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ABSTRACT
Analysis of Citizens Satisfaction (Acceptance & Needs) for
E-Government Public Services: Evidence from Palestine

With the remarkable and rapid technological development, governments are developing
services and quality of services by exploiting this technological development. The so-
called e-government was launched to provide services to citizens electronically. The
aim of this e-government is to provide a public benefit to society in general, and to
improve and develop public services by measuring the satisfaction of citizens and
analysis of their needs. Thus, e-government is one of the main pillars to develop the
general structure of public services through the use of technology and communications
to improve the performance of government agencies and to provide high-quality
services. This was an interesting research point, especially as the e-government in
Palestine is under construction.

The research problem is to analyze the needs of citizens in the public services of the e-
government and measure their acceptance to adopt e-government, especially as the e-
government in Palestine is under construction. This research will be considered as an
essential pillar of the success of the electronic as that in the construction of any product
must take into account the needs of users in its construction. Irtahi, Y.( personal
communication , November 8, 2018)

The research is based on several hypotheses revolving around analyzing the needs of
citizens and the division of public services from the perspective of citizens and
measuring the extent of acceptance of e-government and what factors directly affect the
adoption of e-government. The research attempts to answer the main questions of the

research through the use of two global models: Kano model, which analyzes the
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perception of citizens for public services and divided into: Must-be, One-dimension),
Attractive and Indifferent Services.

The UTAUT model measures citizens' acceptance of the idea of e-government through
key independent factors: Performance Expectancy, Effort Expectancy, Social Influence
and Environment Facilitating Conditions and their impact on the dependent factor:
future trends and the intention to use e-government (Behavioral intention) This
relationship is measured by intermediate factors: gender, age, scientific level and
residential area.

The researcher used the questionnaire method and the elements of the questionnaire was
formed by studying the literature in this topic and collecting previous information.
Where the information was collected randomly from the target population of the West
Bank and those over the age of eighteen and have the right to use e-government, where
the population reached in 2018 (1,711,334) people. The sample of the study was based
on 400 questionnaires and the response rate was 52%.

One of the most important results and recommendations of this study is that most of the
public services surveyed in the questionnaire were services that should be provided by
the government in the e-government as it directly affects the satisfaction of citizens,
which affects their acceptance of the existence of e-government. The acceptance of
citizens for the existence of e-government was analyzed and found that all factors are
influential, but the facilitating conditions factor and the performance expectancy of e-
government are the more factors affecting the acceptance of citizens.

One of the most important recommendations that can serve the government at this stage
is to include all services that have been classified as services must be available and

considered an integral part of e-government because of its impact on the satisfaction of
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citizens. Giving the government importance to the supportive environment that must be
available to use e-government and focus on the performance of this e-government

because of their impact on people's acceptance of e-government.

Key words:

Palestinian e-government, Public services, UTAUT Model, Kano Model, Citizen

needs and Citizen acceptance.
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CHAPTER I

THE PROPLEM AND IT’S BACKGROUND

1.1 Introduction:

In recent years, internet became one of the fundamental invention with the largest
impact on human society. There has never been any other technology in the history of
humankind that has influenced and changed societies in such a short period of time. A
substantial growth in such Information Communication Technology (ICT) investments
is evident in both developed and developing countries (Kennedy Odiwuor Okon’o,

2016).

This development and progress in ICT enabled countries to employ the concept of e-
government in order to enhance the relationship between the government on one hand,
and citizens and private sector institutions on the other. This approach is meant to
provide services and knowledge efficiently and effectively (Haitham Hijazi & Hanadi

Salameh, 2014).

The concept of e-government is an example of the formulation of using information
technology (IT). The aim of any e-government system is to bring benefits to the
community, such as improving government services processes and sharing information
between the government and the public through using one window. It also provides
citizens with the services in a professional and quality manner, ensuring security, safety,

convenience, and a considerable timesaving.



In addition, IT enables the government to implement its public policies in a more
accountable and transparent manner, improving governance and continuously
improving the public services. However, implementing e-government requires a deep

understanding of the citizens’ needs and requirements to avoid unexpected results.

Many countries aimed to measure and analyze the citizens' satisfaction on the quality of
the applied e-government services. Among these countries are the United Stated of
America that introduced the American Citizen Satisfaction Index (ACSI), some
European countries through the European Citizen Satisfaction Index (ECSI), Canada
through the Canadian Common Measurement Tool (CMT), and Sweden that introduced
the original Swedish Citizen Satisfaction Barometer model (SCSB). As for Arab
countries, in 2018 the Kingdom of Saudi Arabia launched an application called
“WATANI” to measure the Saudis satisfaction on the provided government services in

order to improve the quality of these services.

When searching for “citizen satisfaction with e-government” on any internet engine,
many results from around the world will appear, including articles, research, papers...
etc. Results from the developed countries that have e-government working, however,
will show that these countries are still trying to analyze and measure the citizens'
satisfaction and needs. As for Palestine, the e-government system is still under

construction. Irtahi, Y.( personal communication , November 8, 2018)

According to the Organization for Economic Co-operation and Development (OECD)
report entitled 'The Case of e-government in the Palestinian Authority’, that was
published in 2011, a ministerial committee for e-government was established in 2005,

and produced a first comprehensive e-government strategic plan. The strategic plan



assured that e-government should provide a platform that "1. Empowers citizens to
participate in government; 2. Connects citizens, the private sector and institutions to
drive economic growth and meet community challenges; and 3. Delivers real public
value through citizen-centric government services". With such, this promising project

was is expected to provide a better life for the citizens, which is what PA aims at.

An important part of research on e-government has been on increasing the quality of
services delivered to citizens based on their needs. In relation to these efforts, models of
citizen satisfaction with e-government services need to be developed (Maryam

Sheibani, 2012)

For the aforementioned reasons, this research will build the start point for the e-
government public services in Palestine, and will aim to analyzing the citizens' needs,

perspective, quality and acceptance of the e-government system.

Additionally, this research will attempt find solutions and means to enhance the quality
of public services, through using two international models built to measure citizens'
satisfaction with e-government services, namely the Kano model or Kano diagram,
along with the Unified Theory of Acceptance and Use of Technology “UTAUT”. An

explanation of both models is provided in the next chapter.



1.2 The Paradigm of the Study:

The following diagram shows the paradigm of the study:

Information communication
technology is becoming the
norm in modern-day

E-government will

have a strong base

to applied, adopted
and accepted in

Palestine Palestine, as a developing
country, is not fully
following the newly-

This study will assess proposed technological
citizens' needs and trends, including e-
acceptance of e-government government public services

Figure 1: The Paradigm of the Study

1.3 Research Problem

The Palestinian Ministry of Telecommunication and Information Technology (MTIT) is
currently working on a new project for the e-government, Irtahi, Y.( personal
communication , November 8, 2018) in which it is aiming to include all public services.
As this research will analyze the citizens' satisfaction and needs, the obtained results
will feed into the designing the system in a manner that shall ensure and measure the
citizens' acceptance for e-government. This approach shall also help identifying the
obstacles and determinants, such as emerging from the culture, or resistance from
people with limited computer skills, which will eventually allow handling these

obstacles efficiently.



As any new service or product should meet the citizens' expectations and fulfill their
needs in order to succeed, hence an analysis of the citizens' need and acceptance should
be conducted. The researcher will conduct an analytical study using the Kano model to
determine the must-be, one-dimensional and attractive dimensions, and will measure the
citizens' acceptance using the UTAUT model in order to know the existing obstacles

and determinants.

In order to answer the main question of this research “how to fulfill citizens satisfaction
and increase their acceptance to use the e-government public services in PA?”, answers

to the following specific sub-problems and questions are sought:

1. What are the extent of citizens' satisfaction with e-government public services
when categorized as follows:

1

Must-be quality

2

Attractive quality

3- One-dimensional quality
4- Reverse quality

5

Indifferent quality

2. What are the extent of citizens' perspective quality with public services features
that will lead to their satisfaction

3. s there a relation between the social-demographic factors and the acceptance for
the e-government when categorized as follows:
1- Locality

2- Education level

3
4- Age.

Gender



1.4 Hypothesis

NO.

Hypotheses

H1

Performance expectancy affects behavioral intention to use e-government public services.

H1a: Gender differences have a moderate impact on the relationship between
performance expectancy and behavioral intention

H1b: Age has a moderate impact on the relationship between performance expectancy
and behavioral intention

H1c: Locality has a moderate impact on the relationship between performance
expectancy and behavioral intention

H1d: Education level has a moderate impact on the relationship between performance
expectancy and behavioral intention

H2

Effort expectancy affects behavioral intention to use e- Government public services.

H2a: Gender differences have a moderate impact on the relationship between effort
expectancy and behavioral intention

H2b: Age has a moderate impact on the relationship between effort expectancy and
behavioral intention

H2c: Locality has a moderate impact on the relationship between effort expectancy and
behavioral intention

H2d: Education level has a moderate impact on the relationship between effort
expectancy and behavioral intention

H3

Social influence affects behavioral intention to use e- Government public services.

H3a: Gender differences have a moderate impact on the relationship between social
influence and behavioral intention

H3b: Age has a moderate impact on the relationship between social influence and
behavioral intention

H3c: Locality has a moderate impact on the relationship between social influence and
behavioral intention

H3d: Education level has a moderate impact on the relationship between social influence
and behavioral intention




Facilitating conditions affects behavioral intention to use e-government public services.
- H4a: Gender differences have a moderate impact on the relationship between facilitating

conditions and behavioral intention

- H4b: Age has a moderate impact on the relationship between facilitating conditions and

I behavioral intention
- H4c: Locality has a moderate impact on the relationship between facilitating conditions
and behavioral intention
- H4d: Education level has a moderate impact on the relationship between facilitating
conditions and behavioral intention
There are no significant differences in the citizens’ perceptions of components of public
‘2 | services at the Palestinian e-government according to their personal characteristics like

gender, age, educational and locality

1.5 Objectives of the Study

The goal for all governments around the world is to provide citizens with efficient and
effective services, and with high quality (Maryam Sheibani, 2012). Likewise, when a
country intends to apply the e-government system for public services, the decision
should be based in accordance to the needs of the citizens and their expectation from the
public services. According to Hoang Van Hao (2016), “once satisfaction was
determined, it in turn served as the main predictor of a series of positive outcomes such
as citizen trust on and confidence in government.” In addition to building trust,
according to Maryam Sheibani (2012), an important part of the research on e-
government has been to increase the quality of services delivered to citizens based on

their needs.

The main objective of this research is to understand the essential features of e-
government public services, given that this term is understood differently across the
world (Ajilian Stefanie & Crameri Claudio, 2011). It is essential, before going any

further, to clearly define the important aspects of public services, then determine the




citizens' perspective of quality in public services, after which an attempt to measure the

citizens' acceptance for e-government is carried out.

As this research will analyze the citizens' needs and satisfaction for this new e-service
and measure their acceptance for adopting the e-government, it is important to take into
account that citizens give attention to the features that will be provided in the e-
government. This is particularly important since the e-government in Palestine is not
launched yet, hence investigating the citizens' needs will help the government to build
more efficient services through inspecting the citizens’ perspectives and expectations.

Such features may include, but not limited to:

- Accessibility and ease to reach the services;

- If the services will save time, or will consume effort and time to get to the services;

- If the services will be available 24 hours / 7 days a week;

- The way in which they monitor their applications and inquiries

- If the e-government will actually support and enhance the public governance and

transparency.

1.6 Significance of the Study

The significance of this research lays in the fact that it provides a citizen focus for
designing the e-government system for public services in Palestine. Developing this
model is based on in-depth study and analysis of the citizens' needs and perspective
feature quality in the public services that will be provided in the e-government, and will
measure their acceptance of the e-government. Hence, the importance of this research

can be attributed to the following:



1. It targets an important issue, highlighting public service quality and its impact
on citizen satisfaction.

2. It will measure the citizens' acceptance for adopting the e-government according
to the quality perspective.

3. It is expected to partake in the improvement of the public services in e-
government, so that the MTIT can make use of the results obtained of this

research to develop their public services in e-government.

Furthermore, this research can guide the Palestinian e-government planners to build and
adopt a successful e-government system, by taking into consideration the several factors
and results that shall be obtained from this research, which can eventually maximize the
e-government returns on ICT infrastructure investments and provide efficient services at

a national level.

1.7 Definition of Terms
In order to have a common basis of reading and understanding of the text, the following

important terms are defined and facilitated to the extent of their usage in this study.

1.7.1 E-government: “Governmental efforts to provide government services to citizens

through the use of a range of technological solutions”

1.7.2 Citizen Satisfaction: “Citizen satisfaction can be defined as a citizen's summative
judgment regarding the performance of his or her local government with respect to the

quality of basic urban services.”
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1.7.3 Public Services: “Is a service intended to serve all members of a community. It is
usually provided by government to people living within its jurisdiction, either directly

(through the public sector) or by financing provision of services.”

1.7.4 The Unified Theory of Acceptance and Use of Technology “UTAUT”: “Is a
technology acceptance model formulated by Venkatesh and others in "User acceptance

of information technology: Toward a unified view.”

1.7.5 Kano Model: “Is a theory for product/service development or and customer
satisfaction developed in the 1980s by Professor Noriaki Kano, which classifies

customer preferences into five categories. ”

1.8 Conceptual Framework
This research analyzed the citizens' needs in e-government in Palestine, since the e-
government in Palestine is still under construction. Hence, this research could direct and

lead the government to citizens need and satisfaction.

As clarified earlier, two separate models are used in this research. The first is the Kano
model, and it is used to classify the quality of services, the citizens' satisfaction and their
needs. The other model is the UTAUT model, and it is used to measure the citizens'

acceptance of the e-government.

Kano model survey will categorize the public services according to defined Kano model
types of requirements: the must-be, one-dimensional and attractive (Kano et al., 1984).
The result of this model will lead to knowing the categories of public services and their

extent from citizens' perception and point of view.
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Following applying the Kano model, a survey using UTAUT model will be used to
measure the citizens' acceptance. The UTAUT model will include the defined factors of
Performance expectancy, Effort expectancy, Social influence, Facilitating conditions
and Behavioral intention. Adding to that, the social-demographic factors are used as
moderate factors that might have an influence the previously mentioned factors, namely
gender, age, education level and the region where the citizen comes from. It is worth

noting that all the mentioned factors are explained in the literature review chapter.

1.9 Theoretical Framework

This research mainly focuses on service quality, citizen satisfaction and citizen
acceptance for e-government. This section reviews the two models used to measure the
service quality, citizen satisfaction and citizen acceptance for e-government. The data
for this research was obtained from different points of view. The first is the citizens'
point of view in order to determine their needs and what is considered as attractive
quality for them, and what is the 'must be quality' using the five dimensions of Kano
model. The second point of view is that from the citizens and ministries' employees, in

order to know their acceptance for applying e-government using UTAUT Model.

Based on the above, and in order to determine the perspective quality and satisfaction,

the following two models are used:

1.9.1 Kano Model:
The Kano model identifies five types of requirements that might have an effect on

citizens' satisfaction (Hoang Van Hao, 2016). These requirements are explained later.
This theoretical model finds a relation between these requirements, whether they were
fulfilled by the purchased products or provided services, and assesses their influence on

the citizen satisfaction. The information provided when applying the Kano model shall
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highlight the types of the requirements in need of enhancement to ensure citizen

satisfaction (Pan Qiting, Nobuhiro Uno, Yoshiaki Kubota, 2013).

Satisfaction is largely linked to the concept of quality. Ensuring the satisfaction of
citizens depends on services or products’ high levels of performance, which shall lead to
citizens' benefits (Hoang Van Hao, 2016). In other words, the better performance leads

to citizen satisfaction.

