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ABSTRACT

With significant development in Internet technology contributing to daily lives in nearly every
aspect,itisimportantthatgovernmentwebsitesande-governmentservicesofferedthroughthemare
usedeffectively,efficiently,andsatisfactorily.Achievingaccessible,usable,qualified,andreadable
e-government services that enable citizens to fulfill different users’ requirements by everyone
involvedinthetargetgroup,implyingalackofequalitybetweendisabledandnon-disabledpeoplein
benefitingfromonlinegovernmentalservicesregardlessoftimeandlocationconstraints,hasbecome
aglobalaim.Thisstudyinvestigatedwhetherthewebsitesofthestateandlocallevele-government
intheTurkishRepubliccomplywithprevailingstandardsofaccessibility,heuristicusability,mobile
readiness,performanceand,thereadabilityofwebsitecontentwithsixdifferentindicesandwhether
thesequalitiesdependonthetypeofthegovernmentwebsites.Afterexamining77stateand247local
e-governmentsites,theresultsindicatethattheTurkishgovernmentwebsiteshavemademanyofthe
accessibility,usability,quality,andreadabilitymistakesaspredicted.Inlightofthestudyfindings,
thispaperwillpresentsomerecommendationsforimprovingTurkishgovernmentwebsites,aswell
asdiscussfutureimplications.
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INTRodUCTIoN

Recently, web accessibility and usability are becoming major attributes in both developed and
developing countries, primarily for public and government institutions that rely on the web for
providing the full rangeofusable, accessible, easy touse, readable, andeasily reached services
basedonmobilereadinessfortheirusers.Moreover,electronicgovernmentservicesareexpected
toexpand;thus,guaranteeingequalaccessforeveryoneintermsofprovidingcitizenswithmore
effective,efficient,andsatisfactorygovernmentservicesthatenableeveryonetobenefitfromthem
andfulfillingdifferentusers’requirementsbasedonusability,accessibility,readability,andquality
dimensions,regardlessoftimeandlocationconstraints,havebecomeaglobalaim.Disabledpeople
constituteanoticeablepercentageoftheworld’spopulation(over1billionpeople),obtainingaccessible
e-governmentservicesthatenablecitizenstofacilitatethemandcarryoutdifferentusers’demands.
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Duringthelasttwodecades,governmentsindevelopingcountrieshaveincreasinglyaccepted
e-government as a fundamental means and crucial infrastructure of leveraging their general
performanceforgovernmentinteractionwithcitizensandotherstakeholders.Accessibilityiscrucial
tousability.Theusabilityofawebsitebyuserswithdisabilitieswasassignedaswebsiteaccessibility.
Cognitive, visual, mobility, auditory, or neurological disabilities are related to these disabilities
(Loiacono,McCoy,&Chin,2005).Siteusabilityisasignificantconstituentofwebsitequality,andas
Scott(2005)indicatesthatthedevelopersofgovernmentsites“mustregularlymonitorandenhancethe
qualityoftheirsitestoattractandsatisfyusers”assitecontentandsiteuseraise(Scott,2005:151).The
usabilityofthewebsitecanleveragethetrustandsuccessine-governmentservices.Itmustbenoted
thattrustisacrucialaspectofpeople’sbehaviortoe-governmentwebsites.Theusabilityofwebsite
leveragingtrustandsuccessine-governmentservicesandthattrustisacrucialaspectinpeopleusing
e-government(Ansari,Baqar,Hassan&Saeed,2016;Huangetal.,2009;Mensahetal.,2017;Parent,
Vandebeek,&Gemino,2005;Venkatesh,Hoehle&Aljafari,2014).Users’trustcanbeleveragedby
usabilityine-government.Atthestateandlocallevel,however,e-governmentwebsitesoftenhave
usabilityandaccessibilityviolations(Alryalat,2017;Al-Yafietal.,2016;Ho,2002;Youngblood
and Mackiewicz, 2012; Shi, 2007; Pribeanu and Fogarassy-Neszly, 2011; Pribeanu et al., 2012;
Pribeanuetal.,2014;AkgülandVatansever,2016a;AkgülandVatansever,2016b;Akgül,2016a;
Akgül,2016b;Ismailovaandİnal,2017;Ismailova,2017).Theseissuesbecomefurthercomplicated
asthewaycitizensaccesstheInternetischanging.TheTurkishStatisticalInstitutereportsthatover
forty-threepercentofTurkishadultsnowowntablets,andninety-sevenpercentofTurkishadults
usethemobilephone(incl.smartphones)(TUİK,2018).Thus,stateandlocalwebsitesshouldbe
usable,accessible,qualified,readable,wellcoded,andmobile-deviceready.53.2%ofInternetusers
interactedwithpublicauthoritiesovertheInternetforprivatepurposesbetweenApril2014-March
2015inTurkey(TUİK,2018).Thisstudyutilizesusabilityheuristicsandaccessibilitytoinvestigate
77stateand247localgovernmentwebsitesandassesswhethersitesresultinbettersiteusability
andaccessibility.Itisessentialandreasonabletocompareusability,andaccessibilityofwebsites
dependingonthestateandlocale-governmentwebsites.

Usability,accessibility,andreadabilityattributesshouldbeutilizedatthedesignphase,especially
ingovernmentwebsites,sincetheyaimtoprovideprospectiveuserswithinformationaboute-services.
Poorly designed websites affect usage negatively and reduce website interaction (Baker, 2009;
Clemmensen&Katre,2012).Theusabilityisacknowledgedasacrucialreputationaspectofany
websitetoprovidetheoptimumservicestothecitizensofthedevelopingcountries.Inthisstudy;to
assessusability,19-dichotomouswebusabilitystandardswereutilizedtoeachsite’shomepage,based
onpriorusabilitystudies(YoungbloodandMackiewicz,2012;West,2008;Cappel&Huang,2007;
Galvez,andYoungblood,2016;King&Youngblood,2016;YoungbloodandYoungblood,2018;
AkgülandVatansever,2015).AsshowninTable1,overalldesignstandards;hypertext;navigational
standards;readability;languageoption;andfindabilityaspectshavebeenevaluated.

Thewebsiteswerecheckedfortheircompliancewithexistingaccessibilitystandardsincluding
WCAG2.0,theWorldWideWebConsortium’sWebContentAccessibilityGuidelines,toassess
stateandlocalgovernmentwebsitesaccessibility(W3C,2008).Acombinationoftestingwasrunfor
compliance,anautomatedaccessibilitycheckerutilizedeachwebpageforitscompliancebyusing
AChecker,automatedtestingcannoteasilyidentifyissuesfollowedbymanuallyinspectingthecode
forthat.Forinstance,thepresenceorabsenceofanimage’sALTattributecanbeidentifiedbyusing
automatedtesting;but,itcannotpromptlyverifytheusabilityALTinformation.

Andalso,mobile-devicereadinesshasbeeninvestigatedbyusingtheHTMLandCSSofeach
homepage.Eachwebpagewasalsotestedonamobiledevicetoseewhetherthewebpageresponsiveto
themobilescreen.ResponsiveWebDesignmakesyourwebpagelookgoodonalldevices(desktops,
tablets,andphones).Webtechnologiesusingthefollowingguidelinescanhelptomakeinformation
accessibletoallcitizenssothattheywillhaveequalaccessibilityopportunitiestoalle-government
resourcesatanytimeandanywhere.
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