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ABSTRACT

Electronic government (e-government) was lunched as an online technique
to enhance the government productivity and to provide citizens with more
accurate, time saving, high quality services. Although e-government has
improved the way of communication and treatment of government services
for citizens, the adoption of e-government has been less than satisfactory in
most countries. The aim of this paper is to investigate main factors affecting
the adoption of e-government in the Kingdom of Bahrain by gathering
empirical evidence based on the Unified Theory of Acceptance and the Use
of Technology (UTAUT). 186 citizens were surveyed using the amended
version of the UTAUT model and a regression analysis was implemented to
test the factors affecting the adoption of e-government. The study data
reveal four independent variables (Performance expectancy, Effort
- expectancy, Peer review, and Facilitating conditions) that determine citizens’
use of e-government services. A regression analysis was conducted to
examine the influence of the factors. Reliability test reported values of the
various constructs vary between (0.74) and (0.91). The findings reveal that
effort expectancy and facilitating conditions strongly determine citizens’
intention towards e-government. Additionally, performance expectancy was
found to determine citizens’ use of e-government services with moderate

significance. Recommendations for practice and research are discussed.

Key words: E-government, Adoption, UTAUT, Bahrain.
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CHAPTER 1:INTRODUCTION

1.1 Background of the study

The worldwide establishment of electronic government (e-government)
concept led to execute public service transactions in more efficient and
effective way. E-government is considered a major breakthrough for many
countries including the Kingdom of Bahrain as a step forward in
facilitating the delivery of services to its citizen in an efficient and timely

manner, all for the purpose of gaining citizen satisfaction.

In order to activate the adoption of e-government effectively, the e-
government applications and tools should promise to emulate private
sector offering and meet high standard quality and accessibility of public
services. For this achievement, it is necessary to provide an increased
number of online services through different channels like portal, mobile,
call centers, and post offices (OECD, 12-13 March 2007).Currently, e-
government enabled transparent access and improved communication for
citizens through deep understanding of citizen’s needs and requirements
and comprehensive architecture which should result in a high percentage
of e-government users (Alshehri, Steve, & AlGhamdi, 2012).Moreover, it
has been noticed that the frequency of online e-government application
visitors and the number of e-government users started to increase since

2006 in Arab countries (OECD, 12-13 March 2007).

1.2 Problem Statement

According to the United Nations E-government Survey report (UN, 2014)
which assesses the e-government development status in 193 countries in
2014, all the 193 member states now have national websites ( see

Appendix354), but the majority remain at the low or intermediate levels of
1




e-government development. However, this report finalize that even in the
case of countries with highly advanced Information and communication
Technology (ICT) infrastructures, and human resources, it can be difficult
to move to the higher stages or levels of e-government transactional
adoption and development. Therefore it is clear that factors other than
national income of the country such as citizen intention and awareness
toward the use of e-government applications are equally important along
with adequate e-government programs.

Knowing the impact of such factors on the adoption of Bahraini citizens to
the E-Government services will help the Bahraini Government to develop
the needed strategies to encourage and increase the use of these services,
then increasing the efficiency of the governmental services. Therefore the
research problem can be expressed in the following statement:

“Examining the factors that affect the adoption of E-Government services

in Kingdom of Bahrain”

1.3 Research Objectives

It has been noticed that a number of studies and researches were
conducted in the developing countries to measure and test whether the
government in the kingdom of Bahrain is providing and facilitating the
procedures to implement the e-government programs and whether it is
supplying the required instructions and software applications to enhance
the use of e-government. With this in mind, the aim of this study is to dig
more into the factors that actuate the adoption of e-government services in
the kingdom of Bahrain at citizen perspective. This study is structured to
investigate four key factors namely, Performance expectancy, Effort
expectancy, Social influence, and Facilitating conditions that influence
Bahraini citizens to accept and use e-government programs. The study
applied an amended Unified Theory of Acceptance and the use of
Technology UTAUT model which provide gainful insights for understanding

an individual’s intentions of using e-government applications (Venkatesh,
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Morris, Davis, & Davis, 2003). Also this study will consider other four
demographic factors: Gender, Age, Education and income level for
descriptive inferential statistic analysis to determine the percentage and

type of e-government adopters.

The overall objective of this study is to examine the factors that affect E-

Government services adoption in Bahrain. More specifically, the study

aims to achieve the following:

1- Examine the effect of performance expectancy on the adoption of E-
Government services.

