on the analysis line by line and word by word. Over the time, the researcher
became more familiar with the phenomenon in its real context and therefore able to identify the
data of importance (key points) to the phenomenon in the specific context. As mentioned above,
the interviews were in Arabic, so the researcher felt that it may be easier for him to analyse the
key points of the data rather than to translate each word or line to the English language to the
difficulty of doing so. Given the limited time available to conduct this PhD research, the
researcher felt that the coding method of Glaser was more convenient to do so. In addition, the
coding method of Glaser (Glaser, 1992) was consistent with the qualitative coding analysis to
address the research questions in the first chapter.
In practice, the key points were extracted from the content of each interview, labelled and
placed for analysis and coding in the context of this research. This was followed by analysing and
grouping codes together to give an appropriate concept, and then the similar concepts grouped to
give higher order commonalities called categories. These emerging categories lead to the
formation of the theory through the variables and relationships among them. Each interview was
analysed separately and then results were compared with results of other interviews in order to
identify categories based on similarities and differences between them (Allan, 2003). This
process, according to Glaser and Strauss called the constant comparative method.
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The researcher was initially keen to generate the largest possible number of categories
associated with the phenomenon to be studied. This was to keep the doors open to all relevant
knowledge and thus giving more opportunity for the researcher to develop an integrated model
explains the phenomenon in its real context.
As the aim of the study was to generate a comprehensive understanding of the research
problem, “rather than forcing the data within logico-deductively derived assumptions and
categories” (Jones, 1985: p. 25), it was important that data were inductively analysed. By doing
so, the researcher was able to “adjust (his) observation strategies, shifting some emphasis
towards those experiences which (bore) upon the development of (his) understanding, and
generally, to exercise control over (his) emerging ideas by virtually simultaneously „checking‟ or
„testing‟ these ideas” (Marshall and Rossman, 1995: p. 103) with the collection of further data.
However, the researcher concluded that successful application of this type of qualitative
methodologies requires sufficient experience and knowledge in the area to be studied on the one
hand, and principles of the grounded theory methodology, including labelling, coding,
categorisation and verification of data on the other hand. Arguably, the availability of sufficient
knowledge and experience of the researcher are among the important requirements for data
analysis in grounded theory methodology.

4.4 Data analysis
4.4.1 Data collection process
Various data collection techniques are particularly beneficial in theory generation,
providing multiple perspectives on an issue, more information on emerging concepts, and
allowing

cross-checking, and yields stronger substantiation of constructs (Glaser and Strauss,

1967; Strauss and Corbin, 1990). Here, data were initially collected in the second phase from
individual interviews with IT experts in both the public and private sector. This helped the
researcher to determine the criteria for selecting interviewees.
The researcher chose 9 experts from the public sector to conduct initial interviews with
them. These experts were mainly selected because of their active participation in the planning for
and designing e-government services and applications since the early days of its emergence. Most
of these experts are still working in leading government departments such as the Ministry of
Information and Communication Technology (MoICT), National Information Center (NIC),
Income and Sales Tax Department (ISTD), Greater Amman Municipality (GAM), and Jordan
Customs Department (JCD). In practice, the researcher conducted 3 interviews with executives
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and IT senior managers in the government, for their direct responsibility for policies and plans
relating to the implementation of IT in their departments, particularly e-government services and
applications. After that, the researcher conducted an additional 6 interviews with managers and
employees in other departments associated with the IT implementation, especially e-government
services and applications, for their direct responsibility for issues related to IT support, IT
resources, IT marketing, and IT quality assurance. After that, the researcher conducted 3
interviews with IT experts from the private sector such as Computer and Communication Systems
(CCS) and Eskadenia Jordan Software (EJS). These experts were mainly selected because of their
active participation in the analysis, design and develop e-government services and applications.
However, this phase included a set of open and in-depth interviews with a dozen experts
in the public sector and private sectors to provide an enriched understanding of the factors
relating to the adoption and implementation of e-government services from the perspective of the
government and partners from the private sector in Jordan, as shown in Table 4.1.
Interviewee
A
B
C
D
E
F
G
H
I
J
K
L

Title
IT Senior Manager
IT Strategy Manager
IT Quality Assurance Manager
IT Marketing Manager
IT Resource Manager
IT Administrator
IT Service Manager
IT Training Manager
IT Help Desk Manager
Software Project Manager
IT consultant
Software developer

Organisation
MoICT
MoICT
MoICT
MoICT
NIC
NIC
GAM
JCD
ISTD
CCS
CCS
EJS

Sector
Public
Public
Public
Public
Public
Public
Public
Public
Public
Private
Private
Private

Table 4.1 List of interviewees, by title, organisation and sector type (second phase)

Other data sources which complemented interviews data and guided the sampling
included:

a) documentation - the minutes of meetings with government officials, internal

documents and other government documents providing a historical account of e-government and
issues related to its adoption and implementation, b) observation - in government meetings and
during visits to government departments. Once representatives from both government and private
sectors had been interviewed, sampling became more focused in the third phase leading to group
interviews with samples of Jordanian citizens. These interviews were in the form of focus groups,
as shown in Table 4.2, where participants were selected carefully as described earlier in this
chapter. However, the data collected was grounded in real settings, very rich and sometimes
contradictory or inconsistent, often resulting in complex analysis.
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Focus groups
(Monoprofessional)

Description
Participants (n)
Gender

Focus group (FG) 1:
IT practitioners

Age (average, range)
Working place
IT experience (average, range)
Participants (n)
Gender

Focus group (FG) 2:
Graduate students

Age (average, range)
Working place
IT experience (average, range)
Participants (n)
Gender

Focus group (FG) 3:
Retired people

Focus group (FG) 4:
Craftsmen people

Age (average, range)
Working place

Female
Male
Amman
Suburbs

Female
Male
Amman
Suburbs

Female
Male
Amman
Suburbs

IT experience (average, range)
Participants (n)
Gender
Female
Male
Age (average, range)
Working place
Amman
Suburbs
IT experience (average, range)

4
0
4
38 years / 30:45
3
1
10 years / 5:15
4
2
2
31 years / 28:33
1
3
18 years / 15:20
4
1
3
64 years / 60:67
2
2
5 years / 0:10
4
0
4
37 years / 26:49
4
0
2 year / 0:3

Table 4.2 Characteristics of focus groups (third phase)

From a conceptual standpoint, this study involved understanding human behaviour and
action from the interviewee‘s perspective. A number of general themes served as guidance during
the interviews, but these never determined the questions that were finally asked. All the
interviewees agreed to be recorded, ensuring that the interviewers could exclusively focus their
attention on listening, understanding and interacting with respondents.

Interviews were

conducted in Arabic and carefully translated from Arabic to English by the same interviewer as
language is critical to the way codes, meaning and perspective from the empirical world are
developed (Charmaz, 2006). Each interview was transcribed verbatim within 3 days incorporating
field notes related to the interviewees‘ body language, tone of voice, attitude, etc. Clarification of
any jargon or terms used was immediately made by the interviewer.
According to the grounded theory methodology of theoretical sampling criteria, other
groups were also included informally in this study. It is important to point out that grounded
theory is not about collecting as much data as possible from a particular group, but collecting data
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about the category, aiming to generate properties and hypotheses, and thus determining the depth
of a sample (Glaser and Strauss, 1967). When grounded theory methodology is applied, it is
difficult to predict how many groups will take part in the study until theoretical saturation (Glaser
and Strauss, 1967) was achieved, which resulted in a total of 28 people being interviewed in this
study. The data collection phase was overlapping with the data analysis phase, both happening
simultaneously and fed into the data collection phase.

4.4.2 Data analysis process
The process of data analysis started with coding transforming patterns from a group of
empirical markers into data contents. From the hypothetical relations between conceptual codes
(their categories and properties) originated in the data, an abstraction of theoretical nature is built,
backed by data (Strauss, 1987). The process began with preliminary investigation of the research
context. This is followed by the initial fieldwork (open coding), where the researcher analyses the
data in every possible way, scanning the text line-by-line and trying to identify substantial codes
(incidents) with an open mind, aiming to generate categories and their properties from a careful
analysis of the constituent incidents of the data. The text of the interviews was thoroughly
analysed, line by line and broken into segments or incidents. When the text was read, questions
were asked: Do these data refer to the study? What does this incident show? What is happening?
What did the participant mean? The codes were arranged according to their properties,
similarities and differences, at levels representing dimensions they belong to.
Initially, the codes were grouped into components, components into subcategories and
subcategories into categories. To refine the emerging categories that were strictly related to the
phenomenon under study, the process of open coding had to be delimited. The so called selective
coding forced the researcher to code only the events that related significantly to the central
category, so that the theory can be devised (Glaser, 1978). The process of delimiting occurred at
two levels: theoretical and categorical. Adjustments, modifications of logical order, elaboration of
property details, elimination of irrelevant properties, and integration of properties were all
performed. At the same time, a process of reduction was conducted, since there was a degree of
uniformity among the original categories, permitting the construction of the theory with a smaller
number of concepts. At the second level of delimitation, a reduction in the list of the components
and subcategories was found to be necessary to finish data collection and coding.
The interaction between substantial and theoretical codes is what characterises grounded
theory methodology as an analytic-inductive research method (Glaser, 2002). When theoretical
coding establishes new connections and transforms them into relevant ideas, it also determines
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the original character of the theory (Glaser, 1978). The theoretical codes were selected as they
emerged from the data and were considered relevant and useful to integrate the components,
subcategories and categories; and consequently, to elaborate the theory.
Another step in the process of generating the theory is the production of written memos.
These are the registries of ideas, through written records, about codes and their relations, taking
concepts that surfaced from the process of data analysis to the highest level of abstraction
(Glaser, 1978). When the researcher elaborates memos, they raise the data to conceptual levels,
develop

the properties of each category, elaborate hypotheses about connections between

categories and their properties, begin to integrate these connections in category groups and relate
the emerging theory with other potentially relevant theories (Glaser, 1978). In this case, the
systematic production of memos including analytic ideas that can be grouped, ordered, classified
and retrieved (Strauss and Corbin, 1998), made it easier to articulate the theory and connect the
properties of the substantial codes through theoretical codes. Once theoretical saturation of the
categories was reached, processes of revision, sorting and integration of the memos related to the
categories followed. While the content of the memos constitute the base of grounded theory
methodology, their sorting is the key to elaborate the theory for a textual presentation (Glaser,
1978).
In grounded theory methodology, literature is considered to be another source of data the
researcher can access and integrate into the theory, through the comparative analysis method
(Glaser, 1992). A broad literature review was conducted as the study took place, aiming to
comply with the requirements of the analysis of the data from the interviews. The literature also
helped in the elaboration of hypotheses, delimiting properties of categories, and in the definition
of the theoretical codes. The description of these emerging categories, as a whole and in their
interrelationships, revealed the category that was central to all other subcategories: ―adoption and
implementation of e-government services and applications‖. This core category matches what is
defined as the basic social process, a manifestation of relations among the multiple categories of
analysis (Glaser, 2002).
The central category incorporated 15 other subcategories that defined the structures,
properties and dimensions of the phenomenon. These categories are endogenous to the data. The
research model was formulated and its constituent elements represented by the 15 interrelated
analytical subcategories and the central categories. The structuring bases of the theoretical model
were designed as questions/inquiries and support each and every category of analysis. They are a
guide to step into the world of e-government adoption and implementation directed to people in
developing countries, specifically Jordan, and they also contribute to the building and orientation
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of studies about IT adoption and implementation in developing countries. Therefore, the use of
grounded theory methodology has demonstrated, in this study, the validity of its application as a
scientific method capable of accommodating such a complex phenomenon, as shown in Figure
4.1.
Preliminary investigation of the research
context


followed by

Initial fieldwork in the real context
(open data collection phase)






Informal fieldwork (open interviews and
sites observation)
Literature review (general)


12 open interviews with ITrelated experts from both the
government and partners
from the private sector
Documents
usinganalysis

Transcription and translation
Open coding (micro analysis
then key points coding)
 Memos
 Selective coding
 Theoretical coding
Initial grounded theory findings





Initial findings with
existing
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and models

results in
Initial theory formulation


using without
transcription and
translation and
open coding

172 concepts
One core category and 14
sub-categories and properties

One
core
category
surrounded by 14 subcategories and properties
showing
the
interrelationships
between
them at different levels
Second fieldwork in the real context
(focused data collection phase)


Theory fitting

Literature review


Existing IT adoption theories
and models

Theory fitting

Grounded theory process



Literature review

Existing IT adoption theories
and models

Grounded
theory
findings
with
existing
theories
and models

Focus groups (#4) with
citizens
from
different
backgrounds
Documents analysis



Grounded theory findings




Writing up the theory



One core category and 15
subcategories and properties
Changes made to the initial
categories
(core
and
subcategory)
Grounded
theory
based
research model
Writing memos



Grounded theory based
model
 Description
of
the
interrelationships
between core category
and othertheory
sub-categories
Figure 4.1 Grounded
data analysis steps
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4.4.2.1 Transcription and translation
Before proceeding to the analysis and coding of data, the researcher resorted to transcribe
all the audiotaped interviews verbatim in Arabic into several documents. All Arabic transcriptions
were translated into English language. There was difficulty in translating some verbal phrases
from Arabic language into English language. However, some of the resulting translations were
not simple enough, but it contained sufficient information to build the theory. Each interview
transcript contained a margin to enable the researcher to write analytical notes (coding and
memos). The researcher found that such a process was cumbersome and took longer time than
expected. In addition, the researcher was keen to comply with the University's Research Ethics
Policy to ensure confidentiality during data collection and storage.

4.4.2.2 Open coding
The researcher began his journey in the analysis of interviews using open coding.
Charmaz (2006) argues that openness in the initial coding helps researchers to explore and allow
new ideas to emerge. During this however, the interviews were analysed and coded using the
segments word by word and line by line. These segments of the analysis were later called the
incidents, according to Charmaz (2006). In practice, the incidents can be derived from the phrase,
sentence, or more, but irregularly in as many words as paragraph (Glaser, 1998). The incidents
are compared with other incidents in the data to be collected in order to obtain the codes. In other
words, the researcher was seeking to identify action verbs for each segment of the data, and then
gave it the code using words to reflect these action verbs (Charmaz, 2006). For example, in this
incident the interviewee stated that “our concern is to provide a powerful government system
that can offer improved services, saves time, and cuts costs” (G7).
This incident includes these action verbs: having, offering, improving, saving-time and
cost cutting. This is followed by analysis of codes, as well as collecting those associated with a
common theme together to give higher order commonalities called concepts. Then these concepts
were grouped to give higher order commonalities called categories. However, these categories
aim to reduce the number of concepts which will be dealt with in subsequent phases, as well as
providing a strong conceptual basis of the themes emerged.
Initial categories began to emerge after a number of interviews. According to Glaser and
Strauss (1967), this process is known as the ―constant comparison‖, which is a key feature of the
grounded theory methodology. The initial concepts and categories were compared with other
segments of the data to determine their theoretical relevance (Glaser and Strauss, 1967; Strauss
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and Corbin, 1990; Charmaz, 2006). By doing so, the researcher presented some examples of the
coding process and how initial codes, concepts and categories were developed from the
interviewees‘ transcripts, and were adopted as the basis for the subsequent phases. The following
is an example of the key points of which were contained in the interviews of the second phase
(individual interviews), as well as incidents that were identified and given a code.
Some stated group (A):
“Seeking for alternatives to provide citizens with better and improved services”
“To implement real change the government needs to offer competitive e-services”
“Service development facilitates interaction with the government”
“Despite the establishment of a specialised unit for quality assurance in most public sector
institutions, the effectiveness of these units are still limited and may be non-existent”
G7 “The government can bridge the gap by offering improved services, saving time, and
reducing costs”
G2 “Hoping to overcome the problem of citizen interaction with the government by offering
new e-government services and application”
I3
“We develop more citizen focused services”
C6
“Therefore the main advantage of the new e-government is to provide a single point of
access to e-government services and applications”
These incidents were given the code: improving the delivery of government services and
applications
C2
C3
A3
A2

From the above, the researcher was very keen to write his memos immediately after and
continuously with the process of collecting data so that it could be reviewed at any phase of this
study. The researcher, for example, gave the conceptual name for some incidents as improving
the delivery of government services and applications. Accordingly, the memos were recorded as
follows (Appendix C):

Initially, 172 concepts were identified. All the concepts were coded according to subcategories and their properties (Appendix A). These were then refined by an iterative comparison
analysis process of grouping and labeling, identifying similarities and differences between them
and further grouping them into initial categories. The researcher became familiar with the field of
e-government implementation after the second phase interviews and was able to distinguish the
data as relevant or irrelevant to the phenomenon under study.
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Following the second phase of data collection, the researcher re-examined, analysed and
compared all the key points in the data to see if similar codes occurred often and grouped them
together under the related concept. The following is an example to summarise the process of
identifying and coding incidents from the interviews for one category, namely the quality of egovernment services and applications. The Interview ID was derived from the interview number
(e.g. A, B, C, etc…) and the accompanying number (1, 2, 3, etc…) refers to the number and
arrangement of the key point. For example, A3 means key point number 3, related to the quality
of e-government services and applications category, derived from the first interview given the
symbol A. Table 4.3 summarises the process of identifying and coding incidents from the
interviews for one category, namely the quality of e-government services and applications.
Interview ID
C2

Key Points
“Seeking for alternatives to provide citizens with better
and improved services”

FG1

“Unlike the current, e-government services and
applications will be available 24 hours a day / 7 days a
week”
“Therefore the main advantage of the new e-government is
to provide a single point of access to e-government
services and applications”
“Also, service response time is important for us to do so”

C6

FG1

C3

“To implement real change the government needs to offer
competitive and creative e- services”

FG1
H1

“We hope that e-government allows us to track our own
government transactions”
“Government lacks the quality assurance programs”

I3

“We develop more citizen focused services”

FG4

“We hope if we could do the service right the first time”

FG4

“With the need to provide immediate online support when
necessary”
“Unlike existing services, detailed services with clear
objectives will also be a requirement for citizens to do so”
“The difference can be achieved only by improving the
services provided”
“Service development facilitates interaction with the
government”
“Hoping to overcome the problem of citizen interaction
with the government by offering new government services
and application”
“The government can fill the bridge by offering improved
services, saving time, and reducing costs”

FG3
FG1
A3
G2

G7

FG2
FG4

“Quality of services is an issue for trusting e-government”
“Sometimes we do not know the correct procedure in

Open code
Seeking for better and
improved government services
and applications
Availability of e-government
services and applications
Accessibility of e-government
services and applications
Responsiveness
of
egovernment services and
applications
Competitiveness
and
creativeness of e-government
services and applications
Traceability of e-government
services and applications
Lack of quality assurance in
government programs
Citizen-focused government
services and applications
Right the first time egovernment services and
applications
Services
with
immediate
online support if necessary
Detailed services with clear
objectives
The need for new government
services and applications
Service development
Overcome the interaction
problems with the government
Filling the gap between
citizens‘
demands
and
government‘s supply
Quality of services
More structured services help
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dealing with the government”

FG3
FG4

“If we feel that the use of e-government saves our money
and time, but we do not know how, then we will adopt it”
“Often find it difficult to give feedback to improve the
service we received, and hence the lack of interaction
between citizens and government officials”

to simplify the interaction
approach with the government
saving time
and
more
efficiently.
Saving money and time
Facilitate feedback without
restrictions
with
the
government

Table 4.3 Process summary of key points, incidents and codes for the quality of e-government
services and applications category

The researcher applied the same process to form the other categories. Accordingly, all the
concepts were labeled and are presented in Figure 4.2, which were coded in the categories and
their properties. Table 4.4 summarises the process of developing concepts from labelled codes
for the quality of e-government services and applications category as an example. Figure 4.2
shows diagrammatically the emergence of the quality of e-government services and applications
category.
Labelled Codes
Improved services, service development, better
services, Increase service value, operational
excellence, increase productivity, improve and
create value, gain a competitive advantage,
offering unique services, maintain a competitive
strategy for services, by enhancing the services,
sustain a high level of competition, provide new
services, improved operational efficiency
Availability of services electronically, provision of
the
government
forms
and
documents
electronically, providing clear services, is a way to
provide a wider range of services, having egovernment services and applications 24/7, the
provision of services across different departments
without limitations, to provide all government
services, viewing the appropriate services when
needed to do so, allowing the government to
sustain high availability of its services
Facilitate the inclusion of all people to do so,
accessing services, setting new access points,
access to government documents, regardless of
where we are right now, ensure meaningful access
to e-government services, better gaining of
government resources, ensure easier reach to egovernment services
Quick reaction to e-government services and
applications, willingness to help citizens,
providing prompt service, find out possible
approach to respond, close the gap in government
responsiveness to citizens‘ calls, prompt
responsiveness

Concepts

Competitive services

Availability of services

Accessibility of services

Responsive services
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follow up e-government services, delivering high
level of monitoring requests, checking before it is
placed into service, track our transactions over the
Internet without difficulty, to see exactly the phase
of the e-government service since the moment of
being submitted
To fit your needs, coping with changes, increase
citizens‘ values, customise on demand, setting
specific services, delivered based on citizens‘
needs, providing more citizen focused services,
reflecting expectations of citizens
Doing it without trouble, not to make mistakes,
target oriented services, ensure the effectiveness of
the e-government services and applications, not to
work on it again and again
Successful completion of government services,
assisting in solving problems when needed to do
so, provide operational support, technical support
services, maintain IT services, seeking for better
support from the government, increase quality and
level of support services
Appropriate services, e-government services are
more mature, clear procedure to deal with the
government, clear e-government services and
applications, must work in coherence to implement
a quality e-government, enable the transparency of
services
Necessary to identify and describe in sufficient
terms each service, describing the definition of the
e-government services and applications, contain
details of how services are performed, a detailed
description of the government services,
understanding of services, offering guidance on
the basic principles of e-government services and
applications
Save time and money, cutting costs, offering
services with less effort, save time, money and
worry, with the convenience of billing to
Enabling better communication with the
government, enable feedback without restrictions,
Knowledge sharing, hard to comment on a service

Traceability of services

Citizen-focused services

Right the first time services

Online service support

Well-structured services

Well-defined services

Cost-time effective services

Interactive services

Table 4.4 Summary of concepts developed from labelled codes (an example)

As the researcher became more familiar with the area, data was collected selectively and
it was focused according to the emergent categories. Following Charmaz (2006), theoretical
sampling was adopted where data was obtained to explicate the categories, which when full
reflected the respondents‘ experiences and generated understanding.

110

Figure 4.2 Diagrammatical emergence of the quality of e-government category

Following Glaser (1978), when the second phase of selective coding was completed,
using theoretical coding, the relationship between categories and their properties was explored in
order to develop hypotheses to be integrated into theory. The emergent categories and their
properties are summarised in Figure 4.3 and are the basis on which this grounded theory study
was undertaken.
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Quality of e-government

Sociocultural environment

Socioeconomic environment

―Better and improved services‖, ―available 24/7‖,
―provide a single point of access to government
services‖, ―service responsive time‖, ―offer
competitive services‖, ―able to trace requests‖,
―lacks the quality assurance programs‖, ―more
citizen focused services‖, ―right the first time‖,
―provide immediate support when necessary‖,
―detailed
services‖,
―service
development‖,
―overcome the problem of interaction‖, ―save money
and an effort, give feedback to the government

―Cultural fearing participation in the political life‖,
―language conflict‖, ―IT affects employment rate in the
region‖, ―lack of e-culture in the region‖, ―disposition
to self negotiation and face to face communication‖,
―less amount of open communication‖, ―cultural fearing
openness to external information‖, ―seeking equity for
accessing public information‖, ―tangible advantages of
e-government services‖, ―religion influence‖, ―high on
group and family‖ collectivism , prestige, cultural
fearing expressing own ideas

―Volatility of internal markets‖, ―sensitivity to costs‖,
―population growth‖, ―digital divide‖, ―lack of
computer resources for remote and rural areas‖,
―generation gap‖, ―poverty basic needs‖, ―level of
education
in
the
region‖,
―demographic
characteristics‖, ―low IT literacy in the region‖, ―Low
credit cards penetration‖, ―ICT as expenditure‖, ―low
income rate‖, ―high connection fee for setting up a
new telephone landline‖, ―poor poor banking services
in the region‖, high tax rate in the region

Macro political environment

Systems integration

Legal environment

―Poor regional history of IT implementation‖,
―region uncertainty and political situation‖,
―globalisation pressure‖, ―social and economic
development in the region‖, ―foreign investments in
the region‖, ―poor collaboration with private sector
and civil society‖, ―lack of continuous funding‖,
―negative experience of IT implementation in the
region‖, ―changing regulations
with each
government change‖, ―region growth‖, ―low political
will in the region, urbanisation, poor IT market in
the region, insufficient knowledge about egovernment services in the region

―Lack of coordination between local government
departments‖, ―incompatibility with existing systems‖,
―system coverage‖, ―integration between legacy and
new systems‖, ―reengineering of internal government
processes‖, ―lack of standardisation to exchange data
between government departments‖, ―centralisation of
data sources‖, ―autonomy of data sources‖,
―interoperability problems in government systems‖,
―flow of government services

―Lack of legal environment for e-transactions‖, ―elaws for online transactions in a move towards
creating a suitable environment‖, ―outdated set of
legislations‖, ―laws and regulations regarding online
transactions‖, ―lack of citizen protection laws‖

Usage aspects of e-government

Change process management

Website design

―Frequency
of
internet
usage‖,
―citizen
innovativeness‖, ―Internet experience‖, ―computer
experience‖, ―e-commerce experience‖, ―self
efficacy‖, ―resistance of IT usage‖, ―ease of service
use‖, ―frequency of searching information online‖,
―exploration motivation‖, ―media influence‖,
―individual differences‖, ―usefulness of egovernment
services‖,
―external
influence‖,
―frequency of online transactions‖, ―lack of technical
skills‖ and experience, IT training development, Peer
influence, IT skills development

―Commitment for change‖, ―attitude of government
employees for change‖, ―change process management‖,
―champion to implement change‖, ―involvement for
change‖, ―resources for change‖, ―change must begin
from the government‖, ―resistance by the elderly for
change‖, ―absence of advocates and supporters in the
government to make the change‖, ―the government does
not involve citizens in decision-making related to the
change‖

―updated on a regular basis‖, ―avoid design
complexity of e-government services‖, ―easy to learn
and remember‖, ―free of errors‖, ―personalised design
of services‖, ―usability design for e-government
systems‖, ―easy to follow up requests‖, ―interactive
features between citizens and systems‖, ―attractive
features to appeal to citizens‖, ―modality of services‖,
―provide me with a textual help facility when
required‖, ―disability and illiteracy requirements for
service design, Easy to follow complaints, Clear
language(Arabic content), Information content design

Citizen involvement

Development of ICT-related infrastructure

Organisational and managerial efficiency

―Marketing campaigns on e-government services‖,
―lack of engaging citizens in policy making process‖,
―citizen awareness of e-government services‖,
―mobile services effectiveness to do so‖, ―relative
advantages of e-government services‖, ―citizen
satisfaction‖, ―improved citizens interaction with the
government‖, ―enabling better control over the
communication with the government‖, ―lack of
market information on e-government services, lack
of anticipated benefits for e-government services,
Successful cases of adoption among citizens for egovernment services

―Interruption of Internet service from time to time‖,
―affordability of e-services‖, ―lack of capacity for
information processing‖, ―poor national ICT
infrastructure‖, ―reliability of e-government systems‖,
―knowledge stations‖, ―speed of response‖, ―Internet
cafés‖, ―poor Internet penetration in the region‖, ―poor
postal system‖, ―faster Internet access speed‖, ―smart
card technology‖, ―qualified technical team in the
government to provide support and assistance‖

―Top
management
support‖,
―innovativeness
orientation‖,
―lack of accountability within
government organisations‖, ―assessment of needs
involving all segments of society‖, ―public private
partnership‖,
―technical
support
services‖,
―interdepartmental conflict‖, ―poor understanding of
the government for the development phases of
complex systems(e.g. e-government systems)‖,
―organisational productivity‖, ―availability of contacts
with the technical support team, running pilot sites of
e-government systems, Strategic orientation of
government policy makers

Citizen trust in e-government

Citizen characteristics

Online safety and security

―Lack of citizen trust in the government‖, ―lack of
citizen trust in the internet technology‖, ―lack of
citizen trust in e-payment systems‖, ―trust to keep my
online data secure‖, ―trust to keep my online data
private‖, ―trust to make the right political decisions
for the benefit of all citizens‖, ―trust the Jordanian
authorities to provide the support needed‖

―Citizen dissatisfaction‖, ―citizen knowledge of egovernment services‖, ―self confidence‖, ―dynamic
citizen needs‖, ―openness in thinking‖, ―personal
innovativeness‖, ―flow experience of citizens‖, ―citizen
background‖, ―higher level of communication‖,
―perceived citizen excitement‖, ―IT relevance to citizen
existing or planned experience‖, ―citizen risk taking‖,
―making use of similar functional technologies‖,
―absorptive capacity of citizen‖, ―citizen attitude
towards a new technological innovation as well as
government organisations, Citizen expectations

―Privacy and protection‖, ―system authorization‖,
―security training‖, ―awareness of Internet safety‖,
―intrusion detection‖, ―confidentiality of personal
information‖, ―system audit‖, ―identification and
authentication‖, ―access control‖, ―information
security‖, ―risk assessment‖, ―information assurance‖,
―internet safety‖, ―financial risk‖, ―tight security
procedures‖

without restrictions

Figure 4.3 Emergent categories and properties from grounded theory study
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4.4.2.3 Writing memos
This process is important for the researcher, where he writes the notes and the ideas
associated with codes and their relationships which appear during the coding process (Glaser,
1978). According to Charmaz (2000: p. 517), memo writing is “the intermediate step between
coding and writing the first draft of the analysis, however, it helps to define leads for collecting
data- both for further initial coding and later theoretical sampling. Through memo writing, we
elaborate processes, assumptions, and actions that are subsumed under our codes”.
Glaser (1978: p.83) emphasises the importance of the process by saying that “ignoring
this process through the transition to coding in order to sort or write may not be considered as
grounded theory”.
As expected, the use of the coding process for more than once led to overlapping and
conflicting ideas that were created by the researcher of the phenomenon being studied. This is
consistent with that referred to by Glaser and Strauss (1967), carrying out the coding process for
more than once may generate conflict between the ideas, but writing the memos may assist in
tracking ideas and theoretical concepts, and thus reduce the conflicts that may occur for the
researcher. Moreover, writing memos should coincide with open coding of data. This is for the
researcher to write down his notes on the emerging categories and relationships between them.

4.4.2.4 Selective coding
Selective coding is one of the key features of the grounded theory methodology. It comes
in second place after the open coding and contains more depth and focus in the analysis of the
data. As indicated above, the researcher through open coding, was seeking to identify the largest
possible number of theoretical concepts, properties and categories associated with the
phenomenon studied, in the interest of the researcher to keep the analysis open, especially in the
first interviews, and therefore, it was necessary to collect data on a large scale to be used in the
later phases in the formation of the theory. Arguably, open coding aims to explore all data
relevant to the phenomenon regardless of the depth of the relevance, while the selective coding,
according to Strauss and Corbin (1990), aims to explore more depth and focus on the focal core
code by verifying the initial concepts, properties and categories, which is believed to have an
impact on the phenomenon studied. All other core codes, which arise from the process of axial
coding is necessary to be linked directly or indirectly to the focal core code (Glaser, 1978). In
other words, after the second phase of this study, coding became more in-depth and focused on
specific issues but not others, as was the case at the beginning of this study.
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In practice, selective coding is based on the preliminary results of open coding.
Accordingly, the researcher in subsequent interviews focused on the concepts and categories
emerging from open coding, where the choice of the researcher became more strategic to the
participants on the one hand, and a more structured to the interview protocol itself on the other
hand (Glaser and Strauss, 1967). This was followed by the process of theoretical sampling, where
the researcher began to analyse each interview immediately after being completed. This helped
the researcher to determine the information that will be the centre of discussion in the subsequent
interview, so the focus was on the researcher to find suitable participants for providing such
information relevant to the theory to be generated.
From the above, the researcher was seeking to develop a conceptual model for
understanding the adoption and implementation of e-government services and applications from
multiple perspectives in Jordan. Despite the availability of many options that can contribute in
providing useful information about this phenomenon, the researcher was careful to choose the
most appropriate and best able to provide information about concepts and categories emerging
from open coding process , as well as recommendations made by officials to the researcher to do
so, as described earlier in this chapter.
Fifteen subcategories emerged from the open and selective coding process. These
subcategories were grouped into 4 key perspectives, namely the national, organisational
governmental, individual citizens and technological perspective, as the integration of these
perspectives has an impact on the success of e-government services and applications in Jordanian
society. In addition, a single core category was reported frequently from the open and selective
coding process. The core category constitutes the link to the rest of the emerging 15 subcategories, and thus the basis for the phenomenon to be studied. Charmaz (2006) argues that the
categories emerging from the first phase of field work are preliminary and not final, while the
second phase depends on gathering more focused data to improve and strengthen the categories
emerging from the first phase. Thus, the researcher became more aware of the research topic,
where he became able to determine if the data is relevant or not.
Since the first phase of this study did not include formal interviews and sampling, the
second phase interviews resulted in, after the changes made to the names, the following 14
categories: quality of e-government services and applications, macro political environment,
sociocultural environment, online safety and security, citizen involvement, development of ICTrelated infrastructure, change process management, systems integration, citizen trust,
organisational and managerial efficiency, socioeconomic environment, citizen characteristics,
usage aspects of e-government services and applications, and legal environment, while the results
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of the third phase improved and strengthened the results of the second phase in terms of the
emerging 14 categories with the addition of a new category called website design category. This
means that the sampling in the third phase was purposive to support emerging categories in the
second phase. Therefore, the interviews included in the second and third phase were sufficient to
reach the theoretical saturation point (Appendix B). According to Charmaz (2006: p. 96),
theoretical sampling “Aims to obtain data to help explicate categories, when categories are full,
they reflect qualities of respondents experiences and provide useful analytic handle for
understanding”.
The following is an example illustrating some of the relevant incidents that came from
interviews of the third phase:
Some stated group (A):
“Government services are not clear enough in terms of definition making it difficult to
complete transactions with government”
FG4
“We hope if we could do the service right the first time”
FG1
“We hope that e-government allows us to track our own government transactions”
FG3
“Unlike existing services, detailed services with clear objectives will also be a
requirement for citizens to do so”
FG2
“Quality of services is an issue for trusting e-government”
FG4
“Sometimes we need to know the correct procedure in dealing with the government”
FG4
“With the need to provide immediate online support when necessary”
FG3
“If we feel that the use of e-government saves our money and time, but we do not know
how, then we will consider it”
FG1
“However, response time for e-government services is important to us”
FG1
“Unlike the current, e-government services and applications will be available 24 hours a
day / 7 days a week”
FG3
“We find it hard to comment on a specific service we have received, knowing that this
would improve the quality of service when needed”
These incidents were given the code: quality of e-government services and applications often
leads to changes in attitudes towards e-government adoption and implementation
FG2

Data that was collected from the third phase interviews (focus groups of citizens) led to
some changes to the initial categories from the second phase interviews (government and
partners). For example, some initial categories were changed to become more pronounced, as
well as the emergence of new categories not referred to in the second phase. Table 4.5 shows the
changes made to the initial categories.
Initial categories
Improving the delivery of government
Regional challenges
Sociocultural challenges
Information security management
Increasing awareness on e-government
ICT infrastructure challenges

Final categories
Quality of e-government
Macro political environment
Sociocultural environment
Online safety and security
Citizen involvement
Development of ICT-related infrastructure
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Organisational change management
Lack of trust in the government
Systems integration challenges
Organisational and managerial challenges
Socioeconomic challenges
Differences between individual citizens
Usage aspects of the citizens for e-government
Legal challenges
Implementation of e-government

Change process management
Citizen trust in e-government
Systems integration
Organisational and managerial efficiency
Socioeconomic environment
Citizen characteristics
Usage aspects of the citizens for e-government
Legal environment
Adoption and implementation of e-government
Actual use of e-government
Website design

Table 4.5 Initial categories and final categories

4.4.2.5 Theoretical coding
The researcher was keen to follow the principles of Glaser (1978) on the use of grounded
theory, especially theoretical coding, where the researcher is and after the completion of data
collection and analysis through selective coding, sought to find relationships between the
emerging categories and their properties for the development of hypotheses that lead to theory.
This was done according to the data collection and analysis, and memos that were created on an
ongoing basis during the field work. Jones et al., (2005) pointed to the theoretical coding, by
Glaser (1978, 1992), that examines the saturated categories and provides analytical criteria for the
researcher to assist in the development of relationships between the categories, properties and
their relevance o the literature. As the coding procedure before this phase worked to break the
data and group them according to the abstract similarity, theoretical coding, along with sorting,
knits the broken pieces back together again to conceptualise relationships between the hypotheses
derived through open and selective coding. The researcher and through the following sections
will provide details on the findings of individual and group interviews conducted in Jordan, as
well as the analysis of data collected from multiple sources, namely the citizen, the government
and its partners from the private sector. However, the findings will be presented by providing
examples of the responses of those who were interviewed at all levels, where the reader can
understand how the emerging categories and concepts were grounded in the data and how they
were a reflection of the data that was collected. These categories, including key concepts, will be
shown in detail in terms of the interrelationships between them to conclude with the research
model for this study.

4.4.3 Grounded theory research findings
Fifteen sub-categories were identified from the analysis of responses of the government
and its partners from the private sector, and citizens in the following 15 subsections. However,
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the reader can note the presence of a repeat of some of the responses, which contributed to the
emergence of a certain category to be re-used to contribute to the emergence of another category.
The reason for this was that some of those responses included more than one meaning and thus
being taken into account would help the researcher to more in-depth exploration on the
phenomenon to be studied.

4.4.3.1 Quality of e-government services and applications category
A set of concepts associated with the quality of e-government services and applications
were identified from the responses, both those that came from the government and its partners
from the private sector (second phase) or from individual citizens (third phase): competitiveness,
availability, accessibility, responsiveness, traceability, citizen-focused, well-defined, right the
first time, online support, well-structured, cost-time effectiveness and interactivity. These
concepts are described in Figure 4.3, where the shape of a rectangle (non-shaded) represents the
name of the category, while the oval shapes represent the concepts that were grouped from the
data for the purpose of forming this category. In addition, the direction of the arrow in Figure 4.4
below shows the direction of the relationship between cause and effect, as this category has an
impact on the decision to adopt and implement e-government services and applications. Shaded
rectangle represents the core category, which is the goal associated with the phenomenon studied
in this context.
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Figure 4.4 Quality of e-government services and applications category has an influence on the
adoption and implementation of e-government services and applications

All concepts that were identified reflected the quality dimensions of e-government
services and applications. The responses came from those interviewed reflecting the degree of
awareness about the importance of ensuring the quality of programs and policies of the
government as a requirement for the successful adoption and implementation of e-government
services and applications. The concepts, namely the competitiveness (or creativeness),
availability, accessibility, responsiveness, traceability, citizen-focused, well-defined, right the
first time, online support, well-structured, cost-time effectiveness and interactivity, provide a
useful framework to help define, analyse, and evaluate the extent to which they are meeting
excellence standards for public services and for management services that support service
delivery. The framework is also a tool to determine whether the e-government services and
applications achieve the most favourable balance of risks and benefits, or not (Donabedian,
1982). For example, some stated that the government suffers from the absence of the concept of
quality in its programs and policies that relate to the public:
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“We are well aware that the quality of government services are not up to the level of the
dream of every citizen, but information technology may make the dream come true‖
(B13).
“I am a citizen before I become a government employee; most government departments
do not lose sight of policies to ensure the quality of services, making it difficult the task of
the successful implementation of information technology, especially e-government. I
believe that the beginning should be by seeking for alternatives to existing policies to
provide citizens with better and improved services” (C2).
“Contrary to the prevailing sense of public dissatisfaction about the current government
services, we have established a unit on the application of comprehensive quality
standards in public sector institutions” (G4).
“Despite the establishment of a specialised unit for quality assurance in most public
sector institutions, the effectiveness of these units are still limited and may be nonexistent” (A2).
In the same context, the views of some were mixed about whether the quality assurance
of e-government services and applications will lead to building trust in the government and thus
promoting the adoption and implementation of such services and applications by citizens, or not:
“I think that the citizens if they felt the presence of improvement in the quality of services
provided to them, this will be the beginning of government reform, which may lead to reestablish confidence and to accept it and implement e-government on a larger scale”
(H7).
“Ensure the quality of services is the beginning of a long way to restoring confidence in
the government and its programs and its new systems including e-government” (FG2).
“Satisfaction cannot be achieved whether it is improving the quality of services or
remained the same” (H5).
While some of the responses were somewhat mixed on what quality is and how it can be
ensured, particularly in e-government services and applications:
“To implement real change, the government must provide creative services equivalent to
those offered by private sector institutions, including their potential to serve its
customers” (C3).
“Service development means finding an alternative that ensures better interaction with
the government” (A3).
“The government can bridge the gap by offering improved services, saving time, and
reducing costs” (G7).
“Our focus in the development and improvement of the service is to make it dynamic and
citizen-focused so that people can find their needs tirelessly” (I3).
“The main advantage of the new e-government is to provide a single point of access to egovernment services and applications” (C6).
“Government services are not clear enough in terms of definition making it difficult to
complete transactions with the government” (FG2).
“We hope if we could do the service right the first time” (FG4).
“We hope that e-government allows us to track our own government transactions”
(FG1).
“The government needs more transparency in its services in order to succeed in egovernment” (FG3).
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“Often I find myself compelled to learn how to make some government transactions due
to the development of new government departments from time to time and therefore more
of the new service structure may be a key requirement for us to adopt, implement and use
e-government” (FG4).
“I do not remember that I have received enough support from government officials
throughout the period of my life, so any alternative must provide immediate support when
necessary” (FG4).
“If we feel that the use of e-government will save our money and time, but we do not know
how, then we will consider it” (FG3).
“Also, service response time is important for us to do so” (FG1).
“Thus, the availability of government services 24/7 so that the public use is a form of
development of public services” (FG1).
“Often I find it difficult to give feedback to improve the service we received, and hence
the lack of interaction between citizens and government officials” (FG3).
Some also stated that ensuring the quality of services is very important, but they cannot
currently determine the quality standards unless they test the new e-government services and
applications:
“I think that it is not time to determine the quality standards for e-government services
because the services are still under way on the one hand, and reality is different from the
design on the other hand” (FG3).
Finally, a few of the responses was referring to the concept of total quality without
understanding of the concept and how it should be applied in the context of public sector
institutions:
“We hear the concept of total quality and do not realise what it is in the public service
sector” (FG4).
It is clear that there is consensus on the importance of applying the concept of quality in
public sector institutions in general and public services in particular. In contrast, there is variation
in the responses about the relative importance of dimensions that explain what is meant by the
quality of e-government services and applications on the one hand, and the relationship between
quality assurance and re-build trust in the government and the new services and applications in
preparation for the adoption and implementation of e-government more widely on the other hand.
For example, some believe that the concept of quality is about the creativeness of the services.
Others have different views on the concept of quality in e-government services and applications
as follows: availability of services 24/7, accessibility of services, traceability of services, citizenfocused services, well-defined services, right the first time services, supportive services, wellstructured services, cost-time effective services and interactive services. Of previous responses,
the researcher noted that the quality of e-government services and applications are among the
success factors for the adoption and implementation of e-government in Jordan.
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4.4.3.2 Macro political environment category
A set of concepts associated with the macro political environment were identified from
the responses, both those that came from the government and its partners from the private sector
or from individual citizens: political stability, political support, political willingness, political
regulations, political resources and political objectives. These concepts are described in Figure
4.5.

Figure 4.5 Macro political environment category has an influence on the adoption and implementation
of e-government services and applications

All concepts that were identified reflected the political forces and influences that may
have an impact on the adoption and implementation of e-government services and applications.
The responses came from those interviewed reflecting the degree of awareness about the need for
changes in the political environment as a requirement for the successful adoption and
implementation of e-government services and applications. The concepts, namely the political
stability, political support, political willingness, political regulations, political resources and
political objectives, provide a useful framework to assist in identifying, analysing and evaluating
the maturity of the political environment where public and private institutions working together
with civil society to provide IT, especially e-government services and applications. The
framework is also a tool to determine whether the political environment is efficient enough to
support the adoption and implementation of e-government services and applications, or not. For
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example, some stated that the existing political instability in the region constitutes an obstacle to
implementation of IT, including e-government services and applications:
“However, political instability in the region affects foreign investments, particularly
investments in information technology” (D2).
“Therefore we can say that many wars in our region have contributed greatly to the
decline in many industries, including IT industry” (K9).
In the same context, some stated that internal stability is not sufficient to ensure the
development of IT markets in the region. However, external stability is required to do so:
“Jordan is a country with internal stability in everything, but spite of that; local markets,
including IT market, are changing as a result of the changes that prevailing in the region
these days” (H9).
“The information technology sector is one of the sectors most affected by the wars that
took place in the region” (FG1).
Despite the claim of support from politicians to implementing e-government services and
applications, some stated that this support was not up to the required level, thus causing non
achievement as evidenced in the government documents:
“Without real support from those who are in power there will be no services and
government applications on the Internet” (FG1).
“Despite the political slogans, did not feel the full support of politicians to ensure the
implementation of information technology in public sector institutions” (G9).
Some stated that the presence of royal support is enough to build a strong political
environment for moving forward in the implementation of e-government services and
applications in the region:
“I think that the royal patronage for the development of the information technology
sector should be the starting point towards successful implementation of e-government
services and applications” (B14).
In contrast, others stated that the royal patronage of the IT sector has not been exploited
well, so the results are below expectations:
“Although the royal patronage of the information technology sector, achievements still
fall short of expectations” (FG1).
"Jordan's experience in the IT industry did not reach the level that the leadership of
Jordan wants to see it" (I2).
Some stated that the most important problem facing the implementation of IT, including
e-government is the lack of political will that is demonstrated by a commitment at all levels to do
so:
“Low political wills make the implementation of information technology harder and
harder” (FG3).
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“It is not easy for politicians, wherever they are to break the bureaucratic barriers
because they think they will lose a lot of the tasks entrusted to them” (FG3).
“We are still suffering from the absence of political willingness in some levels to change
and improve public services through e-government” (B15).
There was a consensus that the procedures and facilities granted by those who are in
power were not sufficient to ensure the development of the IT sector on the one hand, and
competition in the region on the other hand:
“Despite the growth in global IT markets, the region is still at an early stage in order to
be able to compete with some of the countries in the region. The reason is the lack of
contribution by those in authority to do so” (K8).
“In fact, the implementation of e-government is not a priority, as many believe, but is a
project within the national agenda still suffering from the accomplishment” (F2).
“It is noted that the government did not invest in the information technology sector,
which may reduce the chances of success of e-government in the region” (I5).
“However, failure to provide the necessary financial support to implement e-government
as is the case here may cause failure of the program” (E4).
“Unfortunately, the e-government program did not receive financial support to ensure
continuity in implementation” (A9).
"In practice, inadequate regulations that support investment in the information
technology sector one of the problems that made Jordan outside the scope of competition
to rank first among Arab" (B5).
"I think that the implementation of information technology proven to be effective in
overcoming the problems faced by public sector institutions that have not joined the care
required of some people in power on the basis of previous experiences" (C4).
“There are also restrictions on private sector investments, especially in the field of
information technology affect the growth of the sector” (FG1).
Some also stated that there are different objectives and orientations for the politicians,
which affect the trust of citizens in the decisions made at the national level:
“Technology is not the best option for politicians in a country such as Jordan” (FG3).
“Changing regulations with each government shows inconsistent decisions for politicians
and thus affects trust in the government” (FG3).
In the same context, some attributed the differences in political objectives and
orientations to the resources available, as well as their educational backgrounds and their
positions at work:
“Not all politicians are eager to apply information technology in public sector
institutions; each one has an agenda seeking to apply it" (C8).
“Different agendas of politicians may be affected by their educational background and
positions at work” (FG3).
“The issue of resources allocation is among the factors that affect the decisions of
politicians in their work positions” (FG3).
It is clear that there was consensus on the importance of having effective political
environment affect the performance of public and private sectors in the service of civil society.
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This and according to many of those interviewed affect the re-building trust in the government,
and thus to influence attitudes to the adoption and implementation of e-government services and
applications. For example, most of the views stated that ensuring the effective political
environment is associated with the following concepts: political stability, political support,
political willingness, political regulations, political resources and political objectives. Of previous
responses, the researcher noted that the development political environment is among the success
factors for the adoption and implementation of e-government in Jordan.

4.4.3.3 Sociocultural environment category
A set of concepts associated with the sociocultural environment were identified from the
responses, both those that came from the government and its partners from the private sector or
from individual citizens: corruption, social contact, language, openness, family, awareness,
religion, prestige, fear authority, power distance, past orientation, unemployment, training, gender
roles and research. These concepts are described in Figure 4.6.

Figure 4.6 Sociocultural environment category has an influence on the adoption and implementation
of e-government services and applications
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All concepts that were identified reflected the sociocultural forces and influences that
may have an impact on the adoption and implementation of e-government services and
applications. The responses came from those interviewed reflecting the degree of awareness
about the need for changes in the sociocultural environment as a requirement for the successful
adoption and implementation of e-government services and applications. The concepts, namely
the corruption, social contact, language, openness, family, awareness, religion, prestige, fear
authority, power distance, past orientation, unemployment, training, gender roles and research,
provide a useful framework to assist in identifying, analysing and evaluating the sociocultural
environment where public and private institutions working together with civil society to provide
IT, especially e-government services and applications. The framework is also a tool to determine
whether the sociocultural environment is efficient enough to support the adoption and
implementation of e-government services and applications, or not. For example, some pointed to
the existence of corruption in public services, and e-government will not be able to overcome this
corruption because it has become a culture:
“Even with e-government corruption will remain because it has become a culture nothing
else” (FG3).
“Despite all the calls to eliminate the rampant corruption in the successive governments,
solutions such as e-government might be exploited in corruption and not to get rid of it”
(FG1).
“We do not deny the existence of corruption in public sector institutions” (F4).
Others stated that they fear losing social contact with others in case of using IT in their
dealings with the government:
“Despite all the obstacles we might face from the government employees, communication
and face to face is still the best in some cases where the technology might not be
commensurate with all government transactions” (FG3).
“As a citizen by being an employee, I am afraid to lose my relationships if I had to use
technology in all walks of life” (A5).
“Social contact with others is part of our culture, whatever is the progress in the world”
(FG3).
“People are committed to the customs and traditions” (B11).
“I think that the complexity in the composition of the present government may require a
combination of e-government and the traditional government” (L5).
Some stated that the language is one of the obstacles to the use of IT in general and egovernment in particular:
“However, e-government services must be in Arabic not English” (FG3).
“Language is not a big problem, which may cause the failure of e-government. Web
design is supported in both Arabic and English” (J9).
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Some also stated that most Arab societies are not open enough to the outside world as it
should be, while the competition in the region needs to do so:
“I am interested in the progress taking place in the digital world” (FG2).
“Arab societies and the movement began following the experiences of developed
countries in order to compete and provide a decent life for citizens, unlike the familiar”
(B16).
In contrast, few stated that the exploration is a feature of Arab societies, so the more
exploratory studies on the phenomenon may help reinforce the trust and then the successful
adoption and implementation of IT in general and e-government in particular.
“Arabs, throughout history have had huge discoveries, which still exist to our time, and
therefore more exploratory studies on e-government may be the key to success egovernment” (K3).
“exploration is a feature of Arab societies, so the more exploratory studies on the
phenomenon may help boost confidence and then success of the adoption, implementation
and use of information technology in general and e-government in particular” (FG3).
Some stated that the Jordanian society is based on social relationships and family
cohesion, which means that the government should make more effort to understand the
composition of the society to be able to re-build trust with the citizens, and then will have a
significant impact on the adoption and implementation of e-government services and
applications:
“Arab societies are mostly based on family relationships, which mean the need to
understand the composition of relationships in the Jordanian society, for example, and
how can be influenced in order to ensure confidence in the government and then the
successful adoption, implementation and use of e-government services and applications”
(I8).
While those views differ on whether there is awareness of the concept of information
technology, especially e-government and the benefits that will be realised or not:
“I do not like to use the Internet despite the benefits it provides” (FG3).
“The main problem is lack of awareness about the benefits of e-government” (G3).
“The use of information technology has become fashionable for many people, but few are
aware of its advantages” (FG1).
“In my opinion I believe that I won‟t have the same access to public information and
services as those online” (B2).
“Contrary to what is stated e-government may not bring the expected benefits of it” (E6).
“Most Jordanians are not aware of e-government services and applications” (B4).
Few stated that the use of e-cards requires dealing with banks and therefore compliance
with certain transactions that do not comply with Islamic law:
“Issuing e-cards requires acceptance of conditions against the Islamic Shariah law”
(FG4).
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Some stated that the main reason for the use of IT in these days not because of the
expected benefits, but a sense of prestige that is created when doing so:
“The use of IT has become a form of prestige in the Jordanian society” (H4).
“The use of information technology has become fashionable for many people, but few are
aware of its advantages” (FG1).
Many agreed that there was a fear of the argument of those in power in matters relating to
public services and how they can be improved:
“Most Jordanians fear the exchange of experiences related to the government” (FG3).
“People do not feel comfortable expressing their thoughts to those in power” (J5).
“I feel uncomfortable voicing disagreement with those in power” (J4).
“People fear participation in the political life” (B3).
“Fearing authority makes it difficult for Jordanians to participate effectively in public
services development” (J6).
Some stated that the technology may not serve those who hold power and may be
deprived of the benefit from the twisted ways of doing their transactions with the government,
while those who do not have the authority could face difficulties and this is what is called the
principle of equality:
“E-government may be the best solution to overcome what is known as power distance”
(B17).
“Power play a big role in the corruption of public sector institutions and this is not
something new in Arab societies so miss the concept of equality for public sector
services” (FG3).
“Inequality in access to government services makes me feel frustrated wherever we have
the money we have corruption” (FG2).
Some stated that the nature of Arab societies is based on past experience in giving
decisions. Accordingly, the failure of previous experiences regarding the IT may cause the
resistance of such societies to repeat such experiences:
“Previous attempts to automate the government systems in Jordan are all doomed to
failure, so I do not trust any attempts of the same type” (FG3).
“Lack of government commitment to real change was behind the failure of all previous
attempts” (K4).
“The reality of Arab societies are not allowed to transfer all government transactions on
the Internet and past experience was a good example of that” (L2).
Some agreed that the use of IT would increase the proportion of unemployed workers in
Arab societies:
“I think that the use of IT threatens opportunities for employment” (F7).
“Technology and unemployment are two sides of same coin” (I7).

