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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-govemment success variables, and finally to examine 
the moderating role of trust from a business centric perspective. Using a 
survey research design, a sample of299 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. 
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ABSTRAK 

Model Kejayaan Sistem Maklumat (IS) DeLone & McLean (D & M) telah 
menjadi rangka kerja tetap untuk mengukur keberkesanan (IS).Model ini telah 
digunakan dalam pelbagai situasi seperti pendid:ikan 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 pemiagaan 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 pernboleh 
ubah dalam model konseptual. Tambahan pula, kajian ini bertujuan untuk 
mengkaji faktor-faktor penting dan signifikan yang mempengaruhi organisasi 
perniagaan untuk rnenerima pakai e-kerajaan, ia juga bertujuan mengkaji 
hubungan tahap kepuasan organisasi perniagaan dengan pembolehubah 
kejayaan e-kerajaan, dan akhirnya untuk mengkaji peranan penyederhana 
amanah daripada perspektif berpusatkan perniagaan. Menggunakan kaedah 
kajian tinjauan, sebanyak 299 sampel pengurus perniagaan dan kakitangan 
yang mempunyai pengalarnan dengan perkhidmatan e-kerajaan telah 
dikenalpasti melalui persampelan rawak mudah. Gabungan statistik inferensi 
dan deskriptif telah dijalankan dengan dibantu oleh Statistical Packcige 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 Iangsung 
yang tidak penting dengan PEU dan PU, tetapi mempunyai hubungan 
langsung yang signifikan Ike 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 rnenunjukkan 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 diaplikas:ikankan untuk mengukur 
teknologi e-perkhidmatan di negara-negara 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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1.1 Introduction 

CHAPTER ONE 

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 effectiveness and efficiency of the services provided through the 

introduction of e-government (Alanezi, Kamil & Basri, 2010). E-govemment is 

the way for governments to use the most innovative ICT services, in some 

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

Information and communication technologies (JCT) 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. 



The contents of 

the thesis is for 

internal user 

only 



REFERENCES 

Abdalla, S. (2012). An e-government adoption framework for developing countries: A case 

study from Sudan. 

Abu-Doush, I., Bany-Mohammed, A., AJi, E., & AJ-Betar, M. A (2013). Towards a more 

accessible e-government in Jordan: an evaluation study of visually impaired users and 

Web developers. Behaviour & Information Technology, 32(3), 273-293. 

Almarabeh, T. and Abu Ali, A (2010) A General Framework for E-Government: Definition 

Maturity Challenges, Opportunities, and Success. European Journal of Scientific 

Research, 39, 29-42. 

Almarabeh, T. and Adwan, 0. (2013) A Detailed Study of E-Govemment Readiness m 

Jordan.International Journal of Computer Science Issues, 10, 88-96. 

Al-Shboul, M., Rababah, 0., Ghnemat, R. and AJ-Saqqa, S. (2014) Challenges and Factors 

Affecting the Implementation of E-Govemment in Jordan. Journal of Software 
Engineering and Applications, 7, 1111- 1127. 

Al-Refaie, A, & Ramadna, A M. (2017).Barriers to E-Government Adoption in Jordanian 

Organizations from Users' and Employees' Perspectives. International Journal of 

Electronic Government Research (IJEGR), 13(1 ), 33-51. 

Abu-Shanab, E. A (20 l 7). E-govemment contribution to better performance by public 

sector. International Journal of Electronic Government Research (IJEGR), 13(2), 81-96. 

Al-Mamari, Q., Corbitt, B., & Oyaro Gekara, V. (2013). E-government adoption in Oman: 

motivating factors from a government perspective. Transforming Government: People, 
Process and Policy, 7(2), 199-224. 

Anderson, E. W., & Fornell, C. (1994).A customer satisfaction research prospectus. Service 
quality: New directions in theo,y and practice, I 4(1 ), 239-266. 

Agarwal, R., & Prasad, J. (1998).A conceptual and operational definition of personal 

innovativeness in the domain of information technology. Information systems 
research, 9(2), 204-215. 

Agarwal, R., & Prasad, J. (1998).The antecedents and consequents of user perceptions in 

information technology adoption. Decision support systems, 22(1), 15-29. 

Almahamid, S. 0. U. D., Mcadams, AC., AJ Kalaldeh, T. AH. E. R., & MO'TAZ, AS. E. 

(20 I 0). The Relationship Between Perceived Usefulness, Perceived Ease Of Use, 
Perceived Information Quality, And Intention To Use E-Government. Journal of 

Theoretical & Applied Information Technology, 1 I. 

175 



Aggelidis, V. P., & Chatzoglou, P. D. (2008). Methods for evaluating hospital information 

systems: a literature review. EuroMed Journal of Business, 3(1), 99-118. 

Aggelidis, V. P., & Chatzoglou, P. D. (2009).Using a modified technology acceptance model 

in hospitals. International journal of medical informatics, 78(2), 115-126. 

Ajzen, I. (1991). The theory of planned behavior. Organizational behavior and human 

decision processes, 50(2), 179-211. 

Al Hujran, 0 ., Aloudat, A, & Altarawneh, I. (2013). Factors influencing citizen adoption of 

e-government in developing countries: The case of Jordan. International Journal of 

Technology and Human Interaction OJTHI), 9(2), 1-19. 

Aladwani, A. M., & Pal via, P. C. (2002). Developing and validating an instrument for 

measuring user-perceived web quality. Information & management, 39(6), 467-476. 

Alanezi, M. A, Kamil, A, & Basri, S. (2010). A proposed instrument dimensions for 

measuring e-government service quality. International Journal of u-and e-Service, 

Science and Technology, 3(4), 1-18. 

Alawneh, A, Al-Refai, H., & Batiha, K. (2013).Measuring user satisfaction from e

Govemment services: Lessons from Jordan. Government Information Quarterly, 30(3), 
277-288. 

Al-Hujran, 0., AI-Debei, M. M., Chatfield, A., & Migdadi, M. (2015).The imperative of 

influencing citizen attitude toward e-government adoption and use. Computers in human 
Behavior, 53, 189-203. 

Al-Jaghoub, S., Al-Yaseen, H., & Al-Hourani, M. (2010). Evaluation of awareness and 

acceptability of using e-government services in developing countries: The case of 

Jordan. The Electronic Journal Information Systems Evaluation, 13(1 ), 1-8. 

Almahamid, S. 0. U. D., Mcadams, A. C., Al Kalaldeh, T. A. H. E. R., & Al-Sa'eed, M. T. 

(2010). The relationship between perceived usefulness, perceived ease of use, perceived 

information quality, and intention to use e-govemment. Journal of Theoretical and 
Applied Information Technology, 11(1), 30-44. 

Alomari, M. K. (2014). Discovering citizens reaction toward e-government: factors in e

govemment adoption. JISTEM-Journal of Information Systems and Technology 
Management, 11(1), 5-20. 

Alomari, M. K., Sandhu, K., & Woods, P. (2009). E-government adoption in the Hashemite 

Kingdom of Jordan: factors from social perspectives. In Internet Technology and 
Secured Transactions, 2009.ICITST 2009. International Conference.for (pp. 1-7). IEEE. 

176 



Alomari, M. K., Sandhu, K., & Woods, P. (2010).Measuring social factors in e-government 

adoption in the Hashemite Kingdom of Jordan. International Journal of Digital Society 
(I.JDS), 1(2), 163-172. 

Alomari, M. K., Sandhu, K., & Woods, P. (2014).Exploring citizen perceptions of barriers to 

e-government adoption in a developing country. Transforming Government: People, 
Process and Policy, 8(1 ), 131-150. 

Alomari, M., Woods, P., & Sandhu, K. (2012). Predictors for e-government adoption in 

Jordan: Deployment of an empirical evaluation based on a citizen-centric 

approach. Infomiation Technology & People, 25(2), 207-234. 

Alryalat, M., Dwivedi, Y., Williams, M., & Rana, N. (2013).Examining Role of Usefulness, 

Ease of Use and Social Influence on Jordanian Citizen's Intention to Adopt £

Government.In Proceedings of the UK Academy for Information Systems Conference. 

AI-Shboul, M., Rababah, 0., Ghnemat, R., & AI-Saqqa, S. (2014). Challenges and Factors 

Affecting the Implementation of £-Government in Jordan. Journal of Software 
Engineering and Applications, 7(13), I 111. 

AIShibly, H. H., & Al-Dmour, H. A. D. (2011).Assessing electronic government systems 

success-an integrated framework. Dirasat: Administrative Sciences, 37(2). 

AlShibly, H., & Chiong, R. (2015). Customer empowerment: Does it influence electronic 

government success? A citizen-centric perspective. Electronic Commerce Research and 
Applications, 14(6), 393-404. 

Al-Soud, A., Al-Yaseen, H., & H. Al-Jaghoub, S. (2014). Jordan's e-Government at the 

crossroads. Transforming Government: People, Process and Policy, 8(4), 597-619. 

Ancarani, A. (2005). Towards quality e-service in the public sector: The evolution of web 

sites in the local public service sector. Managing Service Quality: An International 
Journal, 15(1), 6-23. 

Al-Mamary, Y. H., Shamsuddin, A., & Aziati, N. (2014).Factors affecting successful 

adoption of management information systems in organizations towards enhancing 

organizational perfonnance. American Journal of Systems and Software, 2(5), 121-126. 

Anderson, J. C., & Gerbing, D. W. (1988). Structural equation modeling in practice: A review 

and recommended two-step approach. Psychological bulletin, 103(3), 411. 

Armstrong, J. S., & Overton, T. S. (1977).Estimating nonresponse bias in mail 

surveys. Journal of marketing research, 396-402. 

Babbie, E. R., Halley, F., & Zaino, J. (2007). Adventures in social research: data analysis 
using SPSS 14. 0 and 15. 0 for Windows. Pine Forge Press. 

177 



Badri, M. A., & Alshare, K. (2008). A path analytic model and measurement of the business 

value of e-government: An international perspective. International Journal of 
Information Management, 28(6), 524-535. 

Bagozzi, R. P. (2011). Measurement and meaning in information systems and organizational 

research: Methodological and philosophical foundations. Mis Quarterly, 261-292. 

Bagozzi, R. P., & Dabholkar, P. A. (2000). Discursive psychology: An alternative conceptual 

foundation to means-end chain theory. Psychology & Marketing, 17(7), 535-586. 

Bailey, J. E., & Pearson, S. W. (1983).Development of a tool for measuring and analyzing 

computer user satisfaction. Management science, 29(5), 530-545. 

Barclay, D., Higgins, C., & Thompson, R. (1995). The partial least squares (PLS) approach to 

causal modeling: Personal computer adoption and use as an illustration. Technology 
studies, 2(2), 285-309. 

Barnes, S. J., & Vidgen, R. (2004). Interactive e-govemment services: modeling user 

perceptions with eQual. Electronic Government, an International Journal, 1(2), 213-

228. 

Barnes, S. J., & Vidgen, R . (2007). Interactive e-government: Evaluating the web site of the 

UK Inland Revenue. International Journal of Electronic Government Research, 3(1), 19. 

Baron, R. M., & Kenny, D. A. (1986). The moderator-mediator variable distinction in social 
psychological research: Conceptual, strategic, and statistical considerations. Journal of 

personality and social psychology, 51(6), 1173. 

Bose, R. (2004) Information Technologies for Education & Training in E
Government.Proceedings of the ITCC 2004 International Conference on Information 
Technology: Coding and Computing, Las Vegas, 5-7 April 2004, 203-207. 

Bonham, G., Seifert, J. and Thorson, S. (2001) The Transformational Potential of E
Government: The Role of Political Leadership. Proceedings of the 4th Pan European 
International Relations Conference, Canterbury, 6-10 September 2001, 1-9. 

Baroudi, J. J., & Orlikowski, W. J. (1988). A short-form measure of user infonnation 

satisfaction: a psychometric evaluation and notes on use. Journal of Management 
Information Systems, 4(4), 44-59. 

Baroudi, J. J., Olson, M. H., & Ives, B. (1986).An empirical study of the impact of user 
involvement on system usage and information satisfaction. Communications of the 
ACM, 29(3), 232-238. 

Becker, J., Niehaves, B. , Algermissen, L., Delfmann, P., & Falk, T. (2004).E-government 
success factors. Electronic Government, 503-506. 

178 



Behling, 0., & Law, K. S. (2000). Translating questionnaires and other research 

instruments: Problems and solutions (Vol. 133).Sage. 

Belanger, F., & Carter, L. (2012).Digitizing government interactions with constituents: an 

historical review of e-government research in infonnation systems. Journal of the 
Association for Information Systems, 13(5), 363. 

Bharati, P., & Chaudhury, A. (2004).An empirical investigation of decision-making 

satisfaction in web-based decision support systems. Decision support systems, 37(2), 
187-197. 

Bigne, J. E., Martmez, C., Miquel, M. J., & Andreu, L. (2003).SERVQUAL reliability and 

validity in travel agencies. Annals ofTourismResearch, 30(1), 258-262. 

Bonoma, T. V. (1976). Conflict, cooperation and trust in three power systems. Behavioral 
Science, 21(6), 499-514. 

Bouckaert, G., & Van de Walle, S. (2003).Comparing measures of citizen trust and user 

satisfaction as indicators of 'good governance': difficulties in linking trust and 

satisfaction indicators. International Review of Administrative Sciences, 69(3), 329-343. 

Bouckaert, G., Van de Walle, S., Maddens, B., & Kampen, J. K. (2002). Identity vs 

Performance: An overview of theories explaining trust in government. Leuven, Belgium: 
Public Management Institute, Katholike Universiteit Leuven. 

Bradburn, N. M., Sud.man, S., & Wansink, B. (2004). Asking questions: the definitive guide to 
questionnaire design--for market research, political polls, and social and health 
questionnaires.John Wiley & Sons. 

Brislin, R. W. (I 980). Cross-cultural research methods.In Environment and culture (pp. 47-

82).Springer US. 

Brynjolfsson, E., & Yang, S. (1996). Jnformation technology and productivity: a review of the 

literature. Advances in computers, 43, 179-214. 

Buckley, J. (2003). E-service quality and the public sector. Managing Service Quality: An 
International Journal, 13(6), 453-462. 

Byrd, T. A., Thrasher, E. H., Lang, T., & Davidson, N. W. (2006). A process-oriented 

perspective of IS success: Examining the impact of IS on operational 

cost. Omega, 34(5), 448-460. 

Byrne, B. M., & van De Vijver, F. J. (2010).Testing for measurement and structural 

equivalence in large-scale cross-cultural studies: Addressing the issue of 

nonequivalence. International Journal ofTesting, 10(2), 107- 132. 

179 



Cao, M., Zhang, Q., & Seydel, J. (2005). B2C e-commerce web site quality: an empirical 

examination. Industrial Management &Data Systems, 105(5), 645-661. 

Carter, L., & Belanger, F. (2004).The influence of perceived characteristics of innovating on 

e-govemment adoption. Electronic Journal of £-government, 2(1), 11-20. 

Carter, L., & Belanger, F. (2004, January).Citizen adoption of electronic government 

jnitiatives.In System Sciences, 2004.Proceedings of the 3 7th Annual Hawaii 
International Conference on (pp. 10-pp).lEEE. 

Carter, L., & Belanger, F. (2005). The utilization of e- government services: citizen trus t, 

innovation and acceptance factors. Information systems journal, 15(1), 5-25. 

Coulter, K. S., & Coulter, R. A. (2002). Determinants of trust in a service provider: the 

moderating role of length ofrelationship. Journal of services marketing, 16(1), 35-50. 

Culnan, M . J. (1987). Mapping the intellectual structure of MIS, 1980-1985: a co-citation 

analysis. Mis Quarterly, 341-353. 

Caruana, A. (2002). Service loyalty: The effects of service quality and the mediating role of 

customer satisfaction. European journal of marketing, 36(7/8), 811-828. 

Cavana, R. Y., Delahaye, B. L., & Sekaran, U. (2001). Applied business research: Qualitative 
and quantitative methods.John Wiley & Sons Australia. 

Centeno, C., Van Bavel, R., & Burgelman, J. C. (2005).A prospective view of e-govemment 

in the European Union. The Electronic Journal of e-Government, 3(2), 59-66. 

Chan, F. K., Thong, J. Y., Veokatesh, V., Brown, S. A., Hu, P. J., & Tam, K. Y. (2011). 

Modeling citizen satisfaction with mandatory adoption of an e-govemment technology. 

Chang, I. C., Li, Y. C., Hung, W. F., & Hwang, H. G. (2005).An empirical study on the 

impact of quality antecedents on tax payers' acceptance of Internet tax-filing 

systems. Government Information Quarterly, 22(3), 389-410. 

Chatfield, A. T., & AlAnazi, J. (2015). Collaborative governance matters to e-government 

interoperability: An analysis of citizen-centric integrated interoperable e-government 

implementation in Saudi Arabia. International Journal of Public Administration in the 
Digital Age (IJPADA), 2(3), 24-44. 

Chatfield, A. T ., & AlHujran, 0. (2007). E-government service delivery capabilities: An 

analysis of the Arab countries in Africa & the Middle East. 

Chatfield, A. T., & Alhujran, 0. (2009).A cross-country comparative analysis of e

government service delivery among Arab countries. Information Technology f or 
Development, 15(3), 151-170. 

180 



Chatfield, A, & AlAnazi, J. (2013).Service quality, citizen satisfaction, and loyalty with self

service delivery options to transforming e-government services. 

Chen, F. Y., & Chen, S. H. (2014).Application of importance and satisfaction indicators for 

service quality improvement of customer satisfaction. International Journal of Services 
Technology and Management, 20(1-3), 108-122. 

Chen, J. V., Jubilado, R. J.M., Capistrano, E. P. S., & Yen, D. C. (2015). Factors affecting 

online tax filing-An application of the IS Success Model and trust theory. Computers in 
Human Behavior, 43, 25 1-262. 

Chin, W. W., Marcolin, B. L., & Newsted, P.R. (2003). A partial least squares latent variable 

modeling approach for measuring interaction effects: Results from a Monte Carlo 

simulation study and an electronic-mail emotion/adoption study. Information systems 
research, 14(2), 189-217. 

Chisnall, P. M. (1997). Market research.5th ed. London, McGraw-Hill. 

Chung, J., & Tan, F. B. (2004). Antecedents of perceived playfulness: an exploratory study on 

user acceptance of general information-searching websites. Information & 
Management, 41(7), 869-881 . 

Churchill Jr, G. A. (1979). A paradigm for developing better measures of marketing 

constructs. Journal of marketing research, 64-73. 

Ciborra, C., & Navarra, D. D. (2005). Good governance, development theory, and aid policy: 

Risks and challenges of e-government in Jordan. Information technology for 
development, 11(2), 141-159. 

Clemons, E. K., & Reddi, S. P. (I 993, January). Some propositions regarding the role of 

information technology in the organization of economic activity.In System Sciences, 
1993, Proceeding of the Twenty-Sixth Hawaii International Conference on (Vol. 4, pp. 
809-818).IEEE. 

Clemons, E. K., Reddi, S. P., & Row, M. C. (1993). The impact of information technology on 

the organization of economic activity: The "move to the middle" hypothesis. Journal of 
management information systems, 10(2), 9-35. 

Cohen, J. E. (2006). Citizen satisfaction with contacting government on the 
internet. Information Polity, ll(l), 51-65. 

Cook, M. E., La Vigne, M. F., Pagano, C. M., Dawes, S. S., & Pardo, T. A (2002). Making a 

case for locale-government. Center for Technology in Government, Albany, New York. 

Collier, J. E., & Bienstock, C. C. (2006).Measuring service quality in e-retailing. Journal of 
service research, 8(3), 260-275 . 

181 



Companies Control Department, (2017, June I 6). Registered Companies in Jordan. Retrieved 

from http://www.ccd.govjolar/homelstatisticslcompanies-no 

Compeau, 0., Higgins, C. A., & Huff, S. (1999). Social cognitive theory and individual 

reactions to computing technology: A longitudinal study. MIS quarterly, 145-158. 

Ciborra, C., & Navarra, D. D. (2005). Good governance, development theory, and aid policy: 

Risks and challenges of e-government in Jordan. Infonnation technology for 
development, 11(2), 141-159. 

Connolly, R., & Bannister, F. (2008).Factors influencing Irish consumers' trust in internet 

shopping. Management Research News, 31(5), 339-358. 

Cooper, R. D., & Schindler, P. S. (2003). Business Research Methods.(8th Edn.) New Delhi: 

Tata McGraw-liill Edition. 

Creswell, J. W. (1998). Qualitative inquiry and research design: choosing among five 

traditions. 

Creswell, J. W. (2013). Research design: Qualitative, quantitative, and mixed methods 
approaches, Fourth Edition, United States of America. Sage publications, Inc. 

Cristobal, E., Flavian, C., & Guinaliu, M. (2007).Perceived e-service quality (PeSQ) 

Measurement validation and effects on consumer satisfaction and web s ite 
loyalty. Managing service quality: An international journal, 17(3), 317-340. 

Cronin, J. J., Brady, M. K., & Hult, G. T. M. (2000).Assessing the effects of quality, value, 

and customer satisfaction on consumer behavioral intentions m service 

environments. Journal of retailing, 76(2), 193-218. 

Cronin Jr, J. J ., & Taylor, S. A (1992).Measuring service quality: a reexamination and 

extension. The journal of marketing, 55-68. 

Cross, R., & Sproull, L. (2004). More than an answer: Information relationships for 

actionable knowledge. Organization Science, 15(4), 446-462. 

Crowston, K. , Annabi, H., & Howison, J. (2003).Defining open source software project 

success. /C/S 2003 Proceedings, 28. 

Crowston, K., Howison, J. , & Annabi, H. (2006). Information systems success in free and 

open source software development: Theory and measures. Software Process: 
Improvement and Practice, 11(2), 123-148. 

Csetenyi, A. (2000). Electronic government: perspectives from e-commerce. In Database and 
Expert Systems Applications, 2000.Proceedings. 11th International Workshop on (pp. 
294-298). IEEE. 

182 



Culnan, M. J. (1987). Mapping the intellectual structure of MIS, 1980-1985: a co-citation 

analysis. Mis Quarterly, 341-353. 

Cyert, R. M., & March, J. G. ( 1963). A behavioral theory of the firm. Englewood Cliffs, NJ, 2. 

D'agostino, M. J., Schwester, R., Carrizales, T., & Melitski, J. (2011 ). A study of e

government and e-govemance: An empirical examination of municipal websites. Public 
Administration Quarterly, 3-25. 

Danila, R., & Abdullah, A. (2014). User's Satisfaction on E-government Services: An 

Integrated Model. Procedia-Social and Behavioral Sciences, 164, 575-582. 

Dashti, A., Benbasat, I., & Burton-Jones, A. (2010). Trust, felt trust, and e-govemment 

adoption: A theoretical perspective. In Sprouts: Worldng Papers on Information 
Systems (Vol. 10, No. 83, pp. 1-39). Weatherhead School of Management, Case Western 

Reserve University. 

Ding, D. X., Hu, P. J. H., & Sheng, 0. R. L. (2011). e-SELFQUAL: A scale for measuring 

online self-service quality. Journal of Business Research, 64(5), 508-515. 

Davis, F. D. (1989). Perceived usefulness, perceived ease of use, and user acceptance of 

infonnation technology. MIS quarterly, 3 I 9-340. 

Davis, F. D., Bagozzi, R. P., & Warshaw, P. R. (1989). User acceptance of computer 

technology: a comparison of two theoretical models. Management science, 35(8), 982-

1003. 

DeBenedictis, A., Howell, W., Figueroa, R., & Boggs, R. (2002). E-government defined: an 

overview of the next big information technology challenge. Issues in Information 
Systems, 3( l ), 130- 136. 

DeLone, W. H., & McLean, E. R. (1992). Infonnation systems success: The quest for the 

dependent variable. Information systems research, 3(1), 60-95. 

Delone, W. H., & McLean, E. R. (2003). The DeLone and McLean model of information 

systems success: a ten-year update. Journal of management information systems, 19(4), 
9-30. 

Delone, W. H., & Mclean, E. R. (2004). Measuring e-commerce success: Applying the 

DeLone & McLean information systems success model. International Journal of 
Electronic Commerce, 9(1), 31-47. 

Dishaw, M. T., & Strong, D. M. (I 999). Extending the technology acceptance model with 
task- technology fit constructs. Infonnation & management, 36(1), 9-21. 

Doll, W. J., & Torkzadeh, G. (1988).The measurement of end-user computing 
satisfaction. MIS quarterly, 259-274. 

183 



Doll, W. J., Xia, W., & Torkzadeh, G. (1994). A confinnatory factor analysis of the end-user 

computing satisfaction instrument. MIS quarterly, 453-461. 

Ducoffe, R. H. (1996). Advertising value and advertising on the web. Journal of advertising 

research, 3 6( 5), 21-21. 

Elsheikh, Y., Cul1en, A., & Hobbs, D. (2008).e-Government in Jordan: challenges and 

opportunities. Transforming Government: People, Process and Policy, 2(2), 83-103. 

Ebrahim, Z., & Irani, z. (2005). E-government adoption: architecture and barriers. Business 
process managementjournal, 11(5), 589-611. 

Esposito Vinzi, V., & Russolillo, G. (2010). Partial least squares path modeling and 

regression. Wiley interdisciplinary reviews: computational statistics. New York: Wiley. 

Fang, Z. (2002). E-government in 

development. international journal 
management, 10(2), 1-22. 

digital 

of the 

era: concept, 

Computer, the 

practice, 

Internet 

and 

and 

Fishbein, M., & Ajzen, 1. ( 1977). Belief, attitude, intention, and behavior: An introduction to 

theory and research. 

Fornell, C. (I 992). A national customer satisfaction barometer: The Swedish experience. the 
Journal of Marketing, 6-21. 

Fornell, C., & Larcker, 0. F. (1981).Evaluating structural equation models with unobservable 

variables and measurement error. Journal of marketing research, 39-50. 

Gefen, D., & Keil, M. ( 1998). The impact of developer responsiveness on perceptions of 

usefulness and ease of use: an extension of the technology acceptance model. Acm 
Sigmis Database, 29(2), 35-49. 

Gefen, D. (2002). Customer loyalty in e-commerce. Journal of the association for 
information systems, 3(1), 2. 

Gefen, D., Karahanna, E., & Straub, D. W. (2003). Trust and TAM in online shopping: an 

integrated model. MIS quarterly, 27(1), 51-90. 

