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ABSTRACT

Becauseuser’ssatisfactionisconsideredoneofthemostimportantfactorsine-governmentsuccess
assessment,thisstudyexaminesimpactsofsystemquality,informationquality,servicequality,digital
skills,accessmeans,serviceawareness, trust,andperceivedusefulnessonexpressedsatisfaction
aboute-governmentservices.Usingsurvey,1453validresponseswerecollectedfrome-government
servicesusersacrossAlgeria.Thestudyempiricaloutcomesshowseightoutofnineidentifiedfactors
havesignificantimpactsonusers’satisfactionwithe-governmentservices.
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INTRoDUCTIoN

Governmentsacrosstheworldhavestartedtheirowne-governmentinitiativesaftertheyunderstood
thatitisaviabletooltohelpdeliverefficientandcosteffectiveservicestocitizenry,clientsand
partners.Still,suchprojectsrequirelargeamountsoffundingandposeheavyeconomicalburdens
especially in thecasedevelopingand low-incomecountries,yetbecauseofhastand the leakof
appropriateassessmentframeworks(Heeks,2003)about20%to25%ofdevelopedcountries’projects
wereeitherneverimplementedorabandonedjustafterimplementation,farther33%partiallyfailed
(Chenetal,2006).As fordevelopingcountries,asmanyas35%of theire-governmentprojects
wereclassifiedastotalfailureswhile50%aspartialfailures.Thus,inordertoensuree-government
success, it isessential toassess itssuccessandeffectivenessand takenecessarymeasuresbased
onassessmentresults(GuptaandJana,2003).However,sincee-governmentisoftenviewedasan
adaptationofe-commercebypublicauthorities(Coursey&Norris,2008),ithasbeenarguedthat
previousevaluationresearchhasfocusedone-government’ssupplysidewhereusers’perspectives
werenotaccountedforresultinginlimitedpublishedworkinthisrealm(Helbigetal.,2009).Although
users’aspectswerethefocusinmanyfollowingstudies(e.g.,Floropoulos,Spathis,Halvatzis,&
Tsipouridou,2010;Rana,Dwivedi,&Williams,2013a,;Rana,Dwivedi,Williams,&Lal,2015;
Rana,Dwivedi,Williams,&Weerakkody,2015;Teoetal.,2008;Wang&Liao,2008),mostwere
conductedusingISsuccessmodels(DeLone&McLean,1992,2003;Seddon,1997)withoutmany
changesintheoriginalstructuresandregardedusers’satisfactionasasecondarygoalwhilemainly
focusedonnetbenefitsgovernmentcanget fromdeveloping thesystem.GuptaandJana(2003)
stressedthatinformationandservicesrelatedtoe-governmentaremostlyintangibleresources,what
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makesitdifficulttoassessitscostandvalue.Therefore,suchtraditionalmethodswillnotprovidea
clearvalidevaluation.

Whenattemptinganevaluationofdevelopingcountriese-governments,moreissuesemerge,
publicadministrationischaracterizedbyinefficiency,limitedcapacity,poorlytrainedpersonnel,a
notrustininformationandcommunicationtechnologiesaddedtotheimmaturesecurityofsystems
andvenerabilityofinformationtointrusionsaswellascorruption,andthegenerallyunstablepolitical
state.Onecouldsaythate-governmentwasintroducedto,ingeneral,helpsolvingadministrative
problems,nevertheless,becausee-governmentanditsrelatedconceptsweredevelopedinandfor
developedcountries,itshouldnotbeassumedthatitwillbeappropriatefordevelopingcountries.

Asmanydevelopingcountriesinthecontextofe-government,Algerianeverydepartmenthas
madegreateffortstoimplementitse-governmentservices,howeverformanyreasonsthegreatest
partofthemweredesignedtobeaccessedonlyfromlocaladministrationsusinglocalnetworkswhat
greatlylimitedanticipatedbenefitsanddecreasedservicesdeliveryefficiency.Therefore,aresearch
studyisneededtoanalyzeandevaluate thecurrentstatusofe-governmentservices, identify the
causes,andprovidesolutionsforenhancementofe-governmentservicesinordertostrengthenthe
relationshipbetweenthegovernment(supplyside)andusers(demandside).Sinceafewacademic
researchaddressese-governmentindevelopingcountries,themotivationforthisresearchstudyisto
attendtothisgapbyincorporatingusercenteredaspectsastrustperceivedusefulness,digitalskills,
accessmeans,andservicesawarenessinISsuccessmodels.Examiningtrustandperceivedusefulness
relationswithsystemquality,informationqualityandservicequality,effectsofdigitalskillsontrust,
andtowhatdegreethewholenewmodelcanpredictusers’satisfactioninadevelopingcountrysuch
asAlgeriausingISsuccessmodelwillsupportthetheoreticalfoundationsoftheproposedresearch
modelasmulti-dimensionalassessmentmodelofusers’satisfactionthattakesintoconsiderationboth
providerandrecipientaspects,andallowpolicymakerstocomprehendfactorsaffectinge-government
servicesusers’satisfactiontoenhancetheirservicesforbothdevelopedanddevelopingcountries.

Inordertoaddresstheresearchgapandrealizetheaimofthepaper,theremainingsectionsare
structuredasfollows.Inthenextsection,abriefoverviewofrelatedliteratureonusers’satisfaction
studiesine-governmentisoffered.Thisisfollowedbypresentingtheresearchmodelandhypotheses
developmentforthestudy.Later,asummaryoftheusedmethodologyforthestudyisoffered,followed
bytheempiricalresults.Next,thepaperdiscussestheempiricalresultsandoutlinesimplicationsto
theoryandpractice.Finally,thestudyconcludesbyacknowledgingitslimitationsandidentifying
futureresearchdirections.

LITERATURE REVIEw

Asfarase-governmentevaluationresearchisconcerned,manyresearchersandacademics(Chaietal,
2006;Cohen,2006;HsuandChen,2007;Teoetal,2008;Wangetal,2008;Huetal,2009;Scottet
al,2009;Sambasivanetal,2010;Floropoulosetal,2010;Ranaetal,2013;Ranaetal,2015;Chenet
al,2015;Alenezietal,2017)haveappliedISSuccessModelstoanalyzeimpactsofITinfrastructures
andsystemsperformance,provideddata,informationandservicesqualities,costsandrevenueson
theuse,intentiontouse,andsatisfactiontowarde-governmentsystems.Yet,veryfewworkfocused
ondevelopingcountriesandfewerstudiedspecialimpactsofvariables(suchasperceivedbenefits,
risk,trust,etc.)intheircontext.

From the analysis of the research findings of various literature studies, Chai et al. (2006)
impliedthate-governmentsuccessdependsonthequalityofservicesandhowuser-centeredthey
are.AfteranalyzingthesurveyofAmericancitizens’useofinternettocontactgovernment,Cohen
(2006)suggestedthatfirstimpressionsandpriorbeliefs,faceddifficulties,andbenefitsfromusing
e-governmentserviceswerefoundtosignificantlyinfluenceexpressedsatisfaction,wheresystem
qualitydidnothavemuchinfluence.HsuandChen(2007)providedanalternativeconceptualization
of the IS success model for examining the use behavior of e-government in Taiwanese context.
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