2- Examine the effect of effort expectancy on the adoption of E-
Government services.

3- Examine the effect of Social influence on the adoption of E-Government
services.

4- Examine the effect of Facilitating conditions on the adoption of E-
Government services.

S5- Examine the effect of the demographic variables on the adoption of E-

Government services.

1.4 Significance of the Study

The e-government is considered a relatively a new mechanism to save time
and cut down costs for many public related services. Hence, the research
will outline and measure the important key factors that expedite the
project of e-government adoption. The research framework will enable
policy and decision maker in the government sectors to gain deeper insight
into the determinants of e-government, and the general adoption pattern in

the Kingdom of Bahrain.




1.5 Limitations of the Study

Although the UTAUT model applied in this study will explain the variance
in Performance expectancy, effort expectancy, social influence, and
facilitating conditions, there are much of other variance related to other
factors will not be explained. This study only takes into account the critical
factors that affect the citizens’ intention in the success of e-government
adoption. In fact, the true success of e-government adoption requires the
proper and equal participation of government agencies and citizens.
Additionally, obtaining the necessary data was somewhat of a challenge as
statistical tests normally require a larger sample size to ensure that the
sample is a fair representation of the population. This limitation is relevant

in this study given that it is a quantitative research.

1.6 Organizational of the study

This study consist of five chapters, the following is a brief description of

each chapter contents:

Chapter 1 Introduction: begins with overview about the study, followed by
background of the study, problem statement, and the objective of the
study. Furthermore, it discusses the significance of the study, and finally it

highlights the scope and limitations of the study.

Chapter 2 Literature Review: comprises the literature review on the
important concepts and studies introduced in the e-government adoption.
The chapter is divided into five main sections which illuminate the
definition of e-government, e-government adoption background, e-
government advantages and challenges, and factors affecting e-government

adoption.




Chapter 3 Methodology: this section consist of the methodology used in
conducting the study with a detailed description of the research design,
population and sample, research model, and conceptual and operational
definition of research variables. Finally, this section outlines the data

collection procedures and analysis.

Chapter 4 Findings: presents the statistical analysis and results. It
illustrates and describes the results pertaining to demographic distinctions

of the respondents, the reliability test of the scale, and regression analysis.

Chapter 5 Discussion, Conclusion, and Recommendations: the chapter
provides a detailed discussion and comparison of results pertaining to
demographic inferential statistics and to the regression analysis. The
chapter also summarizes the findings and conclusions of this study. In

addition, it provides recommendations for further research studies.




CHAPTER 2:LITERATURE REVIEW

2.1 Introduction

This chapter is divided into five main sections. It reviews the important concepts
and studies that have been introduced in the area of e-government. The chapter
commences with section 2.2 providing couple definitions of e-government. Section
2.3 outlines e-government adoption background. The fourth section 2.4 presents e-
government advantages and challenges, and finally section 2.5 illustrates factors

affecting the e-government adoption.

2.2 Definition of E-government

According to (Al-Rahbi, Al-Harasi, & Al-Wahaibi, 2012), defining the term
e-government varies depending on the focus of each authors’ study field.
They also state that e-government is centered on six main aspects;
technology, business, citizen, government, process, or a functional
perspective. (Al-Shaf, 2009), on the other hand, defines e-government as
making full use of the potential of technology to help put its citizens at the
centre of the e-Services provided and which makes the citizens its
intention. Authors Evans and Yen simply define e-government as a
communication medium between the government and the citizens through
computers and the web (Evans & David C, 2006). Accordingly, The United
Nations Public Administration Network (UNPAN) defined e-government that
it is about utilizing the Internet and the World Wide Web for delivering
government information and services to citizens (Ronaghan, 2002).
Definitions by each country differ as the priorities and strategies are
different, but according to (OECD, 12-13 March 2007), the definitions fall

into three main categories:




e E-government is defined as Internet (online) service delivery and
other Internet-based activity such as e-consultation.

e E-government is equated to the use of ICTs in government. While the
focus is generally on the delivery of services and processing, the
broadest definition encompasses all aspects of government activity.

e E-government is defined as a capacity to transform public
administration through the use of ICTs or indeed is used to describe
a new form of government built around ICTs. This aspect is usually

linked to Internet use.