Ghani, J. A., Supnick, R., & Rooney, P. (1991, January). The Experience of Flow m 

Computer-mediated and in Face-to-face Groups. In ICIS (Vol. 91, pp. 229-237). 

Gerbing, 0. W., & Anderson, J. C. (1988).An updated paradigm for scale development 

incorporating unidimensionality and its assessment. Journal of marketing research, 186-

192. 

Giese, J. L., & Cote, J. A. (2000).Defining consumer satisfaction. Academy of marketing 
science review, 2000, l. 

184 



Gilbert, D., Balestrini, P., & Littleboy, D. (2004).Barriers and benefits in the adoption of e

government. lnternational Journal of Public Sector Management, 17(4), 286-301. 

Gorla, N., Somers, T. M ., & Wong, B. (2010).0rganizational impact of system quality, 

information quality, and service quality. The Journal of Strategic Information 

Systems, 19(3), 207-228. 

Gravetter, F. J., & Wallnau, L. B. (2000).Statistics for Behavaioral Sciences. 5'h ed. USA: 
Wadsworth Pub. Co. 

Grigorovici, D., Constantin, C., Jayakar, K., Taylor, R., & Schement, J. (2009). Towards 

reliable e-Readiness measurement: a structural equation modeling approach. 

Gronroos, C. (1984). A service quality model and its marketing implications. European 

Journal of marketing, 18(4), 36-44. 

Guo, X., Lu, J., & Raban, R. (2002).An Assessment of the Characteristics of Australian 

Government E-service Websites.In Verified OK. FIT, University of Wollongong, AUS. 

Hair, J. F. (20 l 0).Multivariate data analysis. Infonnation services function. Decision Sciences 

25 (5/6), 737-766. 

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2011). PLS-SEM: Indeed a silver bullet. Journal of 

Marketing theory and Practice, 19(2), 139-152. 

Hair, J. F., Ringle, C. M., & Sarstedt, M. (2013). Editorial-partial least squares structural 

equation modeling: Rigorous applications, better results and higher acceptance. 

Hair, J. F., Sarstedt, M. , Ringle, C. M., & Mena, J. A (2012). An assessment of the use of 

partial least squares structural equation modeling in marketing research. Journal of the 

academy of marketing science, 40(3), 414-433. 

Hair, J. F., Babin, B., Money, A H., & Samouel, P. (2003).Essential of Business Research 

Methods. USA: John Willey & Sons. 

Hair, J.F., Babin, B., Money, A.H., Samouel, P., (2007), Essentials of Business Research 
Methods. USA: John Wiley & Sons, Inc. 

Hamilton, M. B. (2009). Online survey response rates and times: Background and guidance 
for industry. Longmont: Ipath ia. 

Harrison, T. M., Pardo, T. A, & Cook, M. (2012).Creating open government ecosystems: A 

research and development agenda. Future Internet, 4(4), 900-928. 

Hasan, L., & Abuelrub, E. (2011).Assessing the quality of web sites. Applied Computing and 
Informatics, 9(1), 11-29. 

185 



Hayes, A. F. (2009). Beyond Baron and Kenny: Statistical mediation analysis in the new 

millennium. Communication monographs, 76(4), 408-420. 

Hayes, A. F. (2012). PROCESS: A versatile computational tool for observed variable 

mediation, moderation, and conditional process modeling. 

Hayes, A. F., & Preacher, K. J. (2010). Quantifying and testing indirect effects in simple 

mediation models when the constituent paths are nonlinear. Multivariate behavioral 

research, 45(4), 627-660. 

Reeks, R. (2003). Most egovernment-for-development projects fail: how can risks be 
reduced? (Vol. 14). Manchester: Institute for Development Policy and Management, 

University of Manchester. 

Reeks, R. (2008). Success and failure in e-government projects.Retrieved on December, 5, 

2013. 

Reeks, R., & Bailur, S. (2007). Analyzing e-government research: Perspectives, philosophies, 

theories, methods, and practice. Government infonnation quarterly, 24(2), 243-265. 

Henseler, J., Ringle, C. M ., & Sinkovics, R. R. (2009). The use of partial least squares path 

modeling in international marketing. In New challenges to international marketing (pp. 

277-319). Emerald Group Publishing Limited. 

Herington, C., & Weaven, S. (2009). E-retailing by banks: e-service quality and its 

importance to customer satisfaction. European Journal of Marketing, 43(9/10), 1220-

1231. 

Hess, T. J., McNab, A. L., & Basoglu, K. A. (2014).Reliability Generalization of Perceived 

Ease of Use, Perceived Usefulness, and Behavioral Intentions. Mis Quarterly, 38(1), 1-
28. 

Holsapple, C. W., & Sasidharan, S. (2005). The dynamics of trust in B2C e-commerce: a 

research model and agenda. information Systems and £-Business Management, 3(4), 
377-403. 

Hoyle, R. H., & Robinson, J. C. (2004). Mediated and moderated effects in social 

psychological research. Handbook of methods in social psychology, 213-233. 

Hu, P. J. (2002), Evaluating Telemedicine Systems Success: A Revised Model. Proceedings 
of the 36th Hawaii International Conference on System Sciences (HICSS'03) IEEE. 

Hu, P. J. H., Chau, P. Y., & Sheng, 0. R. L. (2002). Adoption of telemedicine technology by 

health care organizations: an exploratory study. Journal of organizational computing 
and electronic commerce, 12(3), 197-221. 

186 



Hulland, J. (1999). Use of partial least squares (PLS) in strategic management research: A 

review of four recent studies. Strategic management journal, 195-204. 

Hofstede, A. H., van der Aalst, W. M., Adams, M., & Russell, N. (Eds.). (2009). Modern 
Business Process Automation: YAWL and its support environment. Springer Science & 

Business Media. 

Hill, C. E., Loch, K. D., Straub, D., & El-Sheshai, K. (1998).A qualitative assessment of Arab 

culture and information technology transfer. Journal of Global Information Management 
(JGIM), 6(3), 29-38. 

Hunt, H. K. (Ed.). (1977). Conceptualization and measurement of consumer satisfaction and 
dissatisfaction (No. 77-103). Marketing Science Institute. 

Huai, J. (2011, August). Quality evaluation of e-government public service. In Management 

and Sen 1ice Science (MASS), 201] International Conference on (pp. 1-4). IEEE. 

Igbaria, M., Parasuraman, S., & Baroudi, J. J. (1996).A motivational model of microcomputer 

usage. Journal of management information systems, 13(1), 127-143. 

Iivari, J. (2005). An empirical test of the DeLone-McLean model of information system 

success. ACM Sigmis Database, 36(2), 8-27. 

Intaj, (2014).Infonnation and Communication Technology Assocation Jordan. Retrieved from 
http://www.intaj.net/ 

Ishman, M. ( 1998).Measuring information success at the individual level in cross-cultural 

environments. Information systems success measurement, 60-78. 

ITU. (2010). National e-strategies for development: Global statistics and perspectives. 

International Telecommunication Union 

ILS. (2017, June 16). Internet users by country. Jordan. Retrieved from 
http://www.internetlivestats.com/intemet-users-by-country/ 

ITU. (2014). Citing Websites. In Jordan: Ministry of Information and Communication 
Technology. Retrieved Nov 26, 2014. from http://moict.gov.jo/di6web/ 

Ives, B., Olson, M. H., & Baroudi, J. J. (1983).The measurement of user information 

satisfaction. Communications of the ACM, 26(10), 785-793. 

Iacobucci, D., Ostrom, A., & Grayson, K. (1995).Distinguishing service quality and customer 

satisfaction: the voice of the consumer. Journal of consumer psychology, 4(3), 277-303. 

Jaeger, P. T. , & Bertot, J. C. (2010). Designing, implementing, and evaluating user-centered 

and citizen-centered e-goverrunent. International Journal of Electronic Government 
Research, 6(2), 1-17. 

187 



Jafari, S. M., Ali, N. A., Sambasivan, M., & Said, M. F. (2011, August). A respecification and 

extension of DeLone and McLean model of IS success in the citizen-centric e
governance. In Information Reuse and Integration (IRJ), 2011 IEEE International 
Conference on (pp. 342-346). IEEE. 

Jain, P., & Mishra, P. N. (201 !). Service quality as antecedent of customer satisfaction: A 

study of State Bank oflndore. International Journal of Management Prudence, 3(1), 67. 

Jennex, M. E., & Olfman, L. (2004, January).Assessing knowledge management 

success/effectiveness models.In System Sciences, 2004.Proceedings of the 37th Annual 
Hawaii International Conference on (pp. 10-pp).IEEE. 

Johnston, R. ( 1997). Identifying the critical determinants of service quality in retail banking: 

importance and effect. International Journal of bank marketing, 15(4), 111-1 I 6. 

Kanaan, A. G., & Hassan, S. 8. (2016)."E-Governrnent Success Factors From A Businesses 

Perspective In Developing Countries: A Case Of Jordan" International Journal of 
Research - Granthaalayah, 4(11), 1-12. 

Kanaan, A.G., Hassan, S. B., & Shahzad, A A. (2016). Conceptual Model for E-Government 

Success Factors in Developing Countries. International Journal of Scientific and 
Research Publications, 6( 12). 

Karim, K. H. (Ed.). (2003). The media of diaspora (Vol. 7). Psychology Press. 

Karkin, N ., & Janssen, M. (2014).Evaluating websites from a public value perspective: A 

review of Turkish local government websites. International Journal of Information 
Management, 34(3), 351-363. 

Karunasena, K., & Deng, H. (2012). Critical factors for evaluating the public value of e

govemment in Sri Lanka. Government Information Quarterly, 29(1), 76-84. 

Kaynama, S. A., & Black, C. I. (2000). A proposal to assess the service quality of online 

travel agencies: An exploratory study. Journal of professional services marketing, 21(1), 
63-88. 

Kettinger, W. J., & Lee, C. C. (1997). Pragmatic perspectives on the measurement of 

information systems service quality. Mis Quarterly, 223-240. 

Kanmasena, K., & Deng, H. (2012). Critical factors for evaluating the public value of e

government in Sri Lanka. Government Information Quarterly, 29(1), 76-84. 

Kettinger, W. J., & Grover, V. (1995). Special section: toward a theory of business process 

change management. Journal of Management Infonnation Systems, 12(1), 9-30. 

Kettinger, W. J., Teng, J. T., & Guha, S. (1997). Business process change: a study of 
methodologies, techniques, and tools. MIS quarterly, 55-80. 

188 



Kettinger, W. J., & Lee, C. C. (1994). Perceived service quality and user satisfaction with the 

information services function. Decision sciences, 25(5- 6), 737-766. 

Kwun, D. J. W. (2011). Effects of campus foodservice attributes on perceived value, 

satisfaction, and consumer attitude: A gender-difference approach. International Journal 
of Hospitality Management, 30(2), 252-261. 

Kumar, V., Mukerji, B., Butt, I., & Persaud, A. (2007). Factors for successful e-government 

adoption: A conceptual framework. Electronic Journal of £-government, 5(1 ). 

Kim, C., Galliers, R. D., Shin, N., Ryoo, J. H., & Kim, J. (2012). Factors influencing Internet 

shopping value and customer repurchase intention. Electronic Commerce Research and 
Applications, 11(4), 374-387. 

Kline, R. B. (1998). Methodology in the social sciences. 

Kline, R. B. (20 I 1 ). Convergence of structural equation modeling and multilevel 
modeling.na. 

Komba, M. M., & Ngulube, P. (2014).An Empirical Application of the DeLone and McLean 

Model to Examine Factors for E-Government Adoption in the Selected Districts of 

Tanzania. Emerging Issues and Prospects in African £-Government, 118. 

Komba, M. M., & Ngulube, P. (2014).Socioeconomic determinants of e-government adoption 

in selected districts of Tanzania. ESARBICA Journal, 33, 71. 

Kotler, P., & Armstrong, G. (2008).Marketing principles. Translated by Bahman Foruzande. 
Isfahan: Amookhte Publication. 

Koufteros, X., Droge, C., Heim, G., Massad, N., & Vickery, S. K. (2014). Encounter 

Satisfaction in E- tailing: Are the Relationships of Order Fulfillment Service Quality 
with its Antecedents and Consequences Moderated by Historical Satisfaction?. Decision 
Sciences, 45(1), 5-48. 

Krtjcie, R. V., & Morgan, D. W. (1970). Determining sample size for research 

activities. Educational and psychological measurement, 30(3), 607-610. 

Kumar, V., Mukerji, B., Butt, I., & Persaud, A. (2007). Factors for successful e-government 
adoption: a conceptual framework. The electronic journal of e-Government, 5( I), 63-76. 

Lambert, D. M., & Hanington, T. C. (1990).Measuring nonresponse bias in customer service 

mail surveys. Journal of Business Logistics, 11(2), 5. 

Landau, S., & Everitt, B. (2004). A handbook of statistical analyses using SPSS (Vol. l). 
Boca Raton, FL: Chapman & Hall/CRC. 

189 



Liaw, S. S., & Huang, H. M. (2013).Perceived satisfaction, perceived usefulness and 

interactive learning environments as predictors to self-regulation in e-leaming 

environments. Computers & Education, 60(1), 14-24. 

Landrum, H., & Prybutok, V. R. (2004). A service quality and success model for the 

information service industry. European joumal of operational research, 156(3), 628-

642. 

Lin, F., Fofanah, S. S., & Liang, D. (2011).Assessing citizen adoption of e-Government 

initiatives in Gambia: A validation of the technology acceptance model in information 

systems success. Government Information Quarterly, 28(2), 271-279. 

Law, M., Lau, T., & Wong, Y. H. (2003). From customer relationship management to 

customer-managed relationship: unraveling the paradox with a co-creative 

perspective. Marketing Intelligence & Planning, 2 I ( 1 ), 51-60. 

Layne, K., & Lee, J. (2001).Developing fully functional E-government: A four stage 

model. Government information quarterly, 18(2), 122-136. 

Lee, G. G., & Lin, H. F. (2005).Customer perceptions of e-service quality in online 

shopping. InternationalJournal of Retail & Distribution Management, 33(2), 161-176. 

Lee, J. K., Braynov, S., & Rao, R. (2003). Effects of public emergency on citizens' usage 

intention toward e-Government: a study in the context of war in Iraq. ICIS 2003 
proceedings, 83. 

Lee, J., Kim, H. J., & Ahn, M. J. (2011). The willingness of e-Government service adoption 

by business users: The role of offiine service quality and trust in 
technology. Government Information Quarterly, 28(2), 222-230. 

Lehmann, D. R., & Hulbert, J. (1972). Are three-point scales always good enough?. Journal 
of Marketing Research, 9(4), 444-446. 

Li, E. Y. (1997). Perceived importance of information system success factors: A meta 

analysis of group differences. Infonnation & Management, 32(1), 15-28. 

Li, Y. N., Tan, K. C., & Xie, M. (2002).Measuring web-based service quality. Total quality 
management, 13(5), 685-700. 

Lin, F., Fofanah, S. S., & Liang, D. (201 !).Assessing citizen adoption of e-Government 

initiatives in Gambia: A validation of the technology acceptance model in information 

systems success. Government Information Quarterly, 28(2), 271-279. 

Lin, J. C. C., & Lu, H. (2000).Towards an understanding of the behavioral intention to use a 

web site. International journal of information management, 20(3), 197-208. 

190 



Linders, D. (2012). From e-government to we-government: Defining a typology for citizen 

coproduction in the age of social media. Government Information Quarterly, 29(4), 446-

454. 

Liu, C., & Arnett, K. P. (2000). Exploring the factors associated with Web site success in the 

context of electronic commerce. Information & management, 38(1), 23-33. 

Lockwood, C. M., & MacKinnon, D. P. (1998, March).Bootstrapping the standard error of the 

mediated effect.In Proceedings of the 23rd annual meeting of SAS Users Group 

International (pp. 997-1002). 

Lowry, P. B., & Gaskin, J. (20 14). Partial least squares (PLS) structural equation modeling 

(SEM) for building and testing behavioral causal theory: When to choose it and how to 

use it. IEEE Transactions on Professional Communication, 57(2), 123-146. 

Luam, P., & Lin, H. H. (2003).A customer loyalty model fore-service context. J. Electron. 

Commerce Res., 4(4), 156-167. 

Lucas, H. C., & Spitler, V. K. (1999). Technology use and performance: A field study of 

broker workstations. Decision sciences, 30(2), 291-311. 

Luhmann, N. (J 979). Trust and power/two works by Niklas Luhmann; with introduction by 

Gianfranco Poggi. 

MacKinnon, D. P., Fairchild, A. J., & Fritz, M . S. (2007). Mediation analysis. Annu. Rev. 

Psycho!., 58, 593-614. 

Majdalawi, Y. K. , Almarabeh, T., Mohammad, H., & Quteshate, W. (2015). E-Goverrunent 

Strategy and Plans in Jordan. Journal of Software Engineering and Applications, 8(04), 
21 l. 

MacKinnon, D. P., Fritz, M. S., Williams, J., & Lockwood, C. M. (2007). Distribution of the 

product confidence limits for the indirect effect: Program PRODCLIN. Behavior 
research methods, 39(3), 384-389. 

MacKinnon, D. P., Lockwood, C. M., & Williams, J. (2004). Confidence limits for the 

indirect effect: Distribution of the product and resampling methods. Multivariate 
behavioral research, 3 9(1 ), 99-128. 

MacKinnon, D. P., Lockwood, C. M., Hoffman, J. M., West, S. G., & Sheets, V. (2002). A 
comparison of methods to test mediation and other intervening variable 

effects. Psychological methods, 7(1), 83. 

McGill, T. J., Hobbs, V. J., & Klobas, J. E. (2003). User developed applications and 

information systems success: A test of DeLone and McLean's model. Jnforml1.tion 
Resources Management Journal, 16(1), 24-45. 

191 



McKinney, V., Yoon, K., & Zahedi, F. M. (2002). The measurement of web-customer 

satisfaction: An expectation and disconfirmation approach. Information systems 
research, 13(3), 296-315. 

Mcknight, D. H., Carter, M., Thatcher, J. B., & Clay, P. F. (201 1 ). Trust in a specific 

technology: An investigation of its components and measures. ACM Transactions on 
Management Information Systems (TMIS), 2(2), 12. 

Meftah, M., Gharleghi, B., & Samadi, B. (2015).Adoption of E-Govemment among Bahraini 

Citizens. Asian Social Science, 11(4), 141. 

Metzger, M. J. (2007). Making sense of credibility on the Web: Models for evaluating online 

information and recommendations for future research. Journal of the American Society 
for Information Science and Technology, 58(13), 2078-2091. 

Ministry of Information and Communications Technology (MoICT). (2006b). Jordan 
£government Program: £ -government Strategy. Retrieved From 

http://moict.gov.jo/content/eGovernment-Program 

Ministry of Information and Communications Technology (MolCT).(2006a). £-readiness 
Assessment of the Hashemite Kingdom of Jordan. Retrieved From 

http://moict.gov.jo/MoICT /Mo I CT _Jordan_ ereadiness.aspx 

Mkude, C. G., & Wimmer, M. A. (2013, September).Strategic framework for designing e

government in developing countries.In International Conference on Electronic 
Government (pp. 148-162).Springer Berlin Heidelberg. 

Mofleh, S., Wanous, M., & Strachan, P. (2008). The gap between citizens and e-government 

projects: the case for Jordan. Electronic Government, an International Journal, 5(3), 

275-287. 

Mohammed-Spigner, D., Bromberg, D., Fudge, M., & Coleman, N. (2012). E-Gov and 

Transparency in NJ Counties: Providing Information to Citizens. In Active Citizen 
Participation in £-Government: A Global Perspective (pp. 20-43). IGI Global. 

Molla, A., & Licker, P. S. (200 I). E-commerce systems success: An attempt to extend and 

respecify the Delone and MacLean model of IS success. J. Electron. Commerce 
Res., 2(4), 131-141. 

Moon, J. W., & Kim, Y. G. (2001).Extending the TAM for a World-Wide-Web 

context. Jnfonnation & management, 38(4), 217-230. 

Moh'd Al-adaileh, R . (2009). An evaluation of information systems success: A user 

perspective-the case of Jordan Telecom Group. European Journal of Scientific 
Research, 37(2), 226-239. 

192 



Morgeson III, F. V., VanAmburg, D., & Mithas, S. (2010). Misplaced trust? Exploring the 

structure of thee-government-citizen trust relationship. Journal of Public Administration 
Research and Theory, 21(2), 257-283. 

Negash, S., Ryan, T., & Igbaria, M. (2003). Quality and effectiveness in web-based customer 

support systems. Information &Management, 40(8), 757-768. 

Negash, S., Ryan, T., & lgbaria, M. (2003). Quality and effectiveness in web-based customer 

support systems. Information &Management, 40(8), 757-768. 

Neuman, L. W. (2002), Social Research Method: Qualitative and Quantitative approaches, 

Fifth edition, India. Pearson Education, Inc. 

Newman, I., & Benz, C. R. (1998). Qualitative-quantitative research methodology: Exploring 

the interactive continuum, USA. SIU Press. 

Norris, D. F., & Reddick, C. G. (2013). Local e- government m the United States: 

Transformation or incremental change?. Public Administration Review, 7 3( I), 165-175. 

Nunnally, J. C., & Bernstein, I. H. (1994).The assessment of reliability.Psychometric theory, 
3, 248-292. 

Nunnally, J.C. (1978). Psychometric theo1y (2nd ed.). New York: McGraw-Hill. 

Oliver, R. L. (2014). Satisfaction: A behavioral perspective on the consumer. 
NewYork.Routledge. 

Oliver, R. L., Rust, R. T ., & Varki, S. (1997). Customer delight: foundations, findings, and 

managerial insight. Journal of retailing, 7 3(3), 311-336. 

Osman, I. H., Anouze, A. L., Irani, Z., AI-Ayoubi, B., Lee, H ., Balc1, A. & Weerakkody, V. 

(2014). COBRA framework to evaluate e-government services: A citizen-centric 

perspective. Government Information Quarterly, 31(2), 243-256. 

Pallant, J. (2007). SPSS survival manual, 3rd. Edition. New York. McGrath Hill. 

Panagiotopoulos, P., Al-Debei, M. M., Fitzgerald, G., & Elliman, T. (2012).A business model 

perspective for ICTs in public engagement. Government Infonnation Quarterly, 29(2), 
192-202. 

Papadomichelaki, X., & Mentzas, G. (2009, August).A multiple-item scale for assessing e

govemment service quality.In International Conference on Electronic Government (pp. 
163-175).Springer Berlin Heidelberg. 

Papadomichelaki, X., & Mentzas, G. (2012).e-GovQual: A multiple-item scale for assessing 

e-government service quality. Government information quarterly, 29(1), 98-109. 

193 



Papadopoulou, P., Nikolaidou, M., & Martakos, D. (2010, January). What is trust in e

govemment? A proposed typology.In System Sciences (HICSS), 2010 43rd Hawaii 
International Conference on (pp. 1-10).IEEE. 

Parasuraman, A. (2002). Service quality and productivity: a synergistic 

perspective. Managing Service Quality: An International Journal, 12(1), 6-9. 

Parasuraman, A., Berry, L. L., & Zeithaml, V. A. (1991). Refinement and reassessment of the 

SERVQUAL scale. Journal of retailing, 67(4), 420. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985).A conceptual model of service 

quality and its implications for future research. the Journal o_f Marketing, 41-50. 

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (I 988). Servqual: A multiple-item scale for 

measuring consumer perc. Journal of retailing, 64(1 ), 12-40. 

Parasuraman, A., Zeithaml, V. A., & Malhotra, A. (2005).ES-QUAL a multiple-item scale for 

assessing electronic service quality. Journal of service research, 7(3), 213-233. 

Pardo, T. (2000).Realizing the promise of digital government: It's more than building a web 

site. Albany, NY: Center/or Technology in Government. 

Parent, M., Vandebeek, C. A., & Gemino, A. C. (2005). Building citizen trust through e

govemment. Government Information Quarterly, 22( 4 ), 720-736. 

Peters, R. M., Janssen, M., & van Engers, T. M. (2004, March).Measuring e-government 

impact: existing practices and shortcomings.In Proceedings of the 6th international 
conference on Electronic commerce (pp. 480-489).ACM. 

Petter, S., DeLone, W., & McLean, E. R. (2013). Information systems success: The quest for 

the independent variables. Journal of Management Information Systems, 29( 4), 7-62. 

Petter, S., DeLone, W., & McLean, E. R. (2013). Information systems success: The quest for 

the independent variables. Journal a/Management Information Systems, 29(4), 7-62. 

Phang, C. W., Li, Y., Sutanto, J., & Kankanhalli, A. (2005, January). Senior citizens' adoption 

of e-govemment: In quest of the antecedents of perceived usefulness. In System 
Sciences, 2005.HJCSS'05.Proceedings of the 38th Annual Hawaii International 
Conference on (pp. l30a-130a).IEEE. 

Pitt, L. F., Watson, R . T., & Kavan, C. B. (1995). Service quality: a measure of information 

systems effectiveness. MIS quarterly, 173-187. 

Pitt, L. F., Watson, R. T., & Kavan, C. B. (1997). Measuring information systems service 
quality: concerns for a complete canvas. MIS quarterly, 209-221. 

194 



Podsakoff, P. M., MacKenzie, S. B., Lee, J. Y., & Podsakoff, N. P. (2003). Common method 

biases in behavioral research: a critical review of the literature and recommended 

remedies. Journal of applied psychology, 88(5), 879. 

Preacher, K. J., & Hayes, A. F. (2004).SPSS and SAS procedures for estimating indirect 

effects in simple mediation models. Behavior research methods, 36(4), 717-731. 

Preacher, K. J., & Hayes, A. F. (2008).Assessing mediation in communication research. The 
Sage sourcebook of advanced data analysis methods for communication research, 13-
54. 

Preacher, K. J., & Hayes, A. F. (2008).Asymptotic and resampling strategies for assessing and 

comparing indirect effects in multiple mediator models. Behavior research 
methods, 40(3), 879-891. 

Preacher, K. J., Rucker, D. D., & Hayes, A. F. (2007). Addressing moderated mediation 

hypotheses: Theory, methods, and prescriptions. Multivariate behavioral 

research, 42(1), 185-227. 

Qutaishat, F. T. (2012). Users' perceptions towards website quality and its effect on intention 

to use e-government services in Jordan. International Business Research , 6(1), 97. 

Rabaa'i, A A. (2015). An Empirical Investigation on the Adoption of e-Government in 

Developing Countries: The Case of Jordan. Computer and Information Science, 8(3), 83. 

