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AbSTRACT

Research on public sector innovation has gained momentum recently as electronic government
performancehasbeenmetwithcriticism.Theambiguitycomesfromthelackofdeepunderstanding
oftheinterveningvariablesthroughwhichserviceinnovationaffectse-governmentperformance.
Therefore,thisarticlepresentsaconceptualframeworktobetterunderstandtheimpactofservice
innovation on e-government performance. The role of stakeholder involvement and stakeholder
perceived value of innovation in the relationship between service innovation and e-government
performanceisexamined.Thedatacamefromasurveyof120Iraniangovernmentorganizations.
Reliabilityandvalidityofthemeasurementinstrumentwereconfirmedandstatisticalanalysiswas
performedtotesttheframework.Theresultsconfirmthemoderatingeffectofstakeholderinvolvement
andthemediatingroleofstakeholderperceivedvalueofinnovation.Itwasalsorevealedthatcitizens
arenotactivelyengagedintheinnovationprocessandtheirperceivedvalueofinnovativee-government
servicesremainslow.
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INTRodUCTIoN

Duetotheever-increasingimportanceofservicesinmoderneconomies,theconceptofinnovation
thatwasoncemainly the focusofmanufacturing industrieshasbeen recentlyamajor sourceof
discussionintheservicesliterature(Ferraz&Santos,2016).Innovationisviewedasakeytodrive
competitiveadvantageandsuccessinbusinessfirmsanditsimpactonorganisationalperformance
hasbeenexaminedinmanystudies(McDermott&Prajogo,2012).Despitethegrowinginterestin
studyingtheeffectofserviceinnovationonfirmperformance,thisareaisremainedtobesomewhat
under-researchedwithinthepublicsectororganizationscomparedtotheirprivatecounterparts.This
canbeattributedtothelackofappropriaterewardmechanismsforpotentialinnovators,fearofpossible
failureof innovationprojectsandreluctance to take theassociated risksalongwithbureaucratic
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structuresandcentrallycontrolledsecuritymeasuresputinplaceinmostgovernmentorganisations
(Keramati,Behmanesh&Noori,2018).

ElectronicGovernment(e-government)projectsareprimarilyintendedtobringaboutefficiency
andeffectivenesswithinthepublicsectorthroughinnovativeinformation,processes,andservicesto
awiderangeofstakeholders(Panagiotopoulos,Al-Debei,Fitzgerald&Elliman,2012).Whilethere
havebeensuccessfulstoriesaboute-governmentimplementationprojectsaroundtheworld,thereare
manythatstillfaceseriouschallengesandhavenotbeensuccessfulenoughtomeettheirobjectives
(Keramatietal.,2018;Albadvietal.,2007).IncountriesliketheUnitedStates,Singaporeandthe
UnitedArabEmirates,thedevelopmentandimplementationofe-governmentinitiativesoverthepast
twodecadeshavebeensupportedbystrongleadership,adequatesourcesoffundingandprovision
oftransparentprocesses.Tothecontrary,inmanydevelopingcountries,suchasThailandandIran,
manye-governmentprojectshavebeenfacingextensivechallengessincetheinceptionduetothe
lackofunitedleadership,limitedtonoactiveengagementofmajorstakeholdersintheprocessesand
inadequatefinancialresources(Gunawong&Gao,2017).Sincethereareusuallyhugeinvestments
involvedinthedevelopmentandimplementationofe-governmentprojects,publicpolicymakersand
managersfearthattheextensivecostsmightnotjustifythepotentialbenefitsachievedfollowingthe
launchofsuchinnovativeinitiatives.

Theconceptofinnovationanditseffectonorganizationalperformancehasbeenthesourceof
debateinthedevelopmentandimplementationofpublicservicesinrecentyears(Nasi,Cucciniello
&Degara,2018;Song,Song&DiBendetto,2009;Aas&Pedersen,2011).Effectiveinvolvementof
stakeholdersintheinnovationprocessisassumedtoresultinimprovedorganizationalperformance.
Despitethegeneralagreementovertheimportantroleofstakeholdersintheinnovationprocesswithin
organizations,thereisstillalackofdeepunderstandingofhowthiswouldcontributetoenhancedfirm
performance.Furthermore,thesuccessofsuchinnovationsisgreatlyreliantuponhowstakeholders
perceive theirvalue.There isaneed toempiricallyexamine theroleofstakeholder involvement
andstakeholderperceivedvalueofinnovationintherelationshipbetweenserviceinnovationand
e-governmentperformance.

Toaddressthisneedandinvestigateintohowe-governmentperformanceinIranasadeveloping
country would be affected by innovation, this study proposes a conceptual framework which is
thenempiricallyvalidated.Theframeworkconsistsofconstructsandmeasuresaddressinghowthe
generatedvalueofinnovativepublicservicescanbeperceivedinviewofstakeholderinvolvement.
Thedatacamefrom120seniormanagersinchargeofinnovationprojectsinIraniangovernment
organizationsthathavelaunchede-governmentinitiativesoverthepastdecade.Inthisregard,the
impactofserviceinnovationbyitselfandalsothroughtheinteractionwithotherdeterminingfactors
onorganizationalperformanceisbeinganalyzedinthispaper.Theresultsofthisstudyshedlighton
howandtowhatextenthard-to-measureintangibleserviceinnovationwouldcontributetoenhanced
e-governmentperformance.

Withalltheabovesaid,theobjectiveofthisresearchistoanswerthefollowingquestions:

• Howandtowhatextentdoesserviceinnovationaffecte-governmentperformance?
Throughthisquestion,thisresearchtriestounderstandwhatserviceinnovationinitiativeshave

beenundertakenoverthelastfiveyearsinIranianpublicorganizations.Furthermore,among
those innovativeofferings, investigating intohowand towhatextent theyhaveaffected
differente-governmentperformancemeasuresispursued.

• Howandtowhatextentdoesstakeholderinvolvementaffecte-governmentperformance?
Throughthisquestion,thispaperseekstofindouthowstakeholderinvolvementininnovation

processes would affect the relationship between service innovation and e-government
performance; and to what extent that would contribute to enhanced e-government
performance.
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