127

Despite all this, most of those interviewed stated that the nature of Arab societies respond
to the training programs for the development of their work and gain new skills to help in the
promotion, the reason that the great competition on a limited number of vacancies:
“New skills are useful in advancing careers” (H6).
“I welcome the increase in knowledge (training, conferences, etc.)” (FG2).
“There is widespread demand by individuals with the training courses we are holding for
staff and individuals from civil society” (H8).
“There is a lot of competition in the region, and thus there is interest in improving the
capacity and increase knowledge” (FG2).
Others stated that Arab societies are mostly male-dominated societies, and therefore this
may affect the provision of IT, especially e-government services and applications:
“Therefore not be given the opportunity, especially for women, to effectively participate
in civil society may hamper the delivery of their needs to the government” (D8).
“Similarly, the government must take into account that the Jordanian society is a
patriarchal society and that this may be an obstacle to providing e-government” (I9).
It is clear that there was a consensus on the importance of the sociocultural environment
in influencing the adoption and implementation of e-government. According to many of those
interviewed, sociocultural values, practices and norms affect the social trust in the performance of
public and private sectors in the service of civil society, and thus affect the attitudes towards the
adoption and implementation of e-government services and applications. For example, the
responses focused on the following concepts: corruption, social contact, language, openness,
family, awareness, religion, prestige, fear authority, power distance, past orientation,
unemployment, training, gender roles and research. Of previous responses, the researcher noted
that the development of sociocultural environment is among the success factors for the adoption
and implementation of e-government in Jordan.

4.4.3.4 Online safety and security category
A set of concepts associated with the safety and security online were identified from the
responses, both those that came from the government and its partners from the private sector or
from individual citizens: information security, information privacy, security risk management and
security training. These concepts are described in Figure 4.7.
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Figure 4.7 Online safety and security category has an influence on the adoption and implementation
of e-government services and applications

All concepts that were identified reflected the procedures to ensure the safety and security
of the information and transactions over the Internet. The responses came from those interviewed
reflecting the degree of awareness about the importance of ensuring the safety and security of the
Internet as a requirement for the successful adoption and implementation of e-government
services and applications. The concepts, namely the information security, information privacy,
security risk management and security training, provide a useful framework to help identify,
analyse and evaluate the safety and security of the e-government services and applications. The
framework is also a tool to determine whether the e-government services and applications provide
safety and security measures, or not. For example, some stated that the success of e-government
depends primarily on the commitment to implement safety measures and security of information
and transactions over the Internet:
“However, the Internet does not contain enough safeguards to make me feel comfortable
when using it” (FG2).
“However, the failure to ensure security and safety of the Internet will impact the
successful adoption, implementation and use of e-government at all levels” (FG1).
“The first thing that comes to the minds of the citizens is whether the new government
systems are secure or not” (F1).
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“Thus, the government adopts tight security procedures to ensure the protection of
citizens‟ information over the Internet” (F3).
“The government seeks to apply the latest security techniques to ensure the comfort of
citizens in the completion of their transactions over the Internet” (J7).
Some pointed to the safety and security of e-government services and applications as one
of the factors of building trust in government on the one hand, and e-government on the other
hand:
“Ensure the protection of online information guarantees the citizen's trust in the
government” (FG1).
“Ensuring that online information and transactions are secure is important for me to do
so” (FG2).
“Security and trust are two sides of one coin, wherever stated confidence, security must
be present” (FG1).
Others pointed to the concept of ensuring the privacy of the information used to conduct
government transactions, where some had negative experiences with some government
departments:
“Hoping that there is a commitment from the government not to use my data for other
purposes without prior permission” (FG3).
“My experience with government departments makes me afraid to be clear enough to give
the information necessary to complete the transaction” (FG3).
“I believe that departments are asking citizens about whether it is possible to use their
information in other transactions that facilitate things for them, or not. Even if such a
situation, there must be controls on what information can flow among departments”
(I10).
“Also we believe that a policy outlining how my details will be used and stored would
make me comfortable accessing e-government services” (FG1).
While others pointed to the need for a methodology to ensure risk management in terms
of risk identification, risk assessment and create a plan to avoid the risks and all this was under
the concept of security risk management:
“Thus, the government adopts tight security procedures to ensure the protection of
citizens‟ information over the Internet” (F3).
“Risk reduction is one of the priorities of e-government to increase public confidence in
the systems and e-services” (B8).
“The government has taken all the ways and means to ensure the management of new
systems where identified and assessed the potential risks through the plans and strategies
at all levels for successful implementation” (C9).
“The government seeks to apply the latest security techniques to ensure the comfort of
citizens in the completion of their transactions over the Internet” (J7).
“Even if you are working in the field of information technology, this will not help you
from the risks that may be faced to, so that awareness about the risks required for all
categories of Jordanian society” (FG3).
“Symbols summarising what technical security measures are embedded in the website
would make me more comfortable accessing e-government services” (FG1).
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“Also we believe that a policy outlining how my details will be used and stored would
make me comfortable accessing e-government services” (FG1).
Finally, many pointed out that ignorance of the citizens in the fundamentals of safety and
security of the information is among the challenges facing governments that must be addressed:
“Most of the security breaches resulting from the ignorance of citizens in the basics of
information security” (E7).
“I may do something that causes a threat to information related to me I do not know the
good security of information over the Internet” (FG4).
“Even if you are working in the field of information technology, this will not help you
from the risks that may be faced to, so that awareness about the risks required for all
categories of Jordanian society” (FG3). Accordingly, some pointed to increase the
awareness of citizens about the safety and security procedures when dealing with
government online:
“Therefore, it is important to train citizens on the Internet threats to avoid failure in
implementing e-government” (E8).
“Even if you are working in the field of information technology, this will not help you
from the risks that may be faced to, so that awareness about the risks required for all
categories of Jordanian society” (FG3).
It is clear that there was a consensus on the importance of ensuring the safety and security
of the information and electronic transactions in influencing the adoption and implementation of
e-government services. According to many of those interviewed, safety measures and security of
information and transactions over the Internet affect the trust of citizens‘ of online information
systems, and thus affect the attitudes towards the adoption and implementation of e-government
services and applications. For example, the responses focused on the following concepts:
information security, information privacy, security risk management and security training. Of
previous responses, the researcher noted that ensuring the safety and security of the Internet is
among the success factors for the adoption and implementation of e-government in Jordan.

4.4.3.5 Citizen involvement category
A set of concepts associated with the citizen involvement were identified from the
responses, both those that came from the government and its partners from the private sector or
from individual citizens: citizen participation, promotional campaign and incentives/rewards.
These concepts are described in Figure 4.8.
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Figure 4.8 Citizen involvement category has an influence on the adoption and implementation of egovernment services and applications

All concepts that were identified reflected how to increase political awareness of citizens
for the success of the adoption and implementation of e-government services and applications.
The responses came from those interviewed reflecting the degree of awareness about the
importance of active participation of citizens in bringing about government changes because they
are key partners of the government in the implementation of e-government services and
applications. The concepts, namely the participation of citizens, promotional campaigns and
incentives/rewards, provide a useful framework to assist in the identification, analysis and
evaluation of aspects that may increase the awareness of citizens and encourage them to
participate actively in the success of changes of government through e-government. This requires
an active role by the government to achieve the partnership not only with the private sector, but
also with civil society to build trust between all parties and thus creating a comprehensive
framework to ensure the success of e-government services and applications at all levels. The
framework is also a tool to determine whether the participation of citizens in government changes
effective enough to build trust, and thus the successful adoption and implementation of egovernment, or not. For example, some stated that the involvement of citizens in the political
process and decisions taken to serve the civil society would strengthen the trust of citizens in
government, and thus to influence attitudes towards the adoption and implementation of egovernment services and applications:
“To gain the trust of the citizens, the government needs to increase participation in the
development of public sector services” (FG3).
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“As usual the government will exclude citizens from participating in the enactment of
laws and related policies in e-government, which means the lack of transparency and
hence the lack of trust, which in turn affects the adoption, implementation and use of new
services” (FG3).
Responses were mixed about the aspects of the effective participation of citizens in the
political process. Some said that participation may be in the process of enacting laws and
regulations concerning the service of civil society, while the others stated that participation may
be in the design of public services:
“As usual the government will exclude citizens from participating in the enactment of
laws and related policies in e-government, which means the lack of transparency and
hence the lack of trust, which in turn affects the adoption, implementation and use of new
services” (FG3).
“Yet we haven't witnessed the active participation of citizens in the design of public
services” (FG3).
Some pointed to the lack of sufficient awareness among the citizens about e-government
services and benefits that may be gained from the implementation of such services. Most of those
interviewed attributed the lack of awareness to the lack of promotional campaigns to introduce egovernment services and applications on the one hand, and the absence of all forms of regular
meetings between the government and citizens on the other hand:
“We miss in Jordan to conduct an open dialogue with those who are in power to raise
issues of common interest” (FG3).
“I believe that open meetings on a regular basis with the government are important for
me to adopt e-government services” (FG3).
“A large system such as e-government requires a lot of campaigns to inform about the
nature of the system and what is added to the general public compared to existing
systems” (K2).
“Also, distribution of leaflets to raise public awareness of e-government services may be
a good way, especially in remote areas” (H3).
“There are many citizens who do not have the slightest idea of e-government, so this
hinders our work to do so” (F6).
“Good marketing for e-government services is half-way leading to success” (D5).
“Promotional campaigns for e-government are important for citizens to adopt egovernment” (D6).
Some of them pointed out how to make promotions more effective, for example, there
was a consensus that the use of communication technologies, especially mobile phones services
will have a greater impact than any other means, such as the media to do so:
“Good marketing for e-government services is half-way leading to success” (D5).
“Promotional campaigns for e-government are important for citizens to adopt egovernment” (D6).
“However, mobile phones are the most effective medium to deliver information about egovernment services” (FG2).
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“Jordanian media may be a good way to market online services but the passion of people
in the use of cellular technology, making it most effective to date” (F32).
Finally, some pointed out that the provision of incentives and rewards at this stage of
implementation will encourage and guide citizens toward the adoption and use of e government
services and applications rather than traditional methods, which is still favored by some:
“I cannot see any incentives or rewards for me to a adopt e-government services” (FG3).
“One of the reasons for our success is that we exempt all online customers registering
with us from the fines imposed on certain transactions in this governmental department.
This underscores the importance of incentives to persuade citizens to adopt and use the
Internet to conduct their transactions” (H10).
“Despite all the Talk about the current government, we are still prefer the traditional way
to do some government transactions where the technology cannot do it, for example,
financial transactions” (FG4).
It is clear that there was a consensus on the importance of increasing political awareness
through participation in government and e-government, which in turn will have an impact on the
adoption, implementation and use of e-government. According to many of those interviewed, the
effective participation of citizens in government affects the restoration of confidence, and thus
affects attitudes toward the implementation and adoption of e-government services and
applications. For example, the responses focused on the following concepts: the political
participation of citizens, promotional campaigns and incentives/rewards. Of previous responses,
the researcher noted that the increased political awareness through active participation in
government, and e-government development is among the success factors for the adoption and
implementation of e-government in Jordan.

4.4.3.6 Development of ICT-related infrastructure category
A set of concepts associated with the development of ICT-related infrastructure were
identified from the responses, both those that came from the government and its partners from the
private sector or from individual citizens: e-commerce infrastructure, postal infrastructure,
accessibility of infrastructure, reliability of infrastructure, availability of infrastructure,
affordability and maintenance. These concepts are described in Figure 4.9.
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Figure 4.9 Development of ICT-related infrastructure category has an influence on the adoption and
implementation of e-government services and applications

All concepts that were identified reflected aspects of the development of ICT-related
infrastructure that have an impact on the successful adoption and implementation of egovernment services and applications. The responses came from those interviewed reflecting the
degree of awareness about the importance of developing national ICT-related infrastructure in the
adoption and implementation of e-government services and applications. The concepts, namely
the e-commerce infrastructure, postal infrastructure, accessibility of infrastructure, reliability of
infrastructure, availability of infrastructure, affordability of infrastructure and maintenance,
provide a useful framework to assist in the identification, analysis and evaluation of the impact of
the development of ICT-related infrastructure. The framework is also a tool to determine whether
the national ICT-related infrastructure is efficient enough to build trust, and thus the success of
the adoption and implementation of e-government, or not. For example, some stated that the
development of ICT-related infrastructure has a positive effect on the trust of the citizens of the
adoption and implementation of technological resources, especially e-government services and
applications:
“Poor ICT infrastructure makes me not excited for the idea of e-government” (FG1).
“Lack of advanced ICT infrastructure hampers the ability of government to provide egovernment services and applications” (F10).

135

“Lack of trust in the e-government resulting from the government for not being able to
provide a stable ICT infrastructure to conduct transactions over the Internet” (FG1).
“No one denies the importance of ICT infrastructure in the successful adoption,
implementation and use of e-government services and applications” (F11).
“Faster Internet access speed is important for me to adopt e-government services”
(FG2).
“Low penetration of broadband Internet access makes e-government implementation
difficult” (FG2).
Some stated that the success of e-government is associated with the success of e
commerce in particular the existence of e-commerce infrastructure in the region:
“Absence of e-commerce infrastructure affects e-government implementation” (K5).
“As long as there is no real implementation of e-commerce, the government will suffer a
lot in the implementation of e-government” (L1).
While others stated that the existence of an advanced ICT infrastructure is not sufficient
to ensure the successful implementation of e-government, but the presence of an advanced
infrastructure to other services, for example, postal services, increases public trust in egovernment when the delivery of important documents such as passport:
“I have no trust in the postal system in Jordan and therefore, how can I trust this to
deliver and receive my important documents such as passport” (FG3).
“E-government is not an electronic system, but also service-system” (L4).
Some stated that one of the problems facing the implementation of IT, especially egovernment is the digital divide where some people have access to technological resources, while
some could not do so. Some suggested that more access points (e.g. knowledge stations, Internet
cafés, kiosks, etc) to technological resources in all areas would solve the problem of digital divide
in the region:
“A lot of initiatives to overcome the digital divide (e.g. computer for every citizen)” (B7).
“More access points would be a good idea to solve accessibility problems in the remote
areas” (A7).
“I believe that knowledge stations are required to implement e-government services”
(FG2).
“Internet cafés is important for the diffusion of IT in spite of criticism” (FG4).
“Faster Internet access speed is important for me to adopt e-government services”
(FG2).
“Low penetration of broadband Internet access makes e-government implementation
difficult” (FG2).
Some also stated that there are other problems facing the ICT infrastructure related to the
performance and reliability, which affect the adoption and implementation of technological
resources, especially e-government services and applications:
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“Interruption of services from time to time is normal and this shows the lack of
commitment by providers to facilitate the adoption, implementation and use of egovernment” (FG2).
“The government lacks the continued implementation of programs to upgrade the ICT
infrastructure to ensure flexibility, reliability and availability of e-services” (E2).
“Smart cards will be a good idea to overcome the verification of identity online” (G5).
“So that it can be argued that the quality of Internet services in the suburbs may not be
the level of those in major cities” (FG1).
“As usual, people who live in the capital, has a good coverage of the network and
therefore better services” (FG1).
“We are working to develop the ICT infrastructure to cover all parts of the region” (E9).
Others stated that the lack of highly available ICT infrastructure is another problem that
may affect the adoption, implementation and use of technological resources, especially egovernment services and applications:
“The government lacks the continued implementation of programs to upgrade the ICT
infrastructure to ensure flexibility, reliability and availability of e-services” (E2).
“Interruption of services from time to time is normal and this shows the lack of
commitment by providers to facilitate the adoption, implementation and use of egovernment” (FG2).
“As usual, people who live in the capital, has a good coverage of the network and
therefore better services” (FG1).
“So that it can be argued that the quality of e-service in the suburbs may not be the level
of those in major cities” (FG1).
“We are working to develop the ICT infrastructure to cover all parts of the region” (E9).
Others stated that the lack of the necessary ICT infrastructure affects the affordability and
thus affects the adoption, implementation and use of technological resources, especially egovernment services and applications:
“Most citizens find it difficult to acquire computer resources (hardware, software and
network services) necessary for the adoption, implementation and use of e-government
services” (FG3).
“Limited number of Internet providers reduces competition and keeps prices high”
(FG1).
“High subscription fees for landlines may not support e-government” (FG1).
Finally, some stated that the lack of policies for the update, as well as ongoing programs
for the maintenance of ICT infrastructure affect the adoption and implementation of technological
resources, especially e-government services and applications:
“The government lacks the continued implementation of programs to upgrade the ICT
infrastructure to ensure flexibility, reliability and availability of e-services” (E2).
“I do not think that there is a qualified technical team in the government to provide
support and assistance to me, if I need to do so” (FG1).
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It is clear that there was consensus on the importance of developing national ICT-related
infrastructure, which in turn will have an impact on the adoption and implementation of egovernment. According to many of those interviewed the presence of ICT infrastructure affects
the confidence of citizens, and thus affects the attitudes towards the adoption and implementation
of e-government services and applications. For example, the responses focused on the following
concepts: e-commerce infrastructure, postal infrastructure, accessibility of infrastructure,
reliability of infrastructure, availability of infrastructure, affordability and maintenance. Of
previous responses, the researcher noted that the development of national ICT-related
infrastructure is among the success factors for the adoption and implementation of e-government
in Jordan.

4.4.3.7 Change process management category
A set of concepts associated with the change process management were identified from
the responses, both those that came from the government and its partners from the private sector
or from individual citizens: resistance to change, support for change, communication for change
and training for change. These concepts are described in Figure 4.10.

Figure 4.10 Change process management category has an influence on the adoption and
implementation of e-government services and applications

All concepts that were identified reflected the managerial aspects of the change process
towards the adoption and implementation of e-government services and applications. The
responses came from those interviewed reflecting the degree of awareness about the importance
of managing the change process at all levels to ensure the success of the adoption and

138

implementation of e-government services and applications. The concepts, namely the resistance
to change, support for change, communication for change and training for change, provide a
useful framework to help identify, analyse and evaluate the aspects of change management,
especially e-government in Jordan. The framework is also a tool to determine whether the policy
change on the e-government is effective enough to build confidence, and thus the successful
adoption and implementation of e-government, or not. For example, some stated that there is a
close relationship between ensuring change process management towards e-government and
public trust, which in turn translated into a positive attitude to adopt and implement e-government
services and applications:
“Change management is essential to restore the trust of citizens in government on the one
hand and e-government on the other” (FG3).
“Change must begin from the government, not from citizens” (FG1).
“I do not blame the citizens if they do not accept the change towards e-government, since
the government itself is reluctant to accept the idea of change” (F12).
“Commitment by government officials increases the confidence of citizens and thus to
influence the adoption, implementation and use of e-government services” (FG3).
Some stated that all the processes of change may encounter resistance, particularly in the
early stages. This is actually referred to by the responses that the resistance is often among the
elderly as difficult to learn and adapt to new systems such as e-government:
“There is resistance by the elderly for change within government departments” (H2).
“Not necessarily, but we can change if we feel that there is prudent management to take
into account all layers of society in the process of change” (FG3).
Others stated that the success of the change process towards e-government requires the
support and sponsorship of those involved in the change whether individuals or organisations:
“Change must begin from the government, not from citizens” (FG1).
“More commitment by government officials increases the confidence of citizens and thus
to influence the adoption, implementation and use of e-government services” (FG3).
“The absence of advocates and supporters in the government to make the change could
adversely affect the implementation of e-government services” (I6).
Some pointed out that the success of the change process is linked to the existence of
effective policies for communication between the parties, so as to facilitate the change towards
the target, through a plan that includes the concept of change, aspects of change and the value to
be added to all parties in the event of a change:
“The government does not involve citizens in decision-making related to the change,
which negatively affects the trust of citizens and thus the adoption, implementation and
use of e-government services” (FG3).
“I think government policies for change are not enough to implement e-government”
(K1).
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“What we lack is the existence of effective communication between the government and
citizens to implement the policy change towards e-government” (FG1).
Finally, some stated that the change processes are often accompanied by training
programs of the parties to adapt to the new situation. This also applies to e-government services
and applications:
“People need to be trained to cope with the new system to deal with the government”
(FG1).
“So that government employees in most departments did not receive adequate training to
lead the change towards e-government” (F13).
It is clear that there was consensus on the importance of managing the change process
towards e-government, which in turn will have an impact on attitudes towards the adoption and
implementation of e-government services and applications. According to many of those
interviewed, the presence of the change process management impacts on the trust of citizens, and
thus affects the attitudes towards the adoption and implementation of e-government services and
applications. For example, the responses focused on the following concepts: resistance to change,
support for change, communication for change and training for change. Of previous responses,
the researcher noted that the change process management is among the success factors for the
adoption and implementation of e-government in Jordan.

4.4.3.8 Citizen trust in e-government category
A set of concepts associated with the citizen trust in both the government and egovernment were identified from the responses, both those that came from the government and its
partners from the private sector or from individual citizens: trust in the government and trust in
IT. These concepts are described in Figure 4.11.

Figure 4.11 Citizen trust in e-government category has an influence on the adoption and
implementation of e-government services and applications
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All concepts that were identified reflected the notion of trust among the citizens to adopt
and implement e-government services and applications. The responses came from those
interviewed reflecting the degree of awareness about the importance of building trust between
citizens and government on the one hand, and citizens and IT on the other hand to ensure the
successful adoption and implementation of e-government services and applications. The
concepts, namely the trust in government and trust in IT, provide a useful framework to help
identify, analyse and evaluate the aspects of trust citizens in both government and e-services and
applications in Jordan. The framework is also a tool to determine whether the citizen's trust in
both government and IT is sufficient to generate a positive attitude towards the adoption and
implementation of e-government, or not. For example, the responses agreed that the lack of trust
between citizens and government is among the most important reasons that will negatively affect
the adoption and implementation of e-government services and applications. On the other hand,
the responses varied about the aspects that led to a lack of trust in government:
“We do not trust the Jordanian authorities to keep online data secure” (FG3).
“We do not trust the Jordanian authorities to keep online data private” (FG3).
“We do not trust the Jordanian authorities to provide the support that we need” (FG3).
“Lack of trust in the government makes the citizens are not satisfied with what may be
provided to improve the performance to serve the citizens” (D9).
“We do not trust the Jordanian authorities to make the right political decisions for the
benefit of all citizens” (FG4).
Others stated they do not trust IT, if this is the case, how can they trust e-government:
“We do not believe in the choice of information technology to process personal data”
(FG3).
“We do not believe in the choice of information technology to store personal data”
(FG3).
“We do not trust online payment methods to transact with the government” (FG3).
“My experience leads that IT may not be trusted to maintain the information and
important documents” (K10).
It is clear that there was consensus on the importance of restoring trust in the government,
as well as IT, which in turn will have an impact on citizen's attitudes towards the adoption and
implementation of e-government services and applications. According to many of those
interviewed, the trust of citizens in government and IT positively affects attitudes towards the
adoption and implementation of e-government services and applications. For example, the
responses focused on the following concepts: trust in government and trust in information
technology. Of previous responses, the researcher noted that the trust of citizens in government
and IT is among the most important success factors for the adoption and implementation of egovernment in Jordan.
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4.4.3.9 Systems integration category
A set of concepts associated with the integration of systems were identified from the
responses, both those that came from the government and its partners from the private sector or
from individual citizens: information sharing, compatibility and restructuring. These concepts are
described in Figure 4.12.

Figure 4.12 Systems integration category has an influence on the adoption and implementation of egovernment services and applications

All concepts that were identified reflected aspects of the integration of government
information systems in order to facilitate the adoption and implementation of e- government
services and applications. The responses came from those interviewed reflecting the degree of
awareness about the importance of integration in government information systems at all levels to
ensure the successful adoption and implementation of e-government services and applications.
The concepts, namely the information sharing, compatibility and restructuring, provide a useful
framework to help identify, analyse and evaluate aspects of the integration of government
information systems, especially e-government in Jordan. The framework is also a tool to
determine whether the government information systems integrated enough to build trust, and thus
the success of the adoption and implementation of e-government, or not. For example, some
stated that there are restrictions on the exchange of information between government
departments, particularly security agencies, which makes it difficult for the government to
implement e-government services and applications:

142

“Some government departments, particularly the security agencies acting alone, which
means there is no integrated framework for the exchange of information, making it very
difficult for the central government to do so” (J1).
“Despite all the claims of change, the methodology followed by some government
departments to manage the various information systems is still subject to restrictions”
(E1).
“IS integrity is not easy so there must be a willingness to break the constraints and work
freely, but within the regulations and laws” (B18).
While some pointed to the need for a clear methodology of how data is exchanged
between government departments to ensure the trust-building and therefore the adoption and
implementation of e-government services and applications:
“I do not know how I can trust the new e-services in the absence of a clear methodology
for the exchange of information” (FG1).
“Despite all the claims of change, the methodology followed by some government
departments to manage the various information systems is still subject to restrictions and
not clear enough to ensure trust in the new system” (E1).
Some also stated that there is no compatibility among database systems in government
departments, which means that there is no single standard for storing and processing data:
“Each department follows a specific standard for data processing and storage, which
means more effort and difficulty in e-government implementation” (FG1).
“Until now, government departments are still facing the problem of integration and
compatibility between the database systems” (F8).
Finally, some stated that before talking about ensuring the integration of government
information systems, the government should restructure its internal operations, ensuring a
comprehensive and practical framework to ensure the quality of government services provided to
all segments of Jordanian society. This framework would determine the government services to
citizens on the one hand, as well as the way for the exchange, processing and storing data across
the public sector institutions on the other hand:
“There is a need for the government to restructure internal government processes before
e-government is implemented” (J2).
“The current government structure is complex and not clearly defined so it is difficult for
us to reform government without real restructuring of the internal processes and
procedures” (L6).
It is clear that there was consensus on the importance of integration of government
information systems in influencing attitudes towards the adoption and implementation of egovernment services and applications. According to many of those interviewed, the presence of
an integrated environment of information systems has a positive impact on attitudes towards the
adoption and implementation of e-government services and applications. For example, the
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responses focused on the following concepts: information sharing, compatibility and
restructuring. Of previous responses, the researcher noted that ensuring the integration of
government information systems is among the success factors for the adoption and
implementation of e-government in Jordan.

4.4.3.10 Organisational and managerial efficiency category
A set of concepts associated with the organisational and managerial efficiency were
identified from the responses, both those that came from the government and its partners from the
private sector or from individual citizens: IT support, IT resources, IT vision, IT partnership, IT
training, IT advisory committee and IT review. These concepts are described in Figure 4.13.

Figure 4.13 Organisational and managerial efficiency category has an influence on the adoption and
implementation of e-government services and applications

All concepts that were identified reflected aspects of the effectiveness of government and
its management to facilitate the adoption and implementation of e-government services and
applications. The responses came from those interviewed reflecting the degree of awareness
about the importance of ensuring the effectiveness of the government and its management to
ensure the successful adoption, implementation and use of e-government services and
applications. The concepts, namely the IT support, IT resources, IT vision, IT partnership, IT
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training, IT advisory committee and IT review, provide a useful framework to help identify,
analyse and evaluate the effectiveness of aspects of government and administration with regard to
e-government in Jordan. The framework is also a tool to determine whether the Jordanian
government and management are effective enough to build trust among the citizens, and thus the
success of the adoption and implementation of e-government, or not. For example, some stated
that the lack of sufficient support from senior management levels in government may not give an
official nature of e-government and thus negatively affect the attitudes towards the adoption and
implementation of e-government services and applications:
“IT managers are demonstrating support for the new system, but in fact they are not”
(B10).
“Lack of support at various administrative levels adversely affects the implementation of
e-government” (E5).
“There are many ways to make a more formal e-government, among those means
government support for the program at the national level” (FG1).
“I cannot trust the government unless I see a radical change to help me to do so” (FG3).
“The existence of government support is an important indicator for us to trust the
government and its new services and applications” (FG2).
“We did not take adequate encouragement from the senior management to adopt and use
new systems” (I11).
Others stated that the lack of availability of resources that support the implementation of e
government would undermine the confidence of citizens and therefore adversely affect the
adoption and use of e-government services and applications. These resources included financial
resources, human resources and technical resources as contained in the responses:
"The government is not technically equipped to implement e-government" (I1).
“Lack of adequate resources, especially financial resources may hinder the change
required to implement e-government services” (E10).
“There is no constant updating of information systems that are used to store data so that
any malfunction for any reason may lead to the loss of that data” (F14).
“The absence of incentives and rewards for IT personnel working in the public sector is
considered an influential factor in the implementation of e-government services” (F5).
"The government does not give importance to the risks associated with implementing egovernment, which reduces the citizen's trust in its ability to assist if required to do so"
(FG1).
“For example, information technology staff in the Jordanian government needs to tap
into private sector expertise in the field of training” (L8).
Some stated that the existence of a national vision towards the implementation of IT is
very important to ensure the successful adoption and implementation of e-government services
and its applications in Jordan:
“I think there is a need for a common vision between government departments” (J3).
“It is noted that different visions of government departments affect the implementation of
e-government” (G8).
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“I do not think that the Jordanian government's vision is clear to the implementation of
information technology, especially e-government services and applications” (FG1).
Others stressed the importance of the role of partnership with private sector institutions,
particularly in low-resource countries such as Jordan in the implementation of e-government
services and applications:
"Without work hand in hand with the private sector, the government cannot implement egovernment services" (A10).
“For example, information technology staff in the Jordanian government needs to tap
into private sector expertise in the field of training” (L8).
“The government should benefit from the experience of the private sector in
implementation of information technology” (FG1).
“As partners from the private sector, we face difficulty in dealing with some public sector
employees” (J10).
Others pointed out that the lack of effectiveness of training programs on the use of IT;
especially e-government services to various segments of society may undermine trust and
negatively affect the attitudes towards the adoption and implementation of e-government services
and applications:
“However, government training programs are not enough to overcome the digital divide
in the society” (B6).
“For example, information technology staff in the Jordanian government needs to tap
into private sector expertise in the field of training” (L8).
“If we have not noticed the attention by the government on the training programs on the
use of e-government, we will not accept the adoption and use of the new system” (FG4).
Some for example, stressed the importance of pilot programs for e-government to train
people at different levels of the use of e-government services and applications:
“Why, then, the Jordanian citizen does not have the opportunity to pilot its new e
government services before exercised on a larger scale” (FG2).
“Pilot services may enhance the knowledge of citizens of the new system and thereby
increase the confidence towards the adoption, implementation and use of e-government
services” (FG1).
Some pointed to the need for an advisory committee composed of people with experience
in both public and private sectors to monitor the implementation of e-government services and
applications. This enhances trust in the government and therefore a positive impact on attitudes to
the adoption and use of e-government services and applications:
“There are several difficulties, including lack of an advisory committee to follow up the
implementation of e-government services” (F9).
“Ministry of Communications and Information Technology and National Information
Centre are responsible for the management of e-government program without the
participation of other governmental departments and thus impact on the quality of
decisions taken” (FG2).
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“Although there are plans for e-government implementation, the follow-up committee is
not effective enough to do its work” (G10).
Finally, some pointed to the need for the government of Jordan to benefit from the
experiences of countries that ahead of us in the provision of e-government services and
applications. Dubai for example, can be considered a model in the region. However, this
enhances confidence in the government and therefore a positive impact on attitudes towards the
adoption and use of e-government services and applications:
“I believe that there is a need for the government to review such e-government projects in
countries with similar circumstances of Jordan” (B3).
“Why the government does not work to benefit from the experiences of countries that
have advanced in the ranks of the world rankings, such as Dubai” (FG1).
It is clear that there was consensus on the importance of effective government and its
management with regard to e-government to influence the attitudes of the adoption and
implementation of e-government services and applications. According to many of those
interviewed, the effectiveness of the government and its management has a positive impact on
attitudes towards the adoption and implementation of e-government services and applications.
For example, the responses focused on the following concepts: IT support, IT resources, IT
vision, IT partnership, IT training, IT advisory committee and IT review. Of previous responses,
the researcher noted that the effectiveness of government and its management with regard to egovernment is among the success factors for the adoption and implementation of e-government in
Jordan.

4.4.3.11 Socioeconomic environment category
A set of concepts associated with the socioeconomic environment were identified from
the responses, both those that came from the government and its partners from the private sector
or from individual citizens: IT market uncertainty, socio-demographic differences and poor
banking services. These concepts are described in Figure 4.14.
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Figure 4.14 Socioeconomic environment category has an influence on the adoption and
implementation of e-government services and applications

All concepts that were identified reflected the socioeconomic forces and influences that
would facilitate the adoption and implementation of e-government services and applications. The
responses came from those interviewed reflecting the degree of awareness about the importance
of socioeconomic status in influencing attitudes towards the adoption and implementation of egovernment services and applications. The concepts, namely the uncertainty of the IT market,
socio-demographic differences and poor banking services, provide a useful framework to help
identify, analyse and evaluate the socioeconomic forces that affect the implementation of egovernment in Jordan. The framework is also a tool to determine whether socioeconomic status is
efficient enough to build trust among the citizens, and thus influence the successful adoption and
implementation of e-government, or not. For example, some stated that fluctuations in the local
markets, especially IT market will shake the trust of citizens and thus negatively affect the
attitudes towards the adoption and implementation of e-government services and applications:
“Local markets are facing much change and uncertainty” (FG3).
“Information technology market is one of the markets affected as a result of successive
financial crises that hit the world” (FG1).
“Changes in the information technology market has a negative effect on public
confidence in the market and hence on their attitude towards the adoption and use of
information technology” (K11).
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In the same context, some pointed to some forms of volatility (e.g. tax services, prices of
computers and accessories and investment laws) in the local markets and threatening the
infrastructure through the impact on the purchasing power of citizens, for example:
“I am not able to afford monthly subscription for Internet services” (FG3).
“I am not able to afford the prices of computers and accessories” (FG1).
“High tax rates affect the purchasing power in Jordan” (FG3).
“Restrictions on the import of goods related to information technology increase the
difficulty of spreading the culture of technology among citizens” (FG3).
Others pointed to the importance of demographic factors (e.g. population density, age,
literacy, income, etc) in influencing attitudes towards the adoption and implementation of egovernment services and applications:
“Higher population density in major cities such as Amman increases the difficulty to
manage government information and services” (B9).
“The attention of urban given to IT is much more than those who live in rural areas”
(A6).
“High unemployment rate is among the challenges facing the government these days”
(A8).
“Younger people would be more likely to adopt the Internet from the elderly” (FG1).
"We expect people who live in big cities (e.g. Amman) to be more likely to adopt egovernment services than those who live in villages" (FG1).
"People with high monthly income would be more likely to adopt e-government services
than those with low monthly income" (FG1).
"People with higher education would be more likely to adopt e-government services than
those who do not receive it" (FG1).
"People who need to the computer and the Internet as part of their work would be more
likely to adopt e-government services than those who do not need any in their work"
(FG1).
Finally, some pointed out that the weakness of banking services would affect the
development of infrastructure on the one hand, and the purchasing power of citizens on the other
hand. However, this in turn affects attitudes towards the adoption and implementation of egovernment services and applications:
“Technology is no longer top the priorities of most citizens because the requirements for
e-services has become an additional burden on most of the citizens and in turn affect the
adoption, implementation and use of e-government” (D7).
“The economic crisis has pushed financial institutions to reduce the facilities provided to
customers such as personal loans and issuing credit cards” (D10).
“Restrictions on the import of goods related to information technology increase the
difficulty of spreading the culture of technology among citizens” (FG3).
It is clear that there was consensus on the importance of socioeconomic environment in
influencing attitudes towards the adoption and implementation of e-government services and
applications. According to many of those interviewed, the presence of effective socioeconomic
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environment has a positive impact on attitudes towards the adoption and implementation of egovernment services and applications. For example, the responses focused on the following
concepts: IT market uncertainty, socio-demographic differences and poor banking services. Of
previous responses, the researcher noted that ensuring the development of the socioeconomic
environment is among the success factors for the adoption and implementation of e-government
in Jordan.

4.4.3.12 Citizen characteristics category
A set of concepts associated with the characteristics of the Jordanian citizens were
identified from the responses, both those that came from the government and its partners from the
private sector or from individual citizens: IT attitudes, IT knowledge, IT experience, IT
confidence, innovativeness, satisfaction and risk taking. These concepts are described in Figure
4.15.

Figure 4.15 Citizen characteristics category has an influence on the adoption and implementation of egovernment services and applications

All concepts that were identified reflected the characteristics of the Jordanian citizen that
influence the adoption and implementation of e-government services and applications. The
responses came from those interviewed reflecting the degree of awareness about the importance
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of differences and characteristics of citizens to influence their attitudes towards the adoption and
implementation of e-government services and applications. The concepts, namely the IT attitudes,
IT knowledge, IT experience, IT confidence, innovativeness, satisfaction and risk taking, provide
a useful framework to help identify, analyse and evaluate the character of citizens towards the
adoption and implementation of e-government in Jordan. The framework is also a tool to
determine if the characteristics of the Jordanian citizen lead to trust in the government on the one
hand, and e-government, on the other, thus affecting the adoption and implementation of egovernment, or not. For example, some pointed to the differences in people's attitudes towards IT
as some of them had a positive experience with the use of IT in daily life, while others have had
negative attitudes and thus influence the trust, which in turn affect the adoption and
implementation of e-government services and applications:
“And thus the lack of homogeneity among the members of Jordanian society is among the
major challenges facing the government in implementing e-government” (C4).
“We are faced with a mixture of citizens and therefore need to build dynamic systems
vary according to them” (B22).
"I do not consider e-government as a good means to communicate with the government"
(FG3).
"E-government may create a positive experience for me through the achievement of
equality in dealing with citizens" (FG2).
"I'm not ready to accept new ways to communicate with the government" (FG3).
"Therefore, the use of IT in government has several benefits that cannot be denied"
(FG3).
"Despite dissatisfaction with the face-to-face way to communicate with the government, it
is less dangerous than the use of IT to do so" (FG1).
Others pointed out that the citizens who have knowledge of the benefits of IT, especially
e-government are the ones most likely to adopt and implement e- government services and
applications:
"Therefore, the use of IT in government has several benefits that cannot be denied"
(FG3).
“I have not heard of the existence of e-government services in spite of seeing the Standing
local programs” (FG4).
“I often find non-citizens are aware of the e-government services, making it difficult
mission to provide these services to the Jordanian citizens” (H11).
Others pointed out that the citizens who have prior experience in the use of information
technology are the ones most likely to adopt, implement and use e-government services:
"Arguably, the relevant experience of IT has an impact on my decision to adopt egovernment" (FG1).
Some pointed out that the trust of citizens in IT is the basis for the adoption and
implementation of e-government services and applications:
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"I am not confident I can overcome any technical obstacles when using e-government"
(FG3).
“I'm not sure of my ability to use e-government without the need to assist, as the system is
new and untried before” (FG4).
Some pointed out that the citizens who have a tendency to innovation are the ones most
likely to adopt and implement e-government services. This, however, according to the researcher
may not appear evident in the Arab region, including Jordan, which prefers to be a follower rather
than an initiator as described in the responses below:
“Arab societies are not innovative in nature; therefore, the lack of success in
implementing e-government is not surprising” (FG3).
"I'm not ready to accept new ways to communicate with the government" (FG3).
"Love of adventure is not of my characteristics, so it would be difficult for the government
to stimulate people like me to adopt its new e-services" (FG1).
"As usual the Arab societies stand against the innovations and originality in our thinking
and behaviour" (FG1).
"Despite dissatisfaction with the face-to-face way to communicate with the government, it
is less dangerous than the use of IT to do so" (FG1).
Some pointed to the concept of the degree of satisfaction with government performance
as it varies from one to another, so people start the process of evaluation of the current system,
and therefore either to maintain the traditional government, or search for alternatives such as egovernment:
"I'm not ready to accept new ways to communicate with the government" (FG3).
"Therefore, the use of IT in government has several benefits that cannot be denied"
(FG3).
"Despite dissatisfaction with the face-to-face way to communicate with the government, it
is less dangerous than the use of IT to do so" (FG1).
Finally, some pointed out that the most important characteristics of Jordanian citizens,
which affect the adoption and implementation of e-government that they are not willing to accept
risks that may occur due to use of IT:
"I am not willing to take the risk involved in adopting e-government services" (FG1).
"Love of adventure is not of my characteristics, so it would be difficult for the government
to stimulate people like me to adopt its new e-government services" (FG1).
"Despite dissatisfaction with the face-to-face way to communicate with the government, it
is less dangerous than the use of IT to do so" (FG1).
It is clear that there was consensus on the importance of individual characteristics of the
citizens to influence their attitudes towards the adoption and implementation of e-government
services and applications. According to many of those interviewed, the differences in the
characteristics of the citizens have an impact on attitudes towards the adoption and
implementation of e-government services and applications. For example, the responses focused
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on the following concepts: IT attitudes, IT knowledge, IT experience, IT confidence,
innovativeness, satisfaction and risk taking. Of previous responses, the researcher noted that the
characteristics of the citizens are among the most important success factors for the adoption and
implementation of e-government in Jordan.

4.4.3.13 Usage aspects of the citizens for e-government services and
applications category
A set of concepts associated with the usage aspects of e-government were identified from
the responses, both those that came from the government and its partners from the private sector
or from individual citizens: commitment, ease of use, usefulness, self efficacy, peer influence and
influence of the media. These concepts are described in Figure 4.16.

Figure 4.16 Usage aspects of e-government category have an influence on the adoption and
implementation of e-government services and applications

All concepts that were identified reflected the cognitive and perceptual aspects of citizens
that affect their attitudes towards the adoption and implementation of e-government services and
applications. The responses came from those interviewed reflecting the degree of awareness
about the importance of perceptual aspects in influencing attitudes towards the adoption and
implementation of e-government services and applications. The concepts, namely the
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commitment, ease of use, usefulness, self efficacy, peer influence and influence of the media,
provide a useful framework to help identify, analyse and evaluate the perceptual aspects of
citizens that affect the adoption and implementation of e-government in Jordan. The framework is
also a tool to determine whether the perceptual aspects of the e-government use of the Jordanian
citizen are effective enough to build trust in e-government, and thus facilitate the adoption and
implementation of e-government, or not. For example, some pointed out that the Arab societies,
including the Jordan should mandate the adoption of the citizens, the implementation and use of
e-government instead of giving them the option to do so. The researcher agrees with this view
where he has a good knowledge of the complex cultural dimensions that prevailing Arab societies
in general and especially Jordan and affect public opinion about the change as described earlier in
this chapter:
“The government should impose new rules on citizens to use e-government instead of
giving them the option to do so” (L3).
“Unwillingness to take responsibility over the decision to change would make many resist
e- government as an alternative to traditional government” (FG1).
“However, lack of commitment on the national level creates a state of distrust at all levels
and thus negatively affect the adoption, implementation and use of e-government” (G11).
Some considered that the perception of the ease of use for e-government services and
applications is among the positive forces affecting the attitudes of citizens towards the adoption
and implementation of e-government. However, the researcher noted that young people's interest
in obtaining the services easy to use much less than for the rest of the Jordanian society groups on
the basis that young people are the generation likes to practice a lot of technology in daily life,
even if for the purpose of entertainment. Aspects of ease of use appear in several forms as follows
in the responses:
“I would adopt e-government if it does not require a lot of mental effort to learn it”
(FG3).
“I would adopt e-government if it is easy for me to become skilful in it” (FG2).
“I would adopt e-government if it is easy for me to input and modify data” (FG3).
“I would adopt e-government if it is easy for me to follow Instructions” (FG2).
“Maintaining the ease of services provided to citizens may be the most important stimulus
to adopt and implement e-government” (G6).
“Arguably, the new generation of young citizens may not care whether the services are
easy to use or not, on the contrary of this, the senior citizens are in need of it to urge them
to adopt and use e-government services and applications” (FG1).
“Continued use of the computer, even if for the purpose of entertainment, as young
people do these days is a good practice to promote a culture of information technology”
(K12).
Others pointed out that the perception of the usefulness of e-government is among the
positive forces affecting on the attitudes towards the adoption and implementation of e-
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government services and applications in Jordan. However, the benefit arising from the use may
take several forms as shown in the responses:
“We also like to experience greater control over government transactions than ever”
(FG1).
“Government work is very tiring so I look forward to the implementation of e-government
program for better documentation of information” (I4).
“It is enough that we will be in constant contact with the government, and this is among
the most important benefits of e-government” (FG4).
“Moreover, we can request, follow-up and obtain services from the ministries and
government institutions tirelessly” (FG1).
Others stated that the perception of self efficacy, especially concerning the ability of
citizens to self-use of IT is among the positive forces affecting on the attitudes of citizens towards
the adoption and implementation of e-government services and applications. This, however,
according to the researcher may not appear evident in Arab societies, including the Jordanian
society, which prefer to get help rather than try and self-exploration:
“I wouldn‟t adopt e-government if there is no one around to show me how to do so”
(FG3).
“There's something inside makes me not confident in the e-government” (FG3).
“I am not optimistic that the citizens will be able to overcome their own problems, even
with e-government” (B19).
“Arab societies tend not to prospecting and exploration for all that is new despite the
availability of capacity to do so” (FG1).
Some pointed to the importance of peers, friends and family in Arab societies where
social values and customs prevail and affect people's attitudes toward the adoption and
implementation of e-government services and applications:
“I appreciate the experience and the opinion of my colleagues about e-government”
(FG4).
“Of course there is a group of friends I trust in everything they do because they know
what is useful and not useful to us, however e-government is not an exceptional case of
this trust” (FG2).
“It would be very useful if there is a show for some of the success stories of a number of
citizens who have a positive experience with the government electronically” (FG1).
“We must consider the nature of Arab societies, which are based on social values and
customs as a point of strength, not a point of weakness for the adoption, implementation
and use of e-government services and applications” (A4).
Finally, some pointed to the importance of audio-visual media in Arab societies,
especially in influencing the attitudes of citizens towards the changes that occur locally and
internationally, including e-government initiative. Most of the views indicated that the role of the
media is not limited to the marketing of new e-government services, as some believe, but goes
beyond that to include directing public opinion towards the achievement of sustainable
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development in various sectors, including IT sector. This has the greatest impact on public
opinion of the adoption and implementation of e-government services and applications:
“The media is more than just a marketing tool for e-services” (B20).
“Jordanian media mostly had a role in promoting the implementation and use of
information technology at the national level” (D3).
“An important program such as e-government program has not spread sufficiently across
the Jordanian audio visual media” (FG1).
“The media is a window of power to the people, so the effective use of this window will
have a positive impact on the implementation of plans and policies for e-government”
(FG2).
“Over the past years, the Arab media has had a positive role in influencing public
opinion on some important issues such as trade openness to the outside world” (D11).
It is clear that there was consensus on the importance of cognitive and perceptual aspects
of the citizens about e-government in influencing their attitudes towards the adoption and
implementation of e-government services and applications. According to many of those
interviewed, the cognitive and perceptual aspects of the citizens about e-government have an
impact on their attitudes towards the adoption and implementation of e-government services and
applications. For example, the responses focused on the following concepts: commitment, ease of
use, usefulness, self efficacy, peer influence and influence of the media. Of previous responses,
the researcher noted that the cognitive and perceptual aspects of the citizens about e-government
are among the success factors for the adoption and implementation of e-government in Jordan.

4.4.3.14 Legal environment category
A set of concepts associated with the legal environment were identified from the
responses, both those that came from the government and its partners from the private sector or
from individual citizens: up-to-date, efficiency and effectiveness laws and regulations. These
concepts are described in Figure 4.17.

Figure 4.17 Legal environment category has an influence on the adoption and implementation of egovernment services and applications
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All concepts that were identified reflected the characteristics of the legal environment
necessary to protect information and e-transactions that affect the attitudes towards the adoption
and implementation of e-government services and applications. The responses came from those
interviewed reflecting the degree of awareness about the importance of legal environment
characterised by the need for regular updating, efficiency and effectiveness to ensure the
protection of information and electronic transactions and thus to influence attitudes towards the
adoption and implementation of e-government services and applications. The concepts, namely
the regular updating, efficiency and effectiveness, provide a useful framework to help identify,
analyse and evaluate legal aspects that have influence on the adoption and implementation of egovernment in Jordan. The framework is also a tool to determine whether the legal environment
for e-government enough to build trust in e-government, and thus facilitate the adoption and
implementation of e-government, or not. For example, some pointed out that the existing laws
and regulations govern and protect the information and government transactions are outdated, and
do not keep pace with scientific progress and requirements. Accordingly, the update of such laws
and regulations especially those related to information and e-transactions will impact the trust of
citizens in government and e-government, and therefore the adoption and implementation of egovernment applications:
“E-laws and regulations are outdated so they should be revised to cover all cases”
(B12).
“The existence of laws, increases public trust in the use of IT, particularly e-government
services and applications” (K7).
“Among the most important priorities of the government seeking to enact laws and new
legislation regulate, organise and determine the electronic information and transactions”
(B21).
Others pointed to the concept of efficiency in the legal environment, which necessitates
the need for full commitment in the laws and regulations that are put in place to protect
information and e-transactions. Therefore, the efficiency of the legal environment in the provision
of protection to citizens electronically generates trust in the government and e-government
together and therefore affects the attitudes towards the adoption and implementation and use of egovernment services and applications:
“There is insufficient legal framework in place to protect e-users” (K6).
“I wouldn‟t expect the government to support me legally in the case of a serious online
security breach” (FG1).
“The existence of laws, increases public trust in the use of IT, particularly e-government
services and applications” (K7).
“When it comes to laws, the laws there, but the problem is whether the laws that have
been developed operate effectively in the protection of information and electronic
transactions” (F1).
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Finally, some pointed to the concept of the effectiveness of the legal environment for egovernment that would affect the attitudes of citizens towards the adoption, implementation and
use of e-government services and applications. This concept is often coincides with the concept
of efficiency as the efficiency often leads to effectiveness in protecting citizens, especially
information and transactions to be exchanged electronically across departments and government
institutions:
“The existence of laws, increases public trust in the use of IT, particularly e-government
services and applications” (K7).
“Which we are concerned that these laws reduce the potential risks and ensure the
protection of our information and our dealings with the government” (FG1).
It is clear that there was consensus on the importance of the legal environment for
information technology in general and in particular e-government in influencing citizens‘
attitudes towards the adoption and implementation of e-government services and applications.
According to many of those interviewed, to ensure the modernisation, efficiency and
effectiveness in the laws and regulations relating to e-government will have an impact on
attitudes towards the adoption and implementation of e-government services and applications.
For example, the responses focused on the following concepts: regular updating, efficiency and
effectiveness of laws and regulations. Of previous responses, the researcher noted that ensuring
modern, efficient and effective legal environment for e-government are among the success factors
for the adoption and implementation of e-government in Jordan.

4.4.3.15 Website design category
A set of concepts associated with the design of e-government websites were identified
from the responses that came from individual citizens: the update on a regular basis, free of
errors, relevant information, sufficient information, clear information, ease of navigation, website
map, personalisation, ease of remembering, modality and contact. These concepts are described
in Figure 4.18.

158

Figure 4.18 Website design category has an influence on the adoption and implementation of egovernment services and applications

All concepts that were identified reflected the characteristics of good design for egovernment sites that may affect attitudes towards the adoption and implementation of egovernment services and applications. The responses came from those interviewed reflecting the
degree of awareness about the importance of good design of e-government websites in
influencing the attitudes of the adoption and implementation of e-government services and
applications. The concepts, namely the update on a regular basis, free of errors, relevant
information, sufficient information, clear information, ease of navigation, website map,
personalisation, ease of remembering, modality and contact, provide a useful framework to help
identify, analyse and evaluate e-government websites that affect the adoption and implementation
of e-government services and applications in Jordan. The framework is also a tool to determine
whether the design of e-government websites is good enough for building trust in the government
and e-government alike, and thus facilitate the adoption and implementation of e-government, or
not. For example, some pointed to the need to update websites on a regular basis, where the
experience of some of them was not good about the content of government websites:
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“I have checked some of the websites of the Government, but I did not find the
amendment to the information since then” (FG1).
“However, we are hoping that the update for e-government sites from time to time and on
a regular basis” (FG2).
“However, good design of government websites may enhance the citizen's trust in the
government and therefore, adopting and implementation of e-government” (FG1).
Some also pointed to the need that the information in e-government websites is free of
errors:
“The e-government websites should be free of errors” (FG2).
“However, good design of government websites may enhance the citizen's trust in the
government and therefore, adopting and implementation of e-government” (FG1).
Some also pointed to the need that the information in e-government websites is relevant
to public services:
“The e-government websites should also be relevant to the respective government
service” (FG2).
“However, good design of government websites may enhance the citizen's trust in the
government and therefore, adopting and implementation of e-government” (FG1).
Some also pointed to the need that the information in e-government websites is clear and
understandable to the public:
“We hope that the e-government websites are clear and understandable for me” (FG4).
“However, good design of government websites may enhance the citizen's trust in the
government and therefore, adopting and implementation of e-government” (FG1).
Some also pointed to the need that the information in e-government websites is sufficient
to the public:
“The e-government websites should also be sufficient to the public to complete their
transactions with the government electronically” (FG2).
“However, good design of government websites may enhance the citizen's trust in the
government and therefore, adopting and implementation of e-government” (FG1).
Some also pointed to the need to design e-government websites so that the public is able
to navigate between those websites with ease and pleasure:
“The government website should be easy to search for specific information” (FG3).
“However, good design of government websites may enhance the citizen's trust in the
government and therefore, adopting and implementation of e-government” (FG1).
Some also pointed to the need to design e-government websites to include a map that
shows to the public all government services provided by the site on the one hand, and the steps
that must be followed to the public in order to complete their transactions with the government
electronically:
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“We hope to see a map of each site for e-government that provides us the support to
complete government transactions online” (FG3).
“Web design now includes maps showing the locations with the specifications, this is
what the public needs, particularly in the early stages” (FG1).
“However, good design of government websites may enhance the citizen's trust in the
government and therefore, adopting and implementation of e-government” (FG1).
Some also pointed to the need to design e-government websites so that the public can
personalise their services; every citizen according to his/her needs and requirements:
“We also hope to be able to customise the service so as to not make more effort to
complete electronic transactions” (FG1).
“However, good design of government websites may enhance the citizen's trust in the
government and therefore, adopting and implementation of e-government” (FG1).
Some also pointed to the need to design e-government websites so the public can
remember the characteristics of e-government websites more easily, so that the public re-visit the
websites of their own without the need to exert more effort and time to do so:
“In addition, government websites should be easy to remember if I want to revisit the
website later to conduct transactions in order to avoid excess time and effort to do so”
(FG3).
“However, good design of government websites may enhance the citizen's trust in the
government and therefore, adopting and implementation of e-government” (FG1).
Some also pointed out that one of the most important characteristics of good design for e
government sites is that sites are able to provide information in different ways (e.g. text, graphic,
audio, etc ) to serve the public:
“The government website should provide information in a variety of ways (i.e. text and
graphic)” (FG1).
“However, good design of government websites may enhance the citizen's trust in the
government and therefore, adopting and implementation of e-government” (FG1).
Finally, some pointed to the need to design e-government websites available to the public
so that all other means of contact with government, such as e-mail, phone numbers and any others
that might give the public an opportunity to overcome the errors that may occur during the use of
such websites:
“I hope the government website provides me with a list of contacts for the technical support team
in case of problems occurring” (FG2).
“However, good design of government websites may enhance the citizen's trust in the government
and therefore, adopting and implementation of e-government” (FG1).
It is clear that there was consensus on the importance of good design for e-government
websites in influencing attitudes towards the adoption and implementation of e-government
services and applications. According to many of those interviewed, ensuring good design of e-
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government websites will have an impact on attitudes towards the adoption and implementation
of e-government services and applications. For example, the responses focused on the following
concepts: the update on a regular basis, free of errors, relevant information, sufficient
information, clear information, ease of navigation, website map, personalisation, ease of
remembering, modality and contact. Of previous responses, the researcher noted that ensuring
good design for e-government websites is among the success factors for the adoption and
implementation of e-government in Jordan.

