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ABSTRACT

The DeLone & McLean (D&M) Information System (IS) Success model has
been the definitive framework to measure (IS) effectiveness. This model has
been used in many settings like education and e-commerce, but less frequently
in the e-government environment particularly from a business perspective.
Therefore, the specific objective of this study aims to explore the constructs
that influence business user satisfaction in the e-government by using an
extension of (D&M) model, which are information quality (IQ), system
quality (SQ), e-service quality (E-SQ), perceived usefulness (PU), perceived
ease of use (PEU) and trust on business user satisfaction (BUS). Based on
existing literature, a conceptual model was developed. The model and the
Information system theories were used to explicate the relationship among the
variables in the conceptual model. Furthermore, this study seeks to examine
the important and significant factors that influence business organizations to
adopt e-government, it also seeks the relationship of business organizations
satisfaction level with e-government success variables, and finally to examine
the moderating role of trust from a business centric perspective. Using a
survey research design, a sample of 299 business managers and staff who have
experience with e-government services were drawn through simple random
sampling. Combinations of inferential and descriptive statistics were
performed assisted by the Statistical Package for Social Science (SPSS) and
Partial Least Square (PLS). The outcomes of this study show that, the E-SQ
has direct insignificant relationship toward BUS, while it has a significant
relationship with PEU and PU. The IQ was found to have a direct significant
relationship towards BUS and PU, but it has a direct insignificant relationship
with PEU., The SQ was found to have a direct insignificant relationship with
PEU and PU, but has a direct significant relationship towards BUS. A
significant relationship between PEU and PU towards BUS in e-government
was also found, not forgetting that the variable trust was found to have a direct
significant relationship towards BUS. The findings also indicate that perceived
usefulness has the most significant relationship with business user satisfaction.
The outcome of this study shows that the (D&M) IS success model can be
applied for measuring e-service technologies in Middle Eastern countries such
as Jordan. However, this will require re-strategizing the way e-government
service quality is conceptualized and eventually implemented.

Keywords: e-government, system quality, information quality, e-service
quality, business user satisfaction.



ABSTRAK

Model Kejayaan Sistem Maklumat (IS) DelLone & McLean (D & M) telah
menjadi rangka kerja tetap untuk mengukur keberkesanan (IS).Model ini telah
digunakan dalam pelbagai situasi seperti pendidikan dan e-dagang, tetapi
kurang kerap dalam persekitaran e-kerajaan terutamanya dari perspektif
perniagaan. Oleh itu, objektif khusus kajian ini bertujuan untuk mengkaji
konstruk yang mempengaruhi kepuasan pengguna perniagaan di e-kerajaan
dengan menggunakan lanjutan (D & M) model, yang merupakan kualiti
maklumat (IQ), kualiti sistem (SQ), kualiti e-perkhidmatan (E-SQ), tanggapan
kegunaan (PU), tanggapan kemudahan penggunaan (PEU) dan kepercayaan
terhadap kepuasan pengguna perniagaan (BUS). Berdasarkan maklumat yang
sedia ada, satu model konsep telah dibangunkan.Model dan teori
sistemmaklumat digunakan untuk mengutarakan hubungan antara pembolch
ubah dalam model konseptual. Tambahan pula, kajian ini bertujuan untuk
mengkaji faktor-faktor penting dan signifikan yang mempengaruhi organisasi
perniagaan untuk menerima pakai e-kerajaan, ia juga bertujuan mengkaji
hubungan tahap kepuasan organisasi perniagaan dengan pembolehubah
kejayaan e-kerajaan, dan akhirpya untuk mengkaji peranan penyederhana
amanah daripada perspektif berpusatkan perniagaan. Menggunakan kaedah
kajian tinjauan, sebanyak 299 sampel pengurus perniagaan dan kakitangan
yang mempunyai pengalaman dengan perkhidmatan e-kerajaan telah
dikenalpasti melalui persampelan rawak mudah. Gabungan statistik inferensi
dan deskriptif telah dijalankan dengan dibantu oleh Statistical Package for
Social Science (SPSS) dan Partial Least Square (PLS).Hasil kajian ini
menunjukkan bahawa, E-SQ mempunyai hubungan langsung yang tidak
penting ke arah BUS, bagaimanapun ia mempunyai hubungan yang signifikan
dengan PEU dan PU.IQ didapati mempunyai hubungan langsung yang
signifikan ke arah BUS dan PU, tetapi ia mempunyai hubungan langsung
yang tidak penting dengan PEU. SQ didapati mempunyai hubungan langsung
yang tidak penting dengan PEU dan PU, tetapi mempunyai hubungan
langsung yang signifikan lke arah BUS. Hubungan yang signifikan antara
PEU dan PU terhadap BUS dalam e-kerajaan juga didapati, tidak ketinggalan
pembolehubah amanah didapati mempunyai hubungan langsung yang
signifikan ke arah BUS. Dapatan kajian juga menunjukkan bahawa tanggapan
kegunaan mempunyai hubungan yang paling signifikan dengan kepuasan
pengguna perniagaan. Hasil kajian ini menggambarkan bahawa model
kejayaan (D & M) IS sem emangnya boleh diaplikasikankan untuk mengukur
teknologi  e-perkhidmatan di negara-megara Timur Tengah seperti
Jordan. Walau bagaimanapun, ini akan memerlukan penyusunan semula
strategi cara kualiti perkhidmatan e-kerajaan dikonsepsikan dan akhirnya
dilaksanakan.

Kata kunci: e-kerajaan, kualiti sistem, kualiti maklumat, kualiti e-
perkhidmatan, kepuasan pengguna perniagaan.
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CHAPTER ONE
INTRODUCTION

1.1 Introduction

Due to the pace of globalization, the rapid global growth of technology and the
information contained on the Internet, many governments around the world have
turned their services from traditional services to e-government services.
Currently, rather than using traditional services, governments are serving the
citizens, business organizations and other stakeholders through the internet.
Serving through the internet, governments have taken several initiatives to
enhance the cffectiveness and efficiency of the services provided through the
introduction of e-government (Alanezi, Kamil & Basri, 2010). E-government is
the way for govemments to use the most innovative ICT services, in some

specific web-based Internet applications (Ancarani, 2005).

Information and communication technologies (ICT) have revolutionized the
processes, operations and structures of public sectors in both developed and
developing countries (Alshibly& Al-Dmour, 2011; Rana et al, 2015). E-
government applications in developing countries have not been completed
successfully (Heeks, 2003; UN, 2008; Mkude & Wimmer, 2013; UN, 2012). This
study thus intends to investigate the success factors of e-government application
adoption for business organizations in Jordan. Background of the context of this

study will be presented in next section.
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Appendix A

Selection Talk about e-government by Ministry of Information and
Communication Technology

This section talks about the e-government strategy that is followed by the
Ministry of Information and Communication Technology for the years 2014-
2016.
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government .

fvate sector takes voec i ¢  Ensure that agreements with contsactors and

government efforts. partners are equitable and can be reviewed and
revised over time.
€  Seck assistance and invoivement from
orgamzations that already have expenience in
providing services and mformation using the same
or similar technologics

15. Workforce issucs Articolate a timeline for implementation in 2 stcp

nml' mhﬂmlb:ithl!- by-step manaer so the reforms will not seem

government goals in mind. A well- ovawhciming to the barczecracy.

trained and motivated workforce is 5

critical to E-goverament sacoess. HoM regular meetings between E-povernment
policy leaders and the affected workforoe so
employecs are active participants in e process.
agencies that apply the reforms rapidly.

16. Cost stroctures Avoid advertising-based or fee-based services. They

While planning and budgeting im a a

hanwing hnale dicult have geacrally not beem sustammable.

governmenis should seek to invest Articrlate fanctiomlities clearly and try mot fo add

in sustainable programs that cam . ;

n that will
produce sxviegs. details push bedgets into deficit.

available.

Consider the governmest’s carrent use of
technology and study past successes and failures.
Designate an officer or orgasizing body that will
oversee cost.

Create measurable goals during cmly planning
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¢ Make surc the office is sufficiently fonded and 1s

depatments.

¢ Condnct regular sudits to cnsore progress is being

made to achieve stated poals.

€@ Revicw benckoaarks regularty o ensure that

accurate measures ane appropriate for rapidly
changiag technology.

Create a data collectinn system to support program
operations and “before and afier™ soarveys of
Inmowledge, skills, and applications among
pasticipatiag organizations to a5sess program
impact.

A common IT infrastructure and architectare
standard is key to ensarimg that ongoing
development takes place in a coberent and
infegrated way.

Advanced planming of common IT inflastrecture
standards result in shortened development time and
system compatibility.
Quantitative meastres can be as beneficial as

Source: Majdalawi et al. (2015)
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Appendix B

This Section talks about the sampling phase of the study, the companies that were
chosen related to the scope G2B.
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Appendix C

A Questionnaire Survey on E-government Services

2016
Dear Sir/ Madam,

I am a doctoral student of Universiti Utara Malaysia (UUM) under the supervision of
Professor Dr. Shahizan Hassan & Dr Arfan Shahzad and in fulfilment of the doctoral
degree; I am required to conduct a research that would contribute to the development of
theoretical knowledge and practice. Toward this end, I am currently working on a
doctoral dissertation regarding “Electronic Government Success Model for Business
Sector in Jordan”.

To help me achieve my objective, you have been randomly selected to participate in this
survey. Your participation is essential for me. Your participation, however, is highly
appreciated and all your responses will be made confidential and your identity will
remain anonymous. Furthermore, the result of the studywill be used for educational
purposes only.

I expect that the attached survey will take about 20 minutes to fill up. It is very important
that you personally complete the questionnaire for the results to have meaning. Select the
answer that best reflects your view. Answer all questions as honestly as possible. There
are no correct or best answers. Your answers will be part of the grand totals and used
only for research purposes thereby assuring complete confidentiality. (Please circle the
appropriate box)

Once all questions are answered, kindly put the questionnaire into the provided envelop
so that I could pick it up from you personally. Should you have any questions about the
survey, please do not hesitate to contact me at these contact information (
*rEd*r*@yahoo.com ),or call me at the following number: +962***¥**% nlus Whats-app
is available at the same number.I would like to thank you in advance for assisting me in
completing the survey.

Yours sincerely,
Anas Ghassan Jadou Kanaan

PhD Student
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STUDY SURVEY

1.0 Student& Employee Background Information

Does your company use any of the E-government services?[ ‘ Yes[

No

How long have you been using the E-government service?
[ ] Lessthan 1 year []1-3 years [ ]3-5 years ]
more than 5 years

What is your Age?  Below 20
What is your Gender? [:I Male

Female [ | [ J21-30 3140 [ ]

More than 50 I:] 41—50|:|

Your highest level of education? :] Diploma :] Bachelor’s

degree
High Diploma Masters PhD

What 1s your status? E Manager I:] Employee

SECTION A:

DIRECTIONS: The following set of statements relates to your feelings about
use any of the E-government services. For each statement, please show the extent
to which you believe e-government services has the feature described by the
statement. Do this by picking one of the five numbers next to each statement.
Circling a 5 means that you strongly agree that E-government service has that
feature, and circling a 1 means that you strongly disagree. You may circle any of
the numbers in the middle that show how strong your feelings are. There are no
right or wrong answers all we are interested in is a number that best shows your
perceptions about mobile commerce services.
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Strongly disagree Disagree Neither agree or disagree Agree Strongly agree
1 2 3 4 )

1.0 This section is aimed at understanding the System Quality of the Electronic Government
(e-government) service.

1. This e-government portal provides necessary information
and forms to be downloaded.

2. This e-government portal provides helpful instructions for 1 5 3 4 5
performing my tasks.

3. This e-government portal provides fast information access. 1 2 3 4 5

4, This e-government portal quickly loads all the text and
graphics.