2.3 E-government Adoption Background

The introduction of e-government has also resulted in a number of
challenges for both citizens and governments of different countries (Seifert
& R. Eric, 2002). Lack of access to e-Services, ease of use, security
concerns, citizen’s trust, and external influences are the main first step
challenges that can affect or even diffuse the proper participation in e-
government adoption programs (AlAwadhi & Anne, 2009). Various
researchers stated that many of these challenges definitely have strong
relationship with the adoption of e-government programs in various
countries. Furthermore, (Venkatesh, Morris, Davis, & Davis, 2003) claim
that the adoption of technology in processing government services can be
affected by socio-cultural differences between people. For example, gender
differences according to (Venkatesh, Morris, Davis, & Davis, 2003)
research study, men tend to be more highly task-oriented than women and
women tend to have lower self-efficacy, lower computer aptitude and
higher computer anxiety than men. Obviously, most of developed and
developing countries designed many strategies and plans collaboratively to
overcome and cope with challenges in order to gain dual citizen and

government satisfaction.




More than 14 years ago, the e-government prospects were discussed and
established around the world. Several studies have argued that the
acceptance of e-government adoption in the developed countries such as
United States of America and United Kingdom is faster than the developing
countries; as the potential of using digital technologies to improve public
services and government-citizen engagements is slower and less effective in
the developing countries (Kamal, Hackney, & Sarwar, 2013). On the other
hand, the United Nations E-government survey for 2014 (UN, 2014) argued
that the national income does not, by itself, constitute or guarantee e-
government development. There are many countries that have significantly
advanced their e-government despite relatively low national income, just as
there are many countries which are lagging behind despite their relatively

high income and thereby have good opportunities for future improvement.

Formerly, The United Nations survey report (UN, 2014) also found that
citizens have been benefiting from better information access, efficient
government management, more advanced e-service delivery and developed
interactions with governments because the public is using technology more
than before. In the survey, the United Nation has identified the top 20
countries in e-government development. The top three are Republic of
Korea, Australia and Singapore. It is worthy to note that Bahrain was
ranked the 18th country in e-government development and is the only
Arab country to be in the top 20 (refer to Table 2-1). Most of the countries in
the top 20 are a high-income country which is expected as they have the
necessary funding to develop and implement e-governments services for
their citizens. But again, the income level of a country is not generally an
indicator of e-government development progress. The main enabler of good
e-government progress is often putting in place an effective governance
framework to support and manage a citizen-centric service delivery model,
including a national ICT policy and e-government strategy, as well as
strengthening institutions and building the capacities of public servants

(UN, 2014).




It has been noticed that the citizen’s awareness in Information and
Communication technology along with their inherent intention for
technology use, will definitely affect the success of e-government adoption.
Consequently, various statistic studies using theoretical models were
conducted by many researchers to find the relationship between the
citizen’s intention and their acceptance to use technology to adopt the e-
government services. Most remarkable among these theories are the
Theory of Reasoned Action (TRA) (Ajzen. 1. , 2010), Theory of Planned
Behavior (TPB) (Ajzen., 1985), Technology Acceptance Model (TAM) (Davis,
Sep., 1989), Extension of the Technology Acceptance Model (TAM2)
(Venkatesh & Davis, 2000), and Unified Theory of Acceptance and Use of
Technology (UTAUT) (Venkatesh, Morris, Davis, & Davis, 2003).




Table 2-1: World e-government leaders in 2014

: :
2014 2014 2012  ChangeinRank |

Country Region EGDI Rank Rank (2012-2014)
Republic of Korea Asia 0.9462 1 1 -
Australia Oceania 0.9103 2 12 T 10
Singapore Asia 0.9076 3 10 * 7
France Europe 0.8938 4 6 P 2
Netherlands Europe 0.8897 5 2 v .3
Japan Asia 0.8874 6 18 T 12
United States of America Americas 0.8748 7 5 ¢ 2
United Kingdom Europe 0.8695 8 3 $ 5
New Zealand Oceania 0.8644 9 13 T 4
Finland Europe 0.8449 10 g i 1
Canada Americas 0.8418 1 n .
Spain Europe 0.8410 12 23 T 1
Norway Europe 0.8357 13 i1 5
Sweden Europe 0.8225 14 $ 7
Estonia Europe 0.8180 15 1 5
Denmark Europe 0.8162 16 4 4 12
Israel Asia 0.8162 17 16 i 1
Bahrain Asia 0.8089 18 36 T 18
iceland Europe 0.7970 19 22 T 3
Austria Europe 0.7912 20 21 T 1
Germany Europe 0.7864 21 17 i 4
Ireland Europe 0.7810 22 34 .12
Italy Europe 0.7593 23 32 T 9
Luxembourg Europe 0.7591 24 19 i 5
Belgium Europe 0.7564 25 24 $ 1
Very High EGDI Average 0.8368
World A-varagc 0.4712

Source: UN. (2014). UNITED NATIONS E-GOVERNMENT SURVEY 2014: E-GOVERNMENT FOR THE
FUTURE WE WANT. United Nations Department of Economic and Social Affairs.