4.4.4 Factors of the adoption and implementation of e-government services
and applications in Jordan
Based on the responses collected from participants during the two phases of this study,
the successful adoption and implementation of e-government in Jordan, depends on the
integration between a number of factors, which were grouped into four main perspectives namely
the national contextual, organisational governmental, individual citizen and technological
perspective. This integration between the four perspectives provides a clear explanation of why
many developing countries failed to implement policies and plans relating to the implementation
of e-government and many examples of this reported in the previous chapters.
However, The results showed that the success of e-government in the context of
developing countries in general and Jordan in particular is not an easy task since it depends on a
complex mix of factors that were grouped into 4 main perspectives namely the national,
organisational governmental, individual citizen and technological perspective. The objective of
integration according to the researcher lies in the need to form an integrated model that explains
the behaviour of public towards the adoption and implementation of IT, especially e-government
services and applications. However, these factors differ depending on the context, in which egovernment services and applications are implemented.
As previously stated in the responses, there is a responsibility of various society entities,
including the political, banking, religious, educational, professional, and trade entities, to
facilitate the adoption and implementation of e-government services and applications. Jordan
however, like other developing countries face challenges in implementing e-government at the
national level. Figure 4.19 shows all the national contextual factors, and their associated concepts
that are likely to affect the public opinion towards the adoption and implementation of egovernment services and applications.
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Figure 4.19 National contextual level factors that influence on the adoption and implementation of egovernment services and applications

The results also showed that the organisational responsibility in e-government plays an
important role in influencing attitudes towards the adoption and implementation of e-government
services and applications. In practice, the government usually holds the tasks related to planning,
implementation and management of e-government services and applications, which means that
the government plays an essential role, which would affect positively or negatively on the success
of e-government. As previously stated in the responses, the successful adoption and
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implementation of e-government depends on the organisational responsibility of the government
to do so. Figure 4.20 shows all the organisational governmental factors, and their associated
concepts that are likely to affect the public opinion towards the adoption and implementation of
e-government services and applications.
The results also showed that the responsibility of individual citizens towards egovernment plays an important role in the success of e-government services and applications. In
practice, IS may fail even if prepared well, if neglected the human element, or the human element
does not have a role assigned to the required efficiency, the system does not work without the
presence of users that understand the system, its importance and then using it. Accordingly, if the
e-government is considered as an information system which is already so, the success of the
system requires the contribution of individual citizens in a number of ways. Figure 4.21 shows all
the factors of individual citizens, and their associated concepts that are likely to affect their
decisions for the adoption and implementation of e-government services and applications.
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Figure 4.20 Organisational governmental level factors that influence on the adoption and
implementation of e-government services and applications
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Figure 4.21 Individual citizens‘ level factors that influence on the adoption and implementation of egovernment services and applications

Last but not least, the results also showed that the characteristics and qualities of Internet
technology in general, and e-government services and applications in particular play an important
role in influencing public opinion toward either the adoption and implementation of e-
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government services and applications or not. This influence can be negative or positive on
attitudes towards the adoption and implementation of e-government. Figure 4.22 shows all the
technological factors, and their associated concepts that are likely to affect public opinion for the
adoption and implementation of e-government services and applications.

Figure 4.22 Technological level factors that influence on the adoption and implementation of egovernment services and applications

4.4.4.1 Interrelationships between the core category and other categories
In the analysis of the grounded theory of this study, the interrelationships are identified on
the category level. Adoption and implementation of e-government is the core category that

167

resulted from the data, and mentioned repeatedly during the responses above. This core category,
however, links all other categories from multiple levels. Figure 4.23 shows the interrelationships
between categories by giving symbols such as R1, R2...etc to refer to interrelationships between
categories in different perspectives.
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Figure 4.23 Interrelationships between categories that influence on e-government adoption and implementation in Jordan
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R1. It is clear that there is complexity in the research context so that the interrelationships
appear in two directions instead of one direction, which explains the similarity between the pillars
of environments in developing countries in general and Jordan in particular. For example, culture
plays a major role in influencing the attitudes and political decisions, including decisions relating
to the implementation of IT. This effect is often negative towards the politicians on the basis that
there is a close link between power and money, and consequently IT and particularly egovernment may not be the best option for them in the implementation of their plans. In contrast,
political instability, political decisions and directions, which often do not serve the public may
have caused mistrust between them and the decision-makers from politicians, particularly with
regard to the development of public sector services.
R2. Culture also plays a key role in influencing the socioeconomic growth in terms of the
local society in the advancement of knowledge, skill, technology and the dissemination of IT.
However, this effect is negative in many of these societies, based on negative attitudes towards
self-development and opening to the outside world, especially through IT. In contrast, changes in
the global markets cause instability in the local markets and in turn affect the facilities granted to
the public to increase the purchasing power to engage in sustainable development in the society.
In other words, the absence of resources and facilities may adversely affect the advancement of
the local society in aspects of the knowledge, skill, technology and the dissemination of
information and communications, and in turn affect the successful adoption and implementation
of e-government services and applications.
R3. Culture is also affected by the update and ensuring the development of laws and
regulations governing transactions between people for the advancement of the local society in
terms of the use of technology and dissemination of information and communications. However,
this effect is positive in such societies where people lack knowledge and awareness of the dangers
of the misuse of technology and dissemination of information and communications. Thus, the
existence of legislation and laws that govern transactions and online transactions may increase the
awareness about the risks and how to avoid them. On the other hand, some beliefs in developing
societies, especially in Arab societies may cause the absence and lack of maturity in the legal
framework in order to achieve some personal interests. In other words, the lack of legal cover
governs transactions and e-transactions adversely affect the successful adoption and
implementation of e-government services and applications.
R4. Culture also plays a key role in influencing the development of ICT-related
infrastructure for the advancement of the local society in terms of knowledge, skills, technology
use, and dissemination of information and communications. However, this effect is negative in
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many of these societies on the basis of some negative beliefs about the adoption and
implementation of technology; for example, some believe that the use of technology could
increase unemployment and reduce the responsibilities of work in such societies where resources
are limited. On the other hand, the development of ICT-related infrastructure, which enables all
segments of society to benefit from new technology, could push many of the local society to
upgrade the ICT sector and thus the successful adoption and implementation of e-government
services and applications.
R5. The political environment plays a major role in influencing the development of ICTrelated infrastructure for the advancement of the local society in terms of developing policies and
plans that maintain the availability, accessibility and use of the technology at affordable prices to
all segments of society. However, this effect is negative in many of these societies on the basis
that the use of technology may limit the powers and responsibilities of many policy-makers in the
context of developing societies in general and in particular the Arab societies, for example, some
politicians see that there is a breaking of barriers when using technology and thus constitutes a
risk, especially when the security information is being circulated from a government department
to another in such societies. The ICT sector, including the infrastructure is not among the
priorities of politicians in most of these developing societies, including Jordan. On the other hand,
developing the ICT-related infrastructure, which enables all segments of society benefit from new
technology, could push many of the local society to upgrade the ICT sector and thus increase the
political participation experienced by these societies for many years through the adoption and
implementation of e-government services and applications.
R6. The political environment plays a major role in influencing the social and economic
growth for the advancement of the local society in terms of supporting stability in the local
markets, especially IT market, encourage investment in all fields, including information
technology, development of plans and programs that will increase the sense of toward technology
to eliminate the digital divide between cities and outlying villages and last but not least, working
side by side with the institutions of civil society for the advancement of the different sectors,
which in turn lead to a level of prosperity in the life of the citizens in such societies, including
Jordan. However, this effect is negative in many of these societies on the basis that the attitudes
and political trends toward the development of society and openness to the outside world are not
highly encouraging. In contrast, changes in global markets caused instability in local markets,
which may not represent a positive partner to support the implementation of plans and decisions
of politicians and society service. In other words, the lack of resources and facilities through
partnership with civil society institutions could adversely affect the advancement of the local
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society in aspects of the knowledge, skill, technology and the dissemination of information and
communications, thus affecting the successful adoption and implementation of e-government
services and applications.
R7. The political environment also plays a key role in the development of legislation and
laws related to IT for the advancement of the local society. This is to increase awareness of the
benefits of technology on the one hand and to eliminate the digital divide between cities and
remote villages, which in turn leads to achieve a level of prosperity in the lives of citizens in such
societies. However, this effect is negative in many of these societies on the basis that political
attitudes towards the use of technology are not to the level required. In contrast, the lack of
legislation and laws governing the exchange of information and official transactions over the
Internet may adversely affect the security and safety, and this is what may concern decisionmakers of the politicians in such societies. In other words, the absence of an updated, efficient
and effective legal environment may adversely impact on the advancement of the local society in
various sectors including IT sector.
R8. The level of socioeconomic growth in terms of knowledge, skills, the use of
technology, information dissemination and communication and stability in the local markets
affects the level of development in the infrastructure related to ICT. This means that wherever the
socioeconomic development is awareness of the importance of developing infrastructure related
to information technology to be considered as a way to achieve a level of prosperity in the lives
of citizens in such societies, including Jordan. However, this effect is negative in many of these
societies on the basis that there is instability in the markets on the one hand and on the other
problems of the digital divide. In contrast, the absence of a stable infrastructure may adversely
affect growth in such societies in all respects. In other words, the growth of societies has become
measured in terms of availability, access and use the infrastructure for ICT at affordable prices.
R9. The legal environment is one of the aspects of the development in the infrastructure
related to ICT. This means that the absence of laws and legislation related to IT would adversely
affect the growth of the ICT sector as a whole and ICT-related infrastructure in particular. This is
the reality in many of these societies where the absence of legislation and laws relating to the
implementation of IT contributes greatly to the poor infrastructure and e-services provided. In
contrast, the development of information infrastructure includes the availability of services and
accessibility round the clock, which requires the existence of laws, legislation and regulations for
the use of so as not to affect adversely the security and integrity of the information and etransactions. This is what may concern political decision-makers in such societies. In other
words, the absence of an updated, efficient and effective legal environment governs the exchange
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of information and official transactions may adversely affect the development of local societies in
various sectors, particularly ICT sector.
R10. Socioeconomic growth is affected by and affects the existence of laws and
legislation that promote growth in various sectors, especially the ICT sector as a whole, and ICT
infrastructure in particular. This is the reality in many of these societies where the absence of
legislation and laws relating to the implementation of IT contributes significantly to the weakness
of the ICT sector and therefore reflected in the social and economic growth in such societies as a
whole. On the other hand, the consolidation of the socioeconomic elements of sustainable
development in all societies require a review and update the laws and regulations to ensure
support research programs, development and modernisation in the social and economic aspects.
In other words, addressing the imbalance in the processes of social development, economic
efficiency and sustainability in these societies require a legal framework ensures all public and
private institutions play their roles efficiently to a large extent.
R11. Managing the change process is among the most important factors in the success of
e-government services and applications in such societies, including Jordan. One of the
fundamental aspects of change management for the adoption and implementation of egovernment is to expand the political participation of citizens, especially in decision-making
concerning the management of their affairs and local society facilities including the development
of public sector services through e-government, more than ever before. Citizen involvement has
become a key requirement for citizens to rebuild trust in government and e-government alike.
Given that this kind of participation is almost non-existent in developing societies, including
Jordan, the governments of these developing societies need to effectively manage change to
ensure the expansion of participation in decision-making to promote and support local society
institutions.
R12. Effective management of the change process requires the government to provide
support in all its forms, plans and policies and the establishment of partnership with civil society
institutions, including the private sector. However, most developing societies have not taken
adequate steps to advance the process of change towards e-government without any problems. In
other words, the change must begin from the government and then to the rest of other key players
involved, such as citizens and civil society institutions of different kinds.
R13. Another aspect of change management for the adoption and implementation of egovernment in these societies is to enable integration between systems so that it is restructuring
operations and the internal activities of government and thus facilitate the exchange of
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information between government departments without problems. Systems integration has become
an essential requirement for citizens to maintain transparency in government, and thus confidence
in the government and e-government alike. Given that the integration between government
information systems is almost non-existent in developing societies, including Jordan, the
governments in these developing societies need to effectively manage the change process to
restructure internal operations, and therefore the exchange of information for the advancement
and support of society institutions.
R14. Maintaining online safety and security is among the most important factors in the
success of e-government services and applications in such societies, including Jordan. This
requires the development of policies and the use of techniques of doing so, particularly in egovernment services and applications. Thus, this is one of the aspects of good design for egovernment services and applications and the lack of it affects the quality of design as considered
by developing societies in general and Jordan in particular.
R15. Good design for e-government leads to the quality of e-government services and
applications. This means that the design characteristics of the e-services and applications have a
direct impact on the quality, which in turn leads to the impact of the adoption, implementation
and use of new e-services.
R16. There are motives affect the behaviour towards acceptance or non-acceptance of a
particular event such as the adoption of new technology. Everyone has something to justify the
adoption and implementation of technology. Among these aspects highlight the characteristics of
technology, the characteristics of context and characteristics of the citizens. In this context
however, aspects of the use of e-government depend mainly on the characteristics of citizens in
terms of knowledge, skill and experience, and how properties can be a motivation or hindrance of
the citizen to the adoption and implementation of e-government services and applications.
R17. Lack of trust in the governments of developing societies, including Jordan is among
the main reasons that hinder the adoption and implementation of e-government. Therefore rebuild trust between the government's priorities for the success of e-government and this requires a
focus on some aspects that affect the citizens of these developing societies to do so. For example,
the analysis showed three aspects to the use of e-government namely the technological,
contextual, organisational and personal aspects, which lead to trust-building for the adoption and
implementation of e-government.

174

R18. The analysis showed also a clear relationship between the characteristics of the
citizen and the attitude toward e-government adoption and implementation. This means that trust
in e-government requires trust in the government, as well as trust in the IT, where both are
associated with the characteristics and attitudes of citizens to do so.
R19. The analysis also showed a two-way relationship between the sociocultural
environment and other influences of all levels. Culture, for example, has a negative view toward
the role of government and public administration in the service of citizens. However, to maintain
effectiveness would affect the culture to become more positive than ever before. In contrast, there
are some values and practices in the Arab culture that have a negative impact on government
performance and management in supporting change towards e-government and therefore the
relationship is not in one direction but in two directions.
R20. The analysis also showed a two-way relationship between the sociocultural
environment and the integration between IT systems of government. Culture, for example, resists
change, particularly in the restructuring of government operations and public services in spite of
the need for it by public sector institutions. However, the change through the integration of
government services affects the culture to become more responsive to change than ever before. In
contrast, systems integration and information exchange may be taken passively as a result of fear
for the security and integrity of the information from the exchange of information on the one
hand and resistance to openness to others on the other hand, and therefore the relationship is not
in one direction but in two directions.
R21.The analysis also showed a relationship between the political environment and
expanding the role of individual citizens in the process of change towards e-government. This
means that decisions and political trends may support the political participation of citizens or are
reluctant to political participation, as is the case in these developing societies, including Jordan.
R22. The analysis also showed a relationship between the political environment and the
change towards e-government through the integration of government IS. The relationship is that
some politicians consider the integration between various governments IS as a threat to their own
agendas and thus affect the implementation of their decisions. This is the case in some developing
societies, including Jordan, which explains the absence of sufficient political support to bring
about change in all its forms.
R23. The analysis also showed a relationship between the political environment and the
change in government towards the adoption and implementation of IT, especially e-government
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and applications. The relationship is that most politicians, decision-makers believe that
technology is incompatible with their own agendas and therefore be negative attitudes towards
the support and development of the technology sector. This is the case in most developing
societies, including Jordan, which explains the ineffectiveness of governments and departments in
such societies to bring about change in public sector institutions in particular.
R24.The analysis also showed the impact of socioeconomic growth on the citizens of the
adoption and implementation of e-government. In developing societies, including Jordan, for
example, the use of IT is concentrated in the major cities where socioeconomic growth makes
people more aware of and interest in new developments, especially technological development
and thus seeks to participate in the development of this sector in all aspects of life, including the
public sector.
R25.The analysis also showed the impact of political decisions and attitudes on the trust
of the adoption and implementation of e-government. Instability in the political environment and
contrast in the decisions and attitudes to the politicians in developing societies, including Jordan
are among the main causes that negatively affect public attitudes to the adoption and
implementation of technology, especially e-government.
R26. The analysis also showed the impact of change process management in terms of
support, communication and training on cultural values to the success of the adoption,
implementation of e-government in such societies, including Jordan. Arab culture has a negative
attitude towards any change process, especially if the change relates to the government sector to
the instability and variability in the decisions which do not serve the public in often, but rather
serve the interests of the government in particular. In contrast, ensuring the management of
change process in terms of providing support, enable communication between the various parties
and the creation of training programs on the changes and how to work under it, all these elements
have a positive impact on the culture of developing societies, including the Arab culture to accept
the change, where public value can be achieved.
R27. The analysis also showed the impact of social and cultural values to participate in
political life, especially to participate in decisions related to public services. Culture in
developing societies in general and Arab societies in particular fears participation in political life
for any reason. On the other hand, the expansion of the role of citizens to participate in the
process of political change may carry benefits affect positively to some of the values and
practices in the culture of these societies, such as breaking the barrier of fear between the
government and citizens and thus an opportunity to bridge the gap in views between them to
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achieve value for all segments of society. This in turn leads to increased chances of success for egovernment in such societies.
R28. The analysis also showed the impact of development in the national ICT-related
infrastructure for the trust of the adoption and implementation of e-government. Instability in the
national ICT-related infrastructure in terms of availability, difficult access and high cost is among
the main reasons that negatively influence the public opinion of the adoption and implementation
of IT, especially e-government.
R29. The analysis also showed the impact of development in the legal environment and
legislation, particularly those related to IT on the effectiveness of the government and its
departments to ensure the change towards the adoption and implementation of e-government. In
addition, the organisational culture requires a legal environment to ensure that the process of
change is moving towards achieving the goal of improving public services for all segments of
society. Thus, the absence of laws and regulations relating to the implementation of IT on a large
scale in public sector institutions is among the main causes that negatively affect the effectiveness
of the government and the departments of the adoption and implementation of IT, especially egovernment services and applications.
R30. The analysis also showed the impact of development in the legal environment and
legislation, particularly those related to IT to expand the participation of citizens either in the
decision-making regarding the implementation of IT for public service or even participate in the
assessment through the adoption and implementation of technology to ensure that there is
political change and thus improve the government services to citizens. Thus, the absence of laws
relating to the adoption and implementation of IT as well as the absence of evidence to legally
support the participation of citizens in decision-making are among the main reasons that
negatively affect the involvement of citizens in the process as a whole and thus the success of the
adoption and implementation of e-government applications in such societies, including Jordan.
R31. The analysis also showed the impact of social and economic growth in the local
society on the effectiveness of decisions being taken by the government and its departments in the
success of e-government and thus improving services for all segments of society. Thus, the
absence of the role of society institutions, including the private sector in the public sector support
in terms of training programs, technical support and financial support under the concept of
partnership in the implementation of e-government is among the main causes that negatively
affect the effectiveness of decisions and governmental departments for the success of the
adoption and implementation of e-government applications in such societies, including Jordan.
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R32. The analysis also showed the impact of aspects of social development (e.g.
education, knowledge, skill, use of IT, information dissemination and communication), and
aspects of economic growth (e.g. developmental role of local markets, especially those related to
information technology, the developmental role of banking institutions, the problems of inflation
and unemployment) on trust for the adoption and implementation of e-government to improve
services provided to all segments of society. This means that the socioeconomic growth is among
the aspects of citizen trust for the adoption and implementation of e-government. Thus, the
absence of aspects of social economic growth in the society for one reason or another is among
the main causes that negatively affect trust for the adoption and implementation of e-government
applications in these societies, including Jordan.
R33. The analysis also showed the impact of development in national ICT-related
infrastructure on the effectiveness of IS and networks in government departments to ensure the
successful adoption and implementation of new e-government services and applications.
Instability in the national ICT-related infrastructure in terms of reliability, availability,
accessibility, affordability and maintenance is among the main causes that negatively affect the
government and its departments in the adoption and implementation of IT, especially egovernment to serve the society.
R34. The analysis also showed the impact of development in national ICT-related
infrastructure on the effectiveness of the security and integrity of IS networks in government
departments to ensure the successful adoption and implementation of e-government services and
applications. Instability in the national ICT-related infrastructure is among the main causes that
negatively affect the security and integrity of the information and government transactions online.
R35. The analysis also showed the impact of development in national ICT-related
infrastructure on the integration of IS in government departments to ensure the successful
adoption and implementation of e-government services and applications. Instability in the
national ICT-related infrastructure is among the main causes that negatively affect the integration
of government IS.
R36. The analysis also showed the impact of development in the legal environment,
particularly those related to IT to integrate information systems in government departments in
order to ensure the success of e-government applications in developing societies, including
Jordan. Organisational culture in such societies requires a legislative and legal environment to
ensure the exchange of information between the various government departments. This means
that the unwillingness of those who work in public sector institutions to take responsibility is one
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of the boosters for the existence of such laws and regulations that protect workers in the sector,
governing the exchange process and give priority in access to information. Thus, the existence of
a legal environment and legislation relating to the application of IT in the public sector is among
the major causes that affect positively on the exchange and integration of information across the
various government departments.
R37. The analysis also showed the impact of integration between IS in government
departments on the design of websites and e-government services. Integration and restructuring
the internal operations of government departments require the design of the websites and eservices within certain characteristics commensurate with the new e-government services and
applications. Therefore, enabling the integration of information between the various government
departments require the application of criteria for good design of the websites and e-services to
ensure success in the end.
R38. The analysis also showed the impact of development in the legal environment and
legislation, particularly those related to IT to increase trust in e-government and thus the success
of the adoption and implementation of such services and applications in developing societies,
including Jordan. However, the absence of laws and legislation related to the adoption and
implementation of IT in general and e-government in particular is among the main causes that
negatively affect the confidence in e-government, and thus affect the successful adoption and
implementation of e-government in such societies.
R39. The analysis also showed the positive impact of the expansion in the participation of
citizens in the process of change towards e-government as a whole on the good design of the sites
and e-government services. This participation gives citizens the opportunity to design new
websites and services commensurate with their needs and demands of government departments
and societies in developing countries, including Jordan. However, the absence of active
participation in the process of change in general and design in particular is among the main
causes that negatively affect the quality of design of websites and services because it will be
based on assumptions and expectations of government officials about the needs and demands of
citizens. This is often the opposite of the reality and thus affects the successful adoption and
implementation of e-government in such societies.
R40. There are motives affect the behaviour towards acceptance or non-acceptance of a
particular event such as the adoption of new technology. Everyone has something to justify the
adoption and implementation of technology. Among these aspects highlight the characteristics of
the technology, the characteristics of context, organisational characteristics and characteristics of
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the citizens. In this context, however, aspects of the use of e-government rely primarily on
managing the change process in terms of support, communication and training and how the
characteristics of change management can be as a driver or barrier to the citizen of the adoption
and implementation of e-government services and applications in such societies.
R41. The analysis also showed a clear relationship between the means of awareness and
involvement of citizens in the process of change towards e-government and generates positive
attitudes affect the people in the adoption and implementation of e-government. This means that
the use of means (e.g. providing incentives and rewards, promotional campaigns to explain the egovernment, open meetings on a regular basis with government policy makers, and
communication via mobile phones as a more effective delivery of information about egovernment and active participation in the laws and policies on e-government) may affect the
ideas and attitudes of citizens to participate in the development of public services on the one
hand, and participation in the implementation of decisions relating to e-government on the other
hand.
R42. Managing the change process is among the most important factors in the success of
e-government services and applications in such developing societies, including Jordan. The
analysis showed the impact of the change management process as a whole on quality in egovernment services and applications. This means that the absence of effective management of
aspects of change towards the adoption and implementation of e-government will impact
negatively on the quality of e-government services and applications.
R43. The analysis also showed the impact of the expansion of citizen participation in the
process of change towards e-government as a whole to increase awareness about the safety and
security of information and transactions over the Internet. This participation gives citizens the
opportunity to know the threats that may face the misuse of government websites on the one
hand, and training on how to ensure the safety and security of information and transactions over
the Internet on the other hand. However, the absence of active participation in the change process
in general and the design process in particular is one of the main reasons that negatively influence
the awareness regarding the safety and security of information across the Internet, and thus affect
the successful adoption and implementation of e-government in developing societies, including
the Jordan.
R44. Another aspect of change management for the adoption and implementation of egovernment in these societies is to maintain the safety and security of information and electronic
transactions between government departments. Thus, the lack of effective management of the
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change process towards e-government in terms of support, communication and training adversely
affect the safety and security of information and transactions during the exchange between
government departments.
R45. The analysis also showed a clear positive relationship between the quality of egovernment services and applications, and trust in e-government adoption and implementation in
developing societies, including Jordan. This means that ensuring the quality of e-government may
affect the increase of trust in e-government adoption and implementation in such societies.
R46. There are motives affect the behaviour to accept or not accept a particular event
such as the adoption of new technology. Everyone has something to justify the adoption and
implementation of IT. Among these aspects highlight the characteristics of the technology, the
characteristics of context, organisational characteristics and individual characteristics of the
citizens. In this context, however, aspects of the use of e-government rely mainly on the
characteristics of IT, especially e-government in terms of ease of use and usefulness, and how
these can be as a driver or barrier to the citizen of the adoption and implementation of egovernment services and applications in these societies, including Jordan.
R47. The analysis also showed a relationship between socio cultural values and practices
and trust in the adoption and implementation of e-government services and applications. This
effect is often negative in the culture of such societies toward the government first and secondly
towards IT.
R48. The analysis also showed the impact of socio cultural values and practices on the
characteristics of citizens and their attitudes towards the adoption and implementation of egovernment services and applications. This effect in nature is often negative in the culture of such
developing societies, including Jordan and thus explains the negative attitudes of the citizens of
these societies towards trust in both the government and IT.
R49. The analysis also showed the impact of development in the national ICT-related
infrastructure to engage citizens in the process of change towards the adoption and
implementation of e-government services and applications in these developing societies,
including Jordan. Instability in the national ICT-related infrastructure because of problems related
to reliability, access and affordability, is among the main factors that affect negatively on the
involvement of citizens in the process of change and therefore the adoption and implementation
of e-government services and applications.
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4.4.5 Criteria for evaluating quality of grounded theory research process
Despite the fact that interpretive research, including a grounded theory methodology, has
emerged as a valid and important methodology to IS research, it is not uncommon for findings
from any qualitative research to be criticised for failing to meet certain standards of validity,
integrity and quality. Easterby-Smith et al., (2008) highlight their concern that often researchers
misunderstand ―grounded theory‖, not considering the rigour and challenge involved. Klein and
Myers (1999) provided a framework for evaluation of interpretive field studies in IS. This is to
assess the rigour of the grounded theory research process. They advocate a set of seven interrelated principles for the “conduct and evaluation of interpretive field studies” (Klein and Myers,
1999: p. 70) that can be used for post hoc evaluations, as in this research. The researcher has
evaluated the grounded theory research process applying each of the principles, and finds that
overall; the conduct of the research is sound. Details of the evaluation based on the Klein and
Myers‘s framework are summarised in Table 4.6. It should however be noted that the collected
data is diverse and rich and may still be subject to different interpretations. According to Corbitt
and Thanasankit (2000: p.9) “what we have to do is recognise what it is we who create and
suggest that others test our generalisations and our conclusions based on their own sense of
meaning”.
Principal of

1.The hermeneutic circle

2.Contextualisation

3.Interaction between the
researcher and the
subjects

4.Abstraction and
generalisation

Evaluation in this field study
Data transcriptions were frequently searched for themes explaining factors of egovernment adoption and implementation from different perspectives.
Interviewees were contacted to clarify experiences and events observed or
described in the interviews. The research iterated between the fragment of
interviews (parts) and the real life context to determine the full aspects of egovernment adoption and implementation in Jordan. Concepts were then applied
from the extant literature on e-government adoption and implementation to
explain the observed phenomena.
The data were collected in real life settings where practitioners had access to their
resources, documentations and tools used in e-government implementation.
Individual experiences had a strong impact on the way the projects were
described and what issues were emphasised as the most important.
Interviewees were encouraged to talk with no restrictions on the issues they feel
of importance. However, the researcher focused on the understanding of the
observed aspects of e-government adoption and implementation in Jordan, while
asking for additional explanations where necessary. The researcher also
encouraged the interviewees‘ to share views and opinions freely on what makes egovernment services and applications succeed and fail in the real life context.
The data collected was coded and analysed for commonalities and similarities
which were fundamental in forming general aspects for e-government adoption
and implementation in developing countries in general and Jordan in particular.
The system of codes, which enabled interpretation of the observed phenomenon,
evolved iteratively to provide an abstract framework of e-government adoption,
implementation and use factors, and issues related to these factors, decisions
resolving various adoption and implementation issues, and inter-related adoption
and implementation aspects which supported the decision-making process.
The initial understanding of e-government adoption and implementation factors
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5.Dialogical reasoning

6.Multiple interpretations

7. Suspicion

was based on the well-known IT adoption models described in the IS literature.
However, the researcher discovered deviations of accepted methodological
approaches from practice. The collected data show that observed practitioners are
not only concerned with the technical aspects of implementation, but also with
aspects related to contexts of the implementation and use environments. The
initial preconceptions had to be revised and the notion of adoption context
evolved during the analysis.
Practitioners from different backgrounds revealed common challenges
influencing e-government adoption and implementation in Jordan. However, egovernment practitioners presented their insights to deal with every single
challenge. However, through the use of code generalisation, we integrated the
interpretations of the observed phenomenon into a model for understanding the
factors influencing e-government adoption and implementation in Jordan.
The researcher understands that data collected was infused with some degree of
bias. However, this was countered by triangulating interviews with observations
to verify findings. Researchers‘ coding and interpretations of interviews‘
transcripts could also be biased. Iterative data collection and analysis was
therefore applied to allow any such misinterpretations to be identified and
subsequently minimised in the process.

Table 4.6 Principles for evaluating interpretive IS field studies (Klein and Myers, 1999)

4.4.6 Ethical considerations
There is an urgent need to find common principles of ethics when conducting research
involving humans (Glick, 2007). However, according to Trochim (2006), the process of finding
common ethical principles to fit all the research is extremely difficult on the basis that there is a
particular context for each research, which differs from other research. In the context of this
research, for example, there was an application to a set of ethical principles such as ensuring the
confidentiality of information, giving the freedom to participate or not participate in the research,
and display the information as it is without any change or distortion. There was also a
clarification of the objectives to be achieved in each phase of the study, and how the Jordanian
government can benefit from the results of this study to move forward in the reform and society
development. In addition, individual differences among the participants were taken into account
by giving the opportunity for all to participate at different potentials and abilities to do so in the
study.
The researcher was also careful not to put pressure on participants to answer questions,
but resorted giving participants the freedom to answer questions for which they wish to answer,
and leave those they do not want to answer them. The researcher also resorted to not to
overburden the participants, in turn, there was a timetable for each interview to be agreed upon in
advance with each participant individually. The researcher was also careful not to put the
participants in embarrassing situations, for example, the researcher presents topics with content
that may be sensitive or hurtful to the participants. From the above, the researcher was keen from
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the beginning to create the atmosphere of trust between him and the participants to achieve the
desired objectives of this study.

4.5 Chapter summary
This chapter presents the results of data analysis through the application of grounded
theory methodology, where categories and concepts are linked systematically through constant
comparative analysis between the codes. The conceptual model shown in Figure 4.22 summarises
the results of applying this methodology. Examples of the responses from participants were
provided to confirm the emergence of categories.
The main objective of this chapter was to explore the process of the emergence of the
grounded theory methodology on the adoption and implementation of e-government services and
applications. Therefore, this methodology passed through three phases: The first phase of this
study did not include a documented collection of primary data, but included a large-scale
exploration and was intended to guide and prepare the data collection process in subsequent
phases. The second phase was open coding, where the researcher sought to collect the largest
possible number of related concepts of direct and indirect relevance to the phenomenon studied.
The reason for this that the researcher was keen to discover the phenomenon from multiple
perspectives and thus bridge the knowledge gap in this regard; the use of such methodologies in
the context of developing countries in general and Jordan in particular. In this chapter the
researcher presented a comprehensive and integrated model of the emergence of categories,
concepts and properties of the phenomenon to be studied. In addition, the researcher pointed to
the sample chosen to participate in the first phase and the reasons behind their choice to
participate in this phase and other later phases. The third phase was selective coding, where the
researcher was seeking to focus on an in-depth exploration of the concepts of direct relevance to
the phenomenon studied. Finally, the researcher linked the core category to the other subcategories of different levels to reach a preliminary formulation of the research hypotheses on the
one hand, and the initial research model on the other hand. However, the goal was to assist the
researcher in the next quantitative phase for the formulation of research hypotheses and obtain the
final research model that explains the factors that affect the adoption and implementation of egovernment in Jordan.
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Chapter Five
Validating the grounded theory based model
using structural equation modelling (SEM)

5.1 Introduction
This chapter presents the research approach and methodology used for validating the
emergent model resulted from the grounded theory phase of the study. The results of the survey
developed will be presented and analysed using multivariate techniques and initial reliability
assessment of constructs, a confirmatory factor analysis for instruments refinement and validity
assessment of the constructs. Finally, the proposed model and hypotheses will be tested using
Structural Equation Modelling.

5.2 Research approach
A research approach that applies a quantitative approach falls under the post-positivist
claims for developing knowledge (e.g. cause and effect thinking, reduction to specific variables
and hypotheses and questions, use of measurement and observation, and the test of theories)
(Creswell, 2003). Quantitative research is basically the process of testing hypotheses. According
to some theoretical foundations and implications of the measured variables, hypotheses are
formulated. A stratified two-stage cluster sample was taken to reduce sampling error, reduces
sampling bias and carefully chosen sample size to represent the population (Newman and Benz,
1998).
This research aims to develop a conceptual model for the adoption and implementation of
e-government services and applications on the basis of an exploratory study applied grounded
theory methodology, and test empirically the interrelationships within the proposed model in
Jordan. Accordingly, the quantitative approach was chosen to test the research model empirically,
since the quantitative approach is most often concerned with testing causal hypotheses and
theories (Hughes, 2006). This research involves the formulation of hypotheses based on some
theoretical foundations and implications of the measured factors. Moreover, the quantitative
approach allows the researcher to conduct a well-structured and well-executed study that
employed thorough data collection techniques on a large scale and representative sample to over
70% of the population, and thus to check the reliability and validity of measures used in this
research (Amaratunga et al., 2002). However, a small-scale qualitative pilot study was conducted
to determine whether there are any unexpected problems that need to be resolved before
conducting the main quantitative study.
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5.3 Research methodology
Research methodology is a general outline for the workflow set by the researcher to
determine how to answer the research questions and thus achieve the objectives. This general
outline usually involves determining how data are collected in reference to data sources, access of
data, process of data, and ethics. Here, the research methodologies used were the combination
between sample survey and case study research. In Management Information Systems (MIS)
research, the survey research methodology is a popular and common. It allows the collection of a
large amount of data from a sizeable population in a highly economical way (Abareshi and
Martin, 2009). The purpose of this phase is to test the hypotheses that arise from the grounded
theory based model presented in chapter 4. However, selecting a sample survey and case study
research as a research methodology for data collection at this phase may increase the
generalisability within the specific context of the proposed model with almost representative data
(70% of the Jordanian society).

5.4 Sampling
Sampling is of great importance to researchers, since the collection of data from the entire
population is impractical or impossible. However, the significance of any sample lies in the
representation of the population (Hair et al., 2003).
The main objective of quantitative research is to obtain almost a representative sample of
the population. This means that the researcher may consider a small group of people who are
representative of a larger group and therefore the results could be generalised more accurately for
a larger group of the population more accurately (Neuman, 2003). According to the national
youth strategy for Jordan (2005-2009), Jordanian society is young in nature as the proportion of
people under the age of 30 is 74% of the population. More specifically, the proportion of young
people aged between 12 and 30 is 40% of Jordan's population, or nearly 2.2 (out of 5.97) million
people in the figures. They are the largest demographic group in the country. Accordingly, the
Jordanian universities were selected as sources for populations for data collection in this phase of
the study. The reasons for this choice are: 1) since Jordanian society is relatively young,a
representative sample of 74 % of the Jordanian society may be collected from Jordanian
universities on the basis that young people are the highest in the Jordanian society, 2) expansion
in the use of the Internet and information technology in the society as part of achieving a national
goal to ―online society‖, and 3) Since the researcher has experience of working in Jordanian
universities for several years, this would help to ease access to data and increase the response rate
of individuals likely to participate in this phase of the research.
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This study used a stratified two-stage probability proportionate to size cluster sampling in
which the universities were selected with its probability prevalence within each stratum. On the
regional scale the sample was self weighting. The sample frame was derived from the Statistical
Yearbook of Jordan for the year 2009 (DOS, 2009), and is considered accurate. Cluster sampling
is used when the study population is spread across a wide geographical area. This may result in a
larger sample than using a simple random sampling, but with very much saving in time and
money for administration (Lehtonen and Pahkinen, 1995). It is the only practical way of carrying
out such a study.

5.4.1 Requirements of the sampling design
The sample of this research was designed with several objectives in mind. It should be of
a sufficient size to allow for comparison between those who are interviewed at all levels (e.g.
students, administrative and academic staff), and it should be possible to estimate measures on
the whole region level.
Jordanian universities are divided into three strata by authority of university (private and
public) and geographical location (North, Middle, and South of Jordan). Table 5.1 shows the
universities in terms of governorate, region and authority. The universities are unequally
distributed between these Stratums. The North of Jordan makes up about (34.3%) of total
students and about (33.8%) of total administrative staff and academics in the total universities in
Jordan, and the middle region accounts for around (54.3%) of total students and about (54.6%) of
total administrative staff and academics. The south region consists of (11.4%) of total students
and about (11.6%) of total administrative staff and academics.
University
Jordan
Yarmouk
Mu'tah
Science & Technology
Al-AlBayt
Hashemiyyeh
Amman Al-Arabia
Philadelphia
Al-Isra'
Applied Sciences
Petra
Princes Sumaia for Technology
Jordanian Academy for music
Amman Al-Ahliyyeh
Zaytooneh
Jarash

Governorate
Amman
Irbid
Karak
Irbid
Mafraq
Zarqa
Amman
Jerash
Amman
Amman
Amman
Amman
Amman
Balqa
Amman
Jarash

Region
Middle
North
South
North
North
Middle
Middle
North
Middle
Middle
Middle
Middle
Middle
Middle
Middle
North

Authority
Public
Public
Public
Public
Public
Public
Private
Private
Private
Private
Private
Private
Private
Private
Private
Private
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Zarqa
Irbid
Faculty of Educational Sciences
Balqa Applied
Al-Hussein Bin Talal
Tafila Technical
German Jordanian
Middle East for Educate Studies
Jadara for Graduate Studies

Zarqa
Irbid
Amman
Balqa
Ma'an
Tafielah
Amman
Amman
Irbid

Middle
North
Middle
Middle
South
South
Middle
Middle
North

Private
Private
Public
Public
Public
Public
Private
Private
Private

Table 5.1 Study sample

Since the final estimates from the sample are weighted, this does not affect the
representativeness of the sample in any way. Three geographic reporting domains were identified
based on the authority of the university and the geographical location on the extension of whole
Jordan. The total sample of about (500) interviewees would have been needed in order to make a
self-weighting sample ,or (525) interviewees would have been needed in order to select a 0.025
size sample of all individuals under study. In considering both, the final total sample was (525)
interviewees, which is distributed as (180) interviewees in the North, (285) interviewees in the
Middle, and (60) interviewees in the South.

5.4.2 Selection of the sample
The design is a stratified two-stage sample of students, administrative staff and academics
within these universities. The first stage is the selection of the students within each stratum
(which are then the primary sampling units) (PSUs). The second stage is the selection of the
administrative staff and academics within each selected university. Table 5.2 shows the
distribution of the sample frame.
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Table 5.2 Distribution of the sample frame

5.4.2.1 First stage selection: selection of PSUs
Each of the three regions in Jordan was treated as a separate stratum in the sample, and
the clusters (PSUs) were selected from the list of all clusters (private and public universities) in
the stratum. No other stratification was used, but the ordering of clusters (private and public
universities) in the frame provided some implicit stratification, and in particular ensured that the
sample was well spread out geographically.
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Clusters were selected with probability proportional to their size (PPS) with the same
prevalence weight of the students and the academic staff to be selected in each cluster- (around
34.3%, 54.3%, and 11.4% respectively of the total students, administrative staff and academics
within all stratums). This means within each stratum the sample is approximately self-weighting.
In selecting clusters the measure of size used was the number of students, administrative staff and
academics within each cluster as provided in the Statistical Yearbook of Jordan for the year 2009.
However, Jordanian universities are distributed as follows: 7 universities in the North, 14
universities in the Middle, and 3 universities in the South of Jordan.

5.4.2.2 Second stage selection: sampling within clusters (PSUs)
In a cluster sample, the variance and the precision of the estimates, is affected by the
character of the clusters. If the individuals within each cluster are very much alike, then each
individual selected after the first in a cluster does not contribute much new information to the
sample.

For example, when a cluster falls within the region (using the authority of the

university), it is known after the first filled questionnaire that all the other questionnaires will be
situating under the same conditions and tending to the same attitudes (Lehtonen and Pahkinen,
1995). Therefore, when the clusters are expected to be homogenous, it is prudent to have a small
number of questionnaires within each cluster. While larger number taken can be appropriate if the
clusters are heterogeneous. However, the reason for using a cluster sample in the first place is
cost considerations, and having very small sample takes in each cluster becomes very expensive
(Lehtonen and Pahkinen, 1995).
Within a cluster the selection procedure was linear systematic sampling: students,
administrative staff and academics within the selected universities were listed, and the sample
was selected by taking students, administrative staff and academics at fixed intervals from the
list. The first interviewee was selected randomly. Thus, given that the number- (that consisted by
multiplying the weight of the students, administrative staff and academics size from the total
number of the sample for the stratum)- of the universities were to be selected within each chosen
cluster, the sampling interval was determined to be the number of interviewees in the university
divided by that number.

A random start between 1 and the interval was selected, and

interviewees were selected systematically at regular steps defined by the calculated interval. This
kept the sample approximately self-weighting within each stratum.

191

5.4.3 Selection probabilities
The formulas for selection probabilities (Deming, 1960; Kish, 1965; Lehtonen and
Pahkinen, 1995) are as follows, and the notations used are given in Table 5.3.
Symbol
N
n
m
P
S
C
F

Meaning
Total students, administrative staff and academics
Sample students, administrative staff and academics count
Sample interviewees number of clusters (universities) (PSUs)
Selection probability (or inclusion probability)
Index of stratum
Index of cluster
Index of interviewee

Table 5.3 Description of notations used in formulas

The selection possibility (or inclusion probability) for a cluster c in stratum s as follows:
(1)
Where ms determined by the constraint that there should be a number represents 100% of total
universities within each stratum.
(2)
Within each cluster, a percent of the interviewee interviewees‘ number are selected
related to clusters' weight in the frame. The selection probability for an interviewee within a
cluster is then as follows:
(3)

The overall, inclusion probability for an interviewee in a stratum then becomes:

(4)
Since ps,c,f

= ps,c . ps,f
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5.4.4 Sampling weights
There are two types of sampling weights. The expansion weights create estimates
equivalent to real numbers in the total population, while the relative weights retain the sample
size and only adjust the relative contribution of each interviewer of analysis. The expansion
weights are calculated as the inverse of the sampling probability; while the relative weights are
calculated as the expansion weight divided by the mean of all expansion weights (Deming,
1960; Kish, 1965; Lehtonen and Pahkinen, 1995). Thus, the expansion sampling weight is:

(5)
Where, f is an index of each analysis interviewer. The relative sampling weight is then:

(6)
The sampling weights were not used in the estimation of the research results, because
all weights were adjusted for non-response, which their rates will be very low closed to zero.

5.5 Data collection
5.5.1 Developing measures for the study
The measures used in this phase of the study were based on the results of the grounded
theory phase to explore the factors that affect the adoption and implementation of e-government
services and applications in Jordan (Appendix E). Participants were asked to rate their degree of
agreement or disagreement with statements related to the factors that affect e-government in
developing countries in general and Jordan in particular on a 7-point Likert-type scale ranging
from strongly disagree (1) to strongly agree (7). These statements were uniquely designed around
the specific research questions to help the formation of a questionnaire to explore knowledge,
experience and views from multiple perspectives on the phenomenon in its real context.
However, this measure can quantify the answers of the participants and obtain a scaled score, as
well as allowing assessment of individual participants and the comparison between the
participant, these attributes and other make this measure efficient to manage and easy to score
(Trochim, 2006).
The questionnaire began with the demographic questions in part A. The remaining 5 parts
of the questionnaire consisted of statements where participants were asked to using a multiple-
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choice question to choose the best possible answer among all options presented. Part B of the
questionnaire consisted of 2 questions to assess the experience of participants in the use of
computer and why they use the computer. Part C consisted of 4 questions to assess the experience
of participants in the use of the Internet, how much they spend monthly on the Internet use, where
and why they use the Internet. Part D of the questionnaire consisted of 3 questions to assess the
experience of participants to contact the government, how to contact government and how they
prefer to contact government. Part E of the questionnaire consisted of 2 questions to assess the
experience of participants in the use of e-government and why they use e-government. Finally,
Part F consisted of a series of questions related to factors that are believed to affect the adoption
and implementation of e-government in Jordan, where participants were asked to rate their degree
of agreement or disagreement with the stated questions (Appendix D).
The questionnaire was pilot-tested on 25 of Jordanians to assess their understanding,
readability and clarity of the questions, and the consistency and the rational sequence of the items
and question construct. The pilot-test also confirmed the length to complete the questionnaire
between 20 and 25 minutes. Minor changes were made in response to feedback from the pilot
group, which will be addressed in subsequent sections of this chapter.

5.5.2 Pilot study
The survey instruments were validated in two stages. In the first stage, the draft
instruments resulting from the grounded theory study were reviewed by five experts and
academics in the field of IT from the University of Bradford in the UK. The purpose of the pilot
testing of the instruments at this stage was to get advice from experienced professionals to assess
the initial survey instruments and thus help in determining an acceptable formula of instruments
used to collect data for this phase of the research study. Accordingly, several changes were made
and incorporated into the initial draft of the survey instruments, which were subsequently used in
the second phase of testing survey instruments.
In the second stage, the revised draft of the instruments were distributed to a group of 25
Jordanians who were able to spend approximately 20-25 minutes to help fill in the questionnaire.
Most of these were graduate students in the areas of management and IT in the UK, while the
others are those who were delegates from Jordan to the UK to attend workshops on how to
maintain the development of communities in light of financial crises; this was in the period
between April and June of 2009. These gathered data were excluded from the selected sample of
this phase of the study.
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The purposes of this stage were to test the questionnaire in confirming the
understandability of the meaning of each construct, and the consistency and the rational sequence
of the items in the questionnaire, measuring the coverage percentage of all the constructs that
may potentially influence the adoption and implementation of e-government services and
applications, and measuring the validity of content.
The researcher surveyed the 25 interviewees face to face. This took him five-working
days, which means that the researcher could accomplish five questionnaires and five pilot forms
in each working day. The time of filling the questionnaire was in average 22 minutes for all
interviewees.
Since the researcher filled the questionnaire face to face, he could identify the need for a
dictionary for some translated concepts that could not be written in understood Arabic language
in anyway (e.g. Internet connection types). Also, it could be clear that, there were some missing
data in the final design of the questionnaire that had to be in the cover page. These data were the
basis in the selection of the sample of the research study, like the governorate, the region, and the
name of the university. This need was cleared up to assure the sample weights in each stratum
divided according to the region.
When the 25 questionnaires and pilot forms were filled and entered to the computer on an
Excel sheet, they were analysed and it could be concluded that:


All the variables likely to affect the adoption and implementation of e-government were
covered with a high percentage (100%) as shown in all the pilot questionnaires.



The content validity for all the variables used was high (100%) of all questionnaires.



The instructions clarified to proceed in filling the questionnaire were rated high with a
percentage of (95%) (High degree), while 5 % (Moderate degree) were wondering about
whether it is possible to select more than one answer to some questions, and how to
answer some other questions, especially those related to identifying the percentage of
aspects of the use of computers and the Internet, where the questions were not presented
clearly in the questionnaire, and therefore they suggested that the representation of the use
percentage should be more detailed than it is.



Ease of understanding the items of the questionnaire was high of 93% (High degree),
while 7% (Moderate degree) were asking for a definition of some idioms used in the
questionnaire to avoid confusion when filling out the survey questionnaire.
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The sequence of the questionnaire items was high with a percentage of 94 % (High
degree) to facilitate understanding of the questions, while 6% (Moderate degree) had
considerations for improvement and were already taken into account.

In conclusion, the two-stage pilot study lasted for 10 days; the response rate was 98% and
was relatively high, the response rate for some items of the questionnaires especially the type of
the Internet connection was moderate, so the researcher resorted to attach a small dictionary for
some idioms in the questionnaire. Also, the researcher pointed to the need for a cover page added
to the questionnaire. This page includes data identifying the sites visited. According to the results
above, the researcher validated the instruments of the questionnaire for data collection at this
stage of the research study.

5.6 Data Collection methods
This methodology enabled the researcher to collect descriptive cross-sectional data (Hair
et al., 2003), and based on careful considerations of the questionnaire items, the researcher was
able to collect information on individual preferences, attitudes, behaviours, as well as intentions
and expectations about some of the issues relating to a particular phenomenon, and on the basis of
the variables. A face-to-face questionnaire was administered to a sample group of people.
According to Rios (2007), “face-to-face survey is still holding an enormous advantage over
newer and cheaper forms of survey-taking... although costly, time-consuming, and labourintensive, the face-to-face interview is still an extremely powerful tool for collecting data”.
Despite the flaws in the face-to-face survey methodology, such as high cost, timeconsuming, and labour-intensive, there are still many who prefer this methodology and for
reasons such as ease of administration, reliability at the same time, more in-depth response from
the subject, and the ability to capture data Accurately (Rios, 2007).
The questionnaire was distributed to the participants face to face by the researcher and
two volunteers who were trained by the researcher and monitored in the field work. The
questionnaire was written in both Arabic and English, and supported by a cover page to explain
the circumstances surrounding the conduct of the survey study, and the nature of the
questionnaire and the instructions that must be taken to move forward to fill in the questionnaire
correctly (Harkness and Schoua-Glusberg, 1998). Participants were free to choose the version
that suits them to express their views and attitudes towards the adoption and implementation of egovernment in Jordan. Richness and complexity of the results of the grounded theory study
justified for the researcher to use a face-to-face survey questionnaire in order to avoid neglecting
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any concept resulted from the study and may have an impact on the robustness of the emerging
theory, so the physical presence of the researcher and the volunteers in such cases was necessary
in spite of the negatives mentioned above. Also, poor infrastructure for IT to enable access to
individuals likely to be involved in the study in different regions, given that most modern
methodologies for data collection based on the technology, justified for the researcher to choose
the face-to-face questionnaire methodology to ensure accuracy in data collection and accuracy in
determining the right participants in spite of time and high cost, which may be incurred by the
researcher.
In many cases, it was not possible to directly collect the questionnaires from the
participants, especially academics and administrators, for reasons that may relate to their concern
at work. Therefore, there was involvement of some members of student unions in some
universities to collect these questionnaires and keeping them until given to the researcher later on.
These members were a point of contact between the research team (researcher and volunteers) on
the one hand, and participants from academics and administrators in universities on the other. For
participants from students, the case was different where the team was keen to collect
questionnaires from students on completion of the questionnaires and it was not possible to meet
them outside the boundaries of the classroom.
In addition, the face-to-face questionnaire does not constitute an additional burden to the
participants, for example the participant pays for the Internet to access to the survey
questionnaire. The team was responsible for all matters relating to the collection of data from the
beginning of the distribution of the questionnaire to the delivery of the questionnaire to the
research team. This means that the participants were responsible only to fill out questionnaires
without any other burdens.
Also, among the advantages of the face-to-face questionnaire methodology for data
collection was not to allow random responses during the distribution of questionnaires to the
participants. In reference to all those who participated in the completion of the questionnaire were
from the groups that made up the study sample. Accordingly, the research team was very careful
to distribute questionnaires and strictly neutral, so it did not allow any person to proceed to fill in
the questionnaire, if not among the constituent groups of the study sample. According to Doyle,
“face-to-face surveys offer advantages in terms of data quality. More than any other survey
delivery mode, a face-to-face survey allows researchers a high degree of control over the data
collection process and environment” (2005: p. 2).
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Studies indicate that the survey delivery modes which rely on the use of IT in the
collection of data suffer from a low response rate (Lang, 2002; Deutskens et al., 2004; Sivo et al.,
2006). However, this may not appear evident in the face-to-face survey and therefore can get the
required number of responses. There is evidence that the use of face-to-face surveys would
provide more responses (Doyle, 2005). Also, face-to-face survey questionnaires offer
considerable advantages in terms of amount and complexity of the data that can be collected
(Doyle, 2005). By using face-to-face surveys, the researcher can achieve the maximum of the
complexity and quality of the data collected than any other modes of survey delivery, such as
phone, mail and the Internet.
Data collection took 6 weeks of time. During this time, 525 of valid responses were
collected. The response rate was more than 90%. Of the valid responses, 476 were in Arabic and
49 were in the English language. It was decided to follow up and remind participants of
administrative and academics in some universities who could not complete the questionnaires by
the presence of the research team.