Ringle, C. M ., Wende, S., & Becker, J. M. (2014). SmartPLS 3. Hamburg: 

SmartPLS. Academy of Management Review, 9, 419-445. 

Rai, A., Lang, S. S., & Welker, R. B. (2002). Assessing the validity ofIS success models: An 

empirical test and theoretical analysis. Information systems research, 13(1), 50-69. 

Rana, N. P., Dwivedi, Y. K., & Williams, M. D. (2015).A meta-analysis of existing research 

on citizen adoption of e-government. Information Systems Frontiers, 17(3), 547-563. 

Ramayah, T., & Lo, M. C. (2007).Impact of shared beliefs on "perceived usefulness" and 

"ease of use" in the implementation of an enterprise resource planning 

system. Management Research News, 30(6), 420-431. 

Rana, N. P., Dwivedi, Y. K., Williams, M. D., & Weerakkody, V. (2015). Investigating 

success of an e-govemment initiative: validation of an integrated IS success 

model. Information Systems Frontiers, 17(1), 127-142. 

Rust, R. T. , & Oliver, R. L. (1994).Service quality in theory and practice. 

Rao, S. K., & Gupta, D. K. (20 I I, May).Fostering eGovernment as State Social 

Responsibility (SSR). In Conference for £-Democracy and Open Government (p. 235). 

195 



Ridings, C. M., Gefen, D., & Arinze, B. (2002).Some antecedents and effects of trust in 

virtual communities. The Journal of Strategic Information Systems, 11(3), 271-295. 

Reddick, C. G., & Roy, J. (2013). Business perceptions and satisfaction with e-govemment: 

Findings from a Canadian survey. Government Information Quarterly, 30(1), 1-9. 

Rehman, M., Esichaik:ul, V., & Kamal, M . (20 12).Factors influencing e-government adoption 

in Pakistan. Transforming Government: People, Process and Policy, 6(3), 258-282. 

Rehman, M., Kamal, M., & Esichaik:ul, V. (2012). Determinants of Trust in E-Government 

Adoption: A Case Study of Pakistan. 

Ridings, C. M., Gefen, D., & Arinze, B. (2002).Some antecedents and effects of trust m 

virtual communities. The Journal of Strategic Information Systems, 11(3), 271-295. 

Roca, J. C., Chiu, C. M., & Martinez, F. J. (2006). Understanding e-leaming continuance 

intention: An extension of the Technology Acceptance Model. International Journal of 
human-computer studies, 64(8), 683-696. 

Roldan, J. L., & Leal, A. (2003).A validation test of an adaptation of the DeLone and 

McLean's model in the Spanish EIS field. Critical reflections on information systems: a 
systemic approach, 66-84. 

Rucker, D. D., Preacher, K. J., Tonnala, Z. L., & Petty, R. E. (2011). Mediation analysis in 

social psychology: Current practices and new recommendations. Social and Personality 
Psychology Compass, 5(6), 359-371. 

Saha, P., Nath, A., & Salehi-Sangari, E. (2010, August). Success of government e-service 

delivery: does satisfaction matter?.In International Conference on Electronic 
Government (pp. 204-215).Springer Berlin Heidelberg. 

Santos, P., Melo, A I. , & Dias, G. P. (2013, June). Administrative modernisation and e

government: The case of Agueda. In Information Systems and Technologies (CISTI), 
2013 8th Iberian Conference on (pp. 1-6). IEEE. 

Scholl, H. J. J. (2006, May). What can e-Commerce and e-Government learn from each 

other?.In Proceedings of the 2006 international conference on Digital government 
research (pp. 454-455).Digital Government Society of North America. 

Schumacker, R. E., & Lomax, R. G. (2004). A beginner's guide to structural equation 
modeling. Psychology Press. 

Seddon, P. & Kiew, M. Y. (1994). A partial test and development of the DeLone and 

McLean model ofIS success. ICIS 1994 Proceedings, 4(1), 99-I IO. 

Seddon, P., & Kiew, M. Y. (1996). A partial test and development of DeLone and McLean's 

model of IS success. Australian Journal of Information Systems, 4(1). 

196 



Seddon, P. B. (1997). A respecification and extension of the DeLone and McLean model of 

IS success. Information systems research, 8(3), 240-253. 

Stockdale, R., & Borovicka, M. (2006, January).Developing an online business community: 

A travel industry case study.In System Sciences, 2006.HICSS'06.Proceedings of the 39th 
Annual Hawaii International Conference on (Vol. 6, pp. 134c-l34c).IEEE. 

Seddon, P., & Yip, S. K. (1992). An empirical evaluation of user information satisfaction 

(UIS) measures for use with general ledger accounting software. Journal of Information 
Systems, 6(1), 75-92. 

Sekaran, U., & Bougie, R. (2010) . Research methods for business: A skill building approach. 
Wiley. 

Shannon, C. E., & Weaver, W. (1949).The mathematical theory of information. 

Shapiro, S. P. (1987). The social control of impersonal trust. American journal of 
Sociology, 93(3), 623-658. 

Shareef, M. A., Kumar, V., Kumar, U., & Dwivedi, Y. K. (2011). e-Government Adoption 

Model (GAM): Differing service maturity levels. Government Information 
Quarterly, 28( 1 ), 17-35. 

Shrout, P. E., & Bolger, N. (2002). Mediation in experimental and nonexperimental studies : 

New procedures and recommendations. Psychological methods, 7(4), 422-445. 

Smith, A. G. (200 I). Applying evaluation criteria to New Zealand government 

websites. Internationaljournal of information management, 21(2), 137-149. 

Sobel, M. E. (1982). Asymptotic confidence intervals for indirect effects in structural 
equation models. Sociological methodology, I 3, 290-31 2. 

Srivastava, S. C., & Teo, T. S. (2009). Citizen trust development for e-governrnent adoption 

and usage: Insights from young adults in Singapore. Communications of the Association 
for Information Systems, 25(1), 31. 

Srivastava, S. C., & Teo, T. S. (2010). E-government, e-business, and national economic 

performance. Communications of the association/or information systems, 26(1), 14. 

Stahl, B. (2005). The ethical problem of framing e-government in terms of e-commerce. The 
Electronic Journal of e-Government, 3(2), 77-86. 

Stockdale, R., Borovicka, M. C., & Innsbrck, A. (2006, January).Using quality dimensions in 
the evaluation of websites. In ENTER (p. 344). 

Subramanian, N., Gunasekaran, A., Yu, J., Cheng, J., & Ning, K. (2014). Customer 
satisfaction and competitiveness in the Chinese E-retailing: Structural equation modeling 

197 



(SEM) approach to identify the role of quality factors. Expert Systems with 

Applications, 41(1), 69-80. 

Suki, N. M., & Ramayah, T. (20 l 0). User acceptance of the e-government services in 

Malaysia: structural equation modelling approach. Interdisciplinary Journal of 
Information, Knowledge, and Management, 5(1), 395-413. 

Szymanski, D. M., & Hise, R. T. (2000). E-satisfaction: an initial examination. Journal of 

retailing, 76(3), 309-322. 

Schuppan, T. (2009). E-Government in developing coW1tries: Experiences from sub-Saharan 

Africa. Government Information Quarterly, 26(1), I 18-127. 

Tan, C. W ., Benbasat, I., & Cenfetelli, R. T. (2010). Understanding the Antecedents and 

Consequences of E-Government Service Quality: Transactional Frequency as a 

Moderator of Citizens' Quality Perceptions. In ECJS. 

Tenenhaus, M., Vinzi, V. E., Chatelin, Y. M., & Lauro, C. (2005).PLS path 

modeling. Computational statistics & data analysis, 48(1), 159-205. 

Teo, H. H., Oh, L. B., Liu, C., & Wei, K. K. (2003).An empirical study of the effects of 
interact1v1ty on web user attitude. International journal of human-computer 

studies, 58(3), 281-305. 

Teo, T. S., Srivastava, S. C., & Jiang, L. (2008). Trust and electronic government success: An 

empirical study. Journal qf Management Information Systems, 25(3), 99-132. 

Thomas, C. W. (I 998). Maintaining and restoring public trust in government agencies and 

their employees. Administration & society, 30(2), 166-193. 

Torkzadeh, G., & Doll, W. J. (I 994).The Test-Retest Reliability of User Participation 

Instruments. Information & Management, 26(1), 21-31. 

Tsang, N. K., Lai, M. T., & Law, R. (2010).Measuring e-service quality for online travel 

agencies. Journal of Travel & Tourism Marketing, 27(3), 306-323. 

Tse, D. K. , & Wilton, P. C. (1988). Models of consumer satisfaction fonnation: Ao 
extension. Journal of marketing research, 204-212. 

Tung, L. L., & Rieck, 0. (2005). Adoption of electronic government services among business 

organizations in Singapore. The Journal of Strategic information Systems, 14(4), 41 7-
440. 

Ubaldi, B. C. (2011 ). The impact of the Economic and Financial crisis on e-Government in 

OECD Member Countries.European Journal of ePractice, 5(11), 5-18. 

198 



Udo, G. J., Bagchi, K. K., & Kirs, P. J. (201 !).Using SERVQUAL to assess the quality of e

leaming experience. Computers in Human Behavior, 27(3), 1272-1283. 

United Nations (2008) Global E-Government Readiness Report 2008-From E-Govemment 

to Connected Governance. United Nations Division for Public Administration and 

Development 

Management. http:/ /unpan I . un.org/intradoc/groups/public/documents/un/unpan028607. p 

df 

United Nations (2012), United Nations E-Government Survey 2012: E-Government for the 

People, Retrieved from http://unpanl.un.org/intradoc/groups/public/documents/un/unp 

an048065.pdf 

UNP AN (2003), UN Global E-Government Survey 2003, United Nations Public 

Administration Network, Retrieved from 

http ://www.unpan.org/ egovkb/ global_ reports/08report.htm 

UNPAN (2004), Global £-government Readiness Report 2004: Towards Access for 
Opportunity, UNPAN, New York, NY, Retrieved from 

http://unpanl.un.org/intradoc/groups/public/documents/un/unpanO 19207.pdf 

UNP AN (2005), Global £-government Readiness Report 2005. From £-Government To E-
Jnclusion, UNPAN, New York, NY, Retrieved from 

http://unpanl.un.org/intradoc/groups/public/documents/un/unpan02l888.pdf 

UNPAN (2008), UN e-govemmeot survey 2008: From E-Govemment to connected 

governance, United Nations Public Administration Network, New York, Retrieved from 

www.unpan.org/ egovkb/ gt obal _ reports/08report.htm 

UNP AN (20 l 0), UN e-government survey: leveraging e-govemment at a time of financial 

and economic crisis, United Nations Public Administration Network, New York, 
Retrieved from www.unpan.org/egovkb/global_reports/08report.htm 

UNPAN (2012), UN e-govemment survey: e-govemment for the people, United Nations 

Public Administration Network, New York, Retrieved from 

www.unpan.org/egovkb/ global_ reports/08report.htm 

Van Dijk, J. A., Peters, 0., & Ebbers, W. (2008).Explaining the acceptance and use of 

government Internet services: A multivariate analysis of 2006 survey data in the 

Netherlands. Government Information Quarterly, 25(3), 379-399. 

Van Bruggen, G. H., & Wierenga, B. (2005). When are CRM systems successful? the 

perspective of the user and of the organization. 

Van Riel, A. C., Liljander, V., & Jurriens, P. (2001).Exploring consumer evaluations of e

services: a portal site.International Journal of Service Industry Management, 12(4), 359-

377. 

199 



Vance, A., Elie-Dit-Cosaque, C., & Straub, D. W. (2008). Examining trust in information 

technology artifacts: the effects of system quality and culture. Journal of Management 
Information Systems, 24(4), 73-100. 

VanRiel, A. C., Liljander, V., & Jurrieos, P. (2001).Exploring consumer evaluations of e

services: a portal site.International Journal of Service Industry Management, 12(4), 359-

377. 

Venkatesh, V. (2000). Determinants of perceived ease of use: Integrating control, intrinsic 
motivation, and emotion into the technology acceptance model. Information systems 

research, 11(4), 342-365. 

Venkatesh, V., & Bala, H. (2008). Technology acceptance model 3 and a research agenda on 

interventions. Decision sciences, 39(2), 273-315. 

Venkatesh, V., Morris, M. G., Davis, G. B., & Davis, F. D. (2003). User acceptance of 

information technology: Toward a unified view. MIS quarterly, 425-478. 

Verdegem, P., & Verleye, G. (2009). User-centered E-Government in practice: A 

comprehensive model for measuring user satisfaction. Government Information 
Quarterly, 26(3), 487-497. 

Vinzi, V. E., Trinchera, L., & Amato, S. (2010). PLS path modeling: from foundations to 

recent developments and open issues for model assessment and improvement. 
In Handbook of partial least squares (pp. 47-82). Springer Berlin Heidelberg. 

Wang, H. , & Wang, S. (2014). Ontological map of service oriented architecture for shared 
services management. Expert systems with applications, 41(5), 2362-237 l. 

Wang, L., Bretschneider, S., & Gant, J. (2005, January). Evaluating web-based e-governmeot 

services with a citizen-centric approach.In System Sciences, 2005.HICSS'05.Proceedings 
of the 38thAnnual Hawaii International Conference on (pp. 129b-129b).IEEE. 

Wang, Y. S., Wang, H. Y., & Shee, D. Y. (2007).Measuring e-leaming systems success in an 
organizational context: Scale development and validation.Computers in Human 
Behavior, 23( 4), 1792-1808. 

Wang, Y.-S., Tang, T.-I., 2003.Assessing customer perceptions of website service qual ity in 
digital marketing environments.Journal of End User Computing 15 (3), 14-28. 

Warkentin, M. , Gefen, D., Pavlou, P.A., & Rose, G. M. (2002).Encouraging citizen adoption 

of e-government by building trust.Electronic markets, 12(3), 157-162. 

Watson, R. T., Pitt, L. F., & Kavan, C. B. (1998). Measuring information systems service 

quality: lessons from two longitudinal case studies. MIS quarterly, 6 I-79. 

200 



Weerakkody, V., Irani, Z., Lee, H. , Osman, I., & Hindi, N. (2015). E-government 

implementation: A bird's eye view of issues relating to costs, opportunities, benefits and 

risks. Information systems frontiers, 17(4), 889-915. 

Welch, E. W., Hinnant, C. C., & Moon, M. J. (2004). Linking citizen satisfaction with e

government and trus t in government. Journal of puhlic administration research and 
theory, 15(3), 371-391. 

Wetzels, M., Odekerken-Schroder, G., & Van Oppen, C. (2009).Using PLS path modeling for 

assessing hierarchical construct models: Guidelines and empirical illustration. MIS 
quarterly, 177-195. 

Wilkin, C., & Hewitt, B. (1999). Quality in a respecification of DeLone and McLean's IS 

success model. In Proceedings of 1999 IRMA international conference (pp. 663-672). 

Wirtz, B. W., Piehler, R., & Daiser, P. (2015). E-government portal characteristics and 

individual appeal: an examination of e-government and citizen acceptance in the context 

of local administration portals. Journal of Nonprofit & Public Sector Marketing, 27(1), 

70-98. 

Wotbke, W. (20 l 0). Introduction to structural equation modeling course notes. Carolina del 
Norte: SAS Institute Inc. 

Wagner, C., Cheung, K., Lee, F. and Ip, R. (2003) Enhancing E-Government in Developing 

Countries: Managing Knowledge through Virtual Communities.Electronic Journal on 
Information Systems in Developing Countries , 14, 1-20. 

Weerakkody, V., El-Haddadeh, R . and Al-Shafi, S. (20 11 ) Exploring the Complexities of E

Government Implementation and Diffusion in a Developing Country: Some Lessons 

from the State of Qatar. Journal of Enterprise InformationManagement, 24, 172-196. 

Xiaowei, W., Fuyuan, X., & Weichang, W. (2005).A Competitive Intelligence System 

Success Model and Its Empirical Study. Journal of The China Society For Scientific and 
Technical Infonnation, 4, 013. 

Xu, J. D., Benbasat, I. , & Cenfetelli, R. T. (2013).Integrating service quality with system and 

infonnation quality: An empirical test in thee-service context. Mis Quarterly, 37(3). 

Yaghoubi, N. M., Kord, B., & Shakeri, R. (2010). E-government services and user 

acceptance: the unified models' perspective. European Journal of Economics, Finance 
and Administrative Sciences, 24, 36-49. 

Yang, H. D., Lee, J., Park, C., & Lee, K. (2014). The adoption of mobile self-service 

technologies: Effects of availability in alternative media and trust on the relative 

importance of perceived usefulness and ease of use. International Journal of Smart 
Home, 8(4), 165-178. 

201 



Yang, z., & Fang, X. (2004). Online service quality dimensions and their relationships with 

satisfaction: A content analysis of customer reviews of securities brokerage 

services. International Journal of Sen1ice Industry Management, 15(3), 302-326. 

Yao, Y., & Murphy, L. (2007). Remote electronic voting systems: an exploration of voters' 

perceptions and intention to use. European Journal of Information Systems, 16(2), 106-

120. 

Zaidi, S. F. H., & Qteishat, M. K. (2012).Assessing e-Government Service Delivery 

(Government to Citizen).Internationa/ Journal of eBussiness and eGovernment Studies, 

4(1 ), 45-54. 

Zaidi, S. F. H., Siva, S., & Marir, F. (2014). Development and validation of a framework for 

assessing the performance and trust in e-goverrunent services. Development, 7(4), 28-37. 

Zeithaml, V.A., Parasuraman, A., & Malhotra, A. (2000): A Conceptual Framework 

forUnderstanding e-Service Quality: Implications for Future Research and 

Manageria!Practice: Working paper, Marketing Science Institute, Report Number 00-

115.Cambridge MA. 

Zeithaml, V. A., Parasuraman, A., & Malhotra, A. (2002). Service quality delivery through 

web sites: a critical review of extant knowledge. Journal of the academy of marketing 
science, 30(4), 362-375. 

Zhao, X., Lynch, J. G., & Chen, Q. (2010).Reconsidering Baron and Kenny: Myths and truths 

about mediation analysis. Journal of consumer research, 37(2), 197-206. 

Zhu, D. S., O'Neal, G. S., Lee, Z. C., & Chen, Y. H. (2009, August).The effect of trust and 

perceived risk on consumers' online purchase intention.In Computational Science and 
Engineering, 2009.CSE'09.Intemational Conference on (Vol. 4, pp. 771-776).IEEE. 

Zviran, M., & Erlich, Z. (2003). Measuring IS user satisfaction: review and implications. 

Communications of the Association for Information Systems, 12(1), 5. 

Zviran, M., Pliskin, N., & Levin, R. (2005).Measuring user satisfaction and perceived 

usefulness in the ERP context.The Journal of Computer Iriformation Systems, 45(3), 43. 

Zawaideb, F. H. (201 6). Acceptance Of E-Govemment Services Among Jordanian Citizen. 

International Journal of Recent Advances in Multidisciplinary, 4(2), 2348-2351, 
February, 20 17. 

Zikmund, W. G., Babin, B. J., Carr, J. C., & Griffin, M. (2013). Business research methods. 
Cengage Learning. 

202 



Appendix A 

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

This section talks about the e-govemment strategy that is followed by the 
Ministry of Information and Communication Technology for the years 2014-
2016. 
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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 02B. 
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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; 1 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 ( 

*******@yahoo.com ),or call me at the following number: +962****** plus 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-govemment services?! 
No 

I Yesl I 
How long have you been using the E-govemment service? 

D Less than 1 year 01-3 years D 3-5 years D 
more than 5 years 

What is your Age? Below 20 

What is your Gender? I I Male 
□ 21-30 31-40 D D 

Female I I 
More than 50 D 41-soCJ 

Your highest level of education? I I Diploma I I 
Bachelor's 

degree 

High Diploma I I Masters I I PhDI I 
What is your status? I I 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-goverrunent 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-govemment service has that 
feature, and circling a l 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 
1 

Disagree 
2 

Neither agree or disagree 
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-govemment po11al provides necessary information 
1 2 3 4 5 

and forms to be downloaded. 

2. This e-govemment portal provides helpful instructions for 
1 2 3 4 5 

performing my tasks. 

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

4. This e-govemment portal quickly loads all the text and 
1 2 3 4 5 

graphics. 

5. It is easy to go back and fo1th 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-govemment p0rtal. 

7.The design of this e-government portal is simple and clear 
1 2 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. I 2 3 4 5 

2. This e-govemment portal provides precise information I 2 3 4 5 
according to my need 

3. Information on this e-government po1tal is up to date. I 2 3 4 5 

4. This e-government portal provides the information that I 
1 2 3 4 5 

need at the current time. 

5. Information presented in this e-government portal is useful 
I 2 3 4 5 

and relevant to the subject matter. 
6. Information contains necessary topics to complete related 

I 2 3 4 5 
task 
7. The Information that is provided in the e-government portal 

l 2 3 4 5 is correct and related to the existing sections 
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Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
3 

Agree 
4 

Strongly agree 
5 

3.0 This section is aimed at understanding the Electro11ic ServiceQuality (e-service) of the 
Electronic Government 

l. This e-government portal makes it easy to find what I need. I 2 3 4 5 

2. This e-govemment portal makes it easy to navigate 
1 2 3 4 5 

anywhere on the site. 

3. This e-govemment portal is well organized. I 2 3 4 5 

4. This e-govemment portal is available at all times. I 2 3 4 5 

5. This e-govemment portal will not misuse my personal 
I 2 3 4 5 

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

1 2 3 4 5 
e-government portal are shown. 
7. Automated or human email responses are prompt in thee-

1 2 3 4 5 
government portal 

8. lt is easy to fmd the responsible person's contact details. l 2 3 4 5 

9. FAQs are available to help me solve problems by myself on 
l 2 3 4 5 

the e-government portal 

4.0 This section is aimed at understanding the Business User Satisfaction of the E-
2:overnment service 
I. I think that I made the right choice when I started using this 

1 2 3 4 5 online service for my organization. 

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

service 
3 4 5 

3. I am satisfied with the online services provided by the 
l 2 3 4 5 

government. 
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Strongly disagree I Disalree I Neither agre; or disagree I Ag;ee I Strong~ agree 
1 

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

I. Leaming to interact with this e-government portal is easy 
I 2 3 4 

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 2 3 4 

with. 

4. Thee-government portal is easy to use. I 2 3 4 

5. It is easy for me to become skilful at using this e-
1 2 3 4 

government portal 

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

1. Thls e-govemment portal enhanced my effectiveness in 
searching and using this service. 

2. Thls e-govemment portal provides accurate content. 

3 . Thls e-government portal provides up-to-date content. 

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

5. Using thls online service makes it easier to do my tasks. 

Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
3 

I 

I 

I 

1 

1 

2 

2 

2 

2 

2 

Agree 
4 

3 4 

3 4 

3 4 

3 4 

3 4 

Strongly agree 
5 

7.0 This section is aimed at understandin2 the Trust of the E-2overnment Service. 

I.Thee-government service provides safe transactions 1 2 3 4 

2.The e-government service is trustworthy l 2 3 4 

3.The e-governrnent service is secured I 2 3 4 
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5 

5 

5 

5 

5 

5 

5 

5 

5 

5 

5 
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4.The e-govemment service will not misuse my personal 
1 2 

information 
5.1 believe thee-government service has a good reputation 1 2 
6.1 believe my privacy is protected at this e-government 

1 2 
service 

THANK YOU VERY MUCH FOR YOUR COOPERATION 

AND HA VE A NICE DAY 
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SANIPLES OF RESPONDENTS QUESTIONNAIRE 
ANSWERS 

STUDY SURVEY I 

1.0 Student& Employee Background Information 

Does your company use any of the E-govemment services? D Yes 0 
No 

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

D Less than I year 0 1-3 years □ 3-5 years 
more than 5 years c=J 

What is your Age? Below 20 

0 □ 21-30 
D 

What is Lnder? Male 31-40 0 
Female 

More than 50 O41-soi=l 
Your highest level of education? I I Diploma I I Bachelor's 
degree 

High Diploma I I Masters I I PhD0 

What is your status? 0 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 S 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 
1 

Disagree 
2 

Neither agree or disagree 
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 l ✓ 2 3 4 5 
and fonns to be downloaded. 

2. This e-govemment portal provides helpful instructions for I 2✓ 3 4 5 
performing my tasks. 

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

4. This e-governrnent portal quickly loads all the text and 
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 2 3 t✓ 5 

need from thee-government portal. 

7.The design of this e-govemment portal is simple and clear 
1 2 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-goveroment) service. 

l. Information one-government portal is free from errors. 1 2 ,✓ 4 5 

2. This e-government portal provides precise information 
1 2 3 t✓ 5 

according to my need 

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

4. This e-governrnent portal provides the information that I 
1 2 ,✓ 4 5 

need at the current time. 
5. Information presented in this e-government portal is useful 

1 ,✓ 3 4 5 
and relevant to the subject matter. 
6. Information contains necessary topics to complete related 

1 2 3 i✓ 5 
task 
7.The Information that is provided in the e-govemment portal 

1 2 3 i✓ 5 
is correct and related to the existing sections 
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Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
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-goverrunent 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 3 4 5 
anywhere on the site. 

3. This e-govemment 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 

1 )✓ 3 4 5 
e-governrnent portal are shown. -
7. Automated or human email responses are prompt in the e- 1 2 ,✓ 4 5 
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 
1 ")✓ 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. I think that I made the right choice when I started using this 

1 2✓ 3 4 5 
online service for my organization. 

2. This e-government portal is exactly what is needed for this 
1 2✓ 3 4 5 

service 

3. I am satisfied with the online services provided by the 
1 2 3✓ 4 5 government. 

Strongly disagree I Disalree I Neither agr~e or disagree I Ag;ee I Strong~ agree 
1 

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

1. Leaming to interact with this e-government portal is easy 
1 2✓ 3 4 5 

for me. 

2. Interacting with this e-government portal is a clear and 
1 2 3✓ 4 5 

understandable process. 
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3. I find this e-government portal to be flexible to interact 
with. 