2.4 E-government Advantages and Challenges

Comparatively, the advantages and disadvantages of e-government

establishment are the same for both developed and developing countries
10




(M. Alshehri, 2010). Up to the present time, it has been realized that the
benefit of implementing the government services using online tools is much

higher than clearing them manually or in a traditional manner.

According to (M. Alshehri, 2010), E-government applications allow people,
businesses, and government sectors to access to available government
information 24 hours a day, 7 days a week, which improves the quality of
these services. Also his article claimed that the implementation of e-
government will reduce cost and levels of organizational processes by
streamlining and re- organizing operating procedures. Moreover, the using
of e-government systems will improve the performance of government
agencies and that it will deliver the public service effectively and efficiently
for all customers. In addition, the article stated that e-government has great
benefits regarding economizing and improving of governments’ service
operations, including efficiency, reduced transactional costs, increase the
transparency and increased services for citizens. Furthermore, (AlAwadhi &
Anne, 2009) used a series of focus groups to qualitatively explore factors
that affect the adoption of e-government services in Kuwait. And
interestingly, the finding showed that the majority of participants 86% will
be encouraged to use e-government services since the importance of
connections or “Wasta” is likely to be decreased. In fact, Wasta is a force in
interpersonal networks which can pervade all of business in social life. As
an advantage, e-government helps to decrease inequality between
individuals and that all people would be given an equal chance to carry out

their government transactions.

Although the numbers of benefits and advantages are unquestionable, e-
government service implementation resulted in emerging a couple of
challenges. Particularly, as argued by (M. Alshehri, 2010)there are three
main negative points. Firstly, privacy and security concerns are the top of
the citizens’ priorities. There is a lot of information stored in e-governments

that identity thefts are of serious concern. Moreover, many citizens are

11




afraid to be victims of retaliation from government workers and need
assurance that their information is stored in an extremely secured and
safeguarded environment. Secondly, e-government is dynamic and is in
constant change. This means that automated procedures’ flexibility is
under threat for future requirements. Finally, censorship is a great concern
as it is possible for people in the e-government to monitor citizens’

activities.

2.5 Recent E-government Adoption studies in GCC

It is obvious that adoption of e-government has increased in many Gulf
Cooperation Council countries over the time, but the rate of adoption varies
from country to country, and also the factors which affect the adoption of e-
government differ from one country to another. This section presents

findings of related studies in different GCC countries.

2.5.1. Oman

Like many developing countries, Oman adopted e-government in late
twentieth century. The e-Oman initiatives contain a wide range of initiatives
and services designed to electronically transform the government and pave
the way for a knowledge-based economy. Oman’s rapid progress in the use
of e-government services is confirmed by the United Nations annual e-
government survey report (UN, 2014) that shows Oman is ranked 48th in
the world on the UN e-government development index, but this progress
and the adoption can be affected by many factors. According to (Al-Rahbi,
Al-Harasi, & Al-Wahaibi, 2012) study that aimed to identify and describe
the technical factors affecting the adoption of e-government in different e-
government agencies in Oman, the most important factor when dealing with
e-government projects is the ICT infrastructure and it must be well planned
because it contains both data centers and network. Also the study claimed

that technical expertise is the second important factor, after having the ICT
12




infrastructure, the need of IT expertise is a must in order to deal with all
kinds of issues related to the e-government projects services, such as
developing, maintaining, controlling and protecting different aspects of the

e-services.

2.5.2. Kingdom of Saudi Arabia

According to United Nation (UN, 2014) survey report, Saudi Arabia was
ranked 35t in e-government development worldwide ranking. To enhance
and improve the e-government adoption rate, many studies were conducted
in the kingdom of Saudi Arabia for better understanding of key factors that
defuse the use of e-government. Most of those studies were implemented to
examine the human factors, particularly the psychological, cultural and
social elements of e-government users. Based on (Alsaif, 2013) study, the
results revealed that both trust of internet and performance expectancy
significantly influence the intention to use e-government. Similarly, the
study conducted by (Alshehri, Steve, & AlGhamdi, 2012) proved that
performance expectancy, effort expectancy, and facilitating conditions had
positive effect on behavior intention to use e-government services. In
another study by (Hamner & Al-Qahtani, 2008), the technology acceptance
model was applied to analyze factors in Saudi Arabia that influence citizens
to adopt e-government, and the findings showed that e-government
adoption and willingness for use were correlated with security issues,

internet knowledge, level of education and age.