5. It is easy to go back and forth between pages. 1 2 3 & 5

6. It only takes a few clicks to locate the information that I
need from the e-government portal.

7.The design of this e-government portal is simple and clear 1 5 3 4 5
plus the information display on the portal is clear

2.0 This section is aimed at understanding the Information Quality of the Electronic
Government (e-government) service.

1. Information on e-government portal is free from errors. 1 P 3 4 5

2. This e-government portal provides precise information 1 5 3 4 s
according to my need

3. Information on this e-government portal is up to date. 1 2 3 4 5

4. This e-government portal provides the information that I
need at the current time,

5. Information presented in this e-government portal is useful
and relevant to the subject matter.

6. Information contains necessary topics to complete related
task

7.The Information that is provided in the e-government portal 1
is correct and related to the existing sections
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Strongly disagree Disagree Neither agree or disagree | Agree Strongly agree
1 2 3 4 5

3.0 This section is aimed at understanding the Electronic ServiceQuality (e-service) of the
Electronic Government

1. This e-government portal makes it easy to find what I need. 1 2 3 4
2. This e-government portal makes it easy to navigate

. 1 2 3 4 5
anywhere on the site.
3. This e-government portal is well organized. 1 2 3 4 5
4. This e-government portal is available at all times. 1 2 3 + 5

5. This e-government portal will not misuse my personal
information

6. The Symbols and messages that declare the security of the
e-government portal are shown.

7. Automated or human email responses are prompt in the e-
government portal

8. It is easy to find the responsible person’s contact details. 1 2 3 4 5

9. FAQs are available to help me solve problems by myself on
the e-government portal

4.0 This section is aimed at understanding the Business User Satisfaction of the E-
government service

1. I think that I made the right choice when I started using this
online service for my organization.

2. This e-government portal is exactly what is needed for this
service

3. ] am satisfied with the online services provided by the
government.
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Strongly disagree Disagree Neither agree or disagree | Agree Strongly agree
1 2 3 4 5

5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government
Service

1. Learning to interact with this e-government portal is easy

for me.
2. Interacting with this e-government portal is a clear and

1 2 3 4
understandable process.
3. I find this e-government portal to be flexible to interact 1 5 3 4
with.
4. The e-government portal is easy to use. 1 2 3 4

5. It is easy for me to become skilful at using this ¢-
government portal

6.0 This section is aimed at understanding the Perceived Usefulness of the e-government
Service

1. This e-government portal enhanced my effectiveness in
searching and using this service.

2. This e-government portal provides accurate content. [ 2 3 4

3. This e-government portal provides up-to-date content. 1 2 3 4

4. Using this online service enables me to accomplish tasks
more quickly.

5. Using this online service makes it easier to do my tasks. 1 2 3 4 5

Strongly disagree Disagree Neither agree or disagree Agree Strongly agree
| 2 3 4 5

7.0 This section is aimed at understanding the 7rust of the E-government Service.

1.The e-government service provides safe transactions 1 2 3 4
2.The e-government service is trustworthy | 2 3 4
3.The e-government service is secured 1 2 3 4
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4. The e-government service will not misuse my personal 1 5
information

5.1 believe the e-government service has a good reputation 1 2
6.1 k?elieve my privacy is protected at this e-government 1 2
Service

THANK YOU VERY MUCH FOR YOUR COOPERATION

AND HAVE A NICE DAY
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Survey (Arabic Version)

2016
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SAMPLES OF RESPONDENTS QUESTIONNAIRE
ANSWERS

STUDY SURVEY 1

1.0 Student& Employee Background Information

Does your company use any of the E-government services? Yes E
No
How long have you been using the E-government service?
[ ILess than I year IZI 1-3 years 3-5 years

more than 5 years [ ]

What is your Age?  Below 20

What is Tﬂ:&?[nder? M Mak | ] 21-30 31-40 ™
Female |
More than 50 41-50

Your highest level of education? I:I Diploma :I Bachelor’s

degree
R Biplorria | |  Masters L | P[]
What is your status? E Manager I—I Employee
SECTION A:

DIRECTIONS: The following set of statements relates to your feelings about
use any of the E-government services. For each statement, please show the extent

to which you believe e-government services has the feature described by the

statement. Do this by picking one of the five numbers next to each statement.
Circling a 5 means that you strongly agree that E-government service has that

feature, and circling a | means that you strongly disagree. You may circle any of

the numbers in the middle that show how strong your feelings are. There are no
right or wrong answers all we are interested in is a number that best shows your
perceptions about mobile commerce services.
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Strongly disagree Disagree Neither agree or disagree

| 2 3

Agree

Strongly agree

-

1.0 This section is aimed at understanding the System Quality of the Electronic Government

(e-government) service.

1. This e-government portal provides necessary information
and forms to be downloaded.

2. This e-government portal provides helpful instructions for
performing my tasks.

3. This e-government portal provides fast information access.

4. This e-government portal quickly loads all the text and
graphics.

5. It is easy to go back and forth between pages.

6. It only takes a few clicks to locate the information that I
need from the e-government portal.

s

7.The design of this e-government portal is simple and clear
plus the information display on the portal is clear

4

2.0 This section is aimed at understanding the Information Quality of the Electronic

Government (e-government) service.

1. Information on e-government portal is free from errors. 1 2 3\/ B

2. This e-government portal provides precise information ‘/
. | 2 3 4

according to my need

3. Information on this e-government portal is up to date. 1 2 3 4 \/

4, This e-government portal provides the information that I 1 o ‘/ 4

need at the current time. B

5. Information presented in this e-government portal is useful 1 \/ 3 3

and relevant to the subject matter. 2

6. Information contains necessary topics to complete related ‘/

task I 2 S u

7.The Information that is provided in the e-government portal ‘/

: === : 1 X 3 4

is correct and related to the existing sections
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Strongly disagree Disagree Neither agree or disagree
1 2 3

Agree
4

Strongly agree
5

3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the

Electronic Government

1. This e-government portal makes it easy to find what T need.

3\/ 4 5

2. This e-government portal makes it easy to navigate
anywhere on the site.

3. This e-government portal is well organized.

4. This e-government portal is available at all times. 1 2 |3 v | 4 5
?' . This e?govemment portal will not misuse my personal 1 5 3 i ‘/ 5
information
6. The Symbols and messages that declare the security of the ‘/

1 h 3 4 5
e-government portal are shown. -
7. Automated or human email responses are prompt in the e- 1 9 X ‘/ 4 5
government portal
8. It is easy to find the responsible person’s contact details. 1 2 3\/ 4 $

9. FAQs are available to help me solve problems by myself on
the e-government portal

4.0 This section is aimed at understanding the Business User Satisfaction of the E-

overnment service

1. Ithink that I made the right choice when I started using this 4

. . o 1 5 3 4 5
online service for my organization.
2. This e-government portal is exactly what is needed for this ‘/

. 1 |5 3 4 5
service
3. I am satisfied with the online services provided by the ; 2 |5 ‘/ 4 5
government.
Strongly disagree Disagree Neither agree or disagree | Agree Strongly agree
1 2 3 4 5

5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government
Service
1. Learning to interact with this e-government portal is easy 1|, ‘/ 3 4 5

for me.

2. Interacting with this e-government portal is a clear and
understandable process.

1 2

3\/ 4 5
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3. I find this e-government portal to be flexible to interact
with.

government portal

! ! 2 {3 v |4 s
4. The e-government portal is easy to use. 1 [ 2 ( 3 4\/ 5 B
]
5. It is easy for me to become skilful at using this e- i j 2 |3 / 4 } 5 i

1. This e-government portal enhanced my effectiveness in
LsiarchMg and using this service.

1 2\/

6.0 This section is aimed at understanding the Perceived Usefulness of the e-government
Service

-
3

2. This e-government portal provides accurate content.

1 (v

3. This e-government portal provides up-to-date content. I 2

4. Usmg‘tlll(i]s online service enables me to accomplish tasks 1 2 3 4‘/ 5

more quickly. J\

5. Using this online service makes it easier to do my tasks. 1 J 2 3 |4 v/ ' SJ

Strongly disagree Disagree Neither agree or disagree ! Ag—ﬁe LStrongly agree
1 2 3 | 4 5

7.0 This section is aimed at understanding the Trust of the E-government Service.

1.The e-government service provides safe transactions 1 | s vl o3 4 5

2.The e-government service is trustworthy 1 2 \/ 3 4 5

3.The e-government service is secured 1 2 |3 v 4 [ 5

0

é_l.The e—governmcnt service will not misuse my personal 1 9 3 ‘/ 4 5

information

5.1 believe the e-government service has a good reputation 1 2 3 4 \/ 5

6.1 'c;elievc my privacy is protected at this e-government 1 5 : ‘/ 4 J 5

service
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STUDY SURVEY 2

1.0 Student& Employee Background Information

I:Yesm

Does your company use any of the E-government services?

No
How long have you been using the E-government service?
[ ]Less than 1 year []1-3 years [13-5 years more

than 5 years E[

What 1s your Age?  Below 20

;Nhat is your Gender? E Male m 21-30 31-40 D
emale |:l
More than 50 [ 41-50[__

Your highest level of education? D Diploma E:] Bachelor’s

degree
High Diploma ' Masters E I[;l;
What is your status? I:I Manager m Employee
SECTION A:

DIRECTIONS: The following set of statements relates to your feelings about
use any of the E-government services. For each statement, please show the extent
to which you believe e-government services has the feature described by the
statement. Do this by picking one of the five numbers next to each statement.
Circling a 5 means that you strongly agree that E-government service has that
feature, and circling a 1 means that you strongly disagree. You may circle any of
the numbers in the middle that show how strong your feelings are. There are no
right or wrong answers all we are interested in is a number that best shows your
perceptions about mobile commerce services.
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1 2 3

Strongly disagree Disagree Neither agree or disagree

Agree

4

Strongly agree
5

(e-government) service.

1.0 This section is aimed at understanding the System Quality of the Electronic Government

plus the information display on the portal is clear

1. This e-government portal provides necessary information | ‘/ 2 3 4 5

and forms to be downloaded.

2. This e-government portal provides helpful instructions for I |y v | 3 4 5

performing my tasks.

3. This e-government portal provides fast information access. 1 2 |3 \/ 4 5

4. Thi§ e-government portal quickly loads all the text and | 2 3 4‘/ 5

graphics.

5. It is easy to go back and forth between pages. 1 2 3 4 \/

6. It only takes a few clicks to locate the information that I ‘/
1 2 3 4

need from the e-government portal.

7.The design of this e-government portal is simple and clear I 2 o | / 5

Government (e-government) service.

2.0 This section is aimed at understanding the Information Quality of the Electronic

1. Information on e-government portal is free from errors. 1 2 3 \/ 4 S
2. This e-government portal provides precise information 1 5 v |4 5
: 3

according to my need

3. Information on this e-government portal is up to date. 1 2 3 \/ 4 5
4. This e-government portal provides the information that I 1 2 3 / 5
need at the current time. i

5. Information presented in this e-government portal is useful 1 5 3 ‘/ 5
and relevant to the subject matter. i
fa;sllilformation contains necessary topics to complete related 1 9 / 4 5
7.The Information that is provided in the e-government portal 1 2 ‘/ 4 5

is correct and related to the existing sections
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1 y: 3

{Strongly disagree Disagree Neither agree or disagree

J Agree

!

l Strongly agree

)

3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the

Electronic Government
r

1. This e-government portal makes it easy to find what I need. T v | 3 4 )
2. This e-government portal makes it easy to navigate ) ‘/ 3 T 4 5
anywhere on the site. J 2

3. This e-government portal is well organized. 1 2 |3 \/ 4 5
4. This e-government portal is available at all times. 1 J 2 |3 v | 4 J 5
'5. This e-government portal will not misuse my personal 1 5 % 4 ‘/ 5
information

6. The Symbols and messages that declare the security of the _'—1 9 3 ‘/ 5
e-government portal are shown. b ]
7. Automated or human email responses are prompt in the e- 1 ) : ‘/ 4 5
government portal

8. It is easy to find the responsible person’s contact details. 1 J 2 (B3 u\/ 5
= = F

9. FAQs are available to help me solve problems by myself on 1 ‘ 5 A ‘/ 5

 the e-government portal

government service

[4.0 This section is aimed at understanding the Business User Satisfaction of the E-

1 3

ﬁStrongly disagree Disagree J Neither agree or disagree
2

4

1. I think that I made the right choice when I started using this 1 2 ‘/ 4 5
online service for my organization. 3
2. This e-government portal is exactly what is needed for this
service 1 1w | 3 | 4 |5
3. I am satisfied with the online services provided by the J | 2 |5 ‘/ 4 5 ‘
government.

Agree

5

Strongly agree J

'5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government

understandable process.

Service

}. Learning to interact with this e-government portal is easy 1 [ 3 13 \/ 4 r 5
for me.

2. Interacting with this e-government portal is a clear and 1 2 |5 \/ 4J 5 J
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3._I find this e-government portal to be flexible to interact 5 3 |4 ‘/ 5
with.