1 2 3✓ 4 

4. Thee-government portal is easy to use. 1 2 3 4✓ 
5. It is easy for me to become skilful at using this e- 1 2 3✓ 4 
government portal 

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

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

2. This e-government portal provides accurate content. 

3. This e-govemment portal provides up-to-date content. 

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

5. Using this online service makes it easier to do my tasks. 

Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
3 

1 

1 

1 

1 

1 

2✓ 

2✓ 

2 

2 

2 

Agree 
4 

3 4 

3 4 

3✓ 4 

3 4✓ 

3 4✓ 

Strongly agree 
5 

7.0 This section is aimed at understandin2 the Trust of the E-2overnment Service. 

l .Thee-government service provides safe transactions 1 2✓ 3 4 

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-govemment service will not misuse my personal 
1 2 3✓ 4 

information 

5. I believe the e-government service has a good reputation 1 2 3 4✓ 
6.I believe my privacy is protected at this e-government 1 
service 

2 3✓ 4 
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5 
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5 

5 
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STUDY SURVEY 2 

1.0 Student& Employee Back2round Information 

r . ?I Does your company use any o the E-govenunent services. I Yes 0 
No 
How long have you been using the E-govemment service? 

D Less than l year D l-3 years D 3-5 years more 

than 5 years l?1 
What is your Age? Below 20 

0 D 
What is your Gender? Male 0 D Female I I 

21-30 31-40 

More than 50 D 41-soD 
Your highest level of education? I I Diploma 

I I Bachelor's 
degree 

High Diploma 
I I 

Masters 0 ~ 
What is your status? I I Manager 0 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-govemment 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 
1 

Disagree 
2 

Neither agree or disagree 
3 

Agree 
4 

Strongly agree 
5 

1.0 This section is aimed at understanding the Svstem Quality of the Electronic Government 
( e-2overnment) service. 

l. This e-government portal provides necessary information l ✓ 2 
and forms to be downloaded. 

3 4 5 

2. This e-government portal provides helpful instructions for 1 2✓ 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 
1 2 3 ~✓ 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 in.formation that I l 2 3 4 ✓ 
need from the e-government oortal. 

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-govemment portal is free from errors. 1 2 3 ✓ 4 5 

2. This e-government porta l provides precise information 
1 2 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 2 3 ~✓ 5 

need at the current time. 

5. Information presented in this e-government portal is useful 
1 2 3 t✓ 5 

and relevant to the subject matter. 
6. Information contains necessary topics to complete related 

1 2 3 ✓ 4 5 
task 

7.The Information that is provided in thee-government po1tal 
1 2 3 ✓ 4 5 

is correct and related to the existing sections 
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Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
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-govemment portal makes it easy to find what I need. l 2✓ 3 4 5 

2. This e-government portal makes it easy to navigate l 2✓ anywhere on the site. 
3 4 5 

3. This e-govemment portal is well organized. 1 2 3✓ 4 5 

4. This e-govemment 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 

1 2 3 .✓ 5 
e-government portal are shown. 
7. Automated or human email responses are prompt in thee-

1 2 3✓ 4 5 
government portal 

8. It is easy to find the responsible person's contact details. 1 2 3 i✓ 5 

9. FAQs are available to help me solve problems by myself on 
1 2 3 i✓ 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 

1 2 3✓ 4 5 
online service for my organization. 

2. This e-government portal is exactly what is needed for this 
1 2✓ 3 4 5 

service 

3. I am satisfied with the online services provided by the 
1 2 3✓ 4 5 

government. 

Strongly disagree I Dis;gree , ! Neither agre; or disagree I Ag;ee I Strong~ agree 
1 

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

1. Leaming to interact with this e-government portal is easy 
l 2 3✓ 4 5 

for me. 

2. Interacting with this e-government portal is a clear and 
1 2 3✓ 4 5 

understandable process. 
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3. I find this e-government portal to be flexible to interact 
1 2 3 4✓ with. 

4. Thee-government portal is easy to use. 1 2 3 4✓ 
5. It is easy for me to become skilful at using this e- 1 2 3 4✓ 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-govemment portal provides accurate content. 

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

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

5. Using this online service makes it easier to do my tasks. 

Strongly disagree 
1 

.. 

Disagree 
2 

Neither agree or disagree 
3 

I 

1 

1 

1 

l 

2 

2✓ 

2 

2 

2 

Agree 
4 

3 4✓ 

3 4 

3✓ 4 

3 4✓ 

3 4✓ 

Strongly agree 
5 

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

I .The e-government service provides safe transactions 1 2 3✓ 4 

2.The e-government service is trustworthy 1 2✓ 3 4 

3.The e-government service is secured I 2 3 4✓ 
4.The e-government service will not misuse my personal 

1 2 3 4✓ information 

5.I believe the e-govemment service has a good reputation 1 2 3 4✓ 
6.I believe my privacy is protected at this e-government 

I 2 3✓ 4 
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 0 

No c:::J 
How long have you been using the E-govemment service? 

D Less than 1 year D 1-3 years [~]' 3-5 years 

more than 5 years n 
What is your Age? Below 

20 
What is your Gender? I I Male 

□ 21-30 

D 
Female0 31-40 0 

More than 50 0 41-501 
Your highest level of education? I I Diploma Bachelor's 

degree 0 
High Diploma I I Masters I PhD I I 

What is your status? 
I I 

Manager 0 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 
1 

Disagree 
2 

Neither agree or disagree 
3 

Agree 
4 

Strongly agree 
5 

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

1. This e-government portal provides necessary information 
I 2 3✓ 4 5 

and forms to be downloaded. 

2. This e-government portal provides helpful instructions for 
1 2 3 4✓ 5 

performing my tasks. 

3. 1bis e-government portal provides fast infonnation access. 1 2 3 4✓ 5 

4. This e-govemment po1tal quickly loads all the text and 
I 2 3 i✓ 5 

graphics. 

5. It is easy to go back and forth between pages. I 2 3 i✓ 5 

6 . It only takes a few clicks to locate the information that I 
I 2 )✓ 4 5 

need from thee-government portal. 

7.The design of this e-government portal is simple and clear 
1 2 ,✓ 4 5 

plus the information display on the portal is clear 

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

1. Information on e-governrnent portal is free from errors. 1 2 3 ✓ 4 5 

2. This e-government portal provides precise information I ,✓ 3 4 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 2 3✓ 4 5 

need at the current time. 

5. Information presented in this e-governrnent portal is useful 
I 2 3 ~✓ 5 

and relevant to the subject matter. 

6. Information contains necessary topics to complete related 
1 2 3 ✓ 4 5 

task 
7.The Information that is provided in the e-governrnent portal 

l 2 3 l✓ 5 
is correct and related to the existing sections 
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Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
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-govemment portal makes it easy to navigate 
l 2✓ 3 4 5 

anywhere on the site. 

3. This e-government portal is well organized. l 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 

1 2 3 ~✓ 5 
e-government portal are shown. 
7. Automated or human email responses are prompt in thee- 1 2 3✓ 4 5 
government portal 

8. It is easy to find the responsible person's contact details. 1 2 3 ~✓ 5 

9. FAQs are available to help me solve problems by myself on 
1 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. I think that I made the right choice when I started using this 

1 2✓ 3 4 5 
online service for my organization. 

2. This e-government portal is exactly what is needed for this 1 2✓ 3 4 5 
service 

3. I am satisfied with the online services provided by the 
1 2✓ government. 

3 4 5 

Strongly disagree I Disalree I Neither agre; or disagree I Ag;ee I Strong~ agree 
1 

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 2✓ 3 4 5 

for me. 

2. Interacting with this e-government portal is a clear and 
1 2 3✓ 4 5 

understandable process. 
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3. I find this e-government portal to be flexible to interact 
1 2 3✓ 4 5 

with. 

4. Thee-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 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 
searching and using this service. 

2. This e-government portal provides accurate content. 

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

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

5. Using this online service makes it easier to do my tasks. 

Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
3 

1 

1 

1 

1 

1 

2 

2 

2 

2 

2 

Agree 
4 

3✓ 4 

3 4✓ 

3 4✓ 

3✓ 4 

3 4✓ 

Strongly agree 
5 

5 

5 

5 

5 

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 

4.The e-government service will not misuse my personal 
1 2 3 4✓ 5 

information 

5.I believe thee-government service has a good reputation l 2 3 4✓ 5 

6.I believe my privacy is protected at this e-government 
1 2 3 4 5✓ service 
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STUDY SURVEY 4 

1.0 Student& Employee Background Information 

Does your company use any of the E-govemment services? 0 Yes 

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

Less than 1 year D 0 1-3 years 3-5 years D 
more than 5 years D 

What is your Age? Below 20 

DD What is your Gender? Male 0 □ 21-30 31-40 

Female I I D 
41-500 More than 50 

Your highest level of education? I J Diploma I I Bachelor's 
degree 

High Diploma I I Masters 0 PhD I I 

What is your status? 0 Manager I I Employee 

SECTION A: 

DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-govemment 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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Strong]y disagree 
1 

Disagree 
2 

Neither agree or disagree 
3 

Agree 
4 

Strongly agree 
5 

1.0 This section is aimed at understanding the System Qualify of the Electronic Government 
(e-2overnment) service. 

1. This e-government portal provides necessary information 
1 2 3✓ 4 5 

and forms to be downloaded. 

2. This e-govemment portal provides helpful instructions for 
1 2✓ 3 4 5 

performing my tasks. 

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

4. This e-government portal quickly loads all the text and 
1 2 3 i✓ 5 

graphics. 

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

6. It only takes a few clicks to locate the information that I 
1 2 3 i✓ 5 

need from the e-government portal. 

7.The design of this e-government portal is simple and clear 
I 2 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-govemment) service. 

I. Information on e-govemment portal is free from errors. 1 2 3 i✓ 5 

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

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

4. This e-government portal provides the information that I 
1 2 3 i✓ 5 need at the current time. 

5. Information presented in this e-government portal is useful 
1 2 )✓ 4 5 

and relevant to the subject matter. 
6. Information contains necessary topics to complete related 

1 2 3 ~✓ 5 
task 
7.The Information that is provided in thee-government portal 

1 2 3 i✓ 5 
is correct and related to the existing sections 
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Strongly disagree 
I 

Disagree 
2 

Neither agree or disagree 
3 

Agree 
4 

Strongly agree 
5 

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

1. This e-govemment portal makes it easy to find what I need. 1 2✓ 3 4 5 

2. This e-govemment 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-govemment portal is available at all times. 1 2 3 4✓ 5 

5. This e-govemment portal will not misuse my personal 
1 2 3 4✓ 5 

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

1 2 3 i✓ 5 
e-govemment portal are shown. 
7. Automated or human email responses are prompt in the e-

1 2 ,✓ 4 5 
government portal 

8. It is easy to find the responsible person's contact details. 1 2 3 ~✓ 5 

9. FAQs are available to help me solve problems by myself on 
1 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 

1 2✓ 3 4 5 online service for my organization. 

2. This e-government portal is exactly what is needed for this 
1 2 3✓ 4 5 

service 

3. I am satisfied with the online services provided by the 
1 2 3✓ 4 5 

government. 

Strongly disagree I Disalree I Neither agre; or disagree I Ag;ee I Strong~ agree 
I 

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 2 3✓ 4 5 

for me. 

2. Interacting with this e-government portal is a clear and 
1 2 3 4✓ 5 understandable process. 
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3. I find this e-government portal to be flexible to interact 
1 2 3✓ 4 

with. 

4. The e-govemment portal is easy to use. 1 2 3 4✓ 
5. It is easy for me to become skilful at using this e-

1 2 3 4✓ 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. 

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

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

5. Using this online service makes it easier to do my tasks. 

Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
3 

1 

1 

1 

I 

1 

2 

2 

2 

2 

2 

Agree 
4 

3✓ 4 

3 4✓ 

3 4✓ 

3 4✓ 

3✓ 4 

Strongly agree 
5 

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

I .The e-govemment service provides safe transactions 1 2 3✓ 4 

2.The e-government service is trustworthy l 2✓ 3 4 

3. The e-govemment service is secured 1 2 3 4✓ 
4.The e-govemment service will not misuse my personal 

1 2 3✓ 4 
information 

5.I believe thee-government service has a good reputation 1 2 3 4✓ 
6.I believe my privacy is protected at this e-government 

1 2 3 4✓ service 

240 

5 

5 

5 

5 

5 

5 

5 

5 

5 

5 

5 

5 

5 

5 



STUDY SURVEYS 

1.0 Student& Employee Background Information 

Does your company use any of the E-government services? 0 Yes 
No c=J 
How long have you been using the E-govemment service? 

D Less than 1 year 0 1-3 years D 3-5 years 

more than 5 years D 
What is your Age? Below 

20 
What is your Gender? I I Male D 
Female0 □ 21-30 31-40 0 

Morethan50 041-501 
Your highest level of education? I I Diploma I I Bachelor's 
degree 

High Diploma 0 Masters I I PhD I I 

What is your status? I I Manager 0 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 I 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 
1 

Disagree 
2 

Neither agree or disagree 
3 

Agree 
4 

Strongly agree 
5 

1.0 This section is aimed at understanding the System Quality of the Electronic Government 
( e-2overnmen t) service. 

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

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

3. This e-govemment portal provides fast information access. l 2 3✓ 4 5 

4. This e-govemment portal quickly loads all the text and 
1 ]✓ 3 4 5 

graphics. 

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

6. It only takes a few clicks to locate the information that I 
1 2 3 ✓ 5 

need from the e-government portal. 

7.The design of this e-government portal is simple and clear I 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-2overnment) service. 

1. Information one-government portal is free from errors. 1 2 3 ✓ 4 5 

2. This e-govemment portal provides precise information 
1 2 3 ~✓ 5 

according to my need 

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

3 +✓ 5 

4. This e-govemment portal provides the information that I 
1 2 3 +✓ 5 

need at the current time. 
5. Information presented in this e-government portal is useful 

1 2 3 i✓ 5 
and relevant to the subject matter. 
6. Information contains necessary topics to complete related 

I 2 ,✓ 4 5 task 
7.The Information that is provided in thee-government portal 

1 2 ,✓ 4 5 
is correct and related to the existing sections 
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Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
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✓ 3 4 5 

anywhere on the site. 

3. This e-government portal is well organized. 1 2 3✓ 4 5 

4. This e-governrnent portal is available at all times. 1 2 3✓ 4 5 

5. This e-governrnent portal will not misuse my personal 
1 2 3✓ 4 5 

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

1 2 3 l✓ 5 
e-government portal are shown. 
7. Automated or human email responses are prompt in thee-

1 2 3 l✓ 5 
government portal 

8. It is easy to find the responsible person's contact details. 1 2 3 l✓ 5 

9. FAQs are available to help me solve problems by myself on 
1 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 

1 2 3✓ 4 5 
online service for my organization. 

2. This e-government portal is exactly what is needed for this 
1 2 

service 3✓ 4 5 

3. I am satisfied with the online services provided by the 
1 2 3 4✓ 5 

government. 

Strongly disagree I Disalree I Neither agre
3
e or disagree I Ag;ee I Strongt agree 

1 
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-government 
Service 

1. Leaming to interact with this e-government portal is easy 
1 2 3✓ 4 5 

for me. 

2. Interacting with this e-government portal is a clear and 
1 2 3✓ 4 5 understandable process. 
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3. I find this e-govenunent portal to be flexible to interact 
1 2 3 4✓ with. 

4. Thee-government portal is easy to use. I 2 3 4✓ 
5. It is easy for me to become skilful at using th.is e-

1 2 3 4✓ government portal 

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

I. This e-government po1tal enhanced my effectiveness in 
searching and using this service. 

2. This e-government portal provides accurate content. 

3. Th.is e-government portal provides up-to-date content. 

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

5. Using this online service makes it easier to do my tasks. 

Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
3 

1 

I 

1 

1 

1 

2 

2 

2 

2 

2 

Agree 
4 

3✓ 4 

3 4✓ 

3 4✓ 

3✓ 4 

3 4✓ 

Strongly agree 
5 

7.0 This section is aimed at understandin2 the Trust of the E-2overnment Service. 

I .Thee-government service provides safe transactions 1 2 3✓ 4 

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-govemment service will not misuse my personal 

I 2 3 4✓ information 

5.1 believe the e-government service has a good reputation 1 2 3 4✓ 
6.I believe my privacy is protected at this e-government 

1 2 3 4✓ service 
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STUDY SURVEY 6 

1.0 Student& Employee Back2round Information 

Does your company use any of the E-government services? 0 Yes 

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

D Less than l year 0 1-3 years 03-5 years 
more than 5 years D 

What is your Age? Below 20 

l~l D 
What is your Gender? Male 0 D Female I 

I 
21-30 31-40 

More than 50 041-soCJ 
Your highest level of education? I I 

Diploma 
I I 

Bachelor's 
degree 

High Diploma 
I I 

Masters 0 PhD I I 

What is your status? I I Manager 0 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-govemment 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-governroent 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 
1 

Disagree 
2 

Neither agree or disagree 
3 

Agree 
4 

Strongly agree 
5 

1.0 This section is aimed at understanding the System Quality of the Electronic Government 
(e-2overnment) service. 

1. This e-government portal provides necessary information 
l 2 3✓ 4 5 

and forms to be downloaded. 

2. This e-government portal provides helpful instructions for 
l 2 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 
1 2 3 ~✓ 5 

graphics. 

5. It is easy to go back and forth between pages. I 2 3 i✓ 5 

6. It only takes a few clicks to locate the information that I 
I 2 ~✓ 4 5 

need from thee-government portal. 

7.The design of this e-government portal is simple and clear 
I 2 3 i✓ 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-2overnment) service. 

1. Information on e-govemment portal is free from errors. 1 2 3 ~✓ 5 

2. This e-government portal provides precise information 
l 2 3 ~✓ 5 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 2 3 4 ✓ need at the current time. 

5. Information presented in this e-government portal is useful 
1 2 3 i✓ 5 and relevant to the subject matter. 

6. Information contains necessary topics to complete related 
1 2 3 i✓ 5 task 

7.The Information that is provided in thee-government portal 
1 2 3 4 ✓ is correct and related to the existing sections 
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Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
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. l 2✓ 3 4 

2. This e-govemment portal makes it easy to navigate 1 2 3✓ 4 
anywhere on the site. 

3. This e-govemment portal is well organized. I 2 3 4✓ 

4. This e-government portal is available at all times. 1 2 3 4✓ 
5. This e-governrnent portal will not misuse my personal 

1 2 3✓ 4 
information 
6. The Symbols and messages that declare the security of the l 2 3 4✓ 5 
e-government portal are shown. 
7. Automated or human email responses are prompt in thee- l 2 3 ~✓ 5 
government portal 

8. It is easy to find the responsible person's contact details. 1 2 ~✓ 4 5 

9. FAQs are available to help me solve problems by myself on 
1 2 3 +✓ 5 

the e-govemment portal 

4.0 This section is aimed at understanding the Business User Sati.sfactio11 of the E-
government service 
l. I think that I made the right choice when I started using this 

I 2 3 4✓ online service for my organization. 

2. This e-governrnent portal is exactly what is needed for this 
I 2 3✓ 4 

service 

3. I am satisfied with the online services provided by the 
1 2 3 4✓ government. 

Strongly disagree I Disalree I Neither agre; or disagree I Ag;ee I Strong~ agree 
1 

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

5 

5 

5 

5 

5 

5 

5 

5 

l. Leaming to interact with this e-government portal is easy 
1 2 3 4✓ 5 for me. 

2. Interacting with this e-govemment portal is a clear and 
l 2 3 4✓ 5 understandable process. 
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3. I find this e-government portal to be flexible to interact 
1 2 3 4✓ 5 

with. 

4. Thee-government portal is easy to use. 1 2 3✓ 4 5 

5. It is easy for me to become skilful at using this e-
I 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-govemment portal enhanced my effectiveness in 
searching and using this service. 

2. This e-government pottal provides accurate content. 

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

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

5. Using this online service makes it easier to do my tasks. 

Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
3 

1 

1 

1 

1 

1 

2 

2 

2 

2 

2 

Agree 
4 

3✓ 4 5 

3 4✓ 5 

3 4 5✓ 

3 4 5✓ 

3 4✓ 5 

Strongly agree 
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-govemment service is trustworthy 1 2✓ 3 4 5 

3. The e-govemment service is secured 1 2 3✓ 4 5 

4.The e-government service will not misuse my personal 
1 2 3 4✓ 5 information 

5.1 believe thee-government service has a good reputation 1 2 3 4✓ 5 

6.I believe my privacy is protected at this e-government 
1 2 3✓ 4 5 

service 
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STUDY SURVEY 7 

1.0 Student& Employee Background Information 

Does vour company use any of the E-government services? 0 Yes 

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

D Less than 1 year 1-3 years D 3-5 years D 

more than 5 years 0 
What is your Age? Below 

20 
What is your Gender? I I Male D 
Female0 021-30 31-40 0 

More than 50 O41-soD 
Your highest level of education? I I Diploma I I Bachelor's 
degree 

High Diploma I I Masters I I PhD0 
What is your status? 0 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-govemment service has that 
feature, and circling a I 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 
1 

Disagree 
2 

Neither agree or disagree 
3 

Agree 
4 

Strongly agree 
5 

1.0 This section is aimed at understanding the System Quality of the Electronic Government 
( e-2ovemment) service. 

1. This e-govemment portal provides necessary information 
1 2✓ 3 4 5 

and forms to be downloaded. 

2. This e-government portal provides helpful instructions for 
1 2 3✓ 4 5 

performing my tasks. 

3. This e-govemrnent portal provides fast information access. l 2 3✓ 4 5 

4. This e-government portal quickly loads all the text and 
l 2 3✓ 4 5 

graphics. 

5. It is easy to go back and forth between pages. I 2 3 fl✓ 5 

6. It only takes a few clicks to locate the information that I 
1 2 3✓ 4 5 

need from the e-governrnent portal. 

7.The design of this e-government portal is simple and clear 
1 2 B✓ 4 5 

plus the information display on the portal is clear 

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

I. Information on e-govemment portal is free from errors. 1 2 B✓ 4 5 

2. This e-government portal provides precise information 
1 2 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 z✓ 3 4 5 

need at the current time. 
5. Information presented in this e-governrnent portal is useful 

1 2 3✓ 4 5 
and relevant to the subject matter. 
6. Information contains necessary topics to complete related 

1 2 3 4✓ 5 
task 
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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Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
3 

Agree 
4 

Strongly agree 
5 

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

l. This e-govemment 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 3✓ 4 5 

anywhere on the site. 

3. This e-government portal is well organized. I 2 3✓ 4 5 

4. This e-govemment 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 

1 2 ,✓ 4 5 
e-government Portal are shown. 
7. Automated or human email responses are prompt in the e-

l 2 3 4✓ 5 
government pcrtal 

8. It is easy to find the responsible person's contact details. 1 2 ,✓ 4 5 

9. FAQs are available to help me solve problems by myself on 
1 2 ,✓ 4 5 

the e-govemment portal 

4.0 This section is aimed at understanding the Business User Satisfactum of the E-
government service 
1. I think that I made the right choice when I started using this 

l 2 3✓ 4 5 
online service for my organization. 

2. This e-government portal is exactly what is needed for this l 2 3✓ 4 5 
service 

3. I am satisfied with the onl.ine services provided by the 
1 2 3✓ 4 5 

government. 

Strongly disagree I Disalree I Neither agre; or disagree 
J A~ee I Strong~ agree 

1 
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-governmeot 
Service 

1. Learning to interact with this e-government portal is easy 
1 2 3 4✓ 5 

for me. 

2. Interacting with this e-government portal is a clear and 
1 2 3 4✓ 5 

understandable process. 
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3. I find this e-government portal to be flexible to interact 
I 2 3 4✓ 5 

with. 

4. The e-govemment portal is easy to use. I 2 3✓ 4 5 

5. It 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-govemment 
Service 

I. This e-govemment portal enhanced my effectiveness in 
searching and using this service. 

2. This e-govemment portal provides accurate content. 

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

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

5. Using this on.line service makes it easier to do my tasks. 

Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
3 

1 

1 

I 

1 

1 

2 

2 

2 

2 

2 

Agree 
4 

3✓ 4 5 

3✓ 4 5 

3 4✓ 5 

3 4✓ 5 

3✓ 4 5 

Strongly agree 
5 

7 .0 This section is aimed at understanding the Trust of the E-govemment Service. 

I .The e-government service provides safe transactions I 2 3✓ 4 5 

2.The e-govemroent service is trustworthy 1 2 3✓ 4 5 

3.The e-government service is secured 1 2 3✓ 4 5 

4.The e-govemrnent service will not misuse my personal 
1 2 3 4✓ 5 

information 

5.1 believe thee-government service has a good reputation 1 2 3 4✓ 5 

6.1 believe my privacy is protected at this e-government 
1 2 3✓ 4 5 

service 
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STUDY SURVEY 8 

1.0 Student& Employee Background Information 

Does vour company use any of the E-government services? f~l Yes 

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

D Less than 1 year 0 1-3 years 03-5 years 
more than 5 years n 

What is your Age? Below 20 

0 D 
What is your Gender? Male 0 D Female I I 

21-30 31-40 

More than 50 041-500 
Your highest level of education? I I Diploma I I Bachelor's 
degree 

High Diploma 
I I 

Masters 0 PhD I I 

What is your status? 0 Manager I I Employee 

SECTION A: 

DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-govemment 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 l 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 
1 

Disagree 
2 

Neither agree or disagree 
3 

Agree 
4 

Strongly agree 
s 

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

1. This e-govemment portal provides necessary information 
1 2 3✓ 4 5 

and forms to be downloaded. 

2. This e-govemment po1ial provides helpful instructions for 
1 2 3✓ 4 5 

performing my tasks. 

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

4. This e-govemment portal quickly loads all the text and 
1 2 3 i✓ 5 

graphics. 

5. It is easy to go back and forth between pages. I 2 3 t✓ 5 

6. It only takes a few clicks to locate the information that I 
1 2 3✓ 4 5 

need from the e-govemment portal. 

7.The design ofthis e-govemment portal is simple and clear 
1 2 3 ✓ 4 5 

plus the information display on the portal is clear 

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

1. Information one-government portal is free from errors. 1 2 3 ✓ 4 5 

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

3. Information on this e-govemment portal is up to date. I 2 3 i✓ 5 

4. This e-government portal provides the information that I 
1 2 3 i✓ 5 

need at the current time. 

5. Information presented in this e-govemment portal is useful 
I 2 3 i✓ 5 

and relevant to the subject matter. 
6. Information contains necessary topics to complete related 

1 2 3 ~✓ 5 
task 
7.The Information that is provided in thee-government portal 

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

Disagree 
2 

Neither agree or disagree 
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 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. I 2 3 4✓ 5 

5. This e-governrnent portal will not misuse my personal 
1 2 3✓ 4 5 

information 
6. The Symbols and messages that declare the security of the 1 2 ,✓ 4 5 
e-government portal are shown. 
7. Automated or human email responses are prompt in the e-

I 2 3 i✓ 5 
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 
1 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 

1 2 3 4✓ 5 online service for my organization. 

