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ABSTRACT

This research investigated Qatari citizens’ perceptions regarding the factors influencing their
satisfactionwithMetrash2system.QatariresidentsuseMetrash2toquery,transact,andfollow-up
theirneeded information/servicesonline.The study integrated the technologyacceptancemodel
(TAM)andtheinformationsystemsuccessmodel(ISSM)toexplorethefactorsinfluencingusers’
satisfaction with the system. Perceived usefulness and perceived ease of use were significant
predictorsofbehavioralintentions(R2=0.554).Furthermore,servicequality,informationquality,
andbehavioralintentionsweresignificantpredictorsofusers’satisfaction(R2=0.789).Research
resultsdidnotsupporttheroleofsystemqualityinpredictingusers’satisfaction.Qatarigovernment
shouldfocusontheusefulnessandeaseofuseofthesystemtodrivecitizenstouseit.Convincing
citizens touseMetrash2requiresbetterservicequalityandinformationquality.Moredetailsare
reportedattheendofthepaper.
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INTRodUCTIoN 

Since the advent of the Internet, governments recognized that the Internet and Information and
CommunicationTechnology(ICT)improvedthequalityofpeople’slives.Therefore,governments
usedICTasanopportunitytosatisfycitizens’needs(AlAthmay,Fantazy&Kumar,2016).Many
governmentsworldwide,includingtheQatarigovernment,haveplannedandimplementedprograms
tointegrateICTandtheInternetintotheirdeliveredservicestocitizensandbusinesses.E-government
istheuseofICTstoenhancepublicservicesandimprovethedemocraticandsociallivesofcitizens
(Layne&Lee,2001;Basu,2004;Evans&Yen,2006;Yildiz,2007).Other researchersadopted
a comprehensive view of the concept of e-government and included dimensions (terms) like
e-democracy,e-inclusion,e-participation,andbetterandenhancedpublicperformance(Medaglia,
2007;Caldow,2004;AL-Rababah&Abu-Shanab,2010;Yao&Okoli,2007).Suchdirectionextends
e-governmentandimprovesourunderstandingoftheholisticviewoftheconcept.

E-governmentrequiresutilizingtheavailableonlineinformationtechnologytodeliverpublic
servicesofferedbygovernmentstotheircitizens(Lallmahomed,Lallmahomed&Lallmahomed,2017).
Thepurposeistoencouragecitizenstoparticipateinpublicevents(Abu-Shanab,2017).Accordingly,
itisimportanttoexplorethefactorsthatenhancetherelationshipbetweenthegovernmentandits
citizens.E-governmentisdefinedastheutilizationofICT,theInternetandmobiletechnologyto
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deliverpublicservicesonline,enhancetheperformanceofgovernmentalentities,andencouragethe
publictoparticipateindemocraticandpublicevents(Kurfaliet. al.,2017).

Thesuccessofanye-governmentprojectdependsmainlyontheinvolvementofthepublicand
businessrepresentativesinusingtheseinitiativesandfinishtheirtransactionsefficientlyandeffectively
withouttheneedtogotothegovernmentalofficesphysically(Lallmahomedet. al.,2017).Research
reported that20%of the reasons for successful e-governmentprojectsdependon its technology
implementation,andtheother80%ofsuchreasonsarepeopleandprocessrelated(Sang&Lee,
2009).Basedonsuchview,thisstudywillfocusoncitizensandtheiradoptionofsuchapplications
andspecificallyMetrash2inQatar.

E-governmentaimsatachievingseveralobjectivessuchas improving the transactionspeed,
strengtheningtherelationshipbetweenthegovernmentandthepublic,improvingtheefficiencyand
theeffectivenessofthedeliveredservices(Abu-Shanab,2017;Al-Yafi,Hindi&Osman,2016;Al
Najjaretal.,2019), improvingtheproductivity,andimprovingusers’satisfaction(Layne&Lee,
2001;Basu,2004;Evans&Yen,2006;Yildiz,2007;Medaglia,2007;Caldow,2004;AL-Rababah
&Abu-Shanab,2010;Yao&Okoli,2007).E-governmentservicesextendedtoseveralstakeholders
notonlytocitizens.Theytargetbusinessesandpublicemployees.Therefore,e-governmentbecame
animportanttoolforcitizensandbusinessmen,wheretheycanconducttheirtransactionsonline
(Danila&Abdulla,2014).

Despite the large resources and efforts invested in establishing and integrating ICT into
e-governmentwebsites,governmentsfacehugechallengesduringtheimplementationprocess.The
reporteddownsidesofsuchwebsitesarepoorservicequality, inflexiblesystem,badattitudesof
userstowardstheoverallonlinesystemandusers’dissatisfaction.Suchsymptomsleadtothefailure
ofmanyprojects (Abu-Shanab&Bataineh,2016). In this context,many studies focusedon the
investigationofusers’adoptionofe-governmentservices.Thesestudiesexploredthemainissuesin
adoptingonlinesystems.Researchsuggeststhatgovernmentsshouldmatchandsatisfytheneedsand
thepreferencesoftheircitizens,wheremanyarticlesconsidereditthemainfactorshinderingtheir
adoption(AlAthmay,Fantazy&Kumar,2016).Theauthorsreportedthatmostmandatoryonline
systemsfailbecausegovernmentsdonotpayattentiontoimprovingthefeaturesofthesystemsoit
matchescitizens’needs.

Researchsuggestedthatimprovingthequalityofonlinesystemstomeetcitizens’needsand
expectations,wouldsucceedinestablishinganeffectivee-governmentservices(Gupta,Dasgupta&
Gupta,2008;Abu-Shanab2017).Theproblemstatementofthisstudyfocusesonthesatisfactionof
citizenswithe-governmentservices.Thefirststeptowardsatisfactionistheuseofsuchservice,where
citizensarechallengedbymanyfactorsbeforeusingtheserviceandbesatisfied.Basedonthat,this
studyinvestigatedthesignificantelementsthataffectusers’adoptionofMetrash2servicesinQatar.

ThemajorobjectivefromconductingthisresearchistoexploreMetrash2onlinesysteminterms
ofitsperceivedusefulness,perceivedeaseofuse,systemquality,informationquality,andservice
qualitythatwouldaffectusers’acceptanceofMetrash2system,andfurthermoretheirsatisfaction.
Lackofsuchstudies(exploringtheadoptionandsatisfactionofMethrash2users)encouragedustodo
thisresearchbasedonaquantitativeapproachandutilizinganon-linequestionnaire.Thefollowingis
astatementofthemajorresearchquestion:What are the major factors influencing Qatari residents’ 
satisfaction and use of Metrash2 system.

The remaining paper consists of five sections. The following section (section 2) deals with
literaturereportedandtherelatedworksynthesized.Thisisfollowedbyadetaileddepictionofhow
weformulated the researchhypothesesand the researchmodel.Thefourthsectiondescribes the
researchmethodologyfollowedbyadetaileddiscussionofanalysesandresults.Finally,conclusions,
implicationsandfutureworkarereportedinthelastsection.
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