4. The e-government portal is easy to use. 2 3 4 \/ 5
5. It is easy for me to become skilful at using this e- ) 3 |4 ‘/ 5
government portal

6.0 This section is aimed at understanding the Perceived Usefulness of the e-government

Service
1. This e-government portal enhanced my effectiveness in ‘/
. : . : 2 3 |4 5

searching and using this service.

2. This e-government portal provides accurate content. v} \/ 3 4 5
3. This e-government portal provides up-to-date content. 2 |3 \/ 4 5
4. Usmg.thls online service enables me to accomplish tasks 5 3 4 ‘/ 5
more quickly.
5. Using this online service makes it easier to do my tasks. 2 3 4\/ 5
Strongly disagree Disagree Neither agree or disagree | Agree Strongly agree

1 7 2 3 4 5

7.0 This section is aimed at understanding the Trust of the E-government Service.

1.The e-government service provides safe transactions 1 2 3 \/ 4 5
2. The e-government service is trustworthy 1 2 \/ 3 4 5
3.The e-government service is secured 1 2 3 4 \/ 5
ﬁ'l.The e-government service will not misuse my personal 1 5 3 i ‘/ 5
information

5.1 believe the e-government service has a good reputation 1 2 3 4 \/ 5
6.1 l?elleve my privacy is protected at this e-government 1 ’ 3 / 4 5
service
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STUDY SURVEY 3

1.0 Student& Employee Background Information

Does your company use any of the E-government services?  Yes IZ

No [

How long have you been using the E-government service?

[ ] Lessthan ] year [ ] 1-3 years E 3-5 years
more than 5 years [ |

What is your Age?  Below
20

What is your Gender? D Male l:,
Femalelz D 21-30 31-40 IZ[

More than 50 41-50

Your highest level of education? E Diploma Bachelor’s

degree |Z|
High Diploma Masters PhD

What is your status? Manager IZ Employee

SECTION A:

DIRECTIONS: The following set of statements relates to your feelings about
use any of the E-government services. For each statement, please show the extent
to which you believe e-government services has the feature described by the
statement. Do this by picking one of the five numbers next to each statement.
Cirching a § means that you strongly agree that E-government service has that
feature, and circling a 1 means that you strongly disagree. You may circle any of
the numbers in the middle that show how strong your feelings are. There are no
right or wrong answers all we are interested in is a number that best shows your
perceptions about mobile commerce services.
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Strongly disagree Disagree  |Neither agree or disagree | Agree Strongly agree
1 2 3 4 5

1.0 This section is aimed at understanding the System Quality of the Electronic Government

1. This e-government portal provides necessary information

(e-government) service.
and forms to be downloaded. 1 2 3 ‘/ 4 5

2. This e-government portal provides helpful instructions for 1 5 3 \/ 5
performing my tasks. 4

3. This e-government portal provides fast information access. 1 2 3 4\/ 5
4. Thi_s e-government portal quickly loads all the text and 1 i 3 A / 5
graphics.

5. It is easy to go back and forth between pages. 1 2 3 4 \/ 5
6. It only takes a few clicks to locate the information that I 1 2 ! ‘/ 4 5

need from the e-government portal.

7.The design of this e-government portal is simple and clear 1 7 5 ‘/ 4 5
plus the mformation display on the portal is clear B

2.0 This section is aimed at understanding the Information Quality of the Electronic
Government (e-government) service.

1. Information on e-government portal is free from errors. 1 2 \/ 4 5
2. This e-government portal provides precise information ‘/
. 1 3 4 5
according to my need
3. Information on this e-government portal is up to date. 1 2} \/ 4 5
4. This e-government portal provides the information that I ‘/
. 1 20 i 4 5
need at the current time.
5. Information presented in this e-government portal is useful ‘/
. 1 2 3 4 5
and relevant to the subject matter.
?ASLnfomatlon contains necessary topics to complete related 1 ) ' ‘/ 4 5
7.The Information that is provided in the e-government portal ‘/
; - 4 1 2 30y 5
is correct and related to the existing sections
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Strongly disagree Disagree Neither agree or disagree
1 2 3

Agree

Strongly agree

5

3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the

Electronic Government

1. This e-government portal makes it easy to find what | need. 5 \/ . 4
2. This e-government portal makes it easy to navigate ‘/ 3 4
anywhere on the site. 2
3. This e-government portal is well organized. 2 |3 \/ 4
4. This e-government portal is available at all times. 2 3 \/ 4
5. This e-government portal will not misuse my personal 2 ‘/ y
information 3
6. The Symbols and messages that declare the security of the 9 3 \/ 5
e-government portal are shown. i
7. Automated or human email responses are prompt in the e- 5 ‘/ 4 5

3
government portal
8. It is easy to find the responsible person’s contact details. 2 3 4\/ 5
9. FAQs are available to help me solve problems by myself on 5 ‘/ 4

3 5
the e-government portal
4.0 This section is aimed at understanding the Business User Satisfaction of the E-
government service
1. I think that I made the right choice when I started using this ‘/ 3 4
online service for my organization. 2
2. This e-government portal is exactly what is needed for this ‘/ 3 4
service 2
3. I am satisfied with the online services provided by the ‘/ 3 4
government. 2

Strongly disagree Disagree Neither agree or disagree | Agree Strongly agree
1 2 3 4 5

5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government
Service
1. Learning to interact with this e-government portal is easy /

2 3 4 5
for me.
2. Interacting with this e-government portal is a clear and ‘/

2] 4 5

understandable process.
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3 .I find this e-government portal to be flexible to interact 2 |4 ‘/ 4 5
with.

4. The e-government portal is easy to use. 2 3 \/ 4 3
5. It is easy for me to become skilful at using this e- 2 3 7 ‘/ 5
government portal

6.0 This section is aimed at understanding the Perceived Usefulness of the e-government
Service

1. This e-government portal enhanced my effectiveness in 5 ‘/ 4 5
searching and using this service.
2. This e-government portal provides accurate content. 2 3 04 \/ 5
3. This e-government portal provides up-to-date content. 2 3 |a \/ 5
4. Usmg‘thls online service enables me to accomplish tasks 5 ; ‘/ 4 5
more quickly.
5. Using this online service makes it easier to do my tasks. 2 3 |4 \/ 5
Strongly disagree | Disagree Neither agree or disagree Agree Strongly agree

1 —_ 3 4 5

7.0 This section is aimed at understanding the Trust of the E-government Service.

1.The e-government service provides safe transactions 1 2 \/ 3 4 5
2.The e-government service is trustworthy 1 2 3 \/ 4 5
3.The e-government service is secured 1 2 3 \/ 4 3
{I.The e—govemment service will not misuse my personal 1 9 3 . ‘/ 5
information

5.1 believe the e-government service has a good reputation 1 2 3 4 \/ 5
6.1 E?eheve my privacy is protected at this e-government 1 5 3 4 " ‘/
service
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STUDY SURVEY 4

1.0 Student& Employee Background Information

Does your company use any of the E-government services? IZ[ Yes
No
How long have you been using the E-government service?

Less than 1 year [_| |Z[ 1-3 years 3-Syears [ ]

more than 5 years [ ]

What is your Age? Below 20

What is your Gender?  Male |Z[ l___l 21-30 31-40 Ij
Female |:| I:I
More than 50 41—50@

Your highest level of education? Diploma Bachelor’s
dope [ ] [ 1]

High Diploma I:’ Masters IZ PhD I:I

What is your status? IZ Manager I:I Employee

SECTION A:

DIRECTIONS: The following set of statements relates to your feelings about
use any of the E-government services. For each statement, please show the extent
to which you believe e-government services has the feature described by the
statement. Do this by picking one of the five numbers next to each statement.
Circling a 5 means that you strongly agree that E-government service has that
feature, and circling a 1 means that you strongly disagree. You may circle any of
the numbers in the middle that show how strong your feelings are. There are no
right or wrong answers all we are interested in is a number that best shows your
perceptions about mobile commerce services.
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1 2 3

Strongly disagree Disagree Neither agree or disagree

Agree
4

Strongly agree

5

(e-government) service.

1.0 This section is aimed at understanding the System Quality of the Electronic Government

1. This e-government portal provides necessary information 5 ‘/ 4

and forms to be downloaded. 3

2. This e-government portal provides helpful instructions for \/ 3 4

performing my tasks. 2

3. This e-government portal provides fast information access. 2 |3 \/ 4

4. This e-government portal quickly loads all the text and \/
. 2 3 i

graphics.

5. It 1s easy to go back and forth between pages. 2 3 1 \/

6. It only takes a few clicks to locate the information that I 5 3 ‘/

4

need from the e-government portal.

7.The design of this e-government portal is simple and clear 5 ‘/ 4

plus the information display on the portal is clear 3

Government (e-government) service.

2.0 This section is aimed at understanding the Information Quality of the Electronic

1. Information on e-government portal is free from errors. 2 3 h \/
2. This e-government portal provides precise information ‘/

' 2 3 4
according to my need
3. Information on this e-government portal is up to date. 2 3 mii \/
4. This e-government portal provides the information that I 5 3 ‘/
need at the current time. u
5. Information presented in this e-government portal is useful 2 ‘/ "
and relevant to the subject matter. p
6. Information contains necessary topics to complete related ‘/
task 2 S i
7.The Information that is provided in the e-government portal ‘/
) . . 2 30y
1s correct and related to the existing sections
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Strongly disagree Disagree Neither agree or disagree
1 2 3

Agree Strongly agree

4

5

3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the

Electronic Government

1. This e-government portal makes it easy to find what I need. 2 \/ 3 4
2. This e-government portal makes it easy to navigate 5 ‘/ 4
; 3
anywhere on the site.
3. This e-government portal is well organized. 2 % \/ 4
4. This e-government portal is available at all times. 2 3 4\/
5. This e-government portal will not misuse my personal ‘/
" ; 2 3 4
information .
6. The Symbols and messages that declare the security of the 2 A ‘/ 5

e-government portal are shown.

7. Automated or human email responses are prompt in the e-

4 5

government portal
8. It is easy to find the responsible person’s contact details. 2 3 4 \/ 5
9. FAQs are available to help me solve problems by myself on ‘/

2 g 4 |5
the e-government portal
4.0 This section is aimed at understanding the Business User Satisfaction of the E-
government service
1. I think that [ made the right choice when I started using this ‘/

) 3 4

online service for my organization,

2. This e-government portal is exactly what is needed for this
service

2 |,

3. I am satisfied with the online services provided by the
government.

s v

Strongly disagree Disagree Neither agree or disagree
1 2 3

Agree Strongly agree

4

5

5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government

Service

|. Learning to interact with this e-government portal is easy
for me.

2 |53

4 5

2. Interacting with this e-government portal is a clear and
understandable process.

4\/ 5
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3._1 find this e-government portal to be flexible to interact 2 ) ‘/ 4 5
with.

4. The e-government portal is easy to use. 2 3 4\/ 5
5. It is easy for me to become skilful at using this e- 2 3 " ‘/ 5
government portal

6.0 This section is aimed at understanding the Perceived Usefulness of the e-government

Service
1. This e-government portal enhanced my effectiveness in o ‘/ 4 5
searching and using this service. 3
2. This e-government portal provides accurate content. 2 3 4\/ 5
3. This e-government portal provides up-to-date content. 2 3 |4 \/ 5
4, Usmg.thls online service enables me to accomplish tasks 2 3 |, \/ 5
more quickly.
5. Using this online service makes it easier to do my tasks. 2 |3 \/ 4 5
Strongly disagree Disagree Neither agree or disagree Agree Strongly agree
1 2 3 - 5
7.0 This section is aimed at understanding the Trust of the E-government Service.
1. The e-government service provides safe transactions 1 s 3 \/ 4 5
2.The e-government service is trustworthy 1 > \/ 3 - 5
3.The e-government service is secured 1 2 3 4 \/ 5
fLThe e-government service will not misuse my personal 1 2 ; ‘/ 4 5
information
5.1 beheve the e-government service has a good reputation 1 2 3 4 \/ 5
6.1 l?eheve my privacy is protected at this e-government ) 9 3 4 ‘/ 5
service
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STUDY SURVEY 5

1.0 Student& Employee Background Information

Does your company use any of the E-government services? IZ Yes

No
How long have you been using the E-government service?