2. This e-government portal is exactly what is needed for this 
1 2 3✓ 4 5 service 

3. I am satisfied with the online services provided by the 
1 2 3 4✓ 5 government. 

Strongly disagree I Disa
2
gree I Neither agre; or disagree ,A~ee I Strongt agree 

1 
5.0 This section is aimed at understanding the Perceived Ease of Use of the E-govemment 
Service 

1. Leaming to interact with this e-government portal is easy 
1 2 3 4✓ 5 

for me. 

2. Interacting with this e-government portal is a clear and 
1 2 3 4✓ 5 understandable process. 
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3. I find this e-govemment portal to be flexible to interact 
1 2 3 4✓ 5 

with. 

4. The e-govemment 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 3✓ 4 5 

government portal 

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

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

2. This e-government portal provides accurate content. 

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

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

5. Using this online service makes it easier to do my tasks. 

Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
3 

1 

I 

1 

1 

1 

2 

2 

2 

2 

2 

Agree 
4 

3✓ 4 5 

3 4✓ 5 

3✓ 4 5 

3 4✓ 5 

3 4✓ 5 

Strongly agree 
5 

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

l.The e-governrnent service provides safe transactions 1 2 3✓ 4 5 

2.The e-govemment service is trustworthy 1 2 3✓ 4 5 

3.The e-governrnent service is secured 1 2 3✓ 4 5 

4.The e-government service will not rrususe my personal 
1 2 3 4✓ 5 

information 

5 .I believe the e-govemment service has a good reputation 1 2 3 4✓ 5 

6.I believe my privacy is protected at this e-govemment 
1 2 3✓ 4 5 

service 
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STUDY SURVEY 9 

1.0 Student& Employee Backt!round Information 

Does your company use any of the E-government services? Yes 0 
No c=J 
How long have you been using the E-goverrunent service? 

D Less than I year D 1-3 years 0 3-5 years 

more than 5 years D 
What is your Age? Below 20 

D What is yom Gender? I I Male 
□ 21-30 0 

Female@ 
31-40 

More than 50 041-soD 
Your highest .level of education? I I Diploma Bachelor's 

degree 0 
High Diploma I I Masters I I PhD I I 

What is your status? 
I I 

Manager 0 Employee 

SECTION A: 

DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-govemment 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 I 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 
1 

Disagree 
2 

Neither agree or disagree 
3 

Agree 
4 

Strongly agree 
s 

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

1. This e-government portal provides necessary information 
I 2 3✓ 4 5 

and forms to be downloaded. 

2. This e-government pottal provides helpful instructions for 
1 2 3✓ 4 5 

perfonning 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 
l 2 3 :i✓ 5 

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 
1 2 ~✓ 4 5 

need from the e-governrnent portal. 

7.The design of this e-government portal is simple and clear l 2 ~✓ 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. l 2 ,✓ 4 5 

2. This e-government portal provides precise information l 2 ,✓ 4 5 
according to my need 

3. Information on this e-govemment portal is up to date. l 2 ,✓ 4 5 

4. This e-government portal provides the information that I 
1 2 ,✓ 4 5 

need at the current time. 
5. Information presented in this e-govemment portal is useful 

1 2 3 :i✓ 5 
and relevant to the subject matter. 
6. Information contains necessary topics to complete related 

1 2 ,✓ 4 5 
task 
7.The Information that is provided in thee-government portal 

1 2 3 •✓ 5 
is correct and related to the existing sections 
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Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
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✓ 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 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 

1 )✓ 3 4 5 
e-govemment portal are shown. .. 
7. Automated or human email responses are prompt in thee-

1 2 l ✓ 4 5 
government portal 

8. It is easy to find the responsible person's contact details. 1 2 ,✓ 4 5 

9. FAQs are available to help me solve problems by myself on 
1 2 )✓ 4 5 

the e-govemment 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 

1 2✓ 3 4 5 online service for my organization. 

2. This e-government portal is exactly what is needed for this 
l 2✓ 3 4 5 service 

3. I am satisfied with the online services provided by the 
1 2✓ 3 4 5 government. 

Strongly disagree I Disalree I Neither agre; or disagree I Ag;ee I Strong~ agree 
1 

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

1. Leaming to interact with this e-government portal is easy 
1 2✓ 3 4 5 for me. 

2. Interacting with this e-govemrnent portal is a clear and 
1 2 3✓ 4 5 understandable process. 
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3. I find this e-governrnent portal to be flexible to interact 1 2 3✓ 4 
with. 

4. The e-governrnent portal is easy to use. 1 2 3✓ 4 

5. It is easy for me to become skilful at using this e-
l 2 3 4✓ government porta.l 

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-govemment portal provides accurate content. 

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

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

5. Using this online service makes it easier to do my tasks. 

Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
3 

1 

1 

1 

1 

1 

2 

2 

2 

2 

2 

Agree 
4 

3✓ 4 

3 4✓ 

3✓ 4 

3✓ 4 

3 4✓ 

Strongly agree 
5 

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

I .The e-govemment service provides safe transactions 1 2✓ 3 4 

2.The e-govemment service is trustworthy 1 2 3✓ 4 

3.The e-government service is secured 1 2 3✓ 4 

4.The e-govemment service will not misuse my personal 
1 2 3✓ 4 

infonnation 

5.1 believe thee-government service has a good reputation 1 2 3 4✓ 
6.1 believe my privacy is protected at this e-govemment 

1 2 3✓ 4 
service 
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5 

5 

5 

5 

5 

5 

5 

5 

5 

5 

5 

5 
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STUDY SURVEY 10 

1.0 Student& Employee Background Information 

Does your company use any of the E-government services? 0 Yes 

No C=:J 
How long have you been using the E-government service? 

Less than 1 year D 0 1-3 years 3-5 years D 
more than 5 years D 

What is your Age? Below 20 

D 
□ 21-30 

What is yow Gender? Male 0 31-40 □ 

Female I I More than 50 D 
41-50 0 

Your highest level of education? I I Diploma I I Bachelor's 
degree 

High Diploma I I Masters 0 PhD I I 

What is your status? 0 Manager I I Employee 

SECTION A: 

DIRECTIONS: The following set of statements relates to your feelings about 
use any of the E-govemment 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 
1 

Disagree 
2 

Neither agree or disagree 
3 

Agree 
4 

Strongly agree 
5 

1.0 This section is aimed at understanding the System Quality of the Electronic Government 
( e-2overnment) service. 

l. This e-government portal provides necessary information 
1 2 3✓ 4 5 

and forms to be downloaded. 

2. This e-government portal provides helpful instructions for 
1 2 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 
1 ~✓ 3 4 5 

graphics. 

5. It is easy to go back and forth between pages. 1 ,✓ 3 4 5 

6. It only takes a few clicks to locate the information that I 
1 2 B✓ 4 5 

need from the e-govemment portal. 

7.The design of this e-government portal is simple and clear 
1 2 3✓ 4 5 

plus the information display on the portal is clear 

2.0 This section is aimed at understanding the Infonnatio11 Quality of the Electronic 
Government (e-government) service. 

1. Information one-government portal is free from errors. 1 2 3 ~✓ 5 

2. This e-government portal provides precise information l 2 ,✓ 4 5 
according to my n eed 

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

4. This e-government portal provides the information that I 
1 2 ,✓ 4 5 

need at the current time. 

5. Information presented in this e-government portal is useful 
1 2 ,✓ 4 5 

and relevant to the subject matter. 
6. Information contains necessary topics to complete related 

l 2 3 i✓ 5 
task 

7.The Information that is provided in thee-government portal 1 2 3 i✓ 5 
is correct and related to the existing sections 
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Strongly disagree 
I 

Disagree 
2 

Neither agree or disagree 
3 

Agree 
4 

Strongly agree 
5 

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

l. 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 3✓ 4 5 
anywhere on the site. 

3. This e-government portal is well organized. I 2 3✓ 4 5 

4. This e-government portal is available at all times. 1 2 3✓ 4 5 

5. This e-govemment portal will not misuse my personal 
1 2 3 4✓ 5 

information 
6. The Symbols and messages that declare the security of the I 2 3 ✓ 4 5 
e-goverrunent portal are shown. 
7. Automated or human email responses are prompt in the e-

l 2 3✓ 4 5 
government portal 

8. It is easy to find the responsible person' s contact details. 1 2 3 i✓ 5 

9. FAQs are available to help me solve problems by myself on 
1 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. I think that I made the right choice when I started using this 

1 2✓ 3 4 5 
online service for my organization. 

2. This e-government portal is exactly what is needed for this I 2 3✓ 4 5 
service 

3. I am satisfied with the online services provided by the 
1 2 3✓ 4 5 government. 

Strongly disagree I Dis;gree I Neither agre; or disagree I Ag;ee I Strong~ agree 
1 

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

I. Leaming to interact with this e-goverrunent portal is easy 
l 2 3✓ 4 5 

for me. 

2. Interacting with this e-govemment portal is a clear and 
1 2 3 4✓ 5 

understandable process. 
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3. I find this e-government portal to be flexible to interact 
1 2 3✓ 4 

with. 

4. Thee-government portal is easy to use. 1 2 3✓ 4 

5. It is easy for me to become skilful at using this e-
1 2 3 4✓ 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. 

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

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

5. Using this online service makes it easier to do my tasks. 

Strongly disagree 
1 

Disagree 
2 

Neither agree or disagree 
3 

l 

1 

1 

1 

1 

2 

2 

2 

2 

2 

Agree 
4 

3✓ 4 

3 4✓ 

3✓ 4 

3 4✓ 

3✓ 4 

Strongly agree 
5 

7.0 This section is aimed at understandin2 the Trust of the E-2overnment Service. 

1. The e-government service provides safe transactions 1 2 3✓ 4 

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 

I 2 3✓ 4 
information 

5.1 believe the e-govemment service has a good reputation 1 2 3 4✓ 
6.I believe my privacy is protected at this e-govemment 

I 2 3 4✓ service 
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✓ ;;,...µ1 :\.,I.J-! ~ LA~.) .,?JI uL.. _,kJI .l~ ':J ul _fa ~ t.SY" J~ ':J .6 
-~Jfi)'I 

✓ ~ I_, ~ wL.._,l.....]1 ~_,~I_,_,~ ~ _,_fal':11 .__.µ1 -½I.J-! ~ .7 

1 2 3 4 5 ~Jfol'il l._,s.:,.JI ~I~ <}ul..Jl-11 oJF.- <J"49 ~ I ~1 1~ UJ+,! .2 

✓ .,,Lb. 'jl l>" 91..:.. ~ _,_;s.l)'I .._. _,Lll ~ly. .)e GL.. _,l..-.11. 1 

✓ ~L:J w_, ~ wL.._,kJI ~_,.fol)'l .... µI '-!ly. .)y.2 

✓ f.?JJ.l ~ ~ M ~ _,.fol)'\ ~fo,..ll '-!I~ l.,-5 ;;:, _)_,II wL.. _,l..-.11.3 

✓ Jwl d_,11 ~~lb.I i,;11 uL.._,kJI ~_,_;s.])'1 ..... µ, ~\y._)y.4 

✓ t_,...;o_,..11 ~ ~Y'-' •¥-a ~_,.fol)'l '½-4_,Lll ~I.J-!~ o.l _ _Ji_,11 wL.._,l..-.11.5 

C_,_µ1 
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✓ ~1 l...-:,'! .....,j)l\1 L.J~~_,.JI ~GL.~ .6 

✓ ,.w'il/ ~.., ~ ~..,.fo.]YI ...... µ1 4-!ly c.} o.}y,._,.JI Gl..)-.JI .7 
o.:i » _,.JI 

1 2 3 4 5 
4-...µI ~I~ u-o 4-...J.l.&ll ¥J_fol'il ..:.L..wl o..l..?, ~ ~I ~I 11' UJf,:! .3 

¥J_fol'il 

✓ _,I Gl.. ~ L./A cthl L. ~ .;_;...ll ~l L./A ~ ~ _,_jiS.l)'l .._... fi.,..11 '-!ly. l 
L.J~ 

✓ ~_,.JI ,)c.ul.S... c.;1.)1 ~1 ~I L./A ~~_,_jiS.l';ll .....,µI :i.ily .:i..2 

✓ .1.1.:,. ~~ .,_.; .fo.]:11 ...... µ1 .... 1 3 -· . _ _, . .J!. 

✓ Gu_, \ti ~ c.} • .) fa~ _,_jiS.];11 ...... µ1 '-!ly.4 

✓ ~\ ~"\...),... ,.1~1 "~ uJ ~_,_jiS.lyt .....,.._,s..,JI '-/ly,\l o:i..5 

✓ ,.:i _p,. y, _, , ylt ;u..i ~ _,_jiS.])'1 .._... fi.,..11 4-!I y ul c)) ~ ~I JiL..., )1 _, jy, )I . 6 

✓ ~ _,_jiS.])'1 .._... fi.,..11 ~l y c.} ~y.,, ~ _,.fo.l'/1 .:i;yll_,I .)YI .i )1 ..:.,L..i.;.. • 7 

✓ .__._µ, '-/1y c.} J_,~I ~I~ J...,,l_,ill .._...jYJI <.:.iL._,l..JI ~ ul Jp,i\1 L./A.8 

~ _,_jiS.]Y I 

✓ 4-!ly ~ ~ Js:t..:;._.J1 J.,.. c.}~..lJo.Lu...l o.:i_p,._,... Ufa fo~t ~lj1 '-1»1.9 
"-:)) _,_jiS.ly I ._,. fi.,..11 
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iJ.J:.,i J!I_,..~ ~I_,...>#, 0"1.J\&. I °'iJ J!IJI "i Jil_,.. oJ.J:.,i ~ 1_,.. 

1 2 3 4 5 

1 2 3 4 5 ( ~.:,.. , ~Y:.) i"~\ ~.J ($.I.I r-+9 c)I ~I l:i.t. ~ .4 

✓ w.i _fo'/1 y,,, ~1 oio. i'I~ wl.l.!I i'~ ~I )_;ill L.ili.'.il ~I ~ I. I 

~y!J 

✓ ;.,..i,;J1 •4\y_,!h... .JA L.~4(,f"' .:i. ~JJiSll'I ~µ1 '-!ly. .2 

✓ ~_,s.,...11 4--iu .,;JI ~ J..fol)'I wL..i.=JI uc, U:01.J \..;\ .3 

1 2 3 4 5 4.JJiS..l\'I A.....jhll ~ I..H i"\.wi.wl ',.J_.,..... <.S .1.1 0"'45 c)I ~ I I:i. u~ .5 

✓ .) :i...wult., ~ ;__,; _jiS1")'1--.. µ1 ~ 1 Jcl..i:ill ~ 1 . . ,.J . -Y-t:" . 

✓ ;\,,..~ .J ~IJ ~ </' ~JJiS.l)'I ~_µ1 ~ly. t-" Jcl..i:ill ,2 

✓ ~ Jc lull "-l..>4 ~ JJiSl)'I ~ µ1 '-!ly. .1?,I .3 

✓ i'l~")'l ~~JJiS.l'/I ~µ1 "-!ly. .4 

✓ ~J.fol)'l ~_,s.,...11 "-!ly.i'l~I ._; l..>4L. ~ ul J ~4i.4---JI LJA .5 

1 2 3 4 5 4JJiil'il .!,.o.jhl\ ~ l.,H i"I~\ o.l..iU ($.I.I ~ c)I ~ I I:i. u~ .6 

✓ ~I o:i. i'\~ \.J ~ I ~W <j~ w jjc ~ JJiSl)'I ;_,. _µ1 ~I y.. 1 

✓ .) ~ 4 ~ --..~ ~ JJiSl)'I--.. _,s.,...11 '-!ly. w.d .2 

✓ ,o.i,_.i.. ~J.fo\)'I ;_,. fa.JI ~ly. .l?,1.3 
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✓ fa.\ ""-~l'~lj4J! .) ~.:,;_;..;)'I ~..__..h.11 .~ rl~l.4 

✓ J&_..\ ~ 4--"-/ _,,\ ~ w; "'ii ~I .~ l~I 5 ,,.,... • I' . Y'. ~ I' . 

o~a1_,.._;i;, d9 ,_,.. Ji;, 1.)4_;~1 °'iJ J!IJI 'J c.591.,.. ;~t591_,.. 

1 2 3 4 5 

1 2 3 4 5 ~_,_.,:iil'JI ~~I "-!1;.i i) ~1 ~ .)l ~1 tj,\ '-''*-1 . 7 

✓ .u..l c.:..,)L.k.... ~J.fol'il ..__._µ1 ~ _j_iJ .1 

✓ ~4 •J.!~ ~J.fol'il ..__.fa,...11 .._.,~ .2 

✓ .u..\ ~J.fol'i l ..__.fa,...11 ~ .3 

✓ ~I -.,r1...._,k. rl.b..'.i..uil ~~ uJ ~ J _fol'JI ;_,.µ1 ~ .4 

✓ -~~4,..i.l~J_fol'il ..... µ, ~ul (Yljl w\,5 

✓ ~J.fil'JI ..... µ 1 ~ J)l;.. I.Y' ~~~ ul (Yljl wl.6 
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STUDY SURVEY 14 

u.b_,..J\ ~ 1,:.A ... ~ .1 
-

'} D ~i l~l..._,,; Jfo.lYI .__. fi.:JI Lr" .,...ii.JI ..:.,W:JI =l .M...c. ~.,.. ~ J. 

\'9 J.folYI ~ faJI wl..b. ~I u_.,..~ fulJ J,.. ~ 

wl_,.L., 5 i.:;-- fo1 0 ..::..l_,.L., 5-3 D wl_,L., 3-1 D ~ 1 i.:;-- Jil D 

~ID fa:0~, 

50 L>" __;slD 50-41 □ 40-310 30-21 □~20u,-J!l0:~I 

ol.Jfo.:. □ ~1....lt'.L.1~ ('fa.lo <Y'.J;!J_,1~Dr.,4.:, □ :,....WI JA .:,.JI 

ul;_,.. □ Y-:... 0 :fi _;.,Ji 

~_;.JI v-5 9J.folY1 ~fi..JI wl..b. = 1 rl~I ~ <lL'i.A~ '-,!ll.:ill ul)..,,...ll ~_,.._. ~: .:.IJW..;1 

.•J4Jl I.ii_,•..»- 4.19..,fo.1':I' .__.µ1 .__.~ u'-! ~.:.\lie. I i.s.l.o u~ r.fol1 lr.°Y. •4-! J...:; ~, ~y:.11 _,l 
cilll ~ S ~ JI J_,,.. • _jib ~ _, ul . • _fa JS.I ~I ~, rU )'ii =l _;~I 0:l.fa uc. ~ii r4il1 i.r. y, 

J!ly 'J .ml~ 1 ~JI J_,,.. •.J,I.:. ~_, ul w; ,oy,..-11 o.ii. 4J ¥JfiYl ~faJI ~~ u1 ~ •~ J!lji 
JI~ u'--e~) ~y 'J . .A.I.~\;;_,; .J41-'/ L__,ll ~ o.:.~_,..11 l't.;j,;1 L>"" ':?I~ o_)\.) ~J ~ .•~ 

j ~ . •.ti :i...,; .cCl')'I ~ _c_ 1\ wL..b. J ~\.:JI <lL"lSl .:,\ ~I .. l:., :ill ~Ju · • \.ilS ~Li.. .., ~ - J..r-- ~ _,,,. J .ft"":' t..i , . u~ . .., 
.~_;.JI 
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0~ cji1.,.. ,.>P ~,_,..~ U""..Jl&.I 'i.J ~I.JI ~ cjil-.,.. o~ cjil-.,.. 

1 2 3 4 5 

1 2 3 4 s ~J~I l.._,1.:,JI ~I.J,} rlJi; OJ_P., ~ ~I ~, I~ u~ .1 

✓ ~ ~ "-" j)lli ~WII wl.. _,k..11 ....,; .fol";/1 t. _,Lll ~ I .) ' 1 . - - t ., _., . .J! .,., . 

✓ ...,-I+- .,l.l\r •-¥-- ..::.,~~_,_fol)'l t.._,Lll .._,,,J! .)Jj.2 

✓ : 
"-!_,il,..JI wL.. fa-4ll J~ _,II <.} ~ Y" ~ J .fol)'I t. _,Lll .._,,,J! .) .J,. 3 

✓ ~..>'""-! wL.._,...._)1_, L>-"'_,...,.;11 ~~~_,_fol)'! t._,Lll .._,,,J! 1'_;,.4 

✓ w6.i.-ll · ~\~\ · 5 U:-! l.)A. 

✓ t.fi.,...l\ ~ly <} u..lJ_,1 .;JI wl.._,k...11 -4:'1 <:.>ly.i ~ <.S..,.... t3~ '1 .6 
. ¼i _,_fol)'! 

✓ ~I_,~ wL..J..-...ll ~-' ~l_,_, ~ ~_,_fol";/1 t._µ1 "-!IJ! ~ .7 

1 2 3 4 5 ~.JfaSJ'il l..µ1 ~I.Jo} ~.:,t.._,i...JI oJ_P.. U"4! ~I t-1ll I~ u~ .2 

✓ .,Lb.)11 tJ" ~~ ~_,_fol)'l t._,s..,JI .._,,1J! u-k wl..J..-...ll. l 

✓ ~ w w_, ~c.::...L.fa--.11 ~.>.fol'!! t.µ 1 .._,,,.>! .).J,.2 

✓ tj.)J.) ~ ~.b.'.i ~ ~_,_fo\',il t._,s..,JI ...,,1J! <} o.l_;l_,ll wL.J..-...ll.3 

✓ JWl d_,11 t}~wa.-1 ~I wL.J..-...ll ~ _,_fo\',il t._µ1 '--!ly.).J,.4 

✓ t_,....._,...ll ~ ~..rJ •~ ~_,_fol',il ~_,s..,JI "-/ly.t} •.lJl_,11 ... ::.A ... _,l..,..]1 ,5 
c_,µ, 
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✓ ~I rt-..:i'! ;_... j)l\1 w\.c _,..;, _,.JI ~ ..::.,L. fa-" .6 

✓ i"U':J~ :W.U..J ~ ~JjiS\':il ;_..._µ1 ~ly ~ •.l_»_,.JI wL.._,1,....11 .7 
o.l-» _,.JI 

1 2 3 4 5 
l._,u11 ~1_,_. L>" l...u...JI '-:1,l-.,J,S.NI .:.L...l.i..11 oJ~ ~ ~I ~\ llt. ...iJ+,! .3 

'-:1,l-.,J,S.NI 

✓ .JI wl..~ 0-" ('.';:1.:i-,.I L.. u-1e .J;,Jl t.4--JI 0-" ~ ~.J.JS.l'/1 ;_..._µ1 "-!ly. l 
wl....l.::.. 

✓ t3..,.J1 ._,.kui.s.. lj1 <->31 ~1 Ml 0-" ~~_,_jiS.l'/1 ....... _µ1 "-!ly .~.2 

✓ ~ ~ ~ ~_,_fo]'il ;_..._µ1 "-!ly.3 

✓ dJ_,';JI ~~•.}fa ~_,fol'/1;_....foJI ~1.J-!.4 

✓ ~I c.,r'1...fa-" f'\~I ~~ u,l -½i.1fol'/I "-:!-ofaJI '-!l_»ll .~.5 

✓ i.l.J-?r.J oy,,\..I; ;;_;.,.r °½i.J.fol'!I ....... µ1 '-!lyul .))~ ~I J.,L..)I_, j..,..)1 .6 

✓ ~J_jiS.l'/1 "'--fa.JI ~ly c.,5½y,, ...-J.JyS.l)'I .l,!y\1.Jl .)YI .l)l d,..,.l:i,. .7 

✓ "---.foJI ~\Y. ~ J_,.,.....Jl ~\ t:" J,...,ljill "'--j)UI wl..._,k.\l ~ ul J«.....11 0-",8 

'½i .Jfol'il 

✓ "-!I.>! .)c, ~ ~u..J\ J,... ,.,..s.,;kl....J • .i_,.,...,.. \)fa _)SY.I -ili...Y.1 "-1.fel.9 
~ _,_jiS.1';11 .._. faJI 
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;~ cJ.91_,.. _;;:, cJ,91_,.. J#;, c.J4.Jt&. I 'iJ cJ!lJI 'i cJ,91..,-. ·~~,.,.. 
1 2 3 4 5 

1 2 3 4 5 ( .......... .,.. , -Uy!,) r~I ~J (S.1.4 ~ i)I ~I 11' u~ .4 

✓ 
w.i "')'I ...._..b.-11 .~ I~ wl.i.il _,je, ~I l_;JI ~I ·;I .llie.l 1 J-U. Y.&- e- . • e - .; c.r . 

~JJ.l 

✓ ...._..b.-11 •4Jy_,l1.... y, l..._b,...;.Jy~ 01\ ~J.fol'JI ...._._µ1 l.ilY. .2 

✓ ...._. fo..11 4-4~ ._..:ill ,__,; fl'JI u~I · · I I.ii 3 -J . <)C-U"'.) • 

I 

' 

1 2 3 4 5 ~JµI A....Jh}l "-:il~ tl.li:....I .d,,l_,..,.. cs.1.4 0"'1.:!i i)I ~111' U.lf; .5 

✓ J ~L, ~ -...,; jiS.lYI ....., fo..11 Jul Jc.li,ll eW 1 . . .J . ,Y.C:- . 

✓ "--_,.i.. J ~IJ ~ ~ ~ Jfi)'I "--µ 1 l.ily. C:." Jc\.i,11. 2 

✓ 4,..-- J.o,illll ~...,.. ~J.fol'/1.....,_,Lll l.ilY. ~ I .3 

✓ rl~\'I "-4,.»~Jfi'fl ---._µ1 ~IY. .4 

✓ ~J.fol)'i "--fo..11 July,e,l.b.1....1 ~ ly,l...~I ul.) ~~Ml u-- .5 

1 2 3 4 5 ~.,~1 '--".,s.:...ll ~,~ r'~' eJJU (S.1.4 ~ i)l ~1 11' U.1f; .6 

✓ ...._..b.-11 .1\ i-i-~ ... IJ ~I ~W '-?:.= .;:..jjc ;_,.;JJiS.l)'I ~fo..11 ~I.Ji. I 

✓ .) ~I.,!~ A.....h. ~Jfi)'l A....fi.,Ji "--!IY. ..:...d .2 

✓ .•~ ~Jfi)'i A....fo..11 ~ly, ~1.3 
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✓ fa.I ~Y"-! r\+Jlj~).) ~u..ifa'll ._)c.-....~I 01'. <'I.i.;...:;..I.4 

✓ Ji_...\ ~ ~ _;I ~ <.::..u '·':ii ~I 01'. l~I 5 . ~ . (' . Y'. Y."'- (' • 

o~J!l_,.._;#, ~1.,..._;#, ~.J~\ 'l.J ~I.JI 'J ~\_}A o.i..!.,,~1.,... 