However, the relationship between citizen satisfaction and service performance can be
complicated. In some cases, small improvements in performance can greatly enhance
citizen satisfaction, while in other cases, a little improvement in citizen satisfaction
requires huge improvements in performance. Therefore, it is important to understand
this relationship well during the designing and development phases for any service in

order to achieve the maximum citizen satisfaction (Hoang Van Hao, 2016).

To have better knowledge and understanding of the relationship between service
(product) performance and citizen satisfaction level, Professor Noriyaki Kano (1984),
from Tokyo University of Science, developed a useful diagram in which he classified
the needs of citizens. The Kano model or Kano diagram, shown in Figure 2, is based on
a theory proposed by Professor Kano, where he highlights the factors provided by a
product or services that may affect to contribute to citizen satisfaction, which helps

understanding the citizens' perspectives and expectations of products' features.
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Figure 2: Graph of Kano's Model. Source: Kano et al.
(1984)

The model is graphically displayed as a combination of two scales: the A scale and the
B scale. The A scale reflects the services' performance or functions, and shows whether
they meet the users' needs. The B scale indicates the users' reaction to the provided
service: if they were satisfied delighted or disappointed, and whether their expectations
were met. The users' requirements are hence divided into five categories, two of which

are rare situations (Juznik Rotar & Mitja Kozar, 2017). These requirements are as

follows:
1- Must-be
2- One-dimensional, Ability (Performance)

3

Attractive, delighters
4- Indifferent requirements; and
5- Reverse requirements (rare situation).

1.9.1.1 Must Be There (Must Be)

This requirement refers to the essential things that should be available in each product.

These requirements have to be there, yet their existence will not increase or ensure
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citizen satisfaction, rather citizens will act normally towards these requirements.
However, if there requirements are not there, then complains are inevitable. In the Kano

model, these requirements are represented in the red curve at the bottom of Figure 2.

These requirements can be an attribute, a function, or any basic feature that has to be
part of and exist in the product or the service. The absence of these features, on the
other hand, can lead to citizen dissatisfaction and complaints, and can even cause loss of
trust in the service provider. However, and as mentioned before, if these requirements
are met, the citizen will be neutral. Hence, these requirements should be there, and

should not negotiable for service providers.

1.9.1.2 One-dimensional, Ability (Performance)

These factors are can also be described as 'the more the better'. If the service provider
fails to comply and fulfill, then citizens will be disappointed, whereas providing these
factors does not necessarily ensure their satisfaction, rather they will have an ordinary
and moderate reaction. However, if these factors are abundantly provided, then citizens
are surely satisfied. The better the performance of these attributes and factors, the higher
the level of citizen satisfaction. Conversely, the poor performance of these attributes

decreases citizen satisfaction.

1.9.1.3 Attractive, Delighters

Delighter requirements are meant to satisfy citizens more. If delighters are not provided,
citizens will not be disappointed, but if these requirements are given, then citizens will
be very satisfied. For example: giving a high-end portable sound system as a gift when

buying a laptop will make the citizen very satisfied.
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It should be noted, however, that these requirement will shift by time and as the level of
competition increases; the delighter of today, could be the performance of tomorrow

and a Must-Be next year.

1.9.1.4 Indifferent Requirements.

With these requirements, the citizens are neutral regardless of whether they get them or

do not get them, or whether these requirements are not fulfilled or completely fulfilled.

1.9.1.5 Reverse Requirements (Rare Situation)

Citizens react adversely to these requirements, where fulfilling them will cause
dissatisfaction and not fulfilling them will make the citizen very satisfied. There are
several reasons this can happen, one of the common ones is the citizen misinterpreted

the need in the survey you designed.

The first three of the aforementioned categories should be taken into consideration when
defining the product or service requirements and design. When designing a new product
or service, the Must-Be requirements have to exist and be met; omitting these
requirements is not an option. As for the performance requirements, it is essential when
the product or service is competing with other similar products of services, as this is
where the features and properties of the product or service are identified, ensuring that

this particular product or service is attractive and competitive in the market.

The third requirement, or the delighters, ensure the “wow” effect in the provided service
or product, where at least one or two such features that delight the citizen and enhance
his/her experience shall be available in each service, leading to the superiority and
preference of this product among its competitors. Integrating such features into the

product or service hence embellishes it and makes it unique and distinguishable.



16

The aforementioned factors are designed to measure the satisfaction of the citizens of a
specific product or service. On the other hand, and in order to measure the acceptance of
using adopting a product (which is the e-government public service for the purpose of

this research), the UTAUT Model is used and explained in the following section.

1.9.2 The Unified Theory of Acceptance and Use of Technology “UTAUT”
According to Muslimin Wallang (2018), many research was done with regards to

adopting e-government in several countries, where the UTAUT Model was applied and
used. These include studies that were done in Kuwait, Irag, the United Arab Emirate
and the Kingdom of Saudi Arabia, where the studies used the UTAUT Model to

measure the acceptance of adopting the e-government.

The UTAUT Model was first introduced in 2003 (Muslimin Wallang, 2018). It is based
on investigating the Performance Expectancy, Effort Expectancy, Social Influence and
Facilitating Conditions. According to Venkatesh et al. (2003), the four factors are

defined as follows:

1. Performance Expectancy: “is the degree to which an individual believes that
using the system will help him or her to attain gains in job performance.”
2. Effort Expectancy: “is the degree of ease associated with use of the system.”
3. Social Influence: “is the degree to which an individual perceives that important
others believe he or she should use the new system.”
4. Facilitating Conditions: “is the degree to which an individual believes that an
organizational and technical infrastructure exists to support use of the system.”
From the above-given definitions, it can be noted that the first three factors are direct
determinants of usage intention and behavior, whereas the fourth is a direct determinant

of the user's behavior. Venkatesh et al. (2003) noted that the factors of gender, age,
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education level, and locality might have a potential impact on the four key components
of usage intention and behavior while using the UTUAT Model, as it is largely
influenced by the socio-demographic characteristics of people (Khaled Ahmed Al

Mansoori, 2017).

The components of the UTUAT Mode and the socio-demographic factors affecting it

are represented in Figure 3 below.

Performance
Expectancy

Effort
Expectancy

Behavioral Use
Intention Behavior

Social
Influence

Facilitating
Conditions

. Voluntariness
Gender Age Experience SFlise

Figure 3: The unified theory of acceptance and use of technology. Source: Venkatesh et al. (2003)

Regardless of the gap that emerged from the impact of the socio-demographic factors,
researchers who used the UTAUT in measure e-government adoption or acceptance
recommended that the model should be regularly modified and revised to be made fit

for different applications in the different contexts (Venkatesh et al., 2003).

Previous studies that used the UTAUT Model investigated organizational contexts
where the performance expectancy was the main driver by which the intentions and
behaviors related to technology use where measured and assessed. However, citizens’

acceptance to technology and the way they would react to e-government public services
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is still largely unexplored (Khaled Ahmed Al Mansoori, 2017), which is also another
downside of the UTAUT model that ignored some important components such as the
quality of services and citizens' satisfaction (Saleh Alghamdi & Natalia Beloff, 2014;

Kriti Priya Gupta, Preeti Bhaskar, 2016).

It is important to examine the quality of e-services and citizens' satisfaction in order to
increase their acceptance to e-government services (Muslimin Wallang, 2018).
Therefore, this research will use the amended and modified UTAUT Model to measure
the citizens' acceptance to e-government, and Kano Model to measure their perspective

on the quality as well as their satisfaction.

Additionally, and for the purpose of this research and in order to answer the research
questions, taking in consideration the Palestinian culture and context, modifications on
the previously-mentioned socio-demographic factors are to be taken as follows:
voluntariness determinant will replace locality and experience will replace the education

level.
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CHAPTER II

LITERATURE REVIEW
Previous literature and studies on e-government showed that this tool is important and
shall lead to developing any country and enhance the trust and relationship between the
citizens and their governments. In the Arab countries, e-government is perceived as a

tool for sustainable economy and public confidence (Ali M. Al-Khouri, 2013).

This chapter summarizes the concept of e-government and provides evidence for its
importance and necessity for adoptions by governments, which is the focus of this

research.

2.1 Introduction

According to Heeks (2008), e-government uses ICTs in order to change the interactions
with citizens, businesses as well as the government, (West (2004)) on the other hand
says that e-government is the way governments deliver information and services online
through the internet or other digital means. He believes that e-government is so
distinctive as it allows citizens to pursue public services at their own expediency and
independently of office work time. Through such a technology, citizens will have access
the truthful information they need easily, which in turn will lead to the transparency,

convenience, revenue growth, and/or cost reductions (West, 2004).

Citizens' satisfaction is a critical and decisive factor for the continuous use of e-
government services as it can substantially lead to the failure or success of the system.
The main obstacle for e-government planners and practitioners is hence to find and

identify the key determinant that might have an impact on the satisfaction of the users
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(Babur Hayat Malik, Cai Shugin, Cai Shugin, Abdul Ghaffar Mastoi, Abdul Ghaffar

Mastoi, Noreen Gul, Noreen Gul, Hifza Gul, Hifza Gul, 2016)

2.1.1 E-government
Governments nowadays use different ways and methods to provide their services. A

well performing e-government system requires that all citizens have an access to
information technology solutions, where information technologies are used to create and
deliver the services. This approach is useful and has an effective impact on the

businesses as well the citizens.

The innovation of e-government has moved the global society to an electronic system.
In this regard, (Bashar et al. (2011)) argues that the traditional public sector is a
reactionary and costly system that uses a lot of paperwork; whereas e-services create an

interactive platform where the citizens can easily engage.

The duty of local governments is to perform their tasks and provide their services to the
communities in the highest quality. To allow the proper implementation and execution
of these tasks, local governments need to ensure implementing a monitoring and
evaluation scheme, taking into consideration the citizens' perspectives and concerns
(Sutopo, Bambang; Wulandari, Trisninik Ratih; Adiati, Arum Kusumaningdyah; and

Saputra, Dany Adi, 2017).

The expansion of ICT is affecting the functions and roles of governments, and its use in
governmental services is becoming a need and a necessity to fit into the digital economy

phenomenon (AL-Rababah & Abu-Shanab, 2010).

According to Jing Fan & Wenting Yang (2015), the main reason governments are

adapting e-government public services around the world is based on the management
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theory that argues that governments should act as suppliers of services, whereas citizens
and firms receive these services (EIKheshin, Sara Abdelsalam, 2016). Given the rapid
improvements happening on information technology, governments hence dedicated
their efforts towards empowering the citizens and firms to have higher and more

efficient access to the offered services (EIKheshin, Sara Abdelsalam 2016)

According to (EIKheshin, Sara Abdelsalam (2016)), e-government can involve four
types of stakeholders, namely the governments, citizens, businesses, and employees.

The relationship between these stakeholders can be in five contexts:

1- Government-to-Citizen (G2C);

2- Government-to-Business (G2B);

3- Government-to-Employee (G2E);

4- Government-to-Government (G2G); and

5- Internal Efficiency and Effectiveness of e-government systems (IEE).

2.1.2 E-government Definition
There is no specific definition of e-government; rather it is a multi-faceted concept, and

could be diverse and a debatable issue. Table 2 includes some definitions of e-

government provided by the different researchers:

Table 1: E-government Definitions

Ajilian, Crameri, 2011, P.4:
"at which point electronic government is a service providing a clear benefit to its users"

David McClure, Associate Director of the U.S., General Accounting Office before the U.S. Congress,
quoted by (Layne and Lee 2001, p. 123):

“Electronic government refers to government’s use of technology, particularly web-based Internet
applications to enhance the access to and delivery of government information and service to citizens,
business partners, employees, other agencies, and government entities. It has the potential to help
build better relationships between government and the public by making interaction with citizens
smoother, easier, and more efficient. Indeed, government agencies report using electronic commerce
to improve core business operations and deliver information and services faster, cheaper, and to wider
groups of citizens”.
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Rafia NAZ, 2009, on E-governance for Improved Public Service Delivery in Fiji, P.190: “The concept
of electronic governance (e-governance) is defined as the application of Information and
Communication Technology (ICT) to the government processes to bring Simple, Moral, Accountable,
Responsive, and Transparent (SMART) governance”.

Belanger and Carter, 2008, P.5:
“The use of information technology to enable and improve the efficiency with which government
services are provided to citizens, employees, businesses and agencies”.

Chen et al., 2007, P.45:
“'Digita’ government is the initiative taken by governmental agencies and organizations to use the
Internet technology in increasing their working effectiveness and efficiency”.

When designing a new system, the designers need to make sure this new system has

benefits. According to Dinoroy Aritonang (2017), there are six benefits for the

electronic government:

1-

Removed Boundaries: which means that e-government will break down barriers in
the government and provide integrated services across for all governmental bodies.
"With electronic government, the provision of seamless access will be taken much
further and will make government much more approachable” Dinoroy Aritonang
(2017).

Enhanced Accessibility: e-government will increase access to information and
services, without requiring citizens to visit the government office or having their
inquiries processed through phones that operate during specified working hours,
which can be problematic for people, especially those in regional and remote
locations.

Improved Service Quality: the e-government aims at improving service quality and
value for all citizens, through offering convenient, reliable and less-costly services”
Integrated Agencies: e-government offers a platform that integrate services provided

by all governmental bodies especially that several services are closely related and
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information is provided from more than one agency. This leads to high-value
services that provide efficiency benefits for the citizens and the government alike.

5- Improved Reputation: e-government gives a modern image of the country that
applies it, which encourages people to visit, and investors to bring their businesses
to.

6- Greater Citizen Participation: e-government offers a user-friendly platform that

encourages all people to engage in and contribute to easily.

According to Sara EIKheshin (2016), both the citizens and governments can benefit the
e-government services, where through this platform governments can offer a wide range
of information and services, such as governmental forms and services, public policy
information, employment and business opportunities, voting information, tax filing,
license registration or renewal, payment of fines and submission of comments to

government officials.

The following objectives are attributed to the G2C dimension explained earlier, based

on the approach of Sara EIKheshin (2016):

To provide one-stop, online access to information to individuals;

e Citizens should be able to find what they need quickly and easily;

¢ Receiving services should be citizen-focused and not agency focused;

e Disintermediation of civil service staff, i.e. delivering services directly to Citizens;
and

¢ Building and enhancing trust between the government and the citizen.
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Despite the numerous benefits e-government will have for the citizens and the
government, it is important to keep in mind that the e-government system is affected by
internal and external environments. According to Dinoroy Aritonang (2017), e-
government not only depends on the available resources, but is also related to the
governmental political will to develop it. This is mainly affected by the economy,

democracy, education, Internet usage, as well as peer pressure.

On the other hand, technical matters contribute to the quality of e-government services
and facilities. According to Carter (2005), Citizens’ intention to use e-government is
based on their perception on the easiness of use, compatibility, and the way its affects
their trust. This means that the e-government system should be advanced and
sophisticated on one hand, but most importantly, it should be citizen oriented and user-

friendly (Dinoroy Aritonang, 2017).

2.1.3 E-government in Palestine
As mentioned earlier, some obstacles hindered the Palestinian Authority (PA) from

implementing the overarching e-government strategy, regardless of the fact that there
has been strong foundations laid towards the establishment of a successful e-
government in Palestine (USAID| WestBank/Gaza, 2015). These obstacles include not
only the lack of financial means, but also the continued Israeli occupation, complex
political environment, in addition to the lack of communication between and within the

concerned ministries.

Nonetheless, Information Technology (IT) is becoming more ingrained and deep-rooted
in the culture of the PA, where emails and internal portals are becoming the norm, in

addition to the daily work practices of public servants. Furthermore, many ministries
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have active IT departments that are eager to build out and support more e-government

services for their respective ministries.

To mention a few examples, the Ministry of Transportation offers a few online
governments to citizen (G2C) services such as traffic violation queries, results of
driving tests, in addition to an option to download application forms. The Ministry of
Finance provides information services about employees’ pay slip and taxpayer data.
Similarly, the Ministry of Economy and Trade provides users with a facility to search
about existing companies, in addition to the possibility to download all registration

forms.