2.5.3. Qatar

The state of Qatar was ranked 44t in the e-government development
process as presented by United Nations annual survey report (UN, 2014).
(Al-Shafi & Vishanth, 2009) studied factors affecting e-government adoption

in the Qatar and they build a research model that contain organizational,

15




technical, political, and social influences. They claimed that the success of
e-government project implementation is highly predicted by citizen’s

perspective and their behavior towards the adoption of e-government.

2.5.4. Kuwait

As per United Nation survey report (UN, 2014) for e-government
development, Kuwait was ranked 49t country to held development plans
and strategies to improve e-government implementation. (AlAwadhi &
Morris, 2008) utilized Unified Theory of Acceptance and Use of Technology
to examine the citizen’s adoption of e-government. The study applied social
influence with peer influence in order to match citizen society. Performance
expectancy, effort expectancy, and social influence were found to determine
citizen’s behavior intentions, while facilitating conditions and behavior

intentions influence citizen’s use of e-government applications.

2.5.5. United Arab Emirates

Within the Gulf Cooperation Council (GCC) countries, United Arab Emirates
was ranked 32 globally in developing e-government services and offering
their citizens advanced e-services and information accessible in an
effortless way (UN, 2014). The aforementioned ranking indicates that UAE
has a good implementation of e-government as it is the second top country
among GCC after Bahrain. (Al-Zaabi, 2012) studied qualitative aspect of e-
government adoption. He adopted a diverse perspective and applied the
DOI, TAM and e-commerce theories in a G2E context. Using a small sample
population it was understood that departments within the organization that
are far sighted, strategic and involved with technology development and
implementation readily accept and use innovation. Comparatively

departments that involve daily operation functions are not readily willing to

14




embrace innovation. Instead the department displayed a certain amount of

resistance to change.

2.6 E-government in Bahrain

The e-government program in Bahrain was started in May 2007 through a
portal (www.bahrain.bh) through which services are delivered to the
citizens (refer to Figure 2-1). The portal started with 30 services and
expanded to more than 90 services in 2009 and more than 200 in 2010 to
more than 280 in recent years. With over 15 million requests, transactions
worth USD 11million have been conducted. Most of the services are end-to-
end between different ministries. E-Government servicing revolves around
citizen centricity which aims to provide end-to-end services to customers at
the first instant and is the core principle of service delivery. The mobile
channel of e-government was launched in 2009 as well with 15 services.
There is a lot of potential of mobile-based e-government as the mobile
penetration in Bahrain is more that 130% Figures from (TRA, TRA Annual
Report, 2008).

As mentioned earlier in this paper, Kingdom of Bahrain was ranked 18th
country in the e- government development in the top 20 countries around
the world (UN, 2014). Hence, at the beginning of 2010 Kingdom of Bahrain
was rated top in the region (refer Table 2 -2) according to the United
Nation’s e-Government Readiness Report, which uses an index of six key
factors such as the online population, internet and mobile phone users

(TRA, TRA Annual Report, 2009).
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Figure 2-1: Bahrain E-Gov Portal
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In order to maintain and progress the top rate ranking level of e-
government development in Bahrain. The eGovernment Authority designed
many programs and strategies such as conducting comprehensive periodic
studies to measure customer satisfaction level of the e-government
transaction index, and awareness level. Furthermore, the eGovernment
Authority lunched the e-government excellence award. It is granted to
citizens who provide innovative ideas that maximize the excellence of e-

government work (eGovernment, 2015).
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Table 2-2: E-Gov development of Gulf Cooperation Council - GCC

2014 2012 Change

Country Name Organization EGDI 2014  Rank Rank in Rank
Very High EGDI

Bahrain GCC Member 0.8089 18 36 .18

High EGDI

United Arab Emirates GCC Member 0.7136 32 28 I 4

Saudi Arabia GCC Member 0.6900 36 41 ‘s

Qatar GCC Member 0.6362 44 48 P 4

Oman GCC Member 0.6273 48 64 .16

Kuwait GCC Member 0.6268 49 63 T 14

Regional Average 0.6838

World Average 0.4712

Source: UN. (2014). UNITED NATIONS E-GOVERNMENT SURVEY 2014: E-GOVERNMENT FOR THE
FUTURE WE WANT. United Nations Department of Economic and Social Affairs.

