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ABSTRACT

This study explored the moderating effect of perceived usefulness on the impact of trust in the
internetandtrustingovernmentontheintentiontoadopte-governmentservices.TheTechnology
AcceptanceModel(TAM)wasusedasthetheoreticalfoundationforthisstudy.Theresultsindicated
thattrustintheinternetandtrustingovernmentwerebothsignificantpredictorsoftheintentiontouse
e-governmentservices.Itwasalsodiscoveredthattrustintheinternetwasapositivedeterminantof
trustingovernment.Furthermore,thestudyrevealedthatwhileperceivedusefulnesshadasignificant
moderatingeffectontheimpactoftrustintheinternetontheintentiontousee-governmentservices,
itwashowevernotsignificantinmoderatingtheimpactoftrustingovernmentontheintentiontouse.
Thesignificantandnon-significantmoderatingeffectofperceivedusefulnessonboththerelationship
betweentrustintheinternetandtrustingovernmentontheintentiontouseistheuniquecontribution
ofthisstudy.Theimplicationsofthesefindingsarediscussed.
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INTRodUCTIoN

Thedemandbycitizens,businessesandthegeneralpublictoenjoyqualityservicedeliveryfrom
governmentanditsaffiliatedagencieshavepromptedgovernmentsaroundtheworldtoadoptand
implemente-governmentasatooltoprovidethehigherdemandforhigherstandardsofgovernment
public services. Government is, therefore, leveraging the advancement and development in the
informationandcommunicationtechnologiessuchastheinternettoprovidequalityonlineservicesto
citizens(Verkijika&DeWet,2018).Theuseoftheseinformationandcommunicationtechnologies
toprovidequalitypublicservicesandinformationtocitizensandbusinessesandotherstakeholders
insocietyisknownase-government(Dwivedietal.,2017;Padmapriya,2013).Theultimatedriver
of the implementation of e-government by the government is to provide efficient and effective
governmentservicestokeyactorsinsociety.Theimplementationofe-governmenthasnumerous
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benefitstocitizensandgovernment(Ali,Mazen,&Hassanein,2018).Itcanallowcitizenstomanage
data,enjoybetterservicedeliveryandhaveaccesstomultiplecommunicationchannelsandforthe
government,itincreasesproductivity,impactspositivelyontheeconomicdevelopment,sharedglobal
knowledgeandautomatedbusinessprocessesandcommunications(Alietal.,2018).

Inordertounderstandthefactorsinfluencingcitizenstoadoptandusee-governmentservices,
many recent studies have attempted to explore what drives citizens towards the adoption of
e-governmentservice(Verkijika&DeWet,2018).Someofthesemajorfactorswhichhavebeen
exploredtoinfluencetheintentiontousee-governmentservicesaretrustintheinternetandtrust
ingovernment(Abu-Shanab,2017;Lallmahomed,Lallmahomed,&Lallmahomed,2017;Zhao&
Khan,2013).Trustintheinternetisconsideredascitizensperceptionthattheuseofe-government
servicesthroughtheinternetmediumishighlysecureanddoesnotaffecttheirpersonalsafetyand
privacy(Abu-Shanab,2017;Rehman,Kamal,&Esichaikul,2012).Trustingovernmentistheextent
towhichcitizenshaveconfidenceabout thepotentialofgovernmentand itsagencies toprovide
publicservicesthroughe-government(Bélanger&Carter,2008;Lallmahomedetal.,2017).Another
majorfactorwhichhasbeenexploredinthecontextofcitizens’adoptionofe-governmentservices
isperceivedusefulnesswhichisoneofthemajordeterminantsofthebehavioralintentiontousein
theTechnologyAcceptanceModel(TAM)(Davis,1989;Davis,Bagozzi,&Warshaw,1989).Studies
haveshownthattrustintheinternethasapositiveeffectonthebehavioralintentiontouse(Aloud&
Ibrahim,2018;Bélanger&Carter,2008;Kurfalı,etal.,;Verkijika&DeWet,2018).Also,ithasbeen
establishedthattrustingovernmentispositivelyrelatedtothebehavioralintentiontouse(Aloud&
Ibrahim,2018;Lallmahomedetal.,2017;Ma,2018;Verkijika&DeWet,2018).Again,perceived
usefulnesshasbeenshowntohaveadirecteffectontheintentiontouse(Aloud&Ibrahim,2018;
Ismailova,Muhametjanova,&Kurambayev,2018).

Whilethedirectimpactoftrustintheinternet,trustingovernmentandperceivedusefulnesshave
allbeenestablishedtopredicttheintentiontousee-governmentservicesasindicatedabove,nostudy
hassofarinvestigatedthemoderatingeffectofperceivedusefulnessonboththesignificantimpact
oftrustintheinternetandtrustingovernmentontheintentiontousee-governmentservices.Thisis,
therefore,theidentifiedresearchgapswhichthisstudyseekstofill.Filingtheseresearchgapswill
bringclarityandempiricalunderstandingofthemoderatingpotencyofperceivedusefulnessonthe
impactofbothtrustsintheinternetandgovernmenttowardsthebehavioraladoptionintentionsof
e-governmentservices.Itwillfurtherelucidateiftherelationshipbetweenbothtrustinthegovernment
andintheinternetandtheintentiontousee-governmentservicesisdependentonathirdconstruct
whichisinthiscaseperceivedusefulness.Theinvestigationofthirdvariablesasmoderatorsiscrucial
ininformingboththeoryandevidenced-basedpracticeimplications(Fairchild&McQuillin,2010).
Amoderatorchangesormodifiesthenatureoftherelationbetweenapredictorandanoutcomeand
thuscaninfluenceoraffectthestrengthordirectionoftherelationshipbetweenthetwovariables
(Fairchild&McQuillin,2010;MacKinnon,2011).

Consequently, theobjectiveofthisstudyis toinvestigatethemoderatingeffectofperceived
usefulnessontherelationshipbetweentrustintheinternetandtrustingovernmentonthebehavioral
intention touse.The investigationof thismoderationeffectwillbean importantcontribution to
theexistinge-governmentadoptionliterature.Toachievetheobjectiveofthisstudytheseresearch
questionswillbeexplored:

• Doestrustintheinternetinfluencetheintentiontousee-governmentservices?
• Doestrustingovernmentinfluencetheintentiontousee-governmentservices?
• Towhatextentdoesperceivedusefulnessmoderatestheimpactoftrustintheinternetonthe

intentiontousee-governmentservices?
• Towhatextentdoesperceivedusefulnessmoderatestheimpactoftrustingovernmentonthe

intentiontousee-governmentservices?
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