1 2 3 4 5 

; 

' 

1 2 3 4 5 "-_!j.J~I l..~1 ~1_,.. t), ~I M-5 ~1 ~I Ill. U.lfi . 7 

✓ t;...i wY-..1...... ~ _,fol:i1 t.. _,$.,JI ~ .) _;, .1 

✓ ti'.ill,! o.Y-~~Jfol'll-....p..:JI ~ .2 

✓ ~T ~_,fo]')'I -....µ1 ~ .3 

✓ ~I ...-,1..... _,l...,. rl~I .,.~ ()! ~ _,_fol'il t....,WI ~ .4 

✓ •~ ~ ~ '¥_,.fol'il -....µ1 -.....i;. ul 0--jl Gl.5 

✓ ~ _,fa.l'J\-.... p..:JI ~ J)l;. u--~ ~ ~ J 0--jl Gl.6 
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STUDY SURVEY 15 

c..&t!_,..l) i:.:F- ~l.t~ .1 

'l □ ~ (~'.l~ .J.fol'.11 ._. _µ, u-- ~I uL..b..11 =1 .ill...:. ~.,... <'~ Jt. 

~~.Jfo.l'il .._.faJI w~ =1 LJ~ ~1_, ~ ~ 

61_,.... 5 u-- )SI O ul_,.... 5-30 ul_,.... 3-1 □~ 1 u--Jil[] 

~10fi~D:~1 

so 0-- .fol 0 so-41 D 40-31 □ 30-21 □~ 20 0--Ji1D :->-11 

o1Jfa0 ~1...□Jk.l'}!.l□ L>"J:U..,i~Dr* □ :~1J,t._,...J1 

Lil, .,... D _».>.-0:fiy,.ll 

........_ .:,..JI ~ ~ _,_foJ'i1 -... _,s.,,Jl w~ =I l'\.l6,.j,..,i _,,.:, ~1..t.4,-.,y ~\.ill ..:i1.J4'J1 ~.,...,,._.,jiu:; : ..:.l.1W...Jl 

.o_;t,.,Jl w.J •..»-~ ~_,_fol'i1 ._.._µ1 ~ LJ½ ~bw:.1 lS.i... LJ~ r.fall Lr."-J:l ,4-! ~ ._.:ill ..S~1 _,I 
e!!.il ~ 5 ~ _)l J_,,.. • yLl ~ _, LJI .• .fa ~ ¼1Ll1 :........:;JI <'\j .}JI =1 J4i=,.I 0:1.fa uc, ..ill~ r\.iil1 <r-" J:! 

~1_,; 'i e!l.il .,,.w 1 ~_)1 J_,,.. ,yl.i ~., ul L..S ,oj,-.ll .~ \+l ~_,_fol'il ..... µ , ._.._i.;._ L)I ~ ~ ~ ,_,, 

_,I~ w44,.) ~_,; 'i . .A..~1 •.} Ji.+J;'i .h..._,ll ~ ,.i-"""_,.J1 lJ.J'll 0- <:?I .)c. ;;_;;1.> ~., ~ .•~ 

_,I ..S~ ~_,_fo.l'Jl ._.._µ1 ul..b. J_,,.. ~L:J1 ~'lS1J .>1 ~I~ <:?:ill ~)4 u~ Lil.S_, ..:.1-h 

,A....wl_,...ll 
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0~~1.,..->#, <J!I_,.. J#, U'"'.J~ I 'JJ <J!IJ1 'i ~1.,... 0~~1.,.. 

1 2 3 4 5 

1 2 3 4 5 ~JyS.l'il ..._.µ1 '½IJ:1 rl.li.i oJ-F.- ~ ~I ~1 1:i. i...iJ+.! .1 

✓ ~ ~ -....._j)IJ! t~l • .il!J ul..._,l,.....]1 ~Jfo.l)'I '-.._,s.,...]I -½ly. _.).J, .1 

✓ .~l+,o .,.by •-u.i-- u~ ~ __,_}S.l)'I ~ _,s.,Jl -½IJ-! _.)_,j.2 

✓ "-!)UI ul..._,1.-.ll J..,......_,]1 t} :...C...>'"" ~Jfi)'I ~_,Lll -½IJ-! _.)y.3 

✓ :...C. Y"! wl. _,.... )IJ ~ ~I ~ ~ ~ Jfi)'I '-.. _,Lll "-!ly. I" .,i,.4 

✓ ..:.w..JI U¾! ~I ~11.Y',5 

✓ '--6 _,s.,...]I -½I.>! t} \A.i.,_) .;JI ul. _,l,.....]1 .:.4 .. /J ..:,I .fa ~ (5..,... J~ 'J . 6 
"'-u jiS.!)11 . - J 

✓ ~IJ ~ ul. _,l,.....]1 ~.J ~IJJ ~ ~ Jfi'JI '-.. _,s.,...]l -4../ly. ~ . 7 

1 2 3 4 5 ~J~1 .d.A_,s.,JI ~I.J:1 '-'k,t.._,i..JI oJ~ u,A.) ~I ~1 1:i. ~ .2 

✓ .,.Lb..i..Yl..l.. '-;!JL;.~Jfi)'I 4-.._,Lll"-!ly. uk, uL.._,l,.....ll. l 

✓ ~W lii~1..._,l,.....ll~Jfi)'1'-.._,Lll ~ly._.)_;>,2 

✓ lf.JJ:. ~ ~~ M ~Jfo.l)'I '-.._,s.,...]I "-!ly <} ~:.)_,JI ..:.L.._,l,.....ll.3 

✓ JW w! )I <}~lb.I .;JI ul... _,J.a...ll~ Jfi';il4-.o _,s.,JI -½IJ!J,,. 4 

✓ CJ_µ\ t_,..... _,..JI ~ ~ ..Y' J •~ Jfo.l';il 4" _,s.,...]I "--!I_& •> )_,]I ..;.L.. ),...JI. 5 

286 



✓ ~L.l...,')' .._.. j)l\l.,"k y:.:. ~ _,k. . 6 

✓ rU'i"-/ w..:;..._, ~ ",µ_,_fo!YI .._..µ, ~ly ~ o.ly.-._,.JI wL._.,l..JI .7 
•.l>?-_,.JI 

1 2 3 4 5 
"-4µ1 ~I.J-! 0-< ~I ~.J~I ..:.l...l.i.ll bJ.,P., ~ ~I ~I 1:i. ~ .3 

~_,~1 

✓ ,I uL. _,k. · . l:i.:..I L. u1c, faJI ~I · ~ ..._,_; .fo!YI t. faJI ~l 1 ., u.o ( _) Lr" . - ., • • Y,. 

<.::.,1..w:;. 

✓ ~ _,.Ji ~ 0ts... (j I .)1 ~I Mi l.)A ~ "-,µ _,_fol)'I ~ µ1 ~I>! .:i.. 2 

✓ ~ ~ ~ ",µ_,_fo.1)11 ._..µ1 ~ly,.3 

✓ wu_,YI ~ <...-5 <>_}_,:i.. ",µJ.fol)'l .... faJI '--/ly,,4 

✓ ~l ~L.__,1... l"l.w..,..,I r~ ul ",µ_,_fo.l)'I ~faJI ~ly,,ll .:i._5 

✓ o.l _p.. _,.._, o Y'U; :iJ...i ",µ_,jiSJ)'I :Ufa.JI ~ly i.:,I .))~ ,?ll Jjt....)1_, j_r)I .6 

✓ :..._.; _,_;,$.l',ll ;___ µ1 ~I>!.) ¼y,, t.,r' _,_fo.l)'I .l,!y,ll _,I JY1 .) )1 c:.,Lw:;. • 7 

✓ :Ufa,..1I "-)ly, ~ J_,_,,....JI ~I~ J.-.,.1_,:i.ll ;___j)l\1 wl..),.,.1I ~ 01 Ml LJ-".8 
:..._.; _, jiSJY I 

✓ ~ly ~ ~ JSLl,....1I J,.. ~~~w •.ly.-..,.. Ufa .J,S'-11 lli..'1I '--!y,.1.9 
:..._.; _,_fol)' I .._.. faJ I 
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0~~1_,....l#, ~1_,.._J:i:, ~..J~ I ~.J J!I.JI ~ Jtl_,.. i~ Jal_,.. 

1 2 3 4 5 

1 2 3 4 5 ( ~.:,... ' ..Uy!,) t-~I W...J cS.,_. rf-9 vll r-iJI I~ 1--otJfi .4 

✓ ui_fo)'I y,t- 4-ohl\ .~ c'1~4ub,,I ~~I )_;ill~\~\ .illc-1. l 

.;;s~ 

✓ :......h.11 •~y_,.11.-. .r I.... ~4._,A .~ :..,UJ.fo.JYI :....._µ1 ~1.>! .2 

✓ :.....fa, .. H \+--..1.:i ._iill---.; _;s.lYI <.::..t....h.11 · · I Lll 3 .J . (.F~_) • 

1 2 3 4 5 ¥.J.fol"il J....µt '-:il.J:1 rl~I ~_,..... (S.lA ~ ~I ~I \~ u.1f; .5 

✓ J ~t.., ~---.; _fol\'1 :....._,Llt ,___,, Jcli:i.ll ~ 1 . . - J . . .>! C:" . 

✓ ..._.~J h..al.J ~ </' ½i.J_fol)'I :....._,s..:Jl ~IJ-! t-- Jcli:i.ll.2 

✓ 4-----, Jcwll ;i,_;.r ½iJ_;s.l)'l :....._µ1 ~I.>! ..i..;,..I .3 

✓ <'l..l..i.'.i.....YI :U....~J.fo.l)'l ._.faJI "-:>I.>! .4 

✓ :..,U.Jfo.l)'I :....._µ1 ~I.>! c'l~I ,_} !_>Al. (:-!-'-<>I ul J ~~ ~I LJ" .5 

1 2 3 4 5 ¥.J.fol"il J....µ1 '-:il.J:1 tl.U.:.....I o.lll.! (S.lA rf-9 ~I r--13I 1:i. L..i.1f; .6 

✓ :.....~1 .~ <'l~\J ~I 9W <..j~ wjjc. ~ J.fol;/I ._.. _,s..:..]1 ~l.>!.1 

✓ J ~l., A..iw --...~---.; .fo.lYI :....._µ1 ~I G.-.l.! 2 . . - • .J . ..}! • 

✓ --~ ~J_;,~l'',ll ~ ..,WI -½I.>! ..i..;,..l.3 
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✓ pl "° 4-,JI ·w1 ,) · ..::...; "YI ,)t.~1 o~ \~\ 4 ~I".) .. _~ y., e- • 

✓ J.,-.1 ~ 4-A! 11 ~ c::.u --;11 "-6.h..!I b~ I~\ 5 . ~ . tY . Y-' Y.C- r . 

i~J!I_.,.....>#, ~,.,.. ...>#- 0"--'\i. I 'i.J ~I.Ji '/ ~,.,.. 0~~1.,.. 

1 2 3 4 s 

1 2 3 4 5 '½oi.J~I '-..µ\ '½I~ <) ~\ rf-!~1~1 ,:i. .... ~ .7 

✓ .,_;_.i w:L~ -½i _,_;sJYI ,.__ _µ1 "-6.l:.. ~ _j, .1 

✓ ...tJ~ •Y.~ -½iJ.folYI ~_,hll ~.b. .2 

✓ ~ f -½i _,_;sly I "--ft=-] I "-6.l:.. . 3 

✓ ~I (,r''l.. _,l,.... i"l~I ~~ uJ -½i _,_folYl ~_,hll ~ .4 

✓ •~ .......... ~ ~_,_folYI ~_µ1 ~.b. ul tJA:,I \jl.5 

✓ ~ ..fo]Yl ~_,hll ~ J)lJ.. · ~ • · _ _, u-- - ~~ ul tJA _;1 wl. 6 
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STUDY SURVEY 16 

~_,.JI (P 1.:A ... _,la.. .1 

'j □ ~ (tl~_,_;s.JYI t._,Lll c,... ~ I ..:.,L..b..11 = I ..ill...c. c}.,.-~ ~ 

f~.,_;s.l'il t._,Lll ulili. =I 0~ ~I_,~ .ll.. 

ul_,;.... 5 c,... fol 0 ul_,;.... 5-3 0 ulfa.,, 3-1 0 ~ l 0-- J!I 0 

~ I D .fi~:0~1 

50 c,... fol□ 50-41 □ 40-31 □ 30-210~ 20 0--J!10 :-->-11 

ol.Jfo □ fo.~t.. [l)t.e r J.i.i □ U" .JU)I.S.i lit. J.i.i □ :~l~_;.JI 

Lil,.,.. 0 _fa.A□ :fi y.lt 

~.:,.JI~ ~_,_fol':{I ;...µ, ul..b. =Ir'~'~ e!L'\A4,..,'-i ",!]\.::JI ul.J~I ~.,.._ ~: ..:.l.iW..;1 

.•_;~ l.il_, oy,.. 4..l ~_,_;s.Jyl t.fo,JI l...1.::i,, 04 ~.ii:i:icl (5.lA u½!!-! r.fall 1..r."Y- ,~ J..A.'.i ~1 ~y!.11 _,I 
.Ail~ 5 ~)I J_,.,... oj,l.l ~.., ul .•fa JSJ '-4\.i..ll ~I t"u.}11 =I _;\_;hi(.}:!_},. ,:_;c- .cl)~ r4il' i.r.Y

~lji 'i ~\ ~ 1 ,.._i )1 J_,.,... • jil.i ~ _, 01 L.S •• ~1 .~ l+J ~ _,jiSIYI t. _,Lll ~ ,,:,I .)t,. •~ cJ!ly 

_,I~ w44-l ~_,:; Y .tll.~t •..,i )~'! ..h...,_,li.; o.iP-_,.JI /u)JI c,... <,$\ .)t,. -._;.1.i t'-""-' ~ .. ~ 
.,I ~yoll ~_,jiSl')'I ;_,.µ1 ul...b. J_,.,... Ll;JI .&1.Sl_; .ii ~ l ~ <$:ill ~)4 0_,...... ~.., ~~ 

.~_,...II 

290 



-~c391.,..~ J!I_,.. ~ c.,,.a.;\t:.1 'JJ JilJI 'J • 1.,.. •~ J!I_,.. 

1 2 3 4 5 

1 2 3 4 5 ~J~I "---.,WI ~I~ rl1i. DJ.F.- t'f! vl1 i-iJI I~ u~ .1 

✓ ~ ;,..J ~y.11 cjWll_, ct.._,LuJI ~_,_fol)'l t.._,Lll ~I_,,. .}_f, .1 

✓ ~I+- .,\.lY •¥-- w4k'.i ~_,_fo.l)'I ~§,JI ~I.J-! .}.f,.2 

✓ "-/_,11,....ll c:..L._,k..ll J~_,ll ._.!~y.. .._,;_,_fol)'\ ~_,Lll ~I.J-! .}.f,.3 

✓ ~?'! c:..L._,...._)1_, ~~I~~ ~_,_fo.])'1 ~_,Lll ~ 1_,; c-J&'.4 

✓ whi....oll cJ.H ~1 J...,.ll !Y'.5 

✓ ~ fa.JI '-!I y ~ \..l.~) ~1 wL. _,L...,JI .l~'J c.\.fa ~ L>..,.... t.5~ 'J .6 
. ~ _,_fol)'I 

✓ ~IJ ~ wL.._,l,uJl __,,...b.,..J ~1_,_, ~ ~J.fo.l'Jl t.._fo.,JI ~l_y ~ . 7 

1 2 3 4 5 ~J~I "-4_,s..,..ll '-;ii~ ~ul.&_,l....Jl ~J_,:i,. ~ ~I r-131 1~ u~ .2 

✓ r-1...b.)'1 0-- 9l.i...~_,_fol)'l ~_,s..,...]1 ½ty u1:- wt .. _,L...,Jl.1 

✓ ~~ w_, ~ wL._,l,uJI ~_,_fol)'l t.._,Lll ~ \Y. .}.f..2 

✓ <$JJ.l ~ ~ f,-1. ~_,_fo.l)'l t.._,s.,,JI ~ly, t) o.l) _,lt wL._,l,uJl.J 

✓ ,._..JW d_,ll t)~l:;...I ~I wl._fa..Jl ~_,.fo.l)'I t.._,Lll ~I.J;'.).f,.4 

✓ t~..,,Jl i,,-9 ~YJ •¥--~Jfa.l)'I ._,,.µ1 ~1.J-!t) o.l) _,Jl wl....,LuJl.5 

c..,µ, I 
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✓ 4-JI rW'! ._.. J)\JI LJW:. _,...,_,.JI ~ uL.. _,t.... .6 

✓ /L,,~'-}G 4-il..:i..J ~ ~Jfol\11 ._..µ1 '-!lY...} o..lJ-?-_,.JI uL.._,1...JI .7 
o..l-""' _,.JI 

1 2 3 4 5 
"-4~1 "--}I.J:1 L>" ~..11...ll ~J~I .:.\.&ill! oJ_P.. r+9 ~\ ~\ !lo. J~ .3 

~J~I 

✓ Jj uL.._,l.... Lr" clhl L. > .,_,w, J.,..Jl Lr" ~~Jfol'!l .... µ, ~ ly. l 
~ 

✓ ~_rll .)c.u~ <JI .)1 ~ l ~I u-- ~~Jfol)'I ._.._µ1 ~ly .~.2 

✓ 
..l.J.:,,. JS..;:...~~ fo.l'JI ._..µ1 .__,, 3 -- . - J . Y., 

✓ wl.iJYl ~~•..)fa ~Jfol'!l._.._,s.,,.J1 "-!ly.4 

✓ ~ I i;t... _,l.... l~I ~ • c) -'.ii fo.l>'I ~ fa.JI "->iy\l .~ 5 - r ir-u . .J . - . . . 

✓ •.>Y.-.rJ •.J"U; ti..l ~Jfo.l'/1._..faJI "-!lyul .))~ ,;;JI Jjl....)IJ J.r)I .6 

✓ ~Jfol)'I ._.._µ, "-!IY. ~~y-- ~.Jfo.1'!1 ~yliJI JYI .l)I u\...ci. .7 

✓ ;__.µ1 "-!ly ~ JJ_:,....JI ~I e;,- J..ol_,ill .... _j)t.11 wL.._,1...JI ~ ul ~' C:,-..8 

~Jfol':/1 

✓ "-!ly .)c. ~ ~I J,.. ~~L....J o.iy,.._.,.. l)fa _foYI .U:....\11 "-/_p.,-1.9 
~ J.fol\11 ;__. _,Lll 
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•~J!l-.,..J#, ~I-.,..~ ~J~I 'i.J <JSIJI 'i ~1_,.. •~ iJSI-"' 

1 2 3 4 5 

1 2 3 4 5 ( ~_:,.. ' ..S.;J.) r~I i...;,,J c.SJ.o rf! u-ll ~I I~ u~ .4 

✓ u.i fa'II ~ t..b..11 .:i.. rl~ wl.l.;11 r.ili:. ~ I )_,ill i.:...ii.:il <.?' ~ ,. 1 

~~ 

✓ ~I •~y_,lh. _,. L. -4,..,,J½~ .~ ~JJiS.l'il t.fi.,.]I -½1-'1 .2 

✓ t. fi.,.ll t+-,-lli ._.:;II ._.; jiS.l'il wl...b..11 · · I lll 3 .J . IJ"-~ .) . 

1 2 3 4 5 ~J~I ~µI ~I..H rl~I ~.,..... c.SJ.o ~ u-ll ~111' ~ .5 
' 

✓ .) ~ J..... ._.; .fol'i I t. µ 1 .i..,1 Jc. wll ~ I . . .J . - Y-C:" • 

✓ t.__,.i..J ~IJ ~ ~ ½,i_,_ji$.l)'I t.fa,Jl ~ I>! C:" Jc.l.i:ill.2 

✓ 4AA Jc.l.i:ill ~..>-" "-,µJ_ji$.l)'I t.fo,Jl "'-!ly. .l.,--1 .3 

✓ rl~'il ~"-,µJp)'I t.fi.,Jl"'-!ly. .4 

✓ "-,µJp'/1 t.fi.,.]1 ~ly.fl~ I ._.j ly\L..~I ul.) ~~J....11 u-- .5 

1 2 3 4 5 ~~1 ~µ1 ~I..H rl~I i.W c.S.l.a ~ u-ll r-131 11' ~ .6 

✓ ~, .~ rl~IJ ~I ~w t.j~ ujjc. "-,µ_,_fol'/1 t.fi.,.]I -½I>!, 1 

✓ 
.) ~L, ~ t.~ ._.; _fol'il t.fi.,.]I ..._,, u..d 2 . . .. - J . . Y- . 

✓ _;-¥-- ¥J.fol'/1 t.fi.,JI "'-!ly. ~1.3 
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✓ .fi.1 ~ 4-,Jl t~ I i) - ..:.,; .. y I _)c~l • .:i. l.b.'.i...l 4 ..Y""-!r J . . ~ Y-' r . 

✓ J&-..,i ~ !+-i .>51 ~ ..::.,.; "YI ~I oi.l. l.b.'.i...l 5 .r..,r4 . r - . Y-'. yc r . 

-~c.¥1_,....>i,:, c_¥1_,..._)#, 04_;1£:.I 'iJ J.!IIJI 'i J!I__,... •~a,..,... 
1 2 3 4 s 

1 2 3 4 5 ~J~I ~µ1 ~I..H <} '-.llil r+! ~I ~I I~ ~ . 7 

✓ A..i..l ..:..)L..\..... ~ _,_¢.!YI "--__,Lll ~ .)_i, .1 

✓ ~4 •~ ¥JfolYI ....__µ1 ~ .2 

✓ A..i..l ¥Jfo\YI "--.faJI ~ .3 

✓ ~I <r"l.. __,l..... r l~ I ~c..r"' u\ ¥ __,_;sJYI ,.,__ .fo,..ll ~ .4 

✓ •~ ~ 4-:!.i.l ¥JfiY1 "--.foJI ,.,__.i;._ 01 u,-jl Ul.5 

✓ ¥ _,_;sly\ "--.foJI ~ J)\.;.. <.JA ~ ~ ~ 01 0--jl Ul.6 
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STUDY SURVEY 17 

~_,.JI (.F, ~\..._,lL. .1 

'J □ ~ [t'.l~_,_jiSiYl t.µ1 u-- t,..).j_J1 ul.. •. i., •. .11 .i.:..I ..tlk. ~_,.. l"~ ~ 

f~ _,_jiSiyl t._µ1 ..::.,~ .i.,..I u.r~ ~ l..J ~ ~ 

.::.ii_,:..., 5 u-- fol 0 ul__,w 5-3 0 wljw, 3-1 0 ~ 1 u-- ~I 0 

~1 0 _fi::. □ :~1 

50u-- .J.Sl0 50-41□ 40-310 30-21 □~ 20 0-- ~1□ :-->-11 

ol_;_,:iS..i □ ~t..OJb c'..,1,u@ lY' _,v_,l~ □ I' ..,l,u □ :~l ~_;.Jl 

wb _,.. 0 J;!-i-0 :.fi yJI 

: J.,'il ~I 

:.........._;.JI_} -½-i_,_fo!Y1 t._µ1 wl...l.:i.. .i.:..1 el..l=.1u,l ~ ctl,"1A~"-! ~l:il\ w\_;~I ~~ ~ : ..:.1.iW..;l 

. it ).~.Jl w ..J • y,.. 4-\ -½-i ..J.fol'i I t. _µ1 t..l.:i.. c.:,4 ..!l..it.i:ic I i.5.i..,. 0~ <' _fo:ill <..r.-Y- , ~ J-:; ._.:.II ~ ~1 ) 

.tlil ~ S ~.)\ Jy,,. oyl..i ~..J 01 ,i,fa JS.l ~I ~I f'\j)•J\ ..i...1 _;y:;_;..I J:!_yl. LJC- <lli~ e4'-ll <..r.-Y

~lji 'i &I i.;w 1 t3yl Jy,,. oyl..l ~.) ul L..S ,._:».JI .~ \+1-½-i-.,JiSl'il t._,s.,..JI t..i;. 0l uk, -~ ~lji 

) ~ uLi~l ~_,:; 'i _dl.4-,1.; _;\+J::,.'i .b,_,}I .,,s -...i~_,...11 l'\jj~t u-- tfl i)c. ,yl..i ~.., ~ .. ~ 
I ~ .. •.11 ...,; .e<'.1')11 t. ('._ 11 wl....l.:i.. J :........w, o.:!L""\Sl ..il t . •I .. lo. ' ~'.lll ~ -'u . - Li.IS '--11,L;.. ..J ..r- - ..JJ-' ~ ~ .J u,...:,,;, ~ ..,,, r J' . (.).JA-'f-" ..J 

_:.........._;.JI 
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6~J$1_,.._;#, J!I_,.. _;#, CJdJ~I 'iJ J!I.JI 'i cjll_,.. &~t591_,.. 