2.7 Technology Acceptance Theories

Theories and models in technology adoption research have played a critical
role as it provides frameworks to guide research design and interpret
research results. There are a numerous number of theories and models
employed in studying individuals’ intention and adoption of new
technologies. One of the well known models related to technology adoption
is the technology acceptance model (TAM), originally proposed by Davis in
1986 (Park, 2009). TAM has proven to be a theoretical model in helping to
explain and predict user behavior of information technology (Legris,
Ingham, & Collerette, 2003). According to (Davis, Sep., 1989) TAM identified
two theoretical constructs including Perceived Usefulness and Perceived
Ease of Use that affect the intention to use a system. Another well identified
theory is Theory of Reasoned Action (TRA) that explains an individual’s

behavior based on his or her behavioral intention (Ajzen, 1991). Also Theory

17




of Planned Behavior (TPB) is a well established social theory that states the
specific salient beliefs influence behavioral intentions and subsequent
behavior (Ajzen, 1991). In 2000, most of the above mentioned theories were
updated to perceive more constructs such as Enhanced Technology
Acceptance Model (TAM2). (Venkatesh & Davis, 2000) enhanced the TAM to
Extended Technology Acceptance Model (TAM2), which provides a detailed
explanation of the key forces underlying judgments of perceived usefulness.
Similarly, the Unified Theory of Acceptance and Use of Technology model
(UTAUT) was developed to address the limitation in (TAM2).

2.7.1. Unified Theory of Acceptance and Use of Technology

UTAUT provides a view of how the variables of intention and behavior evolve
over time. It assumes that there are three direct determinants of intention
to use (performance expectancy, effort expectancy, and social influence) and
two direct determinants of usage behavior (intention and facilitating
conditions) (Venkatesh, Morris, Davis, & Davis, 2003). These relationships
are moderated by gender, age, experience, and voluntariness of use.
Empirical testing of UTAUT shows that performance expectancy, effort
expectancy, and social influence have significant relationships with the
intention to use technologies (Venkatesh, Morris, Davis, & Davis, 2003).
UTAUT is one theory that covers most of the individual independent
variables including gender, age, experience, and voluntariness of use as

moderating variables.

2.8 Factors affecting E-government adoption

Like any other new technology concept, the introduction and establishment
of e-government has also resulted in a number of challenges for both
citizens and governments of different countries (Al-Shafi & Vishanth, 2009).
The most investigated challenges or factors are Lack of access to e-Services,

trust, culture, and security. The study will focus on factors that affect the
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adoption of e-government from citizen perspective. Therefore, it will hire the
Unified Theory of Acceptance and Use of Technology UTAUT model
(Venkatesh, Morris, Davis, & Davis, 2003). Venkatesh is the founder of this
theory, and he created this theory to test user intentions to use any
information system. This theory is the latest establishment model and it is
more useful than other models as it associates all the previously designed
models. As argued by (Alzahrani.M.E, 2012) the UTAUT model encompasses
the maximum number of factors that have been found to have significant
influence over adoption of technology. The previously established models
are, TRA, TAM, TPB, Motivational Model MM, The Combined TAM and TPB
(C-TAM-TPB), the Model of PC Utilization MPCU, DOI, and Social Cognitive
Theory. Each of the previously established models was designed to apply a
number of constructs that attempt to predict the user’s behavior toward
using information system. Most of the above mentioned theories which were
established before the introduction of UTAUT model, lack to employ social
factors to explore the inherent intentions of the user to use the information
system. However, the aggregation of all the eight theories above compose
the Unified Theory of Acceptance and Use of Technology UTAUT that can
result in the fullness and a comprehensive analysis for this study. This
Model was amended to properly suite and fit the aspects of this study field.
The UTAUT model contains four determinants that explain the adoption of

e-government in the kingdom of Bahrain:

1. Performance expectancy, which is “the degree to which an
individual believes that using the system will help him or her to
attain gains in job performance” (Venkatesh, Morris, Davis, & Dauvis,
2003). . This construct is measured by four statements: (refer
Appendex1 page.52) which test the usefulness of outcome, quickness,
effectiveness, and easiness. Performance expectancy is measured
using a number of variables: System’s effectiveness, system’s

improvement of work performance, system’s improvement of
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productivity, chance to gain transferable skills, and better control of

work (Algharibi & Theodoros, 2011).