[ ] Lessthan 1 year IZ 1-3 years ] 3-5 years
more than 5 years [ |

What is your Age?  Below
20

What is your Gender? I:I Male \:I
Pemale V] [ J21:30 3140 |

More than 50 || 41-50 |

Your highest level of education? Diploma Bachelor’s
bl [ ] -

High Diploma IZ Masters |:| PhD E

What is your status? I:I Manager M Employee

SECTION A:

DIRECTIONS: The following set of statements relates to your feelings about
use any of the E-government services. For each statement, please show the extent
to which you believe e-government services has the feature described by the
statement. Do this by picking one of the five numbers next to each statement.
Circling a 5 means that you strongly agree that E-government service has that
feature, and circling a 1 means that you strongly disagree. You may circle any of
the numbers in the middle that show how strong your feelings are. There are no
right or wrong answers all we are interested in is a number that best shows your
perceptions about mobile commerce services.
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Strongly disagree Disagree Neither agree or disagree | Agree Strongly agree
1 2 3 4 5

1.0 This section is aimed at understanding the System Quality of the Electronic Government
(e-government) service.

1. This e-government portal provides necessary information | ‘/ 3 4 5
and forms to be downloaded. 2

2. This e-government portal provides helpful instructions for 1 ‘/ 3 4 5
i 2

performing my tasks.

3. This e-government portal provides fast information access. 1 2 |3 \/ 4 5

4. ’I‘h;;; e-government portal quickly loads all the text and 1 1 \/ 3 4 5

graphics.

5. It is easy to go back and forth between pages. 1 2 3 4 \/ 5

6. It only takes a few clicks to locate the information that I i 5 5 ‘/ 5

need from the e-government portal.

7.The design of this e-government portal is simple and clear 1 2 3 ‘/ 5
plus the information display on the portal is clear +

2.0 This section is aimed at understanding the Information Quality of the Electronic
Government (e-government) service.

1. Information on e-government portal is free from errors. 1 2 \/ 4 5
2. This e-government portal provides precise information ‘/
. 1 2 3 h 5
according to my need
3. Information on this e-government portal is up to date. 1 2 3 4\/ 5
4. This e-government portal provides the information that I ‘/
: 1 z |3 & 5
need at the current time.
5. Information presented in this e-government portal is useful ‘/
: 1 2 3 4 5
and relevant to the subject matter.
t6":;S’Il(nfor1m1t1on contains necessary topics to complete related 1 5 ! ‘/ 4 5
7.The Information that is provided in the e-government portal ‘/
. - : 1 278 4 5
is correct and related to the existing sections
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Strongly disagree Disagree Neither agree or disagree | Agree

1 2 3

4

Strongly agree
5

3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the

Electronic Government

1. This e-government portal makes it easy to find what I need. | \/ 2 3 4

2. This e-government portal makes it easy to navigate 1 ‘/ 3 4
anywhere on the site. 2

3. This e-government portal is well organized. 1 2 |4 \/ 4

4. This e-government portal is available at all times. 1 2 3 \/ 4 5
5. This e-government portal will not misuse my personal | 5 ‘/ 4 s
information 3

6. The Symbols and messages that declare the security of the I 2 3 ‘/ 5
e-government portal are shown. 4

7. Automated or human email responses are prompt in the e-

government portal : ; > f ‘/ >
8. It is easy to find the responsible person’s contact details. 1 2 3 4\/ 5
9. FAQs arc available to help me solve problems by myself on 1 5 ‘/ 4 5
the e-government portal B

4.0 This section is aimed at understanding the Business User Satisfaction of the E-

government service

1. I'think that I made the right choice when I started using this ‘/

. . o 1 2 |3 4 5
online service for my organization.
z. T%us e-government portal is exactly what is needed for this 1 2 |, ‘/ 4 5
service
3. I am satisfied with the online services provided by the 1 5 3|, ‘/ 5
governmernt.
Strongly disagree Disagree Neither agree or disagree Agree Strongly agree

1 2 3 4 5

5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government
Service
1. Learning to interact with this e-government portal is easy { 2 ; ‘/ 4 5
for me.
2. Interacting with this e-government portal is a clear and I 2 |, ‘/ 4 5
understandable process.
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i;i:hfmd this e-government portal to be flexible to interact 1 9 3|4 ‘/ 5

4. The e-government portal is easy to use. 1 2 3 4\/ 5

5. It is easy for me to become skilful at using this e- 1 2 5 |4 ‘/ 5
government portal

6.0 This section is aimed at understanding the Perceived Usefulness of the e-government
Service

1. This e-government portal enhanced my effectiveness in ‘/

3 : : . 1 2 |3 4 5
searching and using this service.
2. This e-government portal provides accurate content. 1 2 3 4\/ 3
3. This e-government portal provides up-to-date content. 1 2 3 |a \/ 5

4. Using this online service enables me to accomplish tasks
more quickly.

I |2 |3V | 4|5

5. Using this online service makes it easier to do my tasks. 1 2 3 4\/ 5
Strongly disagree Disagree Neither agree or disagree | Agree Strongly agree
1 2 3 “ 5

7.0 This section is aimed at understanding the Trust of the E-government Service.

1.The e-government service provides safe transactions 1 2 % \/ 4 5
2.The e-government service is trustworthy 1 2 3 4\/ 5
3.The e-government service is secured 1 2 3 4 \/ 5
ﬁ_l.The e-govemment service will not misuse my personal i 5 3 y ‘/ 5
information

5.1 believe the e-government service has a good reputation 1 2 3 4 \/ 5
6.1 l?elleve my privacy is protected at this e-government 1 ’ 3 4 \/ 5
service
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STUDY SURVEY 6

1.0 Student& Employee Background Information

Does your company use any of the E-government services? IZ Yes
No

How long have you been using the E-government service?

[ ] Lessthan 1 year IZ 1-3 years [ 13-5 years
more than 5 years [ |

What is your Age? Below 20

: ? IZI M
]\;Vhat is your Gender ale |Z[ 21-30 31-40 |:|
emale Ij
More than 50 41-50

Your highest level of education? I:I Diploma :I Bachelor’s

degree
High Diploma Masters |Z[ PhD I:I
What is your status? E Manager |Z[ Employee
SECTION A:

DIRECTIONS: The following set of statements relates to your feelings about
use any of the E-government services. For each statement, please show the extent
to which you believe e-government services has the feature described by the
statement. Do this by picking one of the five numbers next to each statement.
Circling a 5 means that you strongly agree that E-government service has that
feature, and circling a | means that you strongly disagree. You may circle any of
the numbers in the middle that show how strong your feelings are. There are no
right or wrong answers all we are interested in is a number that best shows your
perceptions about mobile commerce services.
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1 2 3

Strongly disagree Disagree Neither agree or disagree

Agree

4

Strongly agree
5

e-government) service.

1.0 This section is aimed at understanding the System Quality of the Electronic Government

1. This e-government portal provides necessary information
and forms to be downloaded.

|

1

V| 4 |5

2. This e-government portal provides helpful instructions for
performing my tasks.

3 |4V | s

3. This e-government portal provides fast information access.

4. This e-government portal quickly loads all the text and

plus the information display on the portal is clear

|

. 12 |3 LW J 5
graphics.
5. It is easy to go back and forth between pages. 1 2 3 4 \/ 5
6. It only takes a few clicks to locate the information that | ‘/
1 2 3 4 5
need from the e-government portal.
7.The design of this e-government portal is simple and clear I 2

Government (e-government) service,

2.0 This section is aimed at understanding the Information Quality of the Electronic

1s correct and related to the existing sections

1. Information on e-government portal is free from errors. l 2 X \/ 5
2. This e-government portal provides precise information ‘/

i 1 2 : 5
according to my need
3. Information on this e-government portal is up to date. 1 2 3 4 g\/
4. This e-government portal provides the information that I 1 9 3 4 ‘/
need at the current time.
5. Information presented in this e-government portal is useful ) , 3 ‘/ 5
and relevant to the subject matter. 4
1:6ei83i(111'c>rmatic:n contains necessary topics to complete related 1 ) Rl ‘/ 5
7.The Information that is provided in the e-government portal | 2 3 330k ‘/
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Strongly disagree Disagree Neither agree or disagree
1 2 3

Agree
4

Strongly agree
5

3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the

Electronic Government

1. This e-government portal makes it easy to find what I need.

2/

3 4

2. This e-government portal makes it easy to navigate

anywhere on the site. 2 |3 / 4

3. This e-government portal is well organized. 2 3 |4 \/

4. This e-government portal 1s available at all times. 2 3 |4 \/

5. This e-government portal will not misuse my personal ) y ‘/ 4 5

mnformation

6. The Symbols and messages that declare the security of the

5
e-government portal are shown. . 3 i \/
7. Automated or human email responses are prompt in the e- ‘/

2 3 h 5
government portal
8. It is easy to find the responsible person’s contact details. 2 3\/ 4 5
9. FAQs are available to help me solve problems by myself on 5 3 A ‘/ 5

the e-government portal

4.0 This section is aimed at understanding the Business User Satisfaction of the E-

government service

1. I think that I made the right choice when I started using this 5 3 \/ 5
online service for my organization. 4
2. This e-government portal is exactly what is needed for this
service Sl ‘/ & 7
3. I am satisfied with the online services provided by the ‘/
2 3 |4 5

government.
Strongly disagree Disagree Neither agree or disagree Agree Strongly agree

1 2 3 4 5
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government
Service
1. Learning to interact with this e-government portal is easy \/
f 2 3 |4 5]
or me.
2. Interacting with this e-government portal is a clear and 2 3 ‘/ 5
understandable process. 4
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3.‘1 find this e-government portal to be flexible to interact 5 3 |4 ‘/ 5
with.

4. The e-government portal is easy to use. 2 |3 \/ 4 5
5. It is easy for me to become skilful at using this e- 2 |, ‘/ 4 5
government portal

6.0 This section is aimed at understanding the Perceived Usefulness of the e-government
Service

1. This e-government portal enhanced my effectiveness in ‘/

: : : 3 I 2 |3 4 5

searching and using this service.

2. This e-government portal provides accurate content. 1 2 3 4\/ 3
3. This e-government portal provides up-to-date content. 1 2 3 4 |5 \/
4. Using‘th]s online service enables me to accomplish tasks 1 9 3 4 s ‘/
more quickly.
5. Using this online service makes it easier to do my tasks. 1 2 3 |4 \/ 5
Strongly disagree Disagree Neither agree or disagree Agree Strongly agree

1 2 3 4 5

7.0 This section is aimed at understanding the Trust of the E-government Service,

1.The e-government service provides safe transactions 1 2 3 \/ 4 5
2.The e-government service is trustworthy 1 p) \/ 3 - 5
3.The e-government service is secured 1 2 3 \/ 4 5
tlLThe e-government service will not misuse my personal 1 5 3 s ‘/ 5
information

5.1 believe the e-government service has a good reputation 1 2 3 4 \/ 5
6.1 I;eheve my privacy 1s protected at this e-government 1 9 3 ‘/ 4 E
service
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STUDY SURVEY 7

1.0 Student& Employee Background Information

Does your company use any of the E-government services? M Yes
No
How long have you been using the E-government service?

