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ABSTRACT

Thisstudyinvestigatesthekeye-governmentservicequalitydimensionsaffectingcustomersatisfaction
in e-government services. The ‘consistency’ mediation role between customer satisfaction and
e-servicequalityisexploredbesidesthemoderationroleof‘awareness’betweencustomersatisfaction
and e-service quality. A quantitative approach is adopted, where a semi-structured web-based
questionnaireisdevelopedandsentto800usersofe-governmentservices.Atotalof350responses
wereconsideredvalidrecords.Datacollectedisanalyzedusingthestructuralequationmodeling,where
SPSSandAMOSareemployed.Significantresultsrevealedthatawarenessisnotproventomoderate
therelationshipbetweene-servicequalitydimensionsandcustomersatisfaction.Finally,consistency
partiallymediatestherelationshipbetweene-servicequalitydimensionsandcustomersatisfaction.
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1. INTRodUCTIoN

Qualityofe-serviceisoneofthemostsignificantfactorsthatplayamajorroleinthesuccessor
failureofonlineorganizations.Organizationsinvestheavilyinprovidingonlineservicestocustomers
inordertoenhancetheircompetitiveadvantages,improverelationshipswithclientsandincrease
satisfactions.TheclearpotentialofutilizingICTingovernmentserviceshasledmanygovernments
tomakegreatinvestmentsinICT(ChohanandHu,2020).

E-government is the application of ICT used by governments to generate a comfortable,
transparentandlesscostlyenvironmentforinteractingwithcitizens(Ullahetal,2021).Worldwide,
governmentsareupgradingtheirproceduresforremodellingtheirservicestoprovideonlinepublic
services(Sharmaetal,2018).Offeringe-governmentalservicesbycountriesprovidesmanyadvantages
tocitizens.Lessfrustration,effort,moneyandtimewastedinfacetofacegovernmentservicesareat
thetopofthelistthatmakee-governmentportalsamoreconvenientoption(Samsor,2020).Those
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factsencouragedgovernmentsworldwidetotryandprovideefficientandeffectiveservicetoanumber
ofstakeholders(Sharmaetal,2018).

Recently,theimportanceofe-servicesandspecificallye-governmenthasincreasedevenmore
afterthepandemicperiodofCovid-19experiencedworldwide(Dawi,N.etal,2021).Whenface-to-
faceinteractionbecameverylimitedandnearlyunavailable,e-governmentsolutionsbecomemore
vital.Thus,e-governmentservicesturnedtobecomeanecessityratherthanaluxury.However,users
arestilluncertainandsuspicioustowardstheuseofe-governmentservices(Sharmaetal,2018).The
qualityoftheserviceofferedthroughe-governmentwebsitesplaysanimportantroleandcouldeven
beconsideredaconstraintregardingcitizen’sintentiontouse(Qalati,S.etal,2021).Thisbringsin
motivationtoinvestigatetheperceptionsofe-servicequalityfromuser’sperspectives.

Althoughe-servicequalityhasbeenextensivelyreferredtoinliterature,governmentsseemto
takefewstepstowardsunderstatingthemainfactorsthataffectcustomersatisfaction(Pakuráretal,
2019).Governmentshaveclearlyincreasedtheprovisionofe-servicestocitizens,regardlessofthe
qualityleveloftheserviceprovided.Studiesstatethatalthoughgovernmentshavemadeobvious
initiatives,theservicequalitylevelstillremainsinadequate,andthemostneededfeaturesarenotwell-
provided(LiandShang,2020;Al-Nidawietal,2018;Sharma,2015).Althoughusers’perceptions
ofthedimensionsdetermininge-servicequalityhavebeenthefocusofanumberofstudies,(Liand
Shang,2020;Camilleri,2019;Ritaetal,2019),tothebestoftheauthorsknowledge,themediating
andmoderatingfactorsthataffectcustomersatisfactionwerenotreviewedinliterature.Nottomention
thenegligibleknowledgeofcustomers’perception,especiallywithinanextraordinarycontext;namely
thepandemic.Thisbringsacallingneedtostudythefactorsthatinfluencecustomersatisfactionon
e-governmentwebsites.