As mentioned in the OECD report entitled: "The case of e-government in the Palestinian
Authority, 2011', the first strategic plan for the e-government was issued in 2005, by
president Abbas, where it included a vision for better life for citizens ensuring that

adopting e-government will fulfill this vision.

The report also referred to the citizens' engagement and participation in the government
through the e-government, as it will provide a platform to connect the citizens, private
sector and other institutes with the government, which will influence the growth of
Palestinian economy, and supply the citizens' real value by using the centric government

services.

The report was based on a declaration adopted in 2010, when the Ministry of
Transportation with the Minister committee, based on instructions from president
Abbas, issued the Electronic Transaction Law, in order to put the base for the e-services

in the PA. According to the Ministry of Transportation's formal website, they started
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working on the Palestinian e-government project since 2014, declaring its main

objectives as follows:

Applying the concepts of governance, which support e-government.

Upgrading the technical infrastructure to ensure best practices.

Developing a highly efficient administrative and financial environment to serve
applying the e-government

Raising the efficiency of the relevant human resources to serve the effective and
successful application of this project.

Promoting the digital knowledge in society.

Ensure applying a legal environment that supports electronic transactions.
Enhancing the integration of governmental and non-governmental data.

Developing the computer systems in governmental institutions to achieve a
comprehensive electronic transformation.

Providing electronic services that meet the needs and aspirations of the citizens.

In 2015, Kristen Majed made an assessment entitled 'E-Gov Services Report USAID

Compete Project’ funded by the USAID to help the Ministry of Telecommunications

and Information Technology (MTIT) to start working on the e-government project. The

assessment found that the current state of e-government services in the Palestinian

government is fragmented, but indicated promises for the future (Kristen, Majed 2015).

The assessment also identified the top ten public services that could influence the

citizens that are listed in Table 3:
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Table 2: Top 10 e-government service list. Source: Kristen, Majed (2015)

1a) Smartcard/biometric ID to facilitate 6) Social support one-stop shop:

authenticated e-government services v Cash transfer
v' Emergency aid

1b) Citizen portal/service gateway v" Small project loans
v" Orphan aid

2a) SMS Gateway v Loans for the disabled
v Food aid

2b) Central call center for G2C service information
7) Civil records:

3) Car importation application and information v’ Birth certificates
v Death certificates
4) Car purchase and maintenance services:

v" Dynamometer car history 8) Health insurance validation (public health
v Garage service information insurance)
5) Traffic advisory services: 9) Property tax payment and pertinent
v’ accidents subservices:
v’ traffic jam alerts v assessment information
v traffic awareness v" TBC other sub-services

10) Letter of good standing

These top ten services will affect the citizens' quality of life, as they will improve the
efficiency and reduce the costs, improve trust in government, improve service to
constituents, and engage citizens in collaborative government and crisis response
(Kristen, Majed 2015). The aforementioned factors will therefore bring benefits for the

citizens and the government alike.

During working on this research, the researcher conducted an interview with the head of
e-government unit at MTIT to learn more about the project and at what phase it
currently is. However, the head of unit made it clear that there is no progress in the
project as they did not receive the needed funds required for the implementation of the

system. Irtahi, Y.( personal communication , November 8, 2018).

2.2 Public Services
Public services are essential in building a strong and civilized society. Under certain

circumstances, public services can take a central role in the formation of public
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structural and collective identities (Newman, 2009). This explains the main difference
between private and public services, since citizens do not get benefits from private

services as they do from public services.

However, according to Rafia (2009), public service delivery is considered week, slow
and unresponsive in developing countries as it does not comply with the citizens'
preferences and priorities and at times does not meet the expected quality. Therefore,
governments are expected to better understand citizens' needs and give attention to their
priorities when delivering public services. This will help increase and enhance the trust

between the citizens and government (Hartley, 2005).

When adopting e-government, governments should consider applying the broader
context of the system, and not only simple services. E-government is the basis in
improving the efficiency of delivering public services to the citizens, businesses, and
agencies, and the access to information at lower costs can enhance the interconnections
between the government and their citizens (Kennedy Okong’o, 2016). On the hand,
Holzer (2015) argues that the use of e-government by citizens will create a better role in
governmental functions due to the combination of ICTs and citizen participation, as
through this system, public services are delivered more efficiently, easily and more

quickly to citizens, enterprises and organizations (Europa, 2018).

2.3 Service Quality

Service quality is recognized as one of the main factors behind the sustainability of a
company, or a provider, and one of its driving forces. (Sa Filipe, Rocha Alvaro, Cota
Manuel, 2015). It is the key tool for measuring the success of the provided service, as it

is the most important requirement for the user. This section tries to provide evidence for
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the importance of analyzing the citizens' needs and expectations in order to enhance the

service quality, which will lead to their satisfaction.

To maintain the quality of any service, the needs and expectations of citizens should be
determined, as they are the most important factors that influence the citizen perception
of quality and his loyalty. Likewise, and due to the aforementioned reasons, service
quality is a key requirement for implementing and adopting the e-government system

(Nguyen Hien, 2014).

Quality of services is determined by the level of quality expected by the citizen. If the
expected level of quality is consistent with the perceived level of service, the service is
satisfactory. However, if the expected quality is greater than the perceived service, then
it will not satisfy the citizen, and if the expected quality is less than perceived quality, it
will definitely satisfy the citizen. In fact, both the expectation and the perception of the
service quality are subject to personal considerations of the citizen, and therefore the

quality issue is a relative matter (Angelova, Biljana & Zeqiri, Jusuf, 2011).

Adding to that, service quality helps the firm, or the provider, to be distinctive and gain
competitive advantage by continuously improving (Ismail, Yunan, 2016). Thus, the
need to evaluate quality can ultimately be perceive a success factor to the service
provider. In the case of e-government, evaluating the quality of the provided services is
particularly significant as it will lead to providing an efficient management of
government information, and giving better and transparent services to the community

(Nguyen Hien, 2014).

In the service field, the citizen usually demands the highest and finest quality, while the

service provider has to keep improving the service quality to meet the citizens' needs, by
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upgrading operational process, identifying problems quickly and measuring citizen
satisfaction (Nguyen Hien, 2014). For this reason, determining the expected quality

starts from the citizens' needs.

In e-government public services, citizens are the service users. They are the ones who
evaluate how the service should be (S4 Filipe, Rocha Alvaro, Cota Manuel, 2015). Yet
since the human nature is demanding, and since technological development is rapid,

analyzing the citizens' needs and expectations is the first purpose of this.

2.4 Citizens Satisfaction

Many studies on e-government focused on giving attention to citizen-centric services
and self-service delivery options, where the citizen’s role in the service itself is crucial
(Chatfield, A. & AlAnazi, J. Mutared, 2013). For that, attention is given to citizen

satisfaction with self-services in e-government.

The success of organizations depends on the relation between the organization and its
citizens, since the citizen satisfaction is the main factor for the organization's success.
Citizens' satisfaction of public service delivery can hence be determined by knowing
how much the citizens are satisfied with public service quality (Salim, M., Peng, X.B.,

Almaktary, S.Q. and Karmoshi, S, 2017).

Oliver (1980) proposed the Expectation Confirmation Theory (ECT) to examine the
consumer satisfaction and re-purchase behavior. The ECT theory explains that
consumers create an initial expectation before purchasing, and then develop perceptions
about the consumed service or product after a trial period. The satisfaction level is then
determined based on whether their expectation was confirmed after examining the

performance of the service or product.
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Based on the above, it can be stated that satisfaction is attached to the service quality,
and it is influenced by the experience and the work up attitude (Oliver, 1999). In
electronic services, technological failure may lead to citizens' dissatisfaction resulting in
the negative type of perception of functional quality of related service. Dissatisfaction
may also result from service-design problems or technology-design problems (Babur
Hayat Malik, Cai Shugin, Cai Shugin, Abdul Ghaffar Mastoi, Abdul Ghaffar Mastoi,

Noreen Gul, Noreen Gul, Hifza Gul, Hifza Gul, 2016).

The European Commission (2013), declared in a press release that “in the universe of
EU Citizens, 46% use the Internet to look for a job, to use the public library, to submit
tax declarations, to register births, to request a passport or to use other public
administration services. In the same document, it is said that 80% of the citizens believe
that the public services offered on the Internet allow them to save time, 76% appreciate

their flexibility and 62% claim to save money with them”.

Previous studies on Information Systems declared that service quality can be a key term
for determining the success of electronic services (e.g., Petter, DeLone, & McLean,
2008; Zeithaml, Berry, & Parasuraman, 1996). Therefore, examining the quality of e-
services is important to increase people’s adoption and acceptance of e-government

services (Muslimin Wallang, 2018).

2.5 Must-Be Quality and Attractive Quality Role in Citizen Satisfaction

To answer the question of how can a company consistently satisfy its citizens, Kano et
al. (1984) introduced the theory of attractive quality to better explain the roles that
different quality attributes play for citizens. Kano Model or Kano diagram, explained in

section 1.9.1, presents the factors and product attributes, features or requirements that
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affect citizen satisfaction, where satisfaction is related to satisfying the hidden and clear
citizen needs in the set of product attributes. This is also confirmed by Tontini et. al.
(2013), who said that a key challenge to success and increase of interest in a particular
product is identifying the relation between attributes performance and citizen

satisfaction

As for e-government, previous studies tried to determine maturity models to rank e-
government portals and serve as a guide to help agencies enhance the quality of e-
government portals (Abdoullah Fath-Allah, Laila Cheikhi, Rafa E. Al-Qutaish, and Ali
Idri, 2014). Some studies identified 17 models and others identified 25 models, and
almost all them have a lot of common features and similarities. Most models identified
three main stages: presence, communication, and integration (Hamad.Almuftah,
Vishanth.Weerakkody, Sankar.Sivarajah, 2016). Other models with also common
features identified four stages of different names but similar content. Those stage are:
presence, interaction, transaction and integration (Abdoullah Fath-Allah, Laila Cheikhi,

Rafa E. Al-Qutaish, and Ali Idri, 2014).

The most important features in these maturity models, are (Abdoullah Fath-Allah, Laila

Cheikhi, Rafa E. Al-Qutaish, and Ali Idri, 2014):

e  “One stop shop”

e “Citizen centricity”
e “Interoperability”
e “Payment”

e “E-participation”

e “Personalization”

According to the (Imbamba, Kimile, 2017), the UN e-government survey in 2016, 193

countries were evaluated through the following indictors:
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1- Availability of Online Services:

Online services include access to content, online payments, search systems and engines,
feedback mechanisms, tax filing, registration of businesses and data sharing. Such
services should be accessed through a website, where the increased online services
eventually lead to increased interactivity with government.

2- E-participation:

Citizen are more empowered and feel motivated when they actively participate in
developing public policy and decision making by giving their opinion, through an email
or via social media, rather when they are passive recipients of information.

3- Collaborative Governance:

The collaborative governances reflects the government’s ability to share and deliver its
services using online platforms in a trustworthy, transparent and accountable
mechanism, aiming at investing in the infrastructure.

4-  Availability of Multichannel Mix:

This indicates the users' availability to use the technological services anytime and
anywhere, through local digital centers, mobile phones, social media, and open access
facilities provided by the governments.

5- Digital Divide:

Digital divide highlights the importance of targeting all society segments, even the
vulnerable and disadvantaged groups through the digital tools such as e-government,
including people with physical disabilities, the aged, the illiterate, and those living in the

rural areas.
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6- E-government Usage:

the e-government usage stresses on developing user friendly platforms and collaborative
systems that offer tracking, monitoring and feedback mechanisms and tools that are
easy to use, and encourage the citizens, businesses, foreign investors as well as public
service officers to use.

7- Open Government Data Initiatives:

This indicator is attributed to citizens' right to information, where open government data
portals shall enable the users to find all needed and relevant data important to their daily
lives and wellbeing, like education, health, agriculture, finance, social welfare and

environment.

2.6 Acceptance of e-government

Several developing countries attempted to utilize models of e-government similar to
those of developed countries thinking it would yield to the same benefits and results.
However, Heeks (2003) realized that several developing countries failed at installing e-
government systems given the large gap between the users and the platform, due to
weak adoption of services by the users. In reality, services are designed to meet the
needs of each individual citizen (Deloitte, & Touche, 2000), hence it is necessary to
understand what is attractive to citizens, in order to be included in e-government

(Susanto, 2013).

According to Susanto (2013), the psychological drivers that determine the actions and
behaviors of individuals interested in using e-government services are the use attitude,
mentality, social-demographics factors, expected benefits and the service provider,

which is the government in the case of e-government.
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As mentioned previously in section 2.2.1, the e-government serves different
stakeholders, namely (G2C), (G2B), (G2E), (G2G), and (IEE). This leads to different
goals and interest, depending on the beneficiary. Therefore, the different modality of
usage and the diverse stakeholders may affect the adoption and acceptance of using the
e-government (Fan, Jing & Yang, Wenting, 2015). For this reason, several researchers
proposed eight models to measure the adoption and acceptance of using technology,
whereas the UTAUT Model integrates elements from the eight models, unifying them

all.

The eight models are (Wang, Hung, Seng-cho. (2006); Alshehri, & Drew, Rayed.

(2013):

- “the Theory of Reasoned Action (TRA)”,

- “the Technology Acceptance Model (TAM)”,

- “the Motivational Model (MM)” ,

- “the Theory of Planned Behavior (TPB)”,

- “the Combined TAM and TPB (C-TAM-TPB)”,
- “the Model of PC Utilization (MPCU)”,

- “the Innovation Diffusion Theory (IDT)”, and

- “the Social Cognitive Theory (SCT)”..

2.6.1 UTAUT Construct

UTAUT is one of the latest developments in the field of general technology acceptance
models. Like earlier acceptance and adoption models, it aims to explain the user
intentions to use an Information System (IS), and to further the usage behavior.

Venkatesh et al. (2003) created this synthesized model to present a complete picture of
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the acceptance process, overcoming all what previous individual models were able to do

(Alshehri, & Drew, Rayed. 2013).

Since UTAUT integrates all preceding models, it has the power to measure technology
adoption better than the other models, which explain why is has been adopted in most of
the recent researches and studies on e-government as it contains most of the variables

that could explain the acceptance in e-government (Khaled Al Mansoori, 2017).

As mentioned earlier, the UTAUT Model is based on investigating the Performance
Expectancy, Effort Expectancy, Social Influence and Facilitating Conditions. This
Model has been amended to fit the e-government sector, and hence the following
subsections provide an explanation of how the UTAUT factors will influence e-

government.

2.6.1.1 Performance Expectancy (PE):

Performance Expectancy “is the degree to which an individual believes that using the
system will help him or her to attain gains in job performance” (Venkatesh et al., 2003).
Many researchers mentioned that the performance expectancy is the predictor of
intention to use e-government services (Khaled Al Mansoori, 2017; Wang, Yi-Shun &

Hung, Ying-Hsun & Chou, Seng-cho. 2006).

The performance expectancy used in previous models was perceived as usefulness from
the TAM and the combined TAM-TPB model, job-fit from the MPCU model, outcome
expectancy from the SCT model, extrinsic motivation from the MM model, and relative
advantage from the IDT (DOI) model (Venkatesh et al., 2003; Khaled Al Mansoori,

2017; Wang, Yi-Shun & Hung, Ying-Hsun & Chou, Seng-cho. 2006).
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2.6.1.2 Effort Expectancy (EE):

Effort Expectancy “is the degree of ease associated with use of the system” (Venkatesh
et al., 2003). This factor play a key role in facilitating the acceptance of technology. The
effort expectancy used in the previous models was perceived ease of use from
TAM/TAM2 Models, complexity from the MPCU Model, and ease of use from the IDT
(DOI) model. (Venkatesh et al., 2003; Khaled Al Mansoori, 2017; Wang, Yi-Shun &

Hung, Ying-Hsun & Chou, Seng-cho. 2006).