] Less than 1 year 1-3 years [ ] 3-5 years [ |

more than 5 years |ZI

What is your Age?  Below
20

What is your Gender? D Male :l
Female V] [ 130 3140 |

More than 50 41-50

Your highest level of education? Diploma Bachelor’s
fenres [ ] L]

High Diploma :I Masters | | PthZ

What is your status? lz Manager I:I Employee

SECTION A:

DIRECTIONS: The following set of statements relates to your feelings about
use any of the E-government services. For each statement, please show the extent
to which you believe e-government services has the feature described by the
statement. Do this by picking one of the five numbers next to each statement.
Circling a 5 means that you strongly agree that E-government service has that
feature, and circling a 1 means that you strongly disagree. You may circle any of
the numbers in the middle that show how strong your feelings are. There are no
right or wrong answers all we are interested in is a number that best shows your
perceptions about mobile commerce services.
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Strongly disagree Disagree Neither agree or disagree Agree Strongly agree
1 2 3 4 5

1.0 This section is aimed at understanding the System Quality of the Electronic Government

1. This e-government portal provides necessary information

(e-government) service.
and forms to be downloaded. I 2 ‘/ 3 4 5

2. This e-government portal provides helpful instructions for
performing my tasks.

1| 2 [3v]| 4 | s
v

3. This e-government portal provides fast information access. 1 2 |3 4 5
4, Th1§ e-government portal quickly loads all the text and ] 2 ' ‘/ y 5
graphics.
5. It is easy to go back and forth between pages. 1 2 3 4 \/ 5
6. It only takes a few clicks to locate the information that I ‘/

1 2 3 4 5
need from the e-government portal. )
7.The design of this e-government portal is simple and clear { ) ’ ‘/ 4 5

plus the information display on the portal is clear

2.0 This section is aimed at understanding the Information Quality of the Electronic
Government (e-government) service.

1. Information on e-government portal is free from errors. 1 2 3 \/ 4 5
2. This e-government portal provides precise information ] 2 / 4 5
according to my need p
3. Information on this e-government portal is up to date. 1 2 3 \/ 4 5
4. This e-government portal provides the information that I ‘/

g 1 b 3 4 5
need at the current time.
5. Information presented in this e-government portal is useful ) 2 ‘/ 4 5
and relevant to the subject matter. B
t66.ls{(nformat1':m contains necessary topics to complete related 1 2 3 A ‘/ 5
7.The Information that is provided in the e-government portal ] 2 ‘/ 4 5
is correct and related to the existing sections B
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Strongly disagree Disagree Neither agree or disagree
1 2 3

Agree

Strongly agree

&

3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the

Electronic Government

1. This e-government portal makes it easy to find what I need. 1 2 |3 \/ 4 5
2. This e—govermn'ent portal makes it easy to navigate 1 P ‘/ 4 5
anywhere on the site.
3. This e-government portal is well organized. 1 2 |3 \/ 4 5
4. This e-government portal is available at all times. 1|2 | 3 [4v] 5
'5. This e-government portal will not misuse my personal 1 2 | \/ 4 5
information
6. The Symbols and messages that declare the security of the 5 \/ 4 5
3
e-government portal are shown.
7. Automated or human email responses are prompt in the e- ‘/
2 3 q 5
government portal
8. It is easy to find the responsible person’s contact details. 2 3\/ 4 5
9. FAQs are available to help me solve problems by myself on ‘/
2 4 |s
the e-government portal
4.0 This section is aimed at understanding the Business User Satisfaction of the E-
government service
1. I think that I made the right choice when I started using this ‘/
. . e | Z |3 4
online service for my organization.
2. T}_ns e-government portal is exactly what is needed for this 1 51 \/ 4
service
3. I am satisfied with the online services provided by the \/
1 2\ |3 B
government.
Strongly disagree Disagree Neither agree or disagree Agree Strongly agree
1 2 3 4 5
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government
Service
1. Learning to interact with this e-government portal is easy 1 ’ 3 A ‘/
for me.
2. Interacting with this e-government portal is a clear and 1 2 3 ‘/
understandable process. 4
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3. I find this e-government portal to be flexible to interact

government portal

- 12 | 3 |4 ] 5
4. The e-government portal is easy to use. 1 2 |3 \/ 4 5
5. It is easy for me to become skilful at using this e- 1 2 |4 ‘/ 4 5

6.0 This section is aimed at understanding the Perceived Usefulness of the e-government

Service
1. This e-government portal enhanced my effectiveness in ‘/
. . s . 1 2 |3 4 5
searching and using this service.
2. This e-government portal provides accurate content. 1 2 |3 \/ 4 5
3. This e-government portal provides up-to-date content. 1 2 304 \/ 5
4. Using this online service enables me to accomplish tasks 1 5 3 |4 v | s
more quickly.
5. Using this online service makes it easier to do my tasks. 1 2 s \/ 4 5
Strongly disagree Disagree Neither agree or disagree | Agree Strongly agree
1 2 3 4 5
| 7.0 This section is aimed at understanding the Trust of the E-government Service.

1.The e-government service provides safe transactions 1 2 3 \/ 4 3
2.The e-government service is trustworthy 1 2° 14 \/ - 5
3.The e-government service is secured 1 2 3 \/ 4 ]
é}.The e-government service will not misuse my personal 1 5 3 ¥ ‘/ 5
information

5.1 believe the e-government service has a good reputation 1 ) 3 4\/ 5
6.1 believe my privacy is protected at this e-government 1 2 ] ‘/ 4 5

service
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STUDY SURVEY 8

1.0 Student& Employee Background Information

Does your company use any of the E-government services? E Yes
No
How long have you been using the E-government service?

[ ] Less than 1 year IZ 1-3 years [ 13-5 years
more than 5 years [ ]

What is your Age?  Below 20

What is your Gender? IZI Male
Fermale [~ M 2130 3140 [
More than 50 || 41-50 |

Your highest level of education? Diploma Bachelor’s
T [ ] =

High Diploma |:| Masters IZ PhD I:l

What is your status? M Manager :I Employee

SECTION A:

DIRECTIONS: The following set of statements relates to your feelings about
use any of the E-government services. For each statement, please show the extent
to which you believe e-government services has the feature described by the
statement. Do this by picking one of the five numbers next to each statement.
Circling a 5 means that you strongly agree that E-government service has that
feature, and circling a | means that you strongly disagree. You may circle any of
the numbers in the middle that show how strong your feelings are. There are no
right or wrong answers all we are interested in is a number that best shows your
perceptions about mobile commerce services.
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Strongly disagree Disagree Neither agree or disagree

1 2 3

Agree

Strongly agree
5

1.0 This section is aimed at understanding the System Quality of the Electronic Government

(e-government) service.

1. This e-government portal provides necessary information ” ‘/ 4 5

and forms to be downloaded. 3

2. This e-government portal provides helpful instructions for 5 ‘/ 4 5
i 3

performing my tasks.

3. This e-government portal provides fast information access. 2 3 \/ 4 5

4. Thls e-government portal quickly loads all the text and 5 3 ‘/ 5

graphics.

5. Tt is easy to go back and forth between pages. 2 3 4 \/ 5

6. It only takes a few clicks to locate the information that I 5 ‘/ 4 5

B

need from the e-government portal.

7.The design of this e-government portal is simple and clear ’ ‘/ 4 5

plus the information display on the portal is clear 3

2.0 This section is aimed at understanding the Information Quality of the Electronic

Government (e-government) service.

1. Information on e-government portal is free from errors. 2 3 \/ 4 5

2. This e-government portal provides precise information 9 \/ 4 5
i B

according to my need

3. Information on this e-government portal is up to date. 2 3 h \/ 5

4. This e-government portal provides the information that | ’ 3 ‘/ 5

need at the current time. iy

5. Information presented in this e-government portal is useful 2 3 ‘/ 5

and relevant to the subject matter. 4

6. Information contains necessary topics to complete related /

task 2 2 4 4

7.The Information that is provided in the e-government portal 9 3 4 | ‘/

is correct and related to the existing sections i
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Strongly disagree Disagree Neither agree or disagree
1 2 3

Agree
4

Strongly agree
5

3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the

Electronic Government

1. This e-government portal makes it easy to find what I need. 1 2 |3 \/ 4 5
2. This e-government portal makes it easy to navigate 1 2 |5 ‘/ 4 5
anywhere on the site.

3. This e-government portal is well organized. 1 2 3 |4 \/ 5
4. This e-government portal is available at all times. 1 2 3 4\/ 5
5. This e-government portal will not misuse my personal 1 2 |3 ‘/ 4 5

information

6. The Symbols and messages that declare the security of the

e-government portal are shown. 2 B \/ # >
7. Automated or human email responses are prompt in the e- ‘/

2 3 h )
government portal
8. It is easy to find the responsible person’s contact details. P 3\/ 4 5
9. FAQs are available to help me solve problems by myself on 2} ‘/ 4 5

the e-government portal

4.0 This section is aimed at understanding the Business User Satisfaction of the E-

government service

1. I think that I made the right choice when I started using this \/
. : T 1 2 370 4 5

online service for my organization.
2. T!rus e-government portal is exactly what is needed for this | 2 g ‘/ 4 5
service
3. I am satisfied with the online services provided by the 1 5 3 |4 ‘/ 5
government.

Strongly disagree Disagree Neither agree or disagree Agree Strongly agree

1 2 3 4 5

5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government
Service
;. Learning to interact with this e-government portal is easy 1 2 3 i / 5
or me.
2. Interacting with this e-government portal is a clear and
understandable process. . 2 3 4 ‘/ ?
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3..I find this e-government portal to be flexible to interact 1 2 3 4\/ 5
with.

4. The e-government portal is easy to use. 1 2 13 v 4 3
5. Tt is easy for me to become skilful at using this e- 1 2 |3 ‘/ 4 5
government portal

6.0 This section is aimed at understanding the Perceived Usefulness of the e-government

Service

1. This e-government portal enhanced my effectiveness in 1 2 ‘/ 4 5
searching and using this service. 3

2. This e-government portal provides accurate content. 1 2 3 4 \/ 5
3. This e-government portal provides up-to-date content. 1 2 |3 \/ 4 5
4. Using this online service enables me to accomplish tasks ‘/

: 1 2 3 |4 5
more quickly.
5. Using this online service makes it easier to do my tasks. 1 i 3 |4 \/ 5
Strongly disagree Disagree Neither agree or disagree Agree Strongly agree
1 2 3 4 5

7.0 This section is aimed at understanding the 7rust of the E-government Service.

1.The e-government service provides safe transactions 1 2 3 \/ 4 5
2. The e-government service is trustworthy 1 2 3 \/ 4 5
3.The e-government service is secured 1 2 7 \/ 4 5
L_l.The e-government service will not misuse my personal 1 5 3 X ‘/ 5
information

5.1 believe the e-government service has a good reputation 1 2 3 4 v'| s
6.1 k')eheve my privacy is protected at this e-government 1 2 3 ‘/ 4 5
service
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STUDY SURVEY 9

1.0 Student& Employee Background Information

Does your company use any of the E-government services? ~ Yes LV_T

No [

How long have you been using the E-government service?

[ ] Lessthan 1 year [] 1-3 years lZ[ 3-5 years
more than 5 years [ |

What is your Age?  Below 20
What is your Gender? |:| Male

Sl |Z[ L] 21-30  31-40 |Z[
More than 50 a1-50[ |

Your highest level of education? Diploma Bachelor’s

degree |Z[
High Diploma Masters | PhD

What is your status? Manager IZ Employee

SECTION A:

DIRECTIONS: The following set of statements relates to your feelings about
use any of the E-government services. For each statement, please show the extent
to which you believe e-government services has the feature described by the
statement. Do this by picking one of the five numbers next to each statement.
Circling a 5 means that you strongly agree that E-government service has that
feature, and circling a 1 means that you strongly disagree. You may circle any of
the numbers in the middle that show how strong your feelings are. There are no
right or wrong answers all we are interested in is a number that best shows your
perceptions about mobile commerce services.
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Strongly disagree Disagree Neither agree or disagree

1 2 3

Agree
4

Strongly agree
5

1.0 This section is aimed at understanding the System Quality of the Electronic Government

(e-government) service.

1. This e-government portal provides necessary information 2 / 4
3 5
and forms to be downloaded.
2. This e-government portal provides helpful instructions for 5 ‘/ 4 5
i 3

performing my tasks.
3. This e-government portal provides fast information access. 2 |3 \/ 4 5
4. Th1§ e-government portal quickly loads all the text and 2 3 A \/ 5
graphics.
5. It is easy to go back and forth between pages. 2 3 4 \/ 5
6. It only takes a few clicks to locate the information that I ‘/

2 3 4 5
need from the e-government portal.
7.The design of this e-government portal is simple and clear 5 & | 4 5
plus the information display on the portal is clear B

2.0 This section is aimed at understanding the Information Quality of the Electronic

Government (e-government) service.