5.7 Data examination
5.7.1 Missing data handling process
The researcher and those who were helping to collect the data were so keen to clarify the
questions for the participants to avoid any missing data could affect the results of the analysis.
Overall, surveys often include failure to respond to some of the questions and thus create the
problem of missing data (Howell, 2008). The researcher found that the procedures followed in
data collection were enough to curb the problem of missing data. Accordingly, it was easy for the
researcher to solve it by excluding questionnaires that contain missing data. The number of valid
questionnaires was collected, which was larger than the allowable sample size limit (200-500) to
obtain reliable statistical results (Israel, 1992). The total number of questionnaires, which
contained incomplete data, did not exceed 15, and because the number that was collected
achieves the objectives of the study, the researcher neglected those questionnaires without the
need to collect more of the questionnaires.

5.7.2 Testing the assumptions of multivariate analysis
To meet the requirements of data analysis, it was necessary to investigate the multivariate
normality of the sample data. This was done using graphical and numerical methods. The former
involves computing the skewness-Kurtosis of normality (Mardia, 1974; Valle, 2007). The latter
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include drawing a histogram of the different variables in the research model, which is an effective
graphical technique for showing normality of the sample data (Razali and Wah, 2010). The
results indicated no departure from normality (Appendix F). Therefore, the analysis proceeded by
using the maximum likelihood estimates (MLE) method to estimate the research model using
AMOS V18.

5.8 Data analysis
Diversity in the statistical methods has been a major challenge for researchers to make
sense of the data collected. According to Hair et al., (2003), there are two basic steps in the
analysis of quantitative data: (1) descriptive statistics to get a description of the basic features of
the sample data, and (2) inferential statistics to test hypotheses by using data collected from a
sample for to make inferences about the larger population from the sample was drawn. For this
study, the researcher adopted the two steps of statistical analysis to make sense of the data
collected.

5.8.1 Descriptive statistics
Descriptive statistics are used to get a description of the basic features of the sample data.
This statistical analysis organises and summarises large data sets in a smaller number of
meaningful statistical indicators (Janssens et al., 2008). Descriptive statistics usually contains
three types of indicators: frequency distribution, measures of central tendency, measures of
dispersion. All these statistical indicators were used in this phase of the study.

5.8.2 Confirmatory factor analysis and structural equation modelling
For this study, structural equation modeling (SEM) using Amos 18 software package was
used to analyse the sample data. Structural equation modelling (SEM) was used for the following
reasons: (1) it enables researchers to conduct confirmatory factor analysis to assess instruments
resulting from the previous phase (Kelloway, 1998), (2) it allows for the specification and test the
complex path models which contain a sophisticated understanding of complex phenomena, and
(3) it provides a unique analysis considers all questions of measurement and prediction at the
same time (Kelloway, 1998).
SEM is a statistical technique that allows the researcher to examine multiple interrelated
dependence relationships in a single model (Hair et al., 2003). There is agreement that all the
structural equation models involve two aspects: first, an estimate of the multiple interrelated
dependent relations between variables, and second the ability to construct latent variables while
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accounting for estimated measurement error associated with the imperfect measurement of
variables. This is particularly useful when a dependent variable in one equation becomes an
independent variable in another equation (Hair et al., 2003). However, SEM has become an
increasingly popular tool for researchers to validate theoretical models (Gefen et al., 2000).
Blaikie argues that “structural equation modeling can handle the relationships between a series
or network of interrelated predictor variables. It can estimate a series of separate, but
interdependent, multiple regression equations simultaneously” (2003: p. 154).
This phase of the research study uses the two-step process SEM, namely a measurement
model and a structural model, which provides a better way to examine the theoretical models
empirically (Hair et al., 2003).

5.8.2.1 Confirming the measurement model (CFA)
Confirmatory factor analysis (CFA) is a statistical technique used to test a pre-specified
relationship of observed measures. CFA allows the researcher to test whether the measures
assumed for a construct (or factor) are consistent on the one hand, and measure the same factor
on the other hand. According to Klein (2007), CFA is used to validate the hypothesised
theoretical constructs (or factors). In this sense, CFA measures the extent to which a set of
observed variables (or items) represent the theoretical construct (or factor) they purport to
measure. According to Hair et al., (2006), combining the CFA results with construct validity tests
would enable researchers to gain a better understanding of the quality of their measures. CFA
aims to identify a number of items that can explain all of the hypothesised constructs (or factors)
in the study. Each item can be explained by the construct that represents it, and can be explained
through the so-called path loading. Given that this study is based on a robust exploratory study,
constructs (or factors) structures were specified. Each of these structures was subject to
refinement and confirmation using the CFA, so it can subsequently be used to collect data for this
phase of the study. Following this, the measurement model was developed, which specifies the
relationships between the observed variables (or items) and latent variables or hypothetical
constructs (factors). Issues of reliability and validity of the observed and latent variables were
also identified. This was done before fitting the structural equation model, where relationships
between the hypothetical constructs (or latent variables) were specified (Webster and Fisher,
2001).
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5.8.2.2 Overall model fit
Each of the measurement and structural models should be subject to the assessment of
overall model fit in order to decide whether the model adequately represents the set of causal
relationships, or not. This is usually done through the assessment of the goodness-of-fit measures.
There are three different types of goodness-of-fit measures: absolute fit measure, incremental fit
measure, and parsimonious fit measure (Hair et al., 2006). The researcher chose two absolute fit
measures (e.g. GF1, RMSEA), four incremental fit measures (e.g. IFI, TLI, CFI and AGFI), and a
parsimonious fit measure (e.g. CMIN/DF) to evaluate the measurement model as shown in Table
5.4.
Goodness-of-fit types
Absolute fit measures
Goodness-of-fit index (GFI)
Root mean square error of approximation
(RMSEA)
Incremental fit measures
Tucker –Lewis index (TLI)
Comparative fit index (CFI)
Adjusted goodness-of-fit index (AGFI)
Incremental fit index (IFI)
Parsimonious fit measures
Normed chi-square (CMIN/DF)

Acceptable levels of goodness-of-fit
Greater than or equal to 0.90
Acceptable fit less than or equal to 0.08, good fit
less than or equal to 0.05, marginal fit between 0.09
and 0.1
Greater than or equal to 0.90
Greater than or equal to 0.90
Greater than or equal to 0.80
Greater than or equal to 0.90
CMIN/DF value is greater than or equal to 1.0 and
less than or equal to 5.0

Table 5.4 Goodness-of-fit measures

5.8.2.3 Measurement model fit
After accepting the overall CFA model, each construct can be evaluated separately by: (1)
examining the indicator loadings for statistical significance, and (2) estimating the composite
reliability of the measures. This provides evidence of the convergent and discriminant validity of
the research instruments (Hair et al., 2006).

5.8.2.4 Structural model /path model
CFA is not able to look into the nature of relationships between the variables far from
simple correlations (Hair et al., 2006), so a structural theory can conceptually represent the
relationships between constructs. Accordingly, the structural model can be defined as “a theory
with a set of structural equations and usually depicted with a visual diagram” (Hair et al., 2006:
p.845).
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In this study, a path analysis for the structural equation model with latent variables was
used to evaluate the hypothesised relationships that help attitudes towards the adoption,
implementation and use of e-government systems. The application of the SEM usually requires
the researcher to take the following two issues to test the research model: (1) the overall and
relative fit of the model, and (2) the sample size, direction of the relationship, and significance of
the relationship as estimated in the model.
After assessing the measurement model, the structural model was developed to test the
hypothetical causal relationships between factors tested in the measurement model.

5.8.3 Reliability analysis
Hair et al., (2006: p. 137) introduce reliability as “an assessment of the degree of
consistency between multiple measurements of a variable”. Indeed, reliability indicates the
dependability and consistency in research findings. In the same context, according to Hair et al.,
(2006), reliability of any survey instrument can be achieved if the repeated application of the
instrument gave consistent results. Also, testing the instrument with the same individual at two
different points in time is among the means of assessment for consistency. This means that if the
responses about a particular instrument are not much different from time to time, the instrument
is considered reliable, otherwise the instrument is considered unreliable. For this study, reliability
was calculated by measuring the internal consistency of the entire scale. This internal consistency
is usually obtained by calculating the coefficient alpha, or known as Cronbach's alpha. The lowest
acceptable limit for Cronbach alpha is 0.70 (Hair et al., 2006). Churchill argues that “coefficient
alpha absolutely should be the first measure one calculates to assess the quality of the
instrument” (1979: p. 68). Additionally, reliability of the scales can be tested by the so called
composite reliability. For each of the constructs (or factors) in the research model, the acceptable
value for composite reliability should exceed 0.70 (Bagozzi and Yi, 1988). This can be calculated
through the formula suggested by Fornell and Larcker (1981) as follows:

(7)
This study used both the Cronbach's alpha and the composite reliability to assess the
reliability of the scales.
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5.8.4 Validity analysis
Maitland and Hannah (2008: p. 203) introduce validity as “the extent to which an
instrument accurately measures or predicts what it is supposed to measure or predict”. The
following approaches were used to assess scale validity in this phase of the research study.

5.8.4.1 Content validity
Maitland and Hannah (2008: p. 203) introduce content validity as “a measure of the
extent to which the content of the test measures all of the knowledge or skills that are supposed to
be included within the domain being tested, according to expert judges”. In order to establish the
content validity of a measuring instrument, five of the experts and academics in the field of
information technology, especially e-government reviewed the items and definitions of the
constructs. Based on their responses, several items were amended, whether by addition or
deletion from the scale, and therefore the operational definitions were modified to fit with the
changes made to the scales. The questionnaire was translated into Arabic with the assistance of
experts and academics taking into account the precision in the meanings, as well as consistency
between the English and Arabic versions.

5.8.4.2 Construct validity
Construct validity is considered as “the true measure of accuracy; this involve the extent
to which the test actually measures the hypothetical construct or behaviour it is designed to
assess” (Maitland and Hannah, 2008: p. 203). Establishing construct validity (through statistical
measures) of the item measures selected from samples may enhance the representativeness of the
actual true scores that exist in the population (Hair et al., 2006). In order to establish construct
validity of the scales in this study, each measurement scale was evaluated by using its convergent
and discriminant validity tests.

5.8.4.2.1 Convergent validity
Hair et al., (2006: p. 771) introduce convergent validity as “the extent to which indicators
of a specific construct converge or share a high proportion of variance in common”. For this
study, convergent validity was assessed by examining: 1) factor loadings, which relate
significantly all indicators to their respective constructs; all the absolute values of critical ratios
(C.R.) of all the indicators should be greater than 1.96, at the 0.05 level of significance, 2)
standardized regression coefficients, which should be greater than 0.50, and 3) the average
variance extracted (AVE), which reflects the overall amount of variance in the indicators
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accounted for by the latent construct. Thus, higher values of the AVE indicate that the items are
truly representative of the latent construct. An average variance extracted (AVE) of at least 0.50
provides support for convergent validity.

5.8.4.2.2 Discriminant Validity
Hair et al., (2006: p. 771) introduce discriminant validity as “the extent to which a
construct is truly distinct from other construct”. For this study, discriminant validity was
assessed by comparing the squared correlation between two constructs with their respective
average variance extracted (AVE). The average variance extracted (AVE) of both constructs
should be greater than the squared correlation between the two constructs.

5.9 Results and analysis
5.9.1 Discussion on demographic characteristics of the sample

Figure 5.1 Gender distribution

In Figure 5.1, the majority of the 525 participants in the survey were male (65.14%) and
over one third (34.86%) were female.
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Figure 5.2 Age distribution by gender

In Figure 5.2, the majority age group of the 525 participants of both genders was ranging
(20-34). The next group of men participants were those who fall within the age group (less than
20), followed by the age group (35-49). Those aged (50-64) represented a small number of
participants. It should be noted that there was no involvement of males (over the age of 64).
While, the majority age group of the female participants was ranging (20-34). The next group of
women participants were those who fall within the age group (less than 20), followed by the age
group (35-49). Those aged (50-64) represented a small number of participants. It should be noted
that there was no involvement of females (over the age of 64).

Figure 5.3 Education distribution by gender

In Figure 5.3, the majority of the 525 participants of both genders were holders of
bachelor degree. For men, the participants were holding the following degrees from top to least:
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master degree, doctorate degree and then higher diploma. While the female participants were
distributed as follows from top to least: higher diploma, doctorate degree and then master degree.

Figure 5.4 Age distribution by education

In Figure 5.4, the Y-axis reflects the age groups of participants, while the levels of
education appear along the X-axis, which can be subdivided into frequencies within the level of
education. Thus, the horizontal bars show the frequency of the education levels along certain age
groups.

Figure 5.5 Regional distribution by governorates

In Figure 5.5, the largest number of respondents were from Amman (38%), followed by
Zarqa. This was expected because this study targeted students in the first place, as well as the
number of universities in the capital of Jordan (Amman) more than other regions.
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Figure 5.6 Occupational distribution

Figure 5.7 Occupational distribution by gender

In Figure 5.6 and Figure 5.7, the majority of the 525 participants were students, followed
by academics and administrative staff, respectively. However, Most of the participants of the
administrators were female. This was expected because the administrative and secretarial
functions often assigned to females without men, while the majority of participants of the
academics were male.

5.9.2 Descriptive analysis
Descriptive statistics were conducted to determine whether the data is normally
distributed, or not. This included the mean, standard deviation, skewness and kurtosis values.
According to Vose, “values between -3 and 3 for Skewness and Kurtosis can probably be
considered normal” (2008: p. 99). The results confirmed no departure from normality. Therefore,
the analysis proceeded by using the MLE method to estimate the research model using AMOS
V18.
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5.9.3 Scales reliability testing
The Cronbach alpha was calculated to measure internal consistency among the items in
the measurement model as shown in Table 5.5.
Construct (or factor)
Quality of e-government
Macro political environment
Sociocultural environment
Online safety and security
Citizen involvement
Development of ICT-related infrastructure
Change process management
Citizen trust in e-government
System integration
Organisational effectiveness and management
Socioeconomic environment
Citizen characteristics
Usage aspects of e-government
Legal environment
Website design
Adoption and implementation of e-government
Actual use of e-government

Cronbach’s α for initial
items before refinement
0.734 (13 items)
0.717 (9 items)
0.762 (24 items)
0.706 (7 items)
0.721 (6 items)
0.739 (13 items)
0.729 (5 items )
0.855 (6 items )
0.757 (5 items)
0.707 (12 items)
0.773 (12 items)
0.707 (11 items)
0.771 (11 items)
0.717(4 items)
0.743 (12 items)
0.707 (4 items)
0.742 (4 items)

Cronbach’s α for items
after refinement
0.812 (6 items)
0.731 (4 items)
0.910 (7 items)
0.713 (4 items)
0.721 (6 items)
0.774 (6 items)
0.761 (4 items)
0.942 (4 items)
0.757 (5 items)
0.754 (5 items)
0.873 (5 items)
0.855 (5 items)
0.806 (5 items)
0.717 (4 items)
0.982 (5 items)
0.707 (4 items)
0.742 (4 items)

Table 5.5 Reliability test for all measurement items (before and after refinement)

Reliability analysis showed that all items were higher than the acceptable level of 0.7,
with others attaining more than 0.8 (good) and more than 0.9 (excellent) (George and Mallery,
2003) and therefore considered reliable for the purpose of this study. All these values showed
acceptable to good level of internal consistency.

5.9.4 Instrument refinement and validation
Of 158 item scales developed from the exploratory grounded theory phase, a further
attempt at refinement, and validation of the factor structure was made using CFA for each
construct (or factor). This provides a better understanding of what items truly measure the factors
identified in the research model. CFA was conducted on all the variables to check whether all
items load significantly on their respective (or hypothesised) variable, and whether they provide a
more satisfactory account of the model fit. Items were dropped in many cases on the basis of the
variance explained, the path loading, and the standardized residual value (Appendix G), and the
factor structure was gradually refined and revised based on significant findings from the multiple
model runs.
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Confirmatory factor analysis for quality of e-government
A total of 13 items were developed from to measure the quality of e-government. A
confirmatory factor analysis was conducted to determine whether the items load satisfactorily to
measure this construct. After running the first analysis, the range model fit was poor. Different
criteria were used to determine how well the data fits the proposed models. The goodness of fit
index (GFI) should be greater than 0.90, and the adjusted goodness of fit index (AGFI) should
preferably be greater than 0.8. In this case, GFI and AGFI values were 0.673 and 0.454,
respectively. Both values were less than the acceptable level. In addition, the Tucker-Lewis Index
(TLI) and the Comparative fit index (CFI) were used, both should preferably be at a value greater
than 0.90. In this case, TLI and CFI values were 0.449 and 0.587, respectively. Both values were
less than the acceptable level. The RMSEA value was 0.348, which indicated poor model fit. Hair
et al., (2006) consider the cut-off point at 0.080, whereas Brown and Cudeck (1993) asserted that
values less than or equal to 0.05 indicate good fit, values up to 0.080 indicate acceptable fit and
values between 0.09 and 0.10 indicate marginal fit. Also, CMIN/DF was not within the
acceptable level (64.405).
Janssens et al., (2008) argue that the factor loading for each latent variable be equal to or
greater than 0.50, and must also be significant; the absolute value of the critical ratio (C.R.) or tvalue of the path coefficient (>1.96). From the analysis, all item loadings were over 0.5, with the
exception of 6 items (Q1, Q3, Q9, Q10, Q11, and Q12) which had factor loadings less than 0.5
and were thus excluded from the analysis.
After running the second analysis, the model fit showed a slight improvement, but was
still not within acceptable limits. CMIN/DF was 61.786, GFI and AGFI values were 0.777 and
0.553, respectively. TLI and CFI values were 0.611 and 0.741, with a RMSEA value of 0.341.
None of these values were acceptable. All of the factor loadings were over 0.5 and all critical
ratios were higher than 1.96. Other criteria to determine whether there is a need to remove any
other items to improve the model fit were used. Standardized residual covariance (SRC) and
modification indices (MI) were used to assess the removal of any further items, to obtain a better
model fit. According to Janssens et al., (2008), values greater than 2.58 indicate poor model
specification. In this case, the value 7.442 (Q2 and Q6) should be subject to further investigation.
Looking at the modification indices (MI) helped the researcher to get a better understanding of
the relationship between these variables. Based on the standardized residual covariances and
modification indices, it was decided which variables should be removed from the model. These
modifications also need to make sense theoretically if the researcher wants to interpret the
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resulting model. Therefore, based on the standardized residual covariance and modification
indices, it was decided to remove the itemQ2 and run the analysis to get a good model fit. Figure
5.8 shows the confirmatory factor analysis for the quality of e-government construct.

Figure 5.8 Confirmatory factor model for quality of e-government

Looking at the overall model fit, the researcher found that the goodness of fit index (GFI)
value was 0.976, which was greater than acceptable level 0.90, and the value of the adjusted
goodness of fit index (AGFI) was 0.943, which was also greater than the acceptable value of
0.80. The two reliable indicators Tucker-Lewis Index (TLI) and Comparative fit index (CFI)
values were 0.975 and 0.985, respectively. Both were more than the acceptable level of 0.90. The
RMSEA value was 0.080, which indicated acceptable fit. Table 5.6 shows the overall fit indices
for the quality of e-government construct.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.080

4.321

0.943

135.170

0.985
1.000
0.000

0.975

0.506

0.976
1.000
0.458

0.985
1.000
0.000

0.242

0.000

Table 5.6 Overall fit indices of quality of e-government

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.7. Considering the
standardized residual covariance, all values were less than 2.58.
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Structural
Relation

Regression
Weight

Standard
Error (SE)

Critical
ratio (C.R.)

Q13Q
Q8 Q
Q7 Q
Q6 Q
Q5 Q
Q4 Q

1.000
0.844
0.991
0.661
0.850
0.670

0.026
0.019
0.030
0.040
0.046

32.278
50.942
21.714
21.350
14.470

Standardized
regression
weights
0.982
0.838
0.945
0.704
0.940
0.640

Squared
multiple
correlation (SMC)
0.965
0.702
0.893
0.495
0.900
0.400

Table 5.7 Estimated values of quality of e-government items

Confirmatory factor analysis for macro political environment
A total of 9 items were developed to measure the macro political environment. After
running the first analysis, the range model fit was poor. Different criteria were used to determine
how well the data fits the proposed models. In this case, GFI and AGFI values were 0.577 and
0.295, respectively. Both values were less than the acceptable level. In addition, TLI and CFI
values were 0.365 and 0.524, respectively. Both values were less than the acceptable level. The
RMSEA value was 0.439, which indicated poor model fit. Also, CMIN/DF was not within the
acceptable level (102.085).
From the analysis, all item loadings were over 0.5, with the exception of 4 items (PE1,
PE3, PE6, and PE7) which had factor loadings less than 0.5 and were thus excluded from the
analysis. After running the second analysis, the model fit showed a marked improvement, but was
still not within the acceptable limit for some indices. CMIN/DF and RMSEA values were 8.944
and 0.123, respectively. None of these two values were acceptable. GFI and AGFI values were
0.967 and 0.900, respectively. These two values were within acceptable limits. TLI and CFI
values were 0.974 and 0.987. These two values were acceptable. All of the factor loadings were
over 0.5 and all critical ratios were higher than 1.96. Standardized residual covariance (SRC) and
modification indices (MI) were used to assess the removal of any further items, to obtain a better
model fit. In this case, the value 3.37 (PE5 and PE2) should be subject to further investigation.
Therefore, based on the standardized residual covariance and modification indices, it was decided
to remove the item PE5 and run the analysis to get a good model fit. Figure 5.9 shows the
confirmatory factor analysis for the macro political environment construct.
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Figure 5.9 Confirmatory factor model for macro political environment

Looking at the overall model fit, all values were acceptable for the macro political
environment construct as shown in Table 5.8.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.058

2.763

0.974

335.115

0.998
1.000
0.000

0.995

0.799

0.995
1.000
0.444

0.998
1.000
0.000

0.074

0.000

Table 5.8 Overall fit indices of macro political environment

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.9. Considering the
standardized residual covariance, all values were less than 2.58.
Structural
Relation

Regression
Weight

Standard
Error (SE)

Critical
ratio (C.R.)

PE9PE
PE8PE
PE4PE
PE2PE

1.000
1.009
1.048
1.027

0.053
0.019
0.022

20.490
55.550
45.652

Standardized
regression
weights
0.963
0.900
0.967
0.930

Squared
multiple
correlation (SMC)
0.928
0.800
0.936
0.864

Table 5.9 Estimated values of macro political environment items

Confirmatory factor analysis for sociocultural environment
A total of 24 items were developed to measure the sociocultural environment. After
running the first analysis, the range model fit was poor. Different criteria were used to determine
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how well the data fits the proposed models. In this case, GFI and AGFI values were 0.643 and
0.524, respectively. Both values were less than the acceptable level. In addition, TLI and CFI
values were 0.526 and 0.594, respectively. Both values were less than the acceptable level. The
RMSEA value was 0.320, which indicated poor model fit. Also, CMIN/DF was not within the
acceptable level (54.675).
From the analysis, all item loadings were over 0.5, with the exception of 16 items (SC2,
SC3, SC4, SC5, SC8, SC9, SC10, SC11, SC12, SC13, SC14, SC16, SC19, SC20, SC21, and
SC22) which had factor loadings less than 0.5 and were thus excluded from the analysis. After
running the second analysis, the model fit showed a marked improvement, but was still not within
the acceptable limit for some indices. CMIN/DF and RMSEA values were 6.374 and 0.101,
respectively. None of these two values were acceptable. GFI and AGFI values were 0.936 and
0.885, respectively. These two values were within acceptable limits. TLI and CFI values were
0.979 and 0.985. These two values were acceptable. All of the factor loadings were over 0.5 and
all critical ratios were higher than 1.96. Standardized residual covariance (SRC) and modification
indices (MI) were used to assess the removal of any further items, to obtain a better model fit. In
this case, the value 13.3 (SC15 and SC23) should be subject to further investigation. Therefore,
based on the standardized residual covariance and modification indices, it was decided to remove
the item SC15 and run the analysis to get a good model fit. Figure 5.10 shows the confirmatory
factor analysis for the sociocultural environment construct.

Figure 5.10 Confirmatory factor model for sociocultural environment

213

Looking at the overall model fit, all values were acceptable for the sociocultural
environment construct as shown in Table 5.10.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.045

2.067

0.968

273.695

0.997
1.000
0.000

0.996

0.721

0.984
1.000
0.272

0.997
1.000
0.000

0.030

0.000

Table 5.10 Overall fit indices of sociocultural environment

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.11. Considering the
standardized residual covariance, all values were less than 2.58.
Structural
Relation

Regression
Weight

Standard
Error (SE)

Critical
ratio (C.R.)

SC24SC
SC23SC
SC18SC
SC17SC
SC7 SC
SC6  SC
SC1  SC

1.000
1.039
0.815
1.001
0.997
0.771
1.040

0.016
0.038
0.020
0.018
0.034
0.015

65.014
48.120
50.837
55.210
52.880
68.730

Standardized
regression
weights
0.953
0.989
0.702
0.953
0.967
0.622
0.996

Squared
multiple
correlation (SMC)
0.908
0.978
0.430
0.909
0.935
0.501
0.991

Table 5.11 Estimated values of sociocultural environment items

Confirmatory factor analysis for online safety and security
A total of 7 items were developed to measure online safety and security. After running the
first analysis, the range model fit was poor. Different criteria were used to determine how well
the data fits the proposed models. In this case, GFI and AGFI values were 0.697 and 0.395,
respectively. Both values were less than the acceptable level. In addition, TLI and CFI values
were 0.405 and 0.603, respectively. Both values were less than the acceptable level. The RMSEA
value was 0.373, which indicated poor model fit. Also, CMIN/DF was not within the acceptable
level (74.089).
From the analysis, all item loadings were over 0.5, with the exception of 3 items (OSS2,
OSS3, and OSS5) which had factor loadings less than 0.5. After running the second analysis, the
model fit showed a good fit model. CMIN/DF and RMSEA values were 2.016 and 0.044,
respectively. These two values were acceptable. GFI and AGFI values were 0.996 and 0.981,
respectively. These two values were within acceptable limits. TLI and CFI values were 0.996 and
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0.999. These two values were acceptable. All of the factor loadings were over 0.5 and all critical
ratios were higher than 1.96. Figure 5.11 shows the confirmatory factor analysis for online safety
and security construct.

Figure 5.11 Confirmatory factor model for online safety and security

Looking at the overall model fit, all values were acceptable for online safety and security
construct as shown in Table 5.12.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.044

2.016

0.981

258.510

0.999
1.000
0.000

0.996

0.701

0.996
1.000
0.502

0.999
1.000
0.000

0.170

0.000

Table 5.12 Overall fit indices of online safety and security

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.13.
Structural
Relation

Regression
Weight

Standard
Error (SE)

Critical
ratio (C.R.)

OSS7OSS
OSS6OSS
OSS4OSS
OSS1OSS

1.000
0.965
0.740
0.773

0.020
0.053
0.030

47.614
8.830
25.417

Standardized
regression
weights
0.983
0.953
0.930
0.767

Squared
multiple
correlation (SMC)
0.966
0.909
0.400
0.588

Table 5.13 Estimated values of online safety and security items

Confirmatory factor analysis for citizen involvement
A total of 6 items were developed to measure the citizen involvement. After running the
first analysis, the range model fit was good. Different criteria were used to determine how well

215

the data fits the proposed models. In this case, GFI and AGFI values were 0.978 and 0.948,
respectively. Both values were within acceptable limits. In addition, TLI and CFI values were
0.979 and 0.987, respectively. Both values were within acceptable limits. The RMSEA value was
0.075, which indicated acceptable fit. Also, CMIN/DF was within the acceptable level (3.951).
From the analysis, all of the item loadings were over 0.5. For a good model fit, the
researcher decided to include all of the items, since their loadings were higher than 0.5. Figure
5.12 shows the confirmatory factor analysis for the citizen involvement construct.

Figure 5.12 Confirmatory factor analysis model for citizen involvement

Looking at the overall model fit, all values were acceptable for citizen involvement
construct as shown in Table 5.14.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.075

3.951

0.948

140.024

0.987
1.000
0.000

0.979

0.515

0.978
1.000
0.440

0.987
1.000
0.000

0.216

0.000

Table 5.14 Overall fit indices of citizen involvement

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.15.
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Structural
Relation

Regression
Weight

Standard
Error (SE)

Critical
ratio (C.R.)

CI6CI
CI5CI
CI4CI
CI3CI
CI2CI
CI1CI

1.000
1.200
0.606
1.101
0.740
1.204

0.049
0.053
0.049
0.053
0.049

24.255
7.670
22.431
13.880
24.735

Standardized
regression
weights
0.762
0.944
0.503
0.887
0.620
0.961

Squared
multiple
correlation (SMC)
0.580
0.892
0.350
0.787
0.400
0.924

Table 5.15 Estimated values of citizen involvement items

Confirmatory factor analysis for development of ICT-related infrastructure
A total of 13 items were developed to measure the development of ICT-related
infrastructure. After running the first analysis, the range model fit was poor. Different criteria
were used to determine how well the data fits the proposed models. In this case, GFI and AGFI
values were 0.501 and 0.301, respectively. Both values were less than the acceptable level. In
addition, TLI and CFI values were 0.208 and 0.340, respectively. Both values were less than the
acceptable level. The RMSEA value was 0.395, which indicated poor model fit. Also, CMIN/DF
was not within the acceptable level (82.958).
From the analysis, all item loadings were over 0.5, with the exception of 7 items (INF1,
INF2, INF4, INF5, INF6, INF7 and INF11) which had factor loadings less than 0.5 and were thus
excluded from the analysis. After running the second analysis, the model fit showed a good fit
model. CMIN/DF and RMSEA values were 3.504 and 0.069, respectively. These two values were
acceptable. GFI and AGFI values were 0.981 and 0.955, respectively. These two values were
within acceptable limits. TLI and CFI values were 0.986 and 0.992. These two values were
acceptable. All of the factor loadings were over 0.5 and all critical ratios were higher than 1.96.
Figure 5.13 shows the confirmatory factor analysis for the development of ICT-related
infrastructure construct.
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Figure 5.13 Confirmatory factor model for development of ICT-related infrastructure

Looking at the overall model fit, all values were acceptable for the development of ICTrelated infrastructure construct as shown in Table 5.16.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.069

3.504

0.955

184.291

0.992
1.000
0.000

0.986

0.591

0.981
1.000
0.407

0.992
1.000
0.000

0.170

0.000

Table 5.16 Overall fit indices of development of ICT-related infrastructure

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.17.
Structural
Relation

Regression
Weight

Standard
Error (SE)

Critical
ratio (C.R.)

INF13INF
INF12INF
INF10INF
INF9 INF
INF8 INF
INF3 INF

1.000
0.567
0.807
1.220
1.232
1.255

0.042
0.062
0.045
0.044
0.045

5.720
14.060
27.070
27.701
27.790

Standardized
regression
weights
0.792
0.520
0.620
0.954
0.968
0.970

Squared
multiple
correlation (SMC)
0.627
0.328
0.400
0.909
0.937
0.941

Table 5.17 Estimated values of development of ICT-related infrastructure items
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Confirmatory factor analysis for change process management
A total of 5 items were developed to measure the change process management. After
running the first analysis, the range model fit was poor. Different criteria were used to determine
how well the data fits the proposed models. In this case, GFI and AGFI values were 0.913 and
0.738, respectively. AGFI value was less than the acceptable level, while GFI value was within
the acceptable level. In addition, TLI and CFI values were 0.788 and 0.894, respectively. Both
values were less than the acceptable level. The RMSEA value was 0.219, which indicated poor
model fit. Also, CMIN/DF was not within the acceptable level (26.071).
From the analysis, all of the item loadings were over 0.5, with the exception of 1 item
(CHG2) which had factor loading less than 0.5 and were thus excluded from the analysis. After
running the second analysis, the model fit showed a good fit model. CMIN/DF and RMSEA
values were 1.547 and 0.032, respectively. These two values were acceptable. GFI and AGFI
values were 0.997 and 0.985, respectively. These two values were within acceptable limits. TLI
and CFI values were 0.994 and 0.998. These two values were acceptable. All of the factor
loadings were over 0.5 and all critical ratios were higher than 1.96. Figure 5.14 shows the
confirmatory factor analysis for the change process management construct.

Figure 5.14 Confirmatory factor model for change process management

Looking at the overall model fit, all values were acceptable for the change process
management construct as shown in Table 5.18.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.032

1.547

0.985

97.107

0.998
1.000
0.000

0.994

0.428

0.997
1.000
0.646

0.998
1.000
0.000

0.411

0.000

Table 5.18 Overall fit indices of change process management
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Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.19.
Structural
Relation

Regression
Weight

Standard
Error (SE)

Critical
ratio (C.R.)

CHG5CHG
CHG4CHG
CHG3CHG
CHG1CHG

1.000
0.887
1.200
0.892

0.066
0.078
0.060

14.300
15.303
14.832

Standardized
regression
weights
0.737
0.700
0.905
0.688

Squared
multiple
correlation (SMC)
0.544
0.643
0.820
0.473

Table 5.19 Estimated values of change process management items

Confirmatory factor analysis for citizen trust in e-government
A total of 6 items were developed to measure citizen trust in e-government. After running
the first analysis, the range model fit was poor for some fit indices. The RMSEA value was 0.146,
which indicated poor fit. Also, CMIN/DF indicated a poor fit model with a value of (12.121). In
contrast, GFI and AGFI values were 0.931 and 0.839, respectively. Both values were within
acceptable limits. In addition, TLI and CFI values were 0.903 and 0.942, respectively. Both
values were within acceptable limits.
From the analysis, all of the item loadings were over 0.5, with the exception of 1 item
(Trust5) which had factor loading less than 0.5 and were thus excluded from the analysis. After
running the second analysis, the model fit showed a slight improvement, but not within
acceptable limits. CMIN/DF and RMSEA values were 11.583 and 0.142, respectively. None of
these values were acceptable. In contrast, GFI and AGFI values were 0.958 and 0.874,
respectively, which means values higher than the previous values and thus obtain a better model
fit. TLI and CFI values were 0.934 and 0.967, which also mean values higher than the previous
values and thus obtain a better model fit. All of the factor loadings were over 0.5 and all critical
ratios were higher than 1.96. Standardized residual covariance (SRC) and modification indices
(MI) were used to assess the removal of any further items, to obtain a better model fit. In this
case, the value 2.712 (Trust1 and Trust6) should be subject to further investigation. Therefore,
based on the standardized residual covariance and modification indices, it was decided to remove
the item Trust1 and run the analysis to get a good model fit. Figure 5.15 shows the confirmatory
factor analysis for citizen trust construct.
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Figure 5.15 Confirmatory factor model for citizen trust in e-government

Looking at the overall model fit, all values were acceptable for citizen trust construct as
shown in Table 5.20.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.080

4.877

0.954

161.679

0.992
1.000
0.000

0.976

0.554

0.991
1.000
0.497

0.992
1.000
0.000

0.161

0.000

Table 5.20 Overall fit indices of citizen trust

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.21. Considering the
standardized residual covariance, all values were less than 2.58.
Structural
Relation

Regression
Weight

Standard
Error (SE)

Critical
ratio (C.R.)

Trust6Trust
Trust4Trust
Trust3Trust
Trust2Trust

1.000
0.944
1.009
1.401

0.015
0.016
0.018

11.779
12.622
12.938

Standardized
regression
weights
0.536
0.723
0.828
0.930

Squared
multiple
correlation (SMC)
0.387
0.522
0.686
0.865

Table 5.21 Estimated values of citizen trust items

Confirmatory factor analysis for systems integration
A total of 5 items were developed to measure system integration. After running the first
analysis, the range model fit was good. Different criteria were used to determine how well the
data fits the proposed models. In this case, GFI and AGFI values were 0.990 and 0.971,
respectively. Both values were within acceptable limits. In addition, TLI and CFI values were
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0.984 and 0.992, respectively. Both values were within acceptable limits. The RMSEA value was
0.055, which indicated acceptable fit. Also, CMIN/DF was within the acceptable level (2.585).
From the analysis, all of the item loadings were over 0.5. For a good model fit, the
researcher decided to include all of the items, since their loadings were higher than 0.5. Figure
5.16 shows the confirmatory factor analysis for system integration construct.

Figure 5.16 Confirmatory factor model of systems integration

Looking at the overall model fit, all values were acceptable for systems integration
construct as shown in Table 5.22.
Model
Default model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.055

2.585

0.990

0.971

0.992

0.984

0.992

1.000

Saturated model
0.437

Independence model

100.953

0.525

1.000
0.288

0.000

1.000
0.000

0.000

Table 5.22 Overall fit indices of systems integration

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.23.
Structural
Relation

Regression
Weight

Standard
Error (SE)

Critical
ratio (C.R.)

INTG5 INTG
INTG4INTG
INTG3INTG
INTG2INTG
INTG1INTG

1.000
1.222
1.318
0.913
1.220

0.079
0.078
0.082
0.081

15.472
16.912
2.364
15.001

Standardized
regression
weights
0.666
0.777
0.920
0.910
0.748

Squared
multiple
correlation (SMC)
0.444
0.603
0.846
0.391
0.560

Table 5.23 Estimated values of system integration items
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Confirmatory factor analysis for organisational and managerial efficiency
A total of 12 items were developed to measure organisational effectiveness and
management. After running the first analysis, the range model fit was poor. Different criteria
were used to determine how well the data fits the proposed models. In this case, GFI and AGFI
values were 0.644 and 0.486, respectively. Both values were less than the acceptable level. In
addition, TLI and CFI values were 0.549 and 0.631, respectively. Both values were less than the
acceptable level. The RMSEA value was 0.268, which indicated poor model fit. Also, CMIN/DF
was not within the acceptable level (38.668).
From the analysis, all item loadings were over 0.5, with the exception of 3 items (OEM3,
OEM4, and OEM9) which had factor loadings less than 0.5 and were thus excluded from the
analysis. After running the second analysis, the model fit did not show any marked improvement
but on the contrary, the results were worse for some indices. CMIN/DF was 61.756, GFI and
AGFI values were 0.627 and 0.379, respectively. TLI and CFI values were 0.572 and 0.679, with
a RMSEA value of 0.341. None of these values were acceptable. All of the factor loadings were
over 0.5 and all critical ratios were higher than 1.96. Standardized residual covariance (SRC) and
modification indices (MI) were used to assess the removal of any further items, to better model
fit. In this case, the values 2.603, 19.775, 21.639, and 18.663 for (OEM10 and OEM8), (OEM11
and OEM2), (OEM5 and OEM2), and (OEM8 and OEM2), respectively, should be subject to
further investigation. Therefore, based on the standardized residual covariance and modification
indices, it was decided to remove the items OEM10, OEM11, OEM5, and OEM8 in order to run
the analysis for a good model fit. Figure 5.17 shows the confirmatory factor analysis for the
organisational and managerial efficiency construct.

Figure 5.17 Confirmatory factor model for organisational and managerial efficiency
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Looking at the overall model fit, all values were acceptable for the organisational and
managerial efficiency construct as shown in Table 5.24.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.038

1.767

0.980

107.016

0.996
1.000
0.000

0.993

0.450

0.993
1.000
0.623

0.996
1.000
0.000

0.435

0.000

Table 5.24 Overall fit indices of organisational and managerial efficiency

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.25. Considering the
standardized residual covariance, all values were less than 2.58.
Structural
Relation

Regression
Weight

Standard
Error (SE)

Critical
ratio (C.R.)

OEM12OEM
OEM7 OEM
OEM6 OEM
OEM2 OEM
OEM1 OEM

1.000
1.153
0.731
0.930
0.763

0.042
0.042
0.050
0.050

27.328
17.278
21.213
21.032

Standardized
regression
weights
0.883
0.999
0.635
0.610
0.501

Squared
multiple
correlation (SMC)
0.779
0.997
0.404
0.340
0.310

Table 5.25 Estimated values of organisational and managerial efficiency items

Confirmatory factor analysis for socioeconomic environment
A total of 12 items were developed to measure socioeconomic environment. After
running the first analysis, the range model fit was poor. Different criteria were used to determine
how well the data fits the proposed models. In this case, GFI and AGFI values were 0.499 and
0.276, respectively. Both values were less than the acceptable level. In addition, TLI and CFI
values were 0.308 and 0.433, respectively. Both values were less than the acceptable level. The
RMSEA value was 0.422, which indicated poor model fit. Also, CMIN/DF was not within the
acceptable level (94.242).
From the analysis, all item loadings were over 0.5, with the exception of 6 items (SEE1,
SEE3, SEE4, SEE9, SEE10, and SEE11) which had factor loadings less than 0.5 and were thus
excluded from the analysis. After running the second analysis, the model fit showed a slight
improvement, but not within acceptable limits. CMIN/DF was 39.660, GFI and AGFI values
were 0.796 and 0.524, respectively. TLI and CFI values were 0.862 and 0.917, with a RMSEA
value of 0.272. None of these values were acceptable. All of the factor loadings were over 0.5 and
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all critical ratios were higher than 1.96. Standardized residual covariance (SRC) and modification
indices (MI) were used to assess the removal of any further items, to obtain a better model fit. In
this case, the value 4.400 (SEE5 and SEE2) should be subject to further investigation. Therefore,
based on the standardized residual covariance and modification indices, it was decided to remove
the item SEE5 and run the analysis to get a good model fit. Figure 5.18 shows the confirmatory
factor analysis for socioeconomic environment construct.

Figure 5.18 Confirmatory factor model for socioeconomic environment

Looking at the overall model fit, all values were acceptable for the socioeconomic
environment construct as shown in Table 5.26.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.042

1.942

0.943

291.128

0.998
1.000
0.000

0.997

0.744

0.993
1.000
0.346

0.998
1.000
0.000

0.180

0.000

Table 5.26 Overall fit indices of socioeconomic environment

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.27. Considering the
standardized residual covariance, all values were less than 2.58.
Structural
Relation

Regression
Weight

Standard
Error (SE)

Critical
ratio (C.R.)

SEE12SEE
SEE8SEE
SEE7SEE

1.000
1.061
1.065

0.042
0.043

34.385
35.753

Standardized
regression
weights
0.910
0.901
0.934

Squared
multiple
correlation (SMC)
0.776
0.811
0.873
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SEE6SEE
SEE2SEE

1.062
1.067

0.045
0.048

36.670
37.601

0.955
0.980

0.912
0.960

Table 5.27 Estimated values of socioeconomic environment items

Confirmatory factor analysis for citizen characteristics
A total of 11 items were developed to measure citizen characteristics. After running the
first analysis, the range model fit was poor. Different criteria were used to determine how well
the data fits the proposed models. In this case, GFI and AGFI values were 0.702 and 0.553,
respectively. Both values were less than the acceptable level. In addition, TLI and CFI values
were 0.311 and 0.448, respectively. Both values were less than the acceptable level. The RMSEA
value was 0.332, which indicated poor model fit. Also, CMIN/DF was not within the acceptable
level (58.924).
From the analysis, all item loadings were over 0.5, with the exception of 6 items
(Citizen2, Citizen3, citizen4, Citizen8, Citizen9, and Citizen10) which had factor loadings less
than 0.5 and were thus excluded from the analysis. After running the second analysis, the model
fit showed a good fit model. CMIN/DF and RMSEA values were 2.387 and 0.051, respectively.
These two values were acceptable. GFI and AGFI values were 0.991 and 0.974, respectively.
These two values were within acceptable limits. TLI and CFI values were 0.993 and 0.997. These
two values were acceptable. All of the factor loadings were over 0.5 and all critical ratios were
higher than 1.96. Figure 5.19 shows the confirmatory factor analysis for citizen characteristics
construct.

Figure 5.19 Confirmatory factor model of citizen characteristics
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Looking at the overall model fit, all values were acceptable for citizen characteristics
construct as shown in Table 5.28.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.051

2.387

0.974

202.510

0.997
1.000
0.000

0.993

0.620

0.991
1.000
0.413

0.997
1.000
0.000

0.120

0.000

Table 5.28 Overall fit indices of citizen characteristics

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.29.
Structural
Relation

Regression
Weight

Standard
Error (SE)

Critical
ratio
(C.R.)

Citizen11Citizen
Citizen7Citizen
Citizen6Citizen
Citizen5Citizen
Citizen1Citizen

1.000
1.049
0.873
0.826
1.037

0.067
0.060
0.048
0.061

6.170
6.111
5.893
6.131

Standardized
regression
weights
0.592
0.967
0.730
0.648
0.906

Squared
multiple
correlation (SMC)
0.670
0.901
0.762
0.420
0.820

Table 5.29 Estimated values of citizen characteristics items

Confirmatory factor analysis for usage aspects of e-government
A total of 11 items were developed to measure usage aspects of e-government. After
running the first analysis, the range model fit was poor. Different criteria were used to determine
how well the data fits the proposed models. In this case, GFI and AGFI values were 0.695 and
0.542, respectively. Both values were less than the acceptable level. In addition, TLI and CFI
values were 0.645 and 0.716, respectively. Both values were less than the acceptable level. The
RMSEA value was 0.285, which indicated poor model fit. Also, CMIN/DF was not within the
acceptable level (43.453).
From the analysis, all item loadings were over 0.5, with the exception of 5 items (Usage1,
Usage3, Usage4, and Usage10) which had factor loadings less than 0.5 and were thus excluded
from the analysis. After running the second analysis, the model fit showed a slight improvement,
but not within acceptable limits. CMIN/DF was 41.632, GFI and AGFI values were 0.761 and
0.522, respectively. TLI and CFI values were 0.817 and 0.878, with a RMSEA value of 0.278.
None of these values were acceptable. All of the factor loadings were over 0.5 and all critical
ratios were higher than 1.96. Standardized residual covariance (SRC) and modification indices
(MI) were used to assess the removal of any further items, to obtain a better model fit. In this
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case, the values 10.150 and 11.490 for (Usage8 and Usage5) and (Usage7 and Usage5),
respectively, should be subject to further investigation. Therefore, based on the standardized
residual covariance and modification indices, it was decided to remove the items Usage7 and
Usage8 in order to run the analysis to get a good model fit. Figure 5.20 shows the confirmatory
factor analysis for the aspects of e-government usage construct.

Figure 5.20 Confirmatory factor model for aspects of e-government usage

Looking at the overall model fit, all values were acceptable for the aspects of egovernment usage construct in Table 5.30.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.030

1.462

0.983

178.080

0.999
1.000
0.000

0.997

0.581

0.994
1.000
0.523

0.999
1.000
0.000

0.285

0.000

Table 5.30 Overall fit indices of aspects of e-government usage

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.31. Considering the
standardized residual covariance, all values were less than 2.58.
Structural
Relation

Regression
Weight

Usage11Usage
Usage9 Usage
Usage6 Usage
Usage5 Usage

1.000
0.844
0.919
0.861

Standard
Error
(SE)

Critical
ratio
(C.R.)

0.022
0.034
0.030

50.699
31.252
31.939

Standardized
regression
weights
0.930
0.940
0.610
0.851

Squared
multiple
correlation (SMC)
0.865
0.890
0.351
0.725

228

Usage2 Usage

0.850

0.049

13.750

0.600

0.400

Table 5.31 Estimated values of aspects of e-government usage items

Confirmatory factor analysis for legal environment
A total of 4 items were developed to measure the legal environment. After running the
first analysis, the range model fit was good. Different criteria were used to determine how well
the data fits the proposed models. In this case, GFI and AGFI values were 0.996 and 0.978,
respectively. Both values were within acceptable limits. In addition, TLI and CFI values were
0.992 and 0.997, respectively. Both values were within acceptable limits. The RMSEA value was
0.050, which indicated good fit. Also, CMIN/DF was within the acceptable level (2.315).
From the analysis, all of the item loadings were over 0.5. For a good model fit, the
researcher decided to include all of the items, since their loadings were higher than 0.5. Figure
5.21 shows the confirmatory factor analysis for the legal environment construct.

Figure 5.21 Confirmatory factor model of legal environment

Looking at the overall model fit, all values were acceptable for the legal environment construct as
shown in Table 5.32.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.050

2.315

0.978

161.330

0.997
1.000
0.000

0.992

0.553

0.996
1.000
0.570

0.997
1.000
0.000

0.284

0.000

Table 5.32 Overall fit indices of legal environment
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Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.33.
Structural
Relation

Regression
Weight

Standard
Error (SE)

Critical
ratio (C.R.)

Legal4Legal
Legal3Legal
Legal2Legal
Legal1Legal

1.000
0.840
0.730
0.978

0.057
0.052
0.057

18.312
13.910
23.000

Standardized
regression
weights
0.816
0.688
0.600
0.750

Squared
multiple
correlation (SMC)
0.666
0.474
0.400
0.610

Table 5.33 Estimated values of legal environment items

Confirmatory factor analysis for website design
A total of 12 items were developed to measure website design. After running the first
analysis, the range model fit was poor. Different criteria were used to determine how well the
data fits the proposed models. In this case, GFI and AGFI values were 0.607 and 0.432,
respectively. Both values were less than the acceptable level. In addition, TLI and CFI values
were 0.361 and 0.477, respectively. Both values were less than the acceptable level. The RMSEA
value was 0.438, which indicated poor model fit. Also, CMIN/DF was not within the acceptable
level (101.361).
From the analysis, all of the item loadings were over 0.5, with the exception of 5 items
Factor (Design2, Design3, Design5, Design6, Design7, Design8 and Design11) which had factor
loadings less than 0.5 and were thus excluded from the analysis. After running the second
analysis, the model fit showed a good fit model. CMIN/DF and RMSEA values were 4.342 and
0.080, respectively. These two values were acceptable. GFI and AGFI values were 0.983 and
0.950, respectively. These two values were within acceptable limits. TLI and CFI values were
0.993 and 0.997. These two values were acceptable. All of the factor loadings were over 0.5 and
all critical ratios were higher than 1.96. Figure 5.22 shows the confirmatory factor analysis for
website design construct.
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Figure 5.22 Confirmatory factor model for website design

Looking at the overall model fit, all values were acceptable for website design construct
as shown Table 5.34.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.080

4.342

0.950

496.423

0.997
1.000
0.000

0.993

0.972

0.983
1.000
0.229

0.997
1.000
0.000

0.156

0.000

Table 5.34 Overall fit indices of website design

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.35. Considering the
standardized residual covariance, all values were less than 2.58.
Structural
Relation

Regression
Weight

Design12 Design
Design10 Design
Design9 Design
Design4 Design
Design1 Design

1.000
1.075
1.124
1.041
1.087

Standard
Error
(SE)

Critical
ratio
(C.R.)

0.026
0.025
0.027
0.026

41.000
44.981
38.416
42.599

Standardized
regression
weights
0.897
0.969
0.994
0.950
0.979

Squared
multiple
correlation (SMC)
0.804
0.938
0.988
0.902
0.959

Table 5.35 Estimated values of website design items
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Confirmatory factor analysis for adoption and implementation of egovernment
A total of 4 items were developed to measure the intention of e-government adoption and
implementation. After running the first analysis, the range model fit was good. Different criteria
were used to determine how well the data fits the proposed models. In this case, GFI and AGFI
values were 0.987 and 0.937, respectively. Both values were within acceptable limits. In addition,
TLI and CFI values were 0.958 and 0.986, respectively. Both values were within acceptable
limits. The RMSEA value was 0.076, which indicated acceptable fit. Also, CMIN/DF was within
the acceptable level (4.993).
From the analysis, all of the item loadings were over 0.5. For a good model fit, the
researcher decided to include all of the items, since their loadings were higher than 0.5. Figure
5.23 shows the confirmatory factor analysis for adoption and implementation construct.

Figure 5.23 Confirmatory factor analysis model of adoption and implementation

Looking at the overall model fit, all values were acceptable for the adoption and
implementation construct as shown in Table 5.36.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.076

4.993

0.936

102.883

0.986
1.000
0.000

0.958

0.371

0.987
1.000
0.541

0.986
1.000
0.000

0.236

0.000

Table 5.36 Overall fit indices of adoption and implementation
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Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.37.
Structural
Relation

Regression
Weight

Intention4Adoption
Intention3 Adoption
Intention2 Adoption
Intention1 Adoption

1.000
0.998
0.737
0.814

Standard
Error
(SE)

Critical
ratio
(C.R.)

Standardized
regression
weights

0.046
0.045
0.045

21.671
8.470
18.184

0.913
0.842
0.735
0.715

Squared
multiple
correlation
(SMC)
0.833
0.708
0.411
0.511

Table 5.37 Estimated values of adoption and implementation items

Confirmatory factor analysis for actual use of e-government
A total of 4 items were developed to measure the actual use of e-government. After
running the first analysis, the range model fit was good. Different criteria were used to determine
how well the data fits the proposed models. In this case, GFI and AGFI values were 0.987 and
0.933, respectively. Both values were within acceptable limits. In addition, TLI and CFI values
were 0.973 and 0.991, respectively. Both values were within acceptable limits. The RMSEA
value was 0.075, which indicated acceptable fit. Also, CMIN/DF was within the acceptable level
(4.997).
From the analysis, all of the item loadings were over 0.5. For a good model fit, the
researcher decided to include all of the items, since their loadings were higher than 0.5. Figure
5.24 shows the confirmatory factor analysis for actual use construct.

Figure 5.24 Confirmatory factor model of actual use of e-government
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Looking at the overall model fit, all values were acceptable for the actual use of egovernment construct as show in Table 5.38.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.075

4.997

0.933

162.111

0.991
1.000
0.000

0.973

0.458

0.987
1.000
0.489

0.991
1.000
0.000

0.148

0.000

Table 5.38 Overall fit indices of actual use

Based on the analysis, the researcher found that all of the standardized loadings were over
0.5, and the critical ratios were more than 1.96, as shown in Table 5.39.
Structural
Relation

Regression
Weight

Actual use4 Actual use
Actual use3 Actual use
Actual use2 Actual use
Actual use1 Actual use

1.000
1.403
0.603
1.509

Standard
Error
(SE)

Critical
ratio
(C.R.)

