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ABSTRACT

The study focuses on developing a mobile government (MG) adoption framework with a key
considerationonsocialmedia(SM)influence.Associalmediaisnowbecomingaprominentchannel
forvariousmarketingactivitiesknowingitsimpactonMGadoptioniscrucial.Further,asMGis
constantlyevolving,adeeperunderstandingontheadoptionbehaviourofthecitizensisquintessential
forstrategizingitsimplementation.Thus,adetailedreviewofthearticlesoncitizen’sperspectiveon
MGadoptionandsocialmedia,wasperformed.ItwasfoundthattheintegrationoftheorieslikeDOI
andURT,whicharecriticalduringtheevolvingstagesofMGadoptionissignificant.Theotherkey
contributionistheconsiderationofsocialmediaanditsimpactonMGadoption.Further,thefactors
suchasawareness,socialinfluence,andfacilitatingconditionwerealsofoundtobeverycrucial.The
SM-MGadoptionframeworkdevelopedintegratingthetheorieslikeDOI,URTalongwithSocial
mediaisvalidatedusingaStructuralEquationModellingandresultsofwhicharediscussedindetail.
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1. INTRodUCTIoN

Theadventofmobileinternetandsocialmediahastransformedtheparticipatoryandinteractive
technologies.Ithasalsorevivedthegovernment-citizeninteractions.Socialmedia(SM)hasprovided
anall-newwayforcommunicationandinformationsharingbetweenpeople(electronicwordofmouth)
andbetweenbusinessandconsumers(digitalmarketing)(Hajli,2014).Itsinfluenceisfoundtobe
ubiquitous,time-consumingandhabitforming(LaRose,2015).Thisisevidencedintheglobalsurge
oftheinternetandsocialmediausage.Thereareabout4.39billioninternetusersand3.48billion
socialmediausersasonJanuary2019withanannualincreaseofninepercent(Kemp,2019).The
popularsocialmediasitesgloballyareFacebook,Instagram,Twitter,LinkedInandYouTube(Kemp,
2019).Thebusinessesarebenefitingimmenselyfromthisintheformofimprovedconsumerreach,
andindeliveryofeffectivecustomer-orientedservices(Voramontri&Klieb,2019).Italsohelps
increatingawarenessandbuildingtrusttowardsabrand(Ansarin&Ozuem,2015).Further,faster
sharingofinformationisalsoexpectedtoimprovethetransparencyofasystem(Alryalat,Rana,Sahu,
Dwivedi,&Tajvidi,2017).Thus,socialmediahasanenormousimpactontheadoptionofanyproduct
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orservice.Thispotentialofsocialmediaisgainingattentionnotjustbytheprivatestakeholders,
butbythepublicinstitutionsaswell.Governmentsacrosstheglobearemakingaconsciouseffort
tousesocialmediatodisseminatethepoliciesandimplementthevisionaryprojectsforthebenefit
ofthemasses.

Mobilegovernment(MG), the initiative to transformtheactivitiesusingmobile technology,
hasbeenintroducedasanaturalextensionofthetechnologicaladvancementinvariouspartsofthe
world.MGwithsmartphonesandsocialmediahasatremendouspotentialtogrow.Thecombination
of social media with MG services is believed to improve civic engagement and build trust and
transparencytowardsthegovernment.ItisalsoexpectedtosupportthevariousMGactivitiesand
provideserviceseffectively.Here,socialmediaislikelytohelpthegovernmentinpromotingtheir
servicesandenhancingtheefficiencyofinteractionwithpeopletherebyassistingthefasterdiffusion
oftheseservicesamongthepeople.

Nevertheless, the introduction of MG had a mixed response towards its success which has
resultedingainingprominenceasapotentialareaofresearch(Saxena,2018;Shahzad,Xiu,Khan,&
Wang,2019).Thestudieshavehighlightedthesignificanceofunderstandingthecitizen’sperspective
beforeplanningtheimplementationoftheseservices(Saadi,Ahmad,&Hussain,2017;Sharma,Al-
Badi,Rana,&Al-Azizi,2018).Citizen’sattitudetowardsthegovernmentanditsservicesandthe
availabilityofinfrastructureiscrucialintheacceptanceofMG(Wirtz&Birkmeyer,2018).Lower
awarenessisfoundtobeasignificantbarriertothesuccessoftheseservices.Socialmediabeinga
prominentchannelwithitstremendouspotentialinaddressingtheseissuesareevenusedforMG
services.Hence,studiesfocusingonknowingthecitizen’sperceptiontowardstheuseofsocialmedia
bythegovernmentalongwithotherfactorsiscrucialandhelpsinstrategicallypositioningtheseMG
services(Al-Aufi,Al-Harthi,AlHinai,Al-Salti,&Al-Badi,2017).

Further, the Diffusion of Innovation (DOI) theory reflects on the innovation characteristics
sucharelativeadvantage,easeofuse,compatibility,andimagewhichtendstopersuadetheuserin
adoptinganynewinnovation.TheDOIhasbeenprovedasavitaltheoryinexplainingtheadoption
characteristicsofanytechnology.Though,fewstudiesonMGhaveadoptedDOItheorytheliterature
onthesameisscarceandrequiresfurtherexploration(Mandari,Chong,&Wye,2017;Saadietal.,
2017).Furthermore,studieshavealsohighlightedtheneedtointegratevarioustechnologyadoption
theoriestohaveabroaderunderstandingonMGadoption.ThoughliteratureisavailableonMGitis
believedtobeinsufficientinprovidingacompleteessenceofadoptionbehaviour(Liuetal.,2014;
Saadietal.,2017).

Thus,thisstudyfocusesonunderstandingtheinfluenceofsocialmediaincreatingtheawareness,
trust,andtransparencytowardsMGservices.Subsequently,thestudyalsofocusesonassessingthe
keyfactorsunderintegratedDOI-URTtheoryandotherexternalsfactorssuchassocialinfluence
andfacilitatingconditionontheadoptionofmobilegovernmentamongtheindividuals.Here,the
understandingbasedonURTissignificantasMGisstillinitsevolvingphases,especiallyinmostof
thedevelopingcountries(Shahzadetal.,2019).Further,thecapabilityoftheframeworkinassessing
theimpactofsocialmediauseonMGisanothersignificantcontribution.

FortheanalysispurposeinordertovalidatethemodelaStructuralEquationModelling(SEM)
techniqueusingPartial leastSquare (PLS) approach is adopted.Overall themodeldeveloped is
comprehensiveandholisticwhichbringsinvariouscrucialdimensionsimpactingtheadoptionof
MGandtherebyenhancestheunderstandingofthesame.Thetwomainresearchquestionsthatthe
developedmodeladdressesare:

• Is thereasignificant influenceofsocialmedia increatingawarenessandbuilding trustand
transparencytowardsMGservices?

• WhatarethekeyfactorsthatinfluencetheadoptionofMGamongtheindividuals?
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