2.6.1.3 Social Influence (SI):

Social Influence is the impact of the surrounding people, or the 'important others' on the
individual to make him/her believe he or she should use the new system or service
(Venkatesh et al., 2003). It is one of the essential factors to persuade and convince
people to accept and use new technology (Khaled Al Mansoori, 2017).

The social influence used in the previous models as subjective norm from the TRA,
TAM2, TPB/DTPB, and C-TAM-TPB Models, social factors from the MPCU Model,
and image from the IDT (DOI) model (Venkatesh et al., 2003; Khaled Al Mansoori,

2017; Wang, Yi-Shun & Hung, Ying-Hsun & Chou, Seng-cho. 2006).

2.6.1.4 Facilitating Conditions (FC):

Facilitating conditions reflect the degree to which users perceive the provided
infrastructure and facilities, whether organizational and technical, and their efficiency to
support the system. As for e-government, and according to Khaled Al Mansoori (2017),
facilitating conditions implies' the citizens' expectation of having a good infrastructure,
active helpdesk and efficient technical team that support the applied e-government
system. In previous models, such factors are perceived as behavioral control in the

TPB/DTPB and C-TAM-TPB Models, as facilitating conditions in the MPCU Model,
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and compatibility factors in the IDT (DOI) model. All in all, these conditions are
important as they influence, guide and control the users' behaviors (Venkatesh et al.,
2003; Khaled Al Mansoori, 2017; Wang, Yi-Shun & Hung, Ying-Hsun & Chou, Seng-

cho. 2006).

2.6.2 Social-Demographic Factors:

According to Susanto, (2013), demographic characteristics have an essential role in the
adoption of e-government services. Demographic factors such as the users’ age, gender,
education levels, as well as their locations, will have a potential impact and influence on
their intention to using e-government, which might hence affect its adoption (Alghamdi,
Beloff, 2016). On the other hand, Khaled Al Mansoori (2017) argues that age, gender,
experience, and education could influence enhancing the conditions of the provided

services to more attractive towards the users and their behaviors.

2.6.2.1 Age

Age is a vital variable that influences the e-government usage levels, as it affects users'
behaviors and interests in its adoption (Khaled Al Mansoori, 2017). Hence, measuring
the effect of age on e-government adoption will lead to better understanding of the
effect age, which will be needed to improve the e-government to be more user-friendly,

taking into account all age-groups and their abilities (Alghamdi, Beloff, 2016).

2.6.2.2 Gender:

The usage behavior of a purchased service is very much affected by gender in the
domain of IS research (Venkatesh et ai, 2003; OKUNOLA, 2015; W. Kupangwa & J.
Dubihlela, 2016). On the other hand, (Tarhini, Elyas, Akour & Al-Salti, 2016) noted

that different genders have different interests when it comes to purchasing high
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technology products. Likewise, gender is expected to play a major role in the adoption
and use of e-government services in Palestine, as previous studies showed the little
interest of females in using e-government services when compared to male users.
Hence, studying the impact of gender in the usage and acceptance of e-government in

Palestine is important.

2.6.2.3 Education Level:

Education level is considered a main factor that influences the adoption of technology
and hence might affect measuring the use and acceptance of e-government (W.
Kupangwa, J. Dubihlela, 2016). Venkatesh et al, (2003) noted that people with higher
education levels are more likely to understand how and when to use technology

especially that people who cannot read or write are rarely expected to use technology.

2.6.2.4 Locality:

There are three main areas that make up the localities in Palestine, mainly urban areas
(big cities), rural areas (villages) and refugee camps. According to Okunola (2015),
internet usage is increasing in urban areas more than rural areas and refugee camps,

which may affect the use of e-government and create a problem.
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CHAPTER Il

METHODOLOGY AND PROCEDURE OF RESEARCH

The purpose of this research is to identify service features and quality characteristics for
applying e-government, and to measure the citizens' acceptance for the this system. This
chapter presents the methods used to conduct this research, the research instruments,

and the statistical tools utilized for the interpretation of findings.

3.1 Research Design
This research employed a quantitative research method, including questionnaires

reflecting the real situation.

3.2 Research Models

To identify the citizens' needs; the researcher used the Kano Model to classify the
public services to be provided by the Palestinian e-government. For this purpose, some
previous research literature were reviewed to clarify these characteristics. In addition to
the literature review, this study used the quantitative approach to test the quality critical
empirically. These features or characteristics are categorized according to Kano Model

as shown in Figure 4.
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Citizen Need

Must Be
Quality

Attractive
Quality

One-
Dimensional

Quality

Reverse Indifferent
Quality Quality

Figure 4: Proposing model for measuring citizens need for public services in e-government

On the other hand, to measure the citizens' acceptance for public services in e-
government, the researcher used the UTAUT Model that measures the four dimensions
(performance expectancy, effort expectancy, social influence and facilitating
conditions). The first three dimensions are direct determinants of usage intention and
behavior, and the fourth is a direct determinant of user behavior (Venkatesh et al.,
2003). Gender, age, education level, and locality are expected to moderate the impact of
the four key constructs on usage intention and behavior. Since the e-government in PA
is still under construction and not launched yet, the model should be regularly modified
and revised to be made fit for different applications in the different contexts (Venkatesh
et al., 2003). This research aimed to consider the behavioral intention as the indicator to
definite direction on adoption e-government. As mentioned in previous studies that the
behavioral intentions will have a positive correlation and direct influence on usage
behavior (Venkatesh et al., 2003), (Mohammed Alshehri, Steve Drew and Rayed
AlGhamdi, 2013). The relationship between the aforementioned factors is shown in

Figure 5.
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Figure 5: Proposing model with new variables for measuring citizens acceptance for public services in e-government

3.3 Research Variables

Citizens' satisfaction is considered as a dependent variable that is influenced by the

citizens' needs and acceptance, and it will determine their needs through the must be,

performance, attractive, reverse and indifferent factors. It is also dependent on the

citizens' acceptance that is measured by the four dimensions: performance expectancy,

effort expectancy, social influence and facilitating conditions, which consequently

influence the behavior intention. All these dimensions are also affected in one way or

another by the moderate factors of gender, age, education level, and locality. All the

above mentioned variables are represented in Figure 6.
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Figure 6: Research Variables

In order to test the hypothesis of the research, a new questionnaire is built using the two
models, the Kano Model and UTAUT Model. The first part of the questionnaire is based
on the Kano Model and is used to analyze the needs and categorize the features. The
second part of the questionnaire is based on the UTAUT Model to reflect the relation
between the four moderate factors (age, gender, education level and locality) on the four
constraints (Performance Expectancy (PE), Effort Expectancy (EE), Social Influence

(SI) and Facilitating Conditions (FC)), as shown in Figure 5.

3.4 Questionnaire Development

As mentioned earlier, this survey is conducted to analyze the citizens' needs and
acceptance to e-government public services. Therefore, and for the purposes of this
survey, a mixed questionnaire is built using the models explained earlier. The first part

in the questionnaire uses the Kano Model in order to measure the needs of the citizens,
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and second part of the questionnaire uses the UTAUT model to measure the acceptance
in using e-government. As seen in tables 4 and 5, the questionnaire instruments are

utilized and adopted from other sources reviewed in the literature review, with some

modifications proposed and adjusted by the researcher to serve the subject.

Table 3: Features to categories citizens need with public services in the e-government using Kano Model

No. Service Adopted by:
Providing the public services of e-government
through a single window Kristen, Majed, 2015; Sara
L Providing the public services of e-government ilrﬁgﬁzzm’ 2016; Dinoroy
. . . g, 2017
without a single window
The existence of a text messages system to follow up
on services provided through e-government public
services Kristen, Majed, 2015; Dinoroy
2 Aritonang, 2017; (UN) e-
There is no need for a system of text messages to government survey, 2016
follow up on services provided through e-
government public services
Provides a centralized call center for electronic
services through e-government public services Kristen, Majed, 2015; Dinoroy
S Ther_e is no centralized call center fo_r elect_ronic gg\'}grr:]amnghtz gulr7v’e(yuzl\(l))12_
services through e-government public services
Availability of e-government public services for 24 . .
hours / 7 days a week Kristen, Majed, 2015; Sara
4 ElKheshin, 2016; Dinoroy
e-government public services are not available for 24 ~ Aritonang, 2017; (UN) e-
hours / 7 days a week government survey, 2016
Availability of e-payment mechanism through e-
government public services (UN) e- government survey 2016;
5 Abdoullah Fath-Allah, Laila
There is no e-payment mechanism through e- Cheikhi, Rafa E. Al-Qutaish, and
government public services Ali Idri, 2014
Provides a mechanism to follow up on applications (UN) e-government survey, 2016;
submitted through e-government public services Abdoullah Fath-Allah, Laila
6 There i hanism to foll licati Cheikhi, Rafa E. Al-Qutaish, and
€re 1S no mechanism to Tollow up applications Ali Idri, 2014; Dinoroy Aritonang,
submitted through e-government public services 2017
Provide a personal profile containing the information
and applications submitted through e-government
public services (UN) e-government survey 2016;
7 Abdoullah Fath-Allah, Laila

There is no personal profile containing the
information and applications submitted through e-
government public services

Cheikhi, Rafa E. Al-Qutaish, and
Ali Idri, 2014
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10

11

12

113

14

15

16

17
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Service

Receive electronic copies of services provided
through e-government public services

Does not receive electronic copies of services
provided through e-government public services

Linking all the services provided by the various
ministries in the e-government public services

Not to link all the services provided by the various
ministries in the e-government public services

Adopted by:

Sara EIKheshin, 2016; Dinoroy
Aritonang, 2017; (UN) e-
government survey, 2016

(UN) e-government survey, 2016;
Dinoroy Aritonang, 2017; Sara
ElKheshin, 2016

Provide an alert mechanism in the case of the
expiration of a public service through e-government

There is no alert mechanism in the case of the
expiration of a public service through e-government

Provides information about individual financial fees
through e-government public services

Does not provide information about individual
financial fees through e-government public services

Provides guidance services through e-government
public services (traffic and warning crises)

Does not provide guidance services through e-
government public services (traffic and warning
crises)

Availability of e-government public services in the
form of an application

There is no application for the e-government public
services

Sara EIKheshin, 2016; Dinoroy
Aritonang, 2017; (UN) e-
government survey 2016;
Abdoullah Fath-Allah, Laila
Cheikhi, Rafa E. Al-Qutaish, and
Ali Idri, 2014

Sara EIKheshin, 2016; (UN) e-
government survey, 2016;
Abdoullah Fath-Allah, Laila
Cheikhi, Rafa E. Al-Qutaish, and
Ali Idri, 2014

Kristen, Majed, 2015; (UN) e-
government survey, 2016

(UN) e-government survey, 2016;
Abdoullah Fath-Allah, Laila
Cheikhi, Rafa E. Al-Qutaish, and
Ali Idri, 2014; Dinoroy Aritonang,
2017

Applications submitted through limited windows
through e-government public services

Applications submitted through multiple windows
through e-government public services

Public services in e-government support multi
languages

Public services in e-government do not support multi
languages

Provide mail service for transactions resulting from
e-government public services

There is no mail service for transactions resulting
from e-government public services

Provide printing features for the application in e-
government public services

There is no printing features for the application in e-
government public services

Sara EIKheshin, 2016; Dinoroy
Aritonang, 2017; (UN) e-
government survey, 2016;
Abdoullah Fath-Allah, Laila
Cheikhi, Rafa E. Al-Qutaish, and
Ali Idri, 2014

(UN) e-government survey, 2016;
Abdoullah Fath-Allah, Laila
Cheikhi, Rafa E. Al-Qutaish, and
Ali Idri, 2014

Sara EIKheshin, 2016; (UN) e-
government survey, 2016;
Abdoullah Fath-Allah, Laila
Cheikhi, Rafa E. Al-Qutaish, and
Ali Idri, 2014

Sara EIKheshin, 2016; (UN) e-
government survey 2016 /
Abdoullah Fath-Allah, Laila
Cheikhi, Rafa E. Al-Qutaish, and
Ali Idri, 2014



No.

18

19

20

21
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Service

Provides frequent update for the e-government public
a  services

There is no frequent update for the e-government
b public services

The public services in e-government must be
a available any time any where

The public services in e-government must not be
b available any time any where

Access to public services in e-government without
a  additional fees

Access to public services in e-government with
b additional fees

Unify the entry process for e-government services in
a  one special code

Lack of uniformity in the process of entering services
b inthe e-government special code

Adopted by:

Added by Researcher

Sara EIKheshin, 2016; Dinoroy
Aritonang, 2017; (UN) e-
government survey 2016;
Abdoullah Fath-Allah, Laila
Cheikhi, Rafa E. Al-Qutaish, and
Ali Idri, 2014

Added by Researcher

Dinoroy Aritonang, 2017; (UN) e-
government survey, 2016;
Abdoullah Fath-Allah, Laila
Cheikhi, Rafa E. Al-Qutaish, and
Ali Idri, 2014; Kristen, Majed,
2015

The UTAUT questionnaire instrument was adopted by Venkatesh et al.,(2003), and

modified by Khaled Al Mansoori, (2017) in order to meet the e-government usage, and

further modified to meet Arab cultures as his research was conduct in the United Arab

Emirates.
q Adapted Modified
# Questions Factor To Test From BY
I would find the e-government services useful to Khaled A.‘I
1 . Mansoori,
get Government services. 2017
. . Venkatesh Khaled Al
5 Using e-government services enables me to get etal. Mansoori
Government services more quickly. 2003. 2017
3 Using e-government services would make it By the
easier to get the services. Researcher
Performance Suha
The e-government would enable me to get expectancy Alawadhi,
4 | services whenever | need, 24 hours / 7 days a Anne
week. Morris,
2008
Suha
The e-government would give all citizens equal Alawadhi,
5 | chance to carry out their businesses with Anne
government. Morris,
2008
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6 My interaction with e-government services
would be clear and understandable.
7 It would be easy for me to become skillful in
using e- government services. Effort Venkatesh
- - expectancy et al., 2003.
2 I would find the e-government services easy to
use.
9 Learning to operate e-government services is
easy for me.
10 People who influence my behavior think that |
should use e-government services.
11 People I care about should use the e-government By the
services. Venkatesh | Researcher
- - Social influence etal.,
1 The senior management in the government 2003.
encourage people to use e-government services.
13 In general, the government has supported the use
of e- government services.
14 I have the resources necessary to use e-
government services.
15 I have the knowledge necessary to use e- Ve;k:ltesh
government services. Facilitating 2003,
16 | €-90vernment services are compatible with other conditions
technologies | use.
I can get help from others when | have Khaled A.‘I
17 e O . . Mansoori,
difficulties using e-government services.
2017
. . Khaled Al
I will always try to use e-government services to .
18 et government services Mansoor,
getg 2017
19 | I plan to continue to use e-government services Behavioral By the
to get government services frequently. Intention Researcher
. . Venkatesh Khaled Al
I intend to use e-government services to get .
20 overnment services in the future etal, Mansoori,
g 2003. 2017

The questionnaire (see appendix 1) consists of 3 parts: the first part covers the social-
demographic factors (namely: gender, age, education level and locality) which are
expected to influence the adoption of in e-government public services, as these factors
are considered as moderate factors in the UTAUT Model. The second part highlights the

features expected to be included in the e-government public services, to categorize the
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citizens' needs using the Kano Model. These features are demonstrated in table 4. The
last part is consisted of five sections: namely performance expectancy, effort
expectancy, social expectancy, facilitating expectancy and behavior intention; the five

of which influence the use of e-government according to UTAUT Model.