0.079
0.062
0.086

17.698
9.671
17.621

Standardized
regression
weights
0.630
0.921
0.502
0.949

Squared
multiple
correlation (SMC)
0.398
0.848
0.491
0.800

Table 5.39 Estimated values of actual use items

5.9.5 Measurement model (with all constructs)
Before proceeding to estimate the path coefficients and overall model fit of the
hypothesized structural model, a confirmatory factor analysis was used for all latent variables to
confirm the factor structure of each individual variable. The model fit was good and falls within
the acceptable limits. Accordingly, the measurement model was run with all the latent variables,
and thus calculating the reliability and construct validity later in this chapter, namely the
convergent and discriminant validity. Table 5.40 shows the overall fit indices for measurement
model with all constructs.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.072

3.698

0.873

14.228

0.911
1.000
0.000

0.901

0.159

0.903
1.000
0.345

0.910
1.000
0.000

0.328

0.000

Table 5.40 Overall fit indices of measurement model with all constructs

From the above, the measurement model with all constructs showed a good fit for all
indices. Table 5.41 shows path loadings, critical ratios (C.R.), and R square values in the
measurement model.
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Structural
Relation

Q13Quality
Q8 Quality
Q7 Quality
Q6 Quality
Q5 Quality
Q4 Quality
PE9Political
PE8Political
PE4Political
PE2Political
SC24Culture
SC23Culture
SC18Culture
SC17Culture
SC7 Culture
SC6 Culture
SC1 Culture
OSS7Security
OSS6Security
OSS4Security
OSS1Security
CI6Involvement
CI5Involvement
CI4Involvement
CI3Involvement
CI2Involvement
CI1Involvement
INF13Infrastructure
INF12Infrastructure
INF10Infrastructure
INF9 Infrastructure
INF8 Infrastructure
INF3 Infrastructure
CHG5Change
CHG4Change
CHG3Change
CHG1Change
Trust6Trust
Trust4Trust
Trust3Trust
Trust2Trust
INTG5Integration
INTG4Integration
INTG3Integration
INTG2Integration
INTG1Integration
OEM12Organisation
OEM7 Organisation
OEM6 Organisation
OEM2 Organisation
OEM1 Organisation
SEE12Socioeconomic
SEE8 Socioeconomic
SEE7 Socioeconomic

Regression
Weight

1.000
0.839
0.985
0.657
0.840
0.670
1.000
1.009
1.048
1.027
1.000
1.039
0.815
1.002
0.997
0.771
1.040
1.000
0.963
0.640
0.771
1.000
1.199
0.642
1.101
0.760
1.206
1.000
0.523
0.806
1.220
1.233
1.255
1.000
1.010
1.191
0.886
1.000
0.952
1.006
1.403
1.000
1.218
1.303
0.906
1.218
1.000
1.017
0.731
0.890
0.716
1.000
1.055
1.060

Standard
Error
(SE)

Critical
ratio
(C.R.)

0.026
0.019
0.030
0.040
0.046

32.254
51.310
21.710
21.020
14.550

0.053
0.019
0.022

20.440
55.555
45.655

0.016
0.038
0.020
0.018
0.034
0.015

64.964
48.110
50.820
55.173
52.900
68.734

0.020
0.053
0.030

48.503
8.710
25.433

0.050
0.053
0.049
0.053
0.049

24.189
7.970
22.402
14.240
24.738

0.042
0.062
0.045
0.044
0.045

5.550
13.980
27.048
27.723
27.787

0.066
0.075
0.060

14.157
15.823
14.862

0.015
0.016
0.018

11.765
12.600
12.945

0.078
0.076
0.081
0.081

15.473
17.076
2.533
15.118

0.042
0.043
0.050
0.050

28.034
17.059
21.217
21.033

0.044
0.045

34.385
35.753

Standardized
regression
weights
0.985
0.835
0.943
0.702
0.920
0.640
0.963
0.900
0.967
0.930
0.953
0.989
0.702
0.953
0.967
0.622
0.996
0.984
0.952
0.830
0.765
0.761
0.943
0.530
0.887
0.630
0.962
0.792
0.525
0.622
0.953
0.969
0.970
0.741
0.770
0.903
0.686
0.535
0.724
0.829
0.929
0.670
0.778
0.915
0.711
0.751
0.876
0.995
0.630
0.608
0.500
0.910
0.900
0.934

Squared
multiple
correlation
(R²)
0.970
0.698
0.889
0.493
0.900
0.400
0.927
0.800
0.936
0.864
0.908
0.978
0.430
0.909
0.935
0.501
0.991
0.968
0.907
0.380
0.586
0.579
0.889
0.377
0.787
0.400
0.926
0.626
0.330
0.401
0.909
0.938
0.941
0.549
0.650
0.816
0.471
0.386
0.524
0.687
0.863
0.449
0.606
0.836
0.341
0.564
0.767
0.993
0.397
0.330
0.305
0.773
0.810
0.873
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SEE6Socioeconomic
SEE2Socioeconomic
Citizen11Citizen
Citizen7 Citizen
Citizen6 Citizen
Citizen5 Citizen
Citizen1 Citizen
Usage11Usage
Usage9  Usage
Usage6  Usage
Usage5  Usage
Usage2  Usage
Legal4Legal
Legal3Legal
Legal2Legal
Legal1Legal
Design12Design
Design10Design
Design9 Design
Design4 Design
Design1 Design
Intention4 Adoption
Intention3 Adoption
Intention2 Adoption
Intention1 Adoption
Actual use4 Actual use
Actual use3 Actual use
Actual use2 Actual use
Actual use1 Actual use

1.064
1.067
1.000
1.049
0.772
0.826
1.036
1.000
0.972
0.847
0.844
0.860
1.000
1.048
0.740
1.268
1.000
1.075
1.124
1.040
1.087
1.000
0.998
0.852
1.455
1.000
1.401
0.605
1.356

0.047
0.049

36.670
37.601

0.068
0.046
0.060
0.064

6.166
5.889
6.106
6.126

0.020
0.035
0.029
0.049

54.091
25.148
32.799
13.397

0.056
0.053
0.051

18.700
14.408
24.650

0.026
0.025
0.027
0.026

41.013
44.975
38.410
42.596

0.064
0.061
0.074

21.671
9.478
19.561

0.082
0.059
0.070

19.698
10.241
17.275

0.956
0.979
0.600
0.965
0.737
0.748
0.905
0.938
0.939
0.771
0.826
0.680
0.829
0.700
0.640
0.850
0.897
0.969
0.994
0.950
0.979
0.673
0.842
0.724
0.743
0.667
0.956
0.647
0.921

0.913
0.959
0.670
0.901
0.761
0.420
0.819
0.881
0.987
0.594
0.743
0.404
0.680
0.490
0.437
0.688
0.959
0.902
0.987
0.902
0.959
0.453
0.708
0.382
0.888
0.444
0.948
0.318
0.913

Table 5.41 Estimated values of the measurement model items
All standardized regression weight values were (>0.5), and all of the critical ratios (C.R.)
were (>1.96). Janssens et al., (2008) argue that the factor loading for each latent variable must be
equal to or greater than (0.50), and must also be significant (C.R. = t-value > 1.96).

5.9.6 Validity analysis
Before proceeding to test the final structural model, the current step of the researcher is to
calculate convergent and discriminant validity.

5.9.6.1 Convergent validity
In this case, all the criteria were within acceptable limits and thus confirmed the
convergent validity. In Tables 6.41 and 6.42, the first two criteria, namely, factor loadings and
critical ratios were explained, and Table 5.42 explains the third criterion, which is to calculate the
average variance extracted (AVE).
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Construct

Squared multiple
correlation (R²)

Quality of e-government (Q)
Q13
0.970
Q8
0.698
Q7
0.889
Q6
0.493
Q5
0.900
Q4
0.400
Macro political environment (PE)
PE9
0.927
PE8
0.800
PE4
0.936
PE2
0.864
Sociocultural environment (SC)
SC24
0.908
SC23
0.978
SC18
0.430
SC17
0.909
SC7
0.935
SC6
0.501
SC1
0.991
Online safety and security (OSS)
OSS7
0.968
OSS6
0.907
OSS4
0.380
OSS1
0.586
Citizen involvement (CI)
CI6
0.579
CI5
0.889
CI4
0.377
CI3
0.787
CI2
0.400
CI1
0.926
Development of ICT-related infrastructure (INF)
INF13
0.626
INF12
0.330
INF10
0.401
INF9
0.909
INF8
0.938
INF3
0.941
Change process management (CHG)
CHG5
0.549
CHG4
0.650
CHG3
0.816
CHG1
0.471
Citizen trust (Trust)
Trust6
0.386
Trust4
0.524
Trust3
0.687
Trust2
0.863
Systems integration (INTG)
INTG5
0.449
INTG4
0.606
INTG3
0.836
INTG2
0.341

∑R²

Average variance
extracted (AVE)

4.35

0.725

3.527

0.882

5.652

0.807

2.841

0.710

3.958

0.659

4.145

0.690

2.486

0.622

2.460

0.615

2.872

0.574
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INTG1
0.564
Organisational and managerial efficiency (OEM)
OEM12
0.767
OEM7
0.993
OEM6
0.397
OEM2
0.330
OEM1
0.305
Socioeconomic environment (SEE)
SEE12
0.773
SEE8
0.810
SEE7
0.873
SEE6
0.913
SEE2
0.959
Citizen characteristics (Citizen)
Citizen11
0.670
Citizen7
0.901
Citizen6
0.761
Citizen5
0.420
Citizen1
0.819
Usage aspects of e-government (Usage)
Usage11
0.881
Usage9
0.987
Usage6
0.594
Usage5
0.743
Usage2
0.404
Legal environment (Legal)
Legal4
0.680
Legal3
0.490
Legal2
0.437
Legal1
0.688
Website design (Design)
Design12
0.959
Design10
0.902
Design9
0.987
Design4
0.902
Design1
0.959
Adoption and implementation of e-government (Intention)
Intention4
0.453
Intention3
0.708
Intention2
0.382
Intention1
0.888
Actual use of e-government (Actual use)
Actual use4
0.444
Actual use3
0.948
Actual use2
0.318
Actual use1
0.913

2.792

0.558

4.328

0.866

3.571

0.714

3.609

0.722

2.295

0.574

4.709

0.942

2.431

0.608

2.623

0.656

Table 5.42 Average variance extracted (AVE) for all constructs

5.9.6.2 Discriminant validity
For this study and based on Table 5.43, the researcher noted that the square correlation
between any two constructs was less than their respective average variance extracted (AVE). This
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was evidence of the discriminant validity to all constructs in the research model. Each construct
was measured by specific items that had no effect on other constructs.
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Construct

Q

PE

SC

OSS

CI

INF

CHG

Trust

INTG

OEM

SEE

Citizen

Usage

Legal

Design

Intention

Q

0.725

PE

0.504

0.882

SC

0.280

0.313

0.807

OSS

0.260

0.448

0.260

0.710

CI

0.168

0.656

0.504

0.372

0.659

INF

0.302

0.168

0.102

0.168

0.108

0.690

CHG

0.372

0.656

0.144

0.547

0.102

0.168

0.622

Trust

0.129

0.115

0.422

0.144

0.640

0.448

0.220

0.615

INTG

0.184

0.168

0.656

0.640

0.422

0.260

0.384

0.490

0.574

OEM

0.152

0.435

0.462

0.176

0.260

0.324

0.592

0.102

0.230

0.558

SEE

0.372

0.122

0.672

0.409

0.240

0.608

0.490

0.280

0.518

0.176

0.866

Citizen

0.176

0.532

0.220

0.108

0.372

0.108

0.396

0.360

0.409

0.270

0.705

0.714

Usage

0.577

0.592

0.250

0.302

0.144

0.577

0.302

0.384

0.102

0.144

0.250

0.270

0.722

Legal

0.518

0.640

0.250

0.624

0.324

0.193

0.136

0.115

0.240

0.122

0.476

0.705

0.348

0.574

Design

0.270

0.211

0.672

0.656

0.476

0.348

0.102

0.476

0.152

0.152

0.448

0.144

0.592

0.102

0.942

Intention

0.168

0.656

0.136

0.504

0.302

0.152

0.608

0.280

0.115

0.193

0.348

0.336

0.518

0.302

0.435

0.608

Actual use

0.211

0.291

0.240

0.384

0.160

0.176

0.562

0.129

0.136

0.115

0.608

0.348

0.532

0.102

0.302

0.562

Table 5.43 Discriminant validity of all constructs in the research model

240

Actual
use

0.656

Since the measurement model was assessed and showed a good model fit, it is time to
develop the structural model to test the hypothetical causal relationships between factors tested in
the measurement model.

5.9.6.3 Construct Reliability (Composite)
Table 5.44 below shows the composite reliabilities for all constructs within the measurement
model.
Construct

Q13Quality
Q8 Quality
Q7 Quality
Q6 Quality
Q5 Quality
Q4 Quality
Sum
Sum square
PE9PE
PE8PE
PE4PE
PE2PE
Sum
Sum square
SC24SC
SC23SC
SC18SC
SC17SC
SC7 SC
SC6  SC
SC1  SC
Sum
Sum square
OSS7OSS
OSS6OSS
OSS4OSS
OSS1OSS
Sum
Sum square
CI6CI
CI5CI
CI4CI
CI3CI
CI2CI
CI1CI
Sum
Sum square
INF13INF
INF12INF
INF10INF
INF9 INF
INF8 INF

Standardized
regression
weight
0.985
0.835
0.943
0.702
0.920
0.640
5.025
25.250
0.963
0.900
0.967
0.930
3.76
14.137
0.953
0.989
0.702
0.953
0.967
0.622
0.996
6.182
38.217
0.984
0.952
0.830
0.765
3.531
12.467
0.761
0.943
0.530
0.887
0.630
0.962
4.713
22.212
0.792
0.525
0.622
0.953
0.969

Squared
multiple
Correlation
0.970
0.698
0.889
0.493
0.900
0.400
Sum

1- Squared
multiple
correlation
0.030
0.302
0.111
0.507
0.100
0.600
1.65

Construct
reliability
25.250/(25.250+1.65)=
0.938

0.927
0.800
0.936
0.864

0.073
0.200
0.064
0.136
0.473

14.137/(14.137+0.473)=
0.967

0.908
0.978
0.430
0.909
0.935
0.501
0.991

0.092
0.022
0.570
0.091
0.065
0.499
0.009
1.348

38.217/(38.217+1.348)=
0.965

0.968
0.907
0.380
0.586

0.032
0.093
0.62
0.414
1.159

12.467/(12.467+1.159)=
0.914

0.579
0.889
0.377
0.787
0.400
0.926

0.421
0.111
0.623
0.213
0.600
0.074
2.042

22.212/(22.212+2.042)=
0.915

0.626
0.330
0.401
0.909
0.938

0.374
0.670
0.599
0.091
0.062

23.338/(23.338+1.855)=
0.926

Sum

Sum

Sum

Sum
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INF3 INF
Sum
Sum square
CHG5CHG
CHG4CHG
CHG3CHG
CHG1CHG
Sum
Sum square
Trust6Trust
Trust4Trust
Trust3Trust
Trust2Trust
Sum
Sum square
INTG5INTG
INTG4INTG
INTG3INTG
INTG2INTG
INTG1INTG
Sum
Sum square
OEM12OEM
OEM7 OEM
OEM6 OEM
OEM2 OEM
OEM1 OEM
Sum
Sum square
SEE12SEE
SEE8SEE
SEE7SEE
SEE6SEE
SEE2SEE
Sum
Sum square
Citizen11Citizen
Citizen7Citizen
Citizen6Citizen
Citizen5Citizen
Citizen1Citizen
Sum
Sum square
Usage11Usage
Usage9 Usage
Usage6 Usage
Usage5 Usage
Usage2 Usage
Sum
Sum square
Legal4Legal
Legal3Legal
Legal2Legal
Legal1Legal
Sum
Sum square
Design12Design
Design10Design

0.970
4.831
23.338
0.741
0.770
0.903
0.686
3.100
9.610
0.535
0.724
0.829
0.929
3.017
9.102

0.941

0.059
1.855

0.549
0.650
0.816
0.471

0.451
0.350
0.184
0.529
1.514

9.610/(9.610+1.514)=
0.863

0.386
0.524
0.687
0.863

0.614
0.476
0.313
0.137
1.540

9.102/(9.102+1.540)=
0.855

0.449
0.606
0.836
0.341
0.564

0.551
0.394
0.164
0.659
0.436
2.204

14.630/(14.630+2.204)=
0.869

0.767
0.993
0.397
0.330
0.305

0.233
0.007
0.603
0.670
0.695
2.208

13.024/(13.024+2.208)=
0.855

0.773
0.810
0.873
0.913
0.959

0.227
0.190
0.127
0.087
0.041
0.672

21.893/(21.893+0.672)=
0.970

0.670
0.901
0.761
0.420
0.819

0.330
0.099
0.239
0.580
0.181
1.429

15.642/(15.642+1.429)=
0.916

0.881
0.987
0.594
0.743
0.404

0.119
0.013
0.406
0.257
0.596
1.391

17.255/(17.255+1.391)=
0.925

0.680
0.490
0.437
0.688

0.320
0.510
0.563
0.312
1.705

9.114/(9.114+1.705)=
0.842

0.959
0.902

0.041
0.098

22.934/(22.934+0.291)=
0.987

Sum

Sum

Sum
0.670
0.778
0.915
0.711
0.751

3.825
14.630
0.876
0.995
0.630
0.608
0.500
3.609
13.024
0.910
0.900
0.934
0.956
0.979
4.679
21.893
0.600
0.965
0.737
0.748
0.905
3.955
15.642
0.938
0.939
0.771
0.826
0.680
4.154
17.255
0.829
0.700
0.640
0.850
3.019
9.114
0.897
0.969

Sum

Sum

Sum

Sum

Sum

Sum
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Design9Design
Design4Design
Design1Design
Sum
Sum square
Intention4Adoption
Intention3Adoption
Intention2Adoption
Intention1Adoption
Sum
Sum square
Actual use4 use
Actual use3 use
Actual use2 use
Actual use1 use
Sum
Sum square

0.994
0.950
0.979
4.789
22.934
0.673
0.842
0.724
0.743
2.982
8.892
0.667
0.956
0.647
0.921
3.191
10.182

0.987
0.902
0.959

0.013
0.098
0.041
0.291

0.453
0.708
0.382
0.888

0.547
0.292
0.618
0.112
1.569

Sum

Sum
0.444
0.948
0.318
0.913
Sum

8.892/(8.892+1.569)=
0.850

0.556
0.052
0.682
0.087

10.182/(10.182+1.377)=
0.880

1.377

Table 5.44 Composite reliabilities for all constructs within the measurement model

From the above, the values of the composite reliability for all constructs within the
measurement model should be greater than 0.7. The researcher can move forward in the
formulation and running of the final structural/path model in subsequent sections.

5.9.7 The Structural Model
Hypothesis testing requires the development of a structural model with all the seventeen
factors that were assessed in the measurement model. Accordingly, the hypothesised relationships
were formulated between these constructs and the results of running the structural model will be
discussed in subsequent sections. Figure 5.25 below shows the structural model with the
hypothesised

relationships

between

all

constructs.
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Figure 5.25 Structural model with the hypothesised relationships between all constructs
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Of the structural model in Figure 5.25, a number of hypotheses can be derived for the
purpose of this study, as shown in Table 5.45.
Hypothesis
1
2
3
4
5

6
7
8
9
10
11
12
13

14

15
16
17
18
19
20
21
22
23
24
25
26

Description
Socioeconomic environment has a negative impact on the decision to adopt and implement
e-government services and applications in Jordan.
Political environment has a negative impact on the decision to adopt and implement egovernment services and applications in Jordan.
Legal environment has a negative impact on the decision to adopt and implement egovernment services and applications in Jordan.
ICT-related infrastructure has a negative impact on the decision to adopt and implement egovernment services and applications in Jordan.
Organisational and managerial efficiency in the change towards e-government has a
positive impact on the decision to adopt and implement e-government services and
applications in Jordan.
Citizen involvement in the change towards e-government has a positive impact on the
decision to adopt and implement e-government services and applications in Jordan.
Sociocultural environment has a negative impact on the decision to adopt and implement egovernment services and applications in Jordan.
Integration between different government information systems has a positive impact on the
decision to adopt and implement e-government services and applications in Jordan.
Change process management has a positive impact on the decision to adopt and implement
e-government services and applications in Jordan.
Online safety and security has a positive impact on the decision to adopt and implement egovernment services and applications in Jordan.
Quality of e-government has a positive impact on the decision to adopt and implement egovernment services and applications in Jordan.
Good design for e-government websites has a positive impact on the decision to adopt and
implement e-government services and applications in Jordan.
Usage aspects of e-government (e.g. ease of use, usefulness, self-efficacy and peer
influence) have a positive impact on the decision to adopt and implement e-government
services and applications in Jordan.
Citizen characteristics (e.g. IT excitement, IT knowledge, previous IT experience, IT risk
taking and innovativeness) have a positive impact on the decision to adopt and implement
e-government services and applications in Jordan.
Trust in e-government has a positive impact on the decision to adopt and implement egovernment services and applications in Jordan.
Decision to adopt and implement e-government has a positive impact on the decision to use
e-government services and applications in Jordan.
Socioeconomic environment has a negative impact on trust in e-government services and
applications in Jordan.
Socioeconomic environment has a negative impact on the effectiveness of governmental
organisations in the change towards e-government services and application in Jordan.
Legal environment has a negative impact on the socioeconomic environment for change
towards e-government in Jordan.
Socioeconomic environment has a negative impact on the citizen involvement in the
change towards e-government services and applications in Jordan
Political environment has a negative impact on the socioeconomic environment for change
towards e-government in Jordan.
Political environment has a negative impact on the legal environment for change towards egovernment in Jordan.
Socioeconomic environment has a negative impact on the development of ICT-related
infrastructure in the change towards e-government services and applications in Jordan.
Legal environment has a negative impact on the development of ICT-related infrastructure
in the change towards e-government services and applications in Jordan.
Political environment has a negative impact on the effectiveness of governmental
organisations in the change towards e-government services and application in Jordan.
Political environment has a negative impact on the integration between information
systems across various governmental organisations for the change towards e-government
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27
28
29
30
31
32
33

34
35
36

37
38
39
40

41
42
43

44

45

46

47
48
49

50
51

services and applications in Jordan.
Political environment has a negative impact on the development of ICT-related
infrastructure in the change towards e-government services and applications in Jordan.
Political environment has a negative impact on the citizen involvement in the change
towards e-government services and applications in Jordan.
Socioeconomic environment has a negative impact on the sociocultural environment for
change towards e-government services and applications in Jordan.
Political environment has a negative impact on the sociocultural environment for change
towards e-government services and applications in Jordan.
Legal environment has a negative impact on the sociocultural environment for change
towards e-government services and applications in Jordan.
ICT-related infrastructure has a negative impact on the sociocultural environment for
change towards e-government services and applications in Jordan.
Sociocultural environment has a negative impact on the characteristics of the citizen to
change towards the adoption and implementation of e-government services and
applications in Jordan.
Legal environment has a negative impact on the citizen involvement in the change towards
e-government services and applications in Jordan.
Legal environment has a negative impact on trust in e-government services and
applications in Jordan.
ICT-related infrastructure has a negative impact on the integration between information
systems across various governmental organisations for the change towards e-government
services and applications in Jordan.
Legal environment has a negative impact on the effectiveness of governmental
organisations in the change towards e-government services and application in Jordan.
ICT-related infrastructure has a negative impact on the effectiveness of governmental
organisations in the change towards e-government services and application in Jordan.
ICT-related infrastructure has a negative impact on the citizen involvement in the change
towards e-government services and applications in Jordan.
Citizen involvement in the change towards e-government has a positive impact on the
sociocultural environment for the adoption and implementation of e-government services
and applications in Jordan.
Change process management has a positive impact on the sociocultural environment for the
adoption and implementation of e-government services and applications in Jordan.
Change process management has a positive impact on the citizen involvement in the
change towards e-government services and applications in Jordan.
Legal environment has a negative impact on the integration between information systems
across various governmental organisations for the change towards e-government services
and applications in Jordan.
Organisational and managerial efficiency in the change towards e-government has a
positive impact on the sociocultural environment for the adoption and implementation of egovernment services and applications in Jordan.
Integration between different government information systems has a positive impact on the
sociocultural environment for the adoption and implementation of e-government services
and applications in Jordan.
Citizen involvement in the change towards e-government has a positive effect on the
management of safety and security of information and government transactions online in
Jordan.
Organisational and managerial efficiency has a positive impact on the management process
of change towards e-government services and applications in Jordan.
ICT-related infrastructure has a negative impact on the safety and security of information
and government transactions online in Jordan.
Change process management has a positive impact on the integration between information
systems across various governmental organisations for the change towards e-government
services and applications in Jordan.
Change process management has a positive impact on the management of safety and
security of information and government transactions online in Jordan.
Citizen involvement in the change towards e-government has a positive effect on the design
of e-government services and applications in Jordan.

246

52

Change process management has a positive impact on the aspects of e-government usage
such as ease of use, usefulness, self efficacy and peer influence for the adoption and
implementation of e-government services and applications in Jordan.
Citizen involvement in the change towards e-government has a positive effect on the
characteristics of the citizen towards the adoption and implementation of e-government
services and applications in Jordan.
Change process management has a positive impact on the quality of e-government services
and applications in Jordan.
Online safety and security has a positive impact on good design for e-government services
and applications in Jordan.
Integration between different government information systems has a positive impact on
good design for e-government services and applications in Jordan.
Good design for e-government websites has a positive impact on the quality of egovernment services and applications in Jordan.
Good design for e-government websites has a positive impact on the aspects of egovernment usage such as ease of use, usefulness, self efficacy and peer influence for the
adoption and implementation of e-government services and applications in Jordan.
Quality of e-government has a positive impact on trust in e-government services and
applications in Jordan.
Citizen characteristics (e.g. IT excitement, IT knowledge, previous IT experience, IT risk
taking and innovativeness) have a positive impact on the aspects of e-government usage
such as ease of use, usefulness, self efficacy and peer influence for the adoption and
implementation of e-government services and applications in Jordan.
Usage aspects of e-government such as ease of use, usefulness, self efficacy and peer
influence have a positive impact on trust in e-government services and applications in
Jordan.
Citizen characteristics (e.g. IT excitement, IT knowledge, previous IT experience, IT risk
taking and innovativeness) have a positive impact on trust in e-government services and
applications in Jordan.
Sociocultural environment has a negative impact on trust in e-government services and
applications in Jordan.
ICT-related infrastructure has a negative impact on trust in e-government services and
applications in Jordan.
Political environment has a negative impact on trust in e-government services and
applications in Jordan.
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Table 5.45 Hypothesised relationships between all constructs

The structural model with all constructs showed a good fit for all indices, as shown in
Table 5.46.
Model
Default model
Saturated model
Independence model

RMSEA

CMIN/DF

GFI

AGFI

CFI

TLI

IFI

0.071

3.676

0.867

14.143

0.912
1.000
0.000

0.900

0.156

0.902
1.000
0.344

0.912
1.000
0.000

0.325

0.000

Table 5.46 Overall fit indices of structural model with all constructs

Table 5.47 shows path loadings, critical ratios (C.R.), and R square values in the
structural model. All standardized regression weight values were (>0.5), and all of the critical
ratios (C.R.) were (>1.96) (Janssens et al., 2008).
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Structural
Relation

Q13Quality
Q8 Quality
Q7 Quality
Q6 Quality
Q5 Quality
Q4 Quality
PE9Political
PE8Political
PE4Political
PE2Political
SC24Culture
SC23Culture
SC18Culture
SC17Culture
SC7 Culture
SC6 Culture
SC1 Culture
OSS7Security
OSS6Security
OSS4Security
OSS1Security
CI6Involvement
CI5Involvement
CI4Involvement
CI3Involvement
CI2Involvement
CI1Involvement
INF13 Infrastructure
INF12 Infrastructure
INF10 Infrastructure
INF9  Infrastructure
INF8  Infrastructure
INF3  Infrastructure
CHG5Change
CHG4Change
CHG3Change
CHG1Change
Trust6Trust
Trust4Trust
Trust3Trust
Trust2Trust
INTG5Integration
INTG4Integration
INTG3Integration
INTG2Integration
INTG1Integration
OEM12Organisation
OEM7 Organisation
OEM6 Organisation
OEM2 Organisation
OEM1 Organisation
SEE12Socioeconomic
SEE8  Socioeconomic
SEE7  Socioeconomic

Regression
Weight

1.000
0.841
0.988
0.659
0.850
0.670
1.000
1.009
1.049
1.027
1.000
1.039
0.815
1.002
0.997
0.771
1.040
1.000
0.962
0.640
0.771
1.000
1.199
0.642
1.101
0.750
1.205
1.000
0.524
0.807
1.220
1.233
1.255
1.000
1.010
1.199
0.886
1.000
0.952
1.007
1.400
1.000
1.218
1.299
0.906
1.220
1.000
1.016
0.731
0.890
0.715
1.000
1.056
1.059

Standard
Error (SE)

Critical
ratio
(C.R.)

0.026
0.019
0.030
0.040
0.046

32.250
51.039
21.718
21.027
14.570

0.053
0.019
0.023

20.451
55.593
45.582

0.016
0.038
0.020
0.018
0.034
0.015

64.825
48.103
50.722
55.068
52.790
68.602

0.020
0.053
0.030

47.912
8.810
25.382

0.049
0.053
0.049
0.053
0.049

24.229
7.977
22.425
14.280
24.753

0.042
0.062
0.045
0.044
0.045

5.571
14.130
27.048
27.720
27.789

0.066
0.077
0.060

15.003
15.627
14.812

0.015
0.016
0.018

11.780
12.616
12.953

0.078
0.076
0.081
0.080

15.595
17.052
2.445
15.157

0.041
0.042
0.050
0.050

27.911
17.214
21.219
21.033

0.044
0.045

34.385
35.753

Standardized
regression
weights
0.984
0.836
0.944
0.703
0.940
0.640
0.963
0.901
0.968
0.929
0.953
0.989
0.706
0.953
0.967
0.622
0.996
0.984
0.952
0.839
0.765
0.761
0.943
0.536
0.887
0.630
0.962
0.792
0.520
0.620
0.953
0.968
0.970
0.739
0.700
0.906
0.684
0.535
0.725
0.830
0.928
0.671
0.779
0.913
0.713
0.753
0.882
0.999
0.635
0.693
0.513
0.935
0.900
0.934

Squared
multiple
correlation
(R²)
0.968
0.700
0.891
0.494
0.900
0.400
0.927
0.800
0.936
0.864
0.908
0.978
0.430
0.908
0.934
0.501
0.991
0.969
0.906
0.382
0.586
0.580
0.890
0.371
0.787
0.400
0.925
0.627
0.331
0.400
0.909
0.938
0.941
0.546
0.600
0.821
0.468
0.387
0.525
0.689
0.862
0.450
0.607
0.833
0.343
0.567
0.779
0.998
0.393
0.339
0.300
0.771
0.810
0.872
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SEE6  Socioeconomic
SEE2  Socioeconomic
Citizen11Citizen
Citizen7 Citizen
Citizen6 Citizen
Citizen5 Citizen
Citizen1 Citizen
Usage11 Usage
Usage9 Usage
Usage6 Usage
Usage5 Usage
Usage2 Usage
Legal4 Legal
Legal3 Legal
Legal2 Legal
Legal1 Legal
Design12Design
Design10Design
Design9 Design
Design4 Design
Design1 Design
Intention4 Adoption
Intention3 Adoption
Intention2 Adoption
Intention1 Adoption
Actual use4 Actual use
Actual use3 Actual use
Actual use2 Actual use
Actual use1 Actual use

1.065
1.067
1.000
1.050
0.772
0.827
1.037
1.000
0.977
0.875
0.945
0.860
1.000
1.048
0.730
1.282
1.000
1.075
1.124
1.040
1.087
1.000
0.996
0.601
1.447
1.000
1.396
0.600
1.359

0.047
0.049

36.670
37.601

0.068
0.046
0.060
0.064

6.165
6.106
5.889
6.126

0.020
0.035
0.029
0.049

53.933
25.251
32.963
14.006

0.056
0.053
0.053

18.572
13.980
24.075

0.026
0.025
0.027
0.026

41.002
44.970
38.411
42.594

0.065
0.062
0.075

21.570
9.473
19.402

0.083
0.059
0.071

19.695
10.143
19.191

0.955
0.980
0.592
0.955
0.782
0.648
0.905
0.939
0.992
0.772
0.863
0.620
0.825
0.696
0.610
0.855
0.897
0.969
0.994
0.950
0.979
0.673
0.842
0.744
0.936
0.667
0.956
0.644
0.958

0.912
0.960
0.670
0.901
0.761
0.420
0.819
0.882
0.984
0.596
0.745
0.400
0.681
0.494
0.484
0.681
0.804
0.938
0.987
0.902
0.959
0.453
0.708
0.391
0.877
0.445
0.945
0.315
0.917

Table 5.47 Estimated values of the structural model items
Table 5.48 below shows path loadings and P values within constructs in the structural
model.
Structural
Relation
LegalPolitical
SocioeconomicPolitical
SocioeconomicLegal
InfrastructurePolitical
InfrastructureSocioeconomic
InfrastructureLegal
OrganisationalPolitical
OrganisationalInfrastructure
OrganisationalLegal
OrganisationalSocioeconomic
Changeorganisational
IntegrationChange
InvolvementChange
InvolvementPolitical
InvolvementInfrastructure
IntegrationPolitical
IntegrationLegal
IntegrationInfrastructure

Regression
Weight

Standard
Error (SE)

0.810
0.041
-0.071
-0.601
-0.084
-0.313
-0.640
0.059
0.021
0.148
0.220
0.049
0.402
-0.301
0.032
-0.021
-0.190
-0.410

0.042
0.020
0.040
0.036
0.028
0.038
0.040
0.049
0.041
0.156
0.041
0.048
0.022
0.032
0.039
0.037
0.038
0.046

Critical
Ratio
(C.R.)
2.837
0.596
-0.708
-2.379
-0.727
-3.034
-2.453
1.321
0.488
0.766
2.135
1.000
4.487
-2.080
0.706
-0.440
-2.365
-2.951

P value

*
0.551
0.479
**
0.467
***
**
0.186
0.626
0.444
**
0.317
**
*
0.480
0.660
**
**
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InvolvementSocioeconomic
InvolvementLegal
SecurityInfrastructure
SecurityInvolvement
SecurityChange
Socio-culturePolitical
Socio-cultureSocioeconomic
Socio-culture Legal
Socio-culture Infrastructure
Socio-culture Change
Socio-culture Involvement
Socio-culture Integration
Socio-culture Organisational
DesignSecurity
CitizenSocio-culture
DesignInvolvement
DesignIntegration
Citizen Involvement
QualityDesign
Usage aspectsCitizen
Usage aspectsChange
QualityChange
Usage aspectsDesign
TrustCitizen
Trust Usage aspects
Trust Political
Trust Socio-culture
Trust Infrastructure
Trust Quality
Trust Legal
Trust Socioeconomic
Adoption and implementation Organisational
Adoption and implementation Socioeconomic
Adoption and implementation Citizen
Adoption and implementation Design
Adoption and implementation Usage aspects
Adoption and implementation Infrastructure
Adoption and implementation Involvement
Adoption and implementation Socio-culture
Adoption and implementation Quality
Adoption and implementation Political
Adoption and implementation Security
Adoption and implementation Change
Adoption and implementation Trust
Adoption and implementation Integration
Adoption and implementation Legal
Actual Use Adoption and implementation

0.050
-0.045
0.600
-0.018
0.078
-0.050
0.006
0.860
0.716
0.056
-0.710
0.491
-0.890
0.205
0.510
0.221
0.029
0.063
-0.056
0.200
0.053
-0.691
0.007
-0.007
-0.419
-0.511
-0.300
-0.920
0.301
-0.032
0.140
0.007
-0.099
0.802
-0.610
0.013
-0.066
0.640
0.310
0.501
0.045
0.005
0.073
-0.720
0.058
0.970
0.890

0.161
0.033
0.043
0.051
0.048
0.045
0.136
0.047
0.056
0.059
0.065
0.061
0.050
0.040
0.021
0.046
0.042
0.019
0.030
0.031
0.057
0.030
0.057
0.091
0.030
0.028
0.026
0.035
0.056
0.029
0.033
0.035
0.028
0.021
0.044
0.034
0.041
0.047
0.032
0.065
0.032
0.041
0.044
0.056
0.044
0.034
0.078

0.640
-1.009
2.109
-0.390
1.650
-1.159
0.141
2.027
3.995
1.237
-3.935
4.219
-2.097
4.710
2.329
2.310
0.641
1.369
-1.278
2.051
1.118
-3.575
0.165
-0.162
-4.194
-2.507
-0.683
-1.985
2.209
-0.710
0.762
0.147
-0.740
2.814
-3.035
0.291
-1.429
1.983
2.671
3.332
1.012
0.106
1.514
-2.420
1.217
2.183
14.152

0.522
0.313
*
0.696
0.100
0.246
0.888
*
***
0.216
***
***
**
***
*
**
0.522
0.171
0.201
*
0.264
***
0.869
0.871
***
**
**
*
***
0.477
0.446
0.883
0.459
*
*
0.771
0.153
**
*
*
0.312
0.916
0.130
*
0.224
**
***

Table 5.48 Path loadings and critical ratios within constructs in the structural model (***=significance
at the 0.001 level, **=significance at the 0.01 level and *=significance at the 0.05 level)
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Figure 5.26 Structural model with path loadings and R² for all hypothetical relationships between constructs
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Figure 5.27 Research model with all significant relationships based on SEM analysis
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5.10 Chapter summary
Based on the SEM analysis, the researcher concluded that some relationships were
acceptable in this context, while others were not. Table 5.49 shows whether those relationships
acceptable or unacceptable in the context of this study. The findings will be discussed later in
chapter 7 of this thesis in the light of extant literature on IT adoption and implementation in
chapter 6.
Hypothesis
H1
H2
H3
H4

H5

H6

H7
H8

H9
H10
H11
H12

H13

H14

H15
H16

H17
H18

H19

Relationship
Socioeconomic environment has a negative impact on the decision to
adopt and implement e-government services and applications in Jordan.
Political environment has a negative impact on the decision to adopt
and implement e-government services and applications in Jordan.
Legal environment has a negative impact on the decision to adopt and
implement e-government services and applications in Jordan.
Existing ICT-related infrastructure has a negative impact on the
decision to adopt and implement e-government services and
applications in Jordan.
Effectiveness of governmental organisations in the change towards egovernment has a positive impact on the decision to adopt and
implement e-government services and applications in Jordan.
Citizen involvement in the change towards e-government has a positive
impact on the decision to adopt and implement e-government services
and applications in Jordan.
Sociocultural environment has a negative impact on the decision to
adopt and implement e-government services and applications in Jordan.
Integration between different government information systems has a
positive impact on the decision to adopt and implement e-government
services and applications in Jordan.
Change process management has a positive impact on the decision to
adopt and implement e-government services and applications in Jordan.
Online safety and security has a positive impact on the decision to
adopt and implement e-government services and applications in Jordan.
Quality of e-government has a positive impact on the decision to adopt
and implement e-government services and applications in Jordan.
Good design for e-government services and applications has a positive
impact on the decision to adopt and implement e-government services
and applications in Jordan.
Aspects of e-government usage such as ease of use, commitment,
usefulness and the media have a positive impact on the decision to
adopt and implement e-government services and applications in Jordan.
Characteristics of a good citizen of the change towards e-government
have a positive impact on the decision to adopt and implement egovernment services and applications in Jordan.
Trust in e-government has a positive impact on the decision to adopt
and implement e-government services and applications in Jordan.
Decision to adopt and implement e-government has a positive impact
on the decision to use e-government services and applications in
Jordan.
Socioeconomic environment has a negative impact on trust in egovernment services and applications in Jordan.
Socioeconomic environment has a negative impact on the effectiveness
of governmental organisations in the change towards e-government
services and application in Jordan.
Legal environment has a negative impact on the socioeconomic

Empirical support
Rejected
Rejected
Positively accepted
Rejected

Rejected

Accepted

Positively accepted
Rejected

Rejected
Rejected
Accepted
Negatively accepted

Rejected

Accepted

Negatively accepted
Accepted

Rejected
Rejected

Rejected
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H20

H21
H22
H23

H24

H25

H26

H27

H28

H29

H30

H31

H32

H33

H34
H35
H36

H37

H38

H39

H40

environment for change towards e-government in Jordan.
Socioeconomic environment has a negative impact on the citizen
involvement in the change towards e-government services and
applications in Jordan.
Political environment has a negative impact on the socioeconomic
environment for change towards e-government in Jordan.
Political environment has a negative impact on the legal environment
for change towards e-government in Jordan.
Socioeconomic environment has a negative impact on the development
of ICT-related infrastructure in the change towards e-government
services and applications in Jordan.
Legal environment has a negative impact on the development of ICTrelated infrastructure in the change towards e-government services and
applications in Jordan.
Political environment has a negative impact on the effectiveness of
governmental organisations in the change towards e-government
services and application in Jordan.
Political environment has a negative impact on the integration between
information systems across various governmental organisations for the
change towards e-government services and applications in Jordan.
Political environment has a negative impact on the development of
ICT-related infrastructure in the change towards e-government services
and applications in Jordan.
Political environment has a negative impact on the citizen involvement
in the change towards e-government services and applications in
Jordan.
Socioeconomic environment has a negative impact on the sociocultural
environment for change towards e-government services and
applications in Jordan.
Political environment has a negative impact on the sociocultural
environment for change towards e-government services and
applications in Jordan.
Legal environment has a negative impact on the sociocultural
environment for change towards e-government services and
applications in Jordan.
Existing ICT-related infrastructure has a negative impact on the
sociocultural environment for change towards e-government services
and applications in Jordan.
Sociocultural environment has a negative impact on the characteristics
of the citizen to change towards the adoption and implementation of egovernment services and applications in Jordan.
Legal environment has a negative impact on the citizen involvement in
the change towards e-government services and applications in Jordan.
Legal environment has a negative impact on trust in e-government
services and applications in Jordan.
Existing ICT-related infrastructure has a negative impact on the
integration between information systems across various governmental
organisations for the change towards e-government services and
applications in Jordan.
Legal environment has a negative impact on the effectiveness of
governmental organisations in the change towards e-government
services and application in Jordan.
Existing ICT-related infrastructure has a negative impact on the
effectiveness of governmental organisations in the change towards egovernment services and application in Jordan.
Existing ICT-related infrastructure has a negative impact on the citizen
involvement in the change towards e-government services and
applications in Jordan.
Citizen involvement in the change towards e-government has a positive

Rejected

Rejected
Positively accepted
Rejected

Accepted

Accepted

Rejected

Accepted

Accepted

Rejected

Rejected

Positively accepted

Positively accepted

Positively accepted

Rejected
Rejected
Accepted

Rejected

Rejected

Rejected

Negatively accepted
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H41

H42

H43

H44

H45

H46

H47

H48

H49

H50

H51

H52

H53

H54
H55
H56

H57

H58

impact on the sociocultural environment for the adoption and
implementation of e-government services and applications in Jordan.
Change process management has a positive impact on the sociocultural
environment for the adoption and implementation of e-government
services and applications in Jordan.
Change process management has a positive impact on the citizen
involvement in the change towards e-government services and
applications in Jordan.
Legal environment has a negative impact on the integration between
information systems across various governmental organisations for the
change towards e-government services and applications in Jordan.
Effectiveness of governmental organisations in the change towards egovernment has a positive impact on the sociocultural environment for
the adoption and implementation of e-government services and
applications in Jordan.
Integration between different government information systems has a
positive impact on the sociocultural environment for the adoption and
implementation of e-government services and applications in Jordan.
Citizen involvement in the change towards e-government has a positive
effect on the management of safety and security of information and
government transactions online in Jordan.
Effectiveness of governmental organisations has a positive impact on
the management process of change towards e-government services and
applications in Jordan.
Existing ICT-related infrastructure has a negative impact on the safety
and security of information and government transactions online in
Jordan.
Change process management has a positive impact on the integration
between information systems across various governmental
organisations for the change towards e-government services and
applications in Jordan.
Change process management has a positive impact on the management
of safety and security of information and government transactions
online in Jordan.
Citizen involvement in the change towards e-government has a positive
effect on the design of e-government services and applications in
Jordan.
Change process management has a positive impact on the aspects of egovernment usage such as ease of use, commitment, usefulness and the
media for the adoption and implementation of e-government services
and applications in Jordan.
Citizen involvement in the change towards e-government has a positive
effect on the characteristics of the citizen towards the adoption and
implementation of e-government services and applications in Jordan.
Change process management has a positive impact on the quality of egovernment services and applications in Jordan.
Online safety and security has a positive impact on good design for egovernment services and applications in Jordan.
Integration between different government information systems has a
positive impact on good design for e-government services and
applications in Jordan.
Good design for e-government services and applications has a positive
impact on the quality of e-government services and applications in
Jordan.
Good design for e-government services and applications has a positive
impact on the aspects of e-government usage such as ease of use,
commitment, usefulness and the media for the adoption and
implementation of e-government services and applications in Jordan.

Rejected

Accepted

Accepted

Negatively accepted

Accepted

Rejected

Accepted

Positively accepted

Rejected

Rejected

Accepted

Rejected

Rejected

Negatively accepted
Accepted
Rejected

Rejected

Rejected
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H59
H60

H61

H62

H63
H64
H65

Quality of e-government has a positive impact on trust in e-government
services and applications in Jordan.
Characteristics of a good citizen of the change towards e-government
have a positive impact on the aspects of e-government usage such as
ease of use, commitment, usefulness and the media for the adoption
and implementation of e-government services and applications in
Jordan.
Aspects of e-government usage such as ease of use, commitment,
usefulness and the media have a positive impact on trust in egovernment services and applications in Jordan.
Characteristics of a good citizen of the change towards e-government
have a positive impact on trust in e-government services and
applications in Jordan.
Sociocultural environment has a negative impact on trust in egovernment services and applications in Jordan.
Existing ICT-related infrastructure has a negative impact on trust in egovernment services and applications in Jordan.
Political environment has a negative impact on trust in e-government
services and applications in Jordan.

Accepted
Accepted

Negatively accepted

Rejected

Accepted
Accepted
Accepted

Table 5.49 Summary of the hypothesised relationships in the research model
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Chapter Six
IT adoption and implementation literature
review (II)

6.1 Introduction
In recent years, there has been increasing interest by researchers for developing theories
and models to understand the behaviour of individuals towards the adoption, acceptance and use
of technology in many different contexts. Currently, there is no extant model that fits the context
of e-government services and applications. However, the study of such models and theories has
become a necessity in spite of differences in research methodologies and contexts where it is
applied. These theories and models are often subject to cultural considerations in Western
countries like the US where these have been developed, which means that these models and
theories do not fit the contexts of developing countries due to differences with developed
countries in terms of societal, cultural and national infrastructural factors.
This chapter will address issues related to the adoption, acceptance and use of egovernment services and applications at the individual level, in reference to the existing literature
on such services and application in the context of developed countries in general and developing
countries in particular. Moreover, it will also indicate the rationale behind doing such research. It
can be noted that there are three groups to explain the behaviour of individuals towards the
adoption and use of IT as follows:
1.

Models, such as Diffusion of Innovation (DOI) and its derivatives are based on
the perception of the characteristics of the system (technology) to influence human
behaviour towards the use of IT (Moore and Benbasat, 1991; Rogers, 1995; Plouffe et al.,
2001).

2.

Models, such as Technology Acceptance Model (TAM) and its derivatives are
based on the formation of intention (personal beliefs and attitudes) as a criterion of
decision-making to influence human behaviour towards the use of IT (Davis, 1989; Davis
et al., 1989; Mathieson, 1991; Venkatesh and Davis, 2000; Taylor and Todd, 1995b;
Taylor and Todd, 1995a; Venkatesh and Brown, 2001).

3.

Models, such as Social cognitive Theory, Intrinsic and Extrinsic Motivation
(IEM), and Theory of Interpersonal Behaviour (TIB), are based on the integration of the
goal achievement as a criterion of decision-making. Also, the automatic factor (past
behaviour), and the social factors (norms and social identity) of goal-directed behaviour,
have an influence human behaviour towards the use of IT. In addition, motivationoriented perspectives enhance the understanding of the basic mechanism underlying both
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the intrinsic (IM) and extrinsic motivation (EM) process (Triandis, 1980; Compeau and
Higgins, 1995; Compeau et al., 1999; Cheung et al., 2000).
However, understanding the determinants of successful adoption and implementation of
IT, especially e-government in developing countries requires a focus on 4 main perspectives
combined with each other; organisational, individual, technological and cultural. However, the
reference to the theoretical concepts within these four perspectives could contribute to an
integrated understanding of the causes that affect on the individuals in adopting and
implementing IT, especially e-government in developing countries such as Jordan, thus
supporting the theoretical and empirical results of this research.

6.2 Research on e-government adoption and implementation
According to Reddick (2005), research on the adoption of e-government is classified into
two key sides: supply and demand-side. In this research, the supply-side includes factors related
to the source of public services (government and its partners) at all levels local, state or national
(Reddick, 2005). In practice, the supply-side includes factors that affect the government
institutions to adopt and implement e-government services and applications (Moon, 2002; Holden
et al., 2003; Ciborra and Navarra, 2005; Norris and Moon, 2005). Among these factors highlight
the IT infrastructure, financial resources, human resources and change management. While the
demand-side includes factors related to end users of public services, whether citizens, companies
or government employees (Reddick, 2005). In practice, the demand-side includes factors that
affect end users to adopt and use e-government services and applications (Carter and Belanger,
2005; Gilbert et al., 2004; Phang et al., 2005; Fu et al., 2006; Belanger and Carter, 2008). Among
these factors highlight the trust, culture, perceptions, beliefs and experience. The following
subsections discuss in detail the factors affecting the adoption of e-government services and
applications from both perspectives.

6.2.1 E-government adoption and implementation from the supply-side
The adoption of e-government services has not reached the stage of digital maturity,
despite the widespread adoption of e-government at the local and national level (Moon, 2002;
Norris and Moon, 2005; Tung and Rieck, 2005; Huang, 2006). For example, Moon (2002)
indicates that the maturity level of most e-government websites at the municipal level in the US is
between stage I (simple information dissemination/one-way communication) and stage II (request
and response/two-way communication).

259

However, a few e-government websites at the local level in the US offers advanced
services such as e-payment (Moon, 2002; Norris and Moon, 2005). At the national level, the
results are not different, but according to the UN Global E-Government Survey, conducted in
2008, about 16% of the national governments in all parts of the world provide e-payment
gateway. Similarly, West (2008) showed that only 50% of e-government websites all over the
world provide integrated services on the Internet. While the situation in the Arab countries is not
much different, only 3 Gulf States out of 22 offers advanced services such as e-payment
(Chatfield and Alhujran, 2007).
In short, governments around the world still face the problem of the availability of
advanced e-government services. This has led many researchers and practitioners in this field to
focus on the supply-side in the adoption and implementation of e-government services and
applications. In other words, this means the study of factors related to the provision of egovernment services and the extent of complexity (Alhujran and Chatfield, 2008). Among these
factors highlight business strategies (Janssen and Cresswell, 2005), top management support (AlShehry et al., 2006; Ndou, 2004), red tape (Welch and Pandey, 2007), organisational capacity
(Holden et al., 2003; Norris and Moon, 2005), change management (Ndou, 2004), the technical
capacity (Al-Shehry et al., 2006; Ebrahim and Irani, 2005).