Accordingly,thestudyathandisneededinordertoinvestigatethekeye-governmentservice
qualitydimensionsaffectingcustomersatisfactionwhileunderstandingthemediatingandmoderating
factorsthataffectcustomersatisfactionine-governmentservices.Thestudyisexpectedtohelpdecision
makersatgovernmentalagenciesmakeinformeddecisions,andcontributetoleveragingthedecision
makers’awareness.Thus,itpavestheroadtowardshighusageratesofe-governmentservices,which
providescitizenswithamoreusefulandareliableoption.Thisshouldinturnhelpgovernmentshave
acompetitiveadvantage,satisfytheircitizens,andmaintainbetterrelationshipswiththem.Inorder
toachievetheresearchaim,thestudyseekstoanswerthefollowingresearchquestions:

1. Whatarethekeye-governmentservicequalitydimensionsaffectingcustomersatisfaction?
2. What are the mediating and moderating factors that affect customer satisfaction in

e-governmentservices?

Toanswertheresearchquestions,theavailablee-serviceande-governmentqualitymodelsandthe
maindimensionsthateffectcustomersatisfactionhavebeenstudied.Usingin-depthliteraturereview,
researchersfoundthatthemajorityofthemodelsinvestigatedfocusedonthefollowingvariablesto
measurecustomersatisfactiontowardse-services;responsiveness(Fangetal,2020),trust(Ritaet
al,2019;SharmaandSharma,2019;Sharmaetal,2018),Fulfillment(Velosoetal,2020),reliability
(Khanetal,2020;Razaetal.,2020)andeffectiveness(Hendrayatietal,2020).Accordingly,those
variableswereassumedtobe the independentvariablesof theresearchframeworkshownbelow
insection3.Thestudyalsoproposedtheconsistencyandawarenessdimensionsasmediatingand
moderatingfactorstocustomersatisfaction.Fromthere,thestudyframeworkandhypotheseswere
examinedthroughstructuredequationmodelling.

Therestofthepaperisstructuredasfollows.InSection2,presentsthetheoreticalbackground,
where the literature review dealing with E-Service Quality in general and, more specifically,
E-governmentServiceQualityandCustomerSatisfaction.Themainvariablesthatledtodeveloping
the research framework and the research hypotheses are also discussed. This is followed by the
researchframeworkandconstructingvariablesinSection3.Section4explainstheresearchdesign,



 

 

19 more pages are available in the full version of this

document, which may be purchased using the "Add to Cart"

button on the publisher's webpage: www.igi-

global.com/article/e-government-service-quality/288072

Related Content

A Success Model for the Malaysian Government e-Procurement System:

The Buyer Perspective
Erne Suzila Kassimand Husnayati Hussin (2013). International Journal of Electronic

Government Research (pp. 1-18).

www.irma-international.org/article/success-model-malaysian-government-procurement/76926

Revisiting Local Governments and Social Networking: Do You Speak Our

Language?
Gerald A. Merwin Jr., J. Scott McDonald, Keith A. Merwin, Maureen McDonaldand

John R. Bennett Jr. (2015). Digital Solutions for Contemporary Democracy and

Government (pp. 48-62).

www.irma-international.org/chapter/revisiting-local-governments-and-social-networking/129047

One-Stop Government Portals: Transformation or Navigation?
Thomas Kohlborn, Erwin Fieltand Maximillian Boentgen (2013). International Journal

of Electronic Government Research (pp. 74-95).

www.irma-international.org/article/one-stop-government-portals/95106

Government Information Sharing: A Framework for Policy Formulation
Elsa Estevez, Pablo Fillottrani, Tomasz Janowskiand Adegboyega Ojo (2012).

Electronic Governance and Cross-Boundary Collaboration: Innovations and

Advancing Tools  (pp. 23-55).

www.irma-international.org/chapter/government-information-sharing/55172

Accessibility Issues in Municipal Wireless Networks
Paul M.A. Baker, Avonne Belland Nathan W. Moon (2009). Handbook of Research on

Strategies for Local E-Government Adoption and Implementation: Comparative

Studies  (pp. 569-588).

www.irma-international.org/chapter/accessibility-issues-municipal-wireless-networks/21481

http://www.igi-global.com/article/e-government-service-quality/288072
http://www.igi-global.com/article/e-government-service-quality/288072
http://www.irma-international.org/article/success-model-malaysian-government-procurement/76926
http://www.irma-international.org/chapter/revisiting-local-governments-and-social-networking/129047
http://www.irma-international.org/article/one-stop-government-portals/95106
http://www.irma-international.org/chapter/government-information-sharing/55172
http://www.irma-international.org/chapter/accessibility-issues-municipal-wireless-networks/21481