. Effort expectancy, which is “the degree of ease associated with the
use of the system” (Venkatesh, Morris, Davis, & Davis, 2003). (Refer
Appendex1 P.52). Effort expectancy is related to complexity and the
perceived ease of using e-government application and system.
According to (Venkatesh, Morris, Davis, & Davis, 2003) this construct
can be measured by a number of variables namely, Easiness of
accessing e-government data, clarity of data, ability to identify relevant data,

smoothness of interacting with the system, and system’s overall presentation

and outline.

. Social influence, which is “the degree to which an individual
perceives that important others believe he or she should use the new
system” (Venkatesh, Morris, Davis, & Davis, 2003)(Refer Appendex1
P.52). this determinant refers to what extent the user is likely to be
influenced by others either positively or negatively. For example,
citizens family and friends may impact on citizens believes and
decisions. Similar to other constructs in this study, social influence is
measured by a good number of variables namely, Organizational
encouragement; organizational pressure for change; management
communication and involvement in the change process; experience of
a demo beforehand; and availability of an “open door” policy to

discuss aspects related to change.

. Facilitating conditions, which are “the degree to which an
individual believes that an organizational and technical infrastructure
exists to support the use of the system” (Venkatesh, Morris, Davis, &
Davis, 2003) (Refer Appendex1 P.52). this variable refers to the proper
availability of the necessary resources and knowledge to adopt the e-

government services. (Venkatesh, Morris, Davis, & Davis, 2003)
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claimed that this construct should be measured by five variables,
Comprehensiveness of manual or training session; ability to imagine
applying the system to conducts tasks; mention of the extensiveness
of search criteria; offer of steps that are logical to use, apply, and
recall; and cover of all essentials to perform tasks and overcome

difficulty.

The proposed model assumes that the Performance expectancy, Effort
expectancy, Social influence, and Facilitating conditions have a strong
relationship and influence on the intention to adopt and implement the e-

government services.
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CHAPTER 3:RESEARCH METHODOLOGY

3.1 Introduction

This chapter outlines the methodology used to conduct this study. It
begins with the research design. Secondly, it indicates the research
framework followed by research hypotheses. Also the Conceptual and
operational definition of variables was discussed in this chapter briefly.
Furthermore, the chapter highlights the population and sample methods,
Questionnaire Design, Data Collection Procedures, and data analysis

procedures.
3.2 Research design

The research methods used to implement this study were descriptive and
quantitative methods, which consist of gathering data through a survey
and then conducting Regression analysis to prove the significance of the
independent explanatory variables based on the UTAUT amended model.
To meet this, a survey questionnaire was designed after a careful review of
several related literatures. The survey option was selected to save time,

effort, cost, and to gain more reliable quantitative answers.
3.3 Research Framework

A research model was adapted using the revised UTAUT model. This model
was revised by eliminating the effect of moderator factors namely age,
gender, education and income level. Therefore, the model assumes that the
adoption of e-government in the kingdom of Bahrain will be effected by
four main variables: performance expectancy, effort expectancy, social
influence, and facilitating conditions (refer Figure 3-1). The following is the

brief description of each variable:
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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.

Effort expectancy: is the degree of ease associated with the use of the

system.

Social influence: is the degree to which an individual perceives that

important others believe he or she should use the new system.

Facilitating conditions: is the degree to which an individual believes
that an organizational and technical infrastructure exists to support

the use of the system.

Effort i Social
expectancy § influence

Performance Facilitating
expectancy 4 E- B conditions
government |
adoption in
Bahrain

Figure 3-1: Research Model




3.4 Research Hypotheses

Based on the literature given, the research hypotheses were clearly
constructed in the following section using the aforementioned developed

model scheme:

H1l: The e-government adopters in the Kingdom of Bahrain differ

significantly in terms of gender, age, income level and education level.

H2: There is a positive significant relationship between performance

expectancy and the adoption of e-government in Bahrain.

H3: There is a positive significant relationship between effort expectancy

and the adoption of e-government in Bahrain.

H4: There is a positive significant relationship between social influence and

the adoption of e-government in Bahrain.

HS5: There is a positive significant relationship between facilitating

conditions and the adoption of e-government in Bahrain.