6.2.2 E-government adoption and implementation from the demand-side
One of the key success factors in implementing e-government services and applications is
the adoption, acceptance and use of the citizens of those services and applications (Carter and
Belanger, 2005). Most academic studies focused on the supply-side of e-government, while the
number of studies addressing issues such as why, and under what circumstances, citizens can
adopt and use e-government is relatively few (Alhujran and Chatfield, 2008; Carter and Belanger,
2005; Reddick, 2005; Tung and Rieck, 2005). Accordingly, this research addresses these issues
concerning the citizens and their adoption of e-government services. However, this section deals
with the previous studies about the factors that affect the citizens in the adoption of e-government
services and applications.
Carter and Belanger (2004) proposed a model for the adoption of citizens to egovernment services in the US. This model is based on the DOI in order to discover factors that
affect the citizens in the adoption of e-government services. The results indicate that the
perceived image, perceived relative advantage, and perceived compatibility are important factors
that affect the intention of the citizens in the adoption of e-government services. According to this
study, higher levels of these factors would increase the citizen's intention to use e-government
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services. In addition, they pointed to the role of knowledge and awareness in influencing the
intention of the citizens in the adoption of e-government services. However, the results did not
indicate perceived ease of use as one of the factors affecting citizens‘ intentions to adopt egovernment services. The reason for this can be in the sample of students surveyed in terms of
expertise in the use of the Internet and computer applications on the one hand, and the small
sample size (n = 140) on the other hand, both of which affected the results.
A subsequent study of Carter and Belanger (2005) included a larger group of citizens in
the US to understand the factors that affect their adoption of e-government services and
applications. This study takes the integration between TAM, DOI, and trustworthiness as a
theoretical basis for the study of the adoption of e-government services and applications. The
results indicate that the perceived ease of use, compatibility and trustworthiness are factors
affecting the intention of the citizen to adopt and use e-government services. The results of this
study were diametrically opposed to the previous study (Carter and Belanger, 2004), where there
is a positive relationship between perceived ease of use and intention to use e-government
services and applications. In addition, they stressed the results of the study above with respect to
the role of knowledge and awareness of the influence the intention of citizens in the adoption of
e-government services and applications. According to this study, higher levels of compatibility
and trustworthiness have shown a positive relationship with the intention of the citizens to adopt
and use e-government services and applications. Also, unlike the previous study, this study
suggests that the perceived image and relative advantage have no impact on the intention of the
citizens to adopt and use e-government services. The reason for these results could be differences
in demographic characteristics of citizens surveyed.
In another study of Schaupp and Carter (2005), using the Carter and Belanger model
(2005), for the study of factors affecting young voters for the adoption and use of the e-voting
system in the US, the results indicate that the perceived usefulness, compatibility and trust are
influential factors in intention of the citizen to adopt and use the voting system over the Internet.
While the perceived ease of use, image, and relative advantage were not among the factors
affecting the intention of the adoption and use of e-voting system.
In light of the discussion above, it can be seen that there were discrepancies in the results
of three studies on finding the factors affecting the citizens of the adoption and use of egovernment services at the level of the US. This disparity is due to the reasons mentioned above,
which confirms the absence of only one model for the adoption and use of e-government services
that fits all the conditions for a particular environment such as the US. In other words, every

261

academic study conducted within a particular context may add value to knowledge, even if there
is a glut on the academic studies conducted within the same context.
Phang et al., (2005) pointed out that the perceived usefulness is the main factor affecting
the intention of the senior citizens to adopt and use e-government services and applications. This
study aimed at identifying the antecedents‘ of TAM‘s perceived usefulness for the adoption and
use of senior citizens to e-government services in Singapore. The results indicate that the safety
of online transactions and the perceived ease of use, both are significant factors in predicting
perceived usefulness of senior citizens to adopt and use e-government services and applications.
While factors, such as compatibility and image did not show effect on the perceived usefulness of
senior citizens to adopt and use e-government services and applications. This is due to cultural
considerations related to Singapore. However, the results of this study were consistent with the
original assumptions of TAM.
Fu et al., (2006) pointed to the same conclusion reached by the previous study in terms of
whether perceived usefulness is the key factor which affects the taxpayer's intention to adopt and
use the appropriate method for them to pay their taxes. This study is based on the integration
between the theories of Theory of Planned Behaviour (TPB), TAM and other factors, such as
perceived risk, and compatibility, to explore the factors affecting the adoption and use e-Tax
system in Taiwan. The results indicate that the perceived risk and the independent variables in the
TPB (subjective norm, self-efficacy, resource facilitating conditions, and technology facilitating
conditions) did not show significance in the interpretation of the behaviour of Taiwanese
taxpayers to use e-Tax system.
Similarly, Wang (2003) address the factors that affect the adoption of the citizens to eTax system in Taiwan and on the basis of TAM. In this study, it was proposed a new variable
called ―perceived credibility‖ to denote the intrinsic belief of a user of the e-Tax system. The new
factor refers to the two dimensions affect the intention of adoption and use e-Tax system, namely
security and privacy. The results indicate that the computer self-efficacy is one of the factors that
affect the intention of the Taiwanese citizen to adopt and use e-Tax system through perceived
usefulness, perceived ease of use, and perceived credibility. According to the study, higher levels
of computer self-efficiency have a positive impact on ease of use and usefulness beliefs.
Moreover, the positive impact of self-efficacy on the intention of the citizens to adopt and use eTax system in Taiwan.
In the same context, Hung et al., (2006) referred to the TPB to identify the factors that
affect the public acceptance of e-government services in Taiwan. The results suggest that factors
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such as ease of use; perceived usefulness; perceived risk; compatibility; trust; self-efficacy;
external influences; interpersonal influence; and facilitating condition, have a ripple effect on
Taiwan compatriots to accept the e-government services. In addition, the results indicate a
correlation between the attitude and behavioural intention to adopt and use e-Tax system (attitude
toward the behaviour).
Also, Chua et al., (2004) found the factors that could affect the adoption of e-tendering
system (ETS) in Taiwan. Depending on the TPB, the results showed that factors such as user
satisfaction, driven by information accuracy, and perceived usefulness of the ETS, have positive
impact on the adoption of the ETS. The results also showed a relationship between attitude and
intention of the behaviour towards the adoption and use of ETS (attitude toward the behaviour).
Also, increasing awareness and improve knowledge in the field of IT and the Internet affect the
adoption and use of ETS.
Choudrie and Dwivedi (2005) examined the awareness of citizens on the adoption of egovernment initiatives in the UK. The results indicate that the differences in demographic
characteristics of citizens, including gender; age; education; income and social class, explain the
differences in the awareness of citizens on the adoption of e-government services and
applications. Citizens who have home broadband access are more likely to adopt and use egovernment services. Likewise, Reddick (2005) refers to the characteristics of the citizens which
affect the adoption of e-government services and applications in the US. The results indicate that
the demographic and social characteristics of citizens, including gender; age; education; type of
work and online experience, and the characteristics of e-democracy including trust in the
government; change of government policies and political party affiliation, affect the behaviour of
the citizen to adopt e-government services and applications. According to this study, the
characteristics of citizens who are more interested in e-government services and applications
include those who have more contact with government officials, with high-income, with expertise
in the use of the Internet, who want to change government policies, and who trust the state
government. The study also found that older citizens are less likely to adopt and use egovernment services.
Although the reach of many academic studies of the role of trustworthiness (the
government side) to influence the intention to adopt and use e-government services and
applications in the US (Carter and Belanger, 2005), few of these studies addressed the role of
trust (the citizen side) to affect the intent to adopt and use e-government services and applications
(Warkentin et al., 2002; Carter and Belanger, 2004; Schaupp and Carter, 2005; Horst et al.,
2007). However, the results indicate a disparity in cross-cultural studies regarding the importance
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of the role of trust and trustworthiness in influencing the intention to adopt and use e-government
services and applications.
Other studies have shown the importance of the issues of security and privacy of the
adoption and use of e-government services and applications in the Western developed countries
(Gilbert et al., 2004; Conklin, 2007). These issues enable citizens to protect their personal
information as well as ensure the prevention of violations, and increase public trust in egovernment services and applications.
Few studies have developed models for the adoption of e-government services at the level
of citizens. For example, Kumar et al., (2007) developed a model for the adoption of citizens to egovernment services. This model includes the user's characteristics, including perceived risk and
perceived control, as well as web design issues, including perceived usefulness, perceived ease of
use, and a number of other factors that generate satisfaction for the user, and thereby influence
the decision to adopt e-government services and applications. The results indicate that the
characteristics of the user, such as experience in the use of the Internet, perceived risk, and
perceived control are factors affecting the adoption of e-government services. The results also
indicate that there is a need to focus on issues related to the design of e-government websites,
including the accuracy of the content, ease of surfing, ease of access, and personalisation. These
factors affect the level of satisfaction of citizens and thus their decision to adopt e-government
services and applications. However, higher level of citizen satisfaction means an increase in the
rate of adoption and use of e-government services and applications.
Similarly, Warkentin et al., (2002) developed another model of the adoption of citizens to
e-government services. This model includes the citizen's trust as one of the factors affecting the
adoption of e-government services. The model also includes factors such as the perceived
usefulness; perceived ease of use; perceived risk; perceived behavioural control; and cultural
dimensions, explain the behaviour of citizens towards the adoption of e-government services. The
results indicate that there is a positive correlation between trust and the intention of the citizen to
adopt and use e-government services and applications. Other factors such as such as perceived
usefulness, perceived ease of use and perceived behavioural control, showed a positive
correlation with the intention of the citizens to adopt and use of e-government services. While the
perceived risk showed a negative correlation with the intention of citizens to adopt and use egovernment services. Cultural variables, especially power distance and uncertainty avoidance
dimension, have a strong correlation with the intention of the citizens of the adoption of egovernment services. Citizens of countries characterised by high levels of power distance (the
distance between the lowest and highest places of society) are more likely to adopt and use e-
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government services. Citizens of countries characterised by high levels of uncertainty avoidance
would be more inclined to adopt and use e-government services.
In another study, Wangpipatwong et al., (2008) explored the factors that may affect the
intention of the citizen on the continued use of e-government services in Thailand. The study
includes the integration between TAM and computer self-efficacy to explain the intent of the
continuation of the Thai citizens to use e-government services and applications. The results
indicate that the perceived usefulness and perceived ease of e-government use, both affect the
intention of the citizen to adopt and use e-government services and applications. The results also
indicate that the computer self-efficacy has a positive effect on the perceived ease of egovernment use, and therefore impact positively on the intention of the citizens of Thailand to
continue to use e-government services, while another study, Wang (2003) did not reach the same
conclusion earlier, as there was no correlation between computer self-efficacy and perceived ease
of e-government use.
For Arab countries, the number of studies on the factors that affect the adoption of egovernment services from both the supply and demand-side is relatively few compared with
studies conducted in developed countries, and even other Asian developing countries. Al-Shihi
and McGrath (2004), for example, explored factors that affect the adoption of e-government
services from both the supply and demand-side in the Sultanate of Oman. From the demand side,
the results indicate that the factors that affect the adoption of e-government services can be
summarised in the characteristics of citizens such as IT literacy, age, education and income.
According to this study, young citizens, the educated and those with high income were more
likely to adopt e-government services. In addition, citizens with expertise in the use of computers
and the Internet are more likely to adopt e-government services. This study also addressed the
major barriers facing the government of the Sultanate of Oman to move forward in the
implementation of e-government initiatives. These barriers are summarised in the lack of
experience in the use of IT, lack of awareness and knowledge of e-government services and lack
of trust in government and technology alike.
Ciborra and Navarra (2005) explored the major barriers facing the government of Jordan
in the implementation of e-government initiative. Jordan is one of the countries of the Middle
East, which is distinguished in light of the technological revolution of modern information and
commitment to good governance. However, The study focused on the supply side of the
implementation of e-government initiative in the absence of the demand side of implementing egovernment, if any, the absence of a systematic and comprehensive research methodology such as
GT, in order to propose a multi-level model to explain the adoption and use of e-government
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services to citizens of developing countries, especially Arab ones. This is the main objective of
this research that seeks to achieve and to bridge the knowledge gap in the studies of the Arab
region.
AlAwadhi and Morris (2008) explored the demand-side factors that affect the citizens of
the adoption of e-government services in Kuwait, on the basis of Unified theory of acceptance
and use of technology (UTAUT). The results indicate that factors such as facilitating conditions,
peer influence, performance expectancy, and effort expectancy, explain the behaviour of Kuwaiti
citizens towards the adoption and use of e-government services. The study also points to other
factors such as culture, trust, which has not been examined in this context, but in future studies
because of their importance. Similarly but in different context, Al-Shafi et al., (2009) explored
the demand-side factors that affect the behavioural intention to use of citizens for adopting egovernment services in Qatar, on the basis of UTAUT. The results showed that there are three
factors, performance expectancy, social influence, and facilitating conditions had a significant
impact on the behavioural intention of citizens to adopt and use e-government services in Qatar.
The study also points to other factors such as culture, which has not been examined in this
context, but in future studies because of its importance
In short, the number of studies on factors affecting the adoption of the citizens to egovernment services in developed countries is relatively more than the number of studies
conducted in developing countries and the Arab countries in particular. This knowledge gap has
become apparent in developing countries, particularly Arab countries. However, the use of citizen
e-government services in most Arab countries is a voluntary behaviour; this increases the
importance of studies on the factors that have a positive impact on citizens‘ attitudes towards the
use of e-government services in the Arab region. In other words, few studies have looked to find
the factors affecting the adoption of e-government services in the context of the Arab countries,
especially Jordan.
Despite this however, there is no single model or theory includes all potential
determinants of human behaviour towards the use of IT across varied contexts and technologies.
For this reason, the importance of this research lies not only in emphasising the inadequacy of the
models and theories mentioned above to predict and explain the behaviour of individuals towards
the adoption and implementation of big IT projects in the context of developing countries in
particular, but also broaden the base of our understanding of the phenomenon through the
exploration of the potential determinants of behaviour of individuals to adopt and use egovernment services and applications through applying a holistic approach based on examining
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the technology in its real context of implementation. According to Merriam-Webster Online
Dictionary (http://www.merriam-webster.com/dictionary/context), the context refers to the
circumstances associated with the presence or absence of something. In doing so, the following
section provides detailed information on perspectives that are likely to affect the behaviour of
individuals towards the adoption and use of IT, particularly e-government, and thus provides a
conceptual model to understand the phenomenon of e-government adoption and implementation
in developing countries in general and Jordan in particular in the one hand, and allow the study of
the complex interrelationships between factors in the following key perspectives: technological,
organisational, individual, and cultural ones.

6.3 Perspectives on the IT Aadoption and implementation research
Once again, Understanding the behaviour of individuals towards the adoption and use of
IT, particularly e-government, requires the investigation of the following 4 key perspectives:
technological, organisational, individual, and cultural perspective. Together, these in turn reflect
the complex nature of the implementation of such IT projects and, therefore, are likely to lead to
success in the context of developing countries, which often lack the resources needed to catch up
with developed countries (Han, 2003; Chittoo et al., 2009).

6.3.1 Technological perspective
This perspective usually refers to the technical characteristics of the system under
investigation. For example, the various applications of IT and communications are still the focus
of many academic studies on the determinants of the behaviour of individuals to adopt and use
these applications as shown below. Here, technical factors are identified as being likely to affect
the behaviour of individuals to adopt and use IT. These technical factors include issues such as
technical security, technical infrastructure, usability, user interface design, patterns of interaction,
as well as technical quality. Overall, issues of web design, download, response, and web content
issues, all of which have been investigated empirically in order to study the behaviour of
individuals on the adoption and use of IT. Moreover, issues of network technologies in terms of
reliability, accessibility, availability and affordability, these issues are likely to have an impact on
the beliefs of users to adopt and use IT.
However, e-government services and applications are not much different from other IT
projects, but are a kind of practical applications of technology in public sector institutions, and
therefore being investigated in the determinants of adoption and use of such services and
applications in the context of this research. In short, technical factors that affect the behavior of
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individuals towards the adoption and use of IT may also have an impact on the attitude towards
such IT projects with different perspectives, such as e-government, so this research will
investigate the effects of these factors on e-government services and applications.
Many studies have benefited from DOI, TAM and their derivatives to explain and predict
the behaviour of individuals towards the adoption and use across a wide range of technological
applications and contexts, among those studies:


Internet related applications such as email (Gefen and Straub 1997; Vongchavalitkul et
al., 2003), World Wide Web (WWW) (Cheung et al., 2000; Moon and Kim, 2002), voice
mail (Strader et al., 2007; Hossain and De Silva, 2009), WWW information services
(Sandhu and Corbitt, 2003), Online services (Chen et al., 2002; Al-Ghaith et al., 2010),
virtual workplace systems (Eckhardt et al., 2009), digital libraries (Hong et al., 2002).



Other communication systems such as Location-based systems (Cheng and Wang, 2009)
and Wireless communication systems (Lu et al., 2003).



Office systems, such as Lotus, Word Processing, Excel and Power Point applications
(Davis et al., 1989; Mathieson, 1991; Taylor and Todd, 1995; Venkatesh et al., 2003).



Database systems (Hwang et al., 2004).



PC (or Microcomputers) (Igbaria et al., 1997).



Workstation (Moore and Benbasat, 1991).



Telemedicine systems (Chau and Hu 2002; Mezni, 2008).



Mobile commerce services (Yaseen and Zayed, 2010).



Other systems such as Decision support systems (DSS) (Kerr, 2004), CASE tools (Teng
and Nelson, 1996), financial EDI (Premkumar et al., 1997), e-banking systems (AbuShanab et al., 2010), e-learning systems (Zhang et al., 2009), e-commerce systems (Molla
and Licker, 2004), and more recently e-government services and applications (Warkentin
et al., 2002; Gilbert et al., 2004; Phang et al., 2005; Fu et al., 2006; Horst et al., 2007; AlAwadhi and Morris, 2009; Schaupp, 2009).
Although many studies based on traditional models to explain and predict the behaviour

of individuals towards the use of IT, most of the results of these studies on the application of
traditional models to explain the adoption and implementation of IT projects with a
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multidimensional nature, such as e-government (Heeks and Bailur, 2007, Yildiz, 2007) still lacks
a theoretical framework and robust methodology to provide a better understanding of the
determinants of adoption and implementation of such projects of all dimensions, thus contributing
ultimately to its deployment on a large scale in the specific context (Kraemer and King, 2003;
Grönlund, 2005). This may be more important to studies conducted in the context of developing
countries, given the many determinants of these countries to do so on the one hand, and on the
other hand most of the traditional models were developed to suit the context of developed
countries, and therefore did not take the difference in context, as Chen et al., (2006) pointed to it.
This is what makes traditional models work well in one country and do not work well in another
country. According to Heeks and Bailur (2007), most studies on the adoption and use of egovernment services and applications shed light on what is happening in e-government, and a few
of them offer practical recommendations for an understanding of why and how things happen in
e-government services and applications. However, Heeks and Bailur conclude that “...egovernment research is far from theory building or theory applying, it has not even reached the
level of accumulating knowledge about its own models. The image is of random rocks being
thrown into a pool, rather than building cairns of knowledge...” (2007: p. 256).
In short, the importance of technological characteristics in the acceptance or rejection of
IT is indisputable (Rogers, 1995). What is not clear in this regard, however, to what extent
technological characteristics are an issue in the adoption and implementation of e-government
services and applications in developing countries such as Jordan. Accordingly, this research is the
result of calls made by many scholars, such as Heeks and Bailur (2007), Yildiz (2007), Bwalya
and Healy (2010), and Lai and Pires (2010), to produce more grounded, empirical studies that
would create new theoretical arguments and provide new concepts and categories in order to
enhance our understanding of government policies, processes and actors on the one hand, and on
the other hand applying grounded theory is not only for developing a theory by moving from
empirical data to formulating hypotheses in an inductive way; but it also identifies new variables
and concepts through systematic analysis, and therefore generate additional avenues for research
as new variables and concepts are resulted from the systematic methodology. Since the use of
primary data with multi-level analysis to the production of a new theory is rarely found in the
literature of e-government, this research contributes to knowledge through embodying more
rigorous methodological choices, as most current research in e-government, particularly in
developing countries, lack such strategies.
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6.3.2 Individual perspective
This perspective usually refers to the characteristics of individual users that affect the
adoption and use of IT. In practice, individual differences can be explained on the basis of
differences among people in terms of perceptions and behaviours, attributes and personal
characteristics, and variables that imply differences attributable to circumstances such as
education and experience (Agarwal, 2004). Among these individual differences highlight the
study of the cognitive style (Benbasat and Taylor, 1978), gender, age, experience, and personality
(Taylor and Todd, 1995b), and motivation (DeSanctis, 1982). However, the difference between
cultures creates characteristics distinguish individuals from each other and affect their behaviour
toward the exploration and innovation. This is one of the reasons behind the spread of IT more
quickly in developed countries from developing countries. However, individual differences refer
to factors that include the characteristics of the end user, including personal, demographic, as well
as perceptual characteristics that constitute the differences among them (Agarwal, 2000).
Zmud (1979) developed a conceptual model of two causal pathways for the interpretation
of individual differences and their impact on the implementation of IT: cognitive and attitudinal.
In essence, these two pathways are similar to the theories which are based on the foundations of
social psychology. Zmud added that individual differences can be categorised as follows: (1)
cognitive style, (2) personality, and (3) demographic/ situational variables. Cognitive style refers
to the mode an individual functioning in terms of perception and thinking behaviour, while
personality refers to the cognitive and emotional structures that enable individuals to amendments
to the events and situations that they face. However, personality has a significant impact on IT
use and includes “locus of control, dogmatism, ambiguity tolerance, extroversion/introversion,
need for achievement, risk-taking propensity, evaluative defensiveness, and anxiety level”
(Agarwal, 2004: p. 95).
Finally, the demographic / situational variables refer to a wide range of personal
characteristics including the intellectual capacity and knowledge, gender, age, experience,
education, professionalism, and organisational level. Furthermore, recent studies have identified
two important individual differences that have shown a positive impact on the decision to accept
information technology, namely self-efficacy (Bandura, 1986) and personal innovativeness
(Agarwal, 2000). The following are some of the subjects most commonly used in studies on the
acceptance and use of IT:


University students (Al-Gahtani and King, 1999; Agarwal, 2000).
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Administrative and clerical staff (Karahanna et al., 1999; Chau et al., 2002).



Knowledge workers (Igbaria et al., 1997; Hung et al., 2006).



The elderly and people with disabilities (Goodman et al., 2002)



Online users (Nysveen et al., 2005).
In short, the importance of individual characteristics in the acceptance or rejection of IT is

indisputable (Lee et al., 2003). What is not clear in this regard, however, to what extent
individual characteristics are an issue in the adoption and implementation of e-government
services and applications in developing countries such as Jordan. This research is the result of
calls made by many scholars, such as Yildiz (2007), Azab et al., (2009), Mofleh and Wanous
(2009), to triangulate results and concepts with an analytical approach, which is rarely found in egovernment research. Many researchers in the field of e-government kept the analysis within the
framework of the government agency that implements e-government services and applications
(single perspective), ignoring the role of the environment (e.g. citizens, businesses, partners,
vendors perspective, etc) that surrounds these agencies and thereby influence the results of
studies at all levels. This is consistent with Yildiz that“...both government agencies and their
environments should be analyzed at the same time by performing periphery sampling...” (2007:
p. 660).
However, triangulation of data and results using various data sources, methods,
researchers, and data types (Gil-Garcia and Pardo, 2006), which are collected from multiple
locations, contribute to knowledge through increasing the rigor in e-government research. This
would be more important for researchers in developing countries, since most studies lack the
multi-level analysis that provide a better understanding of perspectives of the implementation of
IT in general and e-government in particular. According to Sahay and Walsham, “the process of
IT use in developing countries is a complex phenomenon and it typically involves actors at
various levels. It is important to study the interaction of these different actors on the process of IT
implementation and use” (1995: p. 118).
In this regard, there is an urgent need for more cross-cultural studies relating to the
acceptance and use of IT (Al-Gahtani et al., 2007; Teo et al., 2008), including e-government
(Van Dam et al., 2003; Al-adawi et al., 2005; Arslan, 2009), where most of the studies covering
this subject based on the theoretical framework, individual and organisational factors, and ignore
the role of culture in this subject.
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6.3.3 Organisational perspective
This perspective usually refers to the organisational characteristics and resources that
stimulate the acceptance and use of IT, as for the individuals from within or outside the
organisation. This means that the adoption of the IT by individual users is a secondary decision
came after the organisation‘s decision to do so. Accordingly, creating a suitable environment to
support and encourage the use of IT by providers of technological services in the various sectors
that will increase the acceptance and use of individuals for IT. Studies have shown that the
organisational policies related to IT in various sectors, as well as providing support and
encouragement from top management has a positive impact on the behaviour of individuals
towards the adoption and use of IT (Han, 2003).
In addition, the development of training programs on the use of IT would enhance the
capacity of individual users on the use of IT, and thus increase the likelihood of acceptance of
individuals for IT in various sectors. Bright and Cooper (1994) pointed out the importance of the
role of organisational culture in influencing the behaviour of individuals to accept and use of IT.
These and other organisational characteristics will be used to explain and predict the behaviour of
individual users from inside (e.g. employees) or outside (e.g. customers) the organisation for the
use of IT. However, organisational factors that increase the acceptance of individual users of IT
in the context of an organisation and within a particular sector do not necessarily have the same
impact in the context of another organisation.
Organisational factors can influence the decision of citizens in the adoption and use of egovernment services and applications through the availability of tangible and intangible resources
(Zhu et al., 2006), and mandate from the government (Lester and Stewart, 2000). Other important
organisational factors from research on IT acceptance and use in the public sector are top
management support, maturity of IT functions, decision-making structure, management style,
managerial IT knowledge, IT training and support, goal alignment, and resources allocation.
However, different systems are influenced by different organisational factors (Boynton et al.,
1994). Additionally, there are a number of organisational factors that affect the adoption and use
of e-government services and applications in developing countries: (1) organisational e-readiness
(Zaied et al., 2007), (2) public-private partnership (Sharma, 2007), (3) change management
(Altameem et al., 2006), and (4) project management (Ebrahim and Irani, 2005). The following
are some of the organisations most commonly used in studies on the acceptance and use of IT:


Small-Medium Enterprises (SMEs) (Cloete et al., 2002).
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Universities (Abbad et al., 2009).



Schools (Kumar et al., 2008).



Banks (Pikkarainen et al., 2004).



Hospitals (Sánchez et al., 2005).



Hotels (Lam et al., 2005).



Governments (Carter and Belanger, 2005; Lai and Pires, 2010).
However, the literature on IT acceptance is still relatively few in its application to the

public sector in developing countries. Accordingly, there is an urgent need to develop and gain
empirical support for models of IT acceptance within the public sector in these developing
countries, and to examine issues of IT acceptance and use among the public there, and how to
motivate them as they are known to resist the use of IT, in order to increase the chances of
success for the implementation of IT in the public sector in developing countries, including
Jordan. In other words, the importance of organisational characteristics in the acceptance or
rejection of IT is indisputable (Lee et al., 2009). What is not clear in this regard, however, to what
extent organisational characteristics are an issue in the adoption and implementation of egovernment services and applications in developing countries such as Jordan.

6.3.4 Cultural perspective
This perspective usually refers to the values and beliefs of individuals as members of
society resulting from the information and experiences that affect their behaviour and identify
their vision of life around them. According to Hofstede, “culture is the collective programming of
the mind that distinguishes the members of one group or category of people from another” (2001:
p. 9).
However, it includes everything that goes on in the lives of individuals in terms of shared
attitudes, values, goals, and practices that characterise a group of individuals from each other on
the one hand, and on the other hand customs and traditions, religion and philosophy, and other
life styles that affect the behaviour of individuals and the way in which things are assessed. In
fact, most cross-cultural studies are dominated by Hofstede's national culture model (Myers and
Tan, 2002).
National Culture refers to the external environment, which includes and surrounds all the
elements (individuals and organisations) in the process of acceptance and use of IT. It aimed not
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only to the formation of beliefs and core values that shape the behaviour of individuals and
society as a whole, but also affects the decision of individuals to accept and use of IT (Twati,
2008; Ali et al., 2009).
Although there are many studies on understanding the behaviour of individuals to the
acceptance and use of IT, a limited number of these studies focused on understanding the
behaviour of individuals to the acceptance of IT in developing countries (Yonazi et al., 2008;
Hussein et al., 2009), particularly Arab countries (Alhujran and Chatfield, 2008; AlAwadhi and
Morris, 2009; Al-Shafi et al., 2009). However, most studies conducted in the context of
developing countries, such as Gefen and Straub (1997), Hong et al., (2002), Al-Gahtani et al.,
(2007), did not reach similar results. For example, in a study of Straub et al., (1997) about the
investigation into the adoption and use of e-mail in the three countries are the US, Switzerland
and Japan, the result was the inability to draw the cultural perspectives of each country and linked
to the adoption and use of e-mail. This means that the culture was not proved empirically to be an
important factor in their study. At a time when the result showed that the TAM is applicable to
the US and Switzerland, it is not equally applicable to Japan. This leads to that the TAM and its
derivatives may not be equally applied across different cultures, and therefore there is no single
model suitable for all contexts. This is one of the motives for this research.
However, taking into account the cultural perspective when studying the behaviour of
users from non-Western cultures towards the adoption and use of IT has become a factor in the
successful implementation of IT in non-Western countries (Twati, 2008; Ali et al., 2009). In other
words, there is a need for more cross-cultural studies so that IT researchers and practitioners
around the world can understand the determinants of adoption and use of IT at the national level,
thereby increasing the rates of acceptance of IT to suit the conditions prevailing in each country.
On the other hand, the results derived from studies based in developed countries should not be
neglected, and studied with caution when talking about the cultures of other countries, especially
developing countries. This explains the important role played by the factor of culture in
influencing the behaviour of individuals towards the adoption and use of IT (McCoy and King,
2007). In short, the importance of cultural characteristics in the acceptance or rejection of IT is
indisputable. What is not clear in this regard, however, to what extent cultural characteristics are
an issue in the adoption and implementation of e-government services and applications in
developing countries such as Jordan.
In light of the discussion above, it can be concluded that understanding these four
perspectives and their implications provides a solid base to explain and predict adoption and
implementation of IT in a particular environment, in e-government services and applications,
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especially in developing countries such as Jordan. In other words, this will help researchers and
practitioners in providing better understanding of what can enhance the adoption by the users or
hinder the adoption of e-government services and applications. But it may be difficult to
generalise the results of such research through different environments (Han, 2003).

6.4 Chapter summary
This chapter presents a number of studies on the adoption of e-government services
around the world, drawing on the more common classifications in the literature on the adoption of
e-government, namely the supply and demand-side. However, most of these studies based on one
of the following two groups: first group includes studies based on models such as TAM and its
derivatives, which, although it is parsimonious, but lacks the comprehensiveness necessary to
explain the behaviour towards the adoption and use of IT. The second group includes studies
based on models that may be comprehensive and cover the majority of factors influencing
behaviour, such as SCT, IEM and TIB, but complex and difficult to apply in practice. Between
these two groups, the need for a model appears to explain the variance in intentions to use IT, by
combining the strengths of both groups on the one hand, and overcome the problems in each
group on the other hand. Thus, the current research, and through the application of a
comprehensive research methodology such as grounded theory, which is based on an analysis of
views and perspectives of different key actors in the implementation of e-government services
and applications, seeks to reach a better understanding of the factors that influence the behaviour
of the adoption of such services and applications in a developing country like Jordan. This
chapter indicates that the understanding of the factors that affect the behaviour of citizens toward
the adoption and implementation of e-government services and applications in developing
countries requires investigation in four key perspectives namely the technological perspective
(system), the citizen (consumer), the government (service provider), and the national perspective
(culture and infrastructure, etc).

275

Chapter Seven
Discussions

7.1 Introduction
Based on the results obtained from the previous chapters, this chapter provides the
discussion and comparisons between the results obtained and those reported in the academic
literature with regard to research questions and hypotheses proposed.

7.2 Discussions
This thesis aims to conduct a multi-level analysis of the factors that affect the adoption
and implementation of e-government services and applications in Jordan. After conducting a
multi-phase field study based on grounded theory analysis, the factors that affect the adoption and
implementation of e-government services and applications were identified and a model for
assessing the success factors for the adoption and implementation of e-government was
developed. In this research, 15 factors were identified and then integrated into a model for the
purpose of empirically validating the model to identify what factors are likely to affect the
successful adoption and implementation of e-government services and applications in Jordan.
Accordingly, the researcher identified the research problem as follows: Developing a model for
the adoption and implementation of e-government services and applications based on grounded
theory methodology validated by structural equation modelling (SEM) analysis in a Jordanian
context.
To address the problem of this research, the researcher went to the formulation of 3 key
questions to do so.
Q1. What are the factors that contribute to the success of the adoption and implementation of egovernment services and applications in Jordan?
Q2. How can such factors in Q1 at different levels to be integrated into a model that provides
guidance to decision-makers in Jordan?
Q3. To what extent can the relationships between the factors in Q2 to be interrelated?
The discussion in subsequent sections will be in accordance with the three research questions.

7.2.1 Discussions on the factors that affect the successful adoption and
implementation of e-government services and applications in Jordan
This section discusses the factors that affect the adoption and implementation of egovernment services and applications from multiple perspectives in Jordan. From the grounded

277

theory analysis, 15 key factors were identified as follows: quality of e-government, macro
political environment, sociocultural environment, online safety and security, citizen involvement,
development of ICT-related infrastructure, change process management, systems integration ,
citizen trust, organisational and managerial efficiency , socioeconomic environment, citizen
characteristics, usage aspects of e-government, legal environment, and website design. These
factors and related concepts will be discussed in the following subsections.

Quality of e-services as a determinant for the success of e-government
Based on previous studies, quality of e-services is considered as a determinant for the
success of IT/IS services and applications (DeLone and McLean, 1992; Seddon and Kiew, 1996;
Wang, 2003; Xuan et al., 2007; Al-Ghaith et al., 2010), including e-government
(Wangpipatwong et al., 2005; Lai and Pires, 2010). In this research, quality of e-government is
defined as the extent to which a website facilitates the delivery of public services efficiently and
effectively, including information, communication and interaction, contracting and transactions.
13 items resulted from the grounded theory study to assess the quality of e-government. 6 items
(Q13, Q8, Q7, Q6, Q5 and Q4) were finally considered as measures for the quality of egovernment.
The results indicate that perceived quality of e-government is likely to be among the key
determinants of successful adoption and implementation of e-government in Jordan. Here, quality
of e-government services and applications can be perceived by the following: highly responsive
to citizens‘ calls, enabling citizens to track their queries until resolved without difficulty, having
e-government services and applications available 24/7, having a single point of access to all
government information and services, and enabling better interaction with the government (e.g.
online feedback, knowledge sharing, etc). This conclusion is consistent with previous studies that
considered these among the dimensions to assess the quality of e-services and applications in
different contexts (Cox and Dale, 2001; Wang, 2003; Barnes and Vidgen 2004; Kaisara and
Pather, 2009; Alanezi et al., 2010).

Macro political environment as a determinant for the success of e-government
Based on previous studies, political environment is considered as a determinant for the
success of IT/IS services and applications (Ahwere-Bafo and Liston-Heyes, 2006), including egovernment (Avgerou et al., 2006; Nour et al., 2008; Mofleh and Wanous, 2008; Azab et al.,
2009). In this research, macro political environment is defined as the external environment that
cannot be controlled and mostly has an impact on decision-making in the country, particularly
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national strategies and policies, which means the impact on services provided to all segments of
society. 9 items resulted from the grounded theory study to assess the development of political
environment. 4 items (PE9, PE8, PE4 and PE2) were finally considered as measures for the
development of political environment in support of IT implementation, especially e-government
services and applications.
Since the political environment prevailing in most developing countries, including Jordan
is not developed enough in bringing about radical change in public services, and therefore the
successful delivery of e-government services and applications, the results indicate that the
development of political environment is likely to be among the key determinants of successful
adoption and implementation of e-government in Jordan. Here, the political environment in
support of IT implementation, especially e-government can be measured by the following: ICT
funding, political will and desire, and political risk. This conclusion is consistent with previous
studies that considered the political support, political resources and political stability, as
dimensions to assess the role and functioning of the political environment in bringing about
successful technology transfer in different contexts (Sullivan et al., 2002; Balla and Daniels,
2007; Manacorda et al., 2009).

Sociocultural environment as a determinant for the success of e-government
Based on previous studies, sociocultural environment is considered as a determinant for
the success of IT/IS services and applications (Straub et al., 2001; Twati, 2008), including egovernment (Navarrete, 2006; Ali et al., 2009). In this research, sociocultural environment is
defined as the practices, beliefs and traditions within Jordanian society. 24 items resulted from
the grounded theory study to assess the sociocultural environment. 7 items (SC24, SC23, SC18,
SC17, SC7, SC6 and SC1) were finally considered as measures for the sociocultural environment
in support of IT implementation, especially e-government services and applications.
Since the sociocultural environment prevailing in most developing countries, including
Jordan is not developed enough to accept radical change, especially in public services, and
therefore the successful delivery of e-government services and applications, the results indicate
that the development of sociocultural environment is likely to be among the key determinants of
successful adoption and implementation of e-government in Jordan. Here, the sociocultural
environment in support of IT implementation, especially e-government can be measured by the
following: corruption, power distance, sharing experiences and information, past than future
orientation, academic research and gender roles. This conclusion is consistent with previous
studies that considered the corruption, power distance, openness, past than future orientation,
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academic research, and gender roles as key characteristics of the sociocultural environment
responsible for the successful implementation and deployment of IT services and applications in
different context (Hill et al., 1998; Heeks, 2002; Patel and Parmentier, 2005).

Online safety and security as a determinant for the success of e- government
Based on previous studies, online safety and security is considered as a determinant for
the success of IT/IS services and applications (Stoneburner et al., 2002; Abu-Musa, 2006),
including e-government (Al-Kaabi, 2010). In this research, online safety and security is defined
as the protection of online information and transactions against unauthorised access or alteration
of information, both in storage and processing, or transit, and even against denial of service
caused by those users who are authorised to do so. Online safety and security often include the
necessary measures for the detection, document, and counter such threats. 7 items resulted from
the grounded theory study to assess online safety and security. 4 items (OSS7, OSS6, OSS4 and
OSS1) were finally considered as measures for online safety and security.
The results indicate that maintaining the safety and security of e-government services and
applications is likely to be among the determinants of successful adoption and implementation of
e-government in Jordan. Here, online safety and security can be maintained by the following: risk
management, security training and information privacy. This conclusion is consistent with
previous studies that considered the risk management, security awareness and training and
information privacy, as dimensions to maintain online safety and security in general (Wilson and
Hash, 2003; Papa and Panagiotopoulos, 2009) and e-government information and applications in
particular (Webber et al., 2006; Carter and McBride, 2010).

Citizen involvement as a determinant for the success of e-government
Based on previous studies, user involvement in the design, implementation and use of
IT/IS services and applications (McGill and Klobas, 2004; Harris and Weistroffer, 2009),
including e-government (Oostveen and Besselaar, 2005; Axelsson et al., 2010) is considered as a
determinant for their success. In this research, citizen involvement is defined as the increase in
the role of the citizen to participate in the process of change and decision-making regarding the
design and implementation of e-government services and applications. 6 items (CI6, CI5, CI4,
CI3, CI2 and CI1) resulted and remained from the grounded theory study to measure citizen
involvement.
The results indicate that citizen participation in the process of change and decisionmaking regarding the design and implementation of e-government is likely to be among the
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determinants of successful adoption and implementation of e-government in Jordan. Here, citizen
involvement can be maintained by the following: incentives and rewards, open meetings on a
regular basis with top management, promotional campaigns, SMS-based e-government
marketing, and effective engagement of citizens in the design and implementation of egovernment. This conclusion is consistent with previous studies that considered these among the
ways to raise user awareness of IT services and applications in general (Robinson et al., 2009)
and e-government services and applications in particular (Reddick, 2005; Choudrie and Dwivedi,
2005; Susanto and Goodwin, 2010), and thus facilitate technology transfer in different contexts.

Development of ICT-related infrastructure as a determinant for the success of
e-government
Based on previous studies, national ICT-related infrastructure is considered as a
determinant for the success of IT/IS services and applications (Pipek and Wulf, 2009), including
e-government (Zaied et al., 2007; Al-Solbi and Al-Harbi, 2008). In this research, national ICTrelated infrastructure is defined as the technical services and facilities required to enable and
implement e-government services and applications. 13 items resulted from the grounded theory
study to assess the development of ICT-related infrastructure. 6 items (INF13, INF12, INF10,
INF9, INF8 and INF3) were finally considered as measures for the development of national ICTrelated infrastructure in support of IT implementation, especially e-government.
Since the ICT-related infrastructure prevailing in most developing countries, including
Jordan is not developed enough to successfully deliver e-government services and applications,
the results indicate that the development of national ICT-related infrastructure is likely to be
among the key determinants of successful adoption and implementation of e-government in
Jordan. Here, the national of ICT-related infrastructure can be assessed by the following:
adequacy of access infrastructure, reliable ICT infrastructure, e-commerce infrastructure and IT
support team. This conclusion is consistent with previous studies that considered the adequacy of
access, service interruption, e-commerce infrastructure and IT professionals as dimensions to
assess the development of ICT-related infrastructure in support of IT implementation in general
(Chanopas et al., 2006) and e-government in particular (Ebrahim and Irani, 2005; Hussein et al.,
2009; Yonazi et al., 2010).
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Change process management as a determinant for the success of egovernment
Based on previous studies, change process management was considered as a determinant
for the success of IT/IS services and applications (Al-Mashari and Zairi, 1999), including egovernment (Aladwani, 2001; Altameem et al., 2006; Weerakkody et al., 2007). In this research,
change process management is defined as the set of processes that ensure the application of the
change towards e-government in an orderly, controlled and systematic manner. 5 items resulted
from the grounded theory study to assess the change process management. 4 items (CHG5,
CHG4, CHG3 and CHG1) were finally considered as measures for the change process
management in support of IT implementation, especially e-government services and applications.
The results indicate that the change process management is likely to be among the key
determinants of successful adoption and implementation of e-government in Jordan. Here, change
process management can be maintained by the following: advocates for change, training for
change and effective communication for change. This conclusion is consistent with previous
studies that considered training for change, leadership and communication for change as
dimensions to facilitate technology transfer in different contexts (AL-Shehry et al., 2006; Navarra
and Cornford, 2007; Reddick, 2011).

Citizen trust as a determinant for the success of e-government
Based on previous studies, user trust was considered as a determinant for the success of
IT/IS services and applications (Verhagen et al., 2004), including e-government (Horst et al.,
2007; Belanger and Carter, 2008; Alsaghier et al., 2009). In this research, citizen trust is defined
as the citizen's belief or expectation that the government and IT will provide a particular service
to the citizen in the absence of citizen control on the performance of both of them. This includes
citizen trust in the performance of both IT and government. 6 items resulted from the grounded
theory study to assess citizen trust in e-government. 4 items (Trust6, Trust4, Trust3 and Trust2)
were finally considered as measures for citizen trust in e-government.
The results indicate that citizen trust in both the government as well as IT is likely to be
among the determinants for successful adoption and implementation of e-government in Jordan.
Here, citizen trust in e-government can be measured by the following: trust in government
authorities as well as IT trust. This conclusion is consistent with previous studies that considered
the institutional, organisational and technological trustworthiness as dimensions for the successful
implementation and deployment of IT in general (Pavlou and Gefen, 2004) and e-government
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services and applications in particular (Warkentin, 2001; Carter and Belanger, 2005; Avgerou et
al., 2006).

Systems integration as a determinant for the success of e-government
Based on previous studies, system integration was considered as a determinant for the
success of IT/IS services and applications (Irani et al., 2003), including e-government (Janssen
and Cresswell, 2005; Ebrahim and Irani, 2005; Gil-Garcia et al., 2007). In this research, systems
integration is defined as the practice of bringing together subsystems into one whole system and
maintaining that those subsystems run together. 5 items (INTG5, INTG4, INTG3, INTG2 and
INTG1) resulted and remained from the grounded theory study to measure systems integration.
The results indicate that maintaining the integration between IS in different government
agencies is likely to be among the determinants for successful adoption and implementation of egovernment in Jordan. Here, systems integration can be maintained by the following: information
sharing, system compatibility, system restructuring, and system standards. This conclusion is
consistent with previous studies that considered information sharing, systems compatibility and
interoperability, systems reengineering and systems standards as dimensions to maintain the
integration between systems for the implementation and deployment of IT in general (Nelson and
Shaw, 2003) and e-government services and applications in particular (Makedon et al., 2003; GilGarcı´a and Pardo, 2005; Hussein et al., 2009).

Organisational and managerial efficiency as a determinant for the success of
e-government
Based on previous studies, Organisational and managerial efficiency is considered as a
determinant for the success of IT/IS services and applications (Jamil and Ahmad, 2009; Rezaei et
al., 2009), including e-government (Gil-García, 2005; Hussein et al., 2009; Alghamdi et al.,
2011). In this research, Organisational and managerial efficiency is defined as the degree to
which government organisations and senior management can achieve the goals of supporting and
enabling e-government services and applications. 12 items resulted from the grounded theory
study to assess the organisational and managerial efficiency. 5 items (OEM12, OEM7, OEM6,
OEM2 and OEM1) were finally considered as measures for the organisational and managerial
efficiency in support of IT implementation, especially e-government services and applications.
The results indicate that the organisational and managerial efficiency is likely to be
among the key determinants of successful adoption and implementation of e-government in

283

Jordan. Here, organisational and managerial efficiency can be maintained by the following: top
management support, IT partnership, IT financial resources, IT human resources and IT vision.
This conclusion is consistent with previous studies that considered the support of top
management, public-private partnership, organisational resources and IT vision and strategy, as
dimensions to assess organisational readiness for the implementation and deployment of IT in
general (Shah and Siddiqui, 2006) and e-government services and applications in particular
(Altameem et al., 2006; Sharma, 2007; Hussein et al., 2009).

Socioeconomic environment as a determinant for the success of e-government
Based on previous studies, socioeconomic environment is considered as a determinant for
the success of IT/IS services and applications (Ifinedo, 2008), including e-government (Choudrie
and Dwivedi, 2004). In this research, socioeconomic environment is defined as the combination
of external social and economic conditions that affect government performance to support and
enable e-government services and applications. 12 items resulted from the grounded theory study
to assess the development of socioeconomic environment. 5 items (SEE12, SEE8, SEE7, SEE6
and SEE2) were finally considered as measures for the development of socioeconomic
environment in support of IT implementation, especially e-government services and application.
Since the socioeconomic environment prevailing in most developing countries, including
Jordan is not developed enough in bringing about radical change in public services, and therefore
the successful delivery of e-government services and applications, the results indicate that the
development of socioeconomic environment is likely to be among the key determinants of
successful adoption and implementation of e-government in Jordan. Here, the socioeconomic
environment in support of IT implementation, especially e-government can be measured by the
following: digital divide, income, markets volatility, and urbanisation. This conclusion is
consistent with previous studies that considered the digital divide, market uncertainty, level of
income, and urbanisation as key characteristics of the socioeconomic environment responsible for
bringing about successful technology transfer in different contexts (Madu, 1989; Pierce, 2004;
Finston, 2007).

Citizen characteristics as determinants for the success of e-government
Based on previous studies, user characteristics and experiences are considered as
determinants for the success of IT/IS services and applications (Yang et al., 2009), including egovernment (Kumar et al., 2007; Horst et al., 2007). In this research, citizen characteristics are
defined as the differences between citizens that affect their attitudes toward various events,
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including the change towards the adoption and implementation of e-government services and
applications. 11 items resulted from the grounded theory study to measure citizen characteristics.
5 items (Citizen11, Citizen7, Citizen6, Citizen5 and Citizen1) were finally considered as
measures for citizen characteristics in support of IT adoption and implementation, especially egovernment services and applications.
The results indicate that citizen characteristics and experiences are likely to be among the
key determinants of successful adoption and implementation of e-government in Jordan. Here,
citizen characteristics and experiences in support of IT adoption and implementation, especially
e-government can be measured by the following: IT excitement, IT knowledge, previous IT
experience, IT risk taking and innovativeness. This conclusion is consistent with previous studies
that considered these as key user characteristics that have a positive impact on the successful
acceptance of IT in general (Wang et al., 2009) and e-government services and applications in
particular (Gilbert et al., 2004; Kumar et al., 2007; Vencatachellum and Pudaruth, 2010).

Usage aspects as determinants for the success of e-government
Based on previous studies, IT usage aspects (e.g. ease of use, usefulness, self efficacy,
peer influence, control and commitment) are considered as determinants for the success of
IT/IS services and applications (Hung et al., 2006; Yang et al., 2009), including egovernment (Horst et al., 2007; Wangpipatwong et al., 2008; Al-Shafi and Weerakkody,
2009). In this research, usage aspects of e-government are defined as the cognitive and
perceptual aspects of the citizens on the delivery of e-government services and applications.
11 items resulted from the grounded theory study to assess the usage aspects of egovernment. 5 (USG11, USG9, USG6, USG5 and USG2) items were finally considered as
measures for the usage aspects of e-government.
The results indicate that the usage aspects of e-government (e.g. ease of use,
usefulness, self- efficacy and peer influence) are likely to be among the key determinants of
successful adoption and implementation of e-government services and applications in Jordan.
This conclusion is consistent with previous studies that considered these as key aspects for
the successful usage of IT in general (Poelmans et al., 2009) and e-government services and
applications in particular (Bwalya and Healy, 2010; Susanto and Goodwin, 2010).
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Legal environment as a determinant for the success of e-government
Based on previous studies, legal environment is considered as a determinant for the
success of IT/IS services and applications (Gunasekaran and Ngai, 2005), including egovernment (Ebrahim and Irani, 2005; Altameem et al., 2006). In this research, legal
environment is defined as the basic legislation and laws that support and enable e-government
services and applications in society. 4 items (LGL4, LGL3, LGL2 and LGL1) resulted and
remained from the grounded theory study to measure the development of legal environment in
support of IT implementation, especially e-government services and applications.
Since the legal environment prevailing in most developing countries, including Jordan is
not effective enough in bringing about radical change in public services, and therefore the
successful delivery of e-government services and applications, the results indicate that the
development of legal environment is likely to be among the key determinants of successful
adoption and implementation of in the successful adoption and implementation of e-government
services and applications in the region. Here, the development of legal environment can be
maintained by the following: reviewing existing e-laws and regulations, maintaining efficiency
and effectiveness. This conclusion is consistent with previous studies that considered the revision
of e-laws and regulations, efficiency and effectiveness as key dimensions to assess the role and
functioning of the legal environment in bringing about successful technology transfer in different
contexts (Dada, 2006; Srivastava and Teo, 2009; Bwalya and Healy, 2010).

Website design as a determinant for the success of e-government
Based on previous studies, website design is considered as a determinant for the success
of IT/IS services and applications (Song and Zahedi, 2001), including e-government (Kumar et
al., 2007; Lai and Pires, 2010). In this research, website design is defined as the process of
designing and managing e-government websites to facilitate the delivery of public services
efficiently and effectively, including information and communication, interaction and contracting
and transactions. 12 items resulted from the grounded theory study to assess e-government
websites design. 5 items (Design12, Design10, Design9, Design4 and Design1) were finally
considered as measures for the e-government website design.
The results indicate that website design issues are likely to be among the key
determinants of successful adoption and implementation of e-government in Jordan. Here, good
design of e-government websites can be perceived by the following: updated information,
sufficient information, ease of remembering and the multi-modal appearance. This conclusion is
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consistent with previous studies that considered the content of information, ease of remembering,
and appearance of information as dimensions to assess the good design of websites in different
contexts (Hasan and Abuelrub, 2008), including e-government (Barnes and Vidgen, 2004;
Choudrie et al., 2004; Tan et al., 2008).