1. Information on e-government portal is free from errors. 2 8 \/ 4 5

2. This e-government portal provides precise information ’ ‘/ 4 5
' B

according to my need

3. Information on this e-government portal is up to date. 278 \/ 4 5

4. This e-government portal provides the information that I 5 ‘/ 4 5

need at the current time. B

5. Information presented in this e-government portal is useful 5 3 ‘/ 5

and relevant to the subject matter. +

gsi{nformation contains necessary topics to complete related 5 ! ‘/ 4 5

7.The Information that is provided in the e-government portal ’ 3 ‘/ 5

is correct and related to the existing sections 4
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1 2 3

Strongly disagree Disagree Neither agree or disagree

Agree
4

Strongly agree
5

Electronic Government

3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the

1. This e-government portal makes it easy to find what I need. 2 \/ 3 B

2. This e-government portal makes it easy to navigate ‘/ 3 i
anywhere on the site. 2

3. This e-government portal is well organized. 2 |3 \/ 4

4. This e-government portal is available at all times. 2\/ 3 4

5. This e-government portal will not misuse my personal 5 ‘/ 4
information 3

6. The Symbols and messages that declare the security of the / 3 4 5
e-government portal are shown. P

7. Automated or human email responses are prompt in the e- 5 \/ 4 5
government portal 3

8. It is easy to find the responsible person’s contact details. 2 3\/ 4 5
9. FAQs are available to help me solve problems by myself on 5 ‘/ 4 5
the e-government portal p

| government service

4.0 This section is aimed at understanding the Business User Satisfaction of the E-

1. T think that I made the right choice when [ started using this ‘/ 3 4
online service for my organization. 2

2. This e-government portal is exactly what is needed for this ‘/ 3 4
service 2

3. I am satisfied with the online services provided by the ‘/ 3 4
government. 2

Strongly disagree Disagree Neither agree or disagree | Agree Strongly agree

1 2 3 4 5

Service

5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government

1. Learning to interact with this e-government portal is easy
for me.

v

3 4

2. Interacting with this e-government portal is a clear and
understandable process.

3/ 4
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3. I find this e-government portal to be flexible to interact ‘/
with b2 gs *

4. The e-government portal is easy to use. 1 2 3 \/ 4

5. It 1s easy for me to become skilful at using this e-
government portal

1 2 3 4/

6.0 This section is aimed at understanding the Perceived Usefulness of the e-government
Service

1. This e-government portal enhanced my effectiveness in ‘/

. . : . 1 2 3 4
searching and using this service.
2. This e-government portal provides accurate content. 1 2 3 4 \/
3. This e-government portal provides up-to-date content. 1 2 |3 \/ 4
4. Using this online service enables me to accomplish tasks ‘/

; 1 2 |3 4

more quickly.
5. Using this online service makes it easier to do my tasks. 1 2 3 4\/

Strongly disagree Disagree Neither agree or disagree | Agree Strongly agree
1 2 3 4 5

7.0 This section is aimed at understanding the Trust of the E-government Service.

1.The e-government service provides safe transactions | ) \/ 3 E
2.The e-government service is trustworthy 1 2 3 \/ 4
3.The e-government service is secured 1 2 3 \/ 4
4.The e-government service will not misuse my personal ‘/
. e 1 s 3 4
information
5.1 believe the e-government service has a good reputation 1 2 3 4 \/
6.1 believe my privacy is protected at this e-government \/

; 1 2 3 4
service
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STUDY SURVEY 10

1.0 Student& Employee Background Information

Does your company use any of the E-government services? M Yes
No

How long have you been using the E-government service?

Less than 1 year [__| m 1-3 years 3-5years [ ]
more than 5 years [ ]

What is your Age?  Below 20

What is your Gender?  Male ] [J2130 3140 [ ]
Female l: More than 50 l:
a1-50 M

Your highest Jevel of education? Diploma Bachelor’s
o [] [ ]

High Diploma l: Masters M PhD I:]

What is your status? IZ Manager |:| Employee

SECTION A:

DIRECTIONS: The following set of statements relates to your feelings about
use any of the E-government services. For each statement, please show the extent
to which you believe e-government services has the feature described by the
statement. Do this by picking one of the five numbers next to each statement.
Circling a 5 means that you strongly agree that E-government service has that
feature, and circling a 1 means that you strongly disagree. You may circle any of
the numbers in the middle that show how strong your feelings are. There are no
right or wrong answers all we are interested in is a number that best shows your
perceptions about mobile commerce services.
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Strongly disagree Disagree Neither agree or disagree

1 2 3

Agree
4

Strongly agree
5

1.0 This section is aimed at understanding the System Quality of the Electronic Government

(e-government) service.

1. This e-government portal provides necessary information

and forms to be downloaded. 2 3 2K 3
2. This e-government portal provides helpful instructions for ” ‘/ 4 5
performing my tasks. 3

3. This e-government portal provides fast information access. 2 |3 \/ “ 5
4. This e-government portal quickly loads all the text and

graphics. 2 ‘/ 3 4 7
5. It is easy to go back and forth between pages. 2\/ 3 4 5

6. It only takes a few clicks to locate the information that I
need from the e-government portal.

3/ 4 5

7.The design of this e-government portal is simple and clear
plus the information display on the portal is clear

v |4 s

2.0 This section is aimed at understanding the Information Quality of the Electronic

Government (e-government) sexvice.

1. Information on e-government portal is free from: errors. 2 3 n \/ 5
2. This e-government portal provides precise information ‘/
! 2 3 4 5
according to my need
3. Information on this e-government portal is up to date. 2 \/ - 5
4. This e-government portal provides the information that I ‘/
: 2 B 4 5
need at the current time.
5. Information presented in this e-government portal is useful 5 ‘/ 4
, 3 5
and relevant to the subject matter.
t6'(3.‘3Iknforrnat10n contains necessary topics to complete related 2 3 \ ‘/ 5
7.The Information that is provided in the e-government portal 2 3 ‘/ 5
is correct and related to the existing sections i
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Strongly disagree Disagree Neither agree or disagree
1 2 3

Agree

Strongly agree

5

3.0 This section is aimed at understanding the Electronic Service Quality (e-service) of the

Electronic Government

1. This e-government portal makes it easy to find what I need. 2\/ 3 4
2. This e-government portal makes it easy to navigate 9 ‘/ 4
anywhere on the site. 3
3. This e-government portal is well organized. 2 |3 \/ 4
4. This e-government portal is available at all times. 2 |3 \/ 4
5. This e-government portal will not misuse my personal 2 3 ‘/
information 4
6. The Symbols and messages that declare the security of the 5 ‘/ 4 5
e-government portal are shown. P
7. Automated or human email responses are prompt in the e- 2 / 4 5
B
government portal
8. It is easy to find the responsible person’s contact details. 2 3 4\/ 5
9. FAQs are available to help me solve problems by myself on ‘/
2 3 4 5

the e-government portal
4.0 This section is aimed at understanding the Business User Satisfaction of the E-
government service
1. Tthink that I made the right choice when I started using this ‘/ 3 4
online service for my organization. 2
2. This e-government portal is exactly what is needed for this ? / 4
service L
3. I am satisfied with the online services provided by the 5 ‘/ 4
government. 2
Strongly disagree Disagree Neither agree or disagree | Agree Strongly agree

1 2 3 4 5
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government
Service
1. Learning to interact with this e-government portal is easy
for me. Z 3 ‘/ .
2. Interacting with this e-government portal is a clear and 5 3 ‘/ 5
understandable process. 4
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3.‘1 find this e-government portal to be flexible to interact 2 ] ‘/ 4 5
with.

4, The e-government portal is easy to use. 2 3 \/ 4 5
5. It is easy for me to become skilful at using this e- 9 3 s / 5
government portal

6.0 This section is aimed at understanding the Perceived Usefulness of the e-government

Service
1. This e-government portal enhanced my effectiveness in ‘/
. . : . 2 |3 B 5
searching and using this service.
2. This e-government portal provides accurate content. 2 3 |4 \/ 5
3. This e-government portal provides up-to-date content. 2 |3 \/ 4 5
4. Usmg.thls online service enables me to accomplish tasks 2 3 i ‘/ 5
more quickly.
5. Using this online service makes it easier to do my tasks. 2 |3 \/ B 5
Strongly disagree Disagree Neither agree or disagree Agree Strongly agree
i 2 3 4 5

7.0 This section is aimed at understanding the Trust of the E-government Service.

1.The e-government service provides safe transactions 1 2 3 \/ 4 5
2.The e-government service is trustworthy 1 2 \/ 3 < 5
3.The e-government service is secured 1 2 3 4\/ 5
t_l.The e-government service will not misuse my personal 1 ) ; ‘/ 4 5
information

5.1 believe the e-government service has a good reputation 1 2 3 4\/ 5
6.1 t_;eheve my privacy is protected at this e-government ] ” 3 q ‘/ 5
service
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STUDY SURVEY 13
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Appendix D

Measurement Scales and Reliabilities of E-government Success Model

Section 1.0 was about the respondents’ background included: gender, age,
highest level of education, does his/her company use any of the e-government
services, how long has he/her been using e-government services, status in
company.

DIRECTIONS: The following set of statements relates to your feelings about use
any of the E-government services. For each statement, please show the extent to
which you believe e-government services has the feature described by the
statement. Do this by picking one of the five numbers next to each statement.
Circling a 5 means that you strongly agree that E-government service has that
feature, and circling a | means that you strongly disagree. You may circle any of
the numbers in the middle that show how strong your feelings are. There are no
right or wrong answers all we are interested in is a number that best shows your
perceptions about mobile commerce services.

1.0 This section is aimed at understanding the System . [Mustrative
. . Cronbach’s
Quality of the Electronic Government (e-government) e Support for
: Alpha Initial ’
service. Questions
1. This e-government portal provides necessary information
and forms to be downloaded. _
. . : . Liu and Arnett
2. This e-government portal provides helpful instructions for (2000), McKinney
performing my tasks. of a’l., (2002),
3. This e-government portal provides fast information access. Smith (2001),
Aladwani and
4. This e-government portal quickly loads all the text and 0.879 Palvia (2002),
graphics. c Wang et al,
) (2005), Stockdale
5. It is easy to go back and forth between pages. and Borovicka
(2006) and Cao,

6. It only takes a few clicks to locate the information that I
need from the e-government portal.

7.The design of this e-government portal is simple and clear
plus the information display on the portal is clear

Zhang and Seydel
(2005).
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2.0 This section is aimed at understanding the Information Cronbach’s Hlustrative
Quality of the Electronic Government (e-government) sk Support for
- Alpha Initial 2
service. Questions
1. Information on e-government portal is free from errors. Alad_wanj agd
(Dropped ** ) Palvia (2002), Liu
2. This e-government portal provides precise information aBndl Ame(tit 152000)’
ccording t d ailey and Pearson
according to my nee (1983), Li (1997),
3. Information on this e-government portal is up to date. Smith (2001),
_ , ) . Wang et al,
4. This e-government portal provides the information that I (2005), McKinney
need at the current time. 0.880 et a}. ‘(2002)
5. Information presented in this e-government portal is useful Stockdale and
and relevant to the subject matter. (Dropped **) Borovicka (2006),
6. Information contains necessary topics to complete related Seddon and Kiew
task (1996), Rai et al.,
(2002), Cao,
7.The Information that is provided in the e-government portal Zhang and Seydel
is correct and related to the existing sections (2005), and Roca
et al., (2006).
" Aol & : 5 Nlustrative
3.0 This section is aimed at understanding the Electronic  Cronbach’s Susiort for
ServiceQuality (e-service) of the Electronic Government Alpha Initial ppor
Questions
1. This e-government portal makes it easy to find what I need. .
Zeithaml,
2. This e-government portal makes it easy to navigate Parasuraman, and
anywhere on the site. Malhotra (2000,
3. This e-government portal is well organized. 2002, - 2005),
Aladwani and
4. This e-government portal is available at all times. i’;lvia (2002[)a
an et ah;
5. This e-government portal will not misuse my personal 0.897 (200_:%) Stockdale
information ) and Borovicka
6. The Symbols and messages that declare the security of the (2006), Liu and
e-government portal are shova(n. ' Arnett (2000),
7. Automated or human email responses are prompt in the e- Collier and

government portal (Dropped **)
8. It is easy to find the responsible person’s contact details.

9. FAQs are available to help me solve problems by myself on
the e-government portal

Bienstock (2006),
Roca et al., (2006)
and Smith (2001).
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4.0 This section is aimed at understanding the Business Cronbach’s Hllusteathee

User Satisfactionof the E-government service Alpha Initial S(‘;‘l’lg:t‘; .f:;r
1. I think that I made the right choice when I started using this
online service for my organization. Oliver (1997) and
2. This e-government portal is exactly what is needed for this 0.850 Cronin, Brady and
service ) Hult (2000).
3. I am satisfied with the online services provided by the
government.
. L . . Nlustrative
5.0 This section is aimed at understanding the Perceived Cronbach’s Support for
Ease of Use of the E-government Service Alpha Initial Qﬁgs tioi
1. Learning to interact with this e-government portal is easy
for me.
2. Interacting with this e-government portal is a clear and ga?s K (athSQ),
understandable process. anzesn{ " Er @ &;gl)a
rau X
3. I find this e-govermment portal to be flexible to interact 0.894 . 2id
with, Belanger (2005),
4. The e-government portal is easy to use. Roca., Chin. and
Martinez (2006).
5. It is easy for me to become skilful at using this e-
government portal
; o ; . " Tiustrative
6.0 This section is aimed at understanding the Perceived Cronbach’s P
Usefulness of322hee-government Service Alpha Initial QII)II!:S tions
1. This e-government portal enhanced my effectiveness in
searching and using this service.
2. This e-government portal provides accurate content.
Davis (1989) and
3. This e-government portal provides up-to-date content. 0.897 Carter and

Belanger (2005).
4. Using this online service enables me to accomplish tasks

more quickly.