3.5 Building the Kano Model Questionnaire

The Must-be, one-dimensional, attractive and the product (service) requirements
proposed by the Kano Model can be identified and classified through a questionnaire
that provides a functional or a dysfunctional form of question, similar to those shown in
Table 6. For each pair of questions, the respondent can answer in one of five different
ways illustrated in Figure 7. The product (service) features can then be classified by

combining the two answers in the Kano evaluation Table shown in Figure 7.

Table 4: Functional and dysfunctional questions in the Kano questionnaire (Shiba et al., 1993;
Matzler and Hinterhuber, 1998; Ghosh et al.,1998)

How do you feel if you go a restaurant and it:

Functional form of question: a) Satisfied
a) If the product/service provided to you works well, how | b) Should be that way
would you feel? ¢) Can live with that
d) Neutral
e) Dissatisfied
Dysfunctional form of question: a) Satisfied
b) If the product/service provided to you does not work well, b) Should be that way
how would you feel? ¢) Can live with that
d) Neutral
e) Dissatisfied
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Customer —p Dysfunctional (negative) question
Reguirements ¢
1. like | 2. must-be | 3. neutral | 4. live with 5. dislike

Functional 1. like Q A A A O
(positive) 2. must-be R I I I M
question 3. neutral R | I I M

4. live with R [ I I M

3. dislike R R R R Q

Requirement is...

A attractive O: One-dimensional
M: must-be (: Questionable
K: Reverse I: Indifferent

Figure 7: Kano evaluation Table (Shiba et al., 1993; Matzler and Hinterhuber, 1998)

3.6 Questionnaire Translation
In order to distribute the survey in West Bank, Palestine, the survey was translated from
English to Arabic by professional translating services as the original survey was

developed in English and the mother language in Palestine is Arabic.

3.7 Questionnaire Arbitration

The questionnaire was sent to professionals (see appendix (2)) for arbitration and
enriching the content of the questionnaire based on their knowledge and experience.
The provided comments and modifications were taken into consideration and the

guestionnaire was updated accordingly.

3.8 Population, Sample Size and Sampling Technique

One of the critical tasks for a survey was to obtain a representative sample of citizens
(Hoang Van Hao, 2016). According to the Palestinian Central Bureau of Statistics
(PCBYS), the population of Palestine (the West Bank and Gaza Strip) in the year 2019 is
“4,976,684”, but for the political status, the Gaza strip is not included in the research.
Thus, the population targeted in the research is that in the West Bank, which adds up to

“2,986,714” of the total population.
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However, there is a portion of the population that cannot legally use the e-government
public services as they are under the age of 18 years old. Therefore, the research
population is 1,711,334 persons who can legally use the e-government public services
and are older than 18 years old.

To determine the sample size, the following formula, adopted from Daniel WW (1999)
is used. The total sample size will be 335 citizens plus the initial 50 for testing the
survey.

n=N*X/(X+N-1),

where:

o X=Z0/22 -*p*(1-p) / MOEZ2, and

e n=Sample Size.

e ** Za/2 is the critical value of the Normal distribution at o/2 (e.g. for a

confidence level of 95%, a is 0.05 and the critical value is 1.96),

e MOE is the margin of error,

e P s the sample proportion,

e N is the population size.
According to sample size equation, the researcher distributed 400 surveys randomly by
hardcopy. And the return surveys were 201 with response rate 52%. Visser, Krosnick,
Marquette and Curtin (1996) who showed that surveys with lower response rates (near 20%)

yielded more accurate measurements than did surveys with higher response rates (near 60 or

70%).

3.9 Data Collection
The date used in this research is based on the basic data obtained through the
questionnaires that was built and designed for the mixed models; the Kano model to

measure the citizens' perspective on quality in public services features, and the UTAUT
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model to measure the citizens' acceptance of e-government. The data was collected

randomly “sample random” through the survey which given to the citizens by hardcopy.

3.10 Pilot Survey Testing
Before starting data collection of the research questionnaire, we did reliability and
validity for pilot sample. The pilot was applied on 20 response of questionnaire, the

result of these tests as following:

3.10.1 Reliability Test

To measure the Reliability of the questionnaire, we get the Cronbach Alpha by using
Statistical Package for Social Sciences (SPSS). If the Cronbach alpha value is greater
than 0.70 it is acceptable and good. The overall reliability of the four main variables is
more than 0.70. It is concluded that the measurement scales of the whole sections of

questionnaire are stable and consistent.

Table 7: Reliability Test

Cronbach's Alpha N of Items
Performance Expectancy 0..783 5
Effort Expectancy 0.753 4
Social Influence 0.738 4
Facilitating Conditions 0.84 4

3.10.2 Validity Test
To examine the validity of the questionnaire, the Spearman correlation test was used to

measure the correlation between each paragraph of the field and its overall factors. The

significance of each statement with the overall factor gives an indication of validity.



52

3.10.2.1 Validity of Performance Expectancy Section

Table 8 mentions that all the statements of performance expectancy section are

significant since the (p-value < 0.05). This indicates that the performance expectancy

section in the questionnaire is valid.

Table 8: validity of performance expectancy

Performance
Correlation Sig. (2-
Coefficient tailed)
I would find the e-Government services useful to get Government services. 698~ .000
Using e-government services enables me to get Government services more 7707 .000
quickly.
Using e-government services would make it easier to get the services. 7357 .000
The e-government would enable me to get services whenever | need, 24 6437 .000
hours / 7 days a week.
The e-government would give all citizens equal chance to carry out their 6977 .000
businesses with government.

3.10.2.2 Validity of Effort Expectancy Section

Table 9 mentions that all the statements of effort expectancy section are significant

since the (p-value < 0.05). This indicates that the effort expectancy section in the

questionnaire is valid.

Table 9: validity of effort expectancy

Effort Expectancy

Correlation Sig. (2-
Coefficient tailed)
My interaction with e-government services would be clear and 6997 .000
understandable.
It would be easy for me to become skillful in using e- government 756 .000
Services.
I would find the e-government services easy to use 781" .000
Learning to operate e-government services is easy for me. 7257 .000
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3.10.2.3 Validity of Social Influence Section

Table 10 mentions that all the statements of social influence section are significant since

the (p-value < 0.05). This indicates that the effort social influence section in the

questionnaire is valid.

Table 10: validity of social influence

Social Influence

Correlation Sig. (2-
Coefficient tailed)
People who influence my behavior think that I should use e- 706" .000
government services.
People I care about should use the e-government services. .698™ .000
The senior management in the government encourage people to use e- 7837 .000
government services.
In general, the government has supported the use of e- government 7117 .000

services.

3.10.2.4 Validity of Facilitating Conditions Section

Table 11 mentions that all the statements of Facilitating conditions section are

significant since the (p-value < 0.05). This indicates that the effort Facilitating

conditions section in the questionnaire is valid.

Table 11: validity of Facilitating conditions

Facilitating conditions

Correlation Sig. (2-
Coefficient tailed)
I have the resources necessary to use e-government services. 809 .000
I have the knowledge necessary to use e-government services 860" .000
e-government services are compatible with other technologies | use. 8917 .000
I can get help from others when | have difficulties using e- 7107 .000

government Services.

3.10.2.5 Validity of Behavioral Intention Section

Table 12 mentions that all the statements of behavioral intention section are significant

since the (p-value < 0.05). This indicates that the effort behavioral intention section in

the questionnaire is valid.
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Table 12: validity of Behavioral intention

behavioral Intention

Correlation Sig. (2-
Coefficient tailed)
I will always try to use e-government services to get government 815" .000
service
I plan to continue to use e-government services to get government 885" .000
services frequently.
I intend to use e-government services to get government services in 897" .000
the future

3.10.2.6 Validity of All Variables

Table 13 shows that all variables are correlate since the (p-value < 0.05).

Table 13: validity of all variable
behavioral Intention
Correlation Coefficienf* Sig. (2-tailed)
Performance 492 .000
Effort 3747 .000
Social 297" .000
Facilities 626" .000

3.10.2.7 Discriminated Validity:

Discriminated validity tested by comparing average variance

calculated in the table 14 with the correlation between dimensions from factory analysis

as shown below where AVE is highlighted in yellow:

extracted (AVE)

Table 14: Component Correlation Matrix

performance effort social Facilitating | behavioral scale
expectancy expectancy | expectancy | conditions intention
performance Pearson
. 1
expectancy Correlation
effort Pearso_n 504" 1
expectancy Correlation
social Pearso_n 249™ 106" 1
expectancy Correlation
FaC|I|_ta_1t|ng Pearso_n 456~ 399™ 605~ 1
conditions Correlation
behavioral Pearson 581" 469 370" 631" 1
intention Correlation
scale Pearson 761" 692” 750" 808™ 810" 1
Correlation

**_Correlation is significant at the 0.01 level (2-tailed).
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Having a close look to the correlation matrix above, it is clearly showing that all
dimensions are uncorrelated to each other’s which means that the concept of
performance expectancy, effort expectancy, social influence and facilitating conditions
are clearly defined and each one of them measures a different concept.

From the tests above, the questionnaire passes the reliability and validity tests. So that It

can be distributed to a larger sample and then analyzed to achieve the study objectives.
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CHAPTER IV

ANALYSIS AND INTERPRETATION OF DATA

This chapter represents the analysis of the data collected throughout previous chapters
and also from the respondents to the questionnaires were processed and analyzed. And
obtained the result of the analysis using statistical method beginning by describing the
method of data preparation, descriptive statistics of participants using Statistical

Package for Social Sciences (SPSS).

4.1 Data Preparation of Kano model

The evaluation table of the combination questions shown in Figure 7 gives an indication
of the citizens' perception. If, for example, the results produced a category A attribute
(Attractive), this means that the citizen or citizen expects an attractive service, which is
hence a requirement that the service provides has to offer to ensure the satisfaction of

this citizen. (P Qiting, N Uno, Y Kubota — 2011).

If, on the other hand, combining the answers produced category | (Indifferent), this
means that it doesn't matter whether a specific service feature is present or not. The
citizen is neutral and does not think this feature is adding value to the service, and his

satisfaction is not strongly affected by it (DS Zhu, CT Lin, CH Tsai, JF Wu — 2010).

The Q (Questionable) result, if produced, means that there was something wrong in
phrasing the question or that it was misunderstood. If category R (Reverse) is produced

in the evaluation table, this means that this particular service feature is strongly
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unwanted and undesired. Having categories Q and R in the evaluation table indicate a

problem with the question or the data gathering (Clausing, 1995).

In addition to the Kano questionnaire, it may be helpful to determine the relative
importance of each individual product (service) criteria, showing the hierarchy of what
citizens, or citizens in the case of this research, need more or think of higher

importance, using Table 15 (P Qiting, N Uno, Y Kubota — 2011).

Table 15: table of result

Product Requirement | A | O | M [ R Q Total Category
#1 Requirement

#2 Requirement

4.1.1 Citizen Satisfaction Coefficients (CSCs)

There are two types of coefficients to measure the citizen satisfaction, and can be
calculated using the data summarized in Table 17. Those are the enhanced Satisfaction
Coefficient (SC) and the reduced Dissatisfaction Coefficient (DC). They can be

measured using the below equations:

o A+0
T A+O+M+1
0+M
DC

TA+O0+M+1
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4.2 Result of Kano Model
Using Kano’s evaluation table (Figure 7) the respondents answers were summarized and
calculated see (appendix 3). The result classified the features into six categories using

template table (Table 15). And the result was as shown in table 16:

Tablel6: Kano Quality elements

J E-government Features Total Category
1 | Using Single window 44 159 (641330 |1 |20 M
2 | Text Message System 551721371350 |2 |201 O
3 | centralized call center 53|56 |50 (382 |2 |201 O
4 | Auvailability for 24 hours / 7 days a week 52 |55 |55 (3|2 |2 |201 Oo+M
5 | e-payment mechanism 40 |67 |46 |44 |0 |4 | 201 0]
6 | to follow up on applications 44 | 62 |44 146 |0 |5 | 201 @]
7 | personal profile 42 |56 {5148 |0 (4 | 201 0]
8 | electronic copies of services 336150510 |6 |201 0]
9 | Linking all the services 33148 |57 571 |5 |201 M+l
10 | alert mechanism 41|56 (59373 |5 |201 M
11 | information about individual financial fees | 32 | 52 | 62 | 51 | 2 | 2 | 201 M
12 | traffic and warning crises 53140 (38 |65|0 |5 |201 |
13 | Smart mobile application 536138 |46 |0 |3 |201 )
14 | submitted through limited windows 4114953525 |1 |201 M
15 | support multi languages 31|43 41|76 |4 |6 | 201 |
16 | mail service 33|36 (51 |77|0 |4 |201 |
17 | Provide printing features 36 |46 52|60 (|5 |2 |201 |
18 | frequent update 3837|166 |54 |3 |3 ]|201 M
19 | available any time any where 37 |55(48|53|4 |4 |201 O
20 | Access without additional fees 44 | 6514938 |1 (4 |201 @]
21 | Unify the entry with special code 28 149|160 |58 |5 |1 |201 M

From table 16 we can know the quality categories for each feature but in case tie occurs,
Mehta, Bhavsar (2017) advise to take the following rule into the consideration in case

tie occurs in the feature-wise; M>0>A>|.
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4.2.1 Attractive Quality Element

This kind of features never brings dissatisfaction in users. But with the respondent’s
judgment, none of the feature is classified distinctively as ‘Attractive’. However, if we
look at the number of times the attractive is repeated and it is close to the indifferent,
this characteristic can be considered as an attractive as A>1. so we can consider “traffic

and warning crises feature” as an “Attractive”.

4.2.2 Must be Quality Element

Normally, users believe that this type of features and services has to be available and should be
working properly. Because they believe that such features are basic features and must be
offered to them. One can consider them as necessary inbuilt features. In absence of such
features or inefficient functioning of them might be the cause of high-level citizen’s
dissatisfaction. Regarding to the result 8 features described as “M” namely; “Using
Single window”, “Availability for 24 hours / 7 days a week”, “Linking all the services”,
“Alert mechanism”, “Information about individual financial fees”, “Submitted through

limited windows”, “Frequent update” and “Unify the entry with special code”.

4.2.3 One-Dimensional Quality Element

The features which have been classified as one dimensional quality elements might
bring a high level of citizen’s satisfaction when exist. Again, this can bring a high level
of citizen’s dissatisfaction on the unavailability of them. Regarding to the result “9”
features described as “O” namely; “Text Message System”, “Centralized call center”,
“E-payment mechanism”, “to follow up on applications”, ‘“Personal profile”,
“Electronic copies of services”, “Smart mobile application”, “available any time

anywhere” and “Access without additional fees”.
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4.2 .4 Indifferent Quality Element

It has been found that users do not bother about the availability of some of the features.
These features are classified as ‘Indifferent’ normally they do not become the cause of
high level of citizen’s satisfaction when they are available. Even more, an unavailability
of such feature does not lead citizen’s dissatisfaction. Regarding to the result “3”
features described as “I” namely; “Support multi languages”, “Mail service” and

“Provide printing features”. This category could be done but with the lowest priority.

4.2.5 Citizen Satisfaction Coefficients (CSCs)

SC and DC give the answer of questions like; “at what extent citizen s satisfaction can
be influenced by any particular feature/ service?” Mehta, Bhavsar (2017). This might
help in order to decide the quality of the service to satisfy user. If the value of SC falls
closer to ‘1’ then it indicates the high-level user’s satisfaction. At the same time, the
value of DC falls near ‘-1 then a high level of user’s dissatisfaction can be associated
with the absence/ poor quality of that particular feature of e-government. The values of

these coefficients are calculated for listed features of e-government (Table 17).