7.2.2 Discussions on the interrelationships among the factors that affect the
successful adoption and implementation of e-government services and
applications in Jordan
As previously mentioned in section 7.4, a thorough understanding of the determinants of
behaviour towards the successful adoption and implementation of e-government services and
applications, in less established and more challenging environments requires moving beyond or
synthesising the current dominant models of IT adoption that might overlook multiple
perspectives (section 7.2). These models are often simple and based on one of the following
perspectives: organisational, technological, or individual to explain and predict the behaviour of
individuals towards the adoption and use of IT. In addition, these models neglected the
differences between western countries, where developed and developing countries, including
Jordan. A review of existing literature on e-government adoption showed a shortage in the
number of studies which address the determinants of successful adoption and implementation of
e-government from grounded and multiple perspectives in developing countries in general and
Jordan in particular (Mofleh and Wanous, 2008; Alhujran and Chatfield, 2008; Alomari et al.,
2010; Almahamid et al., 2010). Therefore, this research aims to fill this knowledge gap through a
holistic approach, which ultimately leads to the development of an integrated model of factors
and interrelationships among them (section 5.4.4.1) that affect the successful adoption and
implementation of e-government services from grounded and multiple perspectives in Jordan.
This model includes the factors and their interrelationships from four main perspectives, namely
national (political, cultural, social, economic and legal environment), governmental
(organisational and managerial efficiency, citizen involvement, change process management and
systems integration), citizen (citizen characteristics, usage aspects and citizen trust), and
technological (quality of e-government, online safety and security and website design) that affect
the success of e-government adoption and implementation in this particular context, as shown in
Figure 7.1.
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Figure 7.1 Grounded theory-based model of e-government adoption and implementation in Jordan

288

7.2.3 Discussions on the impact of factors on the successful adoption and
implementation of e-government services and applications in Jordan
Of the grounded theory analysis, 65 hypotheses were formulated among the factors to be
tested empirically in order to be generalised and used in future studies in this particular context or
in other contexts with similar circumstances. However, some hypotheses were acceptable in this
context, while others were not as shown earlier in Table 5.49. Significant relationships in the final
research model are summarised in Figure 7.2. The following discussion will be on the findings
from the SEM analysis (section 5.9.7).
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Figure 7.2 SEM-based model of e-government adoption and implementation in Jordan
290

H1: Socioeconomic environment has a negative impact on the decision to adopt and implement egovernment services and applications in Jordan.
This hypothesis is not supported in this context. This result is partly consistent with a
study of Choudrie and Dwivedi (2004), which found that some socio-demographic characteristics
such as education and income did not show any significance in the adoption of broadband in a
local community (the London Borough of Hillingdon) in the UK, while the characteristics such as
age and sex showed significance in the same context. In contrast, Ifinedo (2008) found significant
relationships between some of the socioeconomic factors (e.g. education, economic wealth, etc)
and the ability of African regions to leverage ICT products and services for development and
growth. Similarly, Ehikhamenor (2002), through the study of a total of 54 socioeconomic factors
found that 50% of these factors (e.g. IT literacy, high rate of inflation, unfavourable exchange
rate of the naira to the dollar, low wage level, huge costs, low gross national product, inadequate
funding) showed significance in influencing the successful adoption and implementation of IT
applications and communications in the Nigerian print media. Others pointed to the importance of
some of the socioeconomic factors such as access issues and digital divide on the successful
adoption and implementation of e-government services and applications (Aldrich et al., 2002,
Carter and Belanger, 2005; Sang et al., 2009).
There are several reasons why there is no direct relationship between the two variables in
this context. Jordan is one of the most stable countries in the Arab region in political terms. This
made Jordan the focus of attention of many in the world to be an attractive destination for
investments and the establishment of development projects that serve the region as a whole and
helping to bridge the gap between the countries of eastern and western worlds with the exception
of some Asian countries such as Singapore, Japan, and other. In recent years, Jordan has seen the
establishment of various reform projects that are reflected positively on the lives of citizens in
various fields. For example, foreign investments, openness, deregulation and privatisation are
among the outputs of the reform process, which contributed greatly to the impact on the
socioeconomic environment in Jordan through the provision of more job opportunities for
Jordanians and to improve the facilities and services provided to citizens in various fields. Jordan
is also one of the first Arab countries that eliminated illiteracy, 95% of young people aged
between 18 and 24 years are studying in different stages, while the rate of illiteracy among adults
does not exceed 10%. With respect to IT literacy Jordan has seen the application of e-initiatives
(e.g. knowledge stations, e-villages, etc) to bridge the digital divide between cities and villages in
the kingdom. These and other reasons may be evidence that the socioeconomic environment is no
longer a negative determinant to Jordanian citizens to accept the change towards the adoption and
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implementation of e-government, but did not reach the level to become positively affect the
decision to do so. This hypothesis may be acceptable in the past years, but in the context of
political reforms, technological progress and the adequacy of the technological infrastructure it is
no longer acceptable in this context.
H2: Political environment has a negative impact on the decision to adopt and implement egovernment services and applications in Jordan.
This hypothesis is not supported in this context. This result is consistent with a study of
Azab et al., (2009), which found that the development of IT strategies and policies does not have
a strong impact on the readiness of e-government in Egypt. The reason for this could be the lack
of awareness of IT strategy value, lack of IT vision and long-term planning, especially in the
public sector because of the political, economic and social inconsistencies. In contrast, this result
is inconsistent with the results of other studies (Avgerou et al., 2006; Nour et al., 2008; Mofleh
and Wanous, 2008), which pointed to the importance of political context in sustaining the
development of socioeconomic status and create conditions that are valued in modern societies
such as democracy, freedom, equality of opportunity between the genders, maintaining the
effectiveness and impartiality of public sector institutions and other values that may be positively
reflected on the trust of the citizens with their governments and therefore lead to the success of
the initiatives set by those governments, including e-government. Similarly, Ahn and
Bretschneider (2011) pointed to the importance of political conditions in influencing the
performance of local governments to develop e-government services and applications. Yildiz
(2007) pointed to the importance of understanding the complexity in political and institutional
environment before developing e-government project, and ignoring this would cause the failure
of such large projects.
There is a relation between this hypothesis and the previous hypothesis in terms of the
reasons why there is no direct relationship between the two variables in this context. Jordan is one
of the most stable countries in the Arab region in political terms. The head of state in Jordan is
characterised by wisdom and acceptance from all segments of society. This means that trust in the
Jordanian political system represented by the king cannot be questioned. All policies and
legislation must be approved by the head of the state and therefore subject to the acceptance and
welcome by all Jordanians. Jordan has witnessed the establishment of independent bodies to set,
monitor, and prosecute those responsible, if found guilty in corruption cases, in the last few years.
All this made the Jordanians are fully convinced that the recent reform projects will be reflected
positively on the lives of citizens in various fields. Another explanation could be the fear of Arab
cultures to discuss political issues and all comes from governments and political systems is
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acceptable and does not accept the debate, while these cultures interested in the outputs of the
political process to their direct impact on them. For these reasons, the political environment is no
longer a negative determinant to the Jordanian citizens to accept the change for the adoption and
implementation of e-government in Jordan, but factor indirectly affects the other factors that
ultimately lead to the success of e-government. This hypothesis may be acceptable in the past
years, but in the context of political reforms, technological progress and the adequacy of the
technological infrastructure it is no longer acceptable in this context.
H3: Legal environment has a negative impact on the decision to adopt and implement egovernment services and applications in Jordan.
This hypothesis is positively supported in this context. This result is inconsistent with
previous studies (Ndou, 2004; Sang et al., 2009), which indicated that in spite of all the programs
of political reform in the developing world, the legal and regulatory framework is not as well
developed as in some other Asian countries, and there are restrictions on the structures of
investment, protection and enforcement of intellectual property rights, privacy, security and legal
recognition of e-interactions and e-signatures. In contrast, the result was consistent with other
studies (Ciborra and Navarra, 2005; Zaied, 2008), which pointed to the importance of political
reform in the development of legal and regulatory environment to support and enable egovernment services and applications in the developing world.
The legal environment is no longer a negative determinant to the Jordanian citizens to
accept the change for the adoption and implementation of e-government in Jordan, but on the
contrary becomes a factor influencing positively on the decision to do so. This hypothesis might
be acceptable as it is in the past years, but in the context of today's political reforms,
technological progress and the adequacy of the technological infrastructure it has become
accepted positively in this context. The positive relationship supports the interpretation of the
second hypothesis about the nature of Arab cultures in terms of not to engage in discussion of
political issues and that these cultures are interested in the outcomes of the political process and
not in the political process itself, and this is what actually happened.
H4: ICT-related infrastructure has a negative impact on the decision to adopt and implement egovernment services and applications in Jordan.
This hypothesis is not supported in this context. This result is consistent with a study of
Pudjianto and Hangjung (2009), which did not find a direct relationship between the existence of
technological infrastructure and e-government assimilation in developing countries. The result is
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inconsistent with other studies (Ndou, 2004; Zaied et al., 2007; Al-Solbi and Al-Harbi, 2008;
Yonazi et al., 2010), which indicated that lack of ICT infrastructure is among the important
factors in supporting and enabling e-government services and applications in the developing
world. Without the availability of technological infrastructure, the implementation of egovernment services and applications is not realistic. Similarly, Sinjeri and Bubas (2010)
indicated that the adequacy of ICT infrastructure is among the critical successful factors for egovernment implementation at a local or a national level.
As mentioned previously in the first 3 hypotheses. Jordan has witnessed a remarkable
development in the ICT infrastructure in the last few years. Also, the rise in the number of mobile
phone users has provided technological alternatives for citizens to access the Internet. Knowledge
stations are also of the achievements of the Jordanian government on the creation of points across
the Kingdom to gain access to Internet services. Lower prices for internet services in Internet
cafes make it an alternative for people to access the Internet with different causes of usage. This
result means the technological infrastructure is no longer a negative determinant to the success of
e-government for citizens in this context, but did not reach the level that become a factor with a
positive impact on the success of e-government in Jordan. This hypothesis may be acceptable in
the past years, but in the context of political reforms, technological progress and the adequacy of
the technological infrastructure it is no longer acceptable in this context.
H5: Organisational and managerial efficiency in the change towards e- government has a positive
impact on the decision to adopt and implement e-government services and applications in Jordan.
This hypothesis is not supported in this context. This result is partly consistent with two
studies. Hussein et al., (2009) found that some organisational factors did not show any
significance on the success of e-government services and applications such as top management
support, while factors such as goals alignment, management style, managerial IT knowledge and
decentralisation of decision-making structure showed the importance of in the same context.
Mahadeo (2009) did not find a significant positive impact of facilitating conditions on usage
behaviour of the electronic tax filing and payment system in Mauritius, as an example of an egovernment service. The result is inconsistent with other studies (Sharma, 2007; Pudjianto and
Hangjung, 2010; Alghamdi et al., 2011), which indicated the importance of organisational and
managerial efficiency (e.g. top management support, managerial IT knowledge, management
style,

financial

and

human

resources,

public-private

partnership,

formalisation,

centralisation/decentralisation of decision making structure, organisation size, etc) in the
successful implementation of IT in various contexts.
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As mentioned previously. Jordan has witnessed positive changes because of political
reform programs in the past few years. For example, there are many independent bodies to
monitor government performance, whose members are selected by the head of state, and
characterised by professionalism and high integrity. These and others have had an impact on the
citizens but not at the level required to be significantly influential on the success of e-government
in Jordan.
H6: Citizen involvement in the change towards e-government has a positive impact on the
decision to adopt and implement e-government services and applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Oostveen and Besselaar, 2005; Mahadeo, 2009; Axelsson et al., 2010), which concluded that
users are likely to be happy if they are involved in the development stage, even if they did not
provide substantial contributions. Sense of belonging to something always brings a positive
impact on improving the performance and this is the case of various IT systems, which in turn
affect the success of such systems. Similarly, Jansen (2006) found that since e-government is a
socio-technical system, greater involvement and participation in all phases of development,
deployment, are even more necessary for its success. Weerakkody et al., (2011) pointed to the
importance of awareness-raising campaigns to promote the participation of citizens in the process
of change towards the successful adoption and implementation of e-government services and
applications. Although as mentioned previously about the Arab culture with regard to the concern
of political participation, this relationship confirms that this fear has dissipated and that the
political participation of individuals has become clear in Jordan. For example, youth parliament
was created to activate the political participation among young people (the largest category in the
Jordanian society). This parliament is responsible for making recommendations concerning the
lives of Jordanian youth before they are submitted to the Executive Boards for discussion and
then approved or rejected. This is evidence of the positive relationship between participation and
success of e-government services and applications.
H7: Sociocultural environment has a negative impact on the decision to adopt and implement egovernment services and applications in Jordan.
This hypothesis is positively supported in this context. This result is inconsistent with
previous studies (Heeks, 2002; Kumar et al., 2007; Schuppan, 2009; Pudjianto and Hangjung,
2010; Bwalya and Healy, 2010), which pointed out a negative relationship between national
culture and attitude towards change for the adoption and use of e-government in developing
countries. In contrast, the result was consistent with other previous studies (Kovačić, 2005)
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pointed to a mixed impact of cultural variables on e-government readiness in all parts of the
world. Among the four cultural dimensions of Hofstede, there are 2 dimensions, namely the
individualism and power distance that can be used to explain the differences in the level of ereadiness in all parts of the world. Similarly, Zhao (2011) pointed to a mixed impact of national
cultural using Hofstede‘s dimensions on e-government development. 3 dimensions, namely the
individualism, power distance and long term orientation were found explains the variations
between countries in e-government development.
The sociocultural environment is no longer a negative determinant to the Jordanian
citizens to accept the change for the adoption and implementation of e-government in Jordan, but
on the contrary becomes a factor influencing positively on the decision to do so. This hypothesis
may be acceptable in the past years, but in the context of political reforms, technological progress
and the adequacy of the technological infrastructure it has become accepted positively in this
context. Jordanian national culture is largely influenced by a range factors discussed in the
previous hypotheses, which gives an explanation of the positive relationship between Jordanian
national culture and the decision to adopt and implement e-government services and applications.
H8: Integration between different government information systems has a positive impact on the
decision to adopt and implement e-government services and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Janssen and Cresswell, 2005; Hussein et al., 2007; Jain et al., 2009), which pointed to the
importance of cross-agency cooperation (e.g. processes, software, hardware, products, services
and humans) to support and enable e-government services and applications at all levels.
Similarly, Ebrahim and Irani (2005) pointed out that technological factors, including systems
integration may not guarantee the success of e-government services and applications, but along
with the availability of adequate resources, appropriate infrastructure, management support,
capable IT staff, effective IT training and IT support may increase the chances of success.
Although political reforms, technological progress and the adequacy of the technological
infrastructure, IS integration did not reach the level to become significantly affect the decision to
do so. The reason why there is no relationship between these two factors could be the technical
nature of systems integration factor, which may not be of interest to the citizens as much
interested in the services resulting from the integration between systems.
H9: Change process management has a positive impact on the decision to adopt and implement egovernment services and applications in Jordan.

296

This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Burn and Robins, 2003; Altameem et al., 2006; Weerakkody et al., 2007; Al-Rashidi,
2010), which pointed to the importance of change process mangement (e.g. change planning,
change support, change communication, change resistance, change risk, etc) to support and
enable e-government services and applications at all levels.
Change process management is no longer a significant determinant to the Jordanian
citizens to accept the change for the adoption and implementation of e-government services in
Jordan. The reason why there is no relationship between these two variables may be the same as
the reason for hypothesis 5, where citizens may be interested in obtaining the results of the
change rather than the process of change itself. This hypothesis may be acceptable in the past
years, but in the context of political reforms, technological progress and the adequacy of the
technological infrastructure it is no longer acceptable in this context. The researcher adds that
further investigation about the quality of the training programs may affect the relationship
between these two variables.
H10: Online safety and security has a positive impact on the decision to adopt and implement egovernment services and applications in Jordan.
This hypothesis is not supported in this context. This result was consistent with a study of
Mouakket (2010), which found that security has an indirect impact on citizens to adopt egovernment services and applications in the United Arab Emirates (UAE), and specifically in
Dubai. In contrast, the result is inconsistent with other previous studies (Ebrahim et al., 2004;
Gilbert et al., 2004; Alfawaz et al., 2008; AlAwadhi and Morris, 2009; Al-Kaabi, 2010; Bwalya
and Healy, 2010), which found that security has a direct impact on the implementation and
deployment of e-government services and applications in different contexts.
Online safety and security is no longer a determinant to the Jordanian citizens to accept
the change for the adoption and implementation of e-government services in Jordan, but did not
reach the level to become significantly affect the decision to do so. The reason why there is no
relationship between these two factors may be the same as the reasons for hypotheses 5, 8 and 9,
where citizens may be interested in obtaining better e-services rather than the way in which they
are protected from Internet risks. This interpretation was supported by the hypothesis 3, which
found that the legal environment is among the positive determinants of Jordanian citizens to
protect them from Internet risks, and therefore the success of e-government services and
applications. This hypothesis may be acceptable in the past years, but in the context of
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technological progress and the adequacy of the technological infrastructure it is no longer
acceptable in this context.
H11: Quality of e-government has a positive impact on the decision to adopt and implement egovernment services and applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Wangpipatwong et al., 2005; Altameem et al., 2006; Susanto and Goodwin, 2010; Al-Ghaith et
al., 2010; Almahamid et al., 2010), which found that quality of e-services (e.g. creativity,
transparency, availability, functionality, accessibility, timeliness, support, interactivity,
responsiveness, etc) has a direct positive impact on the adoption and use of e-government
services and applications in different contexts. In contrast, this result was inconsistent with a
study of Lai and Pires (2010), which found that quality of e-services has an indirect impact on
citizen‘s intention to adopt e-government services and applications in Macao.
H12: Good design for e-government websites has a positive impact on the decision to adopt and
implement e-government services and applications in Jordan.
This hypothesis is negatively supported in this context. This result is inconsistent with
previous studies (Wang et al., 2005; Lai and Pires, 2010; Alomari et al., 2010), which indicated a
positive relationship between the characteristics of e-government sites (e.g. usability, accuracy,
relevancy, navigability, customisation, completeness, precision, multilingual, modality, etc) and
the intention of the citizens of the adoption, implementation and use the e-government services
and applications in different contexts. In contrast, the result was consistent with a study of Dashti
et al., (2010), which pointed to the positive importance of the characteristics of the design of egovernment websites on the citizen‘s decision to adopt these websites, but in some cases these
may have a negative impact on the citizen. Dashti et al., (2010: p. 13) argue “a website that
allows citizens to participate in governance issues through its design features makes the users
feel appreciated and valued for the knowledge they are sharing, as opposed to a website that only
offers products and services and does not take people's advice / support into consideration”.
This could be the reason why the negative relationship in this context. Also, the cultural
factor could play a role in this relationship in terms of the negative impact of some characteristics
of website design on the culture of Jordanian citizens (e.g. information privacy) which would
reflect negatively on the decision to adopt and implement e-government services and
applications.
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A part from the negative relationship between design and the decision to adopt and
implement e-government services and applications, the existence of the relationship means that
website design may be important, but not for the decision of adoption and implementation of egovernment services and applications in this context.
H13: Usage aspects of e-government such as ease of use, usefulness, self efficacy and peer
influence have a positive impact on the decision to adopt and implement e-government services
and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Carter and Belanger, 2005; Wangpipatwong et al., 2008; Pudjianto and Hangjung, 2010;
Almahamid et al., 2010), which indicated that ease of use is among the strong positive
determinants in the influence on the intention of the citizens of the adoption, implementation and
then use the e-government services and applications in different contexts. Similarly, Ho and Ni
(2004) found that peer influence is among the external factors that facilitate Iowa county
treasurers‘ decisions to launch a departmental Web site and adopt other e-government features. In
contrast, this result was consistent with a study of Suki and Ramayah (2011), which indicated that
ease of use and usefulness are not among the positive factors that affect the citizens to adopt and
implement and then use the e-government services and applications. Similarly, the result was
consistent with a study of Vencatachellum and Pudaruth (2010), which found computer selfefficacy as non-significant predictor of intention to use of e-government services in Mauritius.
Usage aspects of e-government (e.g. ease of use, usefulness, self efficacy and peer
influence) are no longer determinants to the Jordanian citizens to accept the change for the
adoption and implementation of e-government services in Jordan, but did not reach the level to
become significantly affect the decision to do so. The reasons why there is no relationship may be
the cultural awareness of the new public services, the penetration of Internet and mobile phones
have increased the professionalism in dealing with technology. Accordingly, the impact of ease of
use and self efficacy can be dropped in this context. Also, e-government differs from e-commerce
in terms of usage; this means that government services are compulsory for citizens, whether
useful or even not useful and this scenario is not accurate for this context.
H14: Citizen characteristics (e.g. IT excitement, IT knowledge, previous IT experience, IT risk
taking and innovativeness) have a positive impact on the decision to adopt and implement egovernment services and applications in Jordan.

299

This hypothesis is supported in this context. This result is consistent with previous studies
(Gilbert et al., 2004; Kumar et al., 2007; Srivastava and Teo, 2009; Colesca, 2009;
Vencatachellum and Pudaruth, 2010), which indicated that user characteristics directly affect the
decision to adopt and use of e-government services and applications. Reddick (2005) pointed to
the mixed influence of socio-demographic factors on the decision for the adoption,
implementation and then use the e-government services and applications. Negative factors were
age and gender females, while the positive factors were Internet experience, education, gender
males, occupation and income. This hypothesis is consistent with previous hypotheses, especially
hypothesis 7, which showed that the culture of Jordanian citizens has changed and become openminded and accept change as a result of political reforms, technological progress and the
adequacy of the technological infrastructure.
H15: Trust in e-government has a positive impact on the decision to adopt and implement egovernment services and applications in Jordan.
This hypothesis is negatively supported in this context. This result is inconsistent with
previous studies (Srivastava and Teo, 2005; Al-adawi et al., 2005; Belanger and Carter, 2008;
Alomari et al., 2010), which indicated a positive relationship between citizen trust in egovernment and the intention to adopt and use the e-government services and applications in
different contexts. Papadopoulou et al., (2010) proposed a typology for understanding trust in egovernment as follows: trust in service, trust in information, trust in stored data, trust in system,
institution-based trust, trust in transaction, and trust in government organisation. The reason
behind the negative relationship in this context may be fear in the Arab culture that increase trust
in the use of IT would lead citizens to give up some of the values and practices which constitute
the culture of Jordanian society, such as the social relationships. A part from the negative
relationship between citizen trust and the decision to adopt and implement e-government services
and applications, the existence of the relationship means that trust in e-government may be
important, but not for the decision of adoption and implementation of e-government in this
context.
H16: Decision to adopt and implement e-government has a positive impact on the decision to use
e-government services and applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Al-adawi et al., 2005; Al-Shafi and Weerakkody, 2009), which pointed out that the intention of
adopting and implementing e-government services and applications directly affect the decision to
use e-government services and applications in different contexts. This hypothesis is consistent
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with previous hypotheses, which showed that the culture of Jordanian citizens has changed and
become open-minded and accept change as a result of political reforms, technological progress
and the adequacy of the technological infrastructure.
H17: Socioeconomic environment has a negative impact on trust in e-government services and
applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Avgerou et al., 2006), which indicated that the different levels of socioeconomic
situation have an impact on building trust in government and then in e-government. This
hypothesis is consistent with previous hypotheses on the positive impact of political reforms,
technological progress and the adequacy of the technological infrastructure on the context as a
whole.
H18: Socioeconomic environment has a negative impact on the effectiveness of governmental
organisations in the change towards e-government services and application in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (AL-Shehry et al., 2006; Ochara, 2008), which pointed to the importance of economic
factors, political, geographical, managerial, social and cultural on the performance of government
institutions in developing societies to change towards e-government. This hypothesis is consistent
with previous hypotheses on the impact of political reforms, technological progress and the
adequacy of the technological infrastructure on the context as a whole.
H19: Legal environment has a negative impact on the socioeconomic environment for change
towards e-government services and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Bhatnagar, 2003), which indicated that the legal aspects are among the obstacles to
socioeconomic growth in developing societies. This hypothesis is consistent with previous
hypotheses on the positive impact of political reforms, technological progress and the adequacy
of the technological infrastructure on the context as a whole.
H20: Socioeconomic environment has a negative impact on the citizen involvement in the change
towards e-government services and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Alshawi et al., 2007), which indicated the importance of technical aspects, economic and
social impact on citizen trust to take advantage of e-government services and applications in
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different contexts. This hypothesis is consistent with previous hypotheses on the positive impact
of political reforms, technological progress and the adequacy of the technological infrastructure
on the context as a whole.
H21: Political environment has a negative impact on the socioeconomic environment for change
towards e-government in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Bhatnagar, 2003; Pudjianto and Hangjung, 2010), which pointed to the importance of the
political environment in the growth of socioeconomic environment in the context of egovernment implementation and deployment. This hypothesis is consistent with previous
hypotheses on the positive impact of political reforms, technological progress and the adequacy
of the technological infrastructure on the context as a whole.
H22: Political environment has a negative impact on the legal environment for change towards egovernment in Jordan.
This hypothesis is positively supported in this research. This result is consistent with
previous studies (Gil-García, 2005; Alomari et al., 2010), which indicated the importance of
contextual factors (e.g. political orientation, political resources, etc) on the success of egovernment services and applications in different contexts. This hypothesis is consistent with
previous hypotheses on the positive impact of political reforms, technological progress and the
adequacy of the technological infrastructure on the context as a whole.
H23: Socioeconomic environment has a negative impact on the development of ICT-related
infrastructure in the change towards e-government services and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Banerjee and Chau, 2004; Bwalya and Healy, 2010), which pointed to the importance of
socioeconomic aspects (e.g. literacy, education, IT awareness, income, economic constraints and
standards of living) in the impact on the ability of citizen to procure the requirements of Internet
access, and these factors are critical for the benefit of e-government services and applications.
This hypothesis is consistent with previous hypotheses on the positive impact of political reforms,
technological progress and the adequacy of the technological infrastructure on the context as a
whole.
H24: Legal environment has a negative impact on the development of ICT-related infrastructure
in the change towards e-government services and applications in Jordan.
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This hypothesis is supported in this context. This result is consistent with previous studies
(Wahab, 2003), which pointed to the impediments of the development of ICT infrastructures in
developing countries, namely the connectivity, access and capacity, policy and regulation and
sociocultural environment. This hypothesis is consistent with previous hypotheses regarding the
impact of political reforms on the context as a whole, but the large fluctuations in the political
decisions, which are mostly positive, would adversely affect the development of ICT-related
infrastructure necessary for the implementation, deployment of e-government initiatives.
H25: Political environment has a negative impact on the effectiveness of governmental
organisations in the change towards e-government services and application in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Gupta et al., 2008), which indicated that the instability in governments and political parties in
developing countries will negatively affect the basic capabilities to the success of e-government
services and applications. This hypothesis is consistent with previous hypotheses regarding the
impact of political reforms on the context as a whole, but the large fluctuations in the political
decisions, which are mostly positive, would adversely affect the effectiveness of the government
in implementing e-government initiatives.
H26: Political environment has a negative impact on the integration between information systems
across various governmental organisations for the change towards e-government services and
applications in Jordan.
This hypothesis is not supported in this research. This result is inconsistent with previous
studies (Shareef et al., 2010), which pointed the importance of the political climate in the
development of basic capabilities to the government for the adoption and management of its eservices and applications. This hypothesis is consistent with previous hypotheses on the positive
impact of political reforms, technological progress and the adequacy of the technological
infrastructure on the context as a whole. Also the cultural factor in developing societies may
explain the negative relationship through fear of some who are in authority (e.g. security
departments) of the integration between the systems because of the risks that may accompany the
integration, if not controlled.
H27: Political environment has a negative impact on the development of ICT- related
infrastructure in the change towards e-government services and applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Dode, 2007), which pointed to the importance of the political, bureaucratic advancement and
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successful e-governance practices in the development of infrastructure necessary to achieve the
proper implementation of e-government in Nigeria. This hypothesis is consistent with previous
hypotheses regarding the impact of political reforms on the context as a whole, but the large
fluctuations in the political decisions, which are mostly positive, would adversely affect the
development of ICT-related infrastructure necessary for the implementation of e-government
initiatives.
H28: Political environment has a negative impact on the citizen involvement in the change
towards e-government services and applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Kovačić, 2005; Shareef et al., 2010), which pointed to the negative role of politicians to
encourage the participation of citizens in the process of change towards e-government services in
developing societies. Similarly, Ahn (2011) pointed to the negative role of political environment
(e.g. parties, communication channels and competition), government structure, and the nature of
individual e-government applications in influencing the likelihood of e-communication
applications adoption in US municipalities. In contrast, Suh (2007) pointed to the positive role of
the political climate in supporting the participation of citizens in Korea, whether political
participation, such as voting in elections or administrative participation such as demanding for or
keeping a close monitoring on the administrative processes. This hypothesis is consistent with
previous hypotheses regarding the impact of political reforms on the context as a whole, but the
large fluctuations in the political decisions, which are mostly positive, would adversely affect the
policies relating to activating the role of citizens in the change towards e-government.
H29: Socioeconomic environment has a negative impact on the sociocultural environment for
change towards e-government services and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies, which indicated to the impact of socioeconomic conditions (e.g. mass literacy and
education) on the cultural change towards ICT utilisation (Wahab, 2003) in general and egovernment services and applications in particular (Ochara, 2008). This hypothesis is consistent
with previous hypotheses on the positive impact of political reforms, technological progress and
the adequacy of the technological infrastructure on the context as a whole.
H30: Political environment has a negative impact on the sociocultural environment for change
towards e-government services and applications in Jordan.
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This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Imran et al., 2008), which indicated to the impact of political stability and the leadership
on the success of long-term projects such e-government in developing countries in general and
Bangladesh in particular. This hypothesis is consistent with previous hypotheses on the positive
impact of political reforms, technological progress and the adequacy of the technological
infrastructure on the context as a whole.
H31: Legal environment has a negative impact on the sociocultural environment for change
towards e-government services and applications in Jordan.
This hypothesis is positively supported in this context. This result is consistent with
previous studies (Obeidat and Abu-Shanab, 2010), which pointed to the importance of
empowering an appropriate legal framework and the adequacy of constitutional authority in the
success of e-government services and applications in Jordan. This hypothesis is consistent with
previous hypotheses on the positive impact of political reforms, technological progress and the
adequacy of the technological infrastructure on the context as a whole.
H32: ICT-related infrastructure has a negative impact on the socio cultural environment for
change towards e-government services and applications in Jordan.
This hypothesis is positively supported in this context. This result is consistent with
previous studies (Kumar, 2007), which pointed out that the establishment of appropriate ICT
infrastructure and coordination between institutions in support of e-government services are
among the success factors in developing countries in general and India in particular. Similarly,
Ferrer (2009) pointed to the role of ICT resources in improving the quality of life in developing
countries, particularly in the countries of Latin America. This hypothesis is consistent with
previous hypotheses on the positive impact of political reforms, technological progress and the
adequacy of the technological infrastructure on the context as a whole.
H33: Sociocultural environment has a negative impact on the characteristics of the citizen to
change towards the adoption and implementation of e-government services and applications in
Jordan.
This hypothesis is positively supported in this context. This result is consistent with
previous studies (Kovačić, 2005), which conducted an analysis of the impact of national culture
on e-government readiness for 95 countries, using Hofstede‘s model of cultural differences. Zhao
(2011) indicated the influence of national culture on the development of e-government in 84
countries around the world, using Hofstede‘s model of cultural differences. However,
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individualism, power distance and long-term orientation were largely found significant and
correlated with e-government development. This hypothesis is consistent with previous
hypotheses on the positive impact of political reforms, technological progress and the adequacy
of the technological infrastructure on the context as a whole.
H34: Legal environment has a negative impact on the citizen involvement in the change towards
e-government services and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Srivastava and Teo, 2009), which pointed to the importance of legal, regulatory and
business environment in developing citizen trust for the successful adoption of e-government in
developing countries in general and Singapore in particular. This hypothesis is consistent with
previous hypotheses on the positive impact of political reforms, technological progress and the
adequacy of the technological infrastructure on the context as a whole.
H35: Legal environment has a negative impact on trust in e-government services and applications
in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Srivastava and Teo, 2009), which pointed out that the provision of comprehensive legal
and regulatory framework is among the measures to build trust, which leads to the successful
adoption and acceptance of e-government in developing countries in general and Singapore in
particular. This hypothesis is consistent with previous hypotheses on the positive impact of
political reforms, technological progress and the adequacy of the technological infrastructure on
the context as a whole.
H36: ICT-related infrastructure has a negative impact on the integration between information
systems across various governmental organisations for the change towards e-government services
and applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Pudjianto and Hangjung, 2010), which indicated that inadequacy of the technological
infrastructure is among the critical factors influencing the assimilation of e-government services
and applications in developing countries. This hypothesis is consistent with previous hypotheses
regarding the impact of political reforms on the context as a whole, but the fear that haunts
officials (e.g. security departments) on the openness to the public may be the cause of this
negative relationship.
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H37: Legal environment has a negative impact on the effectiveness of governmental
organisations in the change towards e-government services and application in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Furuholt and Wahid, 2008), which indicated the role of political leadership in support
and enable government departments and institutions in the implementation of e-government
initiatives in developing countries in general and Indonesia in particular. Similarly, Ochara
(2008) pointed out that there is a close link between legal reform and organisational reform to
support and enable the re-engineering the internal processes of the government in implementing
e-government services and applications. This hypothesis is consistent with previous hypotheses
on the positive impact of political reforms, technological progress and the adequacy of the
technological infrastructure on the context as a whole.
H38: ICT-related infrastructure has a negative impact on the effectiveness of governmental
organisations in the change towards e-government services and application in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Pudjianto and Hangjung 2010; Alghamdi et al., 2011), which pointed out that the
adequacy of the technological infrastructure is among the criteria for assessing organisational
readiness to the assimilation of e-government services and applications in developing countries.
In contrast, the result is consistent with a study of Al-Shafi and Weerakkody (2009), which
pointed out that although Qatar has a high technological infrastructure, this does not enable the
government to implement and deploy e-government services successfully in reference to the
existence of other factors that can influence the effectiveness of the government to do so. This
hypothesis is consistent with previous hypotheses on the positive impact of political reforms,
technological progress and the adequacy of the technological infrastructure on the context as a
whole.
H39: ICT-related infrastructure has a negative impact on the citizen involvement in the change
towards e-government services and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Yonazi et al., 2010), which pointed to the importance of technological infrastructure and
the availability of adequate equipment to access the Internet in influencing citizens to adopt egovernment services and applications in developing countries in general and Tanzania in
particular. Similarly, Ndou (2004) pointed out that many developing countries suffer from the
digital divide, and therefore are not able to develop the appropriate infrastructure to ensure the
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utilisation of e-government services and applications. This hypothesis is consistent with previous
hypotheses on the positive impact of political reforms, technological progress and the adequacy
of the technological infrastructure on the context as a whole.
H40: Citizen involvement in the change towards e-government has a positive impact on the
sociocultural environment for the adoption and implementation of e-government services and
applications in Jordan.
This hypothesis is negatively supported in this context. This means that citizen
involvement directly affects sociocultural environment. This result is inconsistent with previous
studies (Nurdin et al., 2010), which pointed that the strong participation of the citizen during the
development of e-government would generate a positive attitude, and therefore increase the
chances of adoption and use of e-government services. This hypothesis is consistent with
previous hypotheses regarding the impact of political reforms on the context as a whole, but the
fear that haunts some people from opening up to the government may be the cause of this
negative relationship.
H41: Change process management has a positive impact on the sociocultural environment for the
adoption and implementation of e-government services and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Dada, 2006; Ali et al., 2009), pointed out that the problems of change management is the
most impact on developing societies that lead to the failure of the implementation of egovernment services. This hypothesis is consistent with previous hypotheses on the positive
impact of political reforms, technological progress and the adequacy of the technological
infrastructure on the context as a whole.
H42: Change process management has a positive impact on the citizen involvement in the change
towards e-government services and applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Furuholt and Wahid, 2008), which pointed to the importance of organisational and managerial
factors (e.g. strategic management issues, change process management, institutionalisation,
continuous monitoring and evaluation management) to increase the chances of successful
implementation of e-government services and applications in the context of developing countries
in general and Indonesia in particular.
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H43: Legal environment has a negative impact on the integration between information systems
across various governmental organisations for the change towards e-government services and
applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Hassan et al., 2010), which indicated that the legal issues relating to privacy, and public access
to information, authenticity, and politics acceptance are among the challenges that hinder the
development of full e-service environment in developing countries. This hypothesis is consistent
with previous hypotheses regarding the impact of political reforms on the context as a whole, but
the fear that haunts officials (e.g. security departments) on the openness to the public may be the
cause of this negative relationship.
H44: Effectiveness of governmental organisations in the change towards e government has a
positive impact on the sociocultural environment for the adoption and implementation of egovernment services and applications in Jordan.
This hypothesis is negatively supported in this context. This result is consistent with
previous studies (Al-Rashidi, 2010), which indicated that the organisational culture and
institutional values have a negative impact on both the readiness of e-government and thus
influence the overall success of the e-government in developing countries. This hypothesis is
consistent with previous hypotheses regarding the impact of political reforms on the context as a
whole, but the fear that haunts some people from opening up to the government may be the cause
of this negative relationship.
H45: Integration between different government information systems has a positive impact on the
sociocultural environment for the adoption and implementation of e-government services and
applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Gichoya, 2005), which indicated that networking/systems integration is among the success
factors for the implementation of ICT projects in the governments of developing countries. This
hypothesis is consistent with previous hypotheses on the positive impact of political reforms,
technological progress and the adequacy of the technological infrastructure on the context as a
whole.
H46: Citizen involvement in the change towards e-government has a positive effect on the
management of safety and security of information and government transactions online in Jordan.
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This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Olphert and Damodaran, 2007; Nurdin et al., 2010), which indicated the importance of
citizen participation during the design and development of e-government systems in the success
of e-government services in developing countries. This hypothesis is consistent with previous
hypotheses on the positive impact of political reforms, technological progress and the adequacy
of the technological infrastructure on the context as a whole.
H47: Effectiveness of governmental organisations has a positive impact on the management
process of change towards e-government services and applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Al-Rashidi, 2010), which indicated that the organisational culture and institutional values have a
negative impact on both the readiness of e-government and thus influence the overall success of
the e-government in developing countries. This hypothesis is consistent with previous hypotheses
on the positive impact of political reforms, technological progress and the adequacy of the
technological infrastructure on the context as a whole.
H48: ICT-related infrastructure has a negative impact on the safety and security of information
and government transactions online in Jordan.
This hypothesis is positively supported in this context. This result is consistent with
previous studies (Schware and Deane, 2003), which indicated that the development in the ICT
infrastructure has allowed the Brazilian government to establish mechanisms to ensure security
on the Internet. This hypothesis is consistent with previous hypotheses on the positive impact of
political reforms, technological progress and the adequacy of the technological infrastructure on
the context as a whole.
H49: Change process management has a positive impact on the integration between information
systems across various governmental organisations for the change towards e-government services
and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (O'Donnell et al., 2003), which indicated a positive relationship between the change
process management and achieve full integration/transformation towards the adoption and use of
e-government services and applications in Ireland. This hypothesis is consistent with previous
hypotheses on the positive impact of political reforms, technological progress and the adequacy
of the technological infrastructure on the context as a whole.
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H50: Change process management has a positive impact on the management of safety and
security of information and government transactions online in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Reddick, 2005), which pointed out that change management is the solution to many of
the obstacles that negatively affect e-government such as the problems of privacy and security of
information sent over the Internet. This hypothesis is consistent with previous hypotheses on the
positive impact of political reforms, technological progress and the adequacy of the technological
infrastructure on the context as a whole.
H51: Citizen involvement in the change towards e-government has a positive effect on the design
of e-government services and applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Nurdin et al., 2010), which pointed out that the effective participation of citizens in the design
and development of e-government services would contribute to the success of the adoption and
use of e-government services. This hypothesis is consistent with previous hypotheses on the
positive impact of political reforms, technological progress and the adequacy of the technological
infrastructure on the context as a whole.
H52: Change process management has a positive impact on the aspects of e-government usage
such as ease of use, usefulness, self efficacy and peer influence for the adoption and
implementation of e-government services and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Vathanophas et al., 2008), which pointed to the existence of a positive relationship
between organisational support for the process of change and usage aspects (easy to use,
usefulness and commitment) that would affect the success of e-government services and
applications in Thailand. However, AlAwadhi and Morris (2008) found that the change
management process may not affect the Kuwaiti equally as the need may be the motivation for
the use of e-government services even if their peers or family did not do so. This is consistent
with the result of this hypothesis. This hypothesis is consistent with previous hypotheses on the
positive impact of political reforms, technological progress and the adequacy of the technological
infrastructure on the context as a whole.
H53: Citizen involvement in the change towards e-government has a positive effect on the
characteristics of the citizen towards the adoption and implementation of e-government services
and applications in Jordan.
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This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Chan and Pan, 2008), which indicated a positive relationship between the involvement of
citizens in the process of change and the characteristics (perceived risk and perceived control)
that generate attitude toward the adoption and use of e-government in developing countries in
general and Singapore in particular. This hypothesis is consistent with previous hypotheses on the
positive impact of political reforms, technological progress and the adequacy of the technological
infrastructure on the context as a whole.
H54: Change process management has a positive impact on the quality of e-government services
and applications in Jordan.
This hypothesis is negatively supported in this context. This result is inconsistent with
previous studies (Bwalya and Healy, 2010), which pointed to the positive role of change
management practices to support and enable quality in e-government services and applications in
Zambia. This hypothesis is consistent with previous hypotheses regarding the impact of political
reforms on the context as a whole, but the large fluctuations in the political decisions, which are
mostly positive, would adversely affect the quality of e-government.
H55: Online safety and security has a positive impact on good design for e-government services
and applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Hermana and Silfianti, 2011), which pointed to the web security as a factor in assessing egovernment websites. This hypothesis is consistent with previous hypotheses on the positive
impact of political reforms, technological progress and the adequacy of the technological
infrastructure on the context as a whole.
H56: Integration between different government information systems has a positive impact on
good design for e-government services and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Liu et al., 2010), which pointed out that the design and operation of the government
portal sites is a direct reflection of the government's strategy on the integration between different
information systems in China. This hypothesis is consistent with previous hypotheses on the
positive impact of political reforms, technological progress and the adequacy of the technological
infrastructure on the context as a whole.
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H57: Good design for e-government websites has a positive impact on the quality of egovernment services and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Bwalya and Healy, 2010), pointed to the importance of the issues of web design as a
requirement for the quality of services and then the success of e-government services and its
applications in Zambia. This hypothesis is consistent with previous hypotheses on the positive
impact of political reforms, technological progress and the adequacy of the technological
infrastructure on the context as a whole.
H58: Good design for e-government websites has a positive impact on the usage aspects of egovernment such as ease of use, usefulness, self efficacy and peer influence for the adoption and
implementation of e-government services and applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Maheshwari et al., 2007), which pointed to the influence of technical and social aspects
of IS (front-end design) and political aspects of IS (back-end design) in assessing the
effectiveness of e-government portal. Front-end design includes service delivery, customer
orientation, usability and trustworthiness, while back-end includes implementation approach,
governance and leadership, IT architecture and content management. This hypothesis is
consistent with previous hypotheses on the positive impact of political reforms, technological
progress and the adequacy of the technological infrastructure on the context as a whole.
H59: Quality of e-government has a positive impact on trust in e-government services and
applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Colesca, 2007), which pointed to a positive relationship between the quality of e-government
and the trust of citizens towards the adoption and use of e-government services and applications
in different contexts.
H60: Citizen characteristics (e.g. IT excitement, IT knowledge, previous IT experience, IT risk
taking and innovativeness) have a positive impact on the aspects of e-government usage such as
ease of use, usefulness, self efficacy and peer influence for the adoption and implementation of egovernment services and applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Kumar et al., 2007), which pointed to the importance of citizen characteristics (perceived
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control, perceived risk and Internet experience) in shaping the attitude toward the successful
adoption of e-government services and applications. This hypothesis is consistent with previous
hypotheses on the positive impact of political reforms, technological progress and the adequacy
of the technological infrastructure on the context as a whole.
H61: Usage aspects of e-government such as ease of use, usefulness, self efficacy and peer
influence have a positive impact on trust in e-government services and applications in Jordan.
This hypothesis is negatively supported in this context. This result is inconsistent with
previous studies (Srivastava and Teo, 2009), which pointed to the positive relationship between
user‘s perceptions of the outcome of the service delivery (e.g. ease of use and usefulness) with
trust-building towards the adoption and use of e-government services and applications in
Singapore. Similarly, Alsaghier et al., (2009) found that citizens‘ familiarity with e-government
positively affects on trust in e-government This hypothesis is consistent with previous hypotheses
on the positive impact of political reforms, technological progress and the adequacy of the
technological infrastructure on the context as a whole. The cultural factor might play a role in this
negative relationship as in hypothesis 15.
H62: Citizen characteristics (e.g. IT excitement, IT knowledge, previous IT experience, IT risk
taking and innovativeness) have a positive impact on trust in e-government services and
applications in Jordan.
This hypothesis is not supported in this context. This result is inconsistent with previous
studies (Bwalya and Healy, 2010), which pointed to the positive impact of user characteristics
(e.g. perceived risk, perceived control, perceived familiarity) in influencing the trust towards the
adoption and use of e-government services in Zambia. This hypothesis is consistent with previous
hypotheses on the positive impact of political reforms, technological progress and the adequacy
of the technological infrastructure on the context as a whole.
H63: Sociocultural environment has a negative impact on trust in e-government services and
applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(AlAwadhi and Morris, 2009), which pointed to the importance of cultural aspects
(wasta/connections, face-to-face interaction, awareness, gender issues, age, profession, education,
ethnicity, religion, and social class) in influencing the trust to engage in the adoption and use of egovernment services and applications in developing countries like Kuwait.
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H64: ICT-related infrastructure has a negative impact on trust in e-government services and
applications in Jordan.
This hypothesis is supported in this context. This result is inconsistent with previous
studies (Colesca, 2007), which indicated the positive impact of the technical aspects (e.g. IT
infrastructure) on the building trust in the e-government services and applications. This
hypothesis is consistent with previous hypotheses on the positive impact of political reforms,
technological progress and the adequacy of the technological infrastructure on the context as a
whole. The reason for this could be a cultural fear that increased trust in the use of IT would lead
citizens to give up some of the values and practices which constitute the culture of the Jordanian
society such as social relations
H65: Political environment has a negative impact on trust in e-government services and
applications in Jordan.
This hypothesis is supported in this context. This result is consistent with previous studies
(Avgerou et al., 2006), which pointed to the importance of political conditions (e.g. freedom,
equality opportunities, maintain effective and impartial modern state institutions) in the
construction of political trust, which in turn affect the success of e-government initiatives in
developing countries. This hypothesis is consistent with previous hypotheses regarding the
impact of political reforms on the context as a whole, but the large fluctuations in the political
decisions, which are mostly positive, would adversely affect the trust of citizens in e-government
services and applications.

7.3 Chapter summary
This chapter discusses and compares the results obtained from the previous chapters with
that reported in the academic literature with regard to the three research questions and hypotheses
proposed.
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Chapter Eight
Conclusions

8.1 Introduction
This chapter provides key contributions made by this research to the academic literature
in this field, theoretical and practical implications for research, limitations on the research and
suggestions for future research.

8.2 Theoretical and practical implications
This research provides a number of implications to both theory and practice, and also
provides guidance for future studies in the same context or in other contexts with similar
circumstances.

8.2.1 Theoretical implications
Theoretically, this research is the first of its kind in Jordan, which aims to identify and
test empirically the factors and their interrelationships that affect the adoption and
implementation of e-government services and applications from multiple perspectives. Most
previous studies were designed to identify the factors that affect the adoption and implementation
of e-government services and applications without being tested empirically. This research
provides an integrated model to assess the success factors for the adoption and implementation of
e-government services and applications in Jordan. Also, this research identifies the factors most
important in this context, and how these factors are interrelated with each other in terms of
evaluating the success of the adoption and implementation of e-government in Jordan. This is
based on grounded data collected from the field on a number of stages, using a variety of
resources (e.g. focus groups, interviews and analysis of documents) to explore the phenomenon in
its real context, and thus obtain additional insights, perhaps overlooked in the previous studies
described in chapter 6, on the factors associated with the adoption and implementation of egovernment services and applications underutilised in developing countries in general and Jordan
in particular.
This research is designed to bridge existing gap in knowledge on the adoption and
implementation of e-government in developing countries in general and Jordan in particular from
the viewpoint of IS. Accordingly, this research contributes to bridging the knowledge gap in
terms of the nature of previous research, research methods and the level of analysis. All of these
are the justifications for such a study and other prospective studies in the same context or in other
contexts with similar circumstances.
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This research focuses on the use of multiple research methods to answer the questions of
the research. For the purpose of answering question 1 and question 2, the researcher focuses on
the integration of grounded theory with interpretive case-based field studies. Despite the
advantages of this method, it is still not common in use because of the difficulties facing the
researcher in its application, especially in developing countries, including Jordan. However, the
use of this method in this research makes it one of the first studies in the Arab region in general
and especially Jordan, seeking to identify the factors that affect the adoption and implementation
of e-government services and applications from multiple perspectives. In addition, the researcher
focuses on the integration of case study with survey methods to answer question 3. Despite the
advantages of this method, it is also still not common in use because of the difficulties facing the
researcher in its application, especially in developing countries, including Jordan. However, the
use of such methods in this research makes it the first of other studies in the Arab region in
general and especially Jordan, seeking to identify and test empirically the factors that affect the
adoption and implementation of e-government services and applications from multiple
perspectives.
Firstly, this research makes a contribution to existing knowledge in terms of the process
used in applying the methodology of grounded theory and interpretive case-based field studies to
develop an integrated model for this research. The research was carried out through three phases
of data collection. The first phase was only to explore and collect preliminary data about the
context without documentation, while the following two phases were more in-depth in exploring
the phenomenon in its real context through the use of multiple sources (e.g. individual interviews,
focus groups and analysis of documents) to collect the largest amount of data relevant to the
research problem. At each phase, the methodology was applied as a whole, where the results of
the first phase, for example, was discussed between the researcher and the participants in the
second phase and so on, either to confirm or add to the results in order to reach an agreement
between the key players at all levels of the factors that potentially affect the success of egovernment in this particular context. All this used to be together with a review of existing
literature on the IT adoption to assess and compare the results. This research provides clear
evidence of the success and rigorous research methods used in developing countries in general
and especially Jordan, to be re-used in future studies in the same context or in other contexts with
similar circumstances.
Secondly, this research makes a contribution to existing knowledge in terms of level of
analysis. This research included participants from the government sector to discuss the difficulties
affecting the implementation of e-government services and applications (government level). This
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research also included participants from the private sector (business partner level) to confirm or
add to what was raised during the discussion of a researcher with the participants from the
government. Finally, this research included groups of citizens (user level) from different
backgrounds to discuss what was raised between the researcher and the participants from the
public and private sectors. This integration gives an idea about the complexity faced by
governments if they are to succeed in implementing e-government services and applications. This
means that any research of a large-scale system such as e-government must take into account
multiple levels of analysis and this is what happened in this research.
Thirdly, this research makes a contribution to existing knowledge in terms of the
application of SEM technique in this context. The application of SEM supports and strengthens
the quality of research results related to the adoption and acceptance of IT in different cultural
contexts. SEM technique appears particularly important in modeling multivariate relations, so
there are no alternative methods are used widely and as simple as this technique (Byrne, 2006).
Figure 8.1 shows a flow chart of the main stages in the thesis that can enable a reproduction of
the research in other contexts.
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Figure 8.1 Flow chart of the main stages in
the research

Fourthly, this research makes a contribution to existing knowledge in terms of the results
of the empirical testing of the interrelationships among the factors proposed in the model of this
research, as sown earlier in Figure 8.2. The results showed that the development of legal and
regulatory framework governing the exchange of information and government transactions via
the Internet is the most important factor for the Jordanian citizens to take the decision to adopt
and implement e-government services and applications in Jordan. This means that when citizens
feel that there are e-laws and legislations to protect and control information and government
transactions via the Internet, this creates a high level of satisfaction and then leads to the decision
to take advantage of e-government services and applications. Also, the changes taking place in
the world have a significant impact on the majority of Jordanian citizens to enable them to catch
up with the progress and development in various areas, particularly ICT, which has begun to
invade the Jordanian society more than ever. Most previous studies pointed to the negative impact
of Arab culture on the adoption and use of ICT, but Jordan, through this research, has shown that
ICT has become one of the cultural characteristics of the Jordanian society and thus has a positive
impact on the decision to take advantage of the use of e-government services and applications.
Accordingly, the characteristics of the Jordanian citizen have crystallised and become positively
impact on the citizen to take advantage of e-government services and applications. In this context,
the characteristics of the Jordanian citizen, which showed an importance in influencing the
success of e-government, were: IT excitement, IT knowledge, IT experience, IT risk taking and
innovativeness. This openness was accompanied by a change in the ideologies where citizens
have become more enthusiastic to participate in the change, namely administrative and political
participation. However, the involvement of citizens in the change became a priority in order to
achieve the demands of the people and the youth in particular. This means that when citizens feel
being involved in the decision-making process, this creates a high degree of satisfaction and then
leads to the decision to take advantage of e-government services and applications. Also, this
research showed that the quality of e-government is among the positive determinants that affect
on the citizens to adopt and implement e-government services and applications in Jordan.
The results also showed positive and significant relationships between factors in the
model that can be used in future studies in the same context or in other contexts with similar
circumstances. Among these, the relationship between citizen characteristics and usage aspects of
e-government (H60); the relationship between citizen involvement and website design (H51); the
relationship between sociocultural environment and citizen characteristics (H33); the relationship
between online safety and security and website design (H55); the relationship between macro
political environment and legal environment (H22); the relationship between organisational and
managerial efficiency and change process management (H47); the relationship between change
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process management and citizen involvement (H42); the relationship between ICT-related
infrastructure and online safety and security (H48); the relationship between legal environment
and sociocultural environment (H31); the relationship between ICT-related infrastructure and
socio cultural environment (H32); the relationship between quality of e-government and trust in
e-government (H59); and finally the relationship between systems integration and sociocultural
environment (H45). In contrast, the results showed negative and significant relationships between
factors in the model. Among these, the relationship between both citizen trust in e-government
(H15) and website design (H12), with the decision to adopt and implement e-government
services and applications. Although these results are inconsistent with previous studies,
particularly those related to the adoption and use of e-government services and applications,
however, these results may be appropriate for this context because of the reasons proposed by the
researcher earlier in this chapter.
The results also showed a number of negative and significant relationships between
factors in the model, which can be used in future studies in the same context or in other contexts
with similar circumstances. Among these, the relationship between organisational and managerial
efficiency and sociocultural environment (H44); the relationship between macro political
environment and ICT-related infrastructure (H27); the relationship between legal environment
and ICT-related infrastructure (H24); the relationship between macro political environment and
organisational and managerial efficiency (H25); the relationship between macro political
environment and citizen involvement (H28); the relationship between legal environment and
systems integration (H43); the relationship between ICT-related infrastructure and systems
integration (H36); the relationship between change management process and quality of egovernment (H54); the relationship between usage aspects of e-government and citizen trust in egovernment (H61); the relationship between macro political environment and citizen trust in egovernment (H65); the relationship between sociocultural environment and citizen trust in egovernment (H63); and the relationship between ICT-related infrastructure and citizen trust in egovernment (H64). Some of these results are consistent with previous studies, particularly those
related to the adoption and implementation of e-government, while others are inconsistent with
previous studies, however, these results may be appropriate for this context because of the
reasons proposed by the researcher earlier in this chapter.
This research also indicates that there are no direct relationship between the following
factors in the model, namely systems integration (H8), change process management (H9), online
safety and security (H10), macro political environment (H2), ICT-related infrastructure (H4),
usage aspects of e-government (H13), socioeconomic environment (H1); and organisational and
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managerial efficiency (H5), and the decision to adopt and implement e-government services and
applications in Jordan. Although these results are inconsistent with previous studies, particularly
those related to the adoption and use of e-government services and applications, these results may
be appropriate for this context because of the reasons proposed by the researcher earlier in this
chapter.

8.2.2 Practical implications
Practically, this research provides decision-makers, government officials and practitioners
in developing countries in general and especially Jordan, with a strategic tool through which they
can assess the successful adoption and implementation of e-government services and applications
from multiple perspectives. This would contribute to the understanding of key issues affecting the
needs of citizens and the level of satisfaction with the new public services and applications in this
particular context. The results showed that technical factors are not responsible in influencing the
citizens for the success of e-government, but also goes beyond this to include other
organisational, individual and contextual factors for assessing the successful adoption and
implementation of e-government services and applications, as shown earlier in Figure 7.1. The
results also could help in the development of quality policies and strategies in the provision of
public services that are valued by citizens. All this would improve the change management
process to provide better services to citizens and therefore a high level of satisfaction towards
participation in the success of e-government services and applications at all levels.
This research also provided a practical contribution to decision-makers, officials in the
government sector and practitioners through a new set of measures developed to identify the 15
factors resulted from the grounded theory study,

thus the success of the adoption and

implementation of e-government services and applications, which can affect the decisions of
citizens in developing countries, especially Jordan, to participate in the change towards egovernment to become as a major channel for dealing with government institutions rather than
traditional channels to do so. As a result, governments in the Arab region can take the initiative to
establish methods of evaluation on the basis of these measures to determine whether there is any
impediment affecting the success of e-service delivery to citizens, and take the necessary action
to remove it as needed.
For the success of e-government services and applications in this particular context, the
government of Jordan needs to take into account the following actions: 1) to update laws and
legislation that protects Internet users and organise exchange of information over the Internet, 2)
to support and enable the development ICT-related infrastructure in terms of infrastructure
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accessibility, infrastructure reliability, infrastructure availability and infrastructure support and
maintenance, 3) to include both the technical and non-technical design aspects of e-government
websites such as increased citizen participation in governance issues. These aspects and many
others are representing the value of the citizen to support the change towards the adoption and
implementation of e-government services and applications, 4) to maintain the quality of egovernment services as a determinant to the citizen's trust in e-government, so taking into account
quality of e-government measures (e.g. high response to citizens‘ calls, enabling citizens to track
their queries until resolved without difficulty, having e-government services and applications
available 24/7, having a single point of access to all government information and services, and
enabling better interaction with the government (e.g. online feedback, knowledge sharing, etc)
may ensure a high level of satisfaction among the citizens for the adoption and implementation of
e-government services and applications, 5) to increase the role of citizens in governance issues by
holding regular meetings with citizens, and this is what resulted from this research. Although
some of the values and practices that limit the political and administrative participation of
citizens, the mobility of youth and desire for the majority of citizens to change and nothing but
the change is one of the most important determinants of the success of e-government in Arab
societies in general and Jordan in particular, and finally 6) to increase citizens' awareness of egovernment services and applications by providing incentives and rewards, intensifying
promotional campaigns through various communication media, particularly SMS-based egovernment marketing due to high mobile penetration in Jordan. In such contexts, focusing on egovernment via mobile is likely to be a key way forward, particularly in the medium term
(Deloitte, 2011).