1 2 3 4 5 

1 2 3 4 5 ~JjiS.l)>I 4-..._,s....l\ <½IY. t\Jij o.i~ l"'f! ull ~I l.l4 U.lf-J .1 

✓ ~ ~ ~_j)UI t:iWI_, ul.__,kJI 9_,.fo.l';{I ~µ1 -"-!lY. .).f, .1 

✓ -<.r4\+- ~b)' •¥4 6~9.J.fo.l)'l t.._,hjl -"-!IY. .).f,.2 

✓ ~_,ll......11 ul .. _,k..ll J~ _,ll c} -.c. _;u 9 .,_fol';{ I ~ _,s.,Jl ~1_,, .) .f,. 3 

✓ ~Y":' wl..._.,....J1., l>"'_,...,..;JI ~ ~ 9.Jfo.l)'I ~µ1 ~1_,, r.,ia.4 

✓ uW--11 ~ ~I J....\1 u--.5 

✓ ~ fi.,..J I -"-!I_,, ~ l..,l,!) ~I wt ... _,ls.JI :.~'1 ul_fo ~ tS.>"' Li~ 'j . 6 
_9.,_fol';{l 

✓ ~I_,~ wL.._,kJI ~J ~I_,_,~ 9J.fo.l'11 ~_,s.,JI ~1_,, ~ . 7 

1 2 3 4 5 ~.JjiS.l)>I ~_,s..JI ~I..J.1 ~.:.t..jla....ll o.i~ u,J..#. c}I ~I 1:i. U.lf,J .2 

✓ ,,LW.. 'II 0--~ 9_,_fol)'I ~ fi.,Jl ~I.J-! c.-k- wl.._,l,..JI, 1 

✓ ~L:J w_, ~ wL.. _,k.JI 9_,fo.l)'I ~.,WI ~ly. .)_,j.2 

✓ <.$.JY ~ ~ M 9.,_fo]',II "--4fi.,JI "-!IY. ~ o:.))1 wL .. _,L....ll.3 

✓ ._.ll.:JI u_,]1 <}~I.hi ~I wl...,k.,JI 9.,ySJ)'I t..µ, ~ly,.)y.4 

✓ t_,....._,..11.; -..1.,u.)AJ oJ.,11. 9.,fo.l)'I ~_,Lll ~1_,,c) o:.)_,JI d .. _,k.ll,5 

C.J_µt 
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✓ ~I rLl'! :i... j'.)UI ub y:,, _,...li ~ wL._,k. . 6 

✓ rW'i~ ~ _, ~ ½.i _,jiSl':{I ;_... fi:JI ~ly. ~ o.l ..P.-_,...ll uL. _,!...JI .7 
o.l..P.-_,.JI 

1 2 3 4 5 
t..µ1 ~IY. <>" :i.....ll,JI ~J~I ..::..t....li..ll 0.1~ ~ _,JI ~I 1.'.i.,, u'*-' .3 

~J..,::.s.NI 

✓ _,1 wl.. _,k.. u-o ~I.hi L. cfa .J..,WI c_4..J1 u-o ~ ½-i _,fi'/1 ;_...µ1 "-;ly.. l 
uL..i:.. 

✓ t5_,..ll cfau1.S... <.fl ~1 ~ I c_4..J1 u-o ~~_,fl';ll 4-AfoJI 4-/ly. •~.2 

✓ * ~ ~ ~_,jiS!YI ..__.µ1 "-;ly..3 

✓ w\J_J'JI ~~•.}fa ~_,jiSl)'l:i..foJI 4-/ly..4 

✓ ~1 ~_,1.-,. r'~' ,_~ ul ~Jfi'!l ~µ1 4-/'-"'1' .:i..s 

✓ •.lfrY'J oy,l.1 ;u,.1 ~.,jiSl)'I ..... µ1 "-,>ly.ul ~)~ ~I Jjl...,.,,_)1_, j.,..)1 .6 

✓ ._,.; _,jiSl)'I :i.. foJI '--!ly. ~"---:I.>'"'..,.; _,fi)'l ~y\lJ\ <)'1! ..i )l wl..i::.. . 7 

✓ ..__. fa,..ll 4-/1.>! <} JJ_,.....Jl ~l t:" J.,...1 _,:ill :i.. j)IJI wl. _,k.Jl ..i.,.:; 01 Ml u-o. 8 

~Jfi'il 

✓ "-;I.J-! cfa ~ Js~l J.,.. <}~=L.....J ,..iy.. Y' l)fo fo'il .J'.w.'Jl 4-i..P.-l,9 
~Jfi'il:i....fi:JI 
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0~~1_,.._.>#, ~l_,..Y."- ~_;~I 'i.J ~I.JI 'i ~1_,.. 0~~1.,.. 

1 2 3 4 5 

1 2 3 4 5 ( ~_,-. , ".S..,.J.) f'.w-Jl W._; £S.M ~ ~I ~I 111. u~ .4 

✓ w:. fa'/1 ~ ~1 oil. i'l.b..J..14 wl.i,\ i'.i;,-_ ~I _,I _;ill L.ili'.i\ <?' .i.t.c.1_ 1 

~y:J 

✓ ~ I o~..,_,_;lh. .Y' L..~4~ .~ ~_,fol\11 -...._,s..,,JI '-!ly, .2 

✓ .... µ,~~I ~_,_foly1 wL...i,;,..ll uc U:Ol_; ul .3 

1 2 3 4 5 4.JfoNI lo.~\ ~I..¥. f'l.w..l '-.I_,,.... 1.5.l..o LJI'~ ~l ~1111. ~ .5 

✓ J ~L, J.,.. ;w fol)'I ..._._µ1 ~I Jcwll rW l . . .. ., . y, C:" . 

✓ .__.~_,~1_,&k ~ ~_,_fol)'l.__,,_fo.JI ~IY.c4Jc.wll.2 

✓ 4,a.- Jc_\.ull 4.jy ~_,_fol)'I ...._µ1 '-!ly, ~I .3 

✓ /' l~'jl ~~_,_fol)'l ....__fo.Jl '-/ly, .4 

✓ ~_,fol'/1 ;i..._,s.,JI '-/ly, /'l~I _} ly\L.. ~\ ul <) ~4 J«...11 0-- .5 

1 2 3 4 5 ~.J~l l....,s.a.ll ~I..¥. tl.w...l o.11! 1.5..l.o ~ ~I ~11~ u~ .6 

✓ -....~I oil. ?l~I_, ~ I ~W cj.lJC. wjy:a ~_,_fol)'I .__._µ, '-/ly,. I 

✓ <) ~4 ~ ~ ~_,_fol)'l ....__fo.Jl '-!ly, w...i.i .2 

✓ ,0¥-4 ~_,_fol';{I .....__µ1 '-!ly, .l..:/-1.3 
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✓ 
~I ~ \+JI kl is1 · w.i '")'\ i)c.~1 .:i. ,~, 4 ~f' .. - ct':! Y' f' . 

✓ ~l ~ <.f"'4--"! e-~l ~ ujfa)'I ye, ;__.~1.:i. f'l~l.5 

o.W.., J!I_,.. ..>#, J!l_,..J#, W,:._;~I 'iJ J!IJI 'i J!I_,.. o.W.., J!I_,.. 

1 2 3 4 5 

1 2 3 4 5 4J~I '-.._JS.=JI ~I.Ji' i)-U:.li ~~l~llll.u~.7 

✓ Ju..! ..:.,)l..k.,.. ¥ Jp)'I ~ _,s.,...ll ~ .) .f, . 1 

✓ A.1il~ •~ ¥_,fo.JYI ~µ1 ~.l:.. .2 

✓ ~\ ¥.Jfo.l)'\ ;__.µ, ~ .3 

✓ ~I .,?--fa-4rb .. i .. L I "~ J ¥Jp\ll ~foJI ~.l:.. .4 

✓ -~ ~ 4-:!.il 9_,p\ll ;__.µ1 ~.l:.. ul 0--jl Lll.s 

✓ ~_,pYI ;__.µ1 ~.l£.. ~ 0--~ ~~ ui 0--jl Lll.6 
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STUDY SURVEY 18 

~_,.JI ~ ~LA~ .1 

'l □ ~ [~'.[~ J.fol'Jl ;_.. fa.JI (>,o ~I ul....~I =i ..ill....:. ~>" I"~ J. 

~~Jfi'JI ;_.._µ1 ul.....b. =I 0.,..~ ~IJ u1- ii.. 

ut_,;.... 5 u,o fol 0 ul_,;.... 5-3 D ul_,;..., 3-1 Oti... I 0-- ~ID 

~10.fiiD:~' 

50 0-- fol□ 50-41 □ 40-31 □ 30-210ti... 20 u,o ~1 □ ;_,uJI 

ol.Jfo □ .. Lo 
~ □ ~lL!'.J½.l□ U" .J:UJ~ 01" _J½.l □ :~lj._rll 

w.l; 0 □ · jS yll .,.. .J:!-1-- • 

~ _;.JI ~ ~ Jfi'jl ;_.. _µ1 wl...b. = I r1~1 _.,.,..; ..tlo1.,,,~1.; ~l:i.11 ul.J~I ;_,,_ ~ ~ : ~1JW.) 

.•_;4Jl lliJ •...»- 4-J ~Jfi'Jl ;_.._µ1 ._...b. 04 ~.iwc.1 tS.i... 0~ r.foll t.s?-Y. ,4--! J....:i t.?11 ~_;-;JI) 
..!tl ~ s t5)I J~ ._;1.i ~ J 01 .•fa JS.I ¼I.WI~' ,:u_;'JI =I ~1 Liub uc, ~~ /fill <.r-"'-Y-

091_.,; ')I ..!LI._..;,..:; 1 ~_)1 J~ ._;1.i ~J 01 l...s'. ,._►.,.11 .:i.. 4-1 ~_,_fol'JI ;_..µ1 ;_..h ui ,...-1- -~ ~1_.,; 

_,l ~ u~) ~_;. 'J .&L;,.:il •J! .J4J;'! .b....__,ll ~ o.i_»_,.Jl /J_;'JI u,o <$1._.-k- ;;_;1.i ~J ~ _;;~ 

I ..S . •.\I ~ .s<l'j\ ;_.. < - 11 uL...b. J ~L;JI ..ili\SI .ii ~I .. le. ."lll ~ It., • .. UlS ~L;. J Y"" .. J~ _,...,... cJ"' .) ~t..j ,Y.U~ J 
_..........., :,.JI 
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o~~i_.,.._;#, ~l_.,..Y,i;, ()"'_;\&.I 'i.J ~I.JI 'i ~1__,.. 0~ ~1.,.. 

1 2 3 4 5 

1 2 3 4 5 '½->.J~l "-oµI '-/I~~~ oJ~ ~ ~I ~I 1:i. ~ .1 

✓ ~ ~ :.__.j)IJ1 c:iw,.., ct...µ1 ¥..,fiy1.:.__.µ1 '-11..,, ..)_; .1 

✓ .c.,r4--- ~ IJ o.l.li.. ..:,tJ,.:; ~ fa..l\11 .:.__. fi.:JI ~I . .. 2 , .... J , .>.'YY. 

✓ '-1__,lh.JI <.::.JL.._,kJ\ J_,.....__,ll t) ~ y,, ~Jfa..l)'l "-'faJI '-!I>.' ..)ji.3 

✓ ~Y"! wL.._,..,)I_, ,y,_,_.;11 ~ ~ ~_,_foly1.:.__.µ1 ~ly, tfo.4 

✓ u\.:..i.......11 · ~IJ....,ll · 5 U:! (.)4 • 

✓ "-" fa,.! I ~1 _,, ..} U..l,!) t.?ll wL.._,1....Jl J~'l wlfa ~ ..SY"J~Y .6 
~ fa.I'll . , J . 

✓ ~1_, ~ wL.._,1....JI ~-' ~1_,_, ~ ~_,_fol\11 .:.__._µ1 ~I..,;~ . 7 

1 2 3 4 5 ~_jjiS.NI "-o~l "-/1.J,t <}uL._,la...ll o.)~ L>"4i ~I ~ I 1:i. u~ .2 

✓ ~L.b..i..'JI u--~ ~..,fa,.l)'I "-'fa.JI ~I_,,~ wL.._,!....Jl. I 

✓ ~l.::J w_, ~ d. .. µ1 ~Jfa..l)'l 'vifaJI ~1_,, ..)ji.2 

✓ <.f.JJJ ~ ~ M ~..,fi)'I .:.__.µ1 ~I..,; t) • .,_i1_,11 ut.._,l. ..... ll.3 

✓ JW L..13_,ll ~~I.hi .;JI <.::.JL.._,1....Jl ¥..,fa..l)'l .:.__.fa,J\ ~1_,,._)ji.4 

✓ t~_,..,H <} ~y.., •¥--¥Jfa..l)'I ¼,faJI ~ I_,,<} oj)_,ll wL._,l....Jl_5 

CJ_},..]1 
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✓ ~I e-1,.AJ'/ t.j)Ul ul,;._,.:o_,.JI ~ul.._,J..... .6 

✓ rl..,,!'14 :WU._,~ ~_,folYI t._fo,JI ~ ly.) •.lfe_,,.ll uL._,kJI .7 
o.lfe_,.JI 

1 2 3 4 5 
l..._ji~ll ~l._9,:1 6A l....ll..JI "-:!aJ~I .:it...u..Jl oJ.._H> ~ vll r,-ill l:i. l.-i.!fi .3 

~J~I 

✓ .,1 ul.. _,J..... u,o ct:i.:...l L.. ._.le .,~, J&-...,ll u,o ~ ~ _,_jiS.l')'I t. µ, ~ly. l 
L.Jl.4.b. 

✓ t3.,.JI u-k-0~ ½?I _)I ~I J&-...,ll u,o ~ ~_,fol)'l t._,h!l ~ly •~.2 

✓ ~ ~ ~ ~_,_jiS.l)'I t._,s.:JI ~ly.3 

✓ u\.; J)ll ~.)•.}fa ~_,fol)'lt._,s.:JI "-/ly.4 

✓ ~1 c.,r~_,l..... rl~I ~._.....:; J ~_,fol)'\ ¼,._,s..,JI "-!ly,11 .~.5 

✓ o.ly,._,..._, •~U. A.l.l ~_,_jjil)ll t._,s.:Jl ~lyu\ u1)~ ,;JI JjL...,)1_, j_,...)1 .6 

✓ ~_,jiS.l)'l :..... fi.,Jl '-!ly ..}~...>'"' ~_,fol)'! ..l;!y,ll_,l i}YI .:i)l uL..:i.;.. . 7 

✓ t._,Lll ~ly.) J_,_:,......11 ~ l t:4 J....,l_,:ill t.j))J\ ul.._,kJI ~ 1.] J+....,JI u,o.8 
~_,.folYI 

✓ ;.__,\y uk ~ ~l.Lll ~ .).;.:ic.t.......1 o.:ife_,.. l)fa .Y,l'I ..ti..'}\ ~fe-1.9 
~ JJiS.lYI t. _,s..,Jl 

302 



o~J!l_,..~ ~l_,..Y,i;, ~.J~ I 'JJ J!IJI 'J ~1.,.. o~ij!l-.,.. 

1 2 3 4 5 

1 2 3 4 5 ( ~_:,.. , ..S__;-;.) r~I ~.J <.5.M ~ u-11 ~11:i. U..lf7 .4 

✓ U:,_fo'/1 y&- ~1.~ r'~4 ul.l-11 ~ ~I Jyll ~I~ .ii.cl. I 
.;s~ 

✓ ;,..i;.,J1 o4h.J _,th.. y, l.. ~\..,, ~ oia ~ _,_jiS.l'j I ;,__. _,Lll til..,; . 2 

✓ 
;,__. _,Lll ~ _,:;II ~ _jiS.l'jl uL..b..11 · · 1 wl 3 _ _, . LJ<>~.J . 

1 2 3 4 5 ~Jjiil'JI .4....µl .i_,,1..9-1 i-lJ.i..:i....1 "-.l_,...,. <.5.M <Y'~ u-ll ~I 1:i. U.lf-:1 .5 

✓ J ~u ~ ~ _jiS.]YI ~ µ1 4..Jl Jc.wll rW 1 . . - _, . .Y.C::4 . 

✓ .._. ~ _, ~ 1_, &k-~ -'..,u _,_jiS.])'1 6-.-4_,Lll -"-!ly t:' Jc.wll.2 

✓ 4AA Jc.wll 4-.iy -'..,uJ.fol'/1 ;,.._µ1 '-!I.,; ~I .3 

✓ r l~'y\ ~-'..,u__,_fol'/1 ~_,Lll 4-.-!I..,; .4 

✓ -'..,u_,_fol';il.;,.._µ1 "-,ly.e-1..l.!i..:i.....1 ~ l_;4l.. ~I 01 J ~4J+.-JI 04 .5 

1 2 3 4 5 ~.Jjiil'JI .4....µ1 l...,1,_,,. rlJ.i..:i....1 o.1ll.! (S.M ~~\~I 1:i. U.lf-:1 .6 

✓ ;,..i;.,J\ oia e-l~l_, ~I ;_,JW 1.$~ uj_p -'..,uJ.fol'/1 .... _,h]I "-!IY.. l 

✓ J 4-ul4 ~ ~-'..,u__,_jiS.l)'I ~faJI til.J/ w...l! .2 

✓ -•~ -'..,u _,_jiS.l)'l ;___.faJl ~ly. ~1.3 
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✓ _fi.l ~ Y-":' t4-Jlj\+i) t) ~ L..Li _foYI u-kl.....i,;..Ji .~ tl~ l.4 

✓ ~\ ~ 4-,u ii ~ c::..u "YI l...o.i,;..Ji .~ l~I 5 . <r . t~ . ..>'-'. yr- t . 

o~J!l_,...J#, J!l_,... Ji;, uio_;\&;. I 'iJ J!IJI 'i a,.,.. o~ J!I_,.. 

1 2 3 4 5 

I 2 3 4 5 ~J~I ~#l '½I~ c.) W I r"f! c)I ~ 111' u~ .7 

✓ u.i u:il..~ '-_lj_,_jiS.lYI l....fi:JI .._..l:i.. ..)j", . l 

✓ A..ul4 •~ '-_lj_,_jiS.lYI l....faJI t..l:i.. .2 

✓ U.I '-_1j _,_jiS.ly I ~ foJI t..l:i.. . 3 

✓ ~l <,,''t... _,1.... rl~I ;,~ <)I '-_1j _,_jiS.lyl .._. foJI ~ .4 

✓ •~.........., 4,i.il '-_lj_,fo,lYI ~foJI ~ 01 0--.)1 wl.5 

✓ ½i _,fo.lYl ~ faJl ~.l:i.. J~ 0-o ~ ~~ 01 tJA jl wl .6 
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STUDY SURVEY 19 

~_,.JI [F, ~\..4-.,la..a .1 

'1 □ ~ 1~1:~ J_jiS.l'il ~ fi:Jl 04 4.-o.li..Jl Gl...~l =i .Ak. t3 JA /'~ ~ 

f~J.fo!'il 4.-o__,s.,Jl GL....i.;.. .i:..I 0~ ~IJ ~ ~ 

6lfa>, 5 04 .fol □ 6lfa>, 5-3□ ulfa>, 3-10~ l 04 ~i□ 

~1 0.fi:i D:~I 

S004foi□ 50-410 40-31D 30-21 @A..l..., 20 04 iJI□ :~1 

i,l.Jfa □ - L.. ~ □ J~ /'_,iJ?J U".>.UJ~□tfa...l □ :~I ~ .,...Jl 

ul;._,,.0 y,~□ :jS~I 

~.,..JI~ ~-.,fol'il ~_µ1 ul....b. .i:..I rl~I y,., di°<A~l-! ~lill wl} .. ;.JI ~~ ~: ..:.IJW._;I 

.OJ~ I.ii_, oj;.. 4-\ ~-.,_jiS.l'il 4.-ofaJI ~.l.:'.. u~ ~..iwc.l t..s~ u~ rfi:ill c...r-"Y- ,4-! ~ ._.:;II "5.~l __,I 

cilil ~ 5 r,i)I Jy,,. oyl..i t'""'J ul .ofa JS! ¼li..ll ~I /'IJ..}il .i:..I .J4b,.1 ~fa uc 2lli; /'4'11 (.r,Y

.j!lji 'i .m\ ~ 1 r,i)I Jy,,. o_yl..i t'""'-' ul ~,.~I.~ 4-.l ~_,_fo]'il ~__,s.,Jl ~..l.::,. ,) ~ -~ .j!lji 

) ~ ul/~) .l;>-ji 'i _.&4,:i\ ;;_Ji .J~'/ .h..__,ll ~ ;;..i.Y.'"_, .•. ll e-lJ.)J\ 04 '-?1 ~ o_yl..i ~J ~ .. ~ 
j :i.S · •.II A...1.i <<'1'il ~ <'- 11 ...:..,l.....l,;,. J ~WI .&1.SI .ii J,....ji · · 1, · ~I .i .IL, · ,. ~ ;i_:,,b\_;, J ..)'-"'-' - J~ _,..,..... y,,. .J ~ cj 'y . L)~ J 

't........ _;.,Ji 
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0~~1.,..J#, Jal_,.. J#, ~J~I 'J.J JSI.JI 'J a1.,.. o~JSI_.,.. 

1 2 3 4 5 

1 2 3 4 5 ~.J~I ~µ, '-,al..t1 r~ O.l._H- ~ u31 ~I 1:i.. u~ .1 

✓ 4-4w ~ ~j)lll i::?A:J1_, wL._,k..11 9_,_jiS.l)'I ~µ, ~\J-! .).f, . I 

✓ ~4--- ~1:,Y •¥,-..:,~~_,_fol)'! ~ _,s.:,..)1 ~ly _) .f,.2 

✓ '--/_,ll...JI wl..~ J_,....._,H ~~Y-' ~_,_fol)'l ~_,s.:,..)1 ~ly .).f,.3 

✓ A..:..J-"! wL.y,>JI_, IY'_,.....;.ll ~ ~ ~_,_jiS.l)'I t.faJI ~ly c"_,.u.4 

✓ ww..Jl 0f! ~I J+_..JI c.:.,...,5 

✓ ~fa.JI -½ly, .; \..;,.l:!) ~I wL._,k.JI ::,~'} wl.fa ~ t.S _,.., 0~ 'l . 6 
"-.u .fol'll . , :J • 

✓ ~I_,~ uL._,h,.11 foJ ~I_,_,~ ~_,_fol'}I ~_µ1 '-!ly ~ .7 

1 2 3 4 5 ~.J~I J...._,s....11 '-,al.J,> v-9..;.L.._,Ja...JI 0..1.P. U"~ u1I ~I llii ~ .2 

✓ !'-~\ti c.:.,...--.,IL;.~_,_fol',11 ~..,hll '-!ly. ~ uL._,l....JI. 1 

✓ ~bl lii _, lil; ..::...L. _,h,.11 9 _,_fol)'\ ~ _,Lll ;(,,\ y _) .J,. 2 

✓ tjJ.J.l ~ ~ ~ 4.J.fol)'I ~fa.JI '--!ly..; o:iJ_,11 wL._,k..11.3 

✓ <)W <..:..>!_,JI .}4-,,.t..:..1 ~\ uL._,1....11 ~_,_fol)'l .__.,_,hll ~\y,.)_jj.4 

✓ t_,..;....,.JI.; .u..,.,.)-4.., •¥--4..,.fol',11 '½,,-..,hll :i_,ly._.i o:i)_,ll wL._,l....Jl,5 

c..,µ, 
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✓ ~I twy ...... j)l\1 wu:.fay-11 ~ wL._,1..... .6 

✓ tl.4"14 :w..::....J ~ ~J_;s!YI ...... µ1 '-!IY. ._; oJy,,.y-11 wL._,!.....ll .7 
oJ y,,. y-11 

1 2 3 4 5 
~~I ",IIY. 0-- ~.li..JI ¥.J~I ~I..~\ oJ.,H> l'+9 <,)I r-ill \~ u~ .3 

4.,~1 

✓ JI wl._,1..... <JA c:w.:..I L. ~ ->Jall ~I 0--~ ~Jfo.l)'l "-"fi.:JI ~ IY.. l 
~ 

✓ ~y-11 u1c,u~ (fl ~I ~I ~I Ll-4 ~~Jfo.l)'I ,,__µ1 '-!IY. .~.2 

✓ ~ ~ :i.....h;.. ~Jfo.JYI .._.µ, ~\Y..3 

✓ w\j}jl ~ ._; o_)ji.o ~Jfol)'l..._,fi.,JI '-!IY..4 

✓ ~I .,,ii..._,1..... /.ld..:i....l ~...,,.,., J ~ Jfo.l)'I ~fi.:,...11 ~I~\ .~.5 

✓ oJfeyJ •~U; ~I ~J.fo.l'/1 .._.µ1 A...!IY. 01 _))~ .;JI J;L..)1.J j_,..)1 .6 

✓ ~Jfo.l)'I .._.µ, "-!IY. ._; ~Y-" i.;,J.fol)ll ~yll) .)YI J)I ww;.. 7 

✓ "-"fi.:JI ~\.>! t) JJ_,.....JI ~It" J...,,ljill ..._.j)\JI wl._,l....JI ~ J ~1 0--.8 
~J_;s!YI 

✓ ~'Y-~ ~ JS~l ~ c.},.;Jct.......J >Jfe.,.. Ufa foYI ~YI ~_,;l.9 
~ Jfo.l'il ,,__ _,s.:JI 
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o~JSl_,.._)i;, Ji!_,...>#, '-"'1.;~I 'i.J JSI.JI 'i Ji1.,.. o.i..!.;, Ji1_,.. 

1 2 3 4 5 

1 2 3 4 5 ( ..,_,__,_,.. , 4.iY:,) i-~I ~.; (S.IA ~ u-ll ~I 111. u~ .4 

✓ W:,fa'!' ~ ~1.~ rl~ wl.l,JI r,ljc. ~I _).jll wh:il t?' ii:.cl_ 1 

~~ 

✓ -.....i.;...11 •4\y_,lh.. .J" L.~4~ .~ ✓_,_folYI ~fa.JI ~ly .2 

✓ -...._,Lll 4--,,.lii ~l ✓_,_fol)'! uL..i.;...11 ~ lY"I.J \jj .3 

1 2 3 4 5 ~_,~1 <i....µ14..i1~ rl.i..i..:....1 dJ_,..... (S.IA (.)"I~ c.,ll ~' ,:i. u~ .s 

✓ .) ~1.., J«_.. ~ _folYl -.... fa.JI ~l Je\.iill rhl l - . . ..J . ..>!t:4 . 