5. Using this online service makes it easier to do my tasks.
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7.0 This section is aimed at understanding the Trust of the

E-government Service. Cronbach’s ;1 LG
Alpha Initial ~ Oopportfor
Questions

1. The e-government service provides safe transactions

2. The e-government service is trustworthy

3. The e-government service is secured Luarn and Lin
) i ) 0.879 (2003) and Gefen

4. The e-government service will not misuse my personal et al., (2003).

information
5. I believe the e-government service has a good reputation

6. 1 believe my privacy is protected at this e-government
service
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Appendix E

Frequency Distribution

(System Quality)

This e-government portal provides necessary information and forms to be
downloaded

System Quality 1

Frequency  Percent Valid Cumulative
Percent Percent

DISAGREE 4 1.3 1.3 1.3
NEITHER AGREE OR

48 16.1 16.1 17.4
DISAGREE

Valid

AGREE 187 62.5 62.5 79.9
STRONGLY AGREE 60 20.1 20.1 100.0
Total 299 100.0 100.0
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This e-government portal provides helpful instructions for performing my tasks

System Quality 2
Frequency Percent Valid Percent Cumulative

Percent

DISAGREE 10 3.3 3.3 33

NEITHER AGREE OR 64 314 514 4.7

DISAGREE

Valid

AGREE 165 55:2 55.2 79.9

STRONGLY AGREE 60 20.1 20.1 100.0

Total ) 299 100.0 100.0

This e-government portal provides fast information access
System Quality 3
Frequency Percent Valid Percent Cumulative

Percent

DISAGREE 11 3.7 3.7 3.7

NEITHER AGREE OR

44 14.7 14.7 18.4
DISAGREE
Valid

AGREE 170 56.9 56.9 75.3

STRONGLY AGREE 74 24.7 24.7 100.0

Total 299 100.0 100.0
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This e-government portal quickly loads all the text and graphics

System Quality 4
Frequency  Percent Valid Cumulative
Percent Percent
STRONGLY
NGL 1 3 3 23

DISAGREE

DISAGREE 17 5.7 5.7 6.0

NEITHER AGREE OR

. 83 27.8 27.8 33.8
Valid  DISAGREE

AGREE 157 52.5 52.5 86.3

STRONGLY AGREE 41 13.7 13.7 100.0

Total 299 100.0 100.0

It is easy to go back and forth between pages
System Quality 5
Frequency Percent Valid Percent Cumulative
Percent
DISAGREE i2 4.0 4.0 4.0
NEITHER AGREE OR 6 20.7 20.7 24.7
DISAGREE ' . '
Valid

AGREE 165 55.2 55.2 79.9
STRONGLY AGREE 60 20.1 20.1 100.0
Total 299 100.0 100.0
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It only takes a few clicks to locate the information that I need from the e-

government portal

System Quality 6

Valid

DISAGREE

NEITHER AGREE OR
DISAGREE

AGREE
STRONGLY AGREE

Total

Frequency Percent

20

70

152

57

299

6.7

23.4

50.8

19.1

100.0

Valid Percent

6.7

234

50.8

19.1

100.0

Cumulative

Percent

6.7

30.1

80.9

100.0

The design of this e-government portal is simple and clear plus the information

display on the portal is clear

System Quality 7

Valid

STRONGLY DISAGREE

DISAGREE

NEITHER AGREE OR
DISAGREE

AGREE
STRONGLY AGREE

Total

Frequency Percent

1

12

58

174

299

4.0

19.4

58.2

18.1

100.0

Valid Percent

4.0

19.4

58.2

18.1

100.0

Cumulative
Percent

3

4.3

23.7

81.9

100.0
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Information on e-government portal is free from errors

(Information Quality)

Information Quality 1

Valid

Frequency Percent

STRONGLY DISAGREE i
DISAGREE 25
NEITHER AGREE OR 119
DISAGREE

AGREE 128
STRONGLY AGREE 26
Total 299

8.4

39.8

42.8

8.7

100.0

Valid Percent

8.4

39.8

42.8

8.7

100.0

Cumulative
Percent

3

8.7

48.5

21.3

100.0

This e-government portal provides precise information according to my need

Information Quality 2

Valid

Frequency Percent

STRONGLY DISAGREE 1
DISAGREE 19
NEITHER AGREE OR 113
DISAGREE

AGREE 139
STRONGLY AGREE 27
Total 299

6.4

37.8

46.5

9.0

100.0

Valid Percent

6.4

37.8

46.5

9.0

100.0

Cumulative
Percent

3

6.7

91.0

100.0
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Information on this e-government portal is up to date

Information Quality 3

Frequency Percent Valid Percent Cumulative

Percent
STRONGLY DISAGREE 2 o a7 F
DISAGREE 36 12.0 12.0 12.7
NEITHER AGREEOR 82 27.4 27.4 40.1

Walid DISAGREE

AGREE 132 44.1 441 84.3
STRONGLY AGREE 47 15.7 15.7 100.0
Total 299 100.0 100.0

This e-government portal provides the information that I need at the current time

Information Quality 4

Frequency Percent Valid Percent Cumulative

Percent
DISAGREE 17 5.7 5.7 5.7
NEITHER AGREE OR
94 31.4 31.4 37.1
DISAGREE
Valid

e AGREE 156 52.2 52.2 89.3
STRONGLY AGREE £y 10.7 10,7 100.0
Total 299 100.0 100.0
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Information presented in this e-government portal is useful and relevant to the

subject matter

Information Quality 5

Frequency Percent Valid Percent Cumulative

Percent
DISAGREE 7 2.3 23 2.3
ITHER AGRE
BEITE Bek 89 29.8 29.8 32.1
DISAGREE
Valid
AGREE 165 §5:2 53.2 8§7.3
STRONGLY AGREE 38 12.7 12.7 100.0
Total 299 100.0 100.0
Information contains necessary topics to complete related task
Information Quality 6
Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 1 3 3 3
DISAGREE 10 3.3 33 3.7
NEITHER AGREE OR %3 1.8 278 314
Valid DISAGREE
AGREE 164 54.8 54.8 86.3
STRONGLY AGREE 41 13.7 13.7 100.0
Total 299 100.0 100.0
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The Information that is provided in the e-government portal is correct and related
to the existing sections

Information Quality 7

Frequency Percent

DISAGREE 10
NEITHER AGREE OR 33
DISAGREE

Valid - GREE 158
STRONGLY AGREE 48
Total 299

3.3

27.8

52.8

16.1

100.0

Valid Percent  Cumulative

Percent
3.3 33
278 31.1
52.8 83.9
16.1 100.0

100.0
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(Electronic Service Quality)

This e-government portal makes it easy to find what I need

E-Service Quality 1

Frequency Percent Valid Percent Cumulative

Percent
STRONGLY DISAGREE 1 3 3 3
DISAGREE 9 3.0 3.0 3.3
NEITHER AGREE OR & 20.7 207 24 1
valid PISAGREE
AGREE 163 56.2 56.2 80.3
STRONGLY AGREE 59 19.7 19.7 100.0

Total 299 100.0 100.0

This e-government portal makes it easy to navigate anywhere on the site

E-Service Quality 2

Frequency Percent Valid Percent Cumulative

Percent
STRGNGLY DISAGREE 3 1.0 1.0 1.0
DISAGREE 8 2.7 2.7 3.7
NEITHER SGREECR 70 23.4 23.4 27.1
Valid DISAGREE
AGREE 168 562 56.2 83.3
STRONGLY AGREE 50 16.7 16.7 100.0

Total 299 100.0 100.0
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This e-government portal is well organized

E-Service Quality 3

Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 1 3 3 3
DISAGREE 15 5.0 5.0 5.4
NEITHER AGREE OR - _p 244 208
valid PISAGREE
AGREE 170 56.9 56.9 86.6
STRONGLY AGREE 40 13.4 13.4 100.0
Total 299 100.0 100.0
This e-government portal is available at all times
E-Service Quality 4
Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 1 3 3 3
DISAGREE 21 7.0 7.0 7.4
NEITHER AGREE OR
73 24.4 24.4 31.8
DISAGREE
Valid
¢ AGREE 161 53.8 53.8 85.6
STRONGLY AGREE 43 14.4 14.4 100.0
100.0
Total 299
100.0
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This e-government portal will not misuse my personal information

E-Service Quality 5

Frequency Percent Valid Percent Cumulative

Percent
STRONGLY DISAGREE 1 3 3 3
DISAGREE 8 27 2.7 3.0
EITHER A
N ¥ Rl 76 254 25.4 28.4
alid DISAGREE
AGREE 146 48.8 48.8 77.3
STRONGLY AGREE 68 22.7 22.7 100.0
Total 299 100.0 100.0

The Symbols and messages that declare the security of the e-government portal are
shown

E-Service Quality 6

Frequency Percent Valid Percent Cumulative

Percent

STRONGLY DISAGREE 1 3 3 3
DISAGREE 13 4.3 4.3 4.7
NEITHE R

SACRERSD 83 27.8 27.8 32.4

Valid DISAGREE

AGREE 152 50.8 50.8 83.3
STRONGLY AGREE 50 16.7 16.7 100.0
Total 299 100.0 100.0
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Automated or human email responses are prompt in the e-government portal

E-Service Quality 7

Frequency Percent Valid Percent Cumulative

Percent
STRONGLY DISAGREE 5 1.7 [.7 1.7
DISAGREE 17 5.7 5.7 7.4
NEITHER AGREE OR
113 37.8 37.8 45.2
valid DPISAGREE
AGREE 124 41.5 41.5 86.6
STRONGLY AGREE 40 13.4 13.4 100.0
Total 299 100.0 100.0
It is easy to find the responsible person’s contact details
E-Service Quality 8
Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 6 2.0 2.0 2.0
DISAGREE 22 7.4 7.4 9.4
NEITHER AGREE OR
110 36.8 36.8 46.2
Valid PISAGREE
AGREE 127 42.5 42.5 88.6
STRONGLY AGREE 34 11.4 11.4 100.0
Total 299 100.0 100.0
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FAQs are available to help me solve problems by myself on the e-government

portal

E-Service Quality 9

Frequency Percent

STRONGLY DISAGREE 3

DISAGREE 18

NEITHER AGREE OR 03
valid PISAGREE

AGREE 145

STRONGLY AGREE 40

Total 299

1.0

6.0

48.5

13.4

100.0

Valid Percent

1.0

6.0

48.5

13.4

100.0

Cumulative
Percent

1.0

7.0

38.1

86.6

100.0
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(Business User Satisfaction)

I think that I made the right choice when I started using this online service for my
organization

Business User Satisfaction 1

Frequency Percent Valid Percent Cumulative

Percent
STRONGLY DISAGREE i 3 5 3
DISAGREE 13 43 4.3 4.7
NEITHER AGREE OR 72 24.1 24.1 28.8
AElia DISAGREE
AGREE 156 52.2 52.2 80.9
STRONGLY AGREE 57 19.1 19.1 100.0
Total 299 100.0 100.0
This e-government portal is exactly what is needed for this service
Business User Satisfaction 2
Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 6 2.0 2.0 2.0
DISAGREE 14 4.7 4.7 6.7
NEITHER AGREE OR
79 26.4 26.4 33.1
valid DPISAGREE
AGREE 160 53.5 53.5 86.6
STRONGLY AGREE 40 13.4 13.4 100.0
Total 299 100.0 100.0
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I am satisfied with the online services provided by the government

Business User Satisfaction 3

Frequency Percent Valid Percent Cumulative

Percent
STRONGLY DISAGREE 7 2.3 2.3 23
DISAGREE 21 7.0 7.0 9.4
NEITHER AGREE OR 87 5.4 7 i 185

valid PISAGREE

AGREE 140 46.8 46.8 85.3
STRONGLY AGREE 44 14.7 14.7 100.0
Total 299 100.0 100.0
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(Perceived Ease of Use)