8.3 Limitations of the research
Limitations can be summarised in this research as follows:
 The current research is based on a cross-sectional data collection, so it may be difficult to
know whether the impact of the factors and their interrelationships will be consistent or
variable over time.
 The current results of this research can be used mostly in other service sectors related to public
sector institutions in the same context or in other similar contexts, so it may be difficult to
adopt the results of this research to explain other phenomena, without taking into account the
differences in the four main levels underlying this research, namely cultural, organisational,
individual and technological level.
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 This research aims to explain the behaviour of Jordanian citizens towards the adoption and
implementation of e-government services and applications in general, without focusing on
specific services or applications may be of value to citizens more than others and thus affect
their decisions to take advantage of these new services and applications. For example, income
tax and sales services, which are most important in the Jordanian society.
 The current results of this research, especially in the quantitative phase based on a
representative sample of the Jordanian society to validate the results of the qualitative phase to
explain the behaviour of Jordanian citizens towards the adoption and implementation of egovernment services and applications. This sample is made up of students from public and
private universities in Jordan, including academics and administrators. Although the proposed
justification of the researcher to choose this sample for this research, there are still other
categories of Jordanian society (e.g. businesses, government employees), which may have
different needs and demands of the change towards the adoption and implementation of egovernment.

8.4 Future research directions
Based on the limitations and findings from current research, it was decided to provide a
range of suggestions to identify areas for future research:
 The current research is based on a cross-sectional data collection, and it would be useful if a
longitudinal data were collected to see whether the impact of factors and their
interrelationships will be consistent or variable over time.
 The current findings can be used in other service sectors related to public sector institutions in
the same context or in other similar contexts, using other research methods.
 The current research aims to provide assistance to Jordan in the first place and other countries
in the Arab region, which has characteristics similar to Jordan in terms of demographic
characteristics, characteristics of e-readiness for the delivery of services, especially in the
public sector and the national culture prevailing in the society. Therefore, further studies to
compare the results of this research with other developing countries may be of value in this
context. These comparative studies should be with the countries similar to Jordan, at least in
some basic characteristics to enable the researcher to generalise the results.
 There are a lot of hypotheses in this research that are not consistent with the results of
previous studies as shown earlier in this chapter. For example, citizen trust in e-government is
among the determinants that affect negatively on the adoption and implementation of e-
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government services and applications in Jordan. This hypothesis and many others need further
investigation in this context, either to confirm or reject the results.
 The current research aims to identify and test empirically the determinants that affect the
decision to adopt and implement e-government services and applications as a whole in Jordan.
It would be useful if the researcher uses the results of this research to explain the behaviour of
Jordanian citizens to certain e-government services, for example Income Tax and Sales
services, which are considered the most important of the Jordanian society (citizens and
businesses).

8.5 Chapter summary
This chapter summarises the key contributions made by this research to the academic
literature in this field, theoretical and practical implications for research, limitations on the
research and suggestions for future research.
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Appendices

Appendix A
Codes, concepts and categories emerging from open and selective coding
process
Second phase of data collection
Others stated group (B):
“Despite the growth of IT markets worldwide, the region still in early phase for IT
implementation and be able to compete with some of the advanced countries in the region”
F2 “In fact, the implementation of e-government is not a priority, as many believe, but is a
project within the national agenda still suffering from the accomplishment”
E4 “However, lack of financial support makes the implementation of e-government as a
miracle”
I2
“Jordanian experience in IT industry needs more efforts to be a model in the region”
I5 “More investment in IT increases the chances of success for e-government in the region”
A11 “The contribution of both the private sector and civil society is not up to the level required
to support IT implementation in the region”
D2 “The instability of the external IT markets is a source of nuisance to the IT industry in the
region”
C4 “IT implementation has not been proven effective in overcoming the problems of
interaction between the employee and the client; I mean by the client the citizen”
B5 “In practice, Jordan lagging behind some compared with some countries in the region in
terms of speed of achievement in e-services implementation”
These incidents were given the code: Regional challenges facing the implementation of IT
K8

Others stated group (C):
“People fear participation in the political life”
“They avoid personal interaction with the government”
“Fearing authority makes it difficult for Jordanians to participate effectively in public
services development”
E6
“Contrary to what is stated e-government may not bring the expected benefits of it”
L5 “Complexity in government structure cannot be solved through e-government”
B2 “In my opinion I believe that I won’t have the same access to public information and
services as those online”
B4 “Most Jordanians are not aware of e-government services and applications”
G3 “The main problem is lack of knowledge about the benefits of e-government”
H4 “The use of IT has become a form of prestige in the Jordanian society”
J5 “People do not feel comfortable expressing their thoughts to those in power”
J4 “I feel uncomfortable voicing disagreement with those in power”
K3 “More research on e-government is required before it is implemented”
B11 “People are committed to the customs and traditions”
D4 “The Internet is a new phenomenon, especially in dealing with the government”
F7 “I think that the use of IT threatens opportunities for employment”
H6 “New skills are useful in advancing careers”
D8 “Therefore not be given the opportunity, especially for women, to effectively participate in
B3
A5
J6
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civil society may hamper the delivery of their needs to the government”
These incidents were given the code: sociocultural challenges facing the implementation of IT

Others stated group (D):
“Most of the security breaches resulting from the ignorance of citizens in the basics of
information security”
E8 “Therefore, it is important to train citizens on the Internet threats to avoid failure in
implementing e-government”
F3 “Thus, the government adopts tight security procedures to ensure the protection of
citizens’ information over the Internet”
B8 “Risk reduction is one of the priorities of e-government to increase public confidence in the
systems and e-services”
J7 “The government seeks to apply the latest security techniques to ensure the comfort of
citizens in the completion of their transactions over the Internet”
These incidents were given the code: information security management
E7

Others stated group (E):
“Good marketing for e-government services is half-way leading to success”
“Promotional campaigns for e-government are important for citizens to adopt egovernment”
F6 “There are many citizens who do not have the slightest idea of e-government, so this
hinders our work to do so”
H3 “Also, distribution of leaflets to raise public awareness of e-government services may be a
good way, especially in remote areas”
These incidents were given the code: increasing awareness about e-government services and
applications
D5
D6

Others stated group (F):
“Also working to provide and develop the ICT infrastructure to cover all parts”
“The absence of e-commerce infrastructure negatively affects e-government
implementation”
G5 “Smart cards will be a good idea to overcome the verification of identity online”
B7 “A lot of initiatives to overcome the digital divide (e.g. computer for every citizen)”
A7 “More access points would be a good idea to solve accessibility problems in the remote
areas”
E2 “The government lacks the continued implementation of programs to upgrade the ICT
infrastructure to ensure flexibility, reliability and availability of e-services”
F10 “However, lack of advanced ICT infrastructure hampers the ability of government to
provide e-government services and applications”
These incidents were given the code: ICT infrastructure challenges facing the implementation
of IT.
E9
K5
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Others stated group (G):
“I think that government policies for change are not effective enough to implement egovernment services”
H2 “There is resistance by the elderly for change within government departments”
I6 “The absence of advocates and supporters in the government to make the change could
adversely affect the implementation of e-government services”
These incidents were given the code: organisational change management
K1

Others stated group (H):
“Until now, government departments are still facing the problem of integration and
compatibility between the database systems”
E1 “Despite all the claims of change, the methodology followed by some government
departments to manage the various information systems is still subject to restrictions”
J1 “It lacks an integrated framework for the exchange of information”
J2 “There is a need for the government to restructure internal government processes before egovernment is implemented”
These incidents were given the code: systems integration challenges facing the implementation
of IT
F8

Others stated group (I):
“Lack of trust in the government makes the citizens are not satisfied with what may be
provided to improve the performance to serve the citizens”
These incidents were given the code: lack of trust in the government for the implementation of
e-government services and applications
D9

Other stated group (J):
“The government is not technically equipped to implement e-government”
“Lack of adequate resources, especially financial resources may hinder the change
required to implement e-government services”
B10 “IT managers are demonstrating support for the new system, but in fact they are not”
A10 "Without work hand in hand with the private sector, the government cannot implement egovernment services"
E5 “Lack of support at various administrative levels adversely affects the implementation of egovernment”
B6 “However, government training programs are not enough to overcome the digital divide
in the society”
F5 “The absence of incentives and rewards for IT personnel working in the public sector is
considered an influential factor in the implementation of e-government services”
J3 “I think there is a need for a common vision between government departments”
F9 “There are several difficulties, including lack of an advisory committee to follow up the
I1
E10
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implementation of e-government services”
“I believe that there is a need for the government to review such e-government projects in
countries with similar circumstances of Jordan”
These incidents were given the code: organisational and managerial challenges facing the
implementation of IT
B1

Others stated group (K):
“Higher population density in major cities such as Amman increases the difficulty to
manage government information and services”
D7 “Technology is no longer top the priorities of most citizens because the requirements for
electronic services has become an additional burden on most of the citizens and in turn
affect the adoption, implementation and use of e-government”
D10 “The economic crisis has pushed financial institutions to reduce the facilities provided to
customers such as personal loans and issuing credit cards”
A6 “The attention of urban given to IT is much more than those who live in rural areas”
A8 “High unemployment rate is among the challenges facing the government these days”
These incidents were given the code: socioeconomic challenges facing the implementation of IT
B9

Others stated group (L):
“And thus the lack of homogeneity among the members of Jordanian society is among the
challenges facing the government in implementing e-government”
B22 “We are faced with a mixture of citizens and therefore need to build dynamic systems vary
according to them”
These incidents were given the code: differences between individual citizens for the
implementation of e-government services and applications
C4

Others stated group (M):
“Maintaining the ease of services provided to citizens may be the most important stimulus
to adopt and implement e-government”
L3 “The government should impose new rules on citizens to use e-government instead of
giving them the option to do so”
D3 “Jordanian media mostly had a role in promoting the implementation and use of
information technology at the national level”
These incidents were given the code: usage aspects of the citizens for e-government services
and applications
G6

Others stated group (N):
K6
B12

“There is insufficient legal framework in place to protect e-users”
“E-laws and regulations are outdated so they should be revised to cover all cases”
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“The existence of laws, increases public trust in the use of IT, particularly e-government
services and applications”
These incidents were given the code: legal challenges facing IT implementation
K7

Others stated group (O):
A1 “The government will face a big challenge in the implementation of e-government”
D1 “It is worth it to implement e-government for future transactions with the citizens”
These incidents were given the code: implementation of e-government services and
applications

Third phase of data collection
Others stated group (B):
“Poor history of IT implementation makes me reluctant to trust the government and its
new services”
FG3
“Technology is not the best option for politicians in a country such as Jordan”
“Changing regulations with each government shows inconsistent decisions for
FG3
politicians and thus affects trust in the government”
FG3
“As given low political will makes e-transformation harder”
FG1
“Despite the royal attention to support the development of the IT industry, the
achievements are still below expectations”
These incidents were given the code: macro political environment often leads to changes in
policy and attitudes towards the adoption and implementation of e-government
FG1

Others stated group (C):
“Even with e-government corruption will remain”
“Dealing with government employees is better than dealing with technology in spite of
the difficulties I face when dealing with the government in person”
FG3
“However, e-government services must be in our native Arabic not English”
FG2
“I am interested in the progress taking place in the digital world”
FG3
“Most Jordanians fear the exchange of experiences related to the government”
FG4
“It is important for me to have a paper receipt of my transaction with the
government”
FG4
“Issuing e-cards requires acceptance of conditions against the Islamic Shariah law”
FG3
“I do not like to use the Internet despite the benefits it provides”
FG3
“It is important to have face-to-face contact when transacting with the government”
These incidents were given the code: sociocultural environment often leads to changes in
attitudes towards e-government adoption and implementation
FG3
FG3

Others stated group (D):
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“Ensure the protection of online information guarantees the citizen's trust in the
government”
FG2
“However, the Internet does not contain enough safeguards to make me feel
comfortable when using it”
FG2
“Ensuring that online information and transactions are secure is important for me to
do so”
FG3
“Hoping that there is a commitment from the government not to use my data for other
purposes without prior permission”
These incidents were given the code: online safety and security often lead to changes in attitudes
towards e-government adoption and implementation
FG1

Others stated group (E):
FG3
FG3
FG3
FG3

FG2
FG3

“I cannot see any incentives or rewards for me to a adopt e-government
services” (FG3).
“I believe that open meetings on a regular basis with the government are
important for me to adopt e-government services” (FG3).
“To gain the trust of the citizens, the government needs to increase
participation in the development of public sector services” (FG3).
“As usual the government will exclude citizens from participating in the
enactment of laws and related policies in e-government, which means the lack
of transparency and hence the lack of trust, which in turn affects the adoption,
implementation and use of new services” (FG3).
“However, mobile phones are the most effective medium to deliver
information about e-government services” (FG2).
“Yet we haven't witnessed the active participation of citizens in the design of
public services” (FG3).

These incidents were given the code: citizen involvement often leads to changes in attitudes
towards e-government adoption and implementation

Others stated group (F):

FG2
FG1
FG1
FG2
FG1
FG3
FG1
FG1
FG2

“Interruption of services from time to time is normal and this shows the lack of
commitment by providers to facilitate the adoption, implementation and use of egovernment”
“Poor IT infrastructure makes me not excited for the idea of e-government”
“Lack of trust in the government resulting from the inability to provide a stable ICT
infrastructure to conduct transactions over the Internet”
“Faster Internet access speed is important for me to adopt e-government services”
“I do not think that there is a qualified technical team in the government to provide
support and assistance to me, if I need to do so”
“Most citizens find it difficult to acquire computer resources (hardware, software and
network services) necessary for the adoption of e-government services”
“Limited number of Internet providers reduces competition and keeps prices high”
“High subscription fees for landlines may not support e-government”
“Low penetration of broadband Internet access makes implementation difficult”
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“Internet cafés is important for the diffusion of technology in spite of criticism”
“I have no trust in the postal system in Jordan”
“I believe that knowledge stations are required to implement e-government services”
“As usual, people who live in the capital, has a good coverage of the network and
therefore better services”
These incidents were given the code: development of ICT-related infrastructure often leads to
changes in attitudes towards e-government adoption and implementation
FG4
FG3
FG2
FG1

Others stated group (G):
“Change must begin from the government, not from citizens”
“Commitment by government officials increases the confidence of citizens and thus to
influence the adoption, implementation and use of e-government services”
FG3
“The government does not involve citizens in decision-making related to the change,
which negatively affects the trust of citizens and thus the adoption, implementation and
use of e-government services”
FG3
“Change management is essential to restore the trust of citizens in government on the
one hand and e-government on the other”
These incidents were given the code: change process management often leads to changes in
attitudes towards e-government adoption and implementation
FG1
FG3

Others stated group (H):
“I do not know how I can trust the new e-services in the absence of a clear
methodology for the exchange of information”
FG1
“Each department follows a specific standard for data processing and storage, which
means more effort and difficulty in implementation”
These incidents were given the code: systems integration often leads to changes in attitudes
towards e-government adoption and implementation
FG1

Others stated group (I):
“We do not trust the Jordanian authorities to keep online data secure” (FG3).
“We do not trust the Jordanian authorities to keep online data private” (FG3).
“We do not trust the Jordanian authorities to make the right political decisions for the
FG4
benefit of all citizens” (FG4).
FG3
“We do not trust the Jordanian authorities to provide the support that I need” (FG3).
FG3
“We do not trust online payment methods” (FG3).
These incidents were given the code: citizen trust in both the government and IT often leads to
changes in attitudes towards e-government adoption and implementation
FG3
FG3

Others stated group (J):
FG1

“There are plenty of rooms for improvement by the government”
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“Why, then, the Jordanian citizen does not have the opportunity to test new egovernment services before exercised on a larger scale”
“I cannot trust the government unless I see a radical change to help me to do so”
"The government does not give importance to the risks associated with implementing
FG1
e-government, which reduces the citizen's trust in its ability to assist if required to do
so"
These incidents were given the code: organisational effectiveness and management often lead in
changes in attitudes towards e-government adoption and implementation
FG2
FG3

Others stated group (K):
FG3
FG3
FG1
FG1

"Local markets are facing much change and uncertainty"
"I am not able to afford monthly subscription for Internet services"
"I am not able to afford the prices of computers and accessories"
"However, younger people would be more likely to adopt the Internet from the
elderly"
FG3
"High tax rates affect the purchasing power in Jordan"
FG1
"We expect people who live in big cities (e.g. Amman) to be more likely to adopt egovernment services than those who live in villages"
FG3
“There is a narrowing of the government on the citizens and therefore do not have the
concerns of IT”
FG1
"People with high monthly income would be more likely to adopt e-government
services than those with low monthly income"
FG1
"People with higher education would be more likely to adopt e-government services
than those who do not receive it"
"People who need to the computer and the Internet as part of their work would be
FG1
more likely to adopt e-government services than those who do not need any in their
work"
These incidents were given the code: socioeconomic environment often leads to changes in
attitudes towards e-government adoption and implementation

Others stated group (L):
FG2
FG2
FG2
FG4
FG3
FG3
FG1
FG3
FG1
FG1

“We hope to see the e-government websites updated on a regular basis”
“The e-government websites should be free of errors”
“The e-government websites should also be relevant and sufficient to the respective egovernment service”
“We hope to see that the e-government websites clear and understandable”
“The e-government websites should be easy to search for specific information”
“The e-government websites should provide me with a textual help facility when
required”
“The e-government websites should be personalised to my requirements”
“In addition, the e-government websites should be easy to remember”
“The e-government websites should provide information in a variety of ways (i.e. text
and graphic)”
“However, good design of government websites may enhance the citizen's trust in the
government and therefore, adopting and implementation of e-government”
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“We hope the e-government websites provide me with a list of contacts for the
technical support team in case of problems occurring”
These incidents were given the code: website design often leads to changes in attitudes towards
e-government adoption and implementation
FG2

Other stated group (M):
"I do not consider e-government as a good means to communicate with the
government"
"E-government may create a positive experience for me through the achievement of
FG2
equality in dealing with citizens"
FG3
"I'm not ready to accept new ways to communicate with the government"
FG3
"Therefore, the use of IT in government has several benefits that cannot be denied"
FG1
"I am not willing to take the risk involved in adopting e-government services"
"Arguably, the relevant experience of IT has an impact on my decision to adopt eFG1
government"
"Love of adventure is not of my characteristics, so it would be difficult for the
FG1
government to stimulate people like me to adopt its new e-services"
"As usual the Arab societies stand against the innovations and originality in our
FG1
thinking and behaviour"
FG3
"I am not confident I can overcome any technical obstacles when using e-government"
FG3
"Despite dissatisfaction with the face-to-face way to communicate with the
government, it is less dangerous than the use of IT to do so"
These incidents were given the code: citizen characteristics often lead to changes in attitudes
towards e-government adoption and implementation
FG3

Others stated group (N):
FG3
“I would adopt e-government if it does not require a lot of mental effort to learn it”
FG2
“I would adopt e-government if it is easy for me to become skilful in it”
FG3
“I would adopt e-government if it is easy for me to input and modify data”
FG2
“I would adopt e-government if it is easy for me to follow Instructions”
FG3
“I wouldn’t adopt e-government if there is no one around to show me how to do so”
FG4
“I appreciate the experience and the opinion of my colleagues about e-government”
FG1
“We also like to experience greater control over the delivery of information to us”
FG3
“There's something inside makes me not confident in the e-government”
FG3
“I look forward to e-government program for better documentation of information”
These incidents were given the code: usage aspects of the citizens for e-government services and
applications often lead to changes in attitudes towards e-government adoption and
implementation.

Others stated group (O):
“I wouldn’t expect the government to support me legally in the case of a serious online
security breach”
These incidents were given the code: legal environment often leads to changes in attitudes
towards e-government adoption and implementation
FG1
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Others stated group (P):
“I'm not sure of the adoption of e-government services as an alternative means to deal
with the government”
FG1
“There are many obstacles preventing us from the adoption of e-government”
These incidents were given the code: adoption of e-government services and applications.
FG3

Other stated group (Q):
“I’m not sure if I would use e-government as a primary mean of transacting with the
government”
FG2
“I would use e-government as an alternative to traditional ways of transacting with
the government”
FG1
“Overall, I would use e-government services, especially when launching new
applications and services”
FG1
“Now it is difficult to predict the decision to use e-government until the change in
government occurs”
These incidents were given the code: actual use of e-government services and applications
FG3
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Appendix B
Samples of interviews scripts for open and selective coding
Interview A transcript #1 (IT Senior Manager-MoICT)
(A1) “The government will face a big challenge in the implementation of e-government”.
(Implementation of e-government services and applications)
(A2) “Despite the establishment of a specialised unit for quality assurance in most public sector
institutions, the effectiveness of these units is still limited and may be non-existent”. (Improving
the delivery of e-government services and applications)
(A3) “Service development facilitates interaction with the government”. (Improving the
delivery of e-government services and applications)
(A4) “We must consider the nature of Arab societies, which are based on social values and
customs as a point of strength, not a point of weakness for the adoption, implementation and use
of e-government services and applications”. (Usage aspects of e-government services and
applications)
(A5) “They avoid personal interaction with the government”. (Sociocultural challenges facing
IT implementation)
(A6) “The attention of urban given to IT is much more than those who live in rural areas”.
(Socioeconomic challenges facing IT implementation)
(A7) “More access points would be a good idea to solve accessibility problems in the remote
areas”. (Socioeconomic challenges facing IT implementation)
(A8) “High unemployment rate is among the challenges facing the government these days”.
(Socioeconomic challenges facing IT implementation)
(A9) “Unfortunately, the e-government program did not receive financial support to ensure
continuity in implementation”. (Regional challenges of IT implementation)
(A10)"Without work hand in hand with the private sector, the government cannot implement egovernment services". (Organisational and managerial challenges of IT implementation)
(A11) “The contribution of both the private sector and civil society is not up to the level required
to support IT implementation in the region”. (Regional challenges facing IT implementation)

Interview B transcript # 2 (IT Strategy Manager- MoICT)
(B1) “I believe that there is a need for the government to review such e-government projects in
countries with similar circumstances of Jordan”. (Sociocultural challenges facing IT
implementation)
(B2) “In my opinion I believe that I won‟t have the same access to public information and
services as those online”. (Differences between individual citizens)
(B3) “People fear participation in the political life”. (Sociocultural challenges facing IT
implementation)
(B4) “Most Jordanians are not aware of e-government services and applications”.
(Sociocultural challenges facing IT implementation)
(B5) “In practice, Jordan lagging behind some compared with some countries in the region in
terms of speed of achievement in e-services implementation”. (Regional challenges facing IT
implementation)
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(B6) “However, government training programs are not enough to overcome the digital divide in
the society”. (Organisational and managerial challenges of IT implementation)
(B7) “A lot of initiatives to overcome the digital divide (e.g. computer for every citizen)”. (ICT
infrastructure challenges)
(B8) “Risk reduction is one of the priorities of e-government to increase public confidence in the
systems and e-services”. (Information security management)
(B9) “Higher population density in major cities such as Amman increases the difficulty to
manage government information and services”. (Socioeconomic challenges facing IT
implementation)
(B10) “IT managers are demonstrating support for the new system, but in fact they are not”
(Organisational and managerial challenges of IT implementation)
(B11) “People are committed to the customs and traditions”. (Sociocultural challenges facing
IT implementation)
(B12) “E-laws and regulations are outdated so they should be revised to cover all cases”. (Legal
challenges of IT implementation)
(B13) “We are well aware that the quality of government services are not up to the level of the
dream of every citizen, but information technology may make the dream come true‖ (Improving
the delivery of e-government services and applications)
(B14) “I think that the royal patronage for the development of the information technology sector
should be the starting point towards successful implementation of e-government services and
applications”. (Macro political challenges of IT implementation)
(B15) “We are still suffering from the absence of political willingness in some levels to change
and improve public services through e-government”. (Macro political challenges of IT
implementation)
(B16) “Arab societies and the movement began following the experiences of developed countries
in order to compete and provide a decent life for citizens, unlike the familiar”. (Sociocultural
challenges facing IT implementation)
(B17) “E-government may be the best solution to overcome what is known as power distance”.
(Sociocultural challenges facing IT implementation)
(B18) “IS integrity is not easy so there must be a willingness to break the constraints and work
freely, but within the regulations and laws”. (Systems integration challenges)
(B19) “I am not optimistic that the citizens will be able to overcome their own problems, even
with e-government”. (Usage aspects of e-government services and applications)
(B20) “The media is more than just a marketing tool for e-services”. (Usage aspects of egovernment services and applications)
(B21) “Among the most important priorities of the government seeking to enact laws and new
legislation regulate, organise and determine the electronic information and transactions”.
(Legal challenges of IT implementation)
(B22) “We are faced with a mixture of citizens and therefore need to build dynamic systems vary
according to them”. (Differences between individual citizens)
Focus group #1 transcript (IT practitioners)
(FG1)“Unlike the current, e-government services and applications will be available 24 hours a
day / 7 days a week”.
(FG1) “Also, service response time is important for us to do so”.
(FG1) “We hope that e-government allows us to track our own government transactions”.

369

(FG1) “The difference can be achieved only by improving the services provided”.
(FG1) “Poor history of IT implementation makes me reluctant to trust the government and its
new services”.
(FG1) “Despite the royal attention to support the development of the IT industry, the
achievements are still below expectations”
(FG1) “Ensure the protection of online information guarantees the citizen's trust in the
government”
(FG1) “Poor IT infrastructure makes me not excited for the idea of e-government”
(FG1) “Lack of trust in the government resulting from the inability to provide a stable ICT
infrastructure to conduct transactions over the Internet”
(FG1) “I do not think that there is a qualified technical team in the government to provide
support and assistance to me, if I need to do so”
(FG1) “Limited number of Internet providers reduces competition and keeps prices high”
(FG1) “High subscription fees for landlines may not support e-government”
(FG1) “As usual, people who live in the capital, has a good coverage of the network and
therefore better services”
(FG1) “Change must begin from the government, not from citizens”
(FG1) “Each department follows a specific standard for data processing and storage, which
means more effort and difficulty in implementation”
(FG1) “I do not know how I can trust the new e-services in the absence of a clear methodology
for the exchange of information”
(FG1) “There are plenty of rooms for improvement by the government”
(FG1)"The government does not give importance to the risks associated with implementing egovernment, which reduces the citizen's trust in its ability to assist if required to do so"
(FG1)"I am not able to afford the prices of computers and accessories"
(FG1)"However, younger people would be more likely to adopt the Internet from the elderly"
(FG1)"We expect people who live in big cities (e.g. Amman) to be more likely to adopt egovernment services than those who live in villages"
(FG1)"People with high monthly income would be more likely to adopt e-government services
than those with low monthly income"
(FG1)"People with higher education would be more likely to adopt e-government services than
those who do not receive it"
(FG1)"People who need to the computer and the Internet as part of their work would be more
likely to adopt e-government services than those who do not need any in their work"
(FG1) “The e-government websites should be personalised to my requirements”
(FG1) “The e-government websites should provide information in a variety of ways (i.e. text and
graphic)”
(FG1) “However, good design of government websites may enhance the citizen's trust in the
government and therefore, adopting and implementation of e-government”
(FG1)"I am not willing to take the risk involved in adopting e-government services"
(FG1)"Arguably, the relevant experience of IT has an impact on my decision to adopt egovernment"
(FG1)"Love of adventure is not of my characteristics, so it would be difficult for the government
to stimulate people like me to adopt its new e-services"
(FG1)"As usual the Arab societies stand against the innovations and originality in our thinking
and behaviour"
(FG1) “We also like to experience greater control over the delivery of information to us”
(FG1) “I wouldn‟t expect the government to support me legally in the case of a serious online
security breach”
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(FG1) “There are many obstacles preventing us from the adoption of e-government”
(FG1) “Overall, I would use e-government services, especially when launching new applications
and services”
(FG1) “Now it is difficult to predict the decision to use e-government until the change in
government occurs”
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Appendix C
Writing memos for categories emerging from grounded theory
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Appendix D
Survey Questionnaire
Dear respondent,

Thank you for agreeing to take part in this study. The purpose of this study is to explore
factors that may potentially influence citizens‘ adoption of e-government services in Jordan. Egovernment is defined as invitation from the government to all of its agencies, citizens, and
businesses to communicate electronically. This questionnaire is part of a PhD study at the
University of Bradford.

We very much appreciate your very generous contribution. Please note that all responses
are anonymous and will be kept confidential and at no time will be ask for or record your
personal details. Please fill in the questionnaire along with any additional comments you feel
would be helpful. If you would like further clarification please do not hesitate to contact me
through the following email address Y.M.A.Elsheikh@Bradford.ac.uk

The questionnaire will take approximately 25 to 30 minutes to complete. Your help is
very much appreciated. Please complete all the questions in this questionnaire; otherwise we will
be unable to use your very valuable contribution.

Yours sincerely,

Yousef M. Elsheikh
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Section A- Demographics
Position:

1. Academic

2. Administrative

3. Student

University:
Governorate:
University region: 1. North region
Gender:

1. Male

Age:

3. North region

2. Female

1. Less than 20

2. 20-34

Household monthly income in JD:
>1000 and <1500 5. >1500
Education: 1. Diploma
Study:

2. Middle region

3. 35-49

1. <200

5. Above 64

2. >200 and <500 3. > 500 and <1000

2. Bachelor

1. Scientific

4. 50-64

3. High Diploma

4. Master

4.

5. PhD

2.Humanities

Do you have a mobile phone:

1. Yes

Do you have a computer at home:

2. No
1. Yes

Do you have Internet access at home:

2. No

1. Yes

Type of connection: 1. Dial up 2. Wireless

2. No

3. ADSL/Broadband

4. Other (please specify)

………………………………………………………………………………………………………
Section B- Computer Experience
How often do you use a computer:
1. Very often 2. Often 3. Not very often 4.Not at all often
5.Never
(e.g. at least once a day) (e.g. a few times a week) (e.g. a few times a month) (e.g. once every
few Months)
What is the percentage of time that you spend when you use your computer for the
following activities: (Hint: The answer should appear on the line below by referring to the
percentage (A and B total is 100%))
A. Entertainment and pleasure (e.g. email, chat, games, listen music, watch movies, etc)
B. Work/study (e.g. email, business, school, etc)

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%
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Section C- Internet Experience
Where do you mainly use the Internet:
1. School/University 2.Work
3. Home
4. Internet café 5. Other (please specify)
………………………………………………………………………………………………………
How often do you use the Internet:
1. Very often 2. Often 3. Not very often
4. Not at all often
5.Never
(i.e. at least once a day) (i.e. a few times a week) (i.e. a few times a month) (i.e. once every
few months)
How much do you spend per month on the Internet in JD:
1. None
2. <5
3. >5 and <10
4. >10 and <20
5. Above 20
What is the percentage of time that you spend when you use the Internet for: (Hint: The
answer should appear on the line below by referring to the percentage (A, B and C total is
100%))
A. Entertainment and pleasure (e.g. email, chat, facebook, etc)
B. Work/study (e.g. email, business, school, etc)
C. E-commerce transactions (e.g. shopping, payment, etc)

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

Section D- Experience with Government
How often do you contact a government agency/service provider:
1. Very often 2. Often 3. Not very often 4. Not at all often
5. Never
(e.g. at least once a day) (e.g. a few times a week) (e.g. a few times a month) (e.g. once every
few Months)
What method of communication do you mainly use (one option):
1. Face to face
2. Agents
3.Landline phone
4. Mobile phone
5.Internet/email
6. Other (please specify)
……………………………………………………………………………………………………
Which one method of communication do you prefer (one option):
1. Face to face 2. Agents 3. Landline phone 4. Mobile phone 5. Internet/email 6. Other
(please
specify)
………………………………………………………………………………………………………
Section E- E-government Experience
How often do you use government/service provider’s websites:
1. Very often 2.Often
3. Not very often
4. Not at all often
5. Never
(e.g. at least once a day) (e.g. a few times a week) (e.g. a few times a month) (e.g. once every
few Months)
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Why do you mainly use government/service provider’s websites (one option):
1. Search for information 2.Download forms 3.Payment 4.Communication 5. Other
(e.g.
complaint)
(please
specify)
………………………………………………………………………………………………………
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Quality of e-government items (13 items)
The following must be available in the provision of e-government services:
Q1. E-government should perform the service right the first time
Q2. E-government should provide me with online support when required
Q3. E-government services and applications should save me time and money to be adopted in
future transactions with the government
Q4. E-government services and applications should enable online feedback to the government
when needed to do so
Q5. E-government services and applications should enable online tracking until my query is
resolved
Q6. E-government services and applications should provide a single point of access to
government information and services
Q7. E-government websites should provide prompt services
Q8. E-government services and applications should be available 24 hours a day/ 7 days a week
Q9. E-government should provide personalised services based on needs and demands
Q10. E-government should be clearly defined and detailed
Q11. E-government websites should provide creative facilities in the delivery of public services
Q12. E-government websites should provide structured information and services
Q13. Overall, I believe that quality of e-services and applications will positively influence my
decision to adopt e-government.
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Sociocultural environment items (24 items)
C1. E-government services and applications will prevent the corruption prevailing in government
institutions
C2. E-government will increase the productivity of government
C3. E-government will reduce complexity in the government structure
C4. E-government services won‘t make me lose my social contact with others
C5. E-government services must be in our native Arabic not English
C6. I believe that power distance in the Jordanian society is among the barriers to implement egovernment services and applications
C7. I am not prepared to share experiences and information with people
C8. I am not interested in technological progress witnessed by the world in recent years
C9. I am not aware of e-government initiatives developed by MoICT
C10. Social life can be affected by the implementation of e-government services and applications
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C11. It is important for me to have a paper receipt of my transaction with the government
C12. I believe that e-payment methods are not against Islamic Shariah law
C13. I believe that it is socially prestigious to adopt e-government services
C14. I feel comfortable expressing my ideas to those in authority
C15. I feel uncomfortable voicing disagreement with those in authority
C16. I do not use the Internet for transactions despite the benefits it provides
C17. Customs and traditions in the society will negatively influence on the successful adoption
and implementation of e-government services and applications
C18. There is an urgent need to conduct further research in the field of information technology,
especially e-government to ensure the successful adoption and implementation of egovernment services and applications
C19. It is not important for me to have face-to-face contact when communicating with the
government
C20. I am not familiar with completing transactions online
C21. I don‘t believe that the use of IT threatens opportunities for employment
C22. New skills/ training are useful for me in advancing my career
C23. I believe that the difference between the roles of men and women in Jordanian society will
negatively influence on the successful adoption and implementation of e-government
services and applications.
C24. Overall, I believe that the prevailing sociocultural environment will negatively influence on
my decision to adopt e-government
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Macro political environment items (9 items)
PE1. I feel uncomfortable with the change of regulations with each change in government
PE2. E-government is not priority for politicians in the region
PE3. Foreign investments in the region encourage the use of IT
PE4. Lack of available resources, especially financial resources to invest in information
technology may affect the success of e-government services and applications in the region.
PE5. The digital market is underdeveloped in the region
PE6. The region is unaware of the importance of implementing e-government services and
applications
PE7. Political conflict can be a barrier in the region to implement e-government (different
agendas and objectives)
PE8.Political risk can be a barrier to e-government implementation
PE9.Overall, I believe that the prevailing political environment will negatively influence on the
successful implementation of e-government services and applications in the region
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Online safety and security items (7 items)
SP1. Ensuring that online information and transactions are secure is important before egovernment is implemented
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SP2. I believe that the Internet has enough safeguards to make me feel comfortable using it to
perform transactions
SP3. I believe that technological security measures (e.g. PKI, encryption, firewalls) will protect
my online transactional details
SP4. I believe that a policy outlining how my details will be used and stored would make me
comfortable accessing e-government services and applications
SP5. Symbols summarising what technical security measures are embedded in the website would
make me more comfortable accessing e-government services and applications
SP6. I believe that citizens need to be trained in internet security before e-government is
implemented
SP7.Overall, I believe that the safety and security of online information and transactions will
positively influence on my decision to adopt, implement and then use the e-government
services and applications
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Citizen involvement items (6 items)
CI1. I believe that incentives and rewards are important for me to adopt e-government services
CI2. I believe that promotional campaigns to explain e-government services are important for me
to adopt e-government services
C13. I believe that open meetings on a regular basis with government officials are important for
me to adopt e-government services
CI4. I believe that mobile phones are the most effective medium for me to deliver information
about e-government services
CI5. I believe that ensuring active engagement in enacting laws and policies related to egovernment is important for me to adopt e-government services
CI6.Overall, I believe that active involvement of citizens during the design and development
phases of e-government services will positively influence my decision to adopt egovernment services
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
ICT-related infrastructure items (13 items)
INF1. I believe that the availability of Internet cafés is not enough to access the Internet services
INF2. I would not be prepared to adopt e-government services if these services are not well
integrated and provided in a stable information/service infrastructure
INF3. Internet access speed is important fast enough for me to adopt e-government services
INF4. Lack of knowledge stations throughout the country would affect the accessibility of the
new services required to implement e-government services
INF5. I do not have have the technological resources (software, hardware and network services)
needed to adopt e-government services
INF6. My provider for Internet services doesn‘t support the adoption of e-government services
INF7. I believe that the smart card project will not succeed in overcoming the problems of
verification of user identity on the Internet and thus will negatively affect the successful
adoption, implementation and use of the e-government services and applications
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INF8. The government of Jordan is inactive in setting up the facilities to enable e-commerce
transactions
INF9. I believe that more access points scattered throughout the region will be a good idea to
solve accessibility problems
INF10. Service interruption is a problem facing Internet users in Jordan
INF11. I believe that postal and shipping services sector is facing problems to deliver official
government documents when needed
INF12. Lack of support and assistance would affect the successful adoption and implementation
of e-government
INF13. Overall, I believe that existing national ICT infrastructure will negatively influence my
decision to adopt e-government services and applications
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Change process management items (5 items)
CH1. I believe that government policies for change are effective enough to implement egovernment services
CH2. I believe that there avoiding resistance to change within government departments would
help in implementing e-government services
CH3. I believe that more commitment by government officials would help in implementing egovernment services
CH4. I believe that more advocates and supporters within government are needed to support
internal change to e-government service provision
CH5. Overall, I believe that change process management will positively influence my decision to
adopt e-government services and applications
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Systmems integration items (5 items)
INTG1. I believe that improved information sharing between government departments is required
before e-government is implemented
INTG2. I believe that it is important for the government to have an integrated approach to
managing the various systems across and within government departments
INTG3. I believe that there is a need for the government to restructure internal government
processes before e-government is implemented
INTG4. I believe that there is a need for existing government data systems and e-government
services to be compatible
INTG5. Overall, I believe that the integration of government information systems will positively
influence my decision to adopt e-government services
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Trust in e-government items (6 items)
T1. I don‘t trust the Jordanian authorities to keep my online data secure
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T2. I don‘t trust the Jordanian authorities to keep my online data private
T3. I don‘t trust the Jordanian authorities to make the right political decisions for the benefit of
all its citizens
T4. I don‘t trust the Jordanian authorities to provide me with e-government service when I
request it
T5. I don‘t trust e-payment method set up by the Jordanian authorities
T6. Overall, I believe that trust in the government authorities supporting e-government will
positively influence my decision to adopt e-government services and applications
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Organisational and managerial efficiency items (12 items)
OM1. I believe that the government of Jordan promotes the use of e-government services
OM2. I believe that the government of Jordan has adequate financial resources to implement egovernment services
OM3. I believe that the government of Jordan is technically equipped to implement egovernment services
OM4. I believe that there is a need for the government to share experiences with the private
sector to implement e-government services
OM5. I believe that the government of Jordan provide IT training programs for all segments of
society
OM6. I believe that the government of Jordan has qualified IT staff to implement e-government
services
OM7. I believe that there is a need for a common vision between government departments to
implement e-government services
OM8. I believe that there is a need for e-government to be piloted with a number of groups
before it is implemented throughout Jordan
OM9. I believe that there is a need for an advisory committee to follow up the implementation of
e-government services
OM10. I believe that there is a need for the government to manage the risks associated with
implementing e-government services
OM11. I believe that there is a need for the government to review such e-government projects in
countries with similar circumstances of Jordan
OM12.Overall, I believe that ensuring the organisational and managerial efficiency in the
implementation of e-government will positively influence my decision to adopt egovernment services
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Socioeconomic environment items (12 items)
SE1. High tax rates affect the purchasing power in Jordan
SE2. Digital divide is a barrier facing the government of Jordan in implementing e-government
services and applications
SE3. I am not able to afford the prices of computers and accessories
SE4. I am not able to afford monthly subscription for Internet services
SE5. Higher population density in major cities such as Amman increases the difficulty to
accessing government information and services (population density)
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SE6. People who have a high monthly income would be more likely to adopt e-government
services than those with low monthly income
SE7. Markets are facing much change and uncertainty in Jordan
SE8. People who live in big cities (e.g. Amman) would be more likely to adopt e-government
services than those who live in villages
SE9. There is a need for more banking facilities (e.g. personal loans and issuing credit cards) to
promote e-services in Jordan
SE10. Younger people are more likely to adopt the Internet than elderly people
SE11. People who need a computer and the Internet as part of their work would be more likely to
adopt e-government services than those who do not need a computer and the Internet in
their work
SE12. Overall, I believe that the ocio-economic environment will negatively influence my
decision to adopt and implement e-government services and applications
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
The following must a part of the e-government service provision:
Web/service design items (12 items)
WSD1. The information on e-government website should be updated on a regular basis
WSD2. The information on e-government website should be free of errors
WSD3. The information on e-government website should be relevant to the respective egovernment service
WSD4. The information on e-government website should be sufficient to the respective egovernment service
WSD5. The information on e-government website should be clear and understandable to me
WSD6. The government website should be easy to search for specific information or service
WSD7. The government website should provide me with a textual help facility when required
WSD8. The government website should be personalised to my requirements and information
WSD9. The information on e-government website should be easy to remember
WSD10. The government website should provide information in a variety of ways (i.e. text and
graphic)
WSD11. The government website should provide me with a list of contacts for the technical
support team in case of problems occurring
WSD12.Overall, I believe that a good design of government website/service will positively
influence my decision to adopt e-government services
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Citizen characteristics items (11 items)
CZ1. E-government will be a good way to communicate with the Jordanian government
CZ2. E-government will create a positive experience for me
CZ3. I would accept new means other than face-to-face to communicate with government
officials
CZ4. I understand the benefits of using IT in government
CZ5. I am not willing to take the risk involved in adopting e-government services
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CZ6. My current IT-related experience would influence my decision to adopt e-government
services
CZ7. I usually find it stimulating to be original in my thinking and behaviour
CZ8. The adoption of e-government services would be a pleasant experience
CZ9. I am not confident that I can overcome any technical obstacles when using e-government
CZ10. I am not satisfied with the way I currently transact with the government
CZ11.Overall, I believe that the citizen characteristics will positively influence on the decision to
adopt e-government services and applications
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Usage aspects of e-government items (11 items)
UA1. I would adopt e-government if it does not require a lot of mental effort to learn it
UA2. I would adopt e-government if it is easy for me to become skillful in it
UA3. I would adopt e-government if it is easy for me to input and modify data
UA4. I would adopt e-government if it is easy for me to follow Instructions
UA5. E-government would create better documentation of information than using current
methods
UA6. I am able to adopt e-government services even if there is no one around to show me how to
do so
UA7. E-government would make it easier for me to conduct transactions with the government
UA8. The media would influence me to adopt e-government services
UA9. The experience of my peers/colleagues/friends in the adoption of e-government services is
important to me
UA10. E-government adoption would enable greater control on the delivery of a service than
using the current methods
UA11. Overall, I believe that the perceptual and cognitive aspects of e-government usage will
positively influence my decision to adopt e-government services
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Legal items (4 items)
L1. There is insufficient legal framework in place to protect users of e-government
L2. Laws and regulations should be revised to cover electronic transactions
L3. I wouldn‘t expect the government to support me in the event of a serious online security
breach
L4. Overall, I believe that current legal and regulatory environment is not enough to protect
citizens and govern information exchange over the Internet, and thus affect adversely on the
decision to adopt e-government services and applications
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Adoption items (4 items)
INT1. I intend to adopt e-government for my future transactions with the government
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INT2. I intend to adopt e-government services as an alternative way of transacting with the
government
INT3. I intend to carry on with the e-government services as soon as I can do so
INT4. Overall, I believe it would be worth adopting e-government for future transactions with the
government
Please read the following statements carefully and answer them according to the extent
with which you agree or disagree with them 1-strongly disagree, 2-disagree, 3-slightly
disagree, 4-neutral, 5-slightly agree, 6-agree, 7-strongly agree)
Actual use items (4 items)
USE1. If e-government was implemented I would use it as a primary mean of transacting with
the government
USE2. I would use e-government as an alternative to traditional ways of transacting with the
government
USE3. I will use e-government services as soon as I can do so.
USE4. Overall, I would use e-government services in Jordan if they were available
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Appendix E
Survey measurements
#

Construct

Initial
# of
items

1

Quality of e-government

13

2

Macro political environment

9

Measurement items resulted
from the grounded theory

1) to provide services right the
first time; 2) to provide online
support; 3) to provide costtime effective services; 4) to
provide online feedback to
government; 5) to enable
online tracking until the query
is resolved; 6) to provide a
single point of access to
government; 7) to provide
highly responsive services; 8)
to provide services available
24 hours a day/ 7 days a week;
9) to provide citizen-focused
services; 10) to provide welldefined services; 11) to
provide
highly
creative
services; 12) to provide wellstructured services; and 13) the
overall impact of the construct
on the success of e-government
services and applications in
Jordan
1) changing regulations with
each government change; 2)
political willingness in the
region; 3) political regulations
in the region; 4) political
resources in the region; 5)
political competition in the
region; 6) political support in
the region; 7) political
objectives in the region; 8)
political risk in the region; and
9) the overall impact of the
construct on the success of egovernment
services
and

Initial
Cronbach’s
alpha (≥0.7)
(Nunnally
and
Bernstein,
1994)

0.734

0.717
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3

Sociocultural environment

24

4

Online safety and security

7

5

Citizen involvement

6

applications in Jordan
1) to prevent corruption; 2) to
increase
productivity
in
government; 3) to reduce
complexity in government
structure; 4) loss of social
contact with others; 5)
language; 6) power distance; 7)
share
experiences
and
information with others; 8)
openness to outside world; 9)
awareness of e-government
initiatives; 10) family ; 11)
power distance; 12) religion;
13) social prestige; 14) fear
expressing ideas to those in
authority; 15) fear voicing
disagreement with those in
authority; 16) social resistance;
17)
past
than
future
orientation; 18) research on egovernment; 19) face-to-face
transaction with government;
20)
familiarity with ecommerce transactions; 21)
unemployment; 22) new skills
for advancing careers; 23)
gender roles; and 24) the
overall impact of the construct
on the success of e-government
services and applications in
Jordan
1) risk management; 2)
security
mechanisms;
3)
information
security;
4)
information
privacy;
5)
Internet safety; 6) security
training; and 7) the overall
impact of the construct on the
success
of
e-government
services and applications in
Jordan
1) incentives and rewards; 2)
promotional campaigns to
explain e-government; 3) open
meetings on a regular basis
with
government
policymakers; 4) mobile phones as

0.762

0.706

0.721
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6

Development of ICT-related
infrastructure

13

7

Change process management

5

8

Citizen trust in e-government

6

the most effective medium to
deliver information about egovernment;
5)
active
engagement in laws and
policies
related
to
egovernment; and 6) the overall
impact of the construct on the
success
of
e-government
services and applications in
Jordan
1) availability of Internet cafés;
2) A stable information
infrastructure; 3) faster Internet
access speed; 4) knowledge
stations;
5)
technological
resources
(e.g.
software,
hardware
and
network
services); 6) Internet service
providers support; 7) smart
cards as a good idea to
overcome the problems of
verifying identity online; 8)
availability of e-commerce
infrastructure; 9) access points
scattered throughout the region
will be a good idea to solve
accessibility problems; 10)
continuity of service to avoid
interruption; 11) postal and
shipping infrastructure are
facing problems; 12) IT
support team; and 13) the
overall impact of the construct
on the success of e-government
services and applications in
Jordan
1) communication for change;
2) resistance to change; 3)
training for change; 4)
advocates and support for
change; and 5) the overall
impact of the construct on the
success
of
e-government
services and applications in
Jordan
1) trust the government to keep
my online data secure; 2) trust
the government to keep my

0.739

0.729

0.855
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9

Systems integration

5

10

Organisational and managerial
efficiency

12

online data private; 3) trust the
government to make the right
political decisions for the
benefit of all its citizens; 4)
trust the government to provide
with e-government services
when requested; 5) trust epayment method set up by the
government; and 6) the overall
impact of the construct on the
success
of
e-government
services and applications in
Jordan
1) information sharing between
government departments; 2) an
integrated
approach
to
managing the various systems
across and within government
departments; 3) a need for the
government to restructure
internal government processes;
4) a need for existing
government data systems and
e-government services to be
compatible; and 5) the overall
impact of the construct on the
success
of
e-government
services and applications in
Jordan
1) a need for the government to
share experiences with the
private sector to implement egovernment;
2)
the
government
doesn‘t have
adequate financial resources to
implement e-government; 3)
the
government
is
not
technically
equipped
to
implement e-government; 4)
the
government
doesn‘t
promote the use of egovernment;
5)
the
government doesn‘t provide IT
training programs for all
segments of society; 6) the
government
doesn‘t have
qualified IT staff to implement
e-government; 7) a need for a

0.757

0.707
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11

Socioeconomic environment

12

12

Citizen characteristics

11

common
vision
between
government departments to
implement e-government; 8) a
need for e-government to be
piloted with a number of
groups
before
it
is
implemented in all parts of the
country; 9) a need for an
advisory committee to follow
up the implementation of egovernment; 10) a need for the
government to manage the
risks
associated
with
implementing e-government;
11) a need for the government
to review such e-government
projects in countries with
similar circumstances; and 12)
the overall impact of the
construct on the success of egovernment
services
and
applications in Jordan
1) high tax rates affect the
purchasing power; 2) digital
divide; 3) affordability of the
prices for computers and
accessories; 4) affordability of
monthly
subscription
for
Internet services; 5) population
growth; 6) income; 7) Markets
change and uncertainty; 8)
urbanisation;
9)
banking
facilities (e.g. personal loans
and issuing credit cards) to
promote e-government; 10)
age; 11) background; and 12)
the overall impact of the
construct on the success of egovernment
services
and
applications in Jordan
1) IT excitement; 2) IT
expectations; 3) IT acceptance;
4) IT knowledge; 5) IT risk
taking;
6)
IT
previous
experience; 7) IT innovation;
8) positive experience; 9) IT
confidence; 10) satisfaction;
and 11) the overall impact of

0.773

0.707
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13

Usage aspects of e-government

11

14

Legal environment

4

15

Website design

12

the construct on the success of
e-government services and
applications in Jordan
1) frequency of e-commerce
usage; 2) easy to use; 3)
frequency of computer usage;
4) frequency of Internet usage;
5) usefulness; 6) self-efficacy;
7) commitment; 8) mass
media; 9) peer influence; 10)
empowerment; and 11) the
overall impact of the construct
on the success of e-government
services and applications in
Jordan
1) efficiency; 2) up-to-date; 3)
effectiveness; and 4) the
overall impact of the construct
on the success of e-government
services and applications in
Jordan
1) updated regularly; 2) free of
errors; 3) relevant information;
4) sufficient information; 5)
clear information; 6) ease of
navigation; 7) website map; 8)
personalisation; 9) ease of
remembering; 10) modality;
11) contact; and 12) the overall
impact of the construct on the
success
of
e-government
services and applications in
Jordan

0.771

0.717

0.743
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Appendix F
Skewness and Kurtosis for normality test
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Appendix G
Standarized residual covariance
Standardized Residual Covariances (Group number 1 - Default model)

Qu2
Qu4
Qu5
Qu6
Qu7
Qu8
Qu13

Qu2
.000
-1.261
-.386
7.44
-.681
.956
-.449

Qu4

Qu5

Qu6

Qu7

Qu8

Qu13

.000
-1.307
-.474
.092
-1.625
.418

.000
-.678
-.088
-.044
1.66

.000
-.780
.813
-.536

.000
-.287
1.84

.000
-.019

.000

Standardized Residual Covariances (Group number 1 - Default model)

PE2
PE4
PE5
PE8
PE9

PE2
.000
-.115
3.37
.383
-.091

PE4

PE5

PE8

PE9

.000
-.088
-.213
1.36

.000
-.956
-.135

.000
.628

.000

Standardized Residual Covariances (Group number 1 - Default model)

Culture1
Cu6
Cu7
Cu15
Cu17
Cu18
Cu23
Cu24

Culture1
.000
-.025
.112
-.104
.108
.044
-.013
-.014

Cu6

Cu7

Cu15

Cu17

Cu18

Cu23

Cu24

.000
-.134
.212
.080
-.323
-.032
1.85

.000
-1.19
.034
-.057
-.054
-.106

.000
-.165
-.435
13.3
1.01

.000
.118
-.056
-.097

.000
-.010
.350

.000
2.05

.000

Standardized Residual Covariances (Group number 1 - Default model)

Trust1
Trust2
Trust3
Trust4
Trust6

Trust1
.000
.084
.463
-.647
2.71

Trust2

Trust3

Trust4

Trust6

.000
-.179
.035
.226

.000
.120
.575

.000
2.354

.000
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Standardized Residual Covariances (Group number 1 - Default model)

Organisation1
Org2
Org5
Org6
Org7
Org8
Org10
Org11
Org12

Organisation1
.000
.044
-.463
-.106
.255
1.96
.201
.612
-.111

Org2

Org5

Org6

Org7

Org8

Org10

Org11

Org12

.064
21.6
2.23
.328
18.6
-.741
19.8
-.815

.065
.032
.098
-.549
-.437
-.132
-1.135

.000
14.375
-.563
.452
-.134
1.297

.001
-1.130
.017
.053
2.019

.057
2.6
.789
-2.429

.055
.725
-1.236

.061
-1.649

-.021

Standardized Residual Covariances (Group number 1 - Default model)

SoEco2
SoEco5
SoEco6
SoEco7
SoEco8
SoEco12

SoEco2
.037
4.4
.698
-.165
.664
-.241

SoEco5

SoEco6

SoEco7

SoEco8

SoEco12

.036
-.490
.679
-.255
.369

.036
-.199
.422
-.987

.038
-.398
.028

.032
.132

-.004

Standardized Residual Covariances (Group number 1 - Default model)

AdAs2
AdAs5
AdAs6
AdAs7
AdAs8
AdAs9
AdAs11

AdAs2
.000
-1.91
-.663
.087
-.081
2.22
.446

AdAs5

AdAs6

AdAs7

AdAs8

AdAs9

AdAs11

.000
.262
11.49
10.15
-.604
-.743

.000
-.296
.591
-.670
-.848

.000
-.083
.449
2.29

.000
-.367
-.516

.000
1.737

.000
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