3.5 Conceptual and operational definition of variables

This section will provide the conceptual and operational definitions of all
variables. The conceptual definition illustrate the meaning of the variable
in terms of the theories of a specific discipline, while an operational
definition defines exactly the variables and how they are measured within
the context of the study. The Table 3-1summarizes each variable with its

conceptual and operational definitions.
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Table 3-1: Conceptual and operational definitions of variables

variables

conceptual

Operational

Performance Expectancy

(independent)

The degree to which an
individual believes that
using the system will help
him or her to attain gains
in job performance.
(Venkatesh, Morris, Davis,
& Davis, 2003)

A four-item questionnaire
on a five-point Likert
scale. They were developed
from a part of a
questionnaire by
(AlAwadhi & Morris, The
Use of the UTAUT Model
in the Adoption of E
government Services in
Kuwait, 2008)

Effort Expectancy

(independent)

The degree of ease
associated with the use of
the system. (Venkatesh,
Morris, Davis, & Davis,
2003)

A six-item questionnaire
on a five-point Likert scale
adopted and developed
from (AlAwadhi & Morris,
The Use of the UTAUT
Model in the Adoption of E
government Services in
Kuwait, 2008)

Social Influence

(independent)

The degree to which an
individual perceives that
important others believe
he or she should use the
new system. (Venkatesh,
Morris, Davis, & Davis,
2003)

A four-item questionnaire
on a five-point Likert scale
developed from the
(AlAwadhi & Morris, The
Use of the UTAUT Model
in the Adoption of E
government Services in
Kuwait, 2008)

Facilitating Conditions

(independent)

The degree to which an
individual believes that an
organizational and
technical infrastructure
exists to support the use
of the system. (Venkatesh,
Morris, Davis, & Davis,

2003)

A five-item questionnaire
on a five-point Likert scale
developed by (AlAwadhi &
Morris, The Use of the
UTAUT Model in the
Adoption of E government
Services in Kuwait, 2008).

3.6 Population and Sample

3.6.1. Population

The target population for this research was citizens who live in the

Kingdom of Bahrain and who frequently need to conduct government
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services and transactions. Therefore, Bahraini citizens over eighteen years
old who use public sectors services are considered as a population for this

study.

3.6.2. Sample and Sampling method

The targeted sample was selected from the larger population to describe
the whole group. This selection applied Convenience Sampling method
because the population is just too large that it is impossible to include
every individual or every citizen, as well as, it is not feasible, practical or
theoretically sensible to do random sampling. For accurate representative
of large population, the selection process was conducted to question
citizens in the Kingdom of Bahrain who were employed in government

ministries and agencies.

3.7 Data Collection Procedures

The data collection process took place in April’2015 and the study
population for this research consisted of all citizens in the Kingdom of
Bahrain. Therefore, the survey questions were emailed to 400 Bahraini
citizens who use public sector services. As well as, an online link was
developed for the same survey questions and distributed through other
social Medias like Facebook, Twitter, Google+, LinkedIn, and Whatsapp. A
follow up post card reminder emailed after about 4 days. From 400
scattered questionnaires, 201 responses were received but 43 of those
responses were discarded because some respondents left part of the survey
questions unanswered. Thus, the total of responses which were used for

the regression and other analysis were 185 responses.

3.8 Questionnaire Design




The survey consisted of twenty four close ended questions which limit the
respondent to answer in multiple choice formats. The questionnaire
questions were translated in Arabic language along with a brief
introduction and definition of e-government services in the Kingdom of
Bahrain. Furthermore, a couple of e-government service examples were
provided to support the questions, and to facilitate the reading and
understanding the concept of the questions. Also the research
questionnaire involved two sections, the first section is for demographic
data and the second section for measuring the main independent and
dependent variables. Four questions were developed to get demographic
information and the remaining twenty questions were designed to meet the
main requirement of this study. Correspondingly, likert scale (5-point
scale) and ‘yes’ or ‘no’ question pattern were used to group and analyze the

information accurately using SPSS V21.

3.9 Data Analysis Procedures

Prior to data analysis, unsatisfied collected survey information was
discarded from the selection, as those data did not meet the criteria of
selection. All the received data were coded for the purpose of examination.

The SSPS was used to analyze the data as follows:

e Descriptive statistics: were used to describe the basic features of the
data in research that provides simple summaries about the sample.
As well as, crosstab analyze option was used to test the first

hypothesis.
e Regression Analysis: this test was performed to measure the
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