Learning to interact with this e-government portal is easy for me

Perceived Ease of Use 1

Frequency Percent

DISAGREE 7
NEITHER AGREE OR 5
DISAGREE

Valid
AGREE 184
STRONGLY AGREE 55
Total 299

2.3

17.7

61.5

18.4

100.0

Valid Percent  Cumulative

Percent
2.3 2.3
17.7 20.1
61.5 81.6
18.4 100.0

100.0

Interacting with this e-government portal is a clear and understandable process

Perceived Ease of Use 2

Frequency Percent

DISAGREE 13
NEITHER AGREE OR 56
DISAGREE

Valid
AGREE 189
STRONGLY AGREE 41

Total 299

4.3

18.7

63.2

13.7

100.0

Valid Percent  Cumulative

Percent
4.3 4.3
18.7 23.1
63.2 86.3
13.7 100.0

100.0




I find this e-government portal to be flexible to interact with

Perceived Ease of Use 3

Frequency Percent Valid Percent Cumulative
Percent

DISAGREE 10 3.3 3.3 3.3
NEITHER AGREE OR

HER AG 73 24.4 24.4 27.8
DISAGREE

Valid
AGREE 175 58.5 58.5 86.3
STRONGLY AGREE 41 13.7 13.7 100.0
Total 299 100.0 100.0
The e-government portal is easy to use
Perceived Ease of Use 4
Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 1 3 3 3
DISAGREE 10 3.3 3.3 43
NEITHER AGREE OR 58 (9.4 19.4 —
Vilid DISAGREE

AGREE 183 61.2 61.2 84.3
STRONGLY AGREE 47 15.7 15.7 100.0
Total 299 100.0 100.0
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It is easy for me to become skilful at using this e-government portal

Perceived Ease of Use 5

Frequency Percent Valid Percent Cumulative

Percent
STRONGLY DISAGREE 1 3 3 3
DISAGREE 12 4.0 4.0 4.3
R AaRED O 50 16.7 16.7 21.1
valia PISAGREE
AGREE 166 55.5 55.5 76.6
STRONGLY AGREE 70 234 234 100.0

Total 299 100.0 100.0
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(Perceived Usefulness)

This e-government portal enhanced my effectiveness in searching and using this

service

Perceived Usefulness 1

Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 1 3 3 3
DISAGREE 13 43 43 4.7
ITHER AG R
NE REEO 75 25.1 25.1 29.8
Valid DISAGREE
AGREE 159 53.2 §3.2 82.9
STRONGLY AGREE 51 . 1 17.1 100.0
Total 299 100.0 100.0
This e-government portal provides accurate content
Perceived Usefulness 2
Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 2 7 T 7
DISAGREE 15 5.0 5.0 5.7
NEITHER AGREE OR
S 83 27.8 27.8 33.4
valia PISAGREE
AGREE 158 52.8 52.8 86.3
STRONGLY AGREE 41 13.7 13.7 100.0
Total 299 100.0 100.0
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This e-government portal provides up-to-date content

Perceived Usefulness 3

Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 1 3 3 3
DISAGREE 8 2.7 2.7 30
R
Sy 48 16.1 16.1 19.1
Valid DPISAGREE
AGREE 165 55.2 55.2 74.2
STRONGLY AGREE 77 258 25.8 100.0
Total 299 100.0 100.0
Using this online service enables me to accomplish tasks more quickly
Perceived Usefulness 4
Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 2 T T )
DISAGREE 8 2.7 2.7 33
NEITHER AGREE OR 60 20.1 20.1 234
valid DPISAGREE

AGREE 167 55.9 55.9 79.3
STRONGLY AGREE 62 20.7 20.7 100.0
Total 299 100.0 100.0
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Using this online service makes it easier to do my tasks

Perceived Usefulness 5

Valid

STRONGLY DISAGREE
DISAGREE

NEITHER AGREE OR
DISAGREE

AGREE

STRONGLY AGREE

Total

2

10

63

160

64

299

Frequency Percent

3:3

21.1

53.5

21.4

[00.0

Valid Percent

3.3

2].1

53.5

21.4

100.0

Cumulative

Percent

T

4.0

25.1

78.6

100.0
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(Trust)

The e-government service provides safe transactions

Trust 1
Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 10 3.3 3.3 33
DISAGREE 30 10.0 10.0 13.4
NEITHER AGREE OR 123 423 428 56.2
valid DPISAGREE
AGREE 105 35.1 35.1 91.3
STRONGLY AGREE 26 8.7 8.7 100.0
Total 299 100.0 100.0
The e-government service is trustworthy
Trust 2
Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 4 1.3 1.3 1.3
DISAGREE 23 7.7 77 9.0
NEITHER AGREE OR %6 288 238 378
valid PISAGREE

AGREE 158 52.8 52.8 90.6
STRONGLY AGREE 28 9.4 9.4 100.0
Total 299 100.0 100.0
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The e-government service is secured

Trust 3
Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 2 T T 7
DISAGREE 20 6.7 6.7 7.4
NEITHER AGREE OR %6 588 28.8 36.1
Valig DISAGREE
AGREE 166 55.5 55.5 91.6
STRONGLY AGREE 25 8.4 8.4 100.0
Total 299 100.0 100.0
The e-government service will not misuse my personal information
Trust 4
Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 2 7T T F
DISAGREE 15 5.0 5.0 5.7
NEITHER AGREE OR 79 26.4 26.4 32.1
Valid DPISAGREE
AGREE 166 55.5 55.5 87.6
STRONGLY AGREE 37 12.4 12.4 100.0
Total 299 100.0 100.0
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I believe the e-government service has a good reputation

Trust 5

Frequency Percent Valid Percent Cumulative

Percent
STRONGLY DISAGREE 1 3 3 3
DISAGREE 14 4.7 4.7 5.0
NEITHER AGREE OR o4 314 314 16.5
valia PISAGREE
AGREE 154 51.5 51.5 88.0
STRONGLY AGREE 36 12.0 12.0 100.0
Total 299 100.0 100.0
I believe my privacy is protected at this e-government service
Trust 6
Frequency Percent Valid Percent Cumulative
Percent
STRONGLY DISAGREE 6 2.0 2.0 2.0
DISAGREE 25 8.4 8.4 10.4
NEITHER AGREE OR 93 128 32.8 431
Valid DISAGREE
AGREE 139 46.5 46.5 89.6
STRONGLY AGREE 31 10.4 10.4 100.0
Total 299 100.0 100.0
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Appendix F

Quantitative Descriptive Statistics

Descriptive Statistics

N Minimum Maximum Mean Std. Skewness Kurtosis
Deviation

Statistic Statistic  Statistic Statistic Std.  Statistic Statistic  Std. Error Statistic Std.

Error Error
System 299 2 5 4.01 .037 645 315 141 398 281
Quality 1
System 299 2 5 3.92 043 737 =377 141 .018 281
Quality 2
System 299 2 S 4.03 .043 737 -.600 141 465 281
Quality 3
System 299 1 5 3.74 .045 J77 -.408 141 157 281
Quality 4
System 299 2 5 391 .043 750 -432 141 077 281
Quality 5
System 299 2 5] 3.82 .047 814 -415 141 -.208 281
Quality 6
System 299 1 5 3.90 .043 746 -.611 141 766 281
Quality 7
Information 299 1 5 3.51 .045 783 -123 141 -.176 281
Quality 1
Information 299 1 5 3.58 .044 758 -.187 141 -.026 281
Quality 2
Information 299 1 5 3.62 .053 913 -352 41 -425 .281
Quality 3
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Information
Quality 4

Information
Quality 5

Information
Quality 6

Information
Quality 7

E-Service
Quality 1

E-Service
Quality 2

E-Service
Quality 3

E-Service
Quality 4

E-Service
Quality 5

E-Service

Quality 6

E-Service
Quality 7

E-Service
Quality 8

E-Service

Quality 9

Business
User
Satisfaction
1

299

299

299

299

299

299

299

289

299

299

299

299

299

299

3.68

3.78

3.78

3.82

3.92

3.85

3.78

3.75

3.91

399

3.59

3.54

3.67

3.85

.043

.040

042

.042

.043

044

.043

046

045

.045

049

050

.047

045

349

740

.688

730

735

742

760

750

199

783

780

852

864

.819

785

-.258

-.125

-367

-.207

-.515

-.663

-.529

=511

-.348

-.347

-.323

-.403

-.436

-.448

141

141

141

141

141

141

141

141

.141

141

141

141

141

141

-.128

-.151

343

-210

580

1.229

507

.186

-.054

.068

283

307

308

186

281

281

281

281

281

281

281

281

281

281

281

281

281

281



Business
User
Satisfaction
2

Business
User
Satisfaction
3

Perceived
Ease of Use
1

Perceived

Ease of Use
2

Perceived
Ease of Use
3

Perceived
Ease of Use
4

Perceived
Ease of Use
5

Perceived
Usefulness
1

Perceived
Usefulness
2

Perceived
Usefulness
3

299

299

299

299

299

299

299

299

299

299

3.72

3.65

3.96

3.86

3.83

3.89

3.98

3.82

3.74

4.03

.048

052

.039

040

040

041

045

.045

045

043

350

.829

.898

674

.694

697

710

770

T2

781

746

=779

-.611

-415

-.600

-.347

-.627

-.669

-.432

-.486

-.641

141

A4

.141

141

141

141

141

141

.141

141

1.160

453

490

759

.200

1.072

703

242

461

774

281

281

.281

281

281

281

281

281

.281

281



Perceived

Usefulness
4

Perceived
Usefulness
5

Trust 1
Trust 2
Trust 3
Trust 4
Trust 5

Trust 6

299

299

299

299

299

299

299

299

3.93

3.92

3.36

3.61

3.64

3.74

3.70

3.55

044

045

052

047

044

.044

.043

050

757

783

.899

813

57

763

752

863

-.637

-.611

-.322

-.649

-.608

-.568

-.307

-.529

141

141

141
141
141
141
141

141

995

716

224
582
572
677
151

356

281

281

281

281

281

.281

281

281
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Appendix G

Electronic government adoption success model survey results and

descriptive statistics of respondents’ characteristics

In the frequency table, the frequency column summarizes the total number of
variable results. The percent column displays this frequency in percentage form
for all cases, including those cases that may be missing. The valid percent
column is the proportion of scores only for those cases that are valid. The
accumulative percent column is the summation of the percentage for that score
with the percentage for all lesser scores.

Does your company use any of the E-government services?

Demographic Data 1

Frequency  Percent Valid Percent Cumulative Percent
Valid JES 299 100.0 100.0 100.0
NO 0 0 0 0

How long have you been using the E-government service?

Demographic Data 2
Frequency Percent Valid Percent  Cumulative
Percent

Vahd LESS THAN 1 16 5.4 5.4 54

YEAR

1 -3YEARS 46 15.4 15.4 20.7

3-5YEARS 63 21.1 21.1 41.8

MORE THAN 5 i74 58.2 58.2 100.0

YEARS

Total 299 100.0 100.0
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What is your Gender?

Demographic Data 3
Frequency Percent Valid Percent Cumulative
Percent
Valid MALE 169 66.6 66.6 66.6
FEMALE 100 334 334 100.0
Total 299 100.0 100.0
What is your Age?
Demographic Data 4
Frequency Percent Valid Percent Cumulative
Percent
Valid 21-30 54 18.1 18.1 18.1
31-40 142 47.5 47.5 65.6
41-50 78 26.1 26.1 91.6
MORE THAN 50 25 8.4 8.4 100.0
Total 299 100.0 100.0
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What is your highest level of education?

Demographic Data 5
Frequency  Percent Valid Cumulative
Percent Percent
Valid DIPLOMA 75 25. 25.1 25.1
1
BACHELOR'S 168 56. 56.2 81.3
DEGREE 2
HIGH DIPLOMA 14 4.7 4.7 86.0
MASTERS 39 13. 13.0 99.0
0
PHD 3 1.0 1.0 100.0
Total 299 10 100.0
0.0
What is your status?
Demographic Data 6
Frequency Percent Valid Percent Cumulative
Percent
Valid MANAGER 33 11.0 11.0 11.0
EMPLOYEE 266 89.0 89.0 100.0
Total 299 100.0 100.0
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