Table 17: Citizen satisfaction coefficients

Features Category SC DC
Using Single window M 0.5 -0.6
Text Message System O 0.6 -0.5
centralized call center O 0.6 -0.5
Auvailability for 24 hours / 7 days a week M 0.5 -0.6
e-payment mechanism o 0.5 -0.6
to follow up on applications 0o 0.5 -0.5
personal profile o) 0.5 -0.5
electronic copies of services o 0.5 -0.6

Features Category SC DC
Linking all the services M 0.4 -0.5
alert mechanism M 0.5 -0.6
information about individual financial fees M 0.4 -0.6
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traffic and warning crises A 05 -0.4
Smart mobile application O 0.6 -0.5
submitted through limited windows M 0.5 -0.5
support multi languages | 0.4 -0.4
mail service I 0.4 -0.4
Provide printing features I 0.4 0.5
frequent update M 0.4 -0.5
available any time any where O 0.5 -0.5
Access without additional fees O 0.6 -0.6
Unify the entry with special code M 0.4 -0.6

4.3 Profile Sample

The respondents of the questionnaire were 201 (appendix 4), which 53.7% where male
and 46.3% female, they are distributed among age as 25.4% between (18-24), 25.4%
(25-31), 26.9% (32-38), 14.4% (39-44) and 8% (45 and more). The education level was
categorized in PhD which had 3% of respondents, Master degree 20.4%, Bachelor
degree 61.2%, Diploma 8.5% and high school and less 7%. And the work sector divided
into 5 categories; public sector with 55.2%, private sector 12.4%, freelancing 7%, house
wife 2% and other-sector 23.4%. Also, the locality where urban 48.3%, rural 43.3% and

camp 8.5%.

4.4 Result of UTAUT Model

The Statistical Package for the Social Sciences (SPSS) used to analyze the UTAUT
model in order to know the behavior intention toward acceptance of using e-
government. As detailed in the previous chapter this model includes one dependent
variable “Behavior intention” and four independent variables “Performance Expectancy,
Effort Expectancy, social influence and Facilitating conditions” which influence the
behavior intention among the four moderate factors “Gender, Age, Education Level and

Locality”.
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In order to test the relation between the variables (dependents and independents) the
Spearman's correlation test was conducted and result signed to significant correlation
between the variables which the Facilitating conditions have the highest coefficient then

the performance expectancy, then the effort expectancy and then the social influence.

See table 18.
Table 18: Correlation of variables
Behavior
Correlation Coefficien}* Sig. (2-tailed) N

Spearman's | Performance .507** .000 201
rho Effort .376 .000 201

Social 2937 .000 201

Facilities 6257 .000 201
**_Correlation is significant at the 0.01 level (2-tailed). ‘

The multi- regression used to analyze the model, first regression done to analyze the
dependents variable with the independents variables without the moderate factors, the
result as shown in table 19 show that R-square is0.566, that’s means, the change in the
dependant factor ‘“behavior intention” influenced by the four dependant factors
“performance expectancy, effort expectancy, social influence and Facilitating
conditions”. And table 20, shows that, there is significant relation between the variables

since the p-value less than .05.

Table 19: Model Summary

Model R R Square | Adjusted R Square | Std. Error of the Estimate
1 752 .566 557 46745
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Table 20: Regression between dependant and independents

Unstandardized Standardized Collinearity
Model Coefficients Coefficients t Sig. Statistics
B Std. Error Beta Tolerance VIF
1 (Constant) 221 274 .806 421
Performance .390 074 313 5.232 .000 .630 1.587
Effort .251 .066 218 3.823 .000 .694 1.441
Social -175 .065 -171 -2.695 .008 .560 1.784
Facilities 516 .060 535 8.642 .000 .590 1.695

In order to test the model with its all instruments (dependents, independents and
moderators) factors, we did a regression with interaction between the independents and
moderators’ factors which categories as dummy variable. the R- square was .810 as seen
in table 21. And this explain the change in the behavior intention comes from the

independent and moderate factors.

Table 21: regression for all instruments Model Summary

Model R
1 .900?

Std. Error of the Estimate
.36465

R Square
.810

Adjusted R Square
731

This analyses result gives the significant relation between the variables and moderators.

4.4.1 Significant Factors and Moderators
The performance expectancy had a significant effect on behavior intention and the
relationship would be moderated among education level through (master degree,

bachelor degree and diploma degree). See appendix (5)

The effort expectancy had a significant effect on behavior intention and the relationship

would be moderated among locality. See appendix (5)
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The Facilitating conditions had a significant effect on behavior intention and the
relationship would be moderated among age (25-31), education level (diploma) and

locality. See appendix (5).

Education level, (Master Degree) and age, (25-31) years range, were found to be
significant moderator in terms of influencing the behavior intention to use e-government
public services. But the other subcategories and ranges in the education level (PhD,
Bachelor, Diploma and high school and less) are not significant. Also, age ((18-24), 32-

38), (39-44) and (45 and mode)) are not significant. See appendix (5)

Also, the social influence among the education level and locality has a positive effect on

behavior intention.

4.4.2 Non-Significant Factors and Moderators
The social influence did not have a significant effect on behavior intention to use e-
government.

Gender and locality, also are insignificant as a moderating factor on behavior intention.

4.4.3 Normality Test

In order to use regression, test the data should be normal distributed, we did normality
test for the error. So, that the error should be normally distributed and have equal
variance regardless to the value of the independent’s variables. The table 22 shows that

p-value is more than 0.05.

Table 22: Tests of Normality

Kolmogorov-Smirnov? Shapiro-Wilk

Statistic df Sig. Statistic df Sig.
Standardized Residual .048 197 200 .989 197 130
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4.4.4 The Relation Between Main Variable and Moderators’ Factors.
In order to observe the differences between the variables among the moderator’s factors
Mann-Whitney and Kruskal Wallis test used because the data was not normal. The

result of this test will lead to which variable is affected by which moderate factor.

4.4.4.1 Gender

As shown in the table 23, there is significant difference in the Social influence,
Facilitating conditions and behavior intention Among the gender since the p-value less
than 0.05.

Table 23: Gender with variables

Gender Mann-Whitney U | Wilcoxon W Z Asymp. Sig. (2-tailed)
Performance 4211.000 8582.000 -2.009 .045
Effort 4584.500 10470.500 -1.080 .280
Social 3940.000 8311.000 -2.662 .008
Facilities 3634.000 8005.000 -3.408 .001
Behavior 2872.500 7243.500 -5.448 .000

4.4.4.2 Age Group

As shown in the table 24, there is no significant difference in the variables among age
group since the p-value more than 0.05.

Table 24: age with variables

Age Performance Effort Social | Facilities | Behavior
Chi-Square 7.919 3.533 9.005 4513 .830
df 4 4 4 4 4
Asymp. Sig. .095 473 .061 341 934

4.4.4.3 Education Level
As shown in the table 25, there is significant difference in the performance expectancy

and effort expectancy Among the education level, since the p-value less than 0.05.
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Table 25: education level with variables
Education | Performance Effort Social Facilities | Behavior
Chi- 15.472 20.540 7.513 1.756 2.267
Square
df 4 4 4 4 4
A‘?;;“p' 004 000 111 780 687

4.4.4.4 Locality
As shown in the table 26, there is significant difference in the performance expectancy

and effort expectancy Among the locality, since the p-value less than 0.05.

Table 26: locality with variables

Locality Performance | Effort Social | Facilities | Behavior
Chi-Square 12.033 13.584 1.540 1.808 3.366
df 2 2 2 2 2
Asymp. Sig. .002 .001 463 405 .186

4.5 Hypothesis Test
After this analysis for the data obtained from the distributed surveys, the result will used

to examine the hypothesis.

4.5.1 H1: Performance Expectancy Affects Behavioral Intention to Use e-Government
Public Services.

Regarding to table 20, the p-value resulted from the regression test shows that there is a
relation between the performance expectancy and behavioral intention. For that the

hypothesis is accepted.

The below table, shows the regression test between the performance expectancy and

behavioral intention through the moderate factors to test the sub-hypotheses.
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Table 27: performance through the moderate factors

Standardize

Model ldlrg;aer;ﬁiggrﬁs Esrtrdd r d t Sig. mFoudI:eI
Coefficients
B Beta

Gender*Performance -0.036 0.182 -0.108 -0.195 | 0.845 0

Age(25-31)*Performance 0.243 0.272 0.635 0.892 | 0.374 0

Age(32-38)*Performance 0.137 0.225 0.367 0.608 | 0.544 0

Age(39-44)*Performance -0.217 0.307 -0.449 -0.707 | 0.481 0

Age(45- more)*Performance 0.397 0.522 0.663 0.76 0.448 0

Education(PhD)*Performance -1.324 2.197 -1.564 -0.603 | 0.548 0

Education(Master)*Performance -1.256 0.393 -3.104 -3.198 | 0.002 1
Education(Bachelor)*Performanc

e -1.26 0.328 -3.636 -3.845 0 1

Education(Diploma)*Performance -2.087 0.468 -3.426 -4.461 0 1

Locality(Rural)*Performance -0.33 0.318 -1.015 -1.039 | 0.301 0

Locality(Urban)*Performance -0.431 0.345 -1.259 -1.251 | 0.213 0

- Hla: Gender differences have a moderate impact on the relationship between

performance expectancy and behavioral intention.

As resulted from regression test in table 27, gender differences have no impact on

relationship between performance expectancy and behavioral intention since the p-value

is more than 0.05. For that the null hypothesis is rejected and accept the alternative

hypothesis.

- H1b: Age has a moderate impact on the relationship between performance

expectancy and behavioral intention.
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As resulted from regression test in table 27, age has no impact on relationship between
performance expectancy and behavioral intention since the p-value is more than 0.05.

For that the null hypothesis is rejected and accept the alternative hypothesis

- Hlc: Locality has a moderate impact on the relationship between performance

expectancy and behavioral intention

As resulted from regression test in table 27, locality has no impact on relationship
between performance expectancy and behavioral intention since the p-value is more

than 0.05. For that the null hypothesis is rejected and accept the alternative hypothesis

- H1d: Education level has a moderate impact on the relationship between

performance expectancy and behavioral intention.

As resulted from regression test in table 27, education level (Master, Bachelor and
diploma) has impact on relationship between performance expectancy and behavioral

intention since the p-value is less than 0.05. For that the hypothesis is accepted.

4-5-2 H2: Effort Expectancy Affects Behavioral Intention to Use e- Government public
Services.

Regarding to table 20, the p-value resulted from the regression test shows that there is a
relation between the effort expectancy and behavioral intention. For that the hypothesis

IS accepted.

The below table, shows the regression test between the effort expectancy and behavioral

intention through the moderate factors to test the sub-hypotheses.
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Table 28: effort expectancy through the moderate factors
Model Unstandardized Std. Standardized t Si Full
Coefficients Error Coefficients g- model
B Beta

Gender*Effort 0.226 0.167 0.635 1.356 0.177 0
Age(25-31)*Effort 0.289 0.198 0.717 1.464 | 0.145 0
Age(32-38)*Effort -0.328 0.189 -0.829 -1.736 0.085 0
Age(39-44)*Effort -0.316 0.278 -0.597 -1.135 0.258 0
Age(45-More)*Effort -0.466 0.302 -0.721 -1.541 | 0.125 0
Education(Master)*Effort -0.115 0.333 -0.274 -0.345 0.731 0
Education(Bachelor)*Effort 0.222 0.251 0.608 0.882 0.379 0
Education(Diploma)*Effort -0.601 0.587 -0.831 -1.024 0.308 0
Locality(Rural)*Effort -0.879 0.372 -2.547 -2.363 0.02 1
Locality(Urban)*Effort -0.889 0.352 -2.461 -2.526 | 0.013 1

- H2a: Gender differences have a moderate impact on the relationship between

effort expectancy and behavioral intention.

As resulted from regression test in table 28, gender differences have no impact on
relationship between effort expectancy and behavioral intention since the p-value is
more than 0.05. For that the null hypothesis is rejected and accept the alternative

hypothesis.

- H2b: Age has a moderate impact on the relationship between effort expectancy

and behavioral intention.

As resulted from regression test in table 28, age has no impact on relationship between
effort expectancy and behavioral intention since the p-value is more than 0.05. For that

the null hypothesis is rejected and accept the alternative hypothesis
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- H2c: Locality has a moderate impact on the relationship between effort

expectancy and behavioral intention.

As resulted from regression test in table 28, locality has impact on relationship between
performance expectancy and behavioral intention since the p-value is less than 0.05. For

that for that the hypothesis is accepted.

- H2d: Education level has a moderate impact on the relationship between effort

expectancy and behavioral intention.

As resulted from regression test in table 28, education level has no impact on
relationship between performance expectancy and behavioral intention since the p-value
is more than 0.05. For that the null hypothesis is rejected and accept the alternative

hypothesis

4.5.3 H3: Social Influence Affects Behavioral intention to Use e- Government public
Services.

Regarding to table 20, the p-value resulted from the regression test shows that there is a
relation between the Social influence and behavioral intention. For that the hypothesis is

accepted.

The below table, shows the regression test between the social influence and behavioral

intention through the moderate factors to test the sub hypotheses.

Table 29: social influence through the moderate factors

Model Unstandardized Std. Standardized i Si Full
Coefficients Error Coefficients g model
B Beta
Age(25-31)*Social -0.165 0.225 -0.366 -0.732 | 0.465
Age(32-38)*Social -0.194 0.19 -0.463 -1.022 | 0.309
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Age(39-44)*Social 0.358 0.29 0.699 1.232 | 0.22 0
Age(45-more)*Social 0.049 0.261 0.069 0.188 | 0.851 0
Education(PhD)*Social 1.345 1.613 1.407 0.834 | 0.406 0
Education(Master)*Social 0.208 0.423 0.452 0.491 | 0.624 0
Education(Bachelor)*Social 0.388 0.385 1.002 1.009 | 0.315 0
Education(Diploma)*Social 1.449 0.655 2.058 2.213 | 0.029 1
Locality(Rural)*Social -0.981 0.454 -2.624 -2.159 | 0.033 1
Locality(Urban)*Social -0.694 0.448 -1.788 -1.548 | 0.124 0

- H3a: Gender differences have a moderate impact on the relationship between

social influence and behavioral intention.

As resulted from regression test in table 29, gender differences have no impact on
relationship between social influence and behavioral intention since the p-value is more

than 0.05. For that the null hypothesis is rejected and accept the alternative hypothesis.

- H3b: Age has a moderate impact on the relationship between social influence

and behavioral intention.

As resulted from regression test in table 29, age has no impact on relationship between
social influence and behavioral intention since the p-value is more than 0.05. For that

the null hypothesis is rejected and accept the alternative hypothesis.

- H3c: Locality has a moderate impact on the relationship between social

influence and behavioral intention.

As resulted from regression test in table 29, locality through category (Rural) has impact
on relationship between social influence and behavioral intention since the p-value is

less than 0.05. For that the hypothesis is accepted.
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- H3d: Education level has a moderate impact on the relationship between social

influence and behavioral intention.

As resulted from regression test in table 29, education level through category (Diploma)

has impact on relationship between social influence and behavioral intention since the

p-value is less than 0.05. For that the hypothesis is accepted.

4.5.4 H4: Facilitating Conditions Affects Behavioral Intention to Use e-Government Public

Services.

Regarding to table 20, the p-value resulted from the regression test shows that there is a

relation between the facilitating conditions and behavioral intention. For that the

hypothesis is accepted.

The below table, shows the regression test between the facilitating conditions and

behavioral intention through the moderate factors to test the sub hypotheses.

