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AbSTRACT

Thequalityofe-governmentservicesplaysavitalroleintheeffectiveinteractionofusers/citizenswith
e-governmentportals,anditalsoimprovesgovernments’efficiencyandresponsivenessasperusers’
expectations.Theobjectiveofthisstudyistodevelopaninstrumenttomeasureperceivede-government
servicequalitybyapplyingathree-stepsapproachformodelsvalidation;conceptualization,design,
andnormalization; itwasvalidatedwithOmane-governmentserviceusers. In thisarticle,eight
mainqualitydimensionswerestudiedandvalidated(personalization,usability,performance,web
design,security,citizeninvolvement,satisfaction,andloyalty).Thereportedresultsemphasizedthe
varyingimportanceofalleightqualityinstruments,inadditiontothehigherimpactofwebdesign
andsecurityone-governmentservicesinthecontextoftheOmane-government.

KEywORDS
Citizen Involvement,  E-Government Quality, Electronic Government, Oman, Quality of E-Services, Service 
Quality, SERVQUAL

INTRODUCTION

Prior to the adoption of technology in the services sector, the performance measurement of the
servicessectorwassolelybasedontheindividual’seffort.Initially,themotivebehindanadoptionof
informationcommunicationtechnologywastoenhancethetechnicalcapacityoftheservicesector,
buttheadvancementintechnologyandutilizationoftechnicalresourcesintherealmofe-services
allowedgovernmentstoprovidepleasantandsatisfactoryfacilitiestocitizens.Thepastdevelopments
inthedomainofe-servicequalityshowthatresearcherswereconcernedwithfindingflawsinthe
designandtechnicalaspectsofservices,buttheinnovationandadvancementinthisdomainpushes
themtoinvestigatethepsychometricbehaviorofuserstowardsthesatisfactionoffacilitiesprovided
throughthee-governmentportals.

Thoughinearlierstagesthequantificationofperceivede-servicequalitywasn’tconsideredby
researchers,theprimechallengesofagrowingworldledthemtoprovidethenecessaryarrangements
for theevaluationofe-services.Therefore,differentstudies (Al-Obthani&Ameen,2018;Chen,
Tsai,&Hsu,2013;Loiacono,Chen,&Goodhue,2002;Manoharan,2013;Parasuraman,Zeithaml,
&Berry,1985;Stiakakis&Georgiadis,2009;Ziemba,Papaj,&Descours,2014)presentedmodels
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andmeasurementinstrumentsfortheevaluationofe-servicequalitydomainswiththeaimtoquantify
e-servicequality.

However, the significance of available literature cannot be undermined, as it is comprises
severalcomprehensivethoughts.Theworthyliteratureinthedomainofservicequalityidentifies
theimportanceofthequantificationofservicequalityandstudiesdifferentaspectsofe-service.The
diversityofliteratureandtheimpactoftheidentifiedprovisionscannotbechallenged.Thus,the
availabilityandsuccessoftheavailableliteraturemakesusbelievethattheavailableinformation
willprovideastrongplatformfortheestablishmentofmeasuringinstrumentsfortheevaluationof
e-governmentservicequality.Theprovisionsofthisstudywillnotonlyquantifytheexistingservice
providedbythegovernmenttoendusers,butalsowillencourageestablishmentstorealizetheneeds
ofcitizens.

Theobjectiveof this study is to develop an instrument tomeasureperceived e-government
servicequality.Thisinstrumentwouldbevaluabletobothresearchersandpractitionersinterestedin
thedomainofe-governmentportaldevelopment,tohelpthemfocusonthosekeyqualitydimensions
thatwillimpactusers’perceptionandmotivationwhileusingagovernment’sportal.Toachievethis
purpose,theauthorsadoptedathoroughprocessbasedonwidespreadapproachesforinstrument
developmentandvalidationinInformationSystemsresearch(Aladwani,2002;Henri&Jon,1994;
Straub,1989)forthebetterdevelopment,refinement,andlaterevaluationoftheproposedinstruments
inthecontextoftheOmane-governmentportal.Theseapproachestakethefollowingthreestepsfor
theconstructionandvalidationofinstruments.

Conceptualization
Thisinvolvesrestrictingthedomainoftheconstructandgeneratingsampleitemsrepresentingthe
conceptunderconsideration.Inthecontextofthisstudyandforthepurposeofconceptualization,an
extensivebackgroundstudyofpreviousresearchhasbeenconducted(Sections2.0and3.0).

Design
Thisisaphaseinwhichtheinitialconstructandscaleisdesigned,whichwillbefollowedbyvalidation
andreliabilitytesting.Inthisstudy,atwo-stagedatacollectionandrefinementprocedurewasfollowed.
Thefirststageofdatacollectionwasforthedesignphase,andthesecondwasfornormalization.
Thestudylinkeditselfwiththeproductionofthetheoreticaldevelopmentoftheinstrumentsand
theirinitialvalidationthroughaquestionnaire(firstsample),carryingeightidentifieddimensions,
accompaniedby64low-levelattributes,toevaluatethepsychometricrelationshipofcitizenswith
theservicesofferedbythee-governmentportalandwebsites(Section4.0).

Normalization
The normalization step verifies and validates the instruments/dimensions using a questionnaire
(secondsample)thatmeasurese-governmentservicequalityfromauser’sperspectivethroughvarious
statisticalanalyseswhichwillbeutilizedthroughoutinthisarticle.Thedevelopedinstrumentswere
againtestedonanotherindependentdataset(Section5.0).Sections6.0and7.0discussthefindings,
implications,andlimitationsofthestudy.

bACKGROUND

While there is a breadth of research in the e-government adoption theories in various domain/
perspectivesandkeyconstructs(Rana,Williams,Dwivedi,&Williams,2011,2012),theconcept
ofservicequalityinthee-servicequalitydomainhasgraspedabulkoftheattentioninrecentyears.
Subsequently,alargerangeofstudieshasbeenconductedtoidentifythedimensionsofe-service
quality(Al-Balushi&Ali,2012;AlBalushi&Ali,2015a,2015b;Ali,Balushi,&Al-Badi,2013;
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