✓ -....~_,h..:.I_,~ ~ 9 _,_fol)'l=i...foJI ~IY-t:4Jc.liill.2 

✓ ~ Jewll ~..>-4 9_,_fol)'I =i..._,Lll ""-!IY- ~I .3 

✓ rl~Yl ~9__,_fol)'I -...._,Lll A./ly .4 

✓ ~__,_fol'/l =i..._,s..,Jl ~ly rl.b..'.i...l ~ ly\L. ~l ul J ~I.; J&..Jl 0-4 .5 

1 2 3 4 5 ~.Jjiil'JI <i....~14../1-',1 tl..u.:;....I oJ.lt! (S J.A M-3 c.,ll ~1 1:i. ~ .6 

✓ ~I.~ rl~ I_, ~I ",!IW c;,ljc. wj_:p ✓_,fol)'I =i..._,s..,JI ~IY-. 1 

✓ J ~I.;~ =i....l:.. 9__,_fol)'\ =i..._,s..,J\ ~l-.,1 u..~ .2 

✓ .•¥--4..,.fol)'I =i..._,Lll ~\Y-~.3 
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✓ ySI ~ ..>'-'-! c-l+Jl j ~) .) & u.i _faYI uk~I .:i. c-1~ 1.4 

✓ ~\ ~ ~ _,ii ~ u.i "':{I .._..i.;._11 .:i. 1~1 5 ,,.,,... ,(' - . .Y-'. Y,C- c' • 

o~J!l_,..Y,i;, ~1.,.. J#, ~.;~I 'iJ J!IJ1 'i <391_,.. o.i.!.,, <391.,.. 

1 2 3 4 5 

1 2 3 4 s ~Jfol'i1 ~µ1 -½1.J-:1 i) <illll ~ ~1 i-iJ1 1~ ...;~ . 1 

✓ 
...i..i ..:,)L.lA..o ~ J.fol\l I ._,_ fo>JI ..._.4 ..} _;, .1 

✓ -U.ill.,, , y.~ ~ J.folY1 A... µ 1 ~ . 2 

✓ ...i..l ~J.folYI A....._,h\1 ~ .3 

✓ ~I ',f"1...._,l,... c-1~1 .,~ uJ ~_,_fol\11 ..._.µ1 ~ .4 

✓ •~ ~ 4-._ul ~_,_folYl ..._.µ1 ;;__.4 <)I 0--jl ul.5 

✓ 
~ _folYl .._.µ, ..._.4 ~ · ~ • · ·J · ·1 GI 6 - J u-- - ~~ (.) t)AJ . 
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STUDY SURVEY 20 

~_,.JI ,:P ~1-4 _,i....i .1 

'J □ ~ [~l~ .,_fo.l'i\ :i.... fi.=JI 04 ..__._fuJ\ <.::.iL...i.;.ll .b.l ~ ~ .r ?~ JA 

~~__,_fo.l':{1 ..... _,h]I uL...la,,. .b.l u.r~ r3JI., ,._;,... i.i... 

ul_,iu, 5 04 .fol O ul_,iu, 5-3 0 ul_,iu, 3-1 □~ 1 04 Js1 □ 

~I D_fi~ :0~, 

5004.foi□ 50-41 0 40-31 D 30-21□~ 2004Jil0:y.JI 

ol.Jfa.l □ , L.. 
~ □ .)bul,u0 <Y' J:U}~ □? _,l,u □ :._.....LJI J,, _;...ll 

...._;j;..,,. 0 _>.µ-o □ : ~ y.11 

:..........._,.JI.) ~__,.fol'il :i...._µ1 ul...la,,. .b.l <"l.l.:i...'.i....l y-i <lli'"lA4-,1./ '-:!lt:ill ul_;4-,.l\ ~~ ~ : ..::il.iW.JI 

.•fa..,Jl lii__, •.»-4 4J ~__,ySJ':ll :i....µ1 ~ J...! c!l.iu:ic.l ,.s~ 0~ rfiill <fi-Y- ,4-! J-:; ,;JI .:\.Sy:;.11 __,I 

dil ~ 5 ~)I J~ oyb ~.J c.:.,I ;_;s JSJ ~I ~ I r,u)·il .b.l _)~10:!_>1, ~ ~~ r,4'll Lr-'".Y-

051ji ':{.a;\~ 1 ~)I J~ oyb ~ .J c.:.,I L..S ,oji.JI 0~ 4.1 ~..,_fo.JYI ..... µ1 ~ c.:.,i.),:. -~ ~lji 

.,1 ~ u4~! 4_,:i 'i -~~I._; _;4);.'! .h...._,ll ~ o.:iy.._,,.ll r,U_;)'I U4 ""'.),:. oyb ~., ~ --~ 
__,\ .:\.S ~ ~ __,_fo.J'il :i.... fi.=JI ul...la,,. J~ ......._~\ .AiiSI _; .:ii J..,..si ~ ½,'~I ~ )4 0~ ~ .J :i.il.b. 

. :.........., :,.JI 
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i~J!I_,.....# J!I_,.....# ~J~I 'i.J J!I.JI 'i J!I.J-4 i~ J!l_,.. 

1 2 3 4 5 

1 2 3 4 5 ~Jj,Sl'il .7....µ1 4-;ilY. r\Ai bJ~ ~ u-ll i-lll \j,, U.lf,:! .1 

✓ ~ ~ ..... j::UI c~wll..., wl.._,k.JI ~...,_;&l)'l ..... ...,s..,JI ~1.J-! .)j, .1 

✓ ~4-,, .,1:>'i •¥-o w~ ~ __,_fol)'I .._._µ1 ~ ly, .)j,.2 

✓ ~__,lh..JI wl..)Jl Jy-a_,ll t) :i.c.y,, ~...,_;&l)'l .._.fi.,JI ~\>! .)_,:;.3 

✓ :...C..>"'! wl.._,.,..,)1_, L>-"_,....,...;ll ~ ~ ~__,_j&l)'l .._.fi.,Jl ~ ly, i"_,i:j.4 

✓ wwdl ·~\~I · 5 c.J:,! (.)A. 

✓ 
..... µ,~,..,,, <} lA.l,!) .,?JI u L.._.,kJI ::i""H'i wl.fa ~ L>Y" t_j~ 'J .6 

-~..J.fol)'I 

✓ ~I_,~ ul.._.,k..JI ~J ~I_,_, ~ ~__,_j&l'Jl .._._µ1 "--11.J-! ~ . 7 

1 2 3 4 5 ~.J~I .7....µ1 4-;ilY. c,,.k,L.fa,All &J~ <J"~ u-ll i-lll lj,, U.lf,:! .2 

✓ .,.l...b..;.\11 LJA 9l:.. ~ __,_fol)ll .._.µ1~1y, u1:, wl.._,k...11. I 

✓ ~l..:J Lis_, A..!..I.! wl.._.,kJl :i_,p__,_j&l)'l .._.fi.:Jl :i.il.J-! .)j,.2 

✓ <.fJJJ ~ ~ ~ :i.,p_,_j&l)'l ~...,s..:JI ~I.J-! <) o::i_;l_,ll uL...,kJl.3 

✓ Jl..:Jl wi_,ll <}4-,.lhl .,,:,Jl c.:..L.._.,kJl :i.,p__,_j&l)'l .._.fi.,Jl "'-!IY..)j,.4 

✓ t_,...._,...l) <} ~.>4.J •J,!i.. ~...,fol')/1 ~_,h]I ~I.J-!<} oJ_;l_,ll ul..,kJl.5 

c...,µ, 
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✓ ~i rl.,;,'/ ~ j)U\ ub _y:., _,..J\ ~ ul... _,k... . 6 

✓ rU)'l;, ~.., ~ 9_,_folYI ~_,Ll\ "-!ly..} o.ly._,..J\ ul..._,k..J\ .7 
o.lY.'-_,..Jl 

1 2 3 4 5 
4-...Jhll ~I~ C.:,.. A....a..31 ¥.J~I ..:..t...u.ll ii.i_J,:!> ~ ~I ~1 11' ...iJ+.i .3 

¥_,~1 

✓ _,1 wl.. _,k... t.JA c~I L. ....k _;..,WI Js_..JI cJ"' ~ 9 .JP'! I ~ fi.:,..11 ~I J!. l 
<.::.,l..~ 

✓ e} _,.JI ....k r:;IS.... tj\ t._)1 ~\ ~1 cJ"' ~ 9 _,_fol'/1 ~ _,Lll "-!ly. o1' .2 

✓ ~ ~ ~ 9Jfi'i1 ~µ1 ~ 1.J-1.3 

✓ u'-3 J )'1 ~ ~ • _p fa ¥ Jfi'! I~ fi.:,..11 ~I Y.. 4 

✓ ~1 ~t... _,k... rl~I ~~ J 9 _,_jiSl)'I ~ _,Lll ~!_Ji 01' . 5 

✓ o.lY.'-JAJ oy\lb ~, ¥.Jfi'!l ~fi.:,..11 ~ ly.ul t._)!~ .,?JI J;l...)1.J j_,..)1 .6 

✓ ~Jfo.l'/1 ~_µ1 ~ly. ..}½y,, ~Jfi)'l .l;!y}IJl J'il .l)l uL..i.:.. .7 

✓ ~µ1 "--!ly...} JJ_,..,..JI ~\ c"' J...,,ljill ~j)U\ wl..._,k.JI ~ ul ~I <J"'.8 

¥ .JfiYI 

✓ .__,,Y. ~ ~ J5:.L:;..J1 ~ ..}c}..1c.W •.ly..,.. l_;lfo _;sy1.._t..y1 ~F-1.9 

¥.JfiYl ~_,5..:JI 
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o.w.,, ~1..,... Ji;, a1..,... Ji;, '-'"2.J~I 'iJ ~I.JI 'i ~,..,... o.w.,, ~,..,... 

1 2 3 4 5 

1 2 3 4 5 ( ~.,.. ' 4-S_;,.1) r~I W:i.J cS~ ~ u-31 ~1 l.iA. u"'+:! .4 

✓ 
c.:..u ")'I ~I o:i.t. l~ wl~I ~ ~I !_;ill ~I ··,\ .llicl 1 J-U. ~ r- . . r- - .) <.r' . 

~rl 

✓ A....hl1 •4J'-:-'_,l1... .,i> l... ~4~ o:i.t. ~_,_fol)'! A...._,Lll A../ly. .2 

✓ 4A _,Lll 4-,,ii:i ~I ~ fol'jl ul....hll · · I UI 3 .. _, . ,.y:, <Y" .) • 

1 2 3 4 5 ~~I -l.µI ~IY. rl.li:i...1 <U.Jf-- cS~ CJM\J, u-31 ~I l.iA. u"'+:! .5 

✓ c) ~L, ~ ~ _fol)'\ A... _,Lll ._,I Jc. liill ~ 1 - . . _ _, . ·-"' C:" . 

✓ ..__.~_, ~l_, ~ ~ ~_,_fol)'I A...._.,Lll ;._,,1_,,,e:4 Jc.Lull.2 

✓ ~ Jc.I.ill.I :i..;y ~_,fol)'I A...._,Lll ~ly. ~ 1.3 

✓ e,l~)'I "4,..,~_,fol'fl A...._,Lll ~IJ-! .4 

✓ ~_,_fol)'! A...._,h\l -'-!ly.e,l~I <.} ly,l... ~\ ul.) ~l/Jt...JI l.f" .5 

1 2 3 4 5 ~J.fol'il -l.µ1 ~1;.i rl.li:i...l o,lj\! cS~ ~ u-31 ~I l.iA. U"'+:! .6 
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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-govemment 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-governrnent services has the feature described by the 
statement. Do this by picking one of the five numbers next to each statement. 
Circling a S means that you strongly agree that E-govemment 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. 

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

l. 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 infonnation access. 

4. This e-government portal quickly loads aU 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 thee-government portal. 

7.The design of this e-government portal is simple and clear 
plus the infonnation display on the portal is clear 
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2.0 This section is aimed at understanding the Information 
Quality of the Electronic Government ( e-government) 
service. 

1. Infonnat ion on e-government portal is free from errors. 
(Dropped ** ) 

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

3. Information on this e-government portal is up to date. 

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. (Dropped**) 
6. Information contains necessary topics to complete related 
task 

7.The Information that is provided in thee-government portal 
is correct and related to the existing sections 

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. 

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-govemment portal is available at all times. 

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 (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-govemment portal 
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Support for 
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Wang et al., 
(2005), Stockdale 
and Borovicka 
(2006), Liu and 
Arnett (2000), 
Collier and 
Bienstock (2006), 
Roca et al., (2006) 
and Smith (2001). 



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

l. 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. I am satisfied with the onEne services provided by the 
government. 

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

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

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

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

4. Thee-government portal is easy to use. 

5. It is easy for me to become skilful at usmg this e
government portal 

6.0 This section is aimed at understanding the Perceived 
Usefulness of.322hee-government Service 

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

2. This e-government portal provides accurate content. 

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

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. 

1. Thee-government service provides safe transactions 

2. The e-govemment service is trustworthy 

3. The e-govemment service is secured 

4.The e-govemment service will not ffilsuse my personal 
information 

5. I believe thee-government service has a good reputation 

6. I 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 

DISAGREE 
48 16. I 16. l 17.4 

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 3.3 

NEITHER AGREE OR 
64 

DISAGREE 
21.4 21.4 24.7 

Valid 
AGREE 165 55.2 55.2 79.9 

STRONGLY AGREE 60 20. l 20.l 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 

DlSAGREE 
44 14.7 14.7 18.4 

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 

DISAGREE 
.3 .3 .3 

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 12 4.0 4.0 4.0 

NEITHER AGREE OR 
62 

DISAGREE 
20.7 20.7 24.7 

Valid 
AGREE 165 55.2 55.2 79.9 

STRONGLY AGREE 60 20.1 20.l 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 

Frequency Percent Valid Percent Cumulative 

Percent 

DISAGREE 20 6.7 6.7 6.7 

NEITHER AGREE OR 
70 

DISAGREE 
23.4 23.4 30.1 

Valid 
AGREE 152 50.8 50.8 80.9 

STRONGLY AGREE 57 19.1 19.1 100.0 

Total 299 100.0 100.0 

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

System Quality 7 

Frequency Percent Valid Percent Cumulative 

Percent 

STRONGLY DISAGREE .3 .3 .3 

DISAGREE 12 4.0 4.0 4.3 

NEITHER AGREE OR 
58 19.4 19.4 23.7 

Valid DISAGREE 

AGREE 174 58.2 58.2 81.9 

STRONGLY AGREE 54 18.1 18.1 100.0 

Total 299 100.0 100.0 
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(Information Quality) 

Information one-government portal is free from errors 

Information Quality 1 

Frequency Percent Valid Percent Cumulative 

Percent 

STRONGLY DISAGREE .3 .3 .3 

DISAGREE 25 8.4 8.4 8.7 

NEITHER AGREE OR 
119 39.8 39.8 48.5 

Valid DISAGREE 

AGREE 128 42.8 42.8 91.3 

STRONGLY AGREE 26 8.7 8.7 100.0 

Total 299 100.0 100.0 

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

Information Quality 2 

Frequency Percent Valid Percent Cumulative 

Percent 

STRONGLY DISAGREE .3 .3 .3 

DISAGREE 19 6.4 6.4 6.7 

NEITHER AGREE OR 
37.8 113 37.8 44.5 

Valid DISAGREE 

AGREE 139 46.5 46.5 91.0 

STRONGLY AGREE 27 9.0 9.0 100.0 

Total 299 100.0 100.0 
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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 .7 .7 .7 

DISAGREE 36 12.0 12.0 12.7 

NEITHER AGREE OR 
27.4 27.4 40.1 82 

Valid DISAGREE 

AGREE 132 44.1 44.1 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 

DISAGREE 
94 3 1.4 31.4 37.1 

Valid 
AGREE 156 52.2 52.2 89.3 

STRONGLY AGREE 32 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 2.3 2.3 

NEITHER AGREE OR 
89 

DISAGREE 
29.8 29.8 32.1 

Valid 
AGREE 165 55.2 55.2 87.3 

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 l .3 .3 .3 

DISAGREE 10 3.3 3.3 3.7 

NEITHER AGREE OR 
83 27.8 27.8 31.4 

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 thee-government portal is correct and related 
to the existing sections 

Information Quality 7 

Frequency Percent Valid Percent Cumulative 

Percent 

DISAGREE 10 3.3 3.3 3.3 

NEITHER AGREE OR 

DISAGREE 
83 27.8 27.8 31.l 

Valid 
AGREE 158 52.8 52.8 83.9 

STRONGLY AGREE 48 16. l 16.1 100.0 

Total 299 100.0 100.0 
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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 .3 .3 .3 

DISAGREE 9 3.0 3.0 3.3 

NEITHER AGREE OR 
62 20.7 20.7 24.1 

Valid DISAGREE 

AGREE 168 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 

STRONGLY DISAGREE 3 l.O l.O 1.0 

DISAGREE 8 2.7 2.7 3.7 

NEITHER AGREE OR 
70 23.4 23.4 27.1 

Valid DISAGREE 

AGREE 168 56.2 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 .3 .3 .3 

DISAGREE 15 5.0 5.0 5.4 

NEITHER AGREE OR 
24.4 24.4 29.8 73 

Valid DISAGREE 

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 .3 .3 .3 

DISAGREE 21 7.0 7.0 7.4 

NEITHER AGREE OR 

DISAGREE 
73 24.4 24.4 31.8 

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 .3 .3 .3 

DISAGREE 8 2.7 2.7 3.0 

NEITHER AGREE OR 
76 25.4 25.4 28.4 

Vali.d 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 .3 .3 .3 

DISAGREE 13 4.3 4.3 4.7 

NEITHER AGREE OR 
27.8 83 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-govemment portal 

E-Service Quality 7 

Frequency Percent Valid Percent Cumulative 

Percent 

STRONGLY DISAGREE 5 1.7 1. 7 1.7 

DISAGREE 17 5.7 5.7 7.4 

NEITHER AGREE OR 
37.8 113 37.8 45.2 

Valid DISAGREE 

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 46.2 36.8 36.8 

Valid DISAGREE 

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 thee-government 
portal 

E-Service Quality 9 

Frequency Percent Valid Percent Cumulative 

Percent 

STRONGLY DISAGREE 3 1.0 1.0 1.0 

DISAGREE 18 6.0 6.0 7.0 

NEITHER AGREE OR 
38.1 93 31.1 31.1 

Valid DISAGREE 

AGREE 145 48.5 48.5 86.6 

STRONGLY AGREE 40 13.4 13.4 100.0 

Total 299 100.0 100.0 
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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 .3 .3 .3 

DISAGREE 13 4.3 4.3 4.7 

NEITHER AGREE OR 
72 24.1 24.1 28.8 

Valid DISAGREE 

AGREE 156 52.2 52.2 80.9 

STRONGLY AGREE 57 19.1 19. l 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. l 

Valid DISAGREE 

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 2.3 

DISAGREE 21 7.0 7.0 9.4 

NEITHER AGREE OR 
87 29.1 29.1 38.5 

Valid DISAGREE 

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 Valid Percent Cumulative 

Percent 

DISAGREE 7 2.3 2.3 2.3 

NEITHER AGREE OR 
17.7 20.l 53 17.7 

DISAGREE 

Valid 
AGREE 184 61.5 61.5 8 1.6 

STRONGLY AGREE 55 18.4 18.4 100.0 

Total 299 100.0 100.0 

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

Perceived Ease of Use 2 

Frequency Percent Valid Percent Cumulative 

Percent 

DISAGREE 13 4.3 4.3 4.3 

NEITHER AGREE OR 

DISAGREE 
56 18.7 18.7 23. l 

Valid 
AGREE 189 63.2 63.2 86.3 

STRONGLY AGREE 4 1 13.7 13.7 100.0 

Total 299 100.0 100.0 
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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 

DISAGREE 
73 24.4 24.4 27.8 

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 

STRONG~ Y DISAGREE .3 .3 .3 

DISAGREE 10 3.3 3.3 3.7 

NEITHER AGREE OR 

DISAGREE 
58 19.4 19.4 23.1 

Valid 

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 .3 .3 .3 

DISAGREE 12 4.0 4.0 4.3 

NEITHER AGREE OR 
50 16.7 16.7 21.l 

Valid DISAGREE 

AGREE 166 55.5 55.5 76.6 

STRONGLY AGREE 70 23.4 23.4 100.0 

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 .3 .3 .3 

DISAGREE 13 4.3 4.3 4.7 

NEITHER AGREE OR 
25.1 29.8 75 25.1 

Valid DISAGREE 

AGREE 159 53.2 53.2 82.9 

STRONGLY AGREE 51 17.1 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 .7 .7 

DISAGREE 15 5.0 5.0 5.7 

NEITHER AGREE OR 
83 27.8 27.8 33.4 

Valid DISAGREE 

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-govemment portal provides up-to-date content 

Perceived Usefulness 3 

Frequency Percent Valid Percent Cumulative 

Percent 

STRONGLY DISAGREE .3 .3 .3 

DISAGREE 8 2.7 2.7 3.0 

NEITHER AGREE OR 
48 16. 1 16.1 19.1 

Valid DISAGREE 

AGREE 165 55.2 55.2 74.2 

STRONGLY AGREE 77 25.8 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 .7 .7 .7 

DISAGREE 8 2.7 2.7 3.3 

NEITHER AGREE OR 
60 20.1 20.1 23.4 

Valid DISAGREE 

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 S 

Frequency Percent Valid Percent Cumulative 

Percent 

STRONGLY DISAGREE 2 .7 .7 .7 

DISAGREE 10 3.3 3.3 4.0 

NEITHER AGREE OR 
63 21.1 21.1 25.l 

Valid DISAGREE 

AGREE 160 53.5 53.5 78.6 

STRONGLY AGREE 64 21.4 21.4 100.0 

Total 299 100.0 100.0 
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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 3.3 

DISAGREE 30 10.0 10.0 13.4 

NEITHER AGREE OR 
128 42.8 42.8 56.2 

Valid DISAGREE 

AGREE 105 35. l 35.1 91.3 

STRONGLY AGREE 26 8.7 8.7 100.0 

Total 299 100.0 100.0 

Thee-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 7.7 9.0 

NEITHER AGREE OR 

DISAGREE 
86 28.8 28.8 37.8 

Valid 

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 .7 .7 .7 

DISAGREE 20 6.7 6.7 7.4 

NEITHER AGREE OR 
28.8 36.1 86 28.8 

Valid 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 .7 .7 .7 

DISAGREE 15 5.0 5.0 5.7 

NEITHER AGREE OR 
79 26.4 26.4 32.1 

Valid DISAGREE 

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 .3 .3 .3 

DISAGREE 14 4.7 4.7 5.0 

NEITHER AGREE OR 
94 31.4 31.4 36.5 

Valid DISAGREE 

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 

DISAGREE 
98 32.8 32.8 43.1 

Valid 

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 Sta tis tic Stat is tic 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 5 4.03 .043 .737 -.600 . 141 .465 .281 

Quality 3 

System 299 5 3.74 .045 .777 -.408 .141 .157 .281 

Quality 4 

System 299 2 5 3.91 .043 .750 -.432 .141 .077 .281 

Quality 5 

System 299 2 5 3.82 .047 .814 -.415 .141 -.208 .281 

Quality 6 

System 299 5 3.90 .043 .746 -.611 .141 .766 .281 

Quality 7 

Information 299 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 5 3.62 .053 .913 -.352 .141 -.425 .281 

Quality 3 
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Information 299 2 5 3.68 .043 .740 -.258 .141 -. 128 .281 

Quality 4 

Information 299 2 5 3.78 .040 .688 -.125 .141 -.151 .281 

Quality 5 

Information 299 5 3.78 .042 .730 -.367 .141 .373 .281 

Quality 6 

Information 299 2 5 3.82 .042 .735 -.207 .141 -.210 .281 

Quality 7 

E-Service 299 5 3.92 .043 .742 -.515 .141 .580 .281 

Quality I 

E-Service 299 5 3.85 .044 .760 -.663 .141 l.229 .281 

Quality 2 

E-Service 299 5 3.78 .043 .750 -.529 .141 .507 .281 

Quality 3 

E-Service 299 1 5 3.75 .046 .799 -.511 .141 .186 .281 

Quality 4 

E-Service 299 5 3.91 .045 .783 -.348 .141 -.054 .281 

Quality 5 

E-Service 299 5 3.79 .045 .780 -.347 .141 .068 .281 

Quality 6 

E-Service 299 5 3.59 .049 .852 -.323 .141 .283 .281 

Quality 7 

E-Service 299 5 3.54 .050 .864 -.403 .141 .307 .281 

Quality 8 

E-Service 299 5 3.67 .047 .819 -.436 .141 .308 .281 

Quality 9 

Business 299 5 3.85 .045 .785 -.448 .141 .186 .281 

User 

Satisfaction 
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Business 299 5 3.72 .048 .829 -.779 .141 1.1 60 .281 

User 

Satisfaction 

2 

Business 299 5 3.65 .052 .898 -.611 .141 .453 .28 l 

User 

Satisfaction 

3 

Perceived 299 2 5 3.96 .039 .674 -.415 .141 .490 .281 

Ease of Use 

Perceived 299 2 5 3.86 .040 .694 -.600 .141 .759 .28 1 

Ease of Use 

2 

Perceived 299 2 5 3.83 .040 .697 -.347 .141 .200 .28 1 

Ease of Use 

3 

Perceived 299 5 3.89 .041 .710 -.627 .141 1.072 .281 

Ease of Use 

4 

Perceived 299 l 5 3.98 .045 .770 -.669 .141 .703 .281 

Ease of Use 

5 

Perceived 299 5 3.82 .045 .772 -.432 .141 .242 .281 

Usefulness 

Perceived 299 5 3.74 .045 .781 -.486 . 141 .461 .281 

Usefulness 

2 

Perceived 299 1 5 4.03 .043 .746 -.641 .141 .774 .281 

Usefulness 

3 
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Perceived 299 5 3.93 .044 .757 -.637 .141 .995 .281 

Usefulness 

4 

Perceived 299 5 3.92 .045 .783 -.611 .141 .716 .281 

Usefulness 

5 

Trust 1 299 5 3.36 .052 .899 -.322 .141 .224 .281 

Trust 2 299 5 3.61 .047 .813 -.649 .141 .582 .281 

Trust 3 299 5 3.64 .044 .757 -.608 .141 .572 .281 

Trust 4 299 5 3.74 .044 .763 -.568 .141 .677 .281 

Trust 5 299 5 3.70 .043 .752 -.307 .141 .151 .281 

Trust 6 299 5 3.55 .050 .863 -.529 .141 .356 .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 YES 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 

Valid LESS THAN 1 16 5.4 5.4 5.4 

YEAR 

I - 3 YEARS 46 15.4 15.4 20.7 

3 - 5 YEARS 63 21.l 21.l 41.8 

MORE THAN 5 174 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 199 66.6 66.6 66.6 

FEMALE 100 33.4 33.4 100.0 

Total 299 100.0 100.0 

What is your Age? 

Demographic Data 4 

Frequency Percent Valid Percent Cumulative 

Percent 

Valid 21 - 30 54 18. l 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 l.O 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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