Table 30: facilitating conditions through the moderate factors

Model Unstanc_ja_rdized Std. Standa_lrc_jized t Sig. Full
Coefficients Error Coefficients model
B Beta
Gender*Facility 0.227 0.149 0.658 1.52 0.131 0
Age(25-31)*Facility 0.51 0.213 1.24 2.398 | 0.018 1
Age(32-38)*Facility 0.303 0.166 0.75 1.829 0.07 0
Age(39-44)*Facility 0.237 0.292 0.475 0.812 | 0.418 0
Age(45-more)*Facility 0.315 0.27 0.436 1.167 | 0.245 0
Education(PhD)*Facility 0.191 0.69 0.193 0.276 0.783 0
Education(Master)*Facility 0.444 0.335 1.021 1.327 0.187 0
Education(Bachelor)*Facility 0.359 0.302 0.987 1.192 0.235 0
Education(Diploma)*Facility 1.028 0.378 1.48 2.721 0.007 1
Locality(Rural)*Facility 1.9 0.447 5.323 4.253 0
Locality(urban)*Facility 1.905 0.462 5.297 4.124 0
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- H4a: Gender differences have a moderate impact on the relationship between

facilitating conditions and behavioral intention.

As resulted from regression test in table 30, gender differences have no impact on
relationship between facilitating conditions and behavioral intention since the p-value is
more than 0.05. For that the null hypothesis is rejected and accept the alternative

hypothesis.

- H4b: Age has a moderate impact on the relationship between facilitating

conditions and behavioral intention.

As resulted from regression test in table 30, age through category (25-31) has impact on
relationship between facilitating conditions and behavioral intention since the p-value is

less than 0.05. For that the hypothesis is accepted.

- H4c: Locality has a moderate impact on the relationship between facilitating

conditions and behavioral intention.

As resulted from regression test in table 30, locality has impact on relationship between
facilitating conditions and behavioral intention since the p-value is less than 0.05. For

that the hypothesis is accepted.

- H4d: Education level has a moderate impact on the relationship between

facilitating conditions and behavioral intention.

As resulted from regression test in table 30, education level trough category (Diploma)
has impact on relationship between facilitating conditions and behavioral intention since

the p-value is less than 0.05. For that the hypothesis is accepted.
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4.5.5 H5: There Are No Significant Differences in the Citizens’ Perceptions of Components
of Public Services at the Palestinian e-Government According to Their Personal
Characteristics Like Gender, Age, Educational and Locality.

- Using Mann-Whitney U test resulted that there is no significant relationship

between the citizens’ perceptions of components of e-government public

services with gender, since the p-value more than 0.05. table 31.

Table 31: citizens’ perceptions with gender

Needs
Mann-Whitney U 4928.5
Wilcoxon W 10814.5
4 -0.228
Asymp. Sig. (2-tailed) 0.82

- Using Kruskal Wallis Test resulted that there is no significant relationship
between the citizens’ perceptions of components with age, since the p-value

more than 0.05. table 32.

Table 32: citizens’ perceptions with age

Needs

Chi-Square 5.708
df 4

Asymp. Sig. 0.222

- Using Kruskal Wallis Test resulted that there is a significant relationship
between the citizens’ perceptions of components with education level, since the

p-value less than 0.05. table 33.
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Table 33: citizens’ perceptions with education level

Needs

Chi-Square 10.899
df 4

Asymp. Sig. 0.028

- Using Kruskal Wallis Test resulted that there is no significant relationship
between the citizens’ perceptions of components with locality, since the p-value

more than 0.05. table 34.

Table 34: citizens’ perceptions with locality

Needs
Chi-Square 10.899
df 4
Asymp. Sig. .028

In conclusion “H5” can be accepted according to gender, age and locality, but
according to education level the “H5” is rejected.
4.6 Interpretation of Data
As resulted from Kano model analysis, 17 out of 21 features showed out to be essential
based on user preference and they should be included in e-government from the
beginning of the startup phase, out of 17, 8 features were classified as “Must be”, i.e.
these features are built in and the probability of exclusion of any of them increases the
probability of system failure, the rest of the 17 are “one dimensional” features,
excluding such feature increases the citizen dissatisfaction while keeping them will not

necessarily increase the citizen satisfaction.
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Compared to similar studies our results were likely to be logical since the chosen
features where of high probability to exist within already running e-government
systems.

On the other hand, features that were categorized as “Indifferent” or “Attractive” by our
respondents are those features that might be “one dimensional” after getting the needed
user experience and getting to use the e-government system by citizens, since
theoretical knowledge might not be enough to get the citizens know what they exactly
need or want. So these categories can be implemented in the second phase as the citizen
when the citizens become more experienced and aware of their needs, so the
“Indifferent” could be “Attractive” and “Attractive” could be “One- dimensional”.

In conclusion, we take in consideration the features categorized as “must-be” and “one-
Dimensional” in the first phase the e-government system deployment.

Going through the result coming from the UTAUT model explaining the acceptance and
adoption of e-government, we found that the facilitating conditions and performance
expectancy have the highest affect on behavioral intention. Which reflects citizen
expectations, of high performance with less facilitating conditions leading to higher
adoption of the e-government system usage. Also, when moderator factors were
included we found that the education level has the highest impact over all factors, and
this is a logical result since this research measures the behavioral intention for a non-
existing system. So, the education level reflects the experience of people and how they

think about the e-government.
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CHAPTER V

SUMMARY CONCLUSION & RECOMMENDATION

This chapter will lighted the main findings gained from the survey’s result, which
answers the proposed research questions “What are the factors related to citizens'
satisfaction with e-government public services when categorized as follows: Must-be
quality, Attractive quality, One-dimensional quality, Reverse quality, Indifferent
quality?” and “What are the factors related to citizens' perspective quality with public
services features that will lead to their satisfaction?” and “Is there a relation between the
social-demographic factors and the acceptance for the e-government when categorized

as follows: Locality, Education level, Gender, Age?”.

According to this finding the researcher put the recommendations based to research

analyses.

5.1 Finding and Conclusions
Regarding to research questions, and after analyses the data obtained from the

distributed surveys, the answers of the question can be summarized as follow:

Question one: What are the extent of citizens' satisfaction with e-government public
services when categorized as follows: Must-be quality, Attractive quality, One-

dimensional quality, Reverse quality, Indifferent quality?

The e-government features collected in the survey which adopted from literature
reviews was tested to be modified regarding to Kano model quality elements. And these

categories have affected with demographic factors namely “Gender, Age, Education
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level and Locality”. This question was tested through the hypothesis “H5”, and resulted
that gender, age and locality does not affect the citizens perception of e-government

public services. But the education level is making deference.

Question tow: What are the extent of citizens' perspective quality with public services

features that will lead to their satisfaction?

This question answered through analyzing citizens need and acceptance using Kano
model and UTAUT model. Here the result can summarize as follow: all e-government
features were categorized as must be “M” and One-Dimensional “O” should be included
in e-government services from the beginning to satisfy the citizens. Also, as a result
from the UTAUT model the Performance expectancy of the e-government and facilities
conditions needed to use the e-government are the significant variables that affect the
behavioral intention toward using or adopting the e-government, and these moderated

through the demographic factors.

Question three: Is there a relation between the social-demographic factors and the
acceptance for the e-government when categorized as follows: Locality, Education

level, Gender, Age?”.

This question was answers through testing the relation between main variable and
moderators’ factors in chapter four. And the result shows that all demographic factors
included in this research do not have a significant relationship on behavioral intention to
use e-government public services except the gender which is significant. But when
taking the demographic factors as a moderator factors through the UTAUT model the
age and education level have a direct impact on behavioral intention. Also, the other

factors have impact through the independent factors.
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In the conclusion, the features “Using Single window”, “Availability for 24 hours / 7
days a week”, “Linking all the services”, “Alert mechanism”, “Information about
individual financial fees”, “Submitted through limited windows”, “Frequent update”
and “Unify the entry with special code” which categorized as must-be “M” and “Text
Message System”, “Centralized call center”, “E-payment mechanism”, “to follow up on
applications”, “Personal profile”, “Electronic copies of services”, “Smart mobile
application”, “available any time anywhere” and “Access without additional fees”

which categorized One-dimensional “O” should be obtained in the e-government public

services to meet citizens need recording to Kano model result.

On the other hand, to e-government performance and the facilitating conditions are key-

factors that affect the adoption of e-government.

5.2 Recommendation

The government need to pay more attention to e-government public services specially
that the e-government in Palestine still under-constructions by identifying which
features should be built in the first phase and what features will rise citizens satisfaction.
Also, give attention toward the demographic factors and where the impact of these

factors is making differences on accepting the e-government?

5.2.1 Recommendation related to e-government features

To enhance a better quality of public services delivered to citizens based on their needs,
this research gives the government a full analysis of e-government proposed features

categorized according to citizens quality perceptions.

The result of the research shows that “17” of “21” features of public services were listed

in the survey are categorized as Must-be and One-Dimensional, and these two quality
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elements are the most important dimensions according to Kano model. And these are
the two categories if exist will lead to citizens satisfaction. For that, | recommend the

PA government to take these features in consideration in building the e-government.

Besides that, the features which were categorized as Indifferent or Attractive can be as a

second features phase.

5.2.2 Recommendation Related to Performance Expectancy

As a result, when the e-government has efficient performance this will increase citizens
behavioral intention to use the e-government. All instruments used in performance
expectancy in the survey had a mean with “4” of the Likret-scale regarding to all
demographic factors, see appendix 7 and this lead for acceptance. Here the government
should pay attention for what increase e-government performance such as e-payment
mechanism, less waiting time, freedom from fees, or Availability for 24 hours / 7 days a

week.

5.2.3 Recommendation related to Effort Expectancy

All citizens should be provided with accessible, transparent and user-friendly e-
government services, and how citizen can access the e-government such as using single
window, follow up on applications, linking all the services, unify the entry with special
code and other features listed. Complexity should be avoided and simplicity should be

sought in the design of e-government services.
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5.2.4 Recommendation Related to Social Influence

Social influence does not have a significant impact on behavioral intention to adopt the
e-government, that relate to many reasons, maybe because the citizens in PA did not use
the government yet. And after using the e-government public services the social

influence will differ as the word of mouth could affect then.

5.2.5 Recommendation Related to Facilitating Conditions

The facilitating conditions have the highest impact on behavioral intention to adopt e-
government, and that could be it’s the part which belong to citizens them self, as if they
have the resources necessary to use e-government services, the knowledge necessary to
use e-government services and if the e-government services are compatible with other
technologies they use, for that when the e-government was user friendly and does not

need special resources it will be adopted.

In conclusion, as the Palestinian Ministry of Telecommunication and Information
Technology (MTIT) is currently working on a new project for the e-government, in
which it is aiming to include all public services. As this research analyzed citizens'
acceptance and needs, the obtained results will feed into the designing the system in a
manner that shall ensure and measure the citizens' acceptance for e-government. This
approach shall also help identifying the obstacles and determinants, such as emerging
from the culture, or resistance from people with limited computer skills, which will

eventually allow handling these obstacles efficiently.

this research clearly defines the important aspects of public services, then determine the
citizens' perspective of quality in public services, and measure the citizens' acceptance

for e-government is carried out.
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Appendix (1): The Arabic Questionnaire
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Appendix (2)

List of Referees

No. Name Specialization Mobile No. Institution
1 |Dr. Sharif M. Abu Karsh Finance 00970599776711 |Arab American University
2 |Dr. Ashraf Mimi Quality Management 00970598995920 [Arab American University
3 |Dr. Yousef Sabbah InfoSec 00970592961987 | Al-Quds Open University
4 |Dr. Ahmed Abualrub Accounting & Finance 00905488732537 [Cyprus International University
5 [Mr. Aysar Tomi 00970599312237 |Palestinian Central Bureau of Statistics
6 |Mr. Ali Jabbarin Applied Statistics 00970569898970 | Falestine Economic Policy Research

Institute-MAS




Appendix 3

93

Providing the public services of e-government through a single window * Providing the public
services of e-government without a single window

Count

Providing the public services of e-government without a
single window

Live
Like Must be | Neutral with Dislike Total

Providing the public Like 1 14 11 19 59 104
services of e- Must be 0 12 7 52 73
government through a
single window Neutral 0 1 1 9 17

Live 0 0 0 7

with

Dislike
Total 1 27 23 27 123 201

The existence of a text messages system to follow up on services provided through e-government
public services * There is no need for a system of text messages to follow up on services provided
through e-government public services

Count
There is no need for a system of text messages to follow up
on services provided through e-government public services Total
Live
Like Must be | Neutral with Dislike
The existence of a text  Like 2 19 9 27 72 129
messages SyStemto. — wyst be 0 11 8 12 34 65
follow up on services
provided through e- Neutral 0 0 2 1 2
government public Live 0 1 0
services with
Dislike

Total 2 31 19 40 109 201

Provides a centralized call center for electronic services through e-government public services *
There is no centralized call center for electronic services through e-government public services

Count
There is no centralized call center for electronic services
through e-government public services
Live
Like Must be | Neutral with Dislike Total

Provides a Like 17 13 23 56 111
centralized call  ~— ppygt e 11 4 18 44 79
center for electronic
services through e- Neutral
government public Live 0 3 2 0 6 11
services with

Dislike
Total 4 31 19 41 106 201
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Availability of e-government public services for 24 hours / 7 days a week * e-government public
services are not available for 24 hours / 7 days a week

Count

e-government public services are not available for 24
hours / 7 days a week

Live
Like Must be Neutral with Dislike Total

Auvailability of e- Like 2 18 11 23 55 109
government public - njys pe 2 11 3 5 47 68
services for 24 hours
/7 days a week Neutral 0 0 9 0 3 12

Live 0 0 1 6 5 12

with

Dislike
Total 4 29 24 34 110 201

Availability of e-payment mechanism through e-government public services * There is no e-

payment mechanism through e-government public services

Count

There is no e-payment mechanism through e-
government public services

Live
Like Must be | Neutral with Dislike Total

Availability of e- Like 4 13 12 15 67 111
payment mechanism  nyuqt pe 0 11 6 10 29 56
through e-
government public Neutral 0 0 6 9 19
services Live 0 2 15

with

Dislike
Total 4 26 22 36 113 201

Provides a mechanism to follow up on applications submitted through e-government public services
* There is no mechanism to follow up applications submitted through e-government public services

Count
There is no mechanism to follow up applications
submitted through e-government public services
Live
Like Must be | Neutral with Dislike Total
Provides a Like 5 18 10 16 62 111
mechanism to _follow Must be 0 7 16 38 68
up on applications
submitted through e-  Neutral 0 3 1 4 10
government public Live 0 1 2 12
services with
Dislike

Total 5 34 21 35 106 201
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Provide a personal profile containing the information and applications submitted through e-
government public services * There is no personal profile containing the information and

applications submitted through e-government public services

Count

There is no personal profile containing the information
and applications submitted through e-government public

services
Live
Like Must be | Neutral with Dislike Total
Provide a personal Like 4 19 7 16 56 102
profile containing the gt pe 0 9 8 26 41 84
information and
applications Neutral 0 0 2 0 4 6
submitted through e-  Live 0 0 1 2 6 9
government public with
services
Dislike
Total 4 28 18 44 107 201

Receive electronic copies of services provided through e-government public services * Does not

receive electronic copies of services provided through e-government public services

Count

Does not receive electronic copies of services provided

through e-government public services

Live
Like Must be Neutral with Dislike Total

Receive electronic Like 6 15 4 14 61 100
Copies Of Services g pe 0 11 14 20 34 79
provided through e-
government public Neutral 0 1 0 8 10
services Live 0 0 3 8 12

with

Dislike
Total 6 28 19 37 111 201

Linking all the services provided by the various ministries in the e-government public services *
Not to link all the services provided by the various ministries in the e-government public services

Count
Not to link all the services provided by the various
ministries in the e-government public services
Live
Like Must be | Neutral with Dislike Total
Linking all the Like 5 13 9 11 48 86
services provided by - ppyg pe 0 15 7 24 45 91
the various ministries
in the e-government Neutral 0 0 5 3 11 19
public services Live 1 1 2 1 5
with
Dislike
Total 6 29 23 38 105 201
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Provide an alert mechanism in the case of the expiration of a public service through e-government
* There is no alert mechanism in the case of the expiration of a public service through e-

Count

government

There is no alert mechanism in the case of the expiration
of a public service through e-government

