
DOI: 10.4018/IJEGR.2021040102

International Journal of Electronic Government Research
Volume 17 • Issue 2 • April-June 2021


Copyright©2021,IGIGlobal.CopyingordistributinginprintorelectronicformswithoutwrittenpermissionofIGIGlobalisprohibited.



19

Citizen Use of E-Government 
Services Websites:
A Proposed E-Government Adoption 
Recommendation Model (EGARM)
Isaac Kofi Mensah, School of Economics and Management, Jiangxi University of Science and Technology, China

 https://orcid.org/0000-0003-2964-1736

Chuanyong Luo, School of Economics and Management, East China Jiaotong University, China

Emad Abu-Shanab, Accounting and Information Systems Department, College of Business and Economics, Qatar 
University, Qatar

ABSTRACT

Thisstudyexploredthefactorsinfluencingcitizens’adoptionofe-governmentservicesthroughthe
opengovernment/dataconceptbyproposingandvalidatingane-governmentadoptionrecommendation
model(EGARM).ThedatawasanalyzedwithSmartPLS-SEM.Theresultsshowthattheintentionto
usee-governmentwebsiteispositivelyrelatedtotheintentionofcitizenstorecommendtheadoption
ofe-governmentservices.Trustingovernmentandtheinternetweresignificantpredictorsofthe
intentiontousee-governmentservices.Whileinformationqualitywassignificantindeterminingthe
intentiontouse,itwashowevernotsignificantinpredictingthecitizen’strustingovernment.Also,
informationaccessibilityandaccountabilitywerebothsignificantpredictorsoftrustingovernment
butnottheintentiontouse.Additionally,collaborationwasfoundtopredicttheintentiontousebut
nottrustingovernment.Finally,empowermentwasasignificantdeterminantoftheintentiontouse
andtrustingovernment.
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INTRodUCTIoN 

Overthelast threedecades,manycitizens,civilsocietyorganizations,anddevelopmentpartners
around the world have insistently called on governments to be more open, transparent, and
accountabletocitizensandotherstakeholdersinsocietyconcerningtheaffairsofthestate.Citizens
andkeystakeholdersdemandpublicadministrationsystemsthatarehighlytransparent,accountable,
responsive,participatory,andcollaborativewithothersectorstodesignpoliciesandservicestomeet
theirconcernsandneeds(McDermott,2010;OECD,2018).Demandingandachievingprinciples
ofgreateropenness,transparency,accountability,andcollaborationingovernmentaffairsistermed
opengovernment.Opengovernmentisdefinedasthepublishingordisseminationofpublicsector
orgovernmentinformationinaninteroperableandstandardformattoensureunconstrainedcitizens’
rightstoaccessdata(Abu-Shanab,2015).OpengovernmentstrategiesaccordingtoOECD(2018)
areimportanttorenewingcitizen’srelationshipwiththegovernmentanditspublicofficialsandto
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reposetheirconfidenceaswellastrustingovernment.Opengovernmentdataisdesignedtomake
governmentdatahighlyaccessibleandusablebyitscitizensandthegeneralpublicanditshoulddrive
greatertransparencybygovernment,citizens’engagement,andcollaboration(Gascó-Hernándezet
al.,2018;Harrisonetal.,2012).Theopengovernmentinitiativeisanimportantelementorportion
oftheconceptofe-government.Theopengovernmentstrategiesorinitiativesrelatetothebroader
conceptualizationofe-governmentwhichisbasicandmoreconcernedwithinformationdevelopment
anddissemination(Abu-Shanab,2015;Abu-Shanab&Osmani,2019).

E-government is defined as the application of appropriate information and communication
technologies (ICTs) to ensure open government and availability of data, information, and
communicationtoallstakeholders(Abu-Shanab,2015).Itisalsotheuseofinternettechnologyasa
mediumforexchanginginformationandprovidingservicesandtransactionswithcitizens,businesses,
andothersectorsofgovernment(Kamal,2009).E-governmentapplicationscanguaranteethatpublic
policiesare implementedwithahighdegreeof transparencyandaccountability,providequality
public services and improve the government’s performance (Abu-Shanab, 2015). E-government
canalsobeastrategictooltoenhancemaximumparticipationofcitizensinthepoliticalandsocial
developmentofacountrythrougheffectiveparticipation,consultation,andempowermentprocess
(Abu-Shanab,2015;Lee&Huang,2014).E-government,therefore,becamethestrategicbackbone
for thedevelopmentof theopengovernmentprincipleofopenness,accountability, transparency,
participation, and collaboration. The important factors for government agencies to undertake to
create an open government include the publishing of government information online, improve
thequalityofgovernmentinformationandcreate,maintainandinstitutionalizeacultureofopen
government (McDermott, 2010). Based on that, e-government success is intertwined with open
governmentconcepts,wheretheadoptionofsuchtechnologyandserviceisinfluencedgreatlyby
citizens’perceptions.

Theenablingenvironmentcreatedbye-governmentisanimportantpillarforthedevelopment
anddiffusionoftheidealsofopengovernmentthroughe-government.Greatergovernmentopenness
canbeachievedbythedisseminationofqualityinformationtocitizensthroughe-governmentina
transparent,open,accountable,andcollaborativemanner.Whilethediffusionofopengovernment
principles throughe-government services is important foranopengovernment tobeconsidered
successful,theadoptionandpatronageofcitizensofe-governmentservicesareequallyimportant
aswell.Hencestudiesseekingtoexplorethefactorsdeterminingtheadoptionofopengovernment
e-government services are of important considerations. Previous studies have shown that open
governmentprinciplessuchas transparency,accountability,collaboration,andempowermentare
positivedeterminantsoftheadoptionofe-governmentwebsites(Abu-Shanab,2015).

Theobjectiveofthisstudyistoexaminethecitizens’adoptionofe-governmentserviceswebsite
byproposingandvalidatinganE-GovernmentAdoptionRecommendationModel(EGARM).This
studyintegratestrustingovernment,trustintheInternet,andintentiontorecommendasanextension
ofapreviousmodel/study(Abu-Shanab,2015;Ismagilovaetal.,2020;Janssenetal.,2018;Naranjo-
Zolotovetal.,2019).Thevalidationoftheproposedmodelisexpectedtoprovideacomprehensive
explanationofthefactorsaccountingfortheadoptionofe-governmentservicesthroughtheopen
government(OG)concept.Thisstudyseekstocontributetothee-governmentadoptionliterature
bydemonstratingtheextenttowhichOGconceptssuchastransparency(informationqualityand
accessibility),accountability,collaboration,andempowermentinfluencecitizentrustingovernment
whichinturnimpacttheadoptionofe-governmentservices.Asfarastheliteratureisconcerned,
whilestudieshaveexaminedtrustingovernmentdimensionsofe-government(Banghuietal.,2020;
Leeetal.,2020),limitedstudieshaveempiricallyvalidatedtheOGprinciplesasanantecedentof
trustingovernment.Theresearchquestionstobeinvestigatedare:RQ1:Towhatextentdotheopen
governmentdimensionsdetermine theadoptionofe-governmentservicesandRQ2:What is the
significantimpactofthesefactorsontheintentiontoadopte-governmentservices?
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