Live
Like Must be Neutral with Dislike Total

Provide an alert Like 5 20 7 14 56 102
mechanisminthe — ppet pe 1 12 6 15 52 86
case of the expiration

of a public service Neutral 2 0 0 0 2 4
through e- Live 0 0 2 2 9
government with

Dislike
Total 8 32 15 31 115 201

Provides information about individual financial fees through e-government public services * Does
not provide information about individual financial fees through e-government public services

Count

Does not provide information about individual financial

fees through e-

government public services

Live
Like Must be Neutral with Dislike Total

Provides information  Like 2 14 6 12 52 86
about individual Must be 2 16 5 12 44 79
financial fees

through e- Neutral 0 3 3 11 20
government public Live 0 2 6 7 16
services with

Dislike
Total 4 34 16 33 114 201

Provides guidance services through e-government public services (traffic and warning crises) *
Does not provide guidance services through e-government public services (traffic and warning

Count

crises)

Does not provide guidance services through e-

government public services (traffic and warning crises) Total
Live
Like Mustbe | Neutral with Dislike

Provides guidance Like 5 15 10 28 40 98
services through e- g e 0 13 5 24 31 73
government public
services (trafficand ~ Neutral 0 7 3 10
warning crises) Live 0 2 20

with

Dislike
Total 5 35 24 59 78 201
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Availability of e-government public services in the form of an application * There is
no application for the e-government public services

Count
There is no application for the e-government public
services Total
Live
Like Must be | Neutral with Dislike

Availability of e- Like 3 16 11 26 61 117
government public gt e 0 11 4 12 36 63
services in the form
of an application Neutral 0 6 0 8

Live with 0 0 4 13

Dislike
Total 3 36 21 42 99 201

Applications submitted through limited windows through e-government public services *
Applications submitted through multiple windows through e-government public services
Count
Applications submitted through multiple windows
through e-government public services
Live
Like Must be | Neutral with Dislike Total

Applications Like 1 9 25 49 91
submitted through 4 e 4 12 17 43 82
limited windows
through e- Neutral 0 12 20
government public Live with 1 0 8
services

Dislike
Total 6 23 25 45 102 201

Public services in e-government support multi languages * Public services in e-government do not
support multi languages

Count
Public services in e-government do not support multi
languages
Live
Like Must be | Neutral with Dislike Total
Public servicesine-  Like 6 6 18 43 80
government sUpport — npyst pe 2 16 4 21 35 78
multi languages
Neutral 1 0 17 2 3 23
Live with 0 3 5 8 3 19
Dislike 0 1 0 0 0 1
Total 9 26 33 49 84 201
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Provide mail service for transactions resulting from e-government public services * There is no
mail service for transactions resulting from e-government public services

Count
There is no mail service for transactions resulting from
e-government public services
Live
Like Must be | Neutral with Dislike Total
Provide mail service  Like 4 10 8 15 36 73
for transactions Must be 0 13 8 26 48 95
resulting from e-
government public Neutral 0 1 6 3 2 12
services Live with 0 6 9 21
Dislike
Total 4 29 28 53 87 201

Provide printing features for the application in e-government public services * There is no printing

features for the application in e-government public services

Count
There is no printing features for the application in e-
government public services
Live
Like Must be | Neutral with Dislike Total
Provide printing Like 2 14 5 17 46 84
features for the Must be 4 13 3 20 43 83
application in e-
government public Neutral 1 4 1 5 4 15
services Live with 0 6 5 3 5 19
Dislike
Total 7 37 14 45 98 201

Provides frequent update for the e-government public services * There is no frequent update for
the e-government public services

Count
There is no frequent update for the e-government public
services
Live
Like Must be | Neutral with Dislike Total

Provides frequent Like 3 14 8 16 37 78
update for the e- Must be 3 11 7 18 59 98
government public
services Neutral 0 5 1 5 12

Live with 0 0 4 13

Dislike
Total 6 30 20 42 103 201
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The public services in e-government must be available any time any where * The public services in
e-government must not be available any time any where

Count

The public services in e-government must not be
available any time any where

Live
Like Must be Neutral with Dislike Total

The public services Like 4 11 12 14 55 96
In e-government Must be 4 10 20 44 83
must be available
any time any where ~ Neutral 0 1 3 7

Live with 0 1 15

Dislike
Total 8 26 28 36 103 201

Access to public services in e-government without additional fees * Access to public services in e-

Count

government with addit

ional fees

additional fees

Access to public services in e-government with

Live
Like Must be | Neutral with Dislike Total

Access to public Like 4 16 8 20 65 113
servicesine- Must be 1 4 3 15 41 64
government without
additional fees Neutral 0 2 3 10

Live with 0 3 1 14

Dislike
Total 5 25 15 42 114 201

Unify the entry process for e-government services in one special code * Lack of uniformity in the

process of entering services in the e-government special code

Count

Lack of uniformity in the process of entering services in
the e-government special code

Live
Like Must be Neutral with Dislike Total

Unify the entry Like 1 13 4 11 49 78
process fore- Must be 5 8 3 16 51 83
government services
in one special code ~ Neutral 0 5 4 9 5 23

Live with 0 6 3 17

Dislike
Total 6 32 14 40 109 201
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Appendix 4
Gender
Frequency | Percent | Valid Percent | Cumulative Percent
Male 108 53.7 53.7 53.7
Valid | Female 93 46.3 46.3 100.0
Total 201 100.0 100.0
Age
Frequency | Percent | Valid Percent | Cumulative Percent
18-24 51 25.4 25.4 25.4
25-31 51 254 25.4 50.7
Valid 32-38 54 26.9 26.9 77.6
39-44 29 14.4 14.4 92.0
45 and more 16 8.0 8.0 100.0
Total 201 100.0 100.0
Education Level
Frequency | Percent [Valid Percent| Cumulative Percent
PhD 6 3.0 3.0 3.0
Master 41 20.4 20.4 23.4
Valid Bachelor 123 61.2 61.2 84.6
Diploma 17 8.5 8.5 93.0
High School and less 14 7.0 7.0 100.0
Total 201 100.0 100.0
Locality
Frequency | Percent | Valid Percent | Cumulative Percent
urban 97 48.3 48.3 48.3
Valid rural 87 43.3 43.3 91.5
camp 17 8.5 8.5 100.0
Total 201 100.0 100.0
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Appendix (5)

Unstandardized

Standardized

Model Coefficients Coefficients t Sig. rr'1:oud"el
B Std. Error Beta
(Constant) -.679 1.666 -.408 .684 0
Performance Expectancy 1.727 461 1.389 3.749 .000 1
Effort Expectancy 976 456 .848 2.139 .034 1
Social Influence 450 .506 440 .889 376 0
Facilitating conditions -2.123 .560 -2.203 -3.791 .000 1
D(gender) .283 .823 .201 .344 732 0
D(age25-31) -3.662 .994 -2.274 -3.686 .000 1
D(age32-38) .220 .839 139 .262 794 0
D(age39-44) -.287 1.426 -.143 -.201 841 0
D(age45-more) -1.212 2.169 -473 -.559 577 0
D(education, PhD) -.041 6.675 -.010 -.006 .995 0
D(education, Master) 3.429 1.725 1.987 1.988 .049 1
D(education, Bachelor) 1.795 1.520 1.247 1.181 .240 0
D(education, Diploma) 1.414 2.377 535 .595 553 0
D(locality, Rural) .876 .818 .625 1.070 .286 0
D(locality, Urban) 194 .836 137 232 817 0
Gender*Performance -.036 .182 -.108 -.195 .845 0
Age(25-31)*Performance 243 272 .635 .892 374 0
Age(32-38)*Performance 137 225 .367 .608 544 0
Age(39-44)*Performance =217 .307 -.449 -.707 481 0
Age(45- more)*Performance .397 522 .663 .760 448 0
Education(PhD)*Performance -1.324 2.197 -1.564 -.603 .548 0
Education(Master)*Performance -1.256 .393 -3.104 -3.198 .002 1
Education(Bachelor)*Performance | -1.260 .328 -3.636 -3.845 .000 1
Education(Diploma)*Performance | -2.087 468 -3.426 -4.461 .000 1
Locality(Rural)*Performance -.330 .318 -1.015 -1.039 301 0
Locality(Urban)*Performance -431 .345 -1.259 -1.251 213 0
Gender*Effort .226 167 .635 1.356 177 0
Age(25-31)*Effort .289 .198 717 1.464 145 0
Age(32-38)*Effort -.328 .189 -.829 -1.736 .085 0
Age(39-44)*Effort -.316 278 -.597 -1.135 .258 0
Age(45-More)*Effort -.466 .302 -721 -1.541 125 0
Education(Master)*Effort -.115 333 =274 -.345 731 0
Education(Bachelor)*Effort 222 251 .608 .882 379 0
Education(Diploma)*Effort -.601 .587 -.831 -1.024 .308 0
Locality(Rural)*Effort -.879 372 -2.547 -2.363 .020 1
Locality(Urban)*Effort -.889 .352 -2.461 -2.526 .013 1
Gender*Social -.257 145 -.703 -1.778 .078 0
Age(25-31)*Social -.165 225 -.366 -732 465 0
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Model Unstaanrdized Standa_lr_dized t Sig. Full
Coefficients Coefficients model
Age(32-38)*Social -.194 190 -.463 -1.022 309 0
Age(39-44)*Social .358 .290 .699 1.232 220 0
Age(45-more)*Social .049 .261 .069 .188 .851 0
Education(PhD)*Social 1.345 1.613 1.407 .834 406 0
Education(Master)*Social .208 423 452 491 .624 0
Education(Bachelor)*Social .388 .385 1.002 1.009 315 0
Education(Diploma)*Social 1.449 .655 2.058 2.213 .029 1
Locality(Rural)*Social -.981 454 -2.624 -2.159 .033 1
Locality(Urban)*Social -.694 448 -1.788 -1.548 124 0
Gender*Facility 227 149 .658 1.520 131 0
Age(25-31)*Facility 510 213 1.240 2.398 .018 1
Age(32-38)*Facility .303 .166 .750 1.829 .070 0
Age(39-44)*Facility 237 .292 475 812 418 0
Age(45-more)*Facility 315 270 436 1.167 .245 0
Education(PhD)*Facility 191 .690 193 276 .783 0
Education(Master)*Facility 444 335 1.021 1.327 187 0
Education(Bachelor)*Facility .359 .302 .987 1.192 235 0
Education(Diploma)*Facility 1.028 .378 1.480 2.721 .007 1
Locality(Rural)*Facility 1.900 447 5.323 4.253 .000 1
Locality(urban)*Facility 1.905 462 5.297 4.124 .000 1

a. Dependent Variable: Behavior
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Appendix 6

Citizens’ perceptions of components of public services at the Palestinian e-government
according to their personal characteristics like gender, age, educational and locality.

Ranks
Age N Mean Rank
18-24 51 112.39
25-31 51 108.19
Needs 32-38 54 89.69
39-44 29 90.81
45 and more 16 98.41
Total 201
Test Statistics*”
Needs
Chi-Square 5.708
df 4
Asymp. Sig. 222

a. Kruskal Wallis Test
b. Grouping Variable: Age

Ranks
Education Level N Mean Rank
PhD 6 45.25
Master 41 101.56
Needs Bzf\chelor 123 101.27
Diploma 17 89.59
High School and less 14 134.71
Total 201
Test Statistics*®
Needs
Chi-Square 10.899
df 4
Asymp. Sig. .028

a. Kruskal Wallis Test
b. Grouping Variable: Education Level
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Ranks
Locality N Mean Rank
urban 97 101.44
rural 87 106.46
Needs
camp 17 70.56
Total 201
Test Statistics*®
Needs
Chi-Square 5.439
df 2
Asymp. Sig. .066

a. Kruskal Wallis Test

b. Grouping Variable: Locality

Ranks
Gender N Mean Rank | Sum of Ranks
Male 108 100.13 10814.50
Needs Female 93 102.01 9486.50
Total 201
Test Statistics®
Needs
Mann-Whitney U 4928.500
Wilcoxon W 10814.500
4 -.228
Asymp. Sig. (2-tailed) .820

a. Grouping Variable: Sex
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Appendix 7

Performance Effort Social Facilities Behavior * Sex

Mean Std. Deviation
Sex Sex
Male Female Total Male Female Total
Performance 4.2259 4.0258 4.1333 46087 .65224 .56510
Effort 3.8542 3.9032 3.8769 .55967 .66044 .60731
Social 3.6968 3.4677 3.5908 .68789 .66064 .68339
Facilities 3.9514 3.5941 3.7861 .66755 74264 .72388
Behavior 4.3241 3.8925 4.1244 .68276 .73419 73749
Performance Effort Social Facilities Behavior * Age
Mean Std. Deviation
Age Age
45 45
18-24 | 25-31 | 32-38 | 39-44 | and | Total | 18-24 | 25-31 | 32-38 | 39-44 | and | Total
more more
Performanc | 4.011 | 4.176 | 4.170 | 4.131 | 4.262 | 4.133 | .4443 | .5680 | .7385 | .4285 | .4177 | .5651
e 8 5 4 0 5 3 6 1 9 4 3 0
Effort 3.833]3.955|3.884 | 3.767 | 3.937 | 3.876 | .6298 | .4992 | .7643 | .4673 | .4873 | .6073
3 9 3 2 5 9 1 6 5 8 4 1
Social 3.470 | 3.558 | 3.615 | 3.870 | 3.484 | 3.590 | .5693 | .4811 | .8884 | .5575 | .8872 | .6833
6 8 7 7 4 8 1 1 9 0 7 9
Facilities |3.710 | 3.852 | 3.782 | 3.965 | 3.500 | 3.786 | .7719 | .6188 | .8370 | .6222 | .5845 | .7238
8 9 4 5 0 1 7 2 1 2 2 8
Behavior |4.163 | 4.098 | 4.074 | 4.218 | 4.083 | 4.124 | .7003 | .7551 | .8727 | .4982 | .7252 | .7374
4 0 1 4 3 4 9 1 6 2 1 9
Performance Effort Social Facilities Behavior * Education Level
Mean Std. Deviation
Education Level Education Level
High High
PhD [Master|Bachelor|Deploma| School | Total [ PhD |Master|Bachelor|Deploma| School | Total
and less and less
Performance|4.8000]| 4.2341 | 4.0488 | 4.3647 | 4.0143 |4.1333| .40000 | .46883 | .57508 | .60098 48652 |.56510
Effort 4,5833]|4.0854| 3.8191 | 3.6618 | 3.7321 |3.8769| .37639 |.52025| .61095 | .40448 77500 |.60731
Social 4.2083]3.7134| 3.5122 | 3.7059 | 3.5179 |3.5908( .74861 |.49863 | .75058 | .52467 52316 |.68339
Facilities [4.0000]3.9146| 3.7642 | 3.7059 | 3.6071 |3.7861(1.07238].59058 | .73851 | .89371 56936 |.72388
Behavior (4.5000]4.2033| 4.1084 | 4.1176 | 3.8810 |4.1244| .54772 | .65777 | .69147 | .89707 | 1.13685 [.73749




106

Performance Effort Social Facilities Behavior * Locality

Mean Std. Deviation
Locality Locality
urban | rural camp Total urban | rural | camp | Total

Performance|4.2701| 4.0874 | 3.5882 | 4.1333 | .46462 |.48771].98861 |.56510

Effort 4.0052( 3.8305 | 3.3824 | 3.8769 | .50515 |.57503].96468 |.60731

Social 3.6778| 3.5086 | 3.5147 | 3.5908 | .55546 |.73379(1.00184(.68339

Facilities [3.8351| 3.7874 | 3.5000 | 3.7861 | .62279 |(.77434|.94786 |.72388

Behavior (4.2234] 4.0881 | 3.7451 | 4.1244 | .59263 |(.80287